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Background and Goals
Stakeholder interviews are a crucial first step for any redesign. We use them to ensure that we have a solid understanding of organizational priorities, audiences and background into the challenges surrounding the existing Web site. The goals of the stakeholder interviews for NAAF were to communicate the goals and process for the user experience engagement to the stakeholders, to start conversations about what organizational goals NAAF wants to accomplish with the site, to discuss and prioritize target audiences and their needs, and to confer about the messaging and purpose of the NAAF site. The information gleaned from this process will be used by Convio throughout this engagement and balanced with user research activities so we can make recommendations for the most successful user experience for naaf.org.
Structure for Stakeholder Interviews

The team began with a kick-off meeting that all of the stakeholders attended to learn about the redesign process and get a chance to ask questions and share what they wanted to get out of the project. After the initial kick-off we conducted two individually-themed stakeholder sessions covering the organizational overview, the current and target audiences for the site, and a discussion of specific wish-list items and goals for the redesign.

Interview Outcomes

The Role of the Current Web Site and the Redesign
NAAF is a unique non-profit organization as they are the only group dedicated solely to men, women, and children with alopecia areata. They are the largest online repository of information and research about the disease, and as one stakeholder explained “We are the source for the best and the most accurate information on the disease.” 
Some other organizations such as Bald Women Do Lunch and the Children’s Alopecia Project target a subset of NAAF’s target audiences as a result of the perception that NAAF doesn’t cover resources for children and for women (particularly aesthetic issues for women with alopecia) adequately; NAAF feels as though they do have resources for these audiences but that it is very difficult to find on their current Web site.

Protecting privacy is an area of paramount concern to NAAF because of the fact that their constituents’ photographs can be seen as desirable by online predators. They are looking for a way to sensitively convey this information and the need for increased privacy to women and parents of children, as this is a topic that is not really discussed on the Web site right now.
The existing Web site is somewhat of a barrier to getting the word out about NAAF since it doesn’t convey the breadth of information available and what they’re doing as richly as they would like and users can’t easily find information easily. The Web site is not considered the central driving force for information; it’s more of a supplementary information hub than the central one. This was a common theme throughout the sessions—that the site today is not being used as effectively as possible as a tool to engage and empower more people. One stakeholder noted, “We want a Web site that actually does something that you can interact with.” 
The stakeholders discussed what the key outcomes of the new design should be. In addition to making content easier to find, they would like for the site to be dynamic. They want their users to know the content is changing frequently and therefore return frequently, and make it simple for them to find what’s new since their last visit. They’d like to provide things for their constituents to do—sign a petition, make a donation, use the message boards. They’d also like their new online presence to be more of an influence on their fundraising efforts.

Key Audiences

Stakeholders mentioned that the primary audiences that presently visit the NAAF site include adults with alopecia, children and parents of children with alopecia, and family members affected by anyone with alopecia. Medical professionals and researchers are peripheral audience groups. 
These audiences are looking on the NAAF Web site for support, comfort, and learning more about the disease, particularly if they are newly-diagnosed. They are looking for ways to get involved and are also interested in NAAF’s research.

NAAF would like members of these key audiences to register with them so they can get them in their database and send them information. They’d like to provide a way for constituents to get involved in advocacy (sign petitions, send letters to their Congress person, etc.) and also for them to be able to easily share information from NAAF’s Web site with others.
Wish list Items

Easy, enjoyable, warm, inviting, engaging, supportive, comforting, and user-friendly are a few of the adjectives the stakeholders used when describing their vision of the future NAAF Web site. In one session, it was mentioned that “People who are first diagnosed with alopecia are often scared and we want them to know they’re not alone. That’s why we don’t put photos of people who are completely bald on the front of the Web site—we don’t want to scare them further. We want them to know we’re here to support you.”  
Stakeholders feel like the best thing about the current Web site is their content—it’s useful, though hard for users to navigate easily because there is so much of it and it is not optimally organized.  For example, users have mentioned that they can’t find up-to-date research information, conference information, and NAAF’s 990 and annual report. NAAF would like to update the language used in their navigation bars and create a more user-friendly navigation scheme overall. The addition of an internal search engine is something that would help users find content more easily as well.

For the future, NAAF would like to see a robust calendar of events on the site, advocacy action alerts separated from other news alerts, and fully-developing the Advocacy section of the site in general. Additionally, it is important to the stakeholders to increase online donations and make the motivation to donate clear as part of the context of the information on the Web site. One stakeholder mentioned, “We want to show the value of NAAF more vividly to people so they understand why it’s important to donate.”
Other wish-list items that were mentioned throughout the calls were:

· More social networking opportunities 
· Highlight and more effectively market important programs like the registry and conference scholarship information and make them easy to find. “Somehow we are not communicating the things that we have available—they are buried in the current site!”

· Increased emphasis on the marketplace (for referral donations)

· Add additional information about other partner organizations and coalitions that NAAF is involved with, particularly regulating coalitions which increase NAAF’s professionalism and legitimacy
· Ability to Tell-A-Friend and share content with others

· Potential Spanish-language version of the site for the future

Metrics that would demonstrate naaf.org is successfully meeting constituent needs include increased clickthrough rates, an increase in the number of unique visitors overall, increased registration rates and increased donations.

Other Web Sites Reviewed and Discussed

In the sessions, there was discussion about other Web sites that share some of the same goals and audiences with NAAF. These included Bald Women Do Lunch, Alopecia World, and the Children’s Alopecia Project. We evaluated these sites briefly and determined that their usability and information architecture was less sophisticated than NAAF’s current site. Their appeal lies in the fellowship or service they provide to constituents, not the quality of their Web presence and there is little worth emulating or adapting on those sites.
In addition, Mary sent a short list of sites that Vicki and Lisa feel are well-done. These sites will be reviewed during the heuristic evaluation portion of the user research.
Conclusions

The stakeholder interviews were an insightful way to start off the research process for the NAAF redesign. We learned about your reasons for wanting and needing a redesign, goals for the new site as part of your overall strategic plan, how you view the current site’s strengths and weaknesses, metrics of success to measure the new site, and what features are important going forward to meet your goals. All of this information, combined with our user research and expertise will result in a successful user experience and new design for naaf.org.
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