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Introductory remarks (from 2007)
This document contairsn exemplary report fronthe analysis of a few paged$ vonage.com

I have to stress thdtdo not usually conduct audits with the one and only information given: a
website addressThe frst step in almosevery proceedings context analysis For instance, as far as
Vonage is conceed, | would have to know the following:

¢ Whatis the user profile of such website?
¢ Howdopeople get to the website, what expectations do they have?
¢ What are the possible scenarios of use or use cases?

e What are the business goals for the websiés it anly selling through the website, as it
alsointensification ofoffline sales(pop-up windows described later in this report may
indicate that there are also otheyoals.

If a website belongs to some exotic market)sohave toget to know this markefirst.

Without that knowledge we can't assess thyanization of thdhomepage, the structure of
information, nor the choice of content apecificpages. And basing only on knowledge akihet
Polishinternet telephonymarket might lead to entirely wramconclusions.

Even if we compare the homepagefsthe 3 English versiornsf the website http://www.vonage.com
, http://www.vonage.co.ukand http://www.vonage.ca- we will see that each of them is orgaed in
a different way, though the services and products quée similar. This suggests that certain
assumptions regarding the nature of the markets may have been taken into consideration.

So, what's in this report?

| tried to focus orthe parts of the website which can by anzdg without specific knowledgef the
Internet telephony markein the United States

Foranalysis ofisabilityissued chosethe & t NP Rpdfedndtie individualProducts pages.

couldn't usemy defaultmethodology of "cognitive walkthrough", becaudead too little knowledge

to prepare trustworthy user profilesr scenarios. So | confined myselfstatic"heuristic review!,

which is much simpler and less tiraensuming.

5 dzNJA y 3 Y& |[ylfedadaArd L RARYQUO TAQRsIRIbHotsaythatNES aidl
there are any issues severe enough to spoil the business aims of the website.

To look ataccessibilityproblems | analzed the homepageOnlya fewissueshave beerrecognized
When doindfull auditsl check the whole websitegainstWCAG guidelines.
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How to read usability reports?

Problem name

[Bad clickability

%% The importance of the problem for the
Users not sure what to click website:

*kk X .
In both the "Services” and "Products” se s there are places, where the user may not know what - has to be corrected, a critical

he/she should dlick. problem, that may = make a customer leave
the website . Sever e business consequences
may follow.

** _ should be corrected, a significant
problem, annoying, though not critical

* - may be corrected, a minor problem

related to user experience

Clickable areas have been marked:

Note the following: —— | What that problem means to the user

® The"1Month FREE" promotion tag is not clickable. A client who gets allured by thatslogan has
tolook for a different place toclick.

® |mages are not clickable. This is particularlyimportant in the "PT r + oduct
images are what attracts the customer, and here they can't be clicked.

Detailed problem description.

Inthe examples shown above the price is sometimes clickable, sometimes not.

Itis not clickable even on the product page:
Ways to solve the problem.

Price:

Many e-commerce websites use the price as a link. In most cgss the price leads sither to the basket
or the ordering page. Vonage.com does not use a baske pon clicking “Buy now” the useris led
through a one-way ordering process. The effect of gicking on the price should be the same.

Solution

1. Intheareas where text (pefders, slogans, features descriptions) is mixed withimages the
whole area should be clickable, or at least all images and slogans.

2. There should be a consistent approach to clickability of prices. If they are clickable on one
page, they should be clickable on all pages.
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Bad clickability

* *
Users not sure what to click

Ly 020K (0KS a{SNBAOSa¢ I yR at iNusedr@yinatknodwad i A 2y a
he/she should click.

Clickable areas have been marked:

Residential

Residential Premium I_lnlim@ ";g’gg% Tonage VPhon2

II
distance calling

arywhere inthe U5, Canada, and Puerto
Rico. HEW! FREE calls to select European

countries! See details below.
wlare product features

Price: $39.99

A The "1 Month FREEt@motion tag is not clickable. A client who getigtd by that slogan has
to lookfor a differentplace to click.

ALYF3Sa INB y23G OftAO01FofSd ¢KAA A AaThedroddcth Odz | NI &
imagesarewhat attracts the customerand heregheyOl y Qi 06S Of AO1 SR®

The Wonage W-Fhaone turns any PC into a fully
functional Wonage telephone.
Afonage phone on 3 256MB USHB flash drive
ok with 1 Wonage phone line
Fits an wour keychain

Note the following:

Inthe exampleshownabovethe price is sometimes clickable, sometimes .not

It is not clickablevenon the product page:

Price: $39.99

of CalT=80l-705-7092

Many ecommerce websiteasethe price as a linkin most cases thprice leads either to the basket
or the ordering pageVonage.com does not usebasketc dzLJ2 y Of A O thgBerigleddz2 y 2 4 ¢
througha one-way ordering procesd.he effect of clicking on the price should Ibe same.

Solution

1. Inthe areas where text (headers, slogans, features descripfinmixed with images the
whole area should belickable or at least all images and slogans.

2. There should be a consistent approach to clickability of prices. If theyiekaldle on one
page, they should be clickable on all pages.
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Use of specialist language without explanation
* %
ASNE R2yQid tA1S G2 FSS8f addzZARX
¢KS at NERdAzOG & ¢ &S Qi{AlRIYNID SeI2AdyND +o2hyitKT §i KaSS NIAALLYS o @
thatsrigk i FT2NJ @2dzNJ ySSRa d¢

Start your Vonage service by choosing a phone or router that's right for your needs.

The Motorola WT2142 is great for all wour
phone and routing needs,

ot with up to 2 Yonage lines Fhone adapterwith 4 port route|
_m Connects up to 1 computer to the brine Afier Babate:
| understand that vonage.com is targeted towards home and small business Tgpical users
usually have little specialist knowledge frahe field of technology anthey may askx ¢ K I & A &
NRdzi SN Fyegl @ KHE

The site does not offermimediate explanation. Yes, there is a Glossary in the Help section:
http://www.vonage.com/help.php?category=68&nav=aG8it chances are that customers will not
look for helpg they will justlook for anotherinternettelephony supplier.

Solution

The erms from networking and telephoning industmhichare not widely used should be explained
immediately. This can be an underlined word, like this:

Start your Vonage service by choosing a phanreuter that's right for your needs.

After placing the mouse cursor over the word (or clicking it), ayomith glossary term would
appear.
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No contact customization
*

A customer is forced take additional, often unnecessary step

¢ KSNFeasdyy 2 0AOSIo0fS a/2yaGlFOGe odzitd2y 2y GKS (2L 27

Contact Help
Cordless Broadband Phone
From VTech
The WTech IPE100 5 8GHz cordless broadbhand phone qui

tolamkhnrna corvira thrnnoh wanr hinkh.cnood Takla or D21 |

A user would expect thatpon clicking the buttore/shewill be able toask a question concerning
the current product. Unfortunatelywhat happensisthat ISy SNA O &/ dza ( 2¥S NI O NB

Customer Care by Email
24 hours @ day, 7 days a week

Giving you the assistance you need when you need it mostis our priority.

Please select the topic of your concern and continue

General Topic E

- - Calling Plans and Sales
Customer Care by Phone Installing Your Telephone Adapter
Fhone: 1-YONAGE-HELF (1-866-243-4357 Optians and Calling Features
Payment and Billing
Senvice Cancellation
About Us | Investor Relstions | Careers | Troubleshooting and Technical Support

What is strikingthedza SNJ OF y Qi S@Sy | al Fo2dzi G§KS LINBRdzO(G K
choice for product features.

Solution

Customize customer care wizard to shthe help topicswhicharerelevant tothe current page. In
this case; all the topics that concern phones and generally products.

DSYSNI f G2LAO0&A o6Fa GaSNBAOS OFyOSttlaA2yén &aK2dzA

Customer care wizard would requisadeeper analysis.
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No zoom facilities for product images
*

Lack of additioal information
Product detail pages feature big and professional product photos.

Theylackan option to see larger images after clickingasrimage.

T Lot e -

As stated irthe previous point, a part of Vonage target group amme uses. Typical home users
maysimply choose devices according to their look.

Solution

All such photographs shoulie possible to enlargdhere should be more images showiegch
product, for instance closeps andphotos taken fronmvarious angles.

There are only a few products s@tvonage.com, sprovidingadditional images should ngose a
big difficulty.
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