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E-government and non-English speaker participation

» E-government: the utilization of
information and communication
technologies for delivering
government information and
services

= How can we encourage more
non-English speakers to
participate in the 2020 Census
via the Web?

= Barriers to accessing electronic
government information &

services




Hidden barriers to engaging electronic government

resources and services

. Section 508 compliance emphasizes the & 5 'E_I;-8
functional compatibility of E-government ;; (-
for disabled populations 3 e
o o 55
- Executive Order 13166 (2000) requires c. -
“meaningful” access to government F CAG

services for limited English proficient
individuals

= Implicit assumption about users: being
fluent English speaker with above
average literacy



Hidden barriers to engaging electronic government

resources and services

» Hidden cognitive and language barriers (zarcadoolas, Bianco, Boyer,

& Pleasant, 2002, Niehaves, 2011, Gallant, Irizarry, Boone, & Ruiz-Gordon, 2010: Neuhauser, Rothschild, &
Rodriguez, 2007; Selden & Orenstein 2011)

— Users

- Low native language literacy: reading or writing ability in native language

— Limited source language (English) proficiency: speak or read limited
English

— Web sites

- Navigational usability

— English content readability

— Non-English content availability



Research questions and objective

= A case study using mockup Census Bureau website
screens.

— How do language barriers interact with usability and
accessibility on draft Census Bureau landing page
screens?

- How do language barriers influence non-English
speakers’ engagement with a government website of
this type?

— What kinds of visual cues will help users engage with a
government website of this type?



Data and method

» 45 in-depth usability/cognitive interviews with
Asian men and women
— April & May 2015.
— lllinois, North Carolina, California, DC/Maryland.
— 15 interviews each in Chinese, Korean & Vietnamese.

» Respondent profile
— Native language reading literacy “very well” or “well”.

- Limited English speaking & reading proficiency “not
well” or “not at all”, except 3 bilingual participants.

— Did not screen for internet proficiency



Testing procedures and materials

1. Advanced letter envelope with URL
2. Reminder post card with URL

3. Questionnaire home page with URLs in English and
target languages

4. Target language questionnaire home page with URLs
and security statement

5. Internet landing page with drop-down menu in English
and tabs in target languages
= Condition 1: One of the tabs shown in the target language
= Condition 2: None of the tabs shown in the target language
All mockup materials shown on paper, not live Census Bureau
websites.



Initial reaction to government web address

Espaiiol:
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UNITED STATES DEPARTMENT OF COMMERCE

f’«”‘g!h\ Economics and Statistics Administration
. - . U.5. Census Burean
Aprll 1, 2015 :&a@} Washington, DT 202990004
*

**** OFFIGE OF THE DIRECTOR

You are required by law to respond to the 2015 Census Test. You can go online or call.

https://respond.cesus.gov/censustest
1-800-555-6892

Segun las leyes vigentes, usted esta obligado a responder a la prueba del censo de 2015.
Puede hacerlo en internat o llamar por teléfono.
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CornacHo 3aKoHy Bul 06A3aHbI NDMHATL Y4aCcTHE B TECTMPOBaHMM NEPENMCH HAaCeNEHHA
2015 1. 3TO MOMHO CARNATE HA CAATE WKW No TenedoHy.
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Language of

« Expect to see mainly
English on the site

« Lack of computer and
web experience and
English proficiency may
discourage people from
accessing the website

Expected to see:

respondents English English & Target Language  Target Language

Chinese 5
Korean 9

Vietnamese 6
Total 20

3 1
4 2
3 6
10 9



Engagement with URLs in non-English languages

L] AN OFFICIAL WEBSITE OF THE UNITED STATES GOVERNMENT

CUmted States™

ensus 2015 Census Test

Welcome to the 2015 Census Test.

You will need the materials we mailed to you in order to start. All the information that you provide will
remain confidential.

Begin the 2015 Census Test
Para completer en espafiol, haga clic aqui

20154F A\ I #5145 2015 QI+ A~ AJR T A

Théng ké Dan s8 Thir nghiém Qudc gia 2015 Tectuposanre HALMOHAJIBHOWM NEPENMCU HACE/IEHMA 2015 roaa

** WARNING **

You have accessed a UNITED STATES GOVERNMENT computer. Use of this computer without authorization or for purposes for which
authorization has not been extended is a violation of Federal law and can be punished with fines or imprisonment (PUBLIC LAW 99-474). System
usage may be monitored, recorded, and subject to audit. Any information you enter into this system may be used by the Census Bureau for
statistical purposes, including but not limited to improving the efficiency of our data collection programs. For information regarding the use of
this system, and how your privacy is protected, visit our online privacy webpage at http://www.census.gov/privacy/privacy_policy/. Use of this
system indicates consent to the collection, monitoring, recording, and use of information provided inside this system.

OMB No.: 0607-0981 Approval Expires: 3/31/2016 : Accessibility Privacy Security

Clicking on URLs in
non-English languages
Clicking on English
URLs

Some
understanding

Placement of URLs

Language of Clicked on:

respondents English Target Language

Chinese 1 10
Korean 2 13
Viethamese 7 8
Total 10 31



Content m|ght be overwhelmmg regardless of design

'WEBSITE OF THE UNITED STATES GOVERNMENT

United States”

Census 2015 Census Test
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Korean

IWR: At this page, where would
you want to click?

R: One by one in a row. Because
this is in Korean, | would like to
click every title that draws my

interest, and read everything.

IWR: If you want to see the next screen, where would you click?

R: On this [top] side, you see this arrow [arrow-shape cursor on the side menu]. |

would press it all the way down to continue reading it.

IWR: What if you decided to click some text or wording?

R: | see “Begin the Pilot Survey” [in Korean] here in this menu. | think | would click it.

Mock-up design, not the actual Census Test website



Critical roles of tabs and drop-down menu

U.S. Department of Commerce | Blogs | Index A-Z | Glossary | FAQs

Q Search »

CUn':ted States”
ensy& Topics Geography Library Data

Fopulation, Economy Maps, Geographic Data Inlographic'p. Publications Tools, Developers

Newsroom
News, Events, Blogs

About the Bureau
Research, Surveys

2015 Census Tests Espafol LR 3t=20 tiéng Viet  Pycckuit  Language Options:

R: | would [pointed to the
. . U.S. Department of Commerce | Blogs | Index A-Z | Glossary | FAQs
Chinese tab] click the - — .
- ﬂyé Topics Geography Library Data About the Bureau Newsroom
| a n g u ag e ta b ¢ K ( C h I n e S e) Population, Economy Mape, Geographic Data Infographics, Publications Tools, Developers Research, Surveys News, Events, Blogs
to find more information
b | d tand Chi ’:’“:TT!S: o T 2015 Census Tests
ecau Se u n e rS an I n ese The U.S. Census Bureau is researching modern and cdst-efficient methods for

vannah Area Ti i
Savamah Alea et Site the population to exercise its civic obligation to be counted in the 2020
Census. Whether through the Internet, telephone or traditional paper

. .
I ‘ . Address Validation Test
I W . D Id yo u n Ot I Ce th at th e re questionnaires, the Census Bureau is committed to making the mandatory
National Content Test once-a-decade headcount quick, easy and safe for all to participate. There are

are some language labels?
What do you think they are
for?
R: to let people select what [the
languages] they need to _
understand the website g i

Operations, results from the 2044 Census Test, 2015 testing status and
testing planned for 2016

ID# 61007 Mock-up design, not the actual Census Test website

2015 Census Tests Espafiol  #3  #=0|  {iéng Viét Pycckuii | Language Opions:

News Maricopa Site Savannah Site 2015 Census FAQs

Test Census Starts Next Week in Savannah Area

February 19, 2015

The Census Bureau will begin the 2015 Census Test in the Savannah,
Ga., area on Feb. 23 by allowing residents to register for the upcoming
test




Critical roles of tabs and drop-down menu

United States"

Census

Bureau

Topics
Fopulation, Economy

Geography
Maps, Geographic Data

/
2015 Census Tests

Library

rnfugraphic:s. Publications

U.S. Department of Cammerce | Blogs | Index A-Z | Glassary | FAQs

About the Bureau
Research, Surveys

Newsroom

Tools, Developers News, Events, Blogs

Espafiol sh=20] tiéng Viét Pycckuii Language Options: -
U.S. Department of Commerce | Blogs | Index A-Z | Glossary | FAQs
- 23 participants assigned s
— BTty Topics Geography Library Data About the Bureau Newsroom

« Tabs noticed even when in a
language not spoken by R.

+ Most would click on drop-
down menu to explore (14)

« Few tried using search
function or clicking elsewhere
to proceed

« All but one understood the
purpose of the tabs (in both
conditions)

Population, Economy

2015 Census Tests

Maps, Geographic Data Infographics, Publications Tools, Developers Research, Surveys Hews, Events, Blogs

Language Options: -

Espafiol sl tiéng Vit Pycckuii

About these Tests
Maricopa Test Site
Savannah Area Test Site
Address Validation Test

National Content Test

The Census Bureau is conducting tests in 2015 that could significantly
improve the upcoming 2020 Census.

2015 Census Tests

The U.S. Census Bureau is researching modern and cost-efiicient methods for
the population to exercise its civic obligation to be counted in the 2020
Census. Whether through the Internet, telephone or traditional paper
questionnaires, the Census Bureau is committed to making the mandatory
once-a-decade headcount quick, easy and safe for all to participate. There are
a number of tests planned for 2015 each with different goals and objectives

2015 Census Test

Latest
News Maricopa Site Savannah Site 2015 Census FAQs
2015 Consus Test Test Census Starts Next Week in Savannah Area
Februsry 19, 2015
The Census Bureau will begin the 2015 Census Test in the Savannah,
Savamash Ga., area on Feb. 23 by allowing residents to register for the upcoming
test
United States 2020 Census Quarterly Program Management Review Webcast
Census Janusry 05, 2015
2020 The review will focus on development of 2020 Census Concept of
Operations, results from the 2014 Census Test, 2015 testing status and
testing planned for 2016.

Mock-up design, not the actual Census Test website



Critical roles of tabs and drop-down menu

U.S. Department of Commerce | Blogs | Index A-Z | Glessary | FACs

« Web experience
seems to be
positively related to

IR the understanding of
About these Tests im;rn:entshuesupirj:'u?nls;00;[]L(IZC::-unsgu;e,Sts in that could significantly 201 5 Census TEStS the Visual Cues Of

Maricopa Test Site

United States"

Census

Bureay

Topics Geography Library | Data About the Bureau ﬂewsmom
Population, Economy Maps, Geographic Data Infugraphic:s. Publications Tools, Developers Research, Sur-, . ne =, 2Tnag

Language Options:

2015 Census Tests Espafiol  3t=0f tiéng Viét Pycckuii

The U.S. Census Bureau is researching modern and cast-efficient methods for Fw * 1

S h Area Test Sit : il iyl -
sl S the population to exercise its civic obligation to be counted in the 2020 the d rop_d own
Address Validation Test  Census. Whether through the Internet, telephone or traditional paper
g questionnaires, the Census Bureau is committed to making the mandatory
National Content Test once-a-decade headcount quick, easy and safe for all to participate. There are men u

a number of tests planned for 2015 each with different goals and objectives.

2015 Census Test

Latest

» R said she saw an arrow, so she thought there would be choices for her to
choose. (ID#64004)

» R :“l'think | would see the map below. This downward arrow is to see map
below.” (ID#63007)

» R said she might be curious and casually click to see “what is in the drop-down
menu.” However, she also said she probably would not want to click on the
menu since she suspects there could still be English materials in the menu.
(ID#65003)

Mock-up design, not the actual Census Test website



Discussion

= The readability of content needs improvement in all
languages for lower literacy users

« Usabillity and accessibility can be improved by integrating
non-English language translations into the functional
features

= Beyond physical disabllities, native language literacy,

limited English proficiency, and web experience may
pose additional barriers to engaging with e-government
services, even if the translated materials are available
and accessible online via “one click”



Design implications for usability and accessibility

Increase content readability in non-English languages
Tabs provide great visual cues

Placement of drop-down menu should stand out
Tabs + drop-down menu = more effective visual cues

Advanced techniques to detect language settings on
respondents’ devices
— Impossible to have tabs in all non-English languages
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