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1. Committee Summary

The following is a summary report based on a recent CCTV member survey on their response to http://cctvcambridge.org. The Membership, Advocacy and Outreach Committee at CCTV conducted this survey over two-month period in 2007.  The purpose of the survey was to (1) provide recommendations towards the future website re-design and (2) be used towards focusing the committee’s outreach efforts for 2008. The process involved both web- (Surveymonkey.com) and paper-based surveys.  Out of the 99 participants involved, 2/3 responded via the web and 1/3 on paper. 
From our survey, the committee found the following as the most significant findings:

· 51% of respondents go to CCTV’s site to look at Classes

· 37% of respondents go to CCTV’s site to look at News & Announcements

· 33% of respondents go to CCTV’s site to look at Hours & General Organizational Info
These results tell us that more emphasis should be paid to these sections in considering the information design of the new website.  The committee recommends that these pages be considered as “portals” to other important information on the website.  More information and recommendations on these and other topics are discussed in further detail below and in the conclusion of the report.

2. Site Navigation and Layout

A. Context & General Issues

Considering survey respondent data is important, but it is good to keep in mind that the responses may not take in to account the specific functionality that CCTV needs to pursue its mission on the web. Responses are a complement to, and can modify, the goals set for the site by the Board and Staff, but those goals will be the guiding force for the redesign. 

It is generally agreed upon that two central goals for the redesign are (1) to build a much-needed source of Cambridge news and information, and (2) to further develop the interactive potential of the site, possibly including the ability for users to post their own rich media and discuss it with each other.

Many survey respondents responded positively to the current website’s layout and navigation. An approximately equal number were critical. The suggestions for improvement are generally fairly specific and will be gathered in list form for consideration. The update to the website should attempt to optimize its aesthetic appeal and ease of navigation to please the widest number of users.

B. Relevant Survey Results and Analysis

Who are these people, anyway? What do they know about website navigation and layout?

The committee found that the respondents were generally web-savvy and already involved at CCTV:

Web-savvy
· 87% of respondents use the Internet at least once a day

· 27% of respondents reported having a blog

· 41% of respondents said they currently post media online

Familiarity with CCTV  

· 85% reported being current CCTV members  

· 69% reported taking a class at CCTV  

· 29% reported producing a show at CCTV

Familiarity with site

· 73% of respondents had used the CCTV website

· 64% of respondents get info about the station from the CCTV website

Summary

· The vast majority of responses were “well-informed”, in terms of frequent Internet use, CCTV involvement, and familiarity with the website. They are valuable for that reason.

· On the flip side, they do not fully represent the public at-large, which is less web-savvy and may not be familiar with CCTV.

· Many are already comfortable producing online media, good news if we hope to get more people producing content on CCTV’s site.

C. Reactions to Appearance, Navigation and Layout

Open-ended responses show widely different opinions

Reactions to the layout and design of the current site came through an open-response question and were mixed. Respondents were asked:

1. “What do you like most about the site?”

2. “What could we improve?”

There were as many negative responses regarding navigation and layout as there were positive ones. Ease of navigation appears to be surprisingly subjective.

Some comments by those who felt positively about the look and organization of the site were:

· “Navigation is straight forward”

· “Cool, snazzy look”

· “Pretty easy to navigate”

· “It’s user friendly, easy to navigate, and it’s pretty”

· “Friendly, welcoming”

· “Visually appealing”

Some comments by those who felt that the organization of the site could be improved were:

· “info overload”

· “incoherent with print materials. No ‘identity’”

· “navigation can be a little confusing”

· “doesn’t lead you through the site”

· “the site is chaotic”

· “it is a bit disorganized”

Here is one of the more articulate critiques, in its entirety-

“I find that, when I look at the CCTV homepage, I'm looking for something that says (not in words, but in how the page is structured): ‘This is who we are. This is what we offer.  Check out our channels, blogs, and other items of note.’ I'm often not sure what I should be focusing on.”

This respondent underlines what might seem obvious but is worth emphasizing: the layout of the front page is (intentionally or not) a statement about CCTV’s identity and priorities. In addition, the layout and design need to “tell” the visitor what to focus on. 

Summary

· There were positive reactions to the “look” of the site

· “Ease of navigation” is very subjective, there were a roughly equal number of positive and negative responses
· Addressing criticisms will not necessarily disappoint those who had positive responses; not a zero-sum game
D. Section Popularity

Popular sections of the site and how that info can inform site design

As mentioned above, the top three sections visited by respondents: 

· 51% of respondents go to CCTV’s site to look at Classes

· 37% of respondents go to CCTV’s site to look at News & Announcements

· 33% of respondents go to CCTV’s site to look at Hours & General Organizational Info

As mentioned above, the Classes section of the site was by far the most popular among survey respondents. It would be interesting to compare these responses with data from Google analytics. 

This information (and future Google analytics reports) can be used productively by applying a kind of “intra-site” advertising model whereby other site sections or initiatives can be presented through a tie-in to popular site areas, such as the Classes page. Some tie-ins that come to mind for the Classes page include: production groups/opportunities, blogging/CJ, and videos produced by previous classes.

“To watch videos” ranked as the 4th most popular reason to go to the CCTV site, and in addition, a number of people also mentioned videos in their responses to the “What do you like most about the site?” question. 

The rankings of various sections of the site in terms of popularity raises the question of whether the current sections on the site should be featured/emphasized equally on the site in terms of placement and space. It isn’t a given that each CCTV “department” should be featured equally on the site in a one-to-one correlation. The decision about what to feature and how prominently shouldn’t be driven solely by apparent popularity, CCTV mission-based goals should determine those questions. However, popularity and apparent utility should be considered.

In retrospect, it would have been useful to ask the question- “Are you a repeat visitor to cctvcambridge.org?” Even without this data, based on the high level of familiarity with CCTV (85% reported being current members), and the website (73% had visited), that the majority of respondents display, it’s safe to assume that many are repeat visitors to the site. This could be a partial explanation for the relatively low rankings of the Production & Equipment (14%) and Membership pages (9%), for example, as they present largely static information that returning visitors would already know.

Summary

· “Classes” section of site by far the most popular among respondents

· “Intra-site advertising” - can publicize other sections or initiatives on most popular pages

· Unpopular site sections begs question- Do we need ‘em? No inherent reason to correlate CCTV “departments” with site sections, or to weight equally
· Results influenced by respondents’ familiarity with CCTV and basic org. info
3. User-Generated Content

Results encourage moving in the direction of developing site with more news & info

UG content

The focus of this section pertains to user-generated content. This includes blogs, video and other multimedia use on the CCTV website.  The following highlights some of the sections’s key findings.

A. Context & General Issues

In this new age of participatory media, Cambridge Community Television has the potential of taking user-generated content above and beyond by embracing its role as a public access center grounded in ideals of free speech for all. If CCTV’s website is truly in synergy with its channels, then “the voice and vision of Cambridge” will be promoted on the site to the same extent that it is on the channels. 

At a time when most public access centers are committed almost entirely to television programming, CCTV has been a leader in expanding its web presence and taking strides toward the implementation of a dynamic online media portal. This means navigating away from the front page of the website brings users not only the opportunity to see a live webstream and several videos from cablecast re-formatted for the web, but also original, web-intended video content, images and text entries that are part of an ever-growing selection of easy-to-upload content available to web producers.

Since the website survey was administered, this pool of content has expanded to include audio (useful for Cambridge Community Radio producers), which is only of many Drupal modules available if we choose to install them. As the new website is formed, we are looking to figure out how best to re-shape this system of user-generated content.

B. Findings

Blog-ability

· 27% of respondents reported having a blog

· 10% of respondents go to CCTV’s site go to read or create blogs

A significant number of respondents are blogging and/or posting media online. The gap between the number who reported have a blog and the number who reported using CCTV’s site to read or create blogs presents an opportunity to convert non-CCTV bloggers to CCTV content generators. 

Twenty-seven percent of respondents said they have a blog, while 71% said they do not. Forty-one percent of respondents said they post media online, while 56% said they do not. A staggering ninety percent of respondents said they use the Internet at least everyday, and 73% have used CCTV’s website. This means there is a significant group of people who use the Internet regularly, have a blog and post media, and either do not use CCTV’s site for their blogging and media-posting needs (most cases, obviously) or do not use CCTV’s site at all. Digital divide issues are also evident even though it’s only a small group of people (<10%) who don’t use the Internet daily; additionally, based on some blog sites people listed, there is a group of people who may not know the definition of the word “blog.”

On the open-ended responses, blogs were mentioned four times in total. Three responses to the question “What do you like most about the site?” involved posting to or reading the user’s own blog, while one response mentioned “blogs” in general, which might mean producing or consuming blogs. 

On the question “What could be improved about the site?” one user noted his/her desire to have more control over blog management, specifically uploading images (changing their size and upload more than one to a particular entry). This response, however, pertains to site layout rather than quantity or quality of blogs themselves.

Ten respondents selected reading or creating blogs as a reason they use CCTV’s website. Three listed CCTV as a website where they blog, which could mean the other seven are only reading and not producing blogs.

Good Vids

· 27% of respondents went to the site to watch videos

· A number mentioned videos as something they like most about the site

People like the videos and if the interface were more user-friendly, it’s likely that videos would be more of a draw for the site. The only UG videos at the moment are from the NeighborMedia participants, but CCTV should explore the possibility of UG video online.
In terms of media-related responses, there were several: people said they liked videos on the site, the web-stream and the media map. Twenty-seven respondents said a reason they go to the site is to watch videos. No responses denoted a desire to produce video for the site, however; it seemed like people just want more stuff to watch, so one could conclude that the more users generating content, the more opportunities for users to view content.

Summary
· A significant number of respondents already blog, but far fewer do it on CCTV’s site

· For that group, no real learning curve but how hard to convert or get them to cross-post?

None of the responses led the committee to believe that more blogs would be necessarily better. The number of people who go to the website for blogs is one of the lowest numbers of any category. More video, however, is a different story. The number of people who go to the site for video is more than triple the number who want to read or create blogs. So, we are definitely not concluding there is not a need for more user-generated content.

Based on the number of people who use CCTV’s blogs, the number of open-ended responses about blogging becomes somewhat more significant. These people clearly enjoy the blog function and would like to see it improved. This leads me to believe that if the blogging atmosphere on CCTV’s site were more user-friendly, more people might take advantage of it.

Since this survey was administered, another big development at cctvcambridge.org has been the commencement of the NeighborMedia program. These citizen journalists are regularly creating content on the site, and it is clear that some who are more web and HTML-savvy are more inclined to figure out the intricacies of the CCTV blog and churn out content. From their perspective, and from the perspective of the survey respondent who could not figure out how to resize images or add more than one image to a blog entry, the blogging function on the site needs to be more user-friendly.

There is also always the possibility that people don’t think of CCTV’s website as a place to blog, and the low number of blog users means that they simply don’t know about the blog function or don’t see a reason to use it. The blogging capability could either be: (a)  more effectively promoted in computerCentral and around the station, (b) more prominently displayed on the main page of the site, and/or (c) branded in such a way that community members feel a need to use it. For example, we can look at the results of the question “What other Cambridge organizations are you involved with?” to conclude that many survey respondents could potentially have the need for a community forum in which to blog about their organizations, and if the website was laid out in such a way that they could do it with relative ease, then perhaps they would.

3. Cambridge News and Information

Results encourage moving in the direction of developing site with more news & info

A. Context & General Issues
According to the survey the website, email newsletter, and the station itself are the three main sources of news and information for members.

The comment section weighed heavier in praises than gripes.  When referencing the website with the suggestions the committee felt that many of the issues have been addressed as far as content and organization. The Citizen Journalism piece on the homepage is a good example of this.  The two most constructive plausible suggestions were for a broader based calendar that includes “…everything else besides classes - like production group meetings, maybe studio shoots, all he other non-class related items - board meetings, MAC meetings, etc." and, “a good electronic bulletin board for neighborhood residents- FOR SALE, RIDE WANTED etc. for Area 4, C'port and Riverside".

B. Findings

Where do you get your CCTV info?

· (56) At the station 

· (63) CCTV website 

· (46) Email Newsletter

· (25) Print newsletter

· (34) Other

Where do you get your Cambridge news & info?

· (50) CCTV

· (37) Chronicle/TAB

· (33) Metro

· (23) Cambridgema.gov

· (10) Globe/Boston.com*

· (30) Other

Summary

· CCTV was the most popular source for Cambridge news & info among those surveyed; there is an existing audience to bring to expanded news & info section on website

One surprising result from the survey was that, as a source of Cambridge news and information, CCTV outranked all other responses. This is certainly due to some degree to the (self)-selection bias of the group of survey-takers, who display a strong CCTV affiliation, but is still significant. As we consider how to position CCTV as a primary source for Cambridge news and information, we can be confident that there is already a significant audience in place.

4. Conclusion and Recommendations
Based on the summaries above, the committee recommends the following as key steps to consider moving forward:

1. Develop plan for a more dynamic site with more UG content and local news & info

This is the biggie, not really addressed in survey.

2. Do inventory of existing models with advantages and drawbacks

Sites to start with:

· http://www.denveropenmedia.org/
· http://current.com/
· http://home.wickedlocal.com/
· http://vocalo.org/
· http://www.elpais.com/yoperiodista/
· http://www.radioopensource.org/
· http://www.prx.org/
· http://h2otown.info/
3. Compare and decide what new site should do/include

Some suggestions:

· More emphasis on user profiles, social aspect

· Encourage more discussion via organizing media around themes with related commenting, blogging, etc.

· Allow as much UG content as possible, including cross-posting

· Visual tagging system to distinguish types of video content (CCTV, UG online only, etc)?

· Try to integrate online content with actual station activity and channels as much as possible

· I haven’t decided yet how I think the different functions of the site should be divided up in terms of site architecture.

4. General design recommendations in no particular order

· CCTV should more deliberately structure the front page (and the rest of the site) to reflect its mission and priorities

· Multiple, prioritized content containers/boxes

· More prominently feature web “channels”

· Easy subscriptions via RSS feeds with buttons

· Cleaner/sleeker

· More (tastefully applied) color! The site’s color scheme is cold

· Less text up front, more image

5. Respond to Member Involvement in Community Orgs

· 51% of respondents reported being involved in other Cambridge organizations

It is likely there would be interest in having web space for information, newsletters, etc. regarding community organizations, and perhaps these organizations could also create new content via blogs or, potentially, videos.
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