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Executive Summary 

The Media Union has four information kiosks.  They have been designed to serve the 
information needs of patrons to the Media Union.  The kiosks contain information about the 
staff, places, and events in the Media Union.  Presently, staff members at the Media Union 
are redesigning the kiosks in order to better serve the desires of their target population.  This 
report investigates the usefulness, usability, and functionality of the current kiosks in order to 
create a set of suggestions for the designers to consider in their redesign. 
 
We have spent approximately three months performing methods to evaluate the information 
kiosks.  These methods include tests with and without users, as well as scanning relevant 
literature and other information services.  Through this process we were able to identify 
aspects of the current kiosks that meet the needs of the users and those features that created 
difficulties for the users.  We were also able to identify the best practices of other 
information services.  This enabled us to create a set of suggestions to improve the kiosks. 
 
The kiosks currently do not support users ability to easily find the locations of places within 
the Media Union.  The kiosks do not contain consistent content across screens and they do 
not provide all of the information for which users expressed a desire.  The screens are not 
properly calibrated, which caused many mis-touches and user frustration.  The physical 
structures blend into the environment, causing many users to overlook the structures and 
could explain low usage rates.  Certain terms used on the kiosks also caused user difficulties.  
Lastly, some of the fonts are difficult to read. 
 
The information kiosks currently incorporate a broad information architecture, and make 
extensive use of navigational elements.  There are only three links available on the 
homepage, and users can access almost every page on the kiosk within four clicks of any 
other page.  This type of structure should be continued in the redesign of the kiosks. 
 
We suggest adding functionality that would improve users’ capability to effortlessly find 
places within the Media Union.  The designers should also consider updating and making 
additions to the current content.  A staff member should properly calibrate the screen, so that 
users’ clicks will be registered where the user actually touches the screen.  The kiosks should 
also use vocabulary terms that provide adequate information scent, so users can effectively 
traverse the screens.  Finally, the designers should also consider innovative ideas that will 
attract more people to the structure.   
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"This is my 2nd semester on N.C. and I just now noticed them.  [Media Union kiosks]  I 
have been starving for info though.  Maps, CAEN info, class schedules & locations, etc ... 
So, if they even had that information, I wouldn't have accessed it." 

 
A 26-year old male engineering student survey respondent 
 

Description of Service 

Our group evaluated the information kiosks at the 
Media Union on the North Campus of the University of 
Michigan.  The goal of this report is to investigate the 
usability, usefulness, and functionality of the kiosks. 
There are four physical structures that are 
approximately 8 feet high, which house the kiosks.  
Two are located in the first floor lobby, one is in the 
second floor library, and the fourth is on the third floor.  
Each kiosk contains a PC-based touch screen that run 
static HTML pages, a campus phone, a bulletin board, 
and paper Media Union maps.  Each of these functions 
is located on a different side of the structure.  The 
touch screens on the second and third floor kiosks have 
not been operational throughout the duration of our 
study.  Our report focuses on the two operational 
kiosks in the first floor lobby.    
   

Intended Users 

The Media Union is a center that aims to bring together art, science and technology to 
support interdisciplinary work.  The kiosks are designed to provide informational support to 
patrons of the Media Union.  This varied population includes students, faculty, Media Union 
staff, and miscellaneous visitors such as employers and conference attendees.  Although the 
users have differing levels of experience with the Media Union, it is the intentions of the 
designers to have the kiosks serve the information needs of the different populations.  The 
kiosks are designed to be walk-up-and-use.    
 

 

Figure 1 – Wheelchair accessible kiosk 
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Personae 

 
Elizabeth is a 19 year-old freshman in the Engineering School.  She is a 
year older than most of her class-mates since she spent the year after 
high school traveling across the United States with her older cousin.  
She was born and raised in Maryland.  Her father works for the State 
Department and her mother is an Asian Studies professor at the 
University of Maryland.  She has two older twin brothers who study 
Physics at Stanford University.  She loves studying at the University of 
Michigan, however she misses many of her high-school friends.  Most 
of them are in their second year of college, so they have already 

adjusted to college life.  She is very neat and was nervous with living with a roommate, so 
she opted to live in a single her freshman year.  Elizabeth now wishes that she had chosen to 
have a roommate because she does not have as many friends as she would like.  All of her 
high school friends already have large networks of friends at their colleges.  However, 
Elizabeth has talked to a few hall mates about possibly living off-campus in a house together.  
She is a die-hard Macintosh enthusiast.  She took her PowerBook on her cross-country trip 
and uploaded journal entries and photos along the way.  She uses AOL instant messenger to 
chat with friends all the time.  She also checks her email about twenty times a day.  She is 
taking Computer Science, Chemistry, Microeconomics, and Early European History.  She is 
considering majoring in computer science while at UM.  She is currently taking an 
introductory Java class and is doing very well.  She has a homework average of 94 and 
received a 99 on the midterm.    

 
 
 

Stanley is a 38 year-old professor of English Literature.  He was born in 
San Francisco, CA.  He studied History as an undergraduate at USC.  
He has held a variety of jobs including magazine editor, freelance 
writer, and organ repairer.  At age 28 he decided to go back to school to 
obtain a PhD.  He studied at University of California, Santa Cruz.  He 
is not married, although he is currently dating a 30-year old graduate 
student in his department.  He is very serious about the relationship; 
however, his girlfriend is not willing to make a commitment yet.  He is 
interested in permanently staying in Ann Arbor, whereas she would like 
to move to the East Coast after completing her degree.  He is good with 

his hands and enjoys woodworking and rebuilding car engines.  He is currently working on a 
Fiat from the 1970’s.  He had planned to have the engine completely rebuilt last summer, 
however, his mother fell ill and the project has taken longer than expected.  He has been 
using a computer for over twelve years.  He owns a Windows laptop, but became proficient 
on Macintosh while working in the magazine industry.  Since coming to UM in 1999 he has 
become interested in using technology, specifically the web, to assist in teaching his courses.  
He is currently teaching an undergraduate course in 19th century English Literature and 
would like to create a website that will allow his students to easily discuss the novels.  
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Common Tasks 

 
§ Find information on events and services at the Media Union. 
§ Locate rooms within the Media Union. 
§ Communicate with Media Union Staff. 

 
The touch screen is the primary access point for 
information at the kiosks.  There are three primary 
links on the main page of the touch screen: People, 
Places, and Things (see Figure 2).  The People menu 
provides an alphabetical listing of staff with phone 
numbers.  The Places menu provides a list of rooms 
and room numbers.   The Things menu holds other 
information, such as a FAQ sheet and building hours.  
These three links are also available from every page 
on the touch screen.  A maps link is also available 
from every page, except the first page.   

Scenarios 

It is Elizabeth’s first week of classes of the winter term.  One of her professors has scheduled 
time in the PC training room on the third floor of the Media Union to review computing tools 
that will be used during the course.  This is her first time visiting the Media Union and she is 
a little intimidated by the scale of the building.  She got off the campus bus and entered 
Pierpont Commons and had to ask 4 people for directions before she even reached the Media 
Union.  Once she finally reaches the Media Union, she does not feel like having to ask yet 
another person for help.  She sees the kiosk and approaches it to see if it can help.  She 
touches the screen and drags the cursor to the Places menu item and attempts to double-click.  
After three tries it works and the Places screen loads.  She scrolls down and finds the PC 
Training Room listing.  The listing provides her with the location and phone number.  She 
than sees the map link, so she clicks on it, figuring it will give her directions.  However, it 
brings her to a screen that has four different choices:  lower level, first floor, second floor, 
and third floor.  She already has forgotten the room number.  Frustrated, she approaches the 
circulation desk and asks for directions to ask yet another person for help. 
 
Stanley has visited the Media Union a handful of times in his three years at the university.  
He attended a web design class in the Macintosh training room and attended two openings in 
the art gallery.  This is his first semester using CourseTools and he has made five technical 
support calls in the first two weeks of the semester.  His students are having major troubles 
using the discussion portion of the website.  This is the first semester he has made it a course 
requirement to use the discussion section.  They keep replying to the wrong threads and they 
have informed him it is too frustrating to use.  He scheduled some one-on-one training in the 
Learning Technology Lab so that he will be able to help his students.  Upon entering the 
Media Union he sees the kiosk and approaches it looking for directions to the lab.  He sees 
the screen but there is an obscure browser error and the system is locked up.  As he is 

 
Figure 2 – Touch screen homepage 
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walking away he notices that there are maps posted on the side of the kiosk.  He consults the 
maps but cannot find the lab he is looking for.  There are four diagrams corresponding to 
each floor of the Media Union.  He does not have the time, or the patience to scan each of 
these maps for the Learning Technology Lab.  He approaches the circulation desk and asks 
for directions. 
 
There are a number of issues that designers need to address to determine if the Media Union 
information kiosks meet the needs of the users.  These issues include the usefulness, 
usability, and general satisfaction of intended users of the kiosks.  We have conducted a 
number of analyses to begin to evaluate the information kiosks and answer these questions. 
 
 

Methods   

After an initial interview with Glenda Radine, Assistant Director of Public Affairs at the 
Media Union, and with Julieclare Parrish, Coordinator of Visual Communication, who is 
charged with a redesign of the kiosks, we laid out our methods for the semester.  See the 
Appendices for an in-depth description of each of the methods listed below.    
 
§ Observation:  nine hours at the two most highly trafficked areas with kiosks 
§ Competitive analysis 

§ Briarwood mall static maps 
§ Borders’ information kiosk 
§ Target gift registry 
§ University of Michigan Business School information kiosk 
§ University of Michigan Lurie Building Events Display 

§ Literature search:  information kiosks, case studies and touch screens. 
§ Survey: 68 respondents, conducted next to the kiosks in the Media Union entryway. 
§ Generalized Transition Network (GTN)  
§ Usability test:  6 users completed 3 tasks: 

§ Find information regarding the building hours 
§ Find a person’s phone number and contact them 
§ Find location of a place and walk to it 

§ Visual Display Analysis:  Gestalt principles  
§ Vocabulary Analysis:  Object-Action Analysis 
§ Goals, Operators, Methods, Selection Rules (GOMS): Customized to work with 

touch screen application. 
§ Heuristic evaluations  

§ Olson 
§ Nielsen 

§ Cognitive Walkthrough 
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Issues and Recommendations 

The kiosks serve an important information function for the Media Union.  They are well 
located and the touch screen application is a good first start towards a well-developed and 
usable kiosk.  Radine informed us that the kiosks are currently being redesigned, so this 
evaluation is important in order to identify the current kiosk’s usefulness, usability, and 
functionality, which will help the designers in their current project.  Through the use of the 
methods outlined above we have identified problems in the following areas:  task support, 
physical design, vocabulary, content, and visual display.  For each issue we identified, we 
have suggested a possible solution that could be implemented in the future.   
 
We hope that that the designers take into account our suggestions for improvement, but also 
don’t change the positive characteristics.  By keeping the things that work and improving the 
areas that we have identified, the kiosks will become more usable and useful for the Media 
Union patrons.   

Issue: Way-finding Task Support 

Priority: High 

One of the fundamental purposes of the kiosk is to help users find the location of different 
places in the Media Union.  Both the printed and touch screen maps and room descriptions 
are a good start.  However, the navigational structure of the touch screen application does not 
fully support the task of way-finding.  We consider the lack of task support a serious problem 
that should be addressed in the redesign of the kiosk. 

Map Link 
Maps to various places within the Media Union can be 
found by clicking on the ‘Maps’ link provided under the 
‘People, Places, Things’ navigation bar.  However, clicking 
on this link takes the user to a second page where the user 
must select the floor of their desired location.  This creates a 
burden on the users memory.  The problem is aggravated by 
the fact that the majority of the pages under ‘Places’ do not 
even mention the floor that they are located on.    
 
We first identified this issue through the creation of the Generalized Transition Network (see 
Appendix E).  From looking at the information hierarchy, it is evident that when the user 
touches the ‘Maps’ navigational element, they are always brought to the same page, 
regardless of what screen they touch it from. 
 
For example, let us suppose a user wanted to find the Technology Assessment Lab.  After the 
user navigates to the page that provides a description of the lab, they will not be able to find 
which floor the lab is located in.  This is because there is no information regarding its 
location.  The only information provided is to contact Michelle Beijan in Room 1321.  If the 
user touches the ‘Maps’ link, it takes them to a page where they have the select the floor the 

“I was late for my first 
Java class in the PC 
Training Room.  I had 
to find it quickly, but I 
could not find it on the 
kiosk’s map.” 

- Elizabeth 
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lab is located in.  There is no indication whether Room 1321 will be on the Lower Level or 
First Floor.  This places an unnecessary burden on the users’ memory.  We hypothesized that 
this navigation path would cause problems for users who are using the kiosks to find the 
location of a place. 

User Test Findings 

Our usability test confirmed this hypothesis.  The third task of our usability test was to find 
the Technology Assessment Lab from the kiosk and go to it. 3 out of 6 users went through 
unnecessary multiple screens while performing this task (see Appendix F).  Once they 
touched the ‘Maps’ link in the ‘Technology Assessment Lab’ page, they were taken to a page 
where they had to select the floor that the lab was located on.  If they did not know the floor 
number, they would go back to the ‘Technology Assessment Lab’ page and try to figure out 
the floor number.  Frequently they would forget the room number and again go back to 
where they came from.  Such ‘screen jumping’ was a frequent phenomena for our users. 
 

Number of Screens Traversed in Task 3
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 Figure 3 – Number of screens traversed during way-finding task of usability test. 

Cognitive Walkthrough Findings 
Our cognitive walkthrough points to this issue as well. When a user touches ‘Maps’ from the 
‘Technology Assessment Lab’ page, they will not anticipate having to remember the room 
number of the lab. Thus when they are taken to a page which requires them to remember the 
room number, they are faced with a clear obstacle in performing their task.  The user is not 
likely to see progress towards their goal upon reaching the page to select the map of a 
particular floor (see Appendix K). 
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Suggestion: Support Way-Finding 

Combine Maps with Rooms Descriptions 
Our suggestion is to directly link the proper map to the place that is being searched for. 
Continuing from our previous example of the Technology Assessment Lab, when the user 
touches the ‘Map’ link, it should take the user directly to a map showing the location of the 
Technology Assessment Lab.  The user does not have to remember the room number of the 
place and has to travel through fewer screens.   

Orient Maps to Physical Location 

We also recommend that the orientation of the map should the same as the user standing at 
the kiosk.  This will help the user picture themselves in relation to which way they would 
have to go.  A ‘You are here’ indicator would also be extremely helpful in orienting the user.  

Highlight Routes 

As shown in Figure 4 below, route highlighting would help the user find the shortest possible 
route to their desired location.  Starting from the ‘You are here’ indicator the map would 
highlight the shortest possible route to get to the location.  The locations of different places 
are currently displayed in static pages.  Individual pages could be created for each location.  
These pages could contain maps with the proper route highlighted for the user and linked to 
each corresponding place page.      

Printed Maps 
Finally we suggest offering the option to users of printing out the map from the kiosk.  Some 
people find it convenient to hold a map in their hand while they look for a place.  From our 
literature search we found that tourist kiosks in London offer this option of printing out maps.  
Both the kiosks at Border and at Target allow users to print information found at the kiosk.  
This helps reduce the users’ memory load. 
 

 
 

Figure 4: Mock-up of proposed suggestions 
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Issue: Content  

Priority: Medium – High  
One of the main purposes of the kiosk is to provide consistent, accurate and timely 
information.  The kiosk should contain accurate and timely information that the users desire.  
The overall information hierarchy is broad and shallow and works well.  According to 
Landauer and Nachbar (1985), it is better to have a hierarchy that favors breadth over depth 
so users do not have to navigate through many levels of information.  Navigation can be 
especially cumbersome using a touch screen, so it is especially important for the hierarchy to 
favor breadth over depth.  Much of the information currently provided at the information 
kiosk is the information that users desire, as expressed by our survey respondents (see 
Appendix D).  However, we did identify some additions that could be made.  We also found 
that the kiosk was lacking in some content areas and some of the current information needed 
to be updated. 

Content Consistency and Timeliness 

A few of the pages under ‘Places’ provide detailed information such as location, phone, e- 
mail, open hours, and staffed hours while the majority of the pages do not provide this 
information. Some of the pages have graphics showing the actual place, while others do not 

have these graphics. This inconsistency was identified in 
violation of standard usability checklists (see Appendix J).  
There are contact names missing from the People section, 
specifically CAEN and Media Union Library personnel.  
Additionally, the Usability Lab is missing from the maps.  
This led to confusion during our usability test.  Many users 
jumped back and forth between the page describing the 
Technology Assessment Lab and the maps pages, trying to 
make sense of the information.   

Lack of desired Content 

In our survey, some users expressed a desire for additional information on the kiosks.  7 out 
of the 27 write-ins on the survey mentioned that the wish for more information.  The kiosks 
should provide the information that the frequenters of the Media Union desire.   

Suggestion: Improve content quality, accuracy and amount 

Accurate and Timely Information 

We suggest the information content from page to page be consistent. If one page under 
‘Places’ has information such as location, phone, e-mail, open hours, and staffed hours at the 
very top of the page, all pages should have contain this information formatted in the same 
way.  
 

“I was looking for a 
friend who works in the 
MU Library, but I could 
not find her number.” 

- Stanley 
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The content of the pages should contain accurate and timely information. The content should 
reflect recent changes of lab names, phone numbers, and staff. The kiosk should also be 
connected to a network so updates to the content can be made easily. Currently if updates are 
to be made, a person has to physically remove the cover of the kiosk and update the content 
from the hard drive inside the kiosk.  Connecting the kiosks to the network would improve 
usability from the administrator side as well. 

Add Events to Homepage 

We feel that the Media Union should front-load its information by providing content, which 
is sought out the most. From our competitive analysis of the U-M Business School kiosk we 
found that the ‘Events’ item was looked up the most by users.  The Business School front-
loads this information by fixing the ‘Today at the Business School’ page as its first screen or 
‘Home page’.  In looking at the data from our survey, we can conclude that two of the most 
desired pieces of information are maps and events.  The designers could conduct a focus 
group to determine which of these functions users would most like to see on the front page. 

Add Additional Content 
The kiosks should add more desired content. Following from our information frontloading 
suggestion, the kiosk could adopt an Events section that would list the various happenings in 
the Media Union.  Survey respondents also expressed a desire for additional facilities 
information, bus schedules, campus program dates, and a more extensive listing of people, 
including CAEN and Media Union Library staff. 

Issue:  Physical Design 

Priority:  Medium 
The physical design of the kiosks, while aesthetically pleasing to a few people in our survey, 
could benefit from proposed improvements.  We observed that not many people use the 
kiosks.  The low usage rates could be due in part to problems with the physical structure.  
 
The use of a touch screen as the mode of interaction was a good design decision, considering 
the environment of the information kiosks.  Potter, Weldon, and Schneiderman (1998) report 
that touch screens are an excellent choice for kiosks because they are easy to learn and save 
valuable space.  Additionally, touch screens avoid maintenance and vandalism issues 
involved with external keyboards and mice (Van Kampen, 2001). 

Touch screen Calibration 

The touch screens need to be re-calibrated.  In our usability tests, the touch screen registered 
incorrectly for approximately thirty percent of users’ touches.  This caused visible frustration 
for many of our users, as shown by the error rates in Figure 5.  One user had to touch the 
screen six times to get the screen to change.  Upon investigation we determined that the 
touch area is a quarter to half-inch northeast of the actual target. 
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Figure 5 – Touch screen error rates 

 

Blending With Surroundings 
Another physical issue is the way the kiosk visually blends 
into its environment.  It is good that the designers thought 
of the surrounding context while designing the enclosure.  
However, it appears that they did too good of job.   The 
color scheme and materials blend in with the walls.  This 
leads to the survey result that many users have never even 
noticed the kiosks.  The inability to recognize the kiosks 
also may have led to the low usage rate of approximately 
.25 person per hour. 

Universal Accessibility 

One of the kiosks contains a screen that is wheelchair accessible touch screen on one kiosk, 
which is to be commended.  However, this raises ergonomics and universal design concerns.  
There is not one kiosk that supports individuals in a wheelchair and those standing, but rather 
two separate kiosks that support either one population or the other.  Three of 27 write-in 
respondents did not approve of the kiosk height.  One of the kiosks is at a level too high to 
use comfortably, and the other ground floor one is too low.  

“My roommate told me 
to look for the kiosk if I 
needed help, but I 
walked right by it.” 

- Elizabeth 

 

# unsuccessful clicks

# successful
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Suggestion:  Physical redesign 

Touch screen Calibration 
The kiosks would benefit from calibration and button feedback, so users know immediately 
that the system has “heard” them.  Calibration is a fairly easy task that will go a long way in 
improving the usability of the kiosk and reducing user frustrations. 

Standing-out 

The structure also might benefit from either clear 
labeling or a design similar to the easily identifiable  
U-M Business School kiosk as pictured in Figure 6.  If 
the designers chose slightly contrasted colors or added 
signage, potential users might be more apt to notice the 
kiosks and approach them. 

Universal Design 

We also recommend universal design, such as is 
displayed in the Business School kiosk and the Target 
Gift Registry.  The angled screen of the business school 
kiosk supports people both standing and sitting.  ADA 
guidelines and actual wheelchair users show that the 
height can be set at such a level and orientation where it 
is comfortable for most visitors. 

Further Structural Suggestions 
Other suggestions are to move the phone to the same side as the touch screen, enabling users 
to read the phone number as they dial, rather than holding it in memory.  Our observations 
show that the phone is one of the most popular items on the kiosk, with approximately 3 
people using them per hour.  The repositioning of the phone might encourage exploration of 
the touch screen and make users more aware of the content available.   
 
Ironically, while the kiosk is in the center of the floor, it remains somewhat of a wallflower.  
It would easily benefit from some whiz-bang features.  Glenda Radine mentioned the 
addition of a “Palm-in-a-Box” to the same general vicinity.  With such a device, visitors 
could walk by and “beam down” current events or addresses and phone numbers.  Once 
again, a focus group would be helpful in determining if such a feature would be used. 
 
Another possibility is adding a coffee machine to the kiosk.  In our interview, we learned that 
the Media Union is considering adding a cyber café to the kiosk space.  Why not combine a 
coffee machine with the kiosk structure?  Then coffee drinkers could read about current 
events and learn about the Media Union, as their brew is prepared.  The designers of the 
kiosk should try to use features to attract potential users to the kiosk. 
 

 

Figure 6 – UM Business School Kiosk 
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Issue:  Vocabulary Mismatch 

Priority:  Medium  
It is also important to examine the actual content of information on the kiosks.  In order for 
users to easily find the information they are looking for, they must be able to navigate  

through the screens.  In the kiosks, touching on key terms 
leads to informational pages.  The user must be able to 
associate the key terms with the information they are 
looking for.  The only way they will be able to successfully 
complete their task is through this correct association.  We 
found problems with some of the terms that the kiosk uses.  
However, other terms are very clear and users navigated 
through the screens with ease. 
 

Noun Metaphor 

In our cognitive walkthrough and vocabulary analysis, we found the kiosk uses the metaphor 
of “People, Places and Things,” the definition of a noun.  While this metaphor seems to work 
for People and Places, it breaks down for Things.   
 
The Things link provides access to a generalized FAQ, building hours and events.  In our 
usability test, two out of six users could not find building hours (see Appendix F).  Even 
though the benchmark time to find the hours is five seconds, the other four successful users 
took an average of 47.25 seconds to find the building hours, which is illustrated in Figure 7 
below.   
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 Figure 7 – Navigation times for “find building hours task” 

“I wanted to know how 
late the Media Union 
was open, but I could 
not find the building 
hours anywhere.” 

- Stanley 
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This result is probably due to the inability for users to quickly associate the term ‘things’ 
with the information they were looking for - the building hours.  The term ‘things’ has poor 
information scent in the context of this kiosk.  It is not immediately obvious to the user what 
information might be contained in this link. 

Map Legends 

The vocabulary analysis and heuristic evaluations also identified problems with the legend on 
the maps.  While the legend does not include all letters used on the maps, the letters is does 
include are E, T,  ES, P and W for elevator, restroom, emergency stairs, printer and water 
fountain respectively.  T does not easily correspond to restroom and W, while standing for 
water, does not easily mean the more commonly used term:  drinking fountain.   

Suggestion:  Use user’s vocabulary 

Identify User Vocabulary 

When redesigning kiosk, it might help to conduct a focus group to determine both the users’ 
vocabulary and their grouping of the content areas.  This could aid the designers in 
determining how to structure or group the information.  It would also enable the designers to 
determine the best terms that have the strongest information scent.  It is important to have a 
number of users participate in this exercise in order to get a representative viewpoint.   

Standard Map Legends 
Users already have clear associations with the common symbols pictured on maps in most 
public spaces.  The maps could use these symbols to take advantage of this already 
established convention. 
 

Issue: Visual design 

Priority: Medium  
The Media Union kiosk should provide information in a manner that is easy for the user to 
read and understand.  Some of the survey respondents complimented the kiosks on their 
clean, simple graphics.  The kiosks do look professional.  However, we have identified a few 
areas that could be improved from a visual standpoint.  Small font sizes on the maps make 
some things difficult to read and inconsistency in hyperlink design creates confusion in 
navigation.  

Readability of Fonts 

The maps have a very small font size and as a result are not readable. The display of the 
maps also violates the Gestalt principle of proximity.  Some of the labels are located 
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ambiguously in between two locations.  It is difficult to understand which location they 
correspond to.  Labels should be closer to the location they correspond to.  

Link Design 

The links are not consistently identified through all the pages.  The graphic of the Media 
Union located at the top of every page is a link, but there is no way to figure this out unless a 
user touches it.  The other links throughout the pages have an underline beneath them. The 
maps link is also in a different font size and color than the other navigational elements.  Such 
inconsistency of links confuses the user. 
 
Our findings were confirmed by our usability test. While performing the designated tasks, 3 
out of 6 users attempted to touch non-hyperlinked text. The inconsistency in link 
identification led users to just touch the text to see if it was a link. 
 
We also identified this while using the Olson and Nielsen checklists to do a heuristic 
evaluation of the kiosk. The hyperlinks are inconsistent in size, color and style. The ‘People, 
Places, Things’ set of links has a bigger font size compared to the ‘Maps’ link. They are also 
black in color while the ‘Maps’ link is orange.  Furthermore, the top level Media Union 
graphic is used as a link while all the other links are text links. 

Suggestion: Improve visual design 

Increase Readability of Fonts 

We feel the way to increase readability of the maps is to increase their font size.  The maps 
should also follow the Gestalt principle of proximity by putting labels closer to the location 
they correspond to on the map. 

‘Button’ Links 
We suggest providing a consistent ‘button’ look for all the hyperlinks. In that way, not only 
will all hyperlinks be consistent, but they will also provide necessary feedback to the user 
when they are clicked and rolled over.  This feedback is achieved through the animation of 
the button when it registers the users’ touch. 
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Conclusions 

The results from our survey indicate that the presence of information kiosks at the Media 
Union is important.  Users have a need for information about the building’s rooms, events, 
people, and services.  Our various methodologies have allowed us to discover both positive 
aspects and problem areas of the current kiosks.   
 
The current kiosks do not provide adequate support for way finding.  We suggest that the 
kiosk provide printable maps with highlighted routes.  The kiosks do not provide the same 
level of information across all screens.  The kiosks should improve their content to include 
the same information about all places.  They could also add other useful information such as 
bus schedules.  The kiosks should also front-load information—the information that users 
most should desire should appear as the ‘homepage.’  However, the kiosks should continue 
with their use of broad and shallow information structure and use of navigational elements on 
every page, which allows users to quickly navigate through the screens.   
 
The screens are not properly calibrated, which caused user frustration in our usability tests.  
The screens need to be recalibrated to properly register user touches.  The physical structures 
blend into the environment, causing many users to overlook the structures and could explain 
low usage rates.  The staff should consider adding a whiz-bang feature, such as a “Palm-in-a-
box” PDA depot or coffee machine, that will draw users to the kiosk.   
 
The staff should consider implementing these suggestions to better meet the needs of 
frequenters to the Media Union.  With the execution of some of these recommendations, the 
kiosks could become a “destination item” in the Media Union. 
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Methodological Issues 

Putting it all in context 
We learned a lot from going through the process of trying out these tools that really would 
not have been possible in only a classroom or lab environment.  To begin with, our interview 
with the Media Union staff grounded us in a real world need to provide practical suggestions 
that designers could implement.  It was also important for us to understand the intended users 
and tasks.  Speaking with the actual team that was in charge of the management of the kiosks 
allowed us to create accurate personas and scenarios. 

Non-traditional service 

We ran into some adaptation issues when applying the some of the methods discussed in our 
class.  The information kiosks are unlike traditional software applications that many of the 
methods were developed for.  For example, we had to determine the parameter for the 
GOMS analysis with a touch screen.  We did this by touching the wall at an appropriate 
height 20 times, drawing back each time, and then divided the timed result by 20 (see 
Appendix I). 
 
It also was essential for us to do our usability test on-site, instead of in a usability lab.  The 
touch screen is an important aspect of the service and we felt it was important to capture data 
regarding this aspect in addition to the navigational and organizational structure data we 
would have gotten in a lab. 
 
The vocabulary analysis did not adapt as well to the kiosk.  The object-verb analysis was 
difficult to conduct on something that does not use a traditional menu structure.  Users can 
really only conduct one type of task at the kiosk—finding different type of information. 

Valuable tools 

The competitive analysis was a crucial piece of our study, especially in the formation of our 
suggestions.  We felt it was important to look at a wide range of information services in order 
to identify best practices that the Media Union staff could possibly implement.  Often these 
kiosks, such as the Target gift registry, provide a very different type of information service, 
but still have valuable ideas that transferred to the Media Union kiosks. 
 
Additionally, our user tests were key to confirming our assumptions about the problems with 
the kiosk.  They also showed us what works well, such as finding contact information and the 
strength of the broad information hierarchy.   
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