
GovInfo.gov 
usability evaluation
Improve the user experience of the GovInfo.gov 
website though various UX research methods.

12 weeks · 6 members

Process outline

Needs Assessment Usability Evaluation

Interview Comparative analysis

Survey Heuristic evaluation

Usability testing

Usability Evaluation

Comparative Analysis Heuristic Evaluation Usability Testing

9 products - 5 categories 10 principles 6 participants

8 features individual & group rating 7 tasks

Needs assessment

Interview

Experienced librarian 

New government staff

Survey

5 users 123 reponses

understand use case & create persona understand use trend & major 
demographic info.

Jennifer Tylor
43 years · University Librarian

Active Hard working Productive

Ben Harrison
37 years · Government Employee

Caring Proactive Open-minded

search process

document identification

Findings & Recommendations

Search results page

The information architecture of the introduction 
section is not very informative as it lacks the unique 
identifier for the document.

Add unique information to the document & remove 
less efficient information.
Redesign icons that communicates information 
more effectively.

Findings & Recommendations

Content Detail

Visual prioritization to the "title" and download 
options may not align with users' intended purpose 
for visiting the page.


Change the layout from "left download - right 
summary" to "left summary - right download".


Instead of bolding the "content detail", change to 
bolding the actual document title.


Findings & Recommendations

Help Page

The navigation should tell enough information about 
what to expect under each section.


Restructure the help navigation and use color and 
font-weight to differentiate layers.


Add an arrow to section title that is clickable.

Findings & Recommendations

Other

The hover effect often implies a clickable button. But 
the menu here is non-clickable and serves as a 
dropdown menu.


Remove the hover effect and add drop-down icon.


Impact & Reflection

2023 Spring Depository Library 
Council Virtual Meeting

Lack of Testing: Redesigned interfaces were 

not subjected to usability testing and may 

lack proper verification. But, they can still be 

used as a reference for future website 

upgrades.

Biased Participants: The findings may be 

biased since most of our participants are 

professional librarians. Our findings may not 

reflect the needs of the general public.

Plans approved by all 
departments

Call applicant as 
courtesy and tell them 
“Your plans have been 

approved.”

Applicants use the word 
permit in place of 
application a lot. Staff 
know the difference.



When plan reviewers say 
plan is approved, citizens 
think permit is approved.

Sreelakshmi S B

Staff needs chance to process permit before 
applicant can receive it but once plans are 
approved they sometimes start some of the work. 
City does not offer that they can start work but 
sometimes get asked about it. City recommends 
the permit is in place before work begins.

Emilia Schneider

If applicant provided 
an email, they are 

emailed

Inspection scheduling 
process + set of plans 

included with the permit

Permit is typically 
picked up in person 
due to paper plans

Citizen displays permit 
on site

Creation of permit 
On hold until payment 

of remaining fees
Pay remaining fees

Permit issued - 
application no. 

becomes permit no.

Permit processing 
(Calculate remaining 

fees)

Routed to and 
Reviewed by different 

Departments

Corrections entered 
into AS400

Corrections report is 
generated in AS400 by 

plan reviewer, and 
cleaned up

Revisions sent back to 
city

if rejected
Corrections report 

emailed to applicant

Revisions accepted and approved

Enter application into 
AS 4OO

AS400 generates 
application no.

Staff enters details of project

Charge Application 
Fee

Applicant pays 
application fee

Process application

Permitting Staff Actions

Applicant Actions

Legend

Applicant gets info 
about permits

Applicant gets info 
about permits

Receive Application 
Documents

Quick Review/Triage

Enter application into AS400

enter basics and generate 

application number

Payment required for plan review 
and administrativee fee

Reject, if info complete

Receive Application 
Documents

Quick Review

Do some checks of applicant - 

e.g. is it a registered contractor?

Required documents : Only 
application form



No drawings required

Sreelakshmi S B

Make sure 
address has no 
other permits

Applicant may need to renew 
license before application can 

continue

End of Intake

Issue the Permit/
Application number 

becomes official 
permit number

Give back application 
form(i.e the permit 

now) via email, mail or 
in-person

Reject, if info complete

Without payment, 
inspection cannot 
be scheduled
Sreelakshmi S B

Commercial Renovation Permit - any 
non-trade permit

Electrical Permit/Plumbing /HVAC

Applicant 
(contractor) 
applies for 

permit

Applicant applies for 
permit

Mail/drop-off

Applicant receives 
permit

Drop off in person

Mail, Email, Drop off

Calling / Website

Current Information Flows

Phone call/website

Trade permit applicant doesn’t necessarily know if 
there’s a difference between application # and 
permit #. If they mailed it and the fee is incorrect, 
the permit # is hasn’t been issued yet and there is 
only the application # until you pay correctly so 
there could be confusion about the #s.

Emilia Schneider

Coordination between 
departments to avoid 
conflicting feedback.

Orville Mo-He

Process 
Start/End

User Actions

Decision

Screen Display

Outcome 1Action #1

Outcome 2Action #2

Receive emails or 
messages about 

permit application 
status

Log into online portal Click on my account My account pageHome page

Find specific permit 
using search or filter

check ‘action needed” 
section at the top of 

the page

Click into the permit

Click into the permit

permit detail page

permit detail page

download the permit/
schedule an 

inspection

Is the 
application 
rejected or 

issued?

issued

rejected

Start

check the feedback 
from DAC staff

Reply to staff’s 
message for 
clarification

Resubmit the 
application with 

required materials

Does the feedback 
provide enough 
information for 
resubmitting?

No

Yes resubmit page resubmit successfully

Start
Search Dearborn 

Permit Application on 
google

 if familiar 
with the  
process

Is information 
enough?

Permit Application 
Page -About

Apply For Permit Page

Inspection Page

Fee Page

FAQ Page

Read though 
information on 

introduction

Go to Online 
Service Portal

Go to Online Service 
Portal

No

Yes

Yes

No

Start
Search Dearborn 
online submission 

portal

 Is the user 
familiar with 

the  
application 

process

Is information 
enough?

Is the permit 
type the user 
wants at the 

top of the 
page

Homepage of online 
portal

Contact DAC staff 
through call or email

Search the permit 
type in the search bar

Click on the “apply” 
button on the right of 

the specific permit

Click on user guide

Click on “apply” 
page

No

Yes

No

No

Yes

Yes

User Guide page

Apply Page

Apply process page
Follow the steps 

during the process to 
fill in information

Specifc permit apply 
page

Does the 
user want to 
edit previous 
information in 

any of th

Click on “edit” on the 
review page to return 
to any of the previous 

step

click on submit

Yes

No

Specific step page
Revise the information 

on that page
Click on “review” on 
the left progress bar

Submit successfully 
page

 Is the user a 
new user?

Click on register

Click on log in

yes

no

Register page

Log in page

fill in personal 
information

fill in log in 
information and 

click on log in

register 
successfully

Plan approval stage

Permit Approval stage

Plan review stage

Process Stage

Legend

Providing Information

Intake Stage

Intake Stage

Returning Stage


