
Research Report
March, 2018

ISLG 



Overview

This report summarizes the findings of our usability testing and compares 
those findings to a review of usage data from Google Analytics. In 
addition, a short heuristic evaluation has been conducted to assess ISLG’s 
compliance with basic usability principles. 

This assessment gives us a foundation from which to design. 
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Findings Summary

Overall, the architecture of the site is effectively supporting users in completing 
tasks and goals. There are no known problems with the site’s overall architecture 
and nomenclature. ISLG is known to be a credible source of information and is 
highly trusted among users. 

The biggest usability barriers are identified as search complexity, a need to 
reduce cognitive load/a need to make content more scannable and a need to 
better set expectations for users through visual cues and better site-wide 
consistency. 
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Google Analytics 
Review
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Most Viewed Pages
These are the top 5 used areas by users. The relative closeness between page views and unique visits means that we do not have 
features only being used by a smaller subset of users. 

Considerations: The site is already doing a great job of supporting users in navigating to these key areas and this is something that 
should be maintained in the redesign. We should consider creating a stronger hierarchy among areas that support frequent and 
critical tasks and the areas that are not. 

Jan 1 2018 - Feb 20 2018
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Page Page Views Unique Visits 

Subject Navigator 4,945 4,133

Full Text Search 1,871 1,117

Jurisprudence Citator 847 705

Article Citator 499 438

Terms and phrases 418 366



Landing Pages
Finding: Below displays the main landing pages for users. This shows the exact entry-points for application users. It is no surprise that 
the homepage is the most widely used entrypoint given the workflow for most users. 

Consideration: Right now, the homepage is a huge opportunity. Instead of being focused on navigation, we could utilize the 
homepage as more of a dashboard to display info most useful to users (i.e. new cases added to the system, trending/popular topics 
or showcasing paid arbitrators). 

Jan 1 2018 - Feb 20 2018
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Page Session

Home (within application) 1,988

Subject Navigator 210

Full Text Search 61



Behaviour Flow: Ping-Ponging
Finding: We can see from the behaviour flow that we have users are frequently returning to the homepage after using a research tool. 
This behaviour of bouncing back and forth is indicating a highly inefficient workflow. 

Consideration: From usability testing, we can assess that this is likely happening because users are using the links on the homepage 
to navigate the site. This is a highly inefficient behaviour and we should find ways through design to encourage users to navigate via 
the global navigation. 
Jan 1 2018 - Feb 20 2018
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Time on Page
Throughout the application, there is nothing unexpected or 
out of the ordinary with regards to time on page. The one 
interesting area we can look at is video tutorials. Because we 
see a remarkable jump in the avg. time on page for the Full 
Text Search tutorial video and comparatively consistent time 
on page for the other tutorial videos, this gives us further 
insight into what has been highlighted throughout our user 
observation sessions: non-expert users are having 
tremendous difficulty using full text search. Note: We do 
also see a small increase in users watching the Notepad 
Feature Tutorial Video, but this is a relatively new feature 
which could explain the view time. 

Considerations: Full text search has been redesigned, but 
can we further simplify this for non-expert users? Could we 
consider templatizing the basic searches for non-expert 
users to make this a more useful tool for all? See page 14 for 
more on this.
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Page Avg. Time on Page

Subject Navigator Tutorial Video 00:00:04

Full Text Search Tutorial Video 00:01:08

Jurisprudence Citator Tutorial Video  00:00:03

ISLG Article Citator Video 00:00:05

Notepage Feature Tutorial Video 00:00:41

Document Collection Tutorial Video 00:00:01



Behaviour Flow: Mobile
Interestingly, despite an experience that isn’t optimized for mobile, we still do have a fair portion of users using the site on 
mobile and tablet. While session times indicate that mobile users are dropping off faster than desktop users, tablet users 
have session times that are comparable to that of desktop users. When looking at the behaviour flow of these 
mobile/tablet users, we can see that mobile and tablet users are indeed using several of the research tools and are using 
the site comprehensively, despite the reduced experience. We have 9.4K users log in and an 4.1K remain for a 3rd 
interaction on the site. 

Considerations: Throughout this redesign, the use of mobile should be at the forefront as we design the experience. 
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Device Sessions

Desktop 15,207

Mobile 2,562

Tablet 533

9.4K 
Login

4.1K 3rd 
Interaction



Frequency of Usage
When looking at the data, we see that the largest 
cluster of users have used the application in the 
last 1-3 days. The second largest cluster is seen 
at the 8-14 and 15-30 day mark. This is consistent 
with two primary usage frequencies: weekly and 
monthly. 

Considerations: While many of our daily users will 
be capable of expertly navigating the 
application, we’ll need to give equal 
consideration to our more occasional users. 
Making the application intuitive for the 
occasional user, will ensure that all users can use 
ISLG to its full potential.
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1-3 days: 
1,742 

Sessions

8-14 and 
15-30 

days: 988 
Sessions



Usability Testing
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Methodology

We utilized a modified form of true intent testing* through 
one-on-one exploration sessions, allowing the participants to openly 
explore the app while being prompted to talk through their 
experience as they conducted tasks. Through these self-directed 
sessions, we’re able to see what areas participants used most, what 
they felt most comfortable using and the areas that they’re hesitant 
about using. 

*True Intent Testing is a form of research that diverges from 
traditional task-based usability testing and, instead, analyzes the way 
users/participants explore the product in their own, natural way.
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What’s working?

Overall, the site’s structure is working for users. They 
are easily able to navigate the site and the 
nomenclature is on point; we didn’t observe any 
participants struggling with navigation. While there is 
lots of room for improvements, the site’s architecture 
is aiding user’s in achieving their goals efficiently. 
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Mental and Conceptual Model Mismatch
Finding: Search proved to be a huge problem for users. We watched some participants struggle to use 
the Global Search as a Full Text Search while other mentioned not using it because of previous bad 
experience. Overall, this was an alarmingly underutilized feature. 

Some of the confusion we saw is a classic case of mental model and conceptual model mismatch. Users 
are coming into the application with a mental model around how search works (mostly influenced by 
google) and this doesn’t match the conceptual model around how ISLG’s global search has been 
designed. 

Note: A conceptual model is the actual model that is given to the user through the interface of the 
product. A mental model represents a person’s thought process for how something works (i.e., a 
person’s understanding of the surrounding world).

Consideration: Having two differently functioning search capacities (namely global and full text search) is 
never going to work. Consider amalgamating global search into full text search so that we’re providing 
the ability to still see a global view but within the context of a keyword search. We can also consider 
eliminating global search as we have little evidence to show that this is a valuable tool. We need to align 
search as closely as possible to the mental model users have when entering the application. 
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“I think I may have used 
Global Search once, but 
I got a million results so I 

never used it again.” 
- Diego

"You could do 
standardized searches 
for people who want to 

use it." 
- Loukas



Supporting Expert & Novice Users
Finding: The largest request from participants was for more training. This is highly indicative of how difficult the application is for new 
and moderate users alike to onboard. 

Consideration: Adding a more comprehensive training strategy to the application is critical. Making training accessible within and 
outside of the application (Youtube would be a great place to publish). 

In addition to offering training, paying close attention to usability design principles will make the application easier to use. In this 
redesign we also need to seek opportunities to show the user how to use the application (as opposed to telling them) in the key 
underutilized areas. Some greatly underutilized areas include search and the Notepad features. For example, can we templatize 
search so that the user is more easily able to learn how to and accurately perform a search? Can we ease users into using the Notepad 
feature by offering the ‘add to research’ function before the user logs in and prompt the user through a progressive disclosure to 
login/create an account. 
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Supporting Expert & Novice Users Cont’d
 Finding: The “Filter Full Text Search” appears to be an incredibly 
useful tool for users as it is adding efficiency to the user’s 
workflow. Despite this, this feature was not part of any 
participant’s natural workflow. When we triangulate this with 
google analytics, we see that there are very few users are 
navigating directly from “Subject Navigator” to the “Full Text 
Search”. 

Consideration: It’s likely that this feature is being visually 
overlooked because we have three text links without visual 
saliency placed on a primary action. During our redesign phase, 
we will create a clearer visual hierarchy among these elements and 
it’s recommended that we do a round of usability testing at that 
time to test. See page 33 for more on this. 
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Intuitive Navigation
Finding: The user should know where they are at all times. Throughout the user research sessions, we had observed 
participants using their browser search as a workaround to navigating the tree structure. 

Consideration: In the redesign, we’ll need to explore new ways of creating content relationships with a better and 
clearer visual hierarchy. In addition, we should also consider adding visual aids to indicate content type. See page 33 
for example. 
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“[When using the tree 
navigation] you’ll ask 
yourself, what was my 

subject again?” - 
Elizabeth



Setting Expectations
Finding: Participants exhibited frustration when selecting an item that didn’t contain any material. 
Specifically, this came up in areas where a topic referenced the Jurisprudence Citator. 

Consideration: Users should always know that selecting an item is worth their effort. To properly set this 
expectation, consider providing content estimates for any tabbed reference material (such as 
jurisprudence citator content when the user is in the subject navigator). While there are references under 
general, this is fairly hidden information, we need to consider exposing more of this information to the 
user.  
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“It’s always annoying 
when there’s no 
references.” - Elizabeth



Lack of Usability Credibility
Finding: Where alternatives are available, participants were exploiting them. Most participants mentioned utilizing ITALaw where 
possible instead of ISLG. This seems to be due to the ease of use associated with ITALaw. 

Consideration: ITALaw has been designing with user efficiency and scanability in mind. In the redesign, these will be key design 
principles closely followed to ensure that we keep users within the application from beginning to completion of their research 
workflow. 
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Content size creates 
an effective hierarchy 
of information to 
help users scan.

Colour is used to 
differentiate 
information types. 



Efficiency for Frequent & Critical Tasks

Finding: Most users mentioned having to copy, paste and reformat meta-data 
when doing research. This is both a frequent and critical task.

Consideration: How can we increase the efficiency of this task? Providing users 
with a quick button to “Copy Case Details” might be beneficial in increasing user 
efficiency. 

One participant noted that meta-data is not formatted the way her firm formats. If 
there is standardized ways to format this information, consider allowing users to 
select the format they’d like to copy. 
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Visual Distinction for Distinct Pages and Actions

Finding: Because list items in the subject navigator launch different 
actions, we saw participants exhibit confusion around expectations 
for cross references; one participant expects to cross reference to 
expose content. We see a similar problem happening with pages. 
Without page titles or other very clear visual distinctions between 
the research tools, we saw participants attempting to complete an 
action on the wrong page during observations. 

Consideration: In the redesign, we’ll need to provide unique visual 
indicators for list items that trigger different actions. See page 31 
and 32 and page. We also need to consider better visual 
distinctions between research tools. 

21

“There were cross 
references and one of 
the references linked 
back to the original 

reference.”
 - Diego



A Broader View

Finding: Several participants indicated a desire to browse content 
from a higher level. They indicated an inability to quickly and 
easily identify trends and share the broader picture with their 
stakeholders. 

Consideration: The ability to more easily identify trends in the 
data is already on the product roadmap and is certainly in line 
with the needs of our users. This need includes ‘data analysis’ and 
document comparison. We should also consider how we can 
make sharing these trends with stakeholders simple and intuitive 
while also providing the context that allows the stakeholder to 
verify the validity of information. 
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“I have difficulties when I 
want to do less targeted 

research...”
 - Loukas

“I wish I could send a 
results list - the results 
are sometimes more 
useful than just one 

specific pdf. For 
example, He's won 

hundreds of awards, 
which one do you 

want?”
-Elizabeth



Opportunities
Supplementing the user’s workflow

Finding: Participants were always compiling research findings. Often this meant downloading the 
relevant files and making a note in a separate document of all of the metadata associated with each 
document. Participants also mentioned that they make notes on their research as they go. 

Consideration: Allowing users to manage all aspects of their research within the application, may prove 
to facilitate a more efficient research experience. Right now, the user can download the details on their 
research topic from the Research notepad. It may be interesting to explore the idea of including an 
export/download for the researcher’s stakeholder. This could include an exported zip of research 
documents and en explanation sheet with the meta-data for the research conducted. It may also be 
interesting to explore a note-taking feature whereby users can add justification/reasoning to a piece of 
research when they add it to their notepad. 
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Heuristic Evaluation
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Defining Heuristics

Using a set of usability standards is critical in ensuring that the evaluation is properly framed and objective. This is a set of heuristics 
which combines ‘The Golden 8’ developed by Ben Shneiderman and 10 heuristics identified by Jakob Nielsen (two of the most widely 
respected usability experts). 

1. Seek universal usability. Users of all ages, abilities and capabilities should be supported. 
2. Strive for consistency; users should never complete the same task two ways. 
3. Support efficiency and enable frequent users to use shortcuts for their most frequent actions. 
4. Avoid errors and when they can't be avoided, offer positive error handling. 
5. Offer informative feedback; the user should know where they are, what is going on and what to expect 

next at all times.
6. Design to yield for understanding. Users should be provided with meaningful closure for their actions. 
7. Permit easy reversal of actions for simple one-step tasks and multi-step actions.
8. Support internal locus of control - the user should always be in control of their experience.
9. Reduce short-term memory/cognitive load. We're only capable of maintaining roughly five items in our 

short-term memory at once. 
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Seek Universal Usability: Accessibility
Colour Contrast

It’s critical to provide enough contrast between text and its background so that it can be read by people 
with moderately low vision. This ratio is at least 4.5:1 or 3:1 for large text (14pt bold or larger). This is 
something that’s easily remedied in the redesign. 
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Contrast 
Ratio

2.82:1

Contrast 
Ratio

2.92:1

Targets

In a few instances, we have click/touch targets dangerously close to each other. We also have targets 
coming in too small (+All is 8px here; we don’t want text smaller than 12px). For users with any kind of 
dexterity challenges, we’re presenting them with an opportunity for error. This is something easily 
remedied in the redesign. 



Strive for Consistency 
When thinking about consistency, it’s important to consider broader design patterns. The broader digital 
landscape helps to inform what a user’s expectations will be coming into your application. 

Consideration: We can safely eliminate elements that are are inconsistent with modern web design 
standards because we know that these will not align with the user’s expectations when interacting with 
your application. The ‘quick menu’ is a good example of this. 
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Strive for Consistency 
In-page search provides inconsistent search results. In some cases, searching the page will provide actual 
search results that act as quick links to the desired content. In other cases, searching will refilter the page. 

Consideration: These inconsistencies make it difficult for users to build the mental patterns necessary in 
learning to use an application efficiently. We should either make search functionality more consistent or 
make the visual indication of search unique. For example, moving the search box within the table to 
more clearly set the expectation of filtering table data. 
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Strive for Consistency 

Similar visual cues should trigger consistent actions. Right now there’s some 
inconsistency in the visual design of clickable elements. In some cases a title link 
will expand options through which the user can open an in-page pdf. In other 
cases, these links will guide the user to a new page. These inconsistencies make it 
difficult for users to set expectations. 

Consideration: In our redesign, we will aim to add visual cues to consistently 
differentiate actions. 
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Strive for Consistency 
The ways in which documents are being displayed is highly inconsistent. 

Consideration: It’s integral that in the redesign, we eliminate the modal display of documents. In general, we don’t 
want to be using modals for tasks where the user has to make a significant time commitment. This is because it’s so 
easy and is a natural action for users to close modals. If our user has put in the significant time commitment of using a 
document for research purposes and then mistakenly closes the modal, we’ve cause significant frustration for the 
user. 
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Positioning of Similar Actions
In several cases throughout the application, we have similar action placed in different locations. This 
inconsistency makes it difficult for users to build expectations and usage memory. 

Consideration: In the redesign, we’ll ensure that we can always place similar actions in the same area. 
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Reduce Short-term Memory/Cognitive Load

The application is not highly scannable which makes the the cognitive load associated with navigating 
and finding key information somewhat heavy. 

Consideration: Where can we use visual cues like colour-coding to make information more scannable? 
We could consider making search keywords colour coded. In this we could colour code the unique terms 
users search in their documents. We could consider applying a similar highlighting to the subject 
navigator for the main subject and the cross references. For example:
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Reduce Short-term Memory/Cognitive Load

Consideration: Introducing visual cues to differentiate list items, would make the 
research process more efficient and pages more scannable. 
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Support Internal Locus of Control

Research Notepad

Auto-timing is incredibly useful to users in making them more efficient. The only problem with this is that 
we've removed the control from the user to control timing. 

Consideration: Allowing users to pause their timer and/or remove time from a client project gives the 
user back this control over their experience. 

By making the time tracker more visually dominant and easy to turn on or off, you can effectively shift the 
control back to users, prevent errors and still maintain the efficiency of time tracking. 
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Offer Positive Error Handling

Errors should always be worded positively and offer a remedy to the user. Right now search result errors 
are in need of improvement. 

Consideration: In this redesign, there will be special attention paid to error states to ensure that these 
provide a meaningful and useful experience for users. 
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Error Prevention

Add a Document

When a user is required to add a document to an already open research topic but can not then add that 
document to another research topic, we’re setting them up for an error.

Consideration: We should reconsider this workflow and allow the user to edit which research topic a 
document is in. 

Deleting Research Topic Documents

Deleting documents from the research notepad is permanent but this isn’t made clear until after the user 
has removed a document. It’s important that we make it clear to the user that when they’re removing 
documents from their research topic that this is an irreversible action. 

Consideration: We’ll want to consider using more standard iconography such as a garbage can to signify 
an irreversible action and well as warning the user that this is irreversible. 
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Offer Informative Feedback

Right now the lack of animation and highlighting in the application is making the 
visual feedback limited. To improve this, we can consider subtle animations for 
tasks that require this feedback like adding a document to the research notepad. 

Consideration: Adding better visual feedback (such as a subtle colour highlight 
that fades away) to actions such as adding a document to the research notepad 
or selecting a cross reference in the subject navigator will make it easier for the 
user to know that their action has been successful. 
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Thank-You
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