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80/20 rule, defined, 142
A
A List Apart, 256
accessibility, 5, 135–37
    access for all, providing, 135
    alternative media, providing 143
    badly labeled links, 142
    beyond disability, 135
    checking, 30
    CMS and, 167
    �complaints, responding to, 138,   

		 146
    connection speed and, 135
    developer training and, 146
    Disability Discrimination Act  
		  (U.K.), 138
    expense of, 135
    financial benefits of, 137
    goal, long-term, 141
    hard-to-read text and, 144
    JavaScript and, 143
    legal obligations and, 137–40
    long-term strategy, 148
    maintaining, 145
    misunderstanding of, 135
    of site, checking, 30
    poorly described images, 142
    problems, overcoming 141
    return on investment and, 135
    rules, for content providers, 146
    search engines and, 136
    Section 508 (U.S.), 138
    team, getting on board regarding, 
        148
    testing, 144
		  automated, 145
    type of device and, 135
    user testing and, 114
    W3C guidelines, 138–40
accessibility policy
	 complaints, dealing with 146
   	creating, 140–47
    elements of, 140
    goal, 141

    maintaining accessibility, and 145
aceofcakestv.com, aesthetics of, 6
acronyms, avoiding, 99
Adobe, support, feedback  
	 mechanism, 28
Adobe AIR, 254
Adobe Contribute, 163
Adobe Flash. See Flash
advertising, pay-per-click. See 
	 pay-per-click advertising
advocate, website owner as, 10
Adwords. See Google, Adwords
aesthetics, 5
    bias toward, 5
    �comments on, ignoring during 

user testing, 119
AJAX, and JavaScript, 179
ALT attribute, 136, 137, 142
Amazon, and widgets, 250
anxiety, due to lack of role  
	 definition, 8
API, defined, 249
Apple
	 importance of design and, 64
	 selling to existing customers  
		  and, 224
	 community, 223
applications, providing killer  
	 content via, 105
Articlesbase, 210
ASP, 178
assets
	 created during development, 51
	 intellectual property, 51
	 ownership of, specifying in brief, 
		  51
audience, targeting, 208
audio, converting to text, 143
automated performance checker, 30
    as quantitative analysis tool, 26
B
banner ad, printing, 132
barrier to entry, lower, with CMS, 
   151

BBC, website, as example of screen 
	 resolutions, 81
Berners-Lee, Tim, 126
    cascading stylesheets (CSS)  
		  and, 129
    semantic web and, 251
best practice
    confusion regarding, 3
    evidence of, by web agency, 59
BestBuy website, as example of  
	 poor adaptation, 144
bigger picture, keeping in mind, 10
blame game, avoiding, 25
blogs
    as broadcast tools, 225
    as CMS, 165
    marketing and, 210
BMW, removal from Google, 196
Boagworld, 277
    as example of page in browser 	
		  and for print, 131
    forum, 236, 258
brand
    perception, changing via  
		  community, 222
    personality
    		 creating, 76
    		 example of, 76
brand guidelines, need for, 76
branding. See corporate branding
brief
    accessibility of deliverables,  
		  specifying, 50
    benefits of, 44
    budget, revealing in, 48
    clearly defining tasks with, 44
    communication, improving  
		  with, 44
    context
        elements to include, 46
        providing in, 45
    costing accuracy, improving  
		  with, 44
    defined, 43

index
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    deliverables, defining, 49
    delivery dates, specifying with, 44
    developer suggestions,  
		  encouraging, 47
    development context, providing 	
		  with, 44
    example of, 47
    expectations, setting with, 44
    ownership of assets, specifying, 51
	 requirements, stating in, 46
	 scope creep, limiting with, 44
	 standard of code, defining, 50
    wish list, avoiding, 54
    writing, 45–53
broadcast tools, 224
browser
    alternatives to IE, 181
    as factor in scrolling, 82
    checking site on multiple, 30
    coding for multiple, 128
    compatibility issues, 216
    defined, 180
    graded support, in Yahoo!, 181, 182
    plug-ins, 182–84
    testing, 181
    text size and, 144
    working with, 180–84
BrowserShots, 30
budget
    compromise regarding, 12
    revealing, in brief, 48
build phase, content population 	
	 during, 11
building, as part of website  
	 management cycle, 14
bulleted lists, 104
C
caching, 181
call to action, 216
Camtasia Studio, 153
captions, 143
card sorting
    best uses for, 98
    description of exercise, 97
    qualitative vs. quantitative, 97
    using to structure content, 97  
	 using to understanding users’ 	
		  mental models, 97

Carsonified, “Future of” conferences, 	
	 258
cascading stylesheet (CSS), 130–34
    capturing cell phone market, 133
    customizing pages and, 134
    printing websites and, 130
    responding to change and, 134
cash flow, improving, via phased  
	 development, 55
Casting Words, 143
cell phones
    as emerging platform, 252
    as part of long-term strategy, 254
    designing for, 135
    environment while using, 253
    market growth, 133
    plug-ins and, 183
    screen variations, 253
    separating content from design 	
		  and, 133
challenges, overcoming with web 	
	 technologies, 23
chat room, 229
ClickTale, 83, 216, 217
client, focused on by speculative 	
	 design, 	54
client-side application, defined, 180
client-side code, defined, 180
code
    bloated, 128
    hard-to-maintain, 128
    standard of, specifying in brief, 50
ColdFusion, 178
colors
    combining, and readability, 144
    corporate, on the web, 79
    on screen vs. on paper, 79
    viewing on multiple computers, 80
    web-safe, 79
comments, 229
    responding to, 234, 239
communication
    getting permission to  
		  communicate, 231
    importance of personality, 237
    improving
        with brief, 44
        with success criteria, 24

    open and honest, 232
    personal, 231
    regularity vs. frequency, 230
    strategy, 231
    trigger-based, 230
    via YouTube, 247
    video demonstrations, 247
    video streaming, 247
    video testimonials, 247
    voice, knowing, 231
    with users, successful, 230–33
community
    being open and honest, 232
    boundaries, setting, 234
    brand perception, changing  
		  with, 222
    broadcast tools, 224
    building, with interactive tools, 228
    comments, responding to, 234
    communicating with users, 230–33
    conflicts, resolving, 235
    conversation, nurturing, 234
    cost of sale, lower, 224
    costs, reducing via, 223
    demand-based growth, 236
	 desire
		  to associate, 237
		  to express, 238
		  to impress, 238
		  to reciprocate, 238
	 discussion, seeding, 234
    early days, 233
    existing, vs. building, 229
    features, pruning, 236
    feedback tools, 226–27
    feeding, 237–39
    fostering, 233–39
    growth, controlling, 233
    how to communicate, 231
    incentives to participate, 237
    interactive tools, 228–29
    leaders, 236
    letting users vote on content, 238
    long term, committing to, 240
    moderation, avoiding excess, 235
    need for, establishing, 240
    power of, 222–24
    resources, gathering, 240
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    site promotion and, 223
    starting small, 234
    tone, setting, 230
    tools, 224–29
    website, improving with, 222
    when to communicate, 230
competition
    information about, including in 	
		  brief, 46
    online strategy, understanding, 33
    performance versus, 14
    quantitative analysis, 33
    questions to ask about, 33
    reviewing, 32
    testing, 33
    website, testing, 111
competitive analysis, 32
complaints, dealing with, 138, 146
compromise, regarding content and 	
	 priorities, 12
content
    applications, 105
    as less important than context, 90
    breaking into sections, 104
    bulleted lists, 104
 	 changing based on user  
		  requirements, 135
    clear, 102
    compromise regarding, 12
    computer-friendly, 251
    context. See context
    creation, 6
    deciding what to leave out, 92
    defining, before design, 87
    duplicating, as SEO technique, 197
    editing, 105
    engaging, 102
    flexibility, in CMS, 159
    front loading, 103
    graphics, 105
    guardian, website owner as, 11
    headings, 104
    how to reduce, 93–96
    identifying, 105
    important, highlighting, 104
    improving, 200
    increase in importance, 73
    informed by context, 92

    initial, populating, 11
    instructional text, removing, 96
    keeping concise, 90
    keeping fresh, 11
    letting users vote on, 238
    making web friendly, 102
    marketing blurbs, removing, 95
    message and tone, consistent, 12
    modifying, 14
    most important, at highest levels 	
		  of site, 91
    multimedia, 105
    new
        obtaining, 11
        suggestions for during user  
			   testing, 119
    organizing, 105
    paragraph length, 104
    popular, identifying, 217
    plug-ins and, 183
	 reducing
		  benefits of, 93
		  on macro and micro levels, 93
		  or removing, 96
		  three-step approach, 94
    reusing, 12
    scannable, 103
        and approachable, 102–4
    scanning, supporting, 103
    semantic meaning, 126
    separating from design, 129, 	
		  130–34
    sourcing, ease of, 93
    structure. See structure
    that isn’t offered but that users 	
		  want, 218
    trial period for, 95
    understandable without context, 91
    user-generated, 229
    value
        gauging, 95
        judging, 94
    web characteristics affecting, 90
content management system (CMS)
    ability to manage assets, 158
    accessibility and, 146, 167
    best practice and, 167
    becoming familiar with, 170

    benefits, 151
    blogs, 165
    choosing, 166–69
    community, 169
    complex functionality of, 155
    core functionality, 156
    cost 
        of commitment, 155
        of redundancy and  
			   complexity, 155
        of training, 152
    custom built, 162
    customization, 159
    databases and, 177
    desktop application, 163
    development team, 166
    documentation, 168
    drawbacks, 152–55
    editor, 157
    enterprise-level, 165
    friendly URLs and, 168
    functionality, effect on, 154
    hidden costs, 152
    implementation, planning, 170
    license, 166
    multilingual support, 161
    multiple-site support, 161
    off-the-shelf, 163
    open source, 166
    options, examining, 162–65
    partial, 164
    pros and cons, 151–55
    quality, effect on, 153
    references, collecting, 170
    requirements, 156–62
        10 most important, 156
    roles and permissions, 160
    search functionality, 158
    security, 167
    support, 168
    training, 168
    type, choosing, 163
    unnecessary, due to complex 	
		  code, 129
    user interaction, 159
    user management, 160
    using to construct wireframe, 112
    versioning, 161
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content providers, and accessibility 	
	 rules, 146
context
    for developers, providing with 	
		  brief, 44
    gaining, through consultation, 21
    importance of, 90–92
    informing content, 92
    layers of, 20
    of website, understanding, 20
    organizational objectives, 20
    providing
        in a brief, 45
        through links, 90, 91
    web project objectives, 20
conversion ratio
    defined, 215
    low, addressing, 216
conversions, monitoring, 215
copy. See content
copy editor, employing, 6
core vision, 9
corporate branding, 75–80
    colors, 79
    fonts, 78
    transferring from print to web, 	
		  77–80
    website promotion and, 207
corporate identity, 232
costing, improving accuracy of, with 	
	 a brief, 44
Creating Killer Web Sites (David 		
	 Siegel), 127
cubicle testing, 110
cultural considerations, of design, 67
culture of redesign, 129
D
data, moving, from web to desktop, 	
	 173–76
database
    CMS and, 177
    defined, 177
    types, 177
deadline, artificial, avoiding, 48
deal breaker, defined, 121
deliverables
    accessibility of, specifying in brief, 	
		  50

    defining, in brief, 49
    perceptions of, conflicting, 49
delivery, increasing speed of, via 	
	 phased development, 55
delivery dates, specifying, with a 	
	 brief, 44
Dell
    blogger Jeff Jarvis and, 223
    engagement with community, 223
    TV ads as website promo tools, 206
    website, issues with, 154
departmental perspective,  
	 avoiding, 10
design
    as collaborative process, 71
    assets, compiling, 87
    changing, 14
    concepts, testing, 111
    cultural considerations, 67
    decisions, people involved in  
		  making, 69
    focusing on target audience, 65
    for assorted devices, 135
    greater consistency, with CMS, 152
    importance of individual meetings 	
		  with stakeholders regarding, 70
    making less subjective, 65
    mediocre, 69
    on the fly, avoiding, 70
    reaction of personas to, 66
    responses to, 65
    role of, 66
    separating from content, 129, 	
		  130–34
    sign-off, process and people  
		  involved, 69
    simplicity, importance of, 74
    speculative, reasons to never 	
		  request, 53
    stakeholder investment in, 70
    standards-based, 134
    subjective, 65–71
    templates, 87
    testing, for usability, 111
    viewing on multiple computers, 	
		  84
design by committee, 68–70
    avoiding, 68

design testing, 66
    defined, 67
    emotional evaluation, 68
    flash testing, 68
    how to run, 68
designer
    cowboy
        defined, 125
        identifying, 126–30
    importance of understanding web 	
		  layout, 80
    need for brand guidelines, 76
    role, vs. that of website owner, 70
Designing with Web Standards 
	 (Jeffrey Zeldman), 129
desire to leave, reducing, 92
desktop applications
    access speed and, 255
    integration with operating system, 	
		  255
    intermittent connectivity and, 255
    quantity of data and, 255
    vs. websites, 255
    web-powered, 254
development, 6
    challenges of, 6
    continual, benefits of, 243
    phased, benefits of, 54
    unfettered, 6
development team, training on  
	 accessibility, 146
dialogue, maintaining with  
	 departments and individuals, 10
Digg, 212
    community, 223
    digg effect, 211
    viral marketing and, 211
disagreements, resolving, 12
documentation, for CMS, 163
domain name server (DNS)
    defined, 173
    issues, 174
    updating, 175
domain name, choosing, 175
Don’t Make Me Think (Steve Krug), 	
	 93, 258
doorway page, as SEO technique, 	
	 197
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dots per inch (dpi)
    defined, 77
    fonts and, 78
    logos and, 77
download speed, and page size, 176
downtime, 189
Dreamweaver, 163
dropout points, 216
E
eBay, desktop application, 255
editor, for CMS, 157
editorial sites
    commenting, 210
    emailing, 211
    marketing and, 208, 210
    writing for, 210
efficiency, increasing, with user  
	 testing, 109
Elements of Style, The (E.B. White), 	
	 93
email, responding to, 226
email feedback, 226
email marketing, 15
email newsletters, 226
emerging platforms, 251–56
    cell phones, 252
    connection speeds, 254
    CSS and, 254
    device limitations, 253
    input methods, 254
    preparing for, 254
emerging trends
    communicating via YouTube, 247
    podcasts, 246
    rich media, 246–47
    targeting, 246–51
    video demonstrations, 247
    video streaming, 247
    video testimonials, 247
emotional evaluation, of design, 68
end user, as most important  
	 stakeholder, 9
environment, importance of for  
	 website use, 252
estimates, increasing accuracy of, via 	
	 phased development, 55
evangelist, website owner as, 10
Evernote.com, 133

Excel, 177
expectations
    discussing why they aren’t met, 25
    setting, with brief, 44
external agency
    background information, 51
        sample questions, 52
    example work, 53
    references, 53
    risk of working with, limiting via 	
		  phased development, 55
eye strain, 90
F
Facebook
    building application for, 250
    marketing and, 208
    user-generated content, 229
    viral marketing and, 211
Feed Informer, 248
feedback
    asking for, 27
    analyzing, 227
    mechanism, obtaining qualitative 	
		  feedback with, 26
    negative
        analyzing, 27
        criteria for judging, 27
    tools, 226–27
    surveys and questionnaires, 227
Firefox
    fonts in, 79
    toolbars, space taken by, 84
Flash, 183, 184
    custom fonts, using in, 79
    gratuitous use of, 5
    installed base, 183
    iPhone and, 183
    search engine-only content and, 	
		  197
flash testing, of design, 68
Flickr
    as example of good  
		  communication, 232
    as example of personality in  
		  content, 102
fold
    as myth, 82
    defined, 82

    examples of, 83
    toolbars and, example of, 84
    understanding, 82–84
fonts
    corporate, on the web, 78
    custom, 79
    hierarchy, 78
    web-safe, 79
forums, 229
    reducing website costs via, 223
front loading, defined, 103
functionality
    effect on, from CMS, 154
    new, introducing, 14
future, planning for, 4, 13–15, 		
	 246–258
“Future of” conferences, 258
G
GetFirefox, 80
goals
    multiple, prioritizing, 24
    unrealistic, avoiding, 24
Google
    Adwords, 203–4
        benefits, 203
    API, 249
    BMW and, 196
    ensuring website accessibility to, 	
		  136
    factors in page ranking, 201
    home page, vs. Yahoo!, 74
    keyword tool, 204
    ranking
        improving, 197
        incoming links and, 201
    SEO techniques, unacceptable, 197
    submitting site to, 200
    tools, 199
    website as design example, 54
Google Analytics, 29
    determining page value and, 95
    tracking repeat visitors, 222
    URL builder, 215
    users’ screen resolution and, 82
Google Maps, 179
Google Rankings, 31
Google Reader, 73
graphics, importance of, 105
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growing, as part of website  
	 management cycle, 14
guerilla marketing, defined, 15
H
Hartnell College, website, as  
	 example of overwhelming  
	 options, 100
headings, 104
hierarchy
    clear, creating, to improve  
		  search-engine ranking, 200
    terminology, 96
HiSoftware CynthiaSays portal, 30
hits
    counting, 214
    defined, 214
home page
    bypassing, 73
    changing role of, 73
    decline in importance, 73
    design, rushing into, 73
    necessary elements
        assigning points to, 75
        listing, 74
    purpose, 91
    real estate, fighting for, 72–75
    simplicity, importance of, 74
horizontal scrolling, avoiding, 82
hosting, 184–92
    bandwidth limits, 191
    dedicated, 187
        cost, 188
    managing multiple sites centrally, 	
		  191
    server requirements, 185
    shared, 187
		  drawbacks, 187
    upgrade path, 191
    uptime, 188
hosting company
    ability to keep up with growth, 191
    assessing, 188–92
    choosing, 193
    control panel, 190
    hidden charges, 192
    knowledgeable staff, 190
    response time, 190
    support, 189

        in-country, 190
        self-service, 190
        technobabble-free, 190
hosting package, 186–88
HTML
    bloated code and, 128
    creating wireframe with, 112
I
images, poorly described, 142
incentives, to participate in  
	 community, 237
information architecture, defined, 96
information overload, regarding 	
	 website management, 3
Innocent, as example of strong  
	 community, 238
instructional text, removing, 96
intellectual property, ownership of, 51
interactive tools, 228–29
	 chat rooms, 229
	 comments, 229
	 forums, 229
    mailing list, 228
    ratings, 228
    reviews, 229
    user-generated content, 229
internal web team, vs. outsourcing, 42
Internet Explorer
    fonts in, 79
    toolbars, space taken by, 84
internet service provider (ISP), 		
	 defined, 173
interview
    of short list for outsourcing, 59
    of web agency
        participants, 60
        sample format, 59
investment, justifying with success 	
	 criteria, 24
IP address, defined, 173
iPhone
    Flash and, 183
    user experience, 254
iPod, 64
iTunes, 246
J
jargon, avoiding, 99
Jarvis, Jeff, and Dell, 223

Java, 178
JavaScript
    accessibility and, 143
    AJAX and, 179
    navigation and, 143
    overreliance on, 143
job description, for website owner, 8
jumpchart.com, creating wireframe 	
	 with, 112
K
keyword stuffing, 198
kickoff meeting, 62
killer content, creating, 6, 90–104
Krug, Steve
    cubicle testing and, 110
    Don’t Make Me Think, 93, 258
    user testing and, 110
L
landing page, 214
Laws of Simplicity, The (John Maeda), 	
	 74
layout, challenges of, 80–86
lead, defined, 215
legibility, and resolution, 82
less is more, 93
links
    badly labeled, 142
    context, providing with, 90, 91
    excessive, in navigation, 100
    navigation and, 101
    quality, encouraging, 201
    tagging, 215
    text, using, to improve search- 
		  en	gine ranking, 200
log files, analyzing, 29
logo
    design, 77
    location on website, 77
    print resolution vs. web  
		  resolution, 78
Lynx, 200
    as example of brand personality, 76
M
Maeda, John, The Laws of 
	 Simplicity, 74
mailing lists, 228
management
    decentralized, with CMS, 151
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    reduced costs, with CMS, 151
manual, for website owners,  
	 missing, 3–4
MapQuest, 251
marketing, 205–13
    blurbs, removing from website, 95
    business stationery, 206
    community and, 223
    conversions, monitoring, 215
    editorial sites and, 210
    guerilla, 15
    identifying popular content, 217
    landing page per campaign, 214
    materials
        miscellaneous, 207
        print based, transferring to web, 	
			   77
    monitoring, 215
    offline promotion, 15, 205–7
        best uses for, 205
    problems, resolving, 216
    success, measuring, 213–18
    targeting audience, 208
    three-pronged attack, 205
    traditional media, 206
    via editorial sites, 208
    via email, 15
    via social sites, 208
    viral. See viral marketing
    word of mouth, 207
mash-ups, 249
McGovern, Gerry, blog, 256
Media Temple, 188
media, providing alternatives, 143
menus, consistency with page titles, 	
	 100
message. consistent, 12
microformats, 251
Microsoft
    employee blogs, 225
    engagement with community, 223
Microsoft Expression, 163
Microsoft Word, as example of  
	 complex functionality, 155
Mobile Web Design (Cameron Moll), 	
	 133
modules, breaking requirements  
	 into, 54

Moll, Cameron, Mobile Web Design, 	
	 133
MOO, as example of company voice, 	
	 232
Movable Type, support for multiple 	
	 websites, 161
multimedia, increased use of, 105
MySpace
    building application for, 250
    viral marketing and, 211
MYSQL, 177
N
naming
    confusing, examples of, 99
    inconsistent, 100
NASDAQ, desktop application, 256
navigation
    elements of, 101
    JavaScript and, 143
    links, 101
        excessive, 100
    printing, 132
    search results, 101
    site map and, 101
    shortcuts, 101
    tagging, 101
“need to know” mentality, for web	
	 site owners, 4
negative feedback, analyzing, 27
.NET, 178
.net magazine, 257
Netscape, as example of failed  
	 community incentive, 237
Nielsen, Jakob, 27
    annual list of offenses against  
		  users, 110
    Prioritizing Web Usability, 73
    research on reading word for 	
		  word, 103
    research on scrolling, 83
    summary with each article, 103
    user testing and, 110, 112
Nintendo, browser for Wii, 253
NO!SPEC, 53
Numbers, 177

O
Obama, Barack, and use of Twitter, 	
	 228
objectives
    danger of focusing on in isolation, 7
    evaluating, 14
    focusing on, 6
    including in brief, 46
    measurable, from success criteria, 	
		  24
offline promotion, 15
Omnigraffle, creating wireframe 	
	 with, 112
online accessibility checker, 30
online survey, advice on running, 27
online visibility tracker, 31
    as quantitative analysis tool, 27
OpensourceCMS, 157
Opera
    browser for Wii, 253
    fonts in, 79
options, overwhelming, 100
Oracle, 177
organizational information,  
	 including in brief, 46
organizational objectives, 20
outsourcing
    choosing when to, 42
    supplier background information, 	
		  51
    vs. internal web team, 42
Overstream, 143
ownership of assets, specifying in 	
	 brief, 51
P
page width
    approaches to, 84
    constraining, 84–86
    elastic, 84
        as compromise approach, 86
    examples of, 85
    fixed, 84
        benefits, 86
    fluid, 84
        benefits, 86
    user control over, 86
pages
    purpose, 91
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    titles, consistency with menus, 100
paragraphs, keeping short, 104
Pareto principle, defined, 142
pay-per-click advertising, 203–4
performance checker, automated, 30
    as quantitative analysis tool, 26
performance, judging, 29
permissions, greater control over, with 	
	 CMS, 151
persona, 232
    defined, 35
    example of, 36
personality, creating for brand, 76
phased development, benefits of, 54
PHP, 178
pillars of web design, 4–7
    accessibility, 5
    aesthetics, 5
    balancing, 4
    compromising between, 12
    content, 6
    development, 6
    objectives, 6
    usability, 4
planning
    as part of website management 	
		  cycle, 14
    crucial to success, 16
    in a bubble, avoiding, 20
    keeping lightweight, 19
platforms, emerging. See emerging 
platforms
plug-in, 182–84
    alternative devices and, 183
    availability, 183
    defined, 182
    market penetration, 184
    multiple versions, 183
    search engines and, 184
podcasting, as broadcast tool, 225
podcasts, 246
Popuri.us, 31
Powerpoint, creating wireframe with, 	
	 112
PR, providing opportunities for, via 
phased development, 55
print guidelines, transferring to web, 	
	 77

printing
    banner ads, 132
    navigation, 132
    search, 132
    websites, problems with, 130
priorities, conflicting, balancing, 4–7
Prioritizing Web Usability (Jakob 	
	 Nielsen), 73
priority, compromise regarding, 12
problems, detecting with user testing, 	
	 108
profile, using, on social sites, 209
project coordinator, website owner 	
	 as, 12
promotion
    email marketing, 15
    guerilla marketing, 15
    of website, 15
    offline, 15
    search mechanisms, 15
Q
qualitative feedback
    defined, 26
    mechanisms, 27
    techniques, 26
quality, effect on, from CMS, 153
quantitative analysis, 28
    defined, 26
    tools, 26
Questionform, 28
quick win, defined, 121
Quicktime, 184
R
ratings, 228
reading, online, users’ dislike of, 90
Real Player, 184
recommendations, word of mouth, for 	
	 web agency, 56
Red Dot, 167
redesign, culture of, 129
referee, website owner as, 12
references, for web agency, 53
    talking with, 60
    topics of discussion, 61
rendering engine, as device limitation, 	
	 253
reputation, building, on social sites, 	
	 209

requirements
    breaking into modules, 54
    stating, in brief, 46
research, collating, 39
resolution. See screen resolution
responsibility, principles of, for  
	 website management, 8–13
return on investment
    accessibility and, 135
    as filter for determining changes to 	
		  make, 120
    determining whether to fix website 	
		  problem and, 28
    via user testing, 109
reviews, 229
Revision3, 230
rich media. See emerging trends: rich 	
	 media
roadmap, 9
    items, examples of, 10
role as website owner, defining, 4, 	
	 8–13
RSS
    adding to site, 248
    as broadcast tool, 226
    CMS and, 160
    use of, vs. home pages, 73
Ruby, 178
S
Safari, fonts in, 79
Samsung, refrigerator with touch 	
	 screen, 	252
Santa Maria, Jason, and CSS, 134
scanning
    breaking text into sections and, 104
    front-loading content and, 103
    supporting, 103
scope creep
    avoiding during user testing, 119
    limiting, with brief, 44
scope of work, defined, 43
screen reader, 142
screen resolution
    analyzing with web statistics, 82
    as factor in scrolling, 82
    defined, 81
    examples of, 81
    legibility and, 82
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    user preferences, 81
    web design, effect on, 81
ScreenFlow, 153, 247
scrolling
    factors affecting, 82
    users’ increasing comfort with, 83
search
    as promotional tool, 15
    in CMS, 158
		  completeness, 158
		  customization, 159
		  freshness, 158
		  ranking, 158
		  scope, 158
		  speed, 158
    internal, analyzing, 218
    printing, 132
    results, and navigation, 101
search engines
    accessibility and, 136
    blacklisting, avoiding, 196
    JavaScript and, 143
    plug-ins and, 184
    problem with, 202
    ranking, guaranteed, 197
    unpredictability, 202
    use of, vs. home pages, 73
    working with, 196–204
search terms, limiting number, 200
search-engine optimization (SEO)
    as passive marketing technique, 202
    automatically submitting to Google, 	
		  197
    black-hat companies, 196
    black-hat techniques, 197
    content, duplicating, 197
    defined, 196
    doorway pages, 197
    guarantees, lack of, 202
    hidden text and links, 197
    keyword stuffing, 198
    link-exchange programs, 198
    search engine–only content, 197
    usability concerns, 202
search-engine ranking, improving, 	
	 199–201
section pages, purpose, 91

semantic web, 251
server-side code, 180
    ensuring compatibility with web 	
		  server, 185
server-side language
    choosing, 178
    defined, 177
shortcuts, and navigation, 101
Siegel, David, Creating Killer Web 	
	 Sites, 127
simplicity, importance of, 74
site map
    adding, to improve search-engine 	
		  ranking, 200
    defined, 96
    navigation and, 101
    terminology, 96
SitePoint, 193, 258
sleepers, defined, 231
social sites
    marketing and, 208, 209
    marketing guidelines, 209
    mistakes, admitting, 209
    profile, using, 209
    reputation, building, 209
    rules, following, 209
    self promotion, avoiding, 209
    value, contributing, 209
spam, and social sites, 209
speculative design
    defined, 53
    favoring superficiality, 53
    focus on client, 54
    paying for, 54
    reasons to never request, 53
    refused by successful agencies, 54
speed test, 31
SQL Sever, 177
stakeholder
    context, gaining through  
		  consultation with, 21
    defined, 9
    end user, more important, 9
    input, using to shape vision, 22
    interview, obtaining qualitative feed	
		  back with, 26
    meetings with, 23

        suggested discussion points, 23
    objections, identifying, 22
    perspective on priorities, 13
    spending time with, political benefit 	
		  of, 22
standards-based design, 134
statement of work, producing, 62
stationery, business, as marketing tool, 	
	 206
stickiness, 222
strategy document, example of, 21
structure
    developing 
        with card sorting. See card 
			   sorting
        with use case, 98
    mistakes in, 99–101
    naming, confusing, 99
    user-centric, 96–101
Stumbleupon.com, 231
style guide
    flexibility, 77
    mentioning, in brief, 47
success criteria
    as collaborative process, 24
    benefits of, 24
    communication, improving with, 24
    defined, 24
    discussing fulfillment of, 25
    for accessibility guidelines, 141
    goals, setting with, 24
    justifying investment with, 24
    performance against, 14
    relevance, 14
    unrealistic, 25
    unrealistic goals, avoiding, 24
summary, adding to article, 103
superficiality, favored by speculative 	
	 design, 53
support costs, reducing with user  
	 testing, 109
survey
    free, 28
    improving effectiveness of, 227
    online, advice on running, 27
    questions, keeping to a minimum, 	
		  27



 Index

I    270    I

T
table tag, abuse of, 127
tagging, and navigation, 101
target audience, 208
    changes in, 14
    focusing design on, 65
    including in brief, 46
    listing, 35
    others, 35
    personas and, 35
    primary, 35
    prioritizing, 34
    secondary, 35
    understanding, 34
tasks, clearly defining, with a brief, 44
team
    interviewing short list, 59
    making final selection, 58
    narrowing field, 56
    perfect, selecting, 56–61
technical specialists, engaging with, 6
technobabble
    asking developers to explain, 193
    dynamic page generation and, 177
    expanding vocabulary, 193
test points, identifying during  
	 development, 123
testing, design, 66
text, hard-to-read, 144
three-click rule, 100
time scale, compromise regarding, 12
title attribute, 142
tone, consistent, 12
toolbars
    as factor in scrolling, 83
    fold and, examples of, 84
traffic analysis, 29
training
    accompanying with video tutorials, 	
		  153
    cost of, with CMS, 152
trends, emerging. See emerging trends
TV, environmental factors, 253
Twitter, and viral marketing, 211
Twittervision, 249
Typepad, 165
Typetester, 79
typography, on the web, 78

U
Upcoming, 248, 257
updates, faster, with CMS, 151
uptime guarantee, 189
URL
    friendly, and CMS, 168
    short, using, to improve  
		  search-engine ranking, 200
usability, 4
    profit and loss of, 108–9
    testing design for, 111
usability report, content of, 121
usability script, 116
    example of, 117
use case
    defined, 98
    example of, 98
    using to structure content, 98
user feedback, responding to, 15
user satisfaction, increasing with user 	
	 testing, 108
user testing
    ad hoc, 123
    accessibility and, 114
    benefits, 108
    comments on aesthetics and, 119
    cost of, minimizing, 114
    cubicle testing, 110
    determining when to test, 111
    during site construction, 112
    efficiency, increasing with, 109
    facilitator, 115
        characteristics, 116
        responsibilities, 116
    importance of testing often, 110
    lightweight, 108, 115
    multiple rounds, 113
    ongoing, 112
    perceived losses, 108
    post-launch, planning, 123
    prelaunch, 112
    preparing for, 114
    principles, 114
    problems
        detecting quickly with, 109
        fixing after, 119–22
    profit and loss of, 108–9
    putting users at ease, 117

    qualitative feedback, obtaining 	
		  with, 26
    recruiting for, 113
    results
        prioritizing, 121
        reporting, 121
    schedule, 115
    session, effective, 114–19
    size of group, 112
    suggestions for new content and, 	
		  119
    support costs, reducing with, 109
    test environment, 115
    testing little but often, 110–12
    usability script, 116
        example of, 117
    user expectations, 118
    user satisfaction, increasing with, 	
		  109
users
    abandoning site, 31
    asking “why?”, 67
    creating dialogue with, 228
    departure page, 30
    desire to 
        associate, 237
        express, 238
        impress, 238
        leave, reducing, 92
        reciprocate, 238
    disabled
        accessibility and, 136
        user testing and, 145
    dislike of reading online, 90, 103
    dropout history, 216
    environment, 253
    expectations, during testing, 118
    feedback, analyzing, 227
    goals of, and use cases, 98
    making into contributors, 239
    managing, in CMS, 160
    mental models, understanding via 	
		  card sorting, 97
    overwhelming with options, 100
    putting at ease, during testing, 117
    repeat, 222
        vs. first-time, 29
    site activity, analyzing, 29
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    unique
        counting, 214
        number of, 29
        origin of, 29
    viral marketing and, 212
UserVoice, 227
Ustream, 247
V
Vanilla forum, 164
Vaynerchuk, Gary, example of  
	 podcasting, 225
versioning, in CMS, 161
video demonstrations, 247
video streaming, 247
video testimonials, 247
video tutorial
    as accompaniment to training, 153
    tools to create, 153
Vimeo, 183, 246
viral marketing, 211–13
    case study, Dexter, 213
    difficulty targeting audience, 211
    following up, 213
    quality of traffic, 211
    tips, 212
    users’ lack of interest in site, 211
visibility tracker, online, 31
    as quantitative analysis tool, 27
Visio, creating wireframe with, 112
vision
    core, 9
    developing within broader context, 	
		  20
    establishing, 9
    maintaining, 10
    roadmap, 9
    shaping, 9
visionary, website owner as, 9
visitors. See users
voice, knowing, 231
W
web
    benefits of, evangelizing, 11
    functionality, understanding, 
		  173–80
Web 2.0
    community-led focus and, 179
    design aesthetic, 179

    meanings, 178
    open data and, 179
web agency
    considering geography of, 56
    evidence of best practice, 59
    examining websites, 57
    field, narrowing, 56
    final selection, making, 58
    how many to send brief to, 57
    interview
        participants, 60
        sample format, 59
    perfect, selecting, 56–61
    proposals, assessing, 58
    references
        talking with, 60
        topics of discussion, 61
    short list, interviewing, 59
    successful, 56
    track record, 59
    understanding 
        of brief, 59
        of sector, 59
    use of innovation, 59
    value for money, 59
    word-of-mouth recommendations, 	
		  56
    working relationship with, 60
Web Content Accessibility Guidelines 	
	 2.0 (WCAG 2), 139
    success criteria, 141
web design
    big picture, focusing on, 4
    information overload, 3
    pillars of, 4
web log, gauging content popularity 	
	 and, 95
web log analyzer, as quantitative 	
	 analysis tool, 26
web page
    basics of building, 177–78
    downloading
    dynamic generation, 177
    issues, 174
    process, 174
    size, and download speed, 176
Web Page Analyzer, 30
web project

    brief, writing, 43
    defining, 43
    kickoff meeting, 62
    objectives, 20
web server
    defined, 174
    ensuring compatibility with code, 	
		  185
    sharing, 187
web services, 248–49
    building, 250
    danger of, 249
    functionality, creating with, 249
Web Standards Project, 130
web team
    internal, vs. outsourcing, 42
    meeting with, 277
WebPosition, 198
WebSideStory Inc., 222
website
    accessibility. See accessibility
    advertising, supporting with, 207
    aesthetics, 5
    analyzing, 26–31
    built, improving, 199
    caching, avoiding, 181
    checking on multiple browsers, 30
    code, standard of, 50
    colors, 79
    connectivity issues, diagnosing, 175
    content
        context of. See context
        improving, 200
    context, layers of, 20   
	 continual development, embracing, 	
		  243
    costs, reducing via community, 223
    design
        cultural considerations, 67
        effect of resolution, 81
        subjective, 65–71
        viewing on multiple computers, 	
			   84
    desire to leave, reducing, 92
    development, 6
    download speed, 176
    ease of use, 4
    elements, confusing names for, 99
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    existing, testing, 111
    feedback 
        asking for, 27
        mechanisms, 27
    fold. See fold
    fonts, 78–79
    helping stakeholders achieve  
		  objectives, 22
    hierarchy
        clear, 200
        terminology, 96
    home page. See home page
    hosting. See hosting
    killer content, 6, 90–104
    layout, challenges of, 80–86
    logo location, 77
    looking at with fresh eyes, 277
    looking beyond, 249
    making intuitive, 96
    marketing. See marketing
    objectives, 20
        focusing on, 6
    options, overwhelming, 100
    page width. See page width
	 pages
        customizing, with CSS, 134
        purpose, 91
    performance, judging, 29
    personas, creating for, 35
    printing, problems with, 130, 132
    problems
        fixing after user testing, 119–22
        judging seriousness of, 28
        level of difficulty to fix, 28
    promoting, 15
    redesign model, 244
    refining, 14
    RSS feeds, adding, 248
    SEO. See search-engine 
		  optimization (SEO)
    site map, 96
    speed test, 31
    statistics, tracking, 219
    stickiness, 222
    structure. See structure
    submitting, to improve  
		  search-engine ranking, 200

    target audience, 208
        prioritizing, 34
        understanding, 34
    testing, in multiple browsers, 181
    text links, using, to improve  
		  search-engine ranking, 200
    third-party functionality, adding, 	
		  248–49
    throw-away mentality, 243
    traffic analysis, 29
    users’ inability to see, 174
    voice, knowing, 231
    vs. desktop application, 255
    widgets, adding, 248
    wish list, refining, 39
website management
    as cycle of planning, building, and 	
		  growing, 14
    dedicating time for, 16
    information overload, 3
    Principle 1, balance conflicting  
		  priorities, 4–7
    Principle 2, define your role, 8–13
    Principle 3, plan for the future, 	
		  13–15
    principles of responsibility, 8–13
website owner
    as advocate, 10
    as content guardian, 11
    as evangelist, 10
    as long-term commitment, 13
    as project coordinator, 12
    as referee, 12
    as visionary, 9
    broad overview, importance of, 70
    content, reviewing, 12
    generalist vs. specialist, 3
    job description, 8
    manual, missing, 3–4
    “need to know” mentality, 4
    offensive vs. defensive role, 10
    relationship with design agency, 245
    role as, defining, 4
    role of, formalizing, 16
    role, vs. that of designer, 70
    site objectives, focusing on, 6
    training, lack of, 3

White, E.B, The Elements of Style, 93
Widgetbox, 248
widgets
    adding to site, 248
    defined, 248
Wii, browser for, 253
Wikipedia, user-generated content, 	
	 229
Wiltshire Farm Foods, user  
	 testing case study, 120
Windows Media, 184
wireframe
    creating with CMS, 112
    defined, 111
    testing against, 111
    tools to create, 112
wish list, avoiding writing, 54
word of mouth, as marketing tool, 207
Wordpress, 165
    as example of WYSIWYG editor, 	
		  157
    support for multiple websites, 161
World Wide Web Consortium (W3C), 	
	 129
	 accessibility guidelines, 138–40
World Wide Web, history, 126
X
XStandard, 146
Y
Yahoo!
    graded support for browsers, 181, 	
		  182
    home page, vs. Google, 74
Yahoo! Music, as example of requiring 
specific browser, 128
YourCompetition.com, 33
YouTube, 183, 246
    publishing to, 247
    user-generated content, 229
    viral marketing and, 211
Z
Zeldman, Jeffrey, Designing with Web 	
	 Standards, 129




