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Introduction

As discussed with the Seattle Department of Information Technology (DoIT), Knowledge As 
Power™ (KAP) has conducted a usability study on the Business Portal for Seattle.gov utilizing 
three (3) participants over one (1) day. This was a general review, focusing mainly on a small 
selection of (hopefully) common scenarios people might choose to or need to use the 
business portal to complete. 

In addition to the usability studies, some content in this document – recommendations in 
particular – also comes from a usability review done by the author.

I should point out that, while it is not (and never will be) perfect, the redesign is a major 
improvement over the current site. You should be proud of yourselves.

What This Document Is
• A General Review of Serious Problems – The focus here is on problems and issues that 

tend to be more general in nature, trying to avoid user-specific idiosyncrasies. I'm 
“zooming out” from the specifics of each test, if you will, to address higher level 
problems. Problems still remnant from the old design that were discussed in earlier 
documents will generally not be discussed here, except where comparison is 
important.

• A List of Recommendations – Examples of both short-term and long-term solutions will 
be offered where possible.

What This Document Is Not
• Exhaustive – All of the minor dings and dents will not be discussed here; 

recommendations are restricted to the problems that are in most dire need of 
attention or were otherwise very noticeable during the sessions.

• A Design Document – Recommendations will suggest altering designs or new 
functionality for the purpose of fixing a usability issue, but a functional specification this 
is not.

• Hard and Fast – The problems discussed are meant to inform decision making and get 
people thinking outside of their heads – nothing will be “proven” here. Likewise, 
recommendations are suggestions – any solution that fixes the problem (without 
causing others) is fair game.



User Data

Disclaimer:  Don't over generalize :)

Sex Age Job Seattle 
Resident

Internet Use Tasks

F 41-59
Financial 
Manager

Y Heavy

Try to pay your garbage bill online

Find a list of things you can recycle in your 
home bin

You've seen a wild animal in your 
neighborhood. Find a contact number to 
report it.

Look up a press release or news story on a 
local issue that you care about

View a council or committee session that 
you think might be related to the issue

Contact an elected official about the 
issue

Think of a local issue you care a lot about. 
Find a way to volunteer for or donate to 
the cause

Find an event going on in your 
neighborhood next month

Locate a public resource (like a park, 
neighborhood center, or library) in your 
neighborhood

Do you have a favorite landmark in 
Seattle? Look up its history.

Assess traffic conditions on the two 
bridges

Find a list of tours

F 33-40 Real Estate 
Director

N Heavy Try to pay your garbage bill online

Find a list of things you can recycle in your 
home bin

You've seen a wild animal in your 
neighborhood. Find a contact number to 
report it.

Look up a press release or news story on a 
local issue that you care about



Sex Age Job Seattle 
Resident

Internet Use Tasks

View a council or committee session that 
you think might be related to the issue

Contact an elected official about the 
issue

Think of a local issue you care a lot about. 
Find a way to volunteer for or donate to 
the cause

Find an event going on in your 
neighborhood next month

Locate a public resource (like a park, 
neighborhood center, or library) in your 
neighborhood

Do you have a favorite landmark in 
Seattle? Look up its history.

Assess traffic conditions on the two 
bridges

Find a list of tours

F 41-59 High School 
Computer 
Teacher

Y Heavy Try to pay your garbage bill online

Find a list of things you can recycle in your 
home bin

You've seen a wild animal in your 
neighborhood. Find a contact number to 
report it.

Look up a press release or news story on a 
local issue that you care about

View a council or committee session that 
you think might be related to the issue

Contact an elected official about the 
issue

Think of a local issue you care a lot about. 
Find a way to volunteer for or donate to 
the cause

Find an event going on in your 
neighborhood next month

Locate a public resource (like a park, 
neighborhood center, or library) in your 
neighborhood

Do you have a favorite landmark in 
Seattle? Look up its history.



Sex Age Job Seattle 
Resident

Internet Use Tasks

Assess traffic conditions on the two 
bridges

Find a list of tours

Definitions
Internet Use:

• Light – 10 hours or less a week

• Moderate – More than 10 hours a week, but not more than 20

• Heavy – More than 20 hours a week, but not more than 40

• Very Heavy – More than 40 hours a week

Task Color Rating:

• User was unable to complete the task

• User successfully completed the task, but with some difficulty OR user only partially 
completed the task

• User successfully completed the task with little or no difficulty



Problem: Neighborhood Navigation

What
When people are looking for events, public resources, or really anything that your website 
could be expected to help them find, there are two ways that people can go about 
browsing:

• First by Topic (FbT) – People can choose to start by looking for an event or library or 
what have you, and then from there drill down to things that are near to them.

• First by Neighborhood (FbN) – This is the previous method flipped upside down. People 
can choose to first focus on a particular neighborhood and then browse to see what's 
there.

Both methods are theoretically well-supported by site features, but it is significantly harder to 
achieve success via the FbN method. 

Why
FbN is significantly more likely to be the method of choice when a users don't have a very 
clear idea of what they're looking for. For instance, if users know that a library is what they're 
looking for, then there's a high probability they'll start by finding something about libraries. 
However, if they're trying to figure out what services, parks, etc might be in their 
neighborhood and they have no real idea of what that could be, they'll root themselves in 
the neighborhood since that's what they know.

Evidence
The most obvious manifestation of this problem is the same one that was discussed in the 
Preliminary Usability Report in the Community Tab Organization section (pages 19-22). The 2nd 

and 3rd participants in this session both attempted to use the FbN method to find events going 
on in their neighborhood as a first try and both were a bit perplexed that they weren't finding 
a list of neighborhoods after navigating to Living in Seattle->Community->Neighborhoods. The 
3rd participant shifted to the FbT after happening to discover the “Event Calendar” link, but 
the 2nd participant didn't notice that link and kept persisting.

Again, the pages for visitors pages get closer to providing this functionality than the pages for 
people who live in Seattle.



The neighborhoods page in the Living in Seattle section



Recommendations

Quick Fix
With the redesign, it's hard to tell what the quick fix might be, since the section as a whole 
seems to have been reorganized rather thoughtfully. If there happens to be a quick-and-dirty 
way for you to emulate some of those Visiting Seatle organization schemes pictured above, 
I'd do that. I'd suggest the following links be present under each neighborhood:

• Event Calendar

• Available Services

• Neighborhood Amenities

The phrasing of those may not be perfect (especially that last one), but I think this general 
idea will facilitate the FbN method of browsing quite nicely.

Additionally, the homepage location of the My Neighborhood Communities map is probably 
unnecessary and, as we saw, very often overlooked. Instead, give it some prominence within 
appropriate sections of Living in Seattle. If it proves to be really popular, you already have a 
place to put stuff like that on your new home page.

Long-Term Solution
What was once the quick fix is now the long term solution! Funny how that can work, isn't it? 
The Quick Fix shown in the Preliminary Usability Report under the Community Tab Organization 
Section (page 20-21) is I think your best bet for a long term solution. Here are the mockups 
reproduced for your convenience:



User clicks on a portion of the map...



 ... and lands in the same portion of the My Neighborhood communities map.



Problem: Lack of Controlled Vocabularies

What
As can happen when different teams build different parts of a product, there are a few 
different ways in which the same information is labeled. For instance, there is a section on the 
redesigned homepage labeled “Current Topics” and a similar section on the homepage for 
the Seattle City Council labeled “Hot Topics.” I'm sure there are many more instances that 
can be found.

Why
Controlled vocabularies – i.e. where you define and enforce the use of specific words or 
terms – aid both browsing and searching activities. When browsing, it helps give users 
confidence that headers and labels on different pages describe the same kind of content. In 
the above example, both sections have the same kind of content: news articles relevant to 
issues that are currently (presumed to be) on the forefront of people's minds. Even if users 
intrinsically know this, the use of different labels can still throw them off. “I think these are the 
same thing, but they're labeled differently so now I'm not sure.”

Searching is aided in much the same way. If everything up-and-coming is labeled with the 
same tag, be it “hot topics” or “current issues” or what have you, it makes it much easier for 
the user to search for them. Content is also much more machine-readable if you know 
ahead of time that content relating to a certain topic is always marked with the same label.

Non-native speakers are especially benefited by well-maintained controlled vocabularies. 
Even if the term/phrase being used isn't something they are completely familiar with, after 
browsing the content they can pick up on what it means. If all other pages and subsites use 
the same label to describe that content then their learning was meaningful, as they are able 
to take the lesson with them.

Evidence
The 2nd participant - who is not a native English speaker, it should be noted - had some 
trouble with the exact example presented above. On the main page, she was a bit confused 
about the meaning of the “Current Topics” headers. She thought that they might be 
discussion threads. When she saw the “Hot Topics” section of the City Council site, she 
seemed to understand that those links were for recent and/or important issues. 



Two titles for the same thing

Recommendations

Quick Fix
Luckily this one isn't too hard and is fairly self-evident: spend an afternoon combing through 
some subsites and make note when different names are used to denote the same thing. Then 
pick one of the terms (or a new one entirely) and take another afternoon changing them all. 
Maybe the labels won't be perfect, maybe you won't find them all, but at least you'll have 
significantly reduced the cognitive load for your users in less than a day of work.

Long-Term Solution
Hire an information architect. Information architecture is much more of an art than a science, 
and if you haven't had any exposure to that kind of work – or even if you have! – there's really 
no way I'm going to be able to explain the proper methodologies in a paragraph or two.

Or, if you happen to have more time than available funds and are willing to study up a bit, I 
highly recommend Information Architecture for the World Wide Web 3  rd   Edition   from O'Reilly 
press. A thorough read of that should at least give you an idea on how to start an information 
architecture project.

http://www.amazon.com/Information-Architecture-World-Wide-Web/dp/0596000359
http://www.amazon.com/Information-Architecture-World-Wide-Web/dp/0596000359
http://www.amazon.com/Information-Architecture-World-Wide-Web/dp/0596000359


Problem: Homepage News Sources

What
The new homepage hosts many sections that are filled with dynamic information, many of 
them hidden from view by default. Why there are separate feeds can be a bit unclear to 
people, and the hidden ones can be missed completely.

In addition, the “Current Topics” section doesn't behave as people expect it to, as the pages 
they hit from those links are not lists of news stories.

Why
If users are specifically looking for news on an issue, the fewer places they have to look the 
better. You can think of each of these tabs you've created as a search result from a default 
“what's new” query. Just as most users aren't willing to look at even a second page of search 

Highlighted feeds of dynamic content on the homepage



results, users are unlikely to want to click back and forth through multiple feeds. In addition, if 
users can't discern why there are multiple feeds presenting what they feel is the same basic 
kind of information, they may lose confidence in the news reporting system altogether.

As far as the “Current Topics” links, users are going to want to use these like a tag cloud. They 
expect that these links will lead them to the latest news stories about these topics rather than 
the encyclopedic entries they currently link to. Why would they be labeled current topics if 
there isn't any current news about them?

Evidence
You're clearly trying to plug the Seattle Channel, which I applaud since it is a truly great 
source of information about what goes on in Seattle and what city leaders are up to. But it's 
evident that users really don't get it, and that even when they do, they don't quite 
understand why it's there. Watch participant 1's narrative on the new homepage to hear her 
self-profess confusion about it. And did you notice how none of the participants – in either 
version of the study – even attempted to use the Seattle Channel for legislation videos, even 
though that is a rich source for them? Not even the 1st participant tried it and she's the only 
one that specifically noticed it was there.

The 1st and 3rd participants used the Current Topics links to get more information about the 
city budget, but were a bit disappointed with what they found. They were dropped at the 
CBO's homepage, which has it's own news postings, but these clearly are not even close to 
all the latest news available on the budget. They both said as much, wishing that there were 
more news stories presented to them so they could find information on the specific thing they 
were interested in more easily.

Recommendations

Quick Fix
There really isn't a quick fix for the Current Topics issue, as the current implementation already 
has a work-in-progress feel to it, as each link brings you to a news-like source. The only thing 
I'd change is the position on the page. This is the first of many suggested ways to improve the 
homepage and there's a composite of these suggestions in wireframe and hi-fi form in 
Appendix A at the end of this document.

As for the feeds, I think the quickest fix you could possibly do is just dump all those separate 
feeds into the same stream and give it one title (something like “Latest News” should do 
nicely). Even if you don't have time to make the formatting match, this will at least 
consolidate all the feeds into one so that content from all of them is visible immediately. Don't 
worry if this causes you to have to make the feeds section longer – people are willing to scroll 
farther than you think, especially if it's obviously a news feed.

Long-Term Solution
As a natural extension to the quick fix, you should try to turn the news section into a true multi-
source feed, much like an RSS reader or Facebook. This involves a lot of the aforementioned 
information architecture work to get right, as each feed you pull from needs to be using the 
same controlled tags and would ideally feed you an RSS stream so that you can apply your 
own formatting in this view. Appendix A includes suggestions on how this could be presented.



Problem: Accessibility of City 
Councilmember List

What
The list of the councilmembers is not as easily located as it could be – indeed, this information 
should be prominently displayed on the homepage of the city council.

Why
As much as it pains me to say this, not everyone knows who the city council members are, let 
alone their areas of responsibility. Combine this with the “Contact Us” links upper-right and 
out-of-sight location on the page, and the very well put together list  on the “Contact Us” 
page can potentially be hard to locate.

City Council contact page

Evidence
The 2nd participant bypassed the “Contact by email” link on the Seattle.gov homepage and 
went to the full city council website, reasoning that she wanted to contact a specific 
member and not all of them. (Note: this also indicates a minor error in labeling of that link.) 
When she got to the council homepage, she had a lot of trouble finding a list of them so she 
could figure out who to send the email to concerning her specific topic.

Recommendations

Quick Fix
The city council homepage is also rife with all different kinds of news sources. There are also 



two event lists. Consolidation of redundant sections should create room in the center column 
for a quick rundown of the councilmembers.

Example of how the council main page could be reworked

Long-Term Solution
After the main site redesign is launched, I'm sure similar redesigns of the subsites will soon 
follow. When that happens, the layout of the specific items should be very similar to the main 
homepage, and I would have the city councilmembers (listed with their specialties) mirror the 
position the electeds enjoy on the main homepage. Stuff on the right doesn't get looked at 
as much, true, but at least this way it stays consistent.



Problem: Traffic Map Confusion

What
This one might be a bit out of the purview of the Citywide Web Team, but it deserves a 
mention here. The traffic congestion map is well-located and easily found, but users 
consistently have trouble interpreting the legend. Thankfully they seem generally able to 
interpret the map anyway (since green, yellow, and red have obvious implications), but the 
design of the legend seemed to cloud the issue rather than clarify.

Why

The legend on the travelers  
information map

People seem to consistently miss the horizontal bar that indicates what the colors on the map 
mean. This is an example of a design being too subtle for its own good. People likely interpret 
it as a horizontal rule by accident.

Evidence
All of the participants who looked at this map, including those from the first study, had 
significant trouble interpreting what the legend meant. Giving up on trying to figure it out or 
coming to incorrect conclusions about the information were common results. The 2nd 

participant in this round has a particularly well-articulated reaction where she thought the red 
and yellow colors on the roads were associated with the red and yellow incident icons.

Recommendations
This is a simple example of how to redesign this to make it easier to parse. It's really all 
that needs to be done.



A possible reconfiguration of the traffic  
legend



Problem: Header Picture Improvements

What
The header pictures on each page are a great element. They add breadth and vitality to the 
page, and make the initial user experience a pleasant one. The pictures could use some 
additional description, however. Also, the images are very large on small screens and could 
start to get in the way of navigation after awhile.

Why
The images are so inviting, I wouldn't be surprised if some users wouldn't want to go out and 
see those locations for themselves. However, I also wouldn't be surprised if most people 
couldn't identify all the locations in the pictures. This is, of course, certain to be true for visitors 
as well as new residents.

Also, as lovely as they are, after a long session of browsing the site (or after a number of visits), 
one could imagine some people getting irritated at all the screen real-estate they take up, 
necessitating having to constantly scroll down to see the content on the page. This will be 
particularly true of people using small laptops and netbooks. On large widescreen displays 
the pictures never cause a problem, but then not everyone has access to those.

Evidence
The first point about the lack of description on the images was brought up by our 1st 

participant, who liked the pictures but commented that she didn't know what some of the 
locations were.

After the sessions ended, participants of both the 2nd and 3rd studies commented, off camera, 
that while they still enjoyed seeing the pictures, they started to get in the way on the low-
resolution display they were working on.

There hasn't been any evidence that users are confusing subpages with the homepage, 
probably because the highlighted tabs on the navigation links provide an excellent method 
of indicating where the user is. Generally speaking, though, it is good practice to make the 
homepage somewhat visually distinct from the rest of the pages (though it should still feel of-
a-piece). Specifically, homepages are usually more visually imposing than secondary and 
tertiary pages. 

Recommendations
Fixes for both of the issues mentioned are at once quick and long-term. Decorating the 
images with additional details is an easy add, and there's plenty of room underneath them to 
insert that text. I would include the name of the location as well as a link to a Google or Bing 
map of the location, like this:



Sample of photo with text decoration
To solve the problem of the images getting in the way, have them displayed as they are by 
default, but give the user a mechanism for putting them away when they desire. Here's an 
example of a way to do that:

An example of a "rollup" type windowshade button



An example of the windowshade rolled all the way up
Removing the images entirely from the secondary pages might not be a bad call but, given 
that some pages would look weird without them (specifically thinking of “Visiting Seattle” 
here), I'd only do this if you find later on that people are confusing secondary pages with the 
homepage.



Problem: Help Section Prominence on 
Homepage

What
The locations of help links and information on the homepage are non-standard, causing 
people to rely on them more than they ordinarily would and taking up screen real-estate that 
could be spent on other things.

Why
It's good practice to gather all “utilities” in one place – keeping like items together is 
information architecture 101. These include items such as site maps, contact information, 
FAQs, feeback links, job postings, and other miscellaneous information and data that isn't 
technically site content, but every site ought to include. Moreover, keeping this information at 
the bottom of a page has become commonplace and a strong idiom in design; all but the 
most novice web users know where to find this information when and if they need it.

By featuring the help information so prominently you're going to influence your users to use it 
more often than they normally would. It's like when people take the escalator instead of the 
stairs not because they need to but because it's just easier. This has an end result of 
potentially costing you more money when people call your help number with trivial issues.

Evidence
For the “contact someone about an animal in your neighborhood” task, the 2nd participant 
did something completely unexpected: she pointed to the upper-right of the screen and said 
“I'd just call that number. I'd get to someone I wanted to speak to eventually.” Did you intend 
for people to call that number for stray dogs? How about noise complaints?

Users obviously need to be able to get help when they're well and truly stuck, but give them 
the benefit of the doubt and let them first try and help themselves. As I said, if they're really 
stuck, I'd bet almost of them know to go to the footer of the page to find the help without 
even thinking about it, and I doubt the rest would take all that long to figure it out.

Footers for Amazon and Facebook



Recommendations

Quick Fix
Simply kill the two help sections in the upper-right of the page (the number and the “Need 
Help?” section). While you're at it, move the weather gadget to where the number currently 
is – it feels a lot less like fluff up there and it's the only place where people would actually look 
at it and not wonder why it was there. See an example in Appendix A.

I do realize you are a government agency and that there may be some stipulation that you 
must include this contact number prominently on the main page. If that happens to the be 
case, I'd eliminate the “Need Help?” box, put the number in it's place, and move the 
weather gadget where the number currently is.

Long-Term Solution
I like the design you have going with the footer, but I feel like you're trying to do too much 
with it. As Steve Krug is fond of saying“Take away have of what you have. Then take away 
half of what's left.” None of this came up in the study, of course, since we more-or-less 
purposely stayed away from it due to it being non-functional. However, I took it upon myself 
as a usability professional to try my hand at simplifying it for you. As always, my version is 
simply a suggestion; if all it's done is provoke thought then it's done it's job. 

As with some of the other more complex changes I've proposed (which all complement one 
another), please see my draft example in Appendix A.



Problem: Unnecessary Landing Pages

What
Some pages that serve as a directory – i.e. holding lists of other sites, pages, departments, 
etc. – lead users to landing pages instead of the actual site it lists. The City Departments 
section is particularly guilty of this.

Clicking city departments...

... then on Aquarium, e.g.



Why
Being one of the few people outside of the Citywide Web Team that's combed the far 
reaches of Seattle.gov, I recognize these landing pages as simply being a holdover from the 
old departments page. Unfortunately, these did not need to be ported over; they are 
completely redundant and completely unexpected. A vast majority of the department 
names are self-evident and more often than not users will know what department they're 
looking for or, at the very least will “know it when they see it.” When they click on the link for 
that department, they fully expect to go to that page.

The landing pages are uninvited middle men in this process. The purpose they try to serve is to 
clue the user in about where they're about to go and give them a chance to turn back. 
Ironically, the landing pages inflict more confusion by trying to prevent users from 
accidentally ending up at the wrong department page than ending up at the wrong 
department page would; after all, correcting that mistake is as simple as clicking the back 
button. Even worse, at first some users are apt to think that the landing page is the 
department web site. Imagine if they give up looking for whatever it was they were looking 
for after making that determination? How much confidence do you think they would have in 
the website as a whole from then on?

Evidence
The 1st and 3rd participants demonstrated the exact kind of confusion I detailed above. For a 
few moments the 1st participant, in particular, thought the landing page was the entirely of 
the Seattle Police Department homepage. Eventually she convinced herself that they must 
have a webpage of their own because she remembered being there before and managed 
to click the website link to get there.

Recommendations

Simple: remove the landing pages.



Problem: Truncated Links

What
Some pages, directory pages in particular, have the full web address of the department or 
service listed in the description. Instead of actually showing it, however, the link is truncated. 
The City Departments listing has a good example of this issue.

Why
Truncating the links this way obfuscates information about where the user is going next. It also 
makes all the links look the same, making it impossible for a user to discern one from another. 
This also increases the likelihood that the links will be dismissed out of hand since they don't 
seem to communicate any information.

Also, having the ellipsis as the only clue that there's more to the link is far too subtle when the 
user is going at skimming speed.

Evidence
This commonly happened on the landing pages. Both the 1st and 3rd participants spent a 
significant amount of time looking for the link to the full department page after realizing that's 
not where they were. The 1st participant probably noticed the truncated link earlier than she 
actually indicated because she said something like “Well, there's this link down here, but 
that's just back to the homepage..” Only when she moused-over and saw the full address did 
she realize her misinterpretation.

Recommendations
This is another set of recommendations that are both quick and complete. I honestly don't 
understand why the full address needs to specifically indicated in the listing for the 
department at all. There's already a link to the page there, why do they need the full address, 
too? If the user really wants to know that the browser always displays it for them in the URL 
bar.

If there's some reason why they need to be there, just remove the truncation. I'm quite sure 
you have a function that's doing that for you, so hopefully all you need to do to fix them all is 
take a few minutes and change it in one place.

Truncated link for the Arts and 
Cultural Affairs dept



Problem: Event Calendar Layout

What
The event calendar is a powerful tool that contains a lot of valuable information. 
Unfortunately, it is very difficult to use in it's current configuration and set up. A lot of the 
controls are simply undiscoverable. It should also be noted that the control configurations are 
apt to cause confusion, specifically the design of the functionality that allows users to check 
and uncheck all of the boxes for a particular category.

The default view of the calendar (everything on) is also a bit too much to throw at the user at 
once, and likely causes information overload which negatively impacts the user experience.

The color legend doesn't start until several screens down

Why
Not only are all the controls for the calendar on the right (where people expect fluff to be) 
but they're below the fold and, more significantly, below the content. This configuration 
forces users to really hunt for the controls and makes them think much more than they were 



likely prepared for just to look at a calendar.

Plus, having everything on by default creates the same constricting feeling that users 
reported of the the current homepage design; there's simply too much to parse all at once 
for most users to feel comfortable and in control.

Evidence
The 1st participant encountered the event calendar a few times over several tasks and, 
despite having seen it several times, it always seemed to get the best of her. When she was 
attempting the “Find an event in your neighborhood” task, she started trying to uncheck all 
the neighborhoods one-by-one. She quickly got frustrated with this and looked for the now-
standard check/uncheck tick boxes near the header of the control she was dealing with. 
Briefly, she became slightly panicked that they didn't exist and was about to give up on the 
task when she happened to scroll down and see the links for checking all and none at the 
bottom of the control.

She then managed to accidentally uncheck all for the Calendar Categories control instead 
of the Neighborhoods control, thus inadvertently excluding every event for appearing in the 
calendar. When she then tried to drill down to specific neighborhoods, she was very surprised 
to discover that there appeared to be no events whatsover in her neighborhood for the next 
3 months!

Recommendations

Quick Fix
Note: I know that this calendar is supplied by an outside vendor, but I'm assuming you have a 
reasonably high degree of control over how it's presented (I'd expect that for $99/mo).

I'd suggest making 3 minor changes that will significantly increase the usability of the 
calendar:

• Make the controls collapsible/expandable – If you have them all collapsed by default, 
they should all fit above the fold, making them discoverable. When they're all open it'll 
still be the same layout as you have now, but at least people will know ahead of time 
what's down below.



• Make everything unchecked by default – This is the polar opposite of the current 
implementation. This will both limit cognitive load at first as well as act as a forcing 
function to get people to play with the controls and therefore become accustomed 
to them. You must clearly indicate what's happening and what the user needs to do 
to get events to show up.

• Implement a checkbox at the top for check/uncheck all – This is the standard 
presentation for this sort of thing and will be much less confusing for users.

Long-Term Solution
I'm hoping that city employees use this calendar, too, and have learned enough of its quirks 
to be useful for everyday planning. I'm hoping this because your users are not currently 
getting $99/mo worth out of it. 

My first suggestion is to see if you can't find a cheaper option for your calendar hosting. I'd be 
surprised if Google didn't offer an enterprise version of their calendar with many of the same 
features, for example. Whether you choose to get a new vendor or stick with the one you've 
got, the presentation is begging for a redesign. Instead of trying to squish all that functionality 



into the confines of your site architecture, have all calendar links open a new window with a 
properly-formatted calendar.

The full design of a calendar is a bit beyond the purview of this document, unfortunately. But 
after the redesign is public, I highly suggest making this a high-priority project.
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