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Website Questionnaire

This questionnaire is designed to gather information every web team needs to consider. We realize this questionnaire is quite a bit to ask of you up front.  Please plan to spend at least 2 hours working through the questionnaire. This is a wonderful activity for web teams to complete together.
If you are a client of Normal Modes, this questionnaire will facilitate our work. We can work together on any questions that cannot be answered right now. All answers remain confidential. Please write “N/A” if a question is not applicable. When you’re finished, email the document to angela@normalmodes.com.
If you are not one of our clients, you are welcome to use this questionnaire as a guideline for evaluating your website endeavors. We hope that if you need assistance reaching your online goals, you’ll keep Normal Modes in mind.

About Normal Modes (normalmodes.com)
Normal Modes helps businesses increase revenues and reduce costs by simplifying their interactions with customers over the internet. Simple, easy-to-follow business processes increase conversion rates, lower support costs, and enhance brand image. We use the latest techniques in user experience strategy, including eye-tracking heatmap analysis, to identify "blind spots" and bottlenecks that lead to customer confusion. Please visit us at normalmodes.com to learn how we can help you create a good user experience. At Normal Modes, we believe good business is a good user experience.

· 
About You & Your Company

Today’s Date:

Your name, company, & contact information:
Mailing address:

Normal Modes uses Basecamp, a project management product by the folks at 37 Signals.  What are the names and email addresses of your team members that we should include in our conversations?  (Each person is set up with his or her own account.)

What’s your organization’s logo, tagline, and/or mission statement:


Which best describes your organization:

· [     ]   Fortune 500 corporation

· [     ]   Nonprofit organization

· [     ]   Educational institution

· [     ]   Mid size company
· [     ]   Small business/StartUp (less than 50 employees)

· [     ]   An individual with a site/idea
· [     ]   Other (please explain)

How many people are in your organization?
Tell us about your web team.  Are there Visual designers?  Developers?  Front-end developers?  Full-time or part-time?  Contract or permanent?
Are you working within a specified time frame? If the project will launch in phases, list proposed milestones and dates.
What motivated you to contact us?

How did you hear about Normal Modes? (check all that apply):

· [     ]   Friend or colleague. Who?
· [     ]   I know someone at Normal Modes.
· [     ]   Search engine. Which?
· [     ]   I never knew of Normal Modes before now.

· [     ]   Other?

About the Website

Basic Information

What’s the website URL? 

Who is the site’s registrar? Is the listed information up-to-date? If this is a new website, has the site been registered and the domain name secured?
When did the website originally launch?

· Has the website been redesigned since then?  If yes, please provide dates and an overview of the changes, especially if the redesign was motivated by a technology change or upgrade.
Are you presently undergoing, or considering, a website redesign?  If so, explain the project, expected deliverables and dates, as well as what motivated the redesign. 

How many (estimated) pages are on your website?
Do you have a sitemap?  If so, please paste it here.

Do you have a style guide?  Is it current and available?

What do you like about your current website? Feel free to gush.
1.

2.

3.

What are your site’s greatest strengths? Pat yourself on the back.
1.

2.

3.
What do you not like about your current site? Feel free to add more bullet points.
1.
2.

3.

Even the best websites have weaknesses.  What do you think your website’s weaknesses are?  Be brutally honest.
1.

2.

3.

What means are you using to promote your website?

[     ]  Email newsletter

[     ]  Paid links on other sites/directories

[     ]  Search Engine Optimization

[     ]  Paid ads in search engines (which ones)

[     ]  Sponsorships for events & conferences

[     ]  Speaking engagements 

[     ]  Sitemap submitted to search engines

[     ]  Listed on Google and Yahoo Local Listings

[     ]  Issue press releases

[     ]  Participate in community forums

[     ]  Offer a free service available online

[     ]  Website URL on all ads & printed materials

[     ]  Website URL in email signature

[     ]  Blog

[     ]  Writing articles for other websites/blogs

[     ]  Facebook 

[     ]  Events

[     ]  Twitter

[     ]  Other social media

[     ]  Other  (What?)

Technology

Do you rely on any special underlying technologies? 
· [     ] ASP

· [     ] ASP.NET
· [     ] Content Management System – 

· Which one?  What do you like/dislike about it?
· [     ] Database integration

· Which database?  What’s it driving?
· [     ] Drupal
[     ] ecommerce Shopping Cart

· Which one? 
· [     ] Flash
· [     ] PHP

· [     ] Ruby on Rails

· [     ] Typepad
· [     ] WordPress
· [     ] User Authentication

· [     ] Other
Do you have any third-party integration points?  Interface to a CRM, e-commerce, mapping solution, social website or other use of a third party API?
Please describe any additional technology considerations and/or known limitations.
Where, or with whom, is the website hosted?  

What is your schedule and budget for ongoing website maintenance?  

Do you use a release calendar?

Do you use an editorial calendar for publishing content?

Brand

What is your niche?

Do you have an established visual identity?  To what degree is it integrated into your website?  Is your visual identity up-to-date or has it become dated?
Describe in a few sentences or words the feelings you wish your website to evoke. Sample feelings might include: warmth, helpfulness, friendliness, or excitement. 

Describe in a few sentences or words the brand attributes you want it to convey. Sample brand attributes might include: honesty, compassion, humor, light hearted, professionalism, intelligence, technological savvy, business savvy, sophistication, reliability, and trustworthiness.

Using adjectives and short phrases, describe the site’s desired look and feel. Sample adjectives might include: Easy to look at, warm, cool & sophisticated, rich, edgy, simple, elegant, classic, up-to-date, Web 2.0, Web 3.0, crisp, modern, traditional, or understated
Audience & Goals

What’s your vision for this website?

To the best of your ability, please describe the primary and secondary target audience for your Web site.  
Into what general demographic does your target audience fall?  (For example, if the primary target of your website is mothers of newborns, what other information to you know about them?  What’s their age range,  household income, socio-economic class, education level, traditional or progressive, etc.)

What needs are they bringing to your website? (Examples include: Curiosity about or passionate interest in subject matter, desire to help a cause/become involved, business need requiring software solution.)

Describe the concept, project or service this site is intended to provide or promote.

What primary action should your primary and secondary audiences take when visiting your site? Examples include: buy a product or service (which one), register for an account, download a white paper, make a donation, read content (only applies if it is a content website supported by ads), etc.
What distinguishes your website from the competition?
What user needs does your existing website meet for its audiences?
What needs aren’t being met? Where does the website fall short?  

What is your measurement of success for this website?

Revenue & Cost Management

How does your website generate revenue?

What is your onsite conversion rate?  What is your goal conversion rate?

How many products does the average customer buy?  

What percentage of your customer base are return customers?

What are you doing to keep customers and maintain that relationship?

How do you handle customer service for your website?  

How many customer service tickets do you get each month?  

What are the subjects that generate the most customer service inquiries?

1.  

2.

3.

4.

5.  

To what extent do you use online advertising to generate revenue for your website.  What’s your click-through rate?

Usability, User Experience, & Accessibility 

What feedback, if any, do you get from your users?
What processes are users expected to complete on your website.  Examples may include completing a form, registering for a service, or buying a product.

What do your users tell you about the relative ease of the process?

What business processes do you currently handle by person that could be handled online in an automated fashion?  

What are the barriers to automation?

Has your site undergone formal or informal usability testing?

· [     ]   Yes

· [     ]   No

· If you answered ‘Yes’, please describe the methods, results, and action taken in response.
Do you use any 3rd party user experience tools like User Zoom?

Do you review your web analytics?  What do they tell you?

Do you use web standards?


Your Competition
What sites do you consider competitors? Please comment on their strengths and/or weaknesses.  Is there anything they’re doing that you wish to adopt as well?  What do you think they could do better?
1.

2.

3.

4.

5.


Your Preferences 
Aside from competitors, are there any sites you consider best-of-breed?  The sites can, and should, be completely outside of your business or industry.  What do you like about these websites?  
· [     ] Apple 
1.

2.

3.

4.

5.


Additional Information 
Anything else not covered in this questionnaire?   Any questions for us?

Thank you for taking the time to complete this questionnaire.
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