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I.
INTRODUCTION


· Nature/objectives of interview

· Back room observers
· Tape recording – reasons why

· General topic for discussion

A.
Today, we are going to be talking about and you will have the opportunity to view a new Web site that is being developed.  This Web site provides transportation, commuting, and travel information to Virginia, including the Northern Virginia area.  It is called 511 Virginia.  Have you ever heard of 511 Virginia?  

B.
(If “yes,” ask:)  How did you hear about it?

C.
Have you ever used it?

· Telephone or Web site?

D.
What was the overall experience like for you?

II.
511 WEB SITE EXPERIENCE
Now, I’d like for you to have an opportunity to try the new Web site I mentioned earlier.  It is a Web site that provides travel information for residents of and travelers through Virginia, including the Northern Virginia area.  Before that Web site is launched, we are giving residents, such as you, the opportunity to view and test that Web site.

First, I’d like you to have the opportunity to see and try this new Web site.  To do that, I’m going to give you some brief exercises that will allow you to navigate around the Web site.  After you have had the chance to do that, we will talk about your experiences.  This is not a test!  You will not be quizzed about the information.  We would just like to know what you think about the site and what it’s like to use it.  You’re not limited to the exercises I’ll give you.  Feel free to look at and use anything on the Web site that interests you.
(Moderator will show the Web site to respondent and provide list of exercises.  She will step out of the room for a few minutes to let respondent navigate the Web site.)

A.
Overall, what do you think about the Web site?

(If necessary, probe:  Do you feel more positive or more negative about it?)

· Why is that?

B.
What word or words would you use to describe this website?

· If necessary, probe by asking:

To what extent would you say this Web site is:

Impressive

Informative

Friendly

Helpful

Busy

Useful

C.
What was the experience using it like for you?


Probe for:

1. Fun

2. Stressful

3. Frustrating

4. Time-consuming

5. Quick

6. Challenging

8.
Boring

9.
Confusing

D.
What did you like best about this Web site?

· What specifically about this aspect/component/feature did you like?

E.
What did you like least about this Web site?

· What specifically about this aspect/component/feature did you not like?

F.
How easy or difficult was it to use this site?  Why do you say that?
III.
SITE COMPONENT REVIEW
(ENSURE THAT SITE IS OPEN ON SCREEN AND RESPONDENT CAN EASILY SEE IT.)

A. when you first looked at the screen, what did you do or look at first?

· What did you click on first?

· Why did you click here first? (Encourage respondent to click there, again.)
· What did you expect to find?

· How well did it meet your expectations?

· How well did it “work”?
· Did you find the information you needed?

· How, if at all, could this page be improved?

B.
Overall, what did you think of the homepage?

· Probe for specific responses to:

Cameras
Alerts, Delays, and Accidents

Advice from the Road

Travel Options & Tools

Regional Transportation Pages

C.
(If not already mentioned, ask:)  How did you go about finding information for Northern Virginia?  (If necessary, ask:  map, pulldown, list on side of screen?)  How difficult was it to find the region you were interested in?  How important is it to you that you could find it several ways?

D.
Review each of these by having respondent click and view:

Select A Region
Road Conditions

Trip Planning

Traffic Cameras

Ask 511

Commuting

My 511 Control Room

Weather

About 511

For each, ask:

· (Before “clicking”:)  What do you expect to find here?

· How well does this meet your expectations?

· (Allow respondent to skim over the screen and ask:) Overall, what do you think of this window?  Why do you say that?
· How helpful is this information?

· How easy or difficult is it to use?

· How, if at all, could it be improved?

· What, if anything, is missing?

 Ask these specific questions for individual windows:

Road conditions:  What does “road conditions” mean to you?  What if it said “traffic conditions”?  What would that suggest to you?  Which label would be more informative to you?  Why is that?
Road conditions:  (Encourage respondent to click on “spot” to get information.)  Overall, what do you think of this feature?  Why do you say that?  How helpful is this information?  How likely would you be to use this feature?  Why is that?

Trip planning:  Have you ever used any other trip planning sites on the web?  Which ones?  How does this 511 Virginia trip planning feature compare to other trip planning sites you have used?

Cameras:  How helpful are the traffic cameras?  How likely would you be to use this feature?  Why is that?

Ask 511:  What questions would you ask 511?
Commuting:  What, if anything, surprised you about the information included here?  How helpful is this information?  What more should be included?

My 511 Control Room:  Did you look at this location when you were reviewing the 511 Web site on your own?  (If no, ask:)  Why not?  Let’s look at it now.  Overall, what do you think of this window?  Encourage respondent to look at camera options, information settings, and so forth.  For each, ask:  Overall, what do you think of this?  How helpful is this information?  How likely would you be to use this feature?  Did you notice the “alerts” feature?  What type of information do you think would be provided?  How likely would you be to use this feature?  What type of information would be most helpful to you?  Probe for response to email alerts feature.
IV.
OVERALL RESPONSE TO 511 VIRGINIA

A.  
Now that you have had the opportunity to review this Web site, what, for you, would be the benefit of this service?
-  Why do you say that?  (Probe until unproductive.)

B. How likely would you be to use this service?
· Why/why not? (Probe until unproductive.)
· Would you use it more for trips in the Northern Virginia area or out of the area? Why is that?
C. (If would not use the service:)  Who would be most likely to use this service?
-  Why do you say that? (Probe until unproductive.)

D.
How likely would you be to recommend this site to others?

· Why is that?
· How would you describe it to them?

· What would you tell them the benefits are?

· What instructions would you provide to them to make it easy for them to use?


E.
How would you change this Web site to make it better?
-  
If necessary, probe for:  Provide different information? Show the information differently?


F.
What would you expect to find on a Web site like this that you did not?
V.
USE OF SITE FOR CONSTRUCTION INFORMATION


A.
As you may be aware, a number of road construction projects are scheduled for Northern Virginia.  I’m thinking of such things as HOT lanes, the Dulles Corridor Metrorail Project, and others.  What type of information do you anticipate you might need to help with your commute or travel around Northern Virginia during times of construction?


B.
Where would you most likely find or look for that information?


C.
How likely would you be to use this Web site for that information?



- Why or why not?


D.
Let’s take another look at the site.  Suppose you were looking for some information to help you travel through one of the areas of construction.  Where would you look for that information? (Probe specifically about “My 511.”)

E.
How could this site be organized differently or changed to better provide you with construction information?

F.
What type of information related to the construction would you want to find at this Web site?


G.
What advice would you provide those designing this Web site to make it a valuable tool for travel, transportation and traffic information related to the construction?

VI.
THANK YOU AND WRAP UP

- 
What final comments do you have regarding this Web site?

THANK RESPONDENT FOR TIME AND PARTICIPATION.  COMPLIMENT THEM ON HOW HELPFUL THEY HAVE BEEN!
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