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Agenda

› Overview of Usability Audit Review

• Top Usability Issues

• Key Findings
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ForeSee Usability Process

• Audit

• Analysis

• Independent Evaluation

• Target Customer Needs and Expectations
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Usability Indicators

• Individual Application

• Pass/Fail Metric

• Measures Specific Aspect of Usability

• Proprietary to ForeSee

• Website Analysis and External Research

• Best Practice
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Scope and Specifications

This audit examines content and navigation within the EPA Mold category to 

evaluate the organization and categorization of information, the intuitiveness 

of navigation, and how clearly labeling communicates the nature of content 

and its structure. Specifically, this audit seeks to answer three questions:

• How well does the section present the most important facts about Mold?

• What factors prevent visitors from finding desired content?

• How well does the FAQ section present this key content?

• December 2017

• 1366 x 768

• Iterative Evaluation
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Agenda

• Overview of Usability Audit Review

› Top Usability Issues

• Key Findings
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Top Usability Issues

• Home and Landing Pages

• Local Navigation

• Orientation

• Access to Publications

• Readability

• Navigation in Frequent Questions

• Adequate Linkage

• Expected Location

• Image Gallery

• Print and Email 

This report contains notes regarding 

alternative solutions and recommendations 

discussed during the presentation on 

December 5, 2017
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Home and Landing Pages



9

The Mold homepage prominently displays links to related 

content in other sections of EPA.gov. The two goals of the 

home and landing pages are to showcase what visitors can 

accomplish and learn within a section of a site and to provide 

efficient navigation to inner pages. The presence of a prominent 

group of links which lead outside the Mold category dilutes the 

clear message of what can be accomplished and hinders 

navigation within the current section. 

While providing useful links to related information can be 

helpful, the lack of a heading to identify them as links to related 

information creates disorientation when visitors click them .

Recommendations: 

• Relocate links to related content to a less prominent location 

on Mold home.

• Provide a heading for the group which indicates that they are 

related links.

Links on Mold Home lead to other categories

Issue 1: Home and Landing Pages
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While the Mold homepage provides linkage to subcategory 

pages and content pages, the site fails to make use of scope 

notes on this page to help visitors gain a better understanding of 

the content and features available within each subcategory. For 

example, visitors may be uncertain whether to begin their 

research on the Basic Information page or the Homes page. 

Without scope notes, visitors are forced to visit each link to 

discover what content is available there. Depending on the 

nature of the link or links they are describing, scope notes can 

range in length from a short phrase to a few sentences. 

Recommendation: Include scope notes on the Mold 

homepage.

Scope notes are missing from the Mold homepage 

Issue 1: Home and Landing Pages
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Similarly, landing pages for subcategories within Mold should 

provide an introduction to the content of the section and scope 

notes indicating the content represented by the links. Since 

visitors have already clicked once to arrive at this page, they

should not be forced to click into each link to understand which

page has the information they seek. 

Recommendation: Ensure subcategory landing pages provide 

an adequate overview and description of the content found 

within that subcategory.

Landing pages lack introductory content

Issue 1: Home and Landing Pages
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This site’s landing page for Flu Season effectively showcases 

what visitors can accomplish and learn by providing overview 

text and scope notes for each subcategory. Visitors are 

able to quickly scan the centerwell and locate information that 

is relevant without the need to visit each topic page.

Best practice: Subcategory landing pages

Issue 1: Home and Landing Pages
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Home and Landing Pages

• Relocate links to related content to a less prominent location on Mold home.

• Provide a heading identifying groups of related links.

• Include scope notes on the Mold homepage.

• Ensure subcategory landing pages provide an adequate overview of the content found 
within that subcategory.

Recommendations

Issue 1: Home and Landing Pages
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Local Navigation
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The Mold category does not provide visitors with an efficient 

local navigation scheme which provides an accurate 

hierarchical layering of the Mold content. As shown, navigation 

menus with in the category display Mold Home  as an item 

within the menu. As indicated by the menu heading , the Mold 

homepage is the top-level page within the category. The 

repetition of the label within the menu deprives visitors of an 

accurate understanding of the category structure. To avoid 

confusion and support intuitive navigation, this label should not 

be repeated within the category navigation. Instead, the menu 

heading should be linked to the Mold homepage.

Recommendations: 

• Remove the Mold Home link from the local navigation menu. 

• Link the menu heading, Mold, to the Mold homepage.

Discussion Note: The Mold Home link may be retained if it is 

displayed at the head of the menu, indicating that Mold is the 

top-level page in the section.

Current category is unclear

Issue 2: Local Navigation
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Next, the navigation menu contains two links to content that 

does not belong to the category. As shown, links to the Indoor 

Air Quality Home Page and  Flood Cleanup  are presented 

with other subcategories of the Mold section. Yet, as shown 

on the Indoor Air Quality homepage, Flood Cleanup and Mold 

appear to be separate subcategories, or topics, within IAQ . 

To support intuitive navigation within the subcategory, the site 

must avoid interposing linkage to related content in the local 

navigation.

Recommendation: Avoid presenting links to pages that are 

outside the current subcategory in the local navigation. 

Discussion Note: Removing the links to Indoor Air Quality Home 

Page and Flood Cleanup, as recommended, will align with the 

topical focus of EPA.gov. However, these links, and links to 

other IAQ pages, can be displayed in a sidebar throughout the 

section which may achieve IAQ’s goals of identifying their 

content within the site.

Local menu links to content outside the current category

Issue 2: Local Navigation
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Although the local navigation menu provides access to pages 

within the Mold Basics subcategory, no linkage is provided to 

pages in the Schools and Commercial Buildings  and 

Environmental and Public Health Professionals 

subcategories. Also, content for homeowners in the Homes 

subcategory is missing from the local navigation menu. As a 

result, navigation to these pages is less efficient and there is a 

risk visitors may fail to find relevant content in these sections.

Recommendations: 

• Include all subpages in the navigation menu.

• Consider displaying subpages for the current subcategory 

only.

Some content is not available through the menu 

Issue 2: Local Navigation
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Local Navigation

• Remove the Mold Home link from the local navigation menu. 

• Link the menu heading, Mold, to the Mold homepage.

• Avoid presenting links to pages that are outside the current subcategory in the local 
navigation.  

• Include all subpages in the navigation menu.

• Consider displaying subpages for the current subcategory only.

Recommendations

Issue 2: Local Navigation
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Orientation
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The Mold category does not ensure link labels and 

corresponding page headings have a one-to-one 

match to orient visitors and reassure them they have 

accessed the correct page. For example, when 

visitors click Homes, on the Mold Home page, they 

are taken to a page with the heading of Mold Cleanup 

in Your Home. Likewise, clicking on Environmental 

and Public Health Professionals in the local 

navigation menu returns a page with the heading 

Resources for Health Professionals. Visitors can be 

momentarily confused by the difference in labeling. 

Unless there is a compelling reason, the site should 

ensure page headings exactly match the labels of 

links visitors clicked.

Recommendation: Ensure link labels and 

corresponding page headings have a one-to-one 

match.

Link labels do not consistently match page headings

Issue 3: Orientation







21

The site adheres to best practice by indicating the location of 

the current page by changing the text color and providing a 

background color for the associated item in the navigation 

menu. However, this orientation cue is missing for pages that 

are not included in the menu. Thus, visitors to these pages 

have more difficulty identifying related pages and returning to 

these pages. 

Recommendation: Indicate the location of the current page by 

highlighting both the subcategory label and the link to the 

associated item in the navigation menu.

Menu does not always indicate the current category





Issue 3: Orientation
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In this example, a site aids orientation by highlighting the 

location at each level of the hierarchy  down to the 

current page .

Best practice: Indicating location in navigation menu

Issue 3: Orientation
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Orientation

• Ensure link labels and corresponding page headings have a one-to-one match.

• Indicate location of the current page by highlighting the associated item in the 
navigation menu.

Recommendations

Issue 3: Orientation
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Access to Publications
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The Mold section accommodates the preferences of visitors by 

providing some publications in both HTML and printable PDF 

formats. However, some links to the HTML pages are 

indistinguishable from those which lead to the PDF versions. 

For example, this link to A Brief Guide to Mold, Moisture and 

Your Home  appears to link to a printable or downloadable file 

due to the section heading  which indicates the section 

includes publications, the thumbnail image and file size and 

date information. Yet, the link opens a web page. Visitors 

who want to print or download must click a second link to 

access the file . 

Recommendation: Provide links to both the HTML and PDF 

versions of content.

Labeling is unclear for links to publications (1 of 2)











Issue 4: Access to Publications
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The Publications about Mold page provides side-by-side links to 

HTML and PDF versions of publications. However, the link 

labels are not sufficiently differentiated, and require visitors to 

read the labels and infer that the print version is the PDF. This 

risks that visitors may waste time and effort opening a file.

Additionally, these links lack information regarding the size of 

the files for print and download. 

Recommendations:

• Add an icon or explicit label to identify links to HTML and 

PDF content when both formats are available.

• Indicate the file size in terms of number of pages and 

memory requirements.

Labeling is unclear for links to publications (2 of 2)

Issue 4: Access to Publications
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On this page, the link label to a PDF document includes the 

file type designation. Visitors’ expectations regarding the 

size of the file are also set .

Best practice: Identifying file types





Issue 4: Access to Publications
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Next, the navigation menus of the HTML versions of these 

publications   have not been integrated with the existing 

navigation scheme. This is potentially confusing and risks 

that visitors may unintentionally navigate away from the 

publication and fail to view relevant information.

Recommendation: Display publication navigation menus within 

the local navigation menu.

Discussion Note: It may not be possible to integrate the two 

navigation menus at this time. Providing a descriptive label for 

the publication navigation menu, such as Contents or Chapters 

will help to disambiguate between these menus.

Publications are not integrated with local navigation

Issue 4: Access to Publications
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This other site promotes orientation and navigation within publications on 

the site by including links to chapters or pages  in the local navigation 

menu. At the chapter level , the local navigation menu is replaced by 

linkage to other chapters and access to the containing category is 

maintained by the top level link  in the publication menu.

Best practice: Combining document and local navigation

Issue 4: Access to Publications
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Some navigation labels within the Mold category local 

navigation menu and the publication chapters  are 

identical. Visitors are often confused by duplicate labels for 

differing navigation options. 

Recommendation: Modify the navigation labels to avoid 

duplication.

Link labels are duplicated

Issue 4: Access to Publications
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Access to Publications

• Provide links to both the HTML and PDF versions of content.

• Add an icon or explicit label to identify links to HTML and PDF content when both 
formats are available. 

• Indicate the file size in terms of number of pages and memory requirements.

• Display publication navigation menus within the local navigation menu.

• Modify the navigation labels to avoid duplication.

Recommendations

Issue 4: Access to Publications
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Readability
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The reading level of some pages within the Basic Information or 

Homes subcategories appears to exceed the recommended 

level for web copy. For example, a readability assessment tool 

indicates visitors need to have completed 10 – 12 years of 

education  to easily understand the text on the Mold Cleanup 

in Your Home page , on the first reading. The recommended 

reading level for general audiences.is at or below 7th – 9th

grade. This page contains a number of complex sentences 

which may slow visitors. For instance, sentences such as If you 

suspect that the heating/ventilation/air conditioning (HVAC) 

system may be contaminated with mold (it is part of an identified 

moisture problem, for instance, or there is mold near the intake 

to the system), consult EPA guide Should You Have the Air 

Ducts in Your Home Cleaned? should be simplified or broken 

into several shorter sentences.

Content may be difficult to read (1 of 2)

Issue 5: Readability
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Content in Mold and Moisture Frequent Questions also tested 

at a higher reading level .

Recommendation: Reevaluate reading level of content within 

the Mold category: where necessary, simplify diction and use 

shorter sentences.

Discussion Note: This problem appears to be more prevalent in 

the Frequent Questions content.

Content may be difficult to read (2 of 2)

Issue 5: Readability
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The Frequent Question articles provided for Mold and Moisture  

are often long and difficult to scan and digest. Therefore, they 

require a great deal of unnecessary work as visitors seek 

relevant information. These answers should be a quick and 

easy way for visitors to gather facts about mold. However, 

answers are often provided in large blocks of complicated copy. 

Instead, the site must ensure that the arrangement of text 

supports scanning.

Recommendation: Utilize bullet points, lists and subheadings 

to ensure that answers to Frequent Questions are easy to scan 

and digest.

Long paragraphs hinder scanning

Issue 5: Readability
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The copy on this page is divided into sections which are 

identified by subheadings. Bulleted lists increase the 

scannability of the text. 

Best practice: Scannable copy

Issue 5: Readability
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In a related issue, some answers to Frequent Questions contain 

a short list of facts about mold either before or after the article. 

The inclusion of this information, which does not directly answer 

the specific question, requires visitors to exert additional effort 

to focus on the answer to their question. 

Recommendations: 

• Avoid introducing irrelevant content within the answers to 

frequent questions.

• Consider placing mold facts in a sidebar.

Customer Service articles contain extraneous details

Issue 4: Access to Publications
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Readability

• Reevaluate reading level of content within the Mold category: where necessary, simplify 
diction and use shorter sentences.

• Utilize bullet points, lists and subheadings to ensure that answers to Frequent 
Questions are easy to scan and digest.

• Avoid introducing irrelevant content within the answers to frequent questions.

• Consider placing mold facts in a sidebar.

Recommendations

Issue 5: Readability
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Navigation in Frequent 
Questions
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Answers to Frequent Questions are provided on individual 

pages that lack access to other questions within the Mold and 

Moisture group . Visitors who wish to view several answers 

are required to return to the Mold and Moisture section  each 

time they wish to view and select another question. The 

additional effort required to navigate between answers may 

discourage visitors from locating desired information. 

Recommendations: 

• Implement an expandable interface to maintain access to all 

questions within the Mold and Moisture section.

• Provide a mechanism to expand or collapse all answers.

Discussion Note: Another solution would be to expand the menu 

on the left to include the question topics.

Navigation between Frequent Questions is inefficient

Issue 6: Navigation in Frequent Questions
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On this FAQ page, visitors can view several or all answers by 

clicking on the questions to reveal the answers or by using the 

Show All mechanism. This mechanism also ensures that 

visitors can print all answers with a single command. As 

shown, the first answer is open as the page is loaded, which 

helps visitors identify the functionality.

Best practice: Expandable interface for FAQs

Issue 6: Navigation in Frequent Questions
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Return navigation from IAQ Customer Service to the Mold 

category is hindered by the absence of an explicit link back to 

this section from Frequent Questions. Visitors who are 

researching Mold may be required to click on the browser’s 

Back button multiple times if they have viewed several pages. 

This may frustrate and slow visitors as they explore information 

on the site.

Recommendation: Provide an explicit link to the Mold category 

from the Mold and Moisture questions in IAQ Customer Service.

Frequent Questions lacks an explicit return link

Issue 6: Navigation in Frequent Questions
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Additionally, these pages do not meet visitors’ expectations in 

providing direct linkage to the EPA.gov homepage by means of 

the site logo in the header.

Recommendation: Link the EPA logo in the page header to 

EPA.gov.

Logo in Customer Service does not link to EPA home

Issue 6: Navigation in Frequent Questions
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Navigation in Frequent Questions

• Implement an expandable interface to maintain access to all questions within the Mold 
and Moisture section.

• Provide a mechanism to expand or collapse all answers.

• Provide an explicit link to the Mold category from  the Mold and Moisture questions in 
IAQ Customer Service.

• Link the EPA logo in the page header to EPA.gov.

Recommendations

Issue 6: Navigation in Frequent Questions
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Adequate Linkage
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Linkage to local resources is indirect

The site does not provide direct linkage to local resources. Although the Basic Information page provides a link 

labeled Find Local Help and Resources, the referenced page contains linkage to regional and state offices but does 

not provide linkage to mold resources. Additionally, the subsequent region pages for Indoor Air Quality do not 

consistently contain resources specifically for mold. As a result, visitors looking for local resources may have trouble 

finding needed information.

Recommendation: Consider providing a page with direct linkage to local resources.

Issue 7: Adequate Linkage
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The site fails to provide sufficient linkage to content cited in the 

text. Visitors expect links to be provided for content they are 

directed to, and are frustrated when they are instructed to seek 

content without the benefit of a direct pathway. In this example 

from the Frequent Questions section, visitors are encouraged to 

read several publications. Although the associated URLs are 

present, providing hypertext links will allow visitors to access 

these items more efficiently.

Recommendation: Provide linked pathways when directing 

visitors to content.

Some hypertext links to cited content is missing

Issue 7: Adequate Linkage
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Adequate Linkage

• Consider providing a page with direct linkage to local resources.

• Provide linked pathways when directing visitors to content. 

Recommendations

Issue 7: Adequate Linkage
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Expected Location
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There are instances when links transport visitors to unexpected 

locations within the site. For example, visitors who click the links 

for What to Wear When Cleaning Moldy Areas or Hidden Mold 

in this FAQ answer may be surprised to be transported to the 

Mold primary page instead. This is disorienting and confusing 

for visitors. Furthermore they must spend more time attempting 

to locate this information elsewhere on the site. To ensure 

visitors can access information of interest, the site must strive to 

resolve broken links.

Recommendations:

• Ensure all links transport visitors to the expected destination. 

• Eliminate broken links.

Some links do not load the expected content

Issue 8: Expected Location
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Expected Location

• Ensure all links transport visitors to the expected destination. 

• Eliminate broken links.

Recommendations

Issue 8: Expected Location
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Image Gallery
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Gallery does not provide zoom functionality

While the image gallery offers an enlarged view of the images, the feature is not optimized to take full advantage of 

the available screen space. Visitors may wish to examine the pictures in greater detail, however, additional levels of 

enlargement are not available. 

Recommendation: Provide zoom functionality for the Mold Image Gallery.

Issue 9: Image Gallery
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The section headings  and captions  provided on the Mold Image Library page are not 

available to visitors as they browse in the viewer layer . As a result, visitor using the layer must 

first close the layer, then locate the image on the page to discover the subject and commentary 

associated with the image. The difficulty of this task is increased if they have navigated to images 

on adjacent tabs, since the underlying page does not change as the images in the layer are 

advanced.

Recommendation: Display the section heading and caption associated with each image in the 

layer.

Images in layer lack captions

Issue 9: Image Gallery
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Image Gallery

• Provide zoom functionality for the Mold Image Gallery.

• Display the section heading and caption associated with each image in the layer.

Recommendations

Issue 9: Image Gallery



56

Print and Email 
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The site does not provide an explicit Print functionality. As a 

result, visitors may not realize content on the site is formatted 

for printing . Furthermore, those whose experience with the 

browser-based Print functionality often results in poorly 

formatted printed pages, may decide not to print.

Recommendation: Provide an explicit link to Print.

Link to Print is missing

Issue 10: Print and Email 
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Although EPA provides email functionality, the implementation 

can be improved. As shown, the email link opens the visitor's 

email program and relies on that program being set up correctly. 

This is also problematic for visitors using a public computer. 

Instead, the link should open a pop-up window or layer 

containing a form visitors may complete to easily share the 

page they are viewing. 

Recommendation: Provide form-based email functionality.

Email functionality is inefficient

Issue 10: Print and Email 
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This site provides convenient access to email and print 

functionalities by providing links in a fixed element on the page 

which remains in view as the page is scrolled. The email link 

opens a layer containing a form which allows visitors complete 

the action without leaving the site.

Best practice: Print and Email functionalities

Issue 10: Print and Email 
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Print and Email 

• Provide an explicit link to Print.

• Provide form-based email functionality

Recommendations

Issue 10: Print and Email 
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How well does the section present the most important facts about mold?

While the basic facts are clearly messaged, complexity of language and lack of expected 
functionality in the image gallery may prevent visitors from fully exploring content.

Review content for readability and provide captions and functionality in the image gallery.

What factors prevent visitors from finding desired content?

Misrepresentation of the site hierarchy in the local navigation menu combined with poor 
orientation cues may impede visitors from finding answers to their questions.

Visually present the site structure and reinforce orientation by improving indentation and 
highlighting in the menu.

How well does the FAQ section present this key content?

Densely presented content and lack of efficient navigation may prevent visitors from 
accessing information.

The site should increase the scannability of the copy and improve navigation between FAQ 
articles by implementing an expandable interface.

Key Findings
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Register now to take advantage of early bird pricing!

http://learn.foresee.com/summit_update
http://www.foreseesummit.com/
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