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Site Description and Functions 
I chose the site www.citi.com.  This site is the gateway to the myriad services that the CitiGroup financial conglomerate provides to its customers.  In this case we will look at the Home page, search results page, retirement planning links page, and one of their calculators.  The Citi home page is a jumping off point for the large number of services that the group offers, everything from bank accounts, credit cards, to loans and investment services.  Citi offers a great deal of information in the form of calculators, online sign-up procedures, information about rates and market movements, as well as online account access.  You could argue that this site is too complex and trying to serve too many types of users at one time.  Redesigning the entire Citibank site sounds like a project for an information architecture course, so I limited my scope to improving the existing site for senior users, and improving some of the accessibility problems that I found.

The features of the site addressed here are the search function (in an attempt to locate how to deal with a stolen credit card), the retirement planning content page, and the “what if I underestimate my savings” calculator.
Figure 1: Citi.com Home Page--Before
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Figure 2: Retirement Planning Links Page--Before
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Figure 3: Planning Calculator  -Before
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Figure 4: Search Results Page --Before
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Target Audience and their needs. Three Sample tasks

The target audience that I am redesigning the site for is senior users, with some emphasis on those who may have low vision.  A financial services site is especially salient for seniors as this group tends to be the one with more money.  Additionally, some key questions such as retirement planning, estate planning, etc are very important to these folks. The target group would tend to be more affluent users with significant retirement assets, however, as many of the calculators, account access procedures, and information on the site could apply to almost any sized account balance, the target user group remains quite large.

Two key issues tend to jump to the forefront with senior users.  The first is their familiarity with the web, issues like trying to click bullets are issues that are much more prevalent among seniors than among younger users.  Additionally, age-related vision and cognitive issues may also be of some importance.  Things like finding the necessary information, sorting through long lists of links can be difficult as user’s age and experience some visual and cognitive impairment.  See the section on the site changes and strategies for a more in depth look at some of these needs.
Sample Task 1:


Bob, who is 72 years old, had his wallet stolen at the flea market.  He goes to the citi.com site in order to find out how to deal with his stolen credit card. (Home page, search page).
Sample Task 2:


Susan, who is 55 years old, is considering retiring early (at 59 1/2).  She goes to the citi.com site to find some tools that will allow her calculate how long her current savings would last, depending on how long she is retired. (Home page, Retirement Planning Links Page, Calculator Page).
Sample Task 3:


Jonathan is 70 years old and must begin withdrawing funds from his 401(k) plan to comply with the law.  Since he does not need to use the money yet, he is interested in opening a high-yield savings account for the withdrawn money.  He accesses the citi.com site in order to find out the process for opening a savings account and what information he will need to have on hand when he is ready. (Home Page).

Design features, elements, techniques of proposed site. 15 pts
In redesigning the pages of citi.com, I considered and suggest implementing the following elements in the design:

Liquid layout.  3 Columns that remain proportioned and adjust to the screen.  Currently, the citi.com site is designed for a minimum screen resolution of 800 x 600(see the help page), meaning that senior users using a resolution of 640 by 480 will be forced into horizontal scrolling (AARP, n.d.).  The Citi site then goes into a detailed discussion of screen resolution (https://web.da-us.citibank.com/cgi-bin/citifi/scripts/help_desk/help_desk_subtopic.jsp?BS_Id=HD_ST_070&BV_UseBVCookie=yes) and gives instructions for seniors on how to change their resolution to best see the site.  By going with a liquid layout of resizing columns based on a percentage of the screen size, the page will resize with the user’s monitor.

Eliminate the use of flash and image-only advertising content.  The site has a lot of what can be considered as image-based advertising content that is displayed in flash-movies.  Eliminate the Flash movies and replace these with images and text as the Flash animations may be a distraction and add little value to the “signal” being conveyed by the page (Horton, 2006, pp 76).  The images must have ALT text provided describing the image and be designed in such a way as to allow for resizing text elements over their backgrounds.
Simplify URLs to allow easier access to site content.  The current site uses long URL strings for the interior pages of the site, no doubt a side-effect of the technology used to run the site.  Create aliasing and simple URLs for each interior page (search may be exempted).
Improve the use of HTML headings to structure content (instead of tables and graphics).    Replace the “graphic text” with actual text (Horton, 2006, pp 75).  While there is some loss of control over the presentation of the text itself, using real text in place of images will allow senior users to resize the text and still be able to view and access the main content and message of this page.  The same goes for the “sign on,” “apply,” and “find” titles (Figure 4), changing these items to headings allows them to resize with the rest of the text on the page, maintaining the visual hierarchy and allowing senior users to scan the page for important information.

Break up long lists of links into manageable/relevant chunks.   Some pages, such as the search and planning links page, provide long lists of links that may be troublesome for adults with cognitive impairments to sort out.  This will also help other users as lists of 30 links may overload working memory and inhibit quick navigation and scanning that may occur with fewer choices.

Include a “Senior Bar” at the top Left.  With text sizing options, contrast options, search, contact, and help all together.   In this case some of the most used features for seniors are grouped together.  Besides providing a browser-independent way of resizing text, providing alternate, high-contrast style-sheets may help seniors with certain types of vision problems to view the page.  Keeping this box in a consistent place on every page can help to instill a sense of comfort with exploring the site, knowing that these helpful tools are always close at hand.  Additionally, this box should include the search box, and follow Jakob Nielsen’s (2001) “search should be a box” approach, rather than the current design. Reorganize the search page to separate results by groupings of information content and advertising/service content.  Search results are somewhat problematic.  They do not differentiate well between variations (“credit-card” and “credit card” provide two completely different sets of results) and thus do not handle errors in input by the senior users well.  Additionally, once search results are displayed, it would be a good idea to group those results in some way.  Right now, the site mixes in the contact numbers and information people are looking for with products that Citibank is trying to sell and promote.  Differentiating between these types of content in the search results will help seniors find their required information faster.
Link bullets should be “hot” and click targets for links should be as large as possible.  Many of the links and content throughout the site is put together using tables, instead of bulleted lists.  Also the bullets are not “hot” and part of the link.  Many older users attempt to click the bullet itself when attempting to follow the link.  This can be remedied by making the bullet images “hot” (Chadwick-Dias, McNulty, & Tullis; 2003) and also by increasing the size of the link target (see figure 6).  The entire block around the text should highlight “onmouseover” giving the senior user a larger clickable affordance.
Representation of the proposed design 

Figure 5  Enhanced Home Page --After
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Figure 6: Enhanced Link Roll-overs and click targets -- After
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Figure 7: Enhanced Search Page-- After
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Figure 8:  Enhanced Calculator --After
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Figure 9: Enhanced Planning Links Page—After
[image: image9.png]citi

Banking

Breadcrumbs > Breadcrumbs > Breadcrumbs

Retirement Planning

Open an account

Credit Cards

Find Citi Locations = Search = Help  Contact Us

Lines & Loans  Investing  Planning

Text explaininplnanning choices blah blah blah blah blah Text explaining calculator blah
blah blah blah blah Text explaining calculator blah blah blah blah blah Text explaining
calculator blah blah blah blah blah Text explaining calculator blah blah blah blah blah Text

explaining calculator blah blah blah blah blah

For Savings:

Tools/Calculators Articles
Link Text Link Text
Link Text Link Text
Link Text Link Text

For Future Expenses:

Tools/Calculators Articles
Link Text Link Text
Link Text Link Text
Link Text Link Text

For Investing:

Tools/Calculators Articles
Link Text Link Text
Link Text Link Text
Link Text Link Text

Search:

Go

Help Contact Us
Text Size:

bc abc ab

Screen Contrast:

Reqular RAEIESE

@]





Describe how to involve target users in the design and evaluation
To test the above designs and further improve on the citi.com web site, further testing, and evaluation with target users should be done.  These prototypes and wire frames should be tested with seniors in the target age groups of 55 and older users.  Attempts should also be made to include some users with various visual and cognitive impairments to see how they interact with the site.

During the design process, Citibank could create some simple surveys and use the existing web site to find volunteers to try out certain ideas remotely, or to give their attitudes about certain design ideas through the survey. 

Iterative testing should then be done on working prototypes to judge the efficacy of the changes to the site, and modification made based on those findings for each iteration.
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