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Who is Geonetric?

Geonetric develops award-winning Web sites for the 
healthcare industry. A sample of our clients includes:  
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Webinar Information

� Webinar lasts one hour

� Enter questions at any time

� Recording will be posted in 
our Webinar archive 48 
hours after event

� Be sure to mute your 
phones

� Compete our post-Webinar 
survey to receive our 
takeaway

– Case Study: Performing a 
usability assessment for search

About Today’s Presenter

Ben Dillon, MBA, Vice President & eHealth Evangelist

Ben is a co-owner of Geonetric. He writes and speaks extensively 
about our research and the industry-leading efforts of our clients. Ben 
is co-chair of the HIMSS eHealth Special Interest Group and a member 
of the Microsoft Healthcare Users Group and SHSMD. He has been a 
judge of the eHealth Leadership Awards for the past five years.
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Overview

� Define search

� Look at consumer search behavior

� Find what isn't working

� Discuss best practices

� Q/A

�
S i t e s e a r c h

�
S t r u c t u r e d s e a r c h

� P e r v a s i v e s e a r c h
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How People Find Information

Browse

Best when:

� Looking to see what 
you have

� Not sure what they're 
looking for

� Don't know the right 
verbiage

Search

Best when:

� Looking for something 
specific

� Know what they're 
looking for

� Impatient

� "Safety Net" when they 
can't find information by 
browsing

~50% ~50%

How People Search

How we design:

� User enters keywords

� Search returns list

� User clicks right 
answer

� Done!

How it actually works:

User enters keywords

Search returns list

Found it!

Done!

User clicks answer

Wrong choice

Give up
and 

Move on
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How Searchers Get Into Trouble

� Misspellings

� Trouble formulating queries

� Overfiltering

� Searching in the wrong place

VIDEO: USERS DO THE 
DARNDEST THINGS!
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How Do We Make It Worse

We:

� Allow users to make mistakes

� Make search forms too complicated

� Return incomprehendable results

� Use healthcare jargon too often

� Return site-wide search results that aren't actually 
site-wide

� Provide poor guidance

HOW BAD IS MY PROBLEM?
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Search Logs and Analytics

� What people are searching for

� What keyword choices they use

� What searches fail

� Content that is missing from your site

� Searches that are missing their mark
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Lab-based Usability Testing

Real-world Usability Session Testing



10

APPLYING BEST PRACTICES

Follow User Expectations

� Search box in the 
upper right corner

� Minimize instructive text

� Make required vs. 
optional items obvious
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VIDEO: CAN'T FIND SEARCH

Simple is Better
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Use Advanced Search for Advanced Searches

The best way to address the mistakes 
your users make
is to prevent them 

from making those mistakes!
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Work Around Spelling Issues

Understand Filtering vs. Sorting
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Avoid Dead-Ends

� Prevent user mistakes

– Avoid dead-ends

Offer a Browse-able Option
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Planning for Search Failure

Provide Useful Results Pages

BAD GOOD
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Put Search Everywhere
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Final Thoughts

� Begin with introspection

� Identify your opportunities

� Plan and implement improvements

� Measure success

Post-Webinar Survey

� At the conclusion, please complete our post-
Webinar survey

� Receive our Webinar takeaway
� Case Study: Performing a usability assessment for search
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Questions?

� To learn more:

– Contact us

� 319-221-1667

� eric.george@geonetric.com

– Visit our Web site

� www.geonetric.com

Next Month’s Webinar

Use the Web to Communicate During Times 

of Change and Challenge

April 30 - 2:00 p.m. CT

In today's uncertain economy, health systems across the country are 
faced with announcing everything from layoffs and hiring freezes to 
budget cuts and construction delays. Join Geonetric as we explain the 
best way to use your Web site to shed positive insight into what's 
happening at your organization. 


