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INFORMATION AND COMMUNICATION SERVICES

NIH -- TASK ORDER

RFTOP# 219

TITLE:

NIH Spanish-language Web Site Usability Study

PARTI B REQUEST FOR TASK ORDER PROPOSALS

TITLE:

A.

NIH Spanish-language Web Site Usability Study
POINT OF CONTACT NAME:

Sylvia Shaffer/ Sara Alden
Phone: 301-402-5698

FAX: 301-496-0017
Email: shaffers@od.nih.gov

Proposal address:

NIH Office of Communications and Public Liaison
9000 Rockville Pike

Bldg. 1, Room 344

Bethesda, MD 20892

Billing Address:

Judy Fouche

NIH Office of Communications and Public Liaison
9000 Rockville Pike

Bldg. 1, Room 344

Bethesda, MD 20892

Phone: 301-496-5548

Email: fouchej@od.nih.gov

PROPOSED PERIOD OF PERFORMANCE: 10 weeks from date of award

PRICING METHOD

Firm Fixed Price. Firm should provide a single price. Please describe the methods to
be employed and the estimated number of employee hours required. Firm rates for use
of testing facilities and equipment, if Government facilities are not used. Describe the
development of task scripts and number of cycles involved in refining scripts, subject to
the overall ceiling for the task order.

Currently available funding is limited to $50,000. If, in the opinion of your firm, this is not
a sufficient amount to conduct a thorough evaluation, specify how to best spend



available funds, which tasks will remain undone, and the additional amounts necessary
to complete the evaluations.

PROPOSAL INSTRUCTIONS: Proposals should be submitted to Sylvia Shaffer by
email at: shaffers@od.nih.gov. Please enter in the subject line the following text:
RFTOP#_219 Proposal. A signed task order form will later be requested
from the successful bidder.

RESPONSE DUE DATE: Monday, _9/20/2004, at 4:00 PM EDT.

TASK DESCRIPTION:

The NIH Office of Communications and Publications (OCPL), a unit of the NIH Office of
the Director (OD), desires to conduct a usability study of the NIH Spanish-language Web
site: http://www.salud.nih.gov .

The NIH Spanish-language Web site was developed in 1998 as part of the OCPL=s
Hispanic Communications Initiative to inform Spanish-speaking Hispanic populations in
the U.S. about the diverse Institutes, Centers, programs and research studies of the NIH,
and to provide a single, easy access point for locating and obtaining Spanish-language
publications and other health information materials produced by the NIH. The Web site
contributes to the NIH mission to promote health, prevent disease, and reduce health
disparities by providing information to the public in Spanish via the Internet.

The Web site contains the following:

1) A consolidated list of NIH’s Spanish-language publications through which users
can find, download, and order materials.

2) A Contact section providing a single e-mail address through which the public can
query NIH and receive answers in Spanish.

3) NIH press releases, feature stories, and links to Spanish-language NIH Radio
News Service productions for Hispanic media.

4) Links to Spanish and English home pages of all NIH Institutes and Centers, as

well as to other Federal sources of health information in Spanish, including
MedLine Plus en espanol, FirstGov.gov en espanol, and the Centers for Disease
Control and Prevention.

5) Links to such English-language Web sites as clinicaltrials.gov, the NIH Hispanic
employees organization, and the NIH Job Bank.

While the Web site serves a broad range of users who prefer to receive health

information in Spanish, the four key user groups are:

1) the general Hispanic public who seek health information in Spanish on the Web;

2) health professionals serving Hispanic communities;

3) members of Hispanic health-oriented voluntary associations and professional
societies; and

4) journalists with Spanish-language media.

The Web site was launched by the OCPL six years ago with in-house staff and
resources. In 2001, a competitive contract was awarded to a firm specializing in Hispanic



communications to revise, upgrade, expand, and maintain the Web site and to translate
and coordinate NIH’s response to Spanish-language queries received via the site. That
contract was extended for 2002 and 2003 to provide for ongoing updating and
maintenance of the Web site and continued coordination of query responses. The site’s
current content and configuration have been produced under these contracts.

The Web site is managed by an NIH contract officer who oversees the NIH Hispanic
Communications Initiative (HCI). The contract officer is a permanent member of the
OCPL staff and devotes up to 5% of her time to the site and another 5% to related HCI
responsibilities. There is also an on-site contractor responsible for coordinating HCI
tasks and activities, who spends up to 50% of her time on Web site tasks.

The annual combined budget for Web site contractors for FY2003 and FY2004 was
approximately $180,000. An additional $2,000 in FY2004 covers translation of NIH
materials for the site from English into Spanish.

A usability study of the NIH Spanish-language Web site is needed to determine how well
the site is meeting its goal of making information about NIH and its research available to
Spanish-speaking communities in the U.S. The proposed evaluation is intended to
provide recommendations for improving the usability of the NIH Spanish-language Web
site so that users will be successful in finding relevant information and satisfied with their
search experience.

1.0 Program Goals

The goals of the NIH Spanish-language Web site are:

1. To serve as a portal to Spanish-language information from all NIH Institutes and
Centers.

2. To simplify access to NIH Spanish-language publications and other materials.

3. To provide a single contact point for receiving and coordinating responses to public
queries.

4. To provide the media with a single source of NIH press releases and other news
materials in Spanish.

The NIH Spanish-language Web site contributes to the NIH mission to promote health,
prevent disease, and reduce health disparities by providing information to the public in
Spanish via the Internet. The proposed evaluation is intended to help improve the
usability and friendliness of the NIH Spanish-language Web site so users will be
successful in finding relevant information and satisfied with their search experience.

2.0 Key Questions

The proposed evaluation will focus on the following key questions:

1. Does the site-wide organization and navigation enable effective and efficient access
to the content by the three primary user groups?

2. Are users able to comprehend the content of the NIH Spanish-language Web site?

3. How easily are users able to link from the NIH Spanish-language Web site to the
Spanish-language pages of NIH’s Institutes and Centers?

4. How easily are users able to use the Web site to identify and order NIH Spanish-
language publications?



5. How easily are users able to query NIH in Spanish from the Web site?
6. How easily are journalists able to find NIH news releases in Spanish?
7. How satisfied are users with the NIH Spanish-language Web site?

Answers to these questions will help OCPL determine the current level of user
satisfaction with the NIH Spanish-language Web site, and to identify the design
modifications that would achieve the highest degree of access and user satisfaction.

3.0 Study Design
OCPL will contract with an independent, experienced usability testing firm to evaluate the
NIH Spanish-language Web site and address the key questions through a combination of:

1. card sort analysis of the organization of www.salud.nih.gov;
. hands-on usability lab testing;
3. semi-structured interviews using a representative sample of participants to test the
function of the site in order to identify the pluses and minuses of the present design.

The contractor will provide a minimum of two usability experts. The contractor shall
conduct usability testing sessions and shall provide a fully experienced usability testing
facilitator for this purpose. The sessions will be conducted at a usability lab. A single test
session shall take no more than 60 minutes. The contractor shall videotape usability
testing sessions, with the participants’ permission, and shall provide OCPL with the
unedited videotapes.

3.1. Usability task scenarios

The contractor will work closely with OCPL staff to identify tasks that the four key
user groups might expect to perform and to develop task scenarios that will test
user’s ability to navigate the Spanish-language Web page; ascertain use’s
expectations with regard to the content; and help gauge user preference for
existing and desired features. The contractor will develop prototype and final NIH-
approved versions of usability testing scripts/task scenarios focused on each of

the audiences.

3.2. Recruitment

The contractor shall be responsible for recruiting and scheduling participants for
the tests. For the purposes of recruitment, the contractor shall utilize their own
pre-existing lists of potential study subjects and shall consult with OCPL for other
sources of potential subjects. Contractor will recruit a total of 36 participants for
the study; 9 from each of the 4 key audiences: the general Hispanic public who
seek health information in Spanish on the Web; health professionals serving
Hispanic communities; members of Hispanic health-oriented voluntary
associations and professional societies; and journalists with Spanish-language
media. All participants must be fluent in Spanish and express a need for
obtaining health information in Spanish. Contractor will be able to identify
subjects based on age, gender, and level of experience using the Web.
Participants from the general Hispanic public should have sought health



information in Spanish on the Web for themselves or a family member within the
past six months.

3.3. Testing strategies

Three participants from each of four key audiences will be asked to complete the
three evaluation activities: a total of 12 participants for the card sort analysis; a
different group of 12 participants for hand-on usability lab testing; and different
group of 12 participants for the semi-structured interviews. These groups of 12
will be further divided into subgroups of 3's, 6 and 6, or 9 and 3 according to their
use or expectations of the NIH Spanish-language Web site, and these subgroups
will be asked different questions and will complete a different set of tasks to elicit
how well the Web site meets their various expectations. No more than 9
participants in any group or subgroup will be asked the same question.

The contractor will work closely with OCPL staff to determine testing strategies
appropriate to each area of study. With input from OCPL, the contractor will
develop prototype and final NIH-approved versions of usability testing scripts
focused on each of the primary audience groups. Tests of the NIH Spanish-
language Web site will be conducted in Spanish. Contractor should have the
capability to translate usability test materials, and should provide an itemized bid
of translation costs, along with other costs of the usability study.

3.4. Facilities and equipment

The contractor shall be able to perform usability testing at their own facilities or at
the National Cancer Institute’s User-Centered Informatics Research Laboratory,
which is no-charge to Government agencies. The usability tests will be conducted
at a usability lab where OCPL staff can watch the proceedings from behind a two-
way mirror. The lab shall accommodate persons with disabilities. The contractor
will videotape usability testing sessions, with permission of the participants, and
will supply OCPL with copies of the unedited tapes at the conclusion of the study.

3.5. Remuneration
All participants will be remunerated for their time, at a rate determined by the
contractor in accordance with industry standards.

4.0. Analysis

The contractor shall summarize the data, analyze it to determine the most pressing
usability problems, and make recommendations for resolving those problems. The
contractor shall also make recommendations for desirable new features based on
usability data.

5.0. Reports
The contractor shall deliver three written versions of the final report:

1)

A Microsoft Word narrative that shall describe the results in detail, identifying
strengths and weaknesses of the NIH Spanish-language Web site and making
recommendations, based on usability data, for modifications to Web site layouts,
navigation schemes, and language.



2) A concise Microsoft Word Executive Summary that shall present the most salient
points and high-level analysis in narrative form.

3) A Microsoft Power Point presentation of the information in the Executive
summary.

In addition, the contractor will make two oral presentations of the evaluation’s
methodology and findings: one to OCPL senior staff, and one to the communications
directors of the NIH Institutes and Centers.

6.0. Milestones

The contractor will prepare a work plan with milestones or a timeline for tasks to be
accomplished. It is anticipated that the evaluation will be completed within ten weeks of
award of the contract:

Week

1 Meet with project officer and involved OCPL staff. Identify key audiences and
tasks to be tested.

2 Deliver work plan and schedule of milestones (timeline).

3 Submit draft test scripts. Submit participant recruitment schedule.

4 Submit final test scripts. Recruit participants.

5 Submit confirmation of arrangements for use of testing facility and videotaping of

sessions. Submit list of participants identified by group membership, age, gender,
and level of experience using the Web.
6-7 Conduct usability testing. Submit unedited videotapes of usability testing

sessions.
8-9 Submit final report, Executive Summary, and Power Point presentation.
10 Make oral presentations to OCPL senior staff and to NIH communications
directors.

7.0. Deliverables
The contractor shall provide OCPL with the following deliverables:

1) Work plan with tasks and schedule of milestones (timeline)

2) Recruitment plan and schedule

3) Draft and final usability scripts/task scenarios

4) List of participants identified by group membership, age, gender, and level of
experience using the Web.

5) Unedited videotapes of testing sessions

6) Microsoft Word detailed final report and Executive Summary

7) Microsoft Power Point presentation

8.0. Pricing

Firm rates and an hourly ceiling for each labor classification for usability testing. Pricing
for the development of scripts/task scenarios should be based on labor hours subject to
the overall ceiling for the task order. The total amount for participant remuneration must
be included as part of the total cost. Facilities costs for the usability lab must be included
as part of the total cost.



9.0. Clearances
All studies will be conducted in accordance with OMB regulations. No clearances are
required.

10.0 Privacy
Confidentiality of all participants will be assured. Names will not be associated with any
of the data collected, nor kept as part of a permanent record of the study.

11.0 Funding
This Task Order will be funded to the level of $50,000 via an award from the FY2004 NIH
One Percent Evaluation Set-Aside funds.

Instructions to Offerors

The proposal shall be prepared in two parts: a Technical Proposal and a Price Quote.
Each shall be separate and complete in itself so that evaluation of one may be
accomplished independent of evaluation of the other.

1. Technical Proposal Instructions
2. Understanding and Approach

1)  Offerors are to provide a clear, concise statement of the scope and
purpose of the contract that demonstrates complete understanding of
the intent and requirements.

2)  The proposal shall provide a work plan that specifies how each of the
requirements in each of the tasks is to be accomplished, including
scheduling of time and personnel. The proposed evaluation
procedures will be assessed by OCPL to determine the extent to which
these procedures are likely to produce objective and meaningful
feedback.

3. Corporate experience/technical competence of staff

1)  The proposal shall describe contractor experience in Web site usability
testing and analysis, including experience in the following:
& Recruiting and remunerating Spanish-speaking Hispanic subjects
from target populations
& Preparing and conducting task analysis studies
& Preparing and conducting paper prototype tests, if needed
& Preparing and conducting user interviews in Spanish
& Recording and analyzing response data
& Evaluating Spanish-language health or medical Web sites
& Preparing clear and concise reports and presentation from the
response data, and delivering results in English
& Making recommendations for modifications to Web page layouts and
navigation schemes and site language



2) The proposal shall describe how the professional personnel employed
under the contract will operate organizationally, and shall identify the project
manager by name and title. Resumes or curriculum vitae shall be submitted
on all professional staff assigned to this study. Each resume shall detail the
individual's level of Spanish-language proficiency, knowledge of principles of
communicating health information in Spanish to Hispanic audience,
knowledge of key health issues affecting Hispanic populations, and
experience testing and evaluating Spanish-language Web sites.

4. Contractor facilities

1)  If contractor proposes to use their own facilities instead of the National
Cancer Institute’s User-Centered Informatics Research Laboratory, the
proposal shall detail the technical capacity of contractor usability
testing facilities in the greater metropolitan Washington, DC area,
including hardware, software, Internet access, and video equipment.

2)  The proposal shall describe how the facilities will accommodate testing
of Web sites on different connection speeds and browsers, and how
the resulting videotapes will provide a clear and accurate
representation of the actual testing.

3)  The contractor shall describe capability to accommodate persons with
disabilities either at the testing facility site or at the person’s home or
office. The contractor shall be familiar with hardware and software
used by persons with disabilities. The contractor shall be familiar with
Section 508 of the Rehabilitation Act and its application to electronic
media and Web sites.

5. Price Quote Instructions

The offeror must submit a cost proposal fully supported by cost and pricing data in
sufficient detail to allow a cost analysis that establishes the reasonableness of the
proposed costs. The price breakdown in support of the scope of work and
deliverables shall be furnished.

H. Evaluation Factors

Task Order Proposals submitted under this request shall be evaluated using the following
factors:
1)*/ Contractor understanding and approach (25 pts)
The proposal provides a statement of the scope and purpose of the contract that
demonstrates complete understanding of intent and requirements. The work plan
covers all tasks and all phases of the project, including a feasible timeline. There
is consistency between the proposed level of effort and the budget justification.



2) Corporate experience/technical competence of staff (45 pts)

The proposal documents expertise in Spanish-language Web site usability and
shows a successful track record of conducting Web site usability tests. Staff is
proficient in Spanish and has knowledge of principles of health communication
and health issues in the Hispanic population sufficient to (1) recruit an adequate
pool of “real” users for testing; (2) inform the development of relevant usability
testing tasks and scripts; and (3) provide substantive insight in the interpretation
of usability testing results and recommendations for Web site improvements.

3) Contractor facilities (25 pts)

Facilities are adequate for conducting Web site usabilities tests and have both
high-speed and 56K modem Internet connections, one-way mirrors, and split-
screen videotaping capacity.

4) Price (5 pts)

While price will not be the most important evaluation factor, proposed prices will
be considered in determining the firm that represents the best value to the
Government.

Award Criteria

The acceptability of the technical portion of each contract proposal will be based on an
evaluation performed by the project officer. The project officer will evaluate each
proposal in strict conformity with the evaluation criteria of the RFTOP, utilizing point
scores and written critiques. The contracting officer/specialist, in conjunction with the
project officer, will establish a competitive range comprising all the most highly rated
proposals. The technical proposal will receive paramount consideration in the selection
of the contractor for this acquisition. If the technical evaluation reveals that two or more
offerors are approximately equal in technical ability, then the estimated cost of
performance will become paramount. The Government reserves the right to make an
award to the best advantage of the Government, cost and other factors considered, and
reserves the right to make an award without further discussion of the proposals received.

Payment Schedule
The contractor may request and payment made by made in the percentages listed below:

* 1/6th of the award value, payable upon acceptance by OCPL of the work plan with
schedule of milestones.

* 1/6th of the award value, payable upon acceptance by OCPL of the recruitment plan
and schedule.

* 1/3rd of the award value, payable upon acceptance by OCPL of the final usability
scripts/task scenarios for each critical audience.



* 1/3 of the award value. One-half this amount is payable upon acceptance by OCPL
of the final report, Executive Summary, and Power Point presentation. The other half
is payable upon completion of two oral presentations, one to NIH senior staff and one
to NIH communications directors.

* All invoices must be submitted in accordance with the invoicing instructions in the
base contract as revised by this task order. All payments are subject to the review
and approval of the “government Project Officer.

Questions
Questions about this solicitation may be sent to:_Sara Alden. The cutoff for receipt of
questions is _Sept. 20, 2004 .
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EVALUATION BUDGET ESTIMATE

Meeting | pevelop | Recruit Conduct | Analyze | Deliver Estimated
with test scripts | participants | Usability | dataand | twooral | total
OCPL testing Prepare presenta-
reports tions
Direct 10hrs@ | 100hrs@ | Ohrs@ 90hrs@ | 80hrs@ | 10hrs@
Labor 2$100 $50 $50 $75 $100 $100
$1000 $5000 $4000 $6950 $8000 $1000 $ 25,950
Other
Direct
costs
Participant 36@$100
Remunera-
tion 3,600 3,600
Facilities 6,000%* 6,000
Supplies
and
equipment 4,000 4,000
Travel 7,000 7,000
Miscellan-
eous 2,400 2,400
Estimated
Total $ 49,950

* No charge to government if NCI User-Centered Informatics Research Lab is used.
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