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Introductory remarks (from 2007)
This document contains an exemplary report from the analysis of a few pages of vonage.com.

| have to stress that | do not usually conduct audits with the one and only information given: a
website address. The first step in almost every proceeding is context analysis. For instance, as far as
Vonage is concerned, | would have to know the following:

e What s the user profile of such website?
e How do people get to the website, what expectations do they have?
e What are the possible scenarios of use or use cases?

e What are the business goals for the website: —is it only selling through the website, or is it
also intensification of offline sales (pop-up windows described later in this report may
indicate that there are also other goals).

If a website belongs to some exotic market, | also have to get to know this market first.

Without that knowledge we can't assess the organization of the homepage, the structure of
information, nor the choice of content on specific pages. And basing only on knowledge about the
Polish Internet telephony market might lead to entirely wrong conclusions.

Even if we compare the homepages of the 3 English versions of the website: http://www.vonage.com
, http://www.vonage.co.uk and http://www.vonage.ca - we will see that each of them is organized in
a different way, though the services and products are quite 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 on the parts of the website which can by analyzed without specific knowledge of the
Internet telephony market in the United States.

For analysis of usability issues | chose the “Products” page and the individual Products pages. |
couldn't use my default methodology of "cognitive walkthrough", because | had too little knowledge
to prepare trustworthy user profiles or scenarios. So | confined myself to static "heuristic review",
which is much simpler and less time-consuming.

During my analysis | didn’t find any “three stars” problem. After a few hours’ work | cannot say that
there are any issues severe enough to spoil the business aims of the website.

To look at accessibility problems | analyzed the homepage. Only a few issues have been recognized.
When doing full audits | check the whole website against WCAG 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:
In both the “Services” and "Products” se s there are places, where the user may not know what kK has to be corrected; a Critical

he/she should click. problem, that may make a customer leave
the website. Severe 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:

Bole e iglowne: ——— | 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 R L
images are what attracts the customer, and here they can't be clicked. Detailed prObIem deSCFIptIOI’] 0

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

In both the “Services” and “Products” sections there are places, where the user may not know what

he/she should click.

Clickable areas have been marked:

Residential

Residential Premium I_lnlim@ !4,,'
A0,
distance calling

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

Vonage V-Phonedy

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

wlare product features

Price: $39.99

Note the following:

= The "1 Month FREE" promotion tag is not clickable. A client who gets allured by that slogan has

to look for a different place to click.

= |mages are not clickable. This is particularly important in the “Products” section. The product
images are what attracts the customer, and here they can’t be clicked.

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

It is not clickable even on the product page:

Price: $39.99

of CalT=80l-705-7092

Many e-commerce websites use the price as a link. In most cases the price leads either to the basket
or the ordering page. Vonage.com does not use a basket — upon clicking “Buy now” the user is led
through a one-way ordering process. The effect of clicking on the price should be the same.

Solution

1. Inthe areas where text (headers, slogans, features descriptions) is mixed with images 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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Use of specialist language without explanation
* %

Users don’t like to feel stupid...

The “Products” section begins with the tip: “Start your Vonage service by choosing a phone or router
that's right for your needs.”

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
Price After Rehate-
| understand that vonage.com is targeted towards home and small business users. Typical users
usually have little specialist knowledge from the field of technology and they may ask “what is a
router anyway?!”

O

The site does not offer immediate explanation. Yes, there is a Glossary in the Help section:
http://www.vonage.com/help.php?category=68&hnav=68, but chances are that customers will not
look for help — they will just look for another Internet telephony supplier.

Solution

The terms from networking and telephoning industry which are not widely used should be explained
immediately. This can be an underlined word, like this:

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

After placing the mouse cursor over the word (or clicking it), a pop-up with glossary term would
appear.
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No contact customization

*

A customer is forced to take additional, often unnecessary steps

There’s an easily noticeable “Contact” button on the top of each Product page.

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 that upon clicking the button he/she will be able to ask a question concerning
the current product. Unfortunately, what happens is that a generic “Customer care” wizard appears:

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 B

Calling Plans and Sales

Installing Your Telephone Adapter
Fhone: 1-YONAGE-HELF (1-866-243-4357 Optians and Calling Features
Payment and Billing

Customer Care by Phone

Senvice Cancellation
About Us | Investor Relstions | Careers | Troubleshooting and Technical Support

What is striking, the user can’t even ask about the product he saw a while ago. There’s no good topic

choice for product features.

Solution

Customize customer care wizard to show the help topics which are relevant to the current page. In

this case — all the topics that concern phones and generally products.
General topics (as “service cancellation”) should be proposed as a secondary option.

Customer care wizard would require a deeper analysis.
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No zoom facilities for product images
*

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

They lack an option to see larger images after clicking on an image.

Motorola VT2142 Try 1 Month FREE! » ST — T NOTEREEL:
= i Feeonditioned FooERE ‘ L
Black) I F1 WRE (White)

Vonage® Wi-Fi Phone

Original Price: $43.99 )

nEtant Reate”. -§42.99 Criginal Price: §120.69

Price after Rebate: 75 Instant Rebale™. 380,00
war Price aftes Rebate: 40,9

il an uty parlale. Simply unglug ke
wherever yo 12 n the worJust plug o any broadband lnlermet ow
Comnecton, connect a phone, and your Yonags ine 1 rsad o gol Buy No .

C 50y Now The Vonage WHFi Ehons works by 3cceesing wieléss nlsmel Conneclns Suth 45 a Foack © White

As stated in the previous point, a part of Vonage target group are home users. Typical home users
may simply choose devices according to their look.

Solution

All such photographs should be possible to enlarge. There should be more images showing each
product, for instance close-ups and photos taken from various angles.

There are only a few products sold at vonage.com, so providing additional images should not pose a
big difficulty.
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The same title of all pages
*

Complicated bookmarking and saving of the pages.
Each product page has the same title as displayed in the browser bar.

For instance, the page for product VTech IP8100 - Cordless Broadband Phone
http://www.vonage.com/device.php?type=IP8100&refer id=WEBPR0706010001W1

Plilk ~ Edycja  Widok Ulubiohe Marzedzia Pomoc

Que-O-HNEG JL=0H

Adres |@ hittp:/ Awn, vonage.com/device. php fype=| P81 004 refer_id="WE BPRO7OE01 000

Select Your Country

\VYonage e

Home | Sewices | Products | Awailahility | Features | International
Try 1 Month |

zas datails ba

Contact Help Click Herg

Cordless Broadband Phone
From VTech

ThevTech IPB100 5.8GHz cordless broadband phone quickly and easily provii

o Move el e bl mimed Sln ce PV ebon o

This may lead to a few minor usability problems:

1. Customer adds the page to his or her favorites/bookmarks — the default suggested name for
the bookmark is not “VTech IP8100” but “Vonage — A better service for less”. It is OK if only
one page is added. If a user adds another page — it will have the same name in the
Bookmarks.

2. The customers who choose to save the phone information page on their hard drive will see
only the generic name of the webpage as the name of the file.

3. That generic page name will also appear in search engines results. In the following example
the title does not state clearly that it is related to this particular model only.

Wonage - A better phone service for less

The WTech IP8100 5.6GHz cordless broadband phone guickly and easily provides ... The
VTech IP8100 is an integrated broadband phone adapter and cordless ..

wharwe. vonage. com/device. php?type=IP8100 - S0k - Kopia - Podobne strony

Installation with the VTech IP8100

VTech IP 8100 Installation with the WTech IP8100. Equipment Checklist. Mote: Your
broadband telephone accommadates up to 4 handsets. ...

wawwrvonage. comdhelp. php?article=201 &category=098&nav=3 - 56k - Kopia - Podobne strony

Solution

Provide a meaningful page title for all products pages.
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Accessibility problems

The meaning of the star grades in accessibility report is similar to that of usability report.
*** _ has to be unconditionally corrected
** - should be corrected
* - may be corrected

The number of stars is not related to possible business consequences; it is a result of comparison of
two factors:

1. The weight of accessibility problem;
2. The number of potential website users that may be affected by this accessibility problem.
Three stars would appear only in two cases:

1. the content or functionality is completely inaccessible in certain situations (e.g. the website
breaks the WAI guidelines on the A level);

2. the accessibility problem applies to large groups of users;

Needless to say, this particular website has a plethora of accessibility problems. It is not adapted at
all to be used by screen readers. Also the code is erroneous, a simple W3C check returns over 100
errors. Here | focused on the load time analysis and the problems which directly affect user
experience.
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No ALT text for almost all images
* %

Affects people who have slow connections, turn off images or use screen readers

The homepage is composed of image blocks which indicate various offers.

Almost none of these images has been accompanied with alternative text, which could be used to
discern their meaning when the image is still being loaded or when viewing of images is completely

switched off. Images without ALT have been outlined:

Try Vonage 1 Month

#1 Rated 7 O"I 73| FREE!

Digital Phone Service i
. £

o

Big Savmgs for Great Features! || Award-Winning
PEN
< Small Businesses @ Great Savings! Quallty'
» Maximize Savings & Productivity! Voicemail Included
Caller ID Included
Call Waiting Included w*
) What are People Saying Call Forwarding Included w#

About Vonage?

» See All Features

Solution

The image blocks on the homepage are shown as CSS backgrounds for links which encompass the

whole block.

<dir class="hox">
<a href="http://vuw.vonage.cow/services. php?lid=nav_serviceserefer id=UEEFTO708010001W1M">
<img sre="http://wedia.vonage.com/identicy/vonage/ images/ howe_prospect_boxl.png”
horder="0" alt="" />
</ax
</ div>
<div class="box" id="infomercial" style="hackground-imsge:
urli'http://medis.vonage.con/identity/vonage/ images/home_prospect_boxZ.png'} ;">
<a href="/tryvonage. php?refer id=WEBFTO706010001W1%>
<img sre="http://media.vonage.com/identity/vonage/ images/ howe prospect boxZ . png"”
border="0" alt="" />

The Website developers:

= should add an ALT text for the image inside every <a> link

= can use one of the CSS “Image replacement techniques” to place the text for users who turn off

styles:

o http://kryogenix.org/code/browser/lir/

o http://www.stopdesign.com/articles/replace text/
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Pop-ups not secured against anti-popup blockers

* %
Users of all the modern Internet browsers won’t see the pop-up

After clicking “Buy now” in the products area the user is redirected to the first stage of ordering
process. The website tries to open a pop-up with an internal advertisement.

Current modern browsers have built-in blocker for such pop-up windows. This applies to:
= |nternet Explorer 6 under Windows XP SP2 (with all updates)
= |nternet Explorer 7
= Mozilla Firefox (at least since version 1.5)

So, in the beginning of the ordering process the customer will see only the message that pop-up has
been blocked.

Adres 1@ hitps: /#subseribe. vonage.com/vonage-subscribeindex. htm ?prama_id=USVONPRODEdevic
DevTooBar ViewDOM Disable iew Outine ‘Walidate Images Resize Misc Shaow Ruler

& Wiskakuijaee okienko zablokowane. Aby zobaczyt to okienko lub apcie dodatkowe, Kikni tutaj

Order Progre:

subscribe wonage.com [y E”

By the way, the rationale for choosing a pop-up content is questionable.

Don't miss your opportunity to

Save #50% or more
on your phone bill!
Need help? Have Questions?

!
,

(5 Ok

call

1-800-975-5270

User has just entered an online ordering process — and the pop-up:
= js notclickable!

= advises to call the number, i.e. to turn to a completely different sales channel.

Solution
If there is a solid reason for using pop-ups, various techniques can be used:

= A pop-up window which opens by means of one of the available anti-blocker tricks. | can provide
some of them if needed. There is no 100% effective technique, though.

= Using top-layers, i.e. pop-ups that are hidden inside the HTML code and managed through CSS.

In this particular case it seems to be reasonable not to use pop-up windows. The first stage of
ordering process does have a room for placing internal advertisement directly on the page.
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Poor homepage performance on limited bandwidth
*

Users using dial-up or mobile connections wait too long

On the T1-standard bandwidth (1536kbit/s) the homepage loads in 5-7 seconds, which is a good
result.

| have evaluated the homepage performance on limited bandwidth:

‘ Connection speed Internet Explorer 6 Mozilla Firefox 2

512kbit 8 sec. 11 sec.
128kbit (the slowest DSL or 24 sec. 34 sec.

dual-channel ISDN)

56kbit (GPRS, dial-up) 56 sec. 88 sec.

Measurements were taken in a natural work environment (e-mail client in the background) with
bandwidth limiting software. The browser used was Internet Explorer 6 with emptied cache. An
average from 3 samples was computed.

Measurements taken with Mozilla Firefox showed generally slower performance (even by 40%).
According to OneStat.com, Firefox share in the U.S. is now reaching 20% so this browser also has to
be taken into consideration.

(Data from June 2007, see: http://www.onestat.com/html/aboutus pressbox53-firefox-mozilla-browser-market-share.html)

Conclusion

The target group for the Internet telephony are users with broadband connection. This is why this
issue is not highly significant.

Still, a detailed page weight analysis (see below) showed that there’s room for improvement in
loading times for users who might just check out the offer using slower connections.

Note that the website does not state clearly what the minimal speed they require for their telephony
services. | do not mark it as a problem, because | don't know what is considered "broadband" in the
u.s.
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The homepage is too heavy
*

Long waiting time for the page to show up under slow connections

The homepage of vonage.com is composed from the following elements:

‘ Element Size (kB)
HTML source 52 kB
including style blocks (CSS) 22 kB
including script blocks (JavaScript) 13 kB
Images 150 kB
External scripts 72 kB
External styles none
Total: 274 kB

Measurements were taken manually and using the Pingdom Tools website. See Appendix for detailed
report.

I'll outline possible ways to optimize the size of these elements.

HTML Source

Reducing the size of HTML source is particularly important. The page structure is based on tables.
This means, some browsers (Internet Explorer among them), would not show anything before
loading full HTML source. A blank area would only appear.

- WEBPRO7IGT000TW - Micrisolt ndwet Exgilores

] MRSyl )| a-ae-
45 [ i v e com e s g kgt W EBFR CIOSIT 031 7] £ o
Devlodi ViewOOM Distle Vi Oufe Vabdse Insges Resce Mec Stom Bl

& o vragp e, Sl rianana

This may take up to 9-10 seconds on dial-up and mobile connections (56kbit).

In HTML source there is only 17kB of plain HTML. It extensively uses inline styles:

<tr align="middle’>
<div
style="width:300px: paddiny-right: 10px: padding-top: 15px: fonc-gize: 8pt: color:#6E66666; ">TUsername cnbsp: <span
style="padding-left:32px">Passwordénbsp: </ span></ div>
<dir style="width:300px;padding-right:10px; "> <input
type="text” id="tnf_ 0" name='usernswe' wvalue='':»&nbsp;<input type="password"” id="tnf 0" name='password'
value='':gnhsp;<input STYLE="vertical-align: wmiddle;” name='submit' type='image'

sro='identity/vonage test3/images/web login.jpg' value='Log In' horder='0' enclick='noPop("login go"):' title='Enter your
Vonage username and passvord and click here to log into your web account.'></div>
</t

<tr align='left' valign='top':>

Most of these styles can be converted to cascading style sheets and placed outside the page. This
would save about 2kB in page size.
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Style blocks — there is 22kB of CSS in the source, which is more than actual content takes! To make
things worse, these styles are repeated in the source of each page.

The styles should be moved to an external style sheet, which would be loaded only once. This would
speed up the whole site.

Javascript blocks — there are only a few scripts that have to be embedded into the source (such as
web statistics on this particular website). The other ones should also be removed from the source
and moved into an external javascript file. This can save about 6-7kB.

Allin all, the suggested changes should reduce the HTML source by 60%, from 52kB to about 21kB.

On mobile and dial-up connections this would reduce the “waiting-for-anything” time from 9 to 4
seconds.

A long-term suggestion is to rewrite the template for the website in a modern, standard-compliant
way:

= separating content from presentation
= removing tables

This would generally both reduce the size and speed up the rendering of the page.

Other elements

Images are generally well optimized. Certain savings can be obtained on the biggest ones, for
instance — the slogan on the main page is actually a GIF animation.

Tl
[ J

*
a N
1 1 B
Il Hu E AW W

“AatfaYg
p -

Digital Phone Service

. 30 day

This could be cut into three separate images, only one of which would be animated.

External scripts — two full libraries of 48kB and 15kB are loaded — both only once during the website
visit. | didn’t analyze them thoroughly, but there is always an option to use a software which
compacts the javascript code.

For instance the tool from http://www.cfoster.net/jscrunch/ reduced the prototyp.js file from 48kB
to 46kB. There's no big gain here.

Solution

To sum up the recommendations above:
1. move blocks of CSS from the source to an external file
2. move blocks of JS from the source to an external file
3. remove inline CSS where possible

4. consider rewriting the code in a way which would separate content from presentation
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Appendix

Pingdom Tools report

The report shows how fast the homepage elements were loaded and what their size was.

Load time in seconds
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