Web site 
www.citi.com  This is the web presence of Citigroup, a full service bank offering, credit cards, banking services, etc to individuals, small businesses, etc.  The pages referenced in this evaluation include: 
	Home
	http://www.citi.com

	Help
	https://web.da-us.citibank.com/cgi-bin/citifi/scripts/help_desk/help_desk_overview.jsp?BV_UseBVCookie=yes


	Search Results  
	http://www.citi.com/search/results.jsp?US&_u=visitor&_uid=&_profile=NNNNNNNNNNNNNN&_products=NNNNNNNNNNNNNNNNN&_m=0&BVE=https://web.da-us.citibank.com&BVP=/cgi-bin/citifi/scripts/&BV_UseBVCookie=yes

	Home Equity Lines and Loans
	https://web.da-us.citibank.com/cgi-bin/citifi/scripts/prod_and_service/prod_serv_detail.jsp?BS_Id=HELinesLoansAag&BV_UseBVCookie=yes


Target Users:
In this case, Citi obviously wants to reach anyone who has money, mainly individuals who are using their banking, loan, or credit card services.  Older individuals certainly use these services and their experience is important.

Sample Tasks:  

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.
2. Susan, who is 64, wants to investigate taking out a home equity line of credit so that she will have money on hand as she gets ready to transition from working to retirement.

Senior Usability:

Text

Most of the text on the citi home page is actual text, and can be re-sized using the browser’s sizing controls, allowing those with vision impairments to easily adjust the page to their needs.  The links on the home page are all re-sizeable text.  
Problem:  “Advertising content” on this page uses images (Figures 1 & 2)  Nearly 30% of the screen is image-based “advertising” content and the text in these regions does not resize (especially the home equity line of credit box, which has some incredibly small image text).  Also the three main action field’s titles (sign on to your accounts, apply for a new account, and find an ATM / branch location) are also image text. The form text itself is resizable, but the headings for these items are not. 
Solution:  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, 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.
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Figure 2: Home Equity Line of Credit Content
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Figure 3: Home Equity Lines Advertising Content
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Figure 4.  Action Field Titles:  
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Problem:  Minimum screen resolution is set at 800 x 600, 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.
Solution:  Design the site using a “liquid layout” that will expand or contract to the senior’s screen.  Setting a minimum, while convenient for the designer, makes it difficult for those with low vision to view the site with their preferred screen options
Problem:  Site uses animated images that change quickly (Figure 5).  The animate seems to add little to the communication and could be characterized as “noise” rather than signal.  Additionally there are no playback controls, beyond what is available with the right-click menu (and these do not work consistently).

Solution: Elminate extraneous animations from the page that may be a distraction (Horton, 2006, pp 76)..  
Links

Problem: The links in the header bar are different from the rest of the links on the page.  They are not underlined, and only pick up the underlines on roll-over.  However, the rest of the links on the page are underlined, and change color slightly when rolled-over.   Consistency is key here.  The color change might need to be more noticeable to support older populations who may not differentiate well between blue shades.  In addition, no distinction is made between visited and unvisited links.
Solution:  Standardize presentation of links throughout the page, and differentiate between visited and unvisited links to aid seniors as they navigate through the site (Horton, 2006, pp 149).
Search
Problem:  Citi.com does not use the usual Jakob Nielsen  (2001)  suggested approach to search. Nielsen suggests that “Search should be a box,” specifically stating that “search should be a type-in field and not a link”.  They do not completely violate this guideline, however in that the search line provides what appears to be a JavaScript drop-down with an input field.  Nielsen argues that since user’s scan for the text field, this link with a down arrow next to it does not provide the visual cue for which most users are looking.  
Solution:  Follow Nielsen’s guideline and make the search box a visible element when the page loads, instead of hiding it behind the drop-down link graphic.
Problem: The “Go” button disappears from the search box window if the text size is increased. As an elderly user may be resizing text on the page, the “Go” button is no longer visible after the first increase in text size, and the field is completely unintelligible after 3 increases in size, because the window size is fixed.
Solution:  There are two ways to solve this problem. The first is to make the search box part of the home page to begin with, instead of hiding it in a pop-up box.  This way resizing the text would not push the button out of the visible area.  The second is to create a box that resizes and reflows as the text resizes using standards compliant CSS for the box (Cederholm, 2006, 109)
Figure 5:  Drop-down search box
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Figure 6: Drop-down search box +1 Text size
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Figure 7: Drop-down search box +3 Text size
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Problem: Search results are not relevant.  Going back to the sample elderly user “Bob” whose wallet was stolen, typing in a search for “stolen credit card” yields results not relevant to Bob’s situation.  The first result is a press release for various Citi group services, however, there is no result on the first page that clearly would tell Bob how to deal with this problem.  Again, according to Nielsen, the first page of results is the most important, and in this case it clearly fails Bob’s use case (2001).
Solution:  Anticipate search results and frame key elements in terms the user will understand.  In this case, Citi expects the user to know that “Identity Theft” is how they
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