

[image: image]




Copyright

Publisher Diane D. Cerra Publishing Services Manager George Morrison Project Manager Marilyn E. Rash Assistant Editor Asma Palmeiro Cover Design Yvo Riezebos Design Composition/Production Graphic World Inc. Interior and Cover Printer Hing Yip Printing Co., Ltd.

Morgan Kaufmann Publishers is an imprint of Elsevier. 500 Sansome Street, Suite 400. San Francisco, CA 94111

This book is printed on acid-free paper.

Designations used by companies to distinguish their products are often claimed as trademarks or registered trademarks. In all instances in which Morgan Kaufmann Publishers is aware of a claim, the product names appear in initial capital or all capital letters. Readers, however, should contact the appropriate companies for more complete information regarding trademarks and registration

No part of this publication may be reproduced, stored in a retrieval system or transmitted in any form or by any means—electronic, mechanical, photocopying. scanning, or otherwise—without prior written permission of the publisher.

Permissions may be sought directly from Elsevier's Science & Technology Rights Department in Oxford, UK: phone: (+44) 1865 843830, fax: (+44) 1865 853333. e-mail: permissions@elsevier.com. You may also complete your request on-line via the Elsevier homepage (http://elsevier.com) by selecting “Support & Contact” then “Copyright and Permission” and then “Obtaining Permissions.”

Library of Congress Cataloging-in-Publication Data

Redish, Janice. Letting go of the words: writing Web content that works/ Janice (Ginny) Redish.—1 st ed. p. cm.—(The Morgan Kaufmann series in interactive technologies) Includes bibliographical references and index. ISBN-13: 978-0-12-369486-7 ISBN-10: 0-12-369486-8 1. Web site development. 2. Web sites—Design. 1. Title. TK5105.888.R427 2007 006. 7-dc22 2007012868

For information on all Morgan Kaufmann publications, visit our Web site at www.mkp.com or www.books.elsevier.com

Printed in China 07 08 09 10 11 10 9 8 7 6 5 4 3 2 1

Working together to grow libraries in developing countries www.elsevier.com www.bookaid.org www.sabre.org




Dedication

For Edward F. Redish, who has always been called “Joe,” with love and deep appreciation




Letting Go of the Words
Writing Web Content that Works


Janice (Ginny) Redish


Morgan Kaufmann





Foreword

I have to admit that when Ginny Redish first mentioned that she was thinking of doing a book about writing for the web, my first reaction was a sense of extreme personal relief.

For years, I’d really wanted to read a great book about writing for the web, and for years, one hadn’t appeared. There were some very good books about it, but not the book I was waiting for: the one that explained how writing for the web is really different, and why, and exactly what to do about it.

This missing book was starting to feel like one of those puzzling gaps in the fabric of the universe, like the fact that you never see any baby pigeons.1 And it was beginning to look like the only way I was ever going to get to read it was to write it myself. Which I really did not want to do, being by nature averse to both hard work and writing – and fond of my wife and being married to her.2

Knowing Ginny, I knew immediately that she would write the book I wanted to read, hence my relief.

I was also very happy to hear that she was taking it on, because I knew that a lot of people besides me really needed this book. After all,

• Most of the web is about words. The pictures, video, and animation are great, but the words do almost all of the heavy lifting.

• Very few of the millions of sites out there can afford a full-time writer. As a result, most of the people (like you, perhaps) who have to write all those words aren’t professional writers. They (you) need some help.


• And even for most professional writers, writing for the web is very different from the writing they’re used to doing. They could use some expert help, too.

In retrospect, I shouldn’t have been puzzled that no one had written this book sooner, since it requires a sort of “perfect storm’:

• Someone who really knows her stuff. No one is more qualified than Ginny to do this book. As the saying goes, “She’s forgotten more about writing and reading than most people will ever know.” And she has a wonderful generosity of spirit that drives her to share freely what she knows, rather than save it for her clients or make it into a proprietary “method.’

• Someone who can communicate what she knows. I’ve always gone out of my way to read everything that Ginny writes or to hear her speak whenever I can, because I know I’ll always learn something important and useful. She gets to the heart of things and explains them in a way that makes her readers and audiences feel smarter.

• Someone who’s willing to give up a year of her life. No matter what anyone tells you, it takes a year out of your life to write a book like this. Not just a normal calendar year, either, but a year rudely sucked out of your life span, rather like the torture device in The Princess Bride.3 And the truth is, unless you’re very lucky (like, lottery-ticket lucky), you’ll end up earning pennies an hour for the lost year in the long run.

Having this book – at long last – in my hands reminds me of the way Calvin Trillin once described a miracle-fabric parka his wife had given him that weighed nothing yet allowed him to stand comfortably in the freezing cold for hours: “I don’t know how much it cost, because it was a gift. But I have to think ... about a million dollars.’

If you have to do any writing for the web, the advice Ginny is giving here is, as they say in the commercials, priceless. In the years ahead, I’m certain it’s going to make the web a much better place to be.

Steve Krug

Brookline, Massachusetts




1 While Googling to try to find out whether Holden Caulfield was really the first to raise the “Where are all the baby pigeons?” question, I came across a terrific answer: What you see are the babies. The adults are 12 feet tall and only come out at night.

2 Years ago, I wrote a tiny 4½-page chapter about writing for the web in Don’t Make Me Think! and it took me, literally, three solid weeks of 10-hour days. No kidding.

3 Come to think of it, a lot like the torture device in The Princess Bride. Especially for your loved ones, who over the years may have grown used to seeing you and talking to you and having you take out the trash occasionally.
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1 Content! Content! Content!

Yesterday, while on the web, I

• downloaded a file

• ordered a book

• compared prices on a new camera I’m thinking of buying

• read a few of my favorite blogs

• checked the Wikipedia entry for usability

• looked for information on a health topic for my elderly aunt


[image: image] What did you do on the web yesterday? Were you just browsing around without any goal or were you looking for something specific?



Most people say “something specific.” They want to send a baby gift or arrange a trip. They need to reorder their favorite specialty food or download a software upgrade. They have a question about company policy or want to check the balance in their vacation account. They have a problem with one of their gadgets and think they might find help for the problem online. Or they want to see what bloggers are saying about the latest political turmoil. They have a goal in mind when they go the web.


People come to web sites for the content

People come to web sites for the content that they think (or hope) is there. They want information that


• answers a question or helps them complete a task

• is easy to find and easy to understand

• is accurate, up to date, and credible

Information = content. In this book, I’m going to use both words – “information” and “content” – to talk about the words and pictures that you and your team put on your web site.


In a survey of business professionals, 95 percent said “that it is very or extremely important that the information they need to do their jobs be accessible, up-to-date, and easy to find on the web.” www.enterpulse.com/news-051502.html#






Web users skim and scan


[image: image] Last time you were on the web, how much did you want to read? How quickly did you want to get past the home page of the site you went to?




[image: image] Did you search? How much of the search results page did you read? Did you navigate? How much did you want to read on the pathway (menu) pages you had to go through to get to the information you were looking for?




[image: image]



[image: image] What did you do when you got to the page where you thought the information was? Did you start to read right away? Or did you first skim and scan?



Most people skim and scan a lot on the web. They hurry through all the navigation, wanting to get to the page that has what they came for. Even on the final (destination, information) pages, most web users skim and scan before they read.

Most web users are very busy people who want to read only as much as they need to satisfy the goal that brought them to the web.


For a study showing that most people scan web pages, see Morkes and Nielsen, 1998, and Nielsen, 2000.

In another study, people spent an average of 27 seconds on each web page (Nielsen and Loranger, 2006).






Web users read, but...

Do people ever read on the web? Yes, of course, they do. They read links, short descriptions, and search results – but they want to read those very quickly. They read news. They read blogs. They read on topics they are interested in.

Note, however, how much of this reading is “functional.” In this book, I’m not talking about novels and poetry on the web. I’m talking about information sites, e-commerce sites, blogs that are trying to be informative, and information parts of web applications and e-learning programs.

People don’t come to the web to linger over the words. Most uses of the web are for gathering information or doing tasks, not for the pleasure of reading. If your busy web users lose interest or don’t find the information relevant, they’ll stop reading. If they can’t find what they need quickly enough, they’ll leave your site and go elsewhere.

And if people don’t find your site useful, they are not likely to come back. The Enterpulse study in the margin note on page 2 found that “66% [of the professionals in the study] rarely – if ever – return to a site once they’ve had a bad experience.”


In the study reported by Nielsen and Loranger, web users spent, on average, less than 2 minutes before deciding to abandon a site.






They don’t read more because...


[image: image]


• They are too busy.

• What they find is not relevant to what they need.

• They are trying to answer a question. They want to get right to the answer and read only what they need to answer the question.

• They are trying to do a task. They want to read only what is necessary to do the task.


• They are bombarded with information and sinking under information overload.

• As Nielsen and Loranger (2006, 22) say, “If people carefully studied everything they came across online, they would never get to log off and have a life.’




What makes writing for the web work well?

Good web writing

• is like a conversation

• answers people’s questions

• lets people grab and go


Good web writing is like a conversation

Think of your web content as your part of a conversation – not a rambling dialogue but a focused conversation started by a very busy person.


[image: image]



[image: image] How often does someone come to your web site to ask a question: How do I ...? Where do I find out about ...? May I. ...?



In many cases, web sites are replacing phones. In many cases, the point of web content is for people to get information for themselves from your web site rather than calling.


Caroline Jarrett’s three-layer model of forms as relationship, conversation, appearance is as relevant to web sites as it is to forms. See www.formsthatwork.com.




When site visitors come with questions, you have to provide answers. When site visitors come to do a task, you have to help them through the task. But, because you aren’t there in person to lead them to the right place, give them the answer, or walk them through the steps, you have to build your site to do that in your place. You have to build your side of the conversation into the site.




Good web writing answers people’s questions

As we’ll see in later chapters, if you think of the web as conversation, you’ll realize that much of your content is meant to answer the questions that people come with. You do not want an entire site to be in a section called frequently asked questions. You do want to think about what people come wanting to know and then about how to give them that information as concisely and clearly as possible.




Good web writing lets people “grab and go’

On the web, breaking information into pieces for different users, different topics, different questions, and different needs helps web users to grab just what they need and go on to look up their next question, do their next task, make a decision, get back to work, or do whatever comes next for them. In this book, we’ll look at several ways to write so that busy web users can grab and go. Figures 1-1 and 1-2 show you just one example of how we can transform traditional writing into good web writing.


[image: image]
Figure 1-1 Paragraph style makes it very difficult to quickly grab information.

www.faa.gov





[image: image]
Figure 1-2 My suggested revision makes it easy for different users to quickly grab the information that they need.





Introducing Letting Go of the Words

My goal in this book is to help you provide your site visitors with high-quality content that is easy to find and easy to understand. Letting Go of the Words is about planning, selecting, organizing, writing, illustrating, reviewing, and testing content that meets people’s needs – that gives them a successful and satisfying web experience.

Let’s talk a bit about what this book is and what it is not, as well as about how you might work with Letting Go of the Words.




It’s about writing and design, not technology

Letting Go of the Words is about strategy and tactics, not about tools. I’ll help you think about the people who come to your web site and help you write so that they have a successful web experience and you have a successful web site. Technology changes too fast to be a major part of the book – and the principles of good writing for the web transcend the technology you use.





It’s full of examples

I know you want examples, so I’ve included lots of screen shots. (It’s smart to want examples; it’s easier to understand a point if you can see it as well as read about it.)

In many cases, I’ve also shown how I might revise the web page. In consulting projects, of course, I work closely with the subject matter experts to be sure that the final writing is accurate and consistent with the web site’s personality and style. Here, I’ve shown what I might do because I have not worked with every web site that I show in the book.

Also, web sites change. In a few cases, the site changed while I was writing the book and I’ve included two shots to make a point about the change. Many more of the sites in this book may have changed by the time you go to look at them. That does not invalidate what I am showing. Even old examples can make excellent learning opportunities. If you see ways to improve the web writing on your site from any of the examples in the book, the examples will have done their job.




It’s based in a user-centered design process

User-centered design is a process for creating products that work well for their users. When you practice user-centered design, you focus on people: their goals, their needs, their ways of working, and their environments. User-centered design means that you are using technology to help people achieve their goals in ways that work for them.

The concepts and processes of user-centered design flow through this book. My goal is to help you develop a usable and useful web site for your audiences. When you talk to others, you may hear terms like “reader-focused writing,” “usability,” and “plain language.” To me, those are all names for what we are striving for. They are all part of the same idea; they are all aspects of user-centered design.




You can start the process in several places

If you are revising an existing web site, you might want to start by finding out how well it works for the people whom you want to use it. The best technique for finding out how well a site works is usability testing: watching and listening while representative users try to find specific information or accomplish specific tasks with the web site.


You should not wait until the end of a project to do usability testing. In fact, usability testing is a great way to start your web project. Test early; test often; test on a small-scale, iteratively.


I’m putting lots of information about usability testing on the book’s web site at www.redish.net/writingfortheweb.




Other good sources are www.usability.gov and the books by Barnum, 2002; Dumas and Redish, 1999; and Rubin, 1994.






You can jump around in the book

A book has to be linear, but you don’t have to use it that way. The path I’ve set up through the book is one logical way to move: from users to scenarios to home pages to pathway pages to destination pages – and then within destination pages through overall design, writing, lists and tables, headings, illustrations, and links – ending with getting from first draft to final web page.

But that may not be the most logical path for you or for your project. Feel free to jump around in the book. Read it once through quickly now and then come back to it again when you have a specific question or need.




You can join our web community

I hope that you will learn from Letting Go of the Words and that it will answer most of your questions. I would also like to continue the conversation that I’m starting in this book. Join us on the web site at www.redish.net/writingfortheweb to ask a question, voice an opinion, get information about usability testing and other topics, and share your examples.


SUMMARIZING CHAPTER 1

Here are key messages from Chapter 1:

• People come to web sites to satisfy goals, to do tasks, to get answers to questions.

• They come for information, for the content.

• They don’t read much, especially before they get to the page that has the information they want.

• Even on information pages, they skim and scan before they start to read.

• They want to read only enough to meet their needs.


• Think of the web as a conversation started by a busy web user.

• Answer people’s questions – throughout your web content, not only in sections called frequently asked questions.

• Write so that busy people can grab the information they need and go on to whatever they need to do next.

• Start with a usability test. Test early; test often; test on a small-scale, iteratively.












2 People! People! People!

To create a web site that communicates well, you must think about the people you are communicating with. Understanding your audiences and what they need is critical to deciding what to write, how much to write, the vocabulary to use, and how to organize the content on your web site.


We all interpret as we read

People aren’t just passive receptacles into which writers can pour information. We are all constantly interpreting what we see on the screen in light of our own experiences and expectations. Even when we think that we share the same language, it isn’t entirely the same. We may not know the same words. We may have different meanings for the same words.


[image: image]




Successful writers focus on their audiences

Writing successful web content doesn’t start with typing words. It starts with finding out about your audiences and their needs.

• Who will (or should) come to your content? What about them should you keep in mind when writing your web content?

• Why do they come? What are their questions, their tasks, their stories, their scenarios?

Understanding your audiences will help you write the content they need in the words and the way they need it.

Understanding why your web users come will help you select and organize the content so that it best meets both your goals and theirs.




Seven steps to understanding your audiences

The rest of this chapter gives you seven steps with lots of tips for getting and using information about your web users and why they come to your site:

1. List your major audiences.

2. Gather information about your audiences.

3. List major characteristics for each audience.

4. Gather your audiences’ questions, tasks, and stories.

5. Use your information to create personas.

6. Include the persona’s goals and tasks.

7. Use your information to write scenarios for your site.






1. List your major audiences

One way to list your major audiences is to ask: “How do people identify themselves with regard to my web content?” For example:

• patients, health care professionals, researchers

• parents, teachers, students

• passengers, pilots, mechanics, airport operators


Another way is to ask: “What about my site visitors will help me know what content the web site needs and how to write that content?” This may lead to listing your audiences as

• experienced travelers, occasional travelers

• local residents, tourists coming to town

• lookers, bookers

• shoppers, browsers

Notice that when I list these user groups, I’m always referring to people – to human beings. Don’t get caught up in naming departments, institutions, or buildings as users of your site.

Don’t say that you are writing for “Finance.” “Finance” may be a department with many people who have different jobs, different knowledge, and different needs from your web site.

Don’t say you are writing for “banks.” The bank is a building and buildings don’t use web sites. Are you writing for bank executives? branch managers? tellers? customers of the bank? Those are all different audiences and the differences may be important. They may be looking for different content on the site. They may know or not know specific vocabulary that you want to use.




2. Gather information about your audiences

You can start to understand your audiences by thinking about them. But that’s not enough. To really understand who they are, why they come, what they need, and how to write web content for them, you have to know them and their realities.

If you write your web content only on what you think your audiences are like, you will be writing from assumptions. If your assumptions are wrong, your content won’t work.

Here are several suggestions for finding out about your audiences. Try to do them all; the ones at the end – actually watching, listening to, and talking with your web users and potential users of your site – are the most useful of all.


• Think about your mission. Whom are you supposed to serve? What are you supposed to help them accomplish?

• Read the emails that come through your Contact Us and other feedback links. Who is writing? What are they asking?


For information on many techniques for understanding your web users, see Courage and Baxter, 2004.



• Talk to Marketing. Whom are they targeting as web users?

• Talk to Customer Service. Who is calling with questions? What are those questions?

• Get people who come to the site to fill out a short questionnaire. Ask people a few questions about themselves, why they came to the site, and whether they were successful in finding what they came for.


Designing a good survey is not trivial. A good book on survey design is Dillman, 2007.




For ideas on watching, listening to, and talking with people at their work, see Hackos and Redish, 1998.



• Watch and listen to people.

– If your web site mirrors a brick-and-mortar business (e-commerce, banking and other financial institutions, travel, and so on), spend time in the physical location observing and listening to customers.

– If yours is a government site, realize that government agencies often have “brick-and-mortar” equivalents. Spend time in a local office of the agency watching and listening for whatever is relevant to your web content. This might mean watching as people come to renew their driver’s license or get a permit or sign up for benefits or ask for tax forms.

– If you are creating an intranet, spend time observing and listening to employees from different areas and in different jobs.

• Interview people who use or might use your web site. Use these techniques:

– contextual interviewing (where you watch and listen as people do their own work)

– critical incident interviewing (where you ask people to tell you about specific times that they used the site; sometimes, you can also have them show you what they did)


For information on contextual interviewing, see Holtzblatt, Wendell, and Wood, 2005.




For information on the critical incident technique, see the Wikipedia article on that topic.



• Do usability testing of the current content. Watch and listen to usability test participants work with your web site. Also ask them about themselves, their needs, and their ways of using content.




3. List major characteristics for each audience

As you find out about the people who come (or should come) to your web site, list relevant characteristics for each of your user groups. Here are some categories to cover:

• key phrases or quotes

• experience, expertise


• emotions

• values

• technology

• social and cultural environments

• demographics (age, ability, and so on)


Key phrases or quotes

If you asked your web users what they want you to keep in mind about them as you write to them, what would they say?


[image: image]





Experience, expertise

Consider your site visitors’ experience and expertise in both the subject matter and in using the web. You may have differences here for different user groups. (You may also have a range of experience or expertise within a user group; note that, too.)

For example, for a travel site:



	Experienced travelers	Probably familiar with other travel sites; probably know how e-tickets work; may know airport codes of places they travel to frequently; want fast ways of working – probably need little explanation at each step


	Occasional travelers	May not be familiar with travel sites; may not know how e-tickets work; probably do not know airport codes; may need explanations at each step




For example, for a health information site:



	Researchers and health care professionals	Probably know the medical terminology


	Patients	May not know the medical terminology
• Some may want to get the information without ever learning the terminology

• Some may want to learn the terminology to talk to the doctor







Emotions

In some situations, people’s emotions are important user characteristics. Your users might be

• fun-loving

• passionate

• intrigued

• curious

• impatient

• angry

• deadline-driven

• nervous

• anxious

• frustrated

• skeptical

• stressed

• pressured


[image: image] In Chapter 6, we’ll consider writing for injured workers who are checking on their worker’s compensation claims. What would you say about their emotional state? Did you say: Anxious, nervous, skeptical about whether the agency really wants to help them?




[image: image] If reporters are one of your audiences, what would you put down for them? Did you say: Deadline-driven, impatient?




[image: image] What about people seeking help with a product problem (like a paper jam in the printer)? Did you say: Angry, frustrated, anxious?



If the web site focuses so strongly on marketing messages that information about customer service is hard to find, will that only frustrate these web users more? If your content about the problem is in convoluted, technical language, will that only make them angrier? And what will they do if the web content doesn’t help? Call up – and cost the company more money? Write a scathing review on a “what should I buy” web site? Buy someone else’s product next time?

Web content for people who are angry, frustrated, anxious, or stressed has to be particularly clear and simple.




Values

Knowing what matters to your site visitors may help you decide what content to include and what to focus on or emphasize in the content. Knowing their values may help you understand why they don’t want to read much, why letting go of the words and writing in clear, conversational style matches their needs.


[image: image]





Technology

What resolutions are your site visitors working at? What speeds are they connecting with? How steady is their connection? Do they pay for every minute they are on? Are some people getting your web content on small screens – on personal digital assistants (PDAs)? on cell phones? You’ll want to know that as you make decisions about your web content.

Despite the tremendous growth of broadband, it is not universal. In many places, people pay for each minute of connection – they don’t have unlimited access for a monthly charge. Many users are still on slow connections and slow computers, including many home users, older adults, and even users in large companies and in organizations that can’t afford to update their computers regularly.

Technology changes so rapidly that any statistics I put into the book would be quickly out of date. So instead of numbers, here are some web sites you can check to track the growth of broadband and other technology issues:

• www.clickz.com/stats/

• www.oecd.org (and search for broadband statistics)

• www.upsdell.com/BrowserNews/stat_trends.htm




Social and cultural environments

You should also understand where and when people come to your web content.

• Are they likely to be alone or with someone else?

• Are they likely to be in an office cubicle or at home or at the public library?

• Are they going to be doing research on a site like yours for a long time each day?

• Are they likely to be interrupted as they work with your information?

• Are they answering questions for someone else, so they might have someone on the phone waiting for the answer while they try to get that answer from your web content?

All of these characteristics might be important for you to consider as you decide what to say and how to say it.




Demographics


For more on older adults and the web, see articles at www.aarp.org/olderwiserwired.



Age may matter for your site. If you are writing content for a particular age group – for example, for young children or for teens – that will likely affect your writing style as well as the design of your site.

But age isn’t all there is to demographics. In fact, recent studies of older adults have shown how diverse the audience of 50+ or even 65+ is. Even within the older adult audience, you have to think about differences in computer and web expertise (aptitude), in feelings about the web (attitude), and in ability (vision and other problems).



[image: image] Vision and other problems are not limited to older adults. In the United States, all federal government web sites and any site paid for with federal government money must be accessible to all. Many other countries also require attention to making web sites work for everyone.




For a list of accessibility requirements in different countries, see www.w3.org/WAI/Policy/.








4. Gather your audiences’ questions, tasks, and stories

From all your sources, gather lists of the questions that people expect the web site to answer, the tasks they need the web site to support, and the stories they tell about their experiences with your web site, with other web sites, and in relevant non-web situations.

As you gather their questions, tasks, and stories, don’t translate! Keep the users’ words. One of the most important parts of gathering information from your audiences is understanding the words they use to describe what they want and need. Then you’ll have their vocabulary to use in your web content.




5. Use your information to create personas

If you’ve done the first four steps in this chapter, you have a lot of facts about the people who will or should come to your web site. But it may be hard to imagine real people in the facts you’ve gathered. Do the facts seem dry? Do they lack “human interest” – a real sense of the people your web content is for?


Alan Cooper popularized personas in design. Cooper’s books are listed in the bibliography.



A great way to bring your web users “alive” for yourself and your team is to create personas.


For more on personas, see Pruitt and Adlin, The Persona Lifecycle, 2006.



A persona is an individual with a name, a picture, and specific demographic and other characteristics. A persona is not a specific real person; a persona is a composite of characteristics of many real people.

A persona brings together in one example the facts you’ve gathered from thinking about or, even better, watching and listening to the people who come to your web content. Your personas don’t have to be fancy. You don’t need to spend lots of time and money creating elaborate presentations. You do need to be true to the data you have to make sure the personas represent your web users – not you.


Figures 2-1 and 2-2 introduce you to Matthew and to Edith, two of eight personas that AARP focuses on in planning and writing their web site.


[image: image]
Figure 2-1 Matthew represents the younger, still working part of AARP’s audience. AARP is a membership organization that every American is invited to join at the age of 50. Used with permission.


www.aarp.org


What information goes into a persona?

Use all the categories of information you gathered:

• key phrases or quotes

• experience, expertise

• emotions

• values

• technology

• social and cultural environments

• demographics (age, ability, and so on)



[image: image]
Figure 2-2 Edith represents the older (but not oldest), retired part of AARP’s audience. AARP members range from 50 to 100+. Used with permission.

www.aarp.org



You may want to put the information in a different order. We usually start with demographics so that the persona has a specific age, family status, education, job, interests, income level, and so forth.

Also, we add

• picture

• name


The picture and name are critical parts of a persona description. They make a user profile into a persona.

You know you have a good picture and a good name when they resonate with your web team. And that really happens: I was helping a team develop personas for a particular user group. They had all met with several people in the user group, although I had not. I had brought about 20 pictures with me of people of different gender, age, ethnicity, emotion in their faces, and so on. As soon as I spread out the pictures, they pounced on one. “That’s her!” they said. And they knew her “name,” too.

Be sure to select a name and picture that make the team respect the persona. Funny or cute names are signs of disrespect. You must have good conversations with your personas to write web content that will make good conversations with your actual web users.

You can buy or license stock photography, but many teams find that casual, personal photos are better than photos of models. Don’t use a picture of someone the team knows. They’ll find it too hard to talk about “Jack” if they know it’s really a picture of Lisa’s brother Mike. But photos of friends or family that the team doesn’t know often work well. Just be sure to have the person’s permission to use the photo.




How do personas work with a web team?

Personas become members of your web team. Figure 2-3 shows how one team keeps their persona in clear view as they work. They can turn to her and “ask” her what path she would take to get to information or how she would do a task in what they are developing.

Instead of talking generically about “users” for your web content, you start talking about your personas by name.

• Will Matthew be able to find this information about his insurance policy?

• What will Edith do if she has a question about her problems with her eyesight?



[image: image]
Figure 2-3 Marie Tahir (in the red blouse) and her colleagues at Intuit have Lindsay with them as they plan and develop their product. Used with permission.


• What questions will Kristin ask about this topic?

• When Sanjay comes to this web site, will he search or navigate? What search terms will he use to get to the content I am writing?

Here are some ways that personas have become members of web teams:

• They come to team meetings as life-size cardboard cutouts.

• Their pictures and information hang on the wall in the team’s work space.

• Their pictures and information are printed on place mats or mouse pads so that they are on the table at meetings and in team members’ work spaces.

• Emails from them and about them circulate in the team.



“Users” yes or no? – a note on vocabulary

Pruitt and Adlin, in their book on personas, strongly advocate removing “user” from your vocabulary. They say not to talk generically about “users” – rather always focus on your specific personas by name. That’s a great idea for a specific web site or specific web content.

In this book, however, I need more generic words. You – my audience – are so diverse (I hope) that you are dealing with many different types of web content for many different types of people. The personas for your web content differ from the personas for other people’s web content. What generic words should I use?

You’ll notice that I am using “people,” “web users,” “site visitors,” and “audience.” I hope that all of those words work well for you.

Shortening “web users” to “users” bothers some people, so I avoid doing that most of the time. However, I prefer “user” to “reader” for most discussions of web content because people do not come to web sites for the pleasure of reading. They come to gather information. They “use” web sites; they “use” web content.

“User” emphasizes that people come with goals, with tasks, with questions. “User” helps us focus on the functional nature of web content and the need to help people skim, scan, and grab and go. “User” is not a pejorative word; it’s an accurate description of people interacting with web content. I hope that when you see the word “user” in this book, you’ll read it with the friendly meaning: “person coming to my web site to ask a question, do a task, or see what I have to say.”








6. Include the persona’s goals and tasks

The persona’s major goals and tasks for your site are an important part of your persona description. Figure 2-4 gives you an example for one of five personas developed by a web team that researches and reports on issues in agriculture and food production.




7. Use your information to write scenarios for your site

Scenarios are short stories that give you a good sense of the people who come to your site, what their lives are like, and what they want to do at your web site. Scenarios give life to goals and tasks in the same way that personas give life to lots of data about your web users.


To understand how useful storytelling (scenarios) can be in developing useful and usable web sites, read Whitney Quesenbery’s chapter in the Pruitt and Adlin book.





[image: image]
Figure 2-4 The goals section of a persona – Curtis, Vice President in charge of buying products for a major grocery chain



Scenarios tell you the conversations people want to start

People’s stories are the beginnings of their conversations with you. Scenarios can be as short as the two sentences in the thought bubbles below or as long as the stories about Mark and Mariella on the next pages.


[image: image]


If you have developed one or more major personas for your site, you should have several scenarios for each of them.


• These may elaborate the goals and tasks that you have on your persona posters into fuller stories that make the persona’s use of your site even more realistic to the team.

• You may want to add scenarios for more goals and tasks than you fit onto your original persona poster.




Scenarios help you understand all types of users

You may also want to have scenarios for a few secondary personas. For example, if your main personas are frequent shoppers and casual shoppers but you also have investors and newspaper people coming to the site, you may want to do “mini-personas” for them along with their scenarios.


[image: image] Do the mini-personas with scenarios in Figures 2-5 and 2-6 give you a sense of these people and their lives? Would they be helpful to you in creating web sites for people like them?




[image: image]
Figure 2-5 A scenario for developing an intranet site.




[image: image]
Figure 2-6 A scenario for developing a bank or credit union site.





Everything on your web site should fulfill a scenario

Everything on your web site should relate to at least one scenario that a real user might have for coming to the web site. (You do not need to have actually written the scenario for every piece of content, but there should be a plausible one that you could write.)

If no one needs or wants the information – if there is no plausible scenario for the content – why have it on the web site? It’s only taking up server space and perhaps showing up in search results where it distracts people from what they really need.




Scenarios can help you write good web content

If your scenarios are based on watching, listening, and talking with people, they can help you

• focus on what is important to your site visitors

• write with their words

• realize how goal-oriented most web users are

As you plan your web content, always ask: Who will use it? What should I keep in mind about them? What story (scenario) will bring them to this web content?



SUMMARIZING CHAPTER 2

Here are key messages from Chapter 2:

• We all interpret as we read.

• Successful writers focus on their audiences.

• List your major audiences.

• Gather information about your audiences from several sources.

• If you develop the web site only by thinking about your audiences, you are working from your assumptions. If your assumptions are wrong, your content won’t work.

• List major characteristics for each audience, including

– key phrases or quotes

– experience, expertise

– emotions

– values

– technology

– social and cultural environments

– demographics

• Gather your audiences’ questions, tasks, and stories.

• Use your information to create personas.

• Include the persona’s goals and tasks.

• Use your information to write scenarios for your site.

– Scenarios tell you the conversations people want to start.

– Everything on your web site should fulfill a scenario.

– Scenarios can help you write good web content.












3 Starting Well

Home Pages

Both you – and all those people whom you thought about, visited, observed, listened to, and created personas and scenarios for – want your web site to succeed.

To have a successful experience on a web site, people have to

• find what they need

• understand what they find

• act appropriately on that understanding

And they have to be able to do all that in the time and effort that they think it is worth.

Most of this book is about “understand what they find.” It’s mostly about writing destination (information) pages beyond the home page and beyond the pathway (menu, gallery) pages that people may have to go through on their way to what they want.


[image: image]



Although we’ll concentrate later in the book on information pages, all web pages have content. Home pages have content. Pathway pages have content.

Letting go of the words is especially important on home pages and pathway pages. So before we get to writing information pages further down in your site, let’s briefly explore home pages in this chapter and pathway pages in the next chapter.


Home pages – the 10-minute mini-tour


[image: image]


Most people read very little on the home page. They want to grab the information they need and move on because what they need from the site is almost always beyond the home page. Home pages can be content-rich, but they must not be wordy.


Many of your site visitors may be bypassing your home page and pathway pages by coming to specific information pages in your site through a search engine like Google.



In the rest of this chapter, we’ll discuss five major functions of home pages:

• identifying the site, establishing the brand

• setting the tone and personality of the site

• helping people get a sense of what the site is all about

• letting people start key tasks immediately

• sending each person on the right way, effectively and efficiently


Nonetheless, you must still set up your site for those who do start at your home page – or who get to your home page after looking at the information page the search engine sent them to.



We’ll see how to accomplish all that without asking people to read much.


For an analysis of many home pages, see Nielsen and Tahir, Homepage Usability, 50 Websites Deconstructed, 2001.



We’ll end the chapter with a brief case study of revising the home page of a portal site, as well as a short section on how important it is to plan your site from your information topics up to the home page – not only from the home page down to the information topics.




Identifying the site, establishing the brand


For more on tag lines and other aspects of home pages, pathway pages, and navigation, see Krug, Don’t Make Me Think! 2005.



Your site’s logo, name, and tag line identify it. Don’t use a paragraph to explain the site. Don’t put paragraph-long mission statements on the home page. Most people won’t read them.

Instead, encapsulate your company’s or organization’s mission in a memorable tag line – a short phrase that tells people how to think about the site.

Consider Figure 3-1, the top of the Aspen Square Hotel’s home page. The identifying information here works well with very few words, as long as people coming to this site know what a condominium hotel is and recognize Aspen as the famous resort in Colorado.


[image: image]
Figure 3-1 Even if you have never heard of the Aspen Square Hotel, you probably immediately understand what it is and where it is from the logo/name and tag line.

www.aspensquarehotel.com





Setting the tone and personality of the site

Remember that your web site is part of a conversation. You set the tone for your side of the conversation by sharing the web site’s personality with your site visitors. Indeed, different web sites have different personalities – expressed in the site’s visual style, colors, graphics, typography, writing style, and words.


For an interesting paper on web sites having personalities, see Coney and Steehouder, 2000.



A few years ago, the U. S. Internal Revenue Service (IRS, the tax collectors) had a home page that looked like a tabloid newspaper (Figure 3-2).



[image: image]
Figure 3-2 The web site of the U. S. Internal Revenue Service in 2001.



[image: image] What impression does the IRS home page give you of the agency? What adjectives would you use to describe this page? Do those adjectives match your expectations for the IRS web site? What personality should the IRS web site have?



Figure 3-3 is the 2005 IRS home page. It may not be exciting, but it is much more appropriate. The rest of the pages in the site are in compatible templates with the same visual style so that they meet the expectations this home page sets.



[image: image]
Figure 3-3 The web site of the U. S. Internal Revenue Service in 2005.


Deciding on the personality that you want your site to project is part of developing your “brand.” Both commercial companies and government agencies need to consider their “corporate image,” their brand. Branding and marketing specialists can help you decide on an appropriate brand.


Who decides on the site’s personality?

If you own the site (it’s your blog; it’s your company), you decide on the tone and personality you want your site to have. However, if you are part of a larger organization, it’s not your decision alone. In fact, another division of the organization (for example, marketing or corporate communications) may dictate aspects of the site’s brand – colors, templates, and writing style.

Don’t arbitrarily reject those decisions; there’s value to your site visitors in finding a consistency in personality and style across subsites within a larger site. Always connect your site to the home page (and other parts) of the larger site so that people who come into the organization’s site through your part get the value of your belonging to that larger organization.


If you want to influence the tone and personality the organization is using on the site, get involved. Communicate up the chain and across groups. Become part of the web site task force (if your organization has one).

As you think about the site’s tone and personality, think broadly about all of the organization’s audiences, not just the specific audiences for your part of the site. A web site is the whole organization’s face to the world.



Branding specialists often start by asking for the adjectives you want people to use when referring to your site.


[image: image] What adjectives come to mind when looking at the Crayola page in Figure 3-4? Do those adjectives seem appropriate for the audiences and scenarios of the site? What about the Car Talk page in Figure 3-5?




[image: image]
Figure 3-4 Crayola sells crayons and art supplies. The visual style seems appropriate for the audience of children, parents, and teachers.

www.crayola.com




[image: image]
Figure 3-5 This site matches the irreverent tone of the popular U. S. call-in radio show on which it is based. Other companies would not help their image by labeling their e-commerce section “Shameless Commerce.’

www.cartalk.com


Notice how you can set the tone and personality with very few words. Even if you want to say “we’re a friendly site; we’re glad you’re here,” you should do it without a paragraph of text because most people won’t read the paragraph.




Helping people get a sense of what the site is all about

Many people coming to your site for the first time want to know:

• Whose site is this? (Did I get where I thought I was going?)

• Who are these people? (if I don’t already know that)

• What is this site all about? (What do they have? What can I do here?)


But they want to grab that information quickly because they also want to know:

• How do I keep going on the question or task that brought me here?

Return visitors often just do a quick check to be sure they are on the right site and, perhaps, to see if there’s anything new and exciting before they plunge further into the site.

Both too little and too much can keep people from understanding what the site offers.


A useful home page makes it instantly clear what the site is about

Look at Figure 3-6, the 2005 home page of SBC. Is it instantly clear what their business is?

Web sites must serve both those who already know the company and those who do not. Managers and staff inside a company are often so familiar with the company’s history and business that they forget that other people are not. If a web site is going to help a company market itself successfully, it must speak to people who do not yet know the company.


[image: image]
Figure 3-6 The 2005 web site of SBC had too little information for people who did not already know what SBC did, making it difficult for them to find out at a glance.



SBC merged with AT&T in late 2005. As you can see in Figure 3-7, the new site does a much better job of showing at a glance what businesses the company is in and what it offers.


[image: image]
Figure 3-7 The 2006 web site of SBC/AT&T does a much better job of telling people at a glance what the company and site are all about.





A useful home page is mostly links and short descriptions

A useful home page for both new and returning site visitors is almost all links with just a few brief descriptions to help people very quickly understand what the site is all about and to know which link to choose to move on.

Look at Figure 3-8, which shows more of the Aspen Square home page.


[image: image] Where do your eyes go? Did you look at the pictures first and scan the picture captions? How much of the text did you read?





[image: image]
Figure 3-8 More of the home page of the hotel site we saw in Figure 3-1. The page uses long paragraphs of text.

www.aspensquarehotel.com


Many people scan. For them, the page might look like Figure 3-9.

People might actually take away more information from this page if it looked like Figure 3-10.



[image: image]
Figure 3-9 What many people see on a site like this. Their eyes go to the pictures and the links, but they don’t read the text.




[image: image]
Figure 3-10 What I might suggest for the Aspen Square site, to make the links stand out and to use many fewer words.








Letting people start key tasks immediately

When people come to a web site to do a task, they usually want to start that task right away. Many tasks involve forms, and it’s been interesting to watch over the years as more and more forms come to the front of sites. If people need a form, putting the form on the home page is a good strategy.


[image: image]



Put forms people want right away on the home page

For example, on travel sites what people most want to do is set up travel. That’s why most travel sites let people start a reservation right from the home page. Figure 3-11, the Scandinavian Airlines site, is an example.




Make sure the forms are high on the page

If you have forms on the home page, make sure they are easy to find – high enough on the home page to be seen immediately. The large pictures that many sites have on their web pages push critical tasks and critical information far down on the page. These large pictures hinder people from finding the critical information or critical field quickly and easily. See the FedEx example in Figure 3-12.



[image: image]
Figure 3-11 Like most travel sites, SAS lets travelers describe their plans immediately. Users of any other travel site are likely to know what to do here even if they don’t speak Swedish.



Don’t assume full screens at high resolution

Some web users still have small screens or work at low resolution. Those of us who work on large screens at high resolution – and I’m looking at what I’m typing on a 24-inch monitor at a screen resolution of 1900 × 1200 – tend to forget that most of the people who use what we develop aren’t working in that environment. Most of your site visitors are probably working at 1024 × 768; but a sizable minority are still using 800 × 600 screens. (Summer 2006: About 20 percent of web users are still at 800 × 600.)

Furthermore, even sophisticated business people and research scientists don’t all work with small type on large screens. In a field study with employees of a large health information group in which everyone had monitors that could display at least 1024 × 768, the client and I were surprised to see that many employees had changed their displays to lower resolutions or large type. They were seeing much less on the screen at one time than we had assumed.

Many expert web users open multiple windows and let those windows share screen space. They don’t maximize the windows; they see only part of your web page at one time.

These realities are all good reasons not to use most of the upper part of a web page for a large picture that serves only for emotional appeal. Use the space instead for the most important forms or information that people come to your site to get.




For up-to-date information on screen resolutions most people are using, see the web sites I listed in Chapter 2, page 18.





[image: image]
Figure 3-12 People would find it easier to get immediately to the box for tracking shipments if it were higher on the page.

www.fedex.com





Put Search near the top – where site visitors expect it

Always put the Search box near the top of the page. If your site has search capability (and any large site should), a Search box (not just a link to another page) should be in the same place on every page of the site.

People have come to expect that the Search box will be either at the top right or at the left at the top of the left navigation column. Those are both good places.

A long home page with the Search box at the bottom is not a good idea if the site will draw visitors who have small monitors, use low resolution, or don’t maximize each window. If the Search box is below the fold, many people will assume the site does not have search capability. They won’t scroll down to look for it.


[image: image] Blind web users who like to search also want to find the Search box very close to the top of the web page. Screen-readers start to read from the top of the page. If the Search box is before other content, blind web users get to what they need quickly.





[image: image]


“Above the fold” for a web page is whatever the site visitor sees when the page first opens – at whatever resolution or window size that person is using.

Information that is “below the fold” becomes visible only if the web user scrolls down the web page.

The phrase “above the fold” comes from print newspapers, where you see only what is above the fold when the paper is delivered to your doorstep or is being sold in a vending machine.

Newspaper editors know they must put the most important and interesting information above the fold to attract people’s attention.







Don’t make people fill out forms they don’t want

Starting people on forms they want on the home page is good. However, forcing people to fill out forms that they don’t want – or before they are ready to give you the information – is likely to be counterproductive.


[image: image]


Think carefully about the benefits and perils of asking for information when people are not ready to give it to you. If you ask too early, or you ask for too much, or you ask for information that people have to struggle to get for you, you risk losing more than you might gain. Consider the trade-offs. If you are asking people to register so that you can market to them later, do you lose more than you gain by having people leave early? If people put in fake information just to get past your form, does that end up being a costly pain to you?






Sending each person on the right way, effectively and efficiently


In the study reported by Nielsen and Loranger, average time on the home page was 25 to 35 seconds! People want to get on with the task that brought them to the site.



Most people want to move off the home page quickly. Even most first-time visitors spend almost no time getting a sense of the site; they immediately try to find the link they need to move on.

Chapter 12 is all about writing meaningful links. If that’s important for you right now, feel free to go there and then come back to the rest of this chapter. Here I’m going to focus on two critical guidelines about writing links to help people get started down a good path from the home page:

• Use your site visitors’ words.

• Don’t make people wonder which link to click on.



Use your site visitors’ words

When people come to your web site to start a conversation with you, they have a topic or question in mind. They are looking for the words they have in their minds – words that give them confidence that if they click there, they’ll get closer to the information they are seeking.

To make connections between what your site visitors want and the content you have, you must use their words – not cute, made-up names that they do not know. Cute doesn’t work if it doesn’t help your site visitors know where to click.

Use all the sources of information about your web users that we discussed in Chapter 2 to get their words.




Don’t make people wonder which link to click on

Site visitors want to think about their topic, their need – not about how you’ve put together your site. If people don’t feel confident that you are helping them get to what they need, they might not feel confident that your information is credible or that you are a good firm to do business with.

The web site in Figure 3-13 might make people who come to it unsure about going further. Lots of other sites offer car loans and ways to invest money. Busy web users might just go elsewhere rather than try to figure out what’s where on this site.


[image: image]
Figure 3-13 Web users don’t want to have to figure out where you’ve put the information they need. They want to feel comfortable and confident as they move through your site.








Putting it all together: A case study

Let’s see how our five points play out in a specific case. This case study is of revising the portal site to all the information in all the agencies that make up the U. S. Department of Health and Human Services.


Case Study 3-1: Revising the home page of a portal

With 12 major agencies, more than 300 programs, more than 65,000 employees, and an annual budget of more than $500 billion, the U. S. Department of Health and Human Services (HHS) is larger than many major worldwide corporations. Its agencies include the Centers for Disease Control and Prevention, the Centers for Medicaid and Medicare Services, the Food and Drug Administration, and the National Institutes of Health – sources of information on health and safety for people all over the world and on medical benefits for elderly and poor Americans.

Each HHS agency has web sites (and subsites and subsites of those subsites). The main page at www.hhs.gov has to serve as a portal to all the topics on all those agency sites – as well as give visitors the “big picture” of what HHS does.

A team of HHS subject matter experts, web designers, and usability specialists – with my help as an external usability consultant – revised the site in 2002. One of our first steps was to do a usability test of the existing site, both to get baseline data against which we could later compare a revised site and to identify problems to address in revising the site.

Here is the old HHS home page and what we learned from watching and listening as people tried to use it:



[image: image]



How did the site do on our five functions?

The site failed on all five of the functions we discussed in this chapter:

• Identifying the site, establishing the brand: People could name the department from the top of the page, but they had no sense of “brand.” They didn’t know what topics or agencies were part of HHS.

• Setting the tone and personality of the site: The news in the center of the home page made people feel that the site was there to disseminate news, not to help them with information – not the tone or personality the site’s owners wanted to project.


• Helping people get a sense of what the site is all about: With so little real information on the home page, people could not get a sense of what they would find through the site.

• Letting people start key tasks immediately: Most people come to this site to search or to try to find a good path to specific information. Even starting a search proved impossible for most visitors.

• Sending each person on the right way, effectively and efficiently: In many situations, our usability test participants gave up after trying to find a way off the home page toward what they were looking for.




What lessons did we learn?

Here are a few of our take-aways that you might find relevant for your site:

• Unless news stories are your main product, don’t make news the central focus of your home page. People are much more interested in your products and services than in who was just appointed to your staff or what speech your vice president gave last week.

• Someone has to be in charge to keep the home page (and the rest of the site) focused on your users’ needs and your business goals. Many groups compete for space on the home page for their pet project. Unless someone with authority and a focus on the users’ interests is in charge, you may end up with tidbits scattered around the page like the logos on the old HHS site.

• If you don’t have a Search box in an obvious place, users will assume that any open field is the Search box.

• Users are topic-focused. Most do not know, or care, how your organization is structured. They do not want to have to know which division has the information they need; they just want the information.

• The number of ways to get to information is much less important than how easy those ways are to find and use. A study that came out while we were doing this project rated the HHS site as very usable because it had many ways of navigating – the A-Z list, the Select a Topic box, the search function, the Agency button. The study was done entirely by counting features, not by watching people work with the site! The site had all these features, but, in fact, people did not notice them or could not use them.





What happened?

After 6 months and several rounds of developing and testing prototypes, HHS launched the new site in October 2002. The overall information architecture and design have held up very well since then. Here is the modified site:


[image: image]
www.hhs.gov






Did it make a difference?

The new portal allows people to get to what they need much more effectively and efficiently than the old one did. Here are some data points from usability testing:



	Success with the new HHS portal site (16 people each doing 12 tasks = 192 attempts)



	Getting off the home page onto a good path	97 percent


	Getting off the next menu page still on a good path	87 percent


	Completing the scenario successfully	82 percent




See Theofanos, Mulligan, and Redish, 2004, for more on changing the HHS portal site.



Five of the tasks we asked people to do in the usability test of the old site at the beginning of the project and the usability test of the new site at the end of the project were exactly the same. Therefore, we can compare results for those five tasks. (We had 16 participants in each test. The tests were at different times, so the people were different, but they were all recruited by the same group from the same overall pool of people and had similar demographic characteristics.)



	Comparing the two sites on the same tasks



	Success using the original home page on five tasks	41 percent



	Success using the final home page on the same five tasks	92 percent









Building your site up from the content – not only down from the home page

Most web users who come to your site are looking for information that is a few clicks down in the site. If they navigate to the information, they do so by going down a path from the home page. But to make those paths – and your home page – work well, you have to build the site the other way, from the information up through the pathways to the home page.

To build up from the content, you have to have some sense of the content you have and the content you will need for the site. Do a content inventory/content analysis by listing all the content you now have on the site. You can use a spreadsheet to keep track of the topic, the current URL, who is responsible for that content, and so on. You might also have a column to indicate whether that page should be deleted, revised, or kept as is. You can also add notes about content that needs to be written.


For more on doing a content inventory/content analysis, see www.usability.gov/design/inventory.html.



You can then use card sorting to find out how your web users would organize the content. For a card sorting study, you create a stack of 50 to 60 cards to represent your content with one topic on each card. Representative users sort the cards into groups that are logical to them. In an “open card sort,” the users also label the groups they create. That gives you the users’ words for your home page. In a “closed card sort,” you tell the users the labels you plan to use and they tell you what topics they would look for under each of your labels.


For more on card sorting, see www.usability.gov/design/cardsort.html. Also see Courage and Baxter, 2005, Chapter 10.



You can get help from professional information architects in organizing the content of your web site.


For more on information architecture, see Rosenfeld and Morville, 2006.




SUMMARIZING CHAPTER 3

Here are key messages from Chapter 3:

• Don’t expect people to read much on the home page.

• You can make your site’s identity and brand obvious with very few words.

• Few people will read long mission statements on your home page.

• You set the tone and personality of your site with your choices of visual style, colors, graphics, typography, writing style, and words.

• A useful home page makes it instantly clear what the site is about.

• A useful home page is mostly links and short descriptions.

• Let people start key tasks right from the home page.

• Make sure forms are visible even on small screens.

• Put the Search box near the top, where people expect it.

• Don’t make people fill out forms that they don’t want to fill out just to get to the information on your site.

• Send each person on the right way, effectively and efficiently, by using your site visitors’ words and by writing clear links.

• Build your site from the bottom up as well as from the top down.










End of sample
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In December 2005, the National Center for Educational Statistics (NCES)
released the preliminary findings from its 2003 National Assessment of Adult
Literacy. This survey, the most comprehensive measure of adult iteracy in the
United States since the 1992 survey, reveals how people use and understand
information. The power of this survey is that it uses tasks that peaple need for
success in their everyday lives—filling out an order form or balancing a
checkbook or reading a prescription label.

‘The results placed participants in one of four categories and showed
= 14% of the adult population (30 million people) to be at the below basic
literacy level;
= 29% (63 million people) at the basic level;
= 44% (96 million people) at the intermediate level; and
= 13% (28 million people) at the proficient level.

In short, over 93 million people are functioning ata basic or below basic literacy
levels meaning they have limited ability ‘to use printed and written information to
function in society, to achieve one's goals, and to develop one's knowledge and
potential.” Over 43% of Americans struggle with basic, everyday tasks that are

often taken for granted
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More than 43% of Americans struggle with basic, everyday tasks like filling out
an order form or reading a prescription label. That's more than 93 million people
who find it hard to understand written materials they need.

In December 2005, the National Center for Educational Statistics (NCES)
released the preliminary findings from its 2003 National Assessment of Adult
Literacy. This survey, the most comprehensive measure of adult Iiteracy in the
United States since 1992, reveals how people use and understand information
The power of this survey Is that it uses tasks that people need for success in their
everyday Iives’ reading an article about a health problem o balancing a
checkbook or understanding a bus schedule.

The results placed participants in one of four categories and showed
* 14% of the U. S. adult population (30 millon people) at the below basic
literacy level;
= 29% (63 million people) at the basic level;
= 44% (95 million people) at the intermediate level; and
= 13% (28 million people) at the proficient level.
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aveyance
‘above [as an adjective]
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sfore-granted
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hencaforward
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3 [25 3 substituts for the", that”, or those”]
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thenceforth

thereunto

therewith

towk

under-mentioned

unto

whatsoaver

whensoever

wheresasver

whereas
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New requirements for mailing food to the US

The following media release was issued by the US Embassy
Canberra on Monday December 19.

Australians planning to send food to the United States
should be aware of the new “prior notice" requirement under
the U.S. Bioterrorism Act.

The new ruling requires the erson sending the food to
electranically file a "prior notice" with the U.S. Food and
Drug Adrministration. A confimmation of the FDA receipt of
prior notice” must be presented to Australia Post along with
the parcel. The *prior notice" forri T t

However, although this requirement came into effect on
December 12, the U.S. Food and Drug Administration has
advised that food mailed to the United States vil not be
refused entry ifthe parcel does ot include the *prior natice”
form from now until August 12, 2004. Australia Post has
been advised of this change.

The anly exemption to this requirement is food that was
made by an indvidual in his/her home and sent by that
ividual as a personal git (for nor-business reasons) to an
individual in the United States.

The text of the FDA press release outlining the transitional

More information on the Bioterorism Act is available on the
FDA website at:
. iml

The heading is not very.
informative.

December 19 of what
year?

Here, ‘the person” should
be ‘you?

“Confirmation” and “receipt”
are nouns that verbs.
“Must be presented” is
passive voice.

This paragraph is not
. needed in 2006.

The exceptionis at the.
bottom.

This paragraph s not
needed in 2006.
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Possible revisions of the examples, without "ffect”
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Does [...] store Information on my computer? (“cookies")

To recognize you as a returning customer and to show you information the way
you want it, our computers put a small piece of information on your computer.
This is called a "cookie."

A cookie tells us about your computer and lets our computers remember what

you are currently doing or did in the past at our web site. For example, a cookie
fets us track your shopping cart while you are on our web site.

A cookie does not give us any of your personal information, sich as your name
or email address.

Cookies also help us understand how people use our web site. They help us
know which sections of the site are most popular and how people look for
information on our site. We use this information to improve our web site and to
serve you better.

Does [...] collect information about children under 137

We never knowingly sell to or collect any personal information from children
under 13. If you believe your child has given us personal information, please
help us remove that information from our computers by contacting us.

What If | have other questions?
Please contact us. We are happy to answer your questions.

[contact information]
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White-naped Cranes Grus vipio

White-naped Cranes breed in northeastern Mongolia, northeastern China, and
‘adjacent areas of southeastern Russia.

Breeding habitat includes shallow wetlands and wet meadows in broad river
valleys, along lake edges, and in lowland steppes or mixed forest-steppe areas.
‘White-naped Cranes nest, roost, and feed in shallow wetlands and along wetland
edges, foraging in adjacent grasslands or farmlands. During migration and on
their wintering grounds, they use rice paddies, mudfiats, other wetlands and
agricultural fields. White-naped Cranes are excellent diggers. The White-naped
Crane is often found in the company of ather crans species ,including Red-
crovened, Hooded, Demoiselle, and Eurasian Cranes.

Mated pairs of cranss, including White-naped Cranes, engage in unison calling,
‘which is a complex and extended series of coordinated calls. The birds stand in a
specific posture, usually with their heads thrown back and beaks skyward during
the display. In White-naped Cranes, the fernale initiates the display and utters
two calls for each male call. The male always lfts up his wings over his back.
during the unison call while the female keeps her wings folded at her sides. All
cranes engage in dancing, which includes various behaviors such as bowing,
jumping, running, stick or grass tossing, and wing flapping. Dancing can occur
‘atany age and is commonly associated with courtship, however, it is generally
believed to be a normal part of motor development for cranss and can serve to
thwart aggression, relieve tension, and strengthen the pair bond Nests are
‘mounds of dried sedges and grasses in open wetlands. Fernales usually lay two
eggs and incubation (by both sexes) lasts 26-32 days. The male takes the
primary role in defending the nest against possible danger. Chicks fledge (frst
flight) at 70-75 days.
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“The webis a tool to get things
done. Fast.”

“If it doesn't work right, | move
on. | don't have time to figure it
out.”

Typical web tasks

«read news

« check sports sites

« armange travel

« buy things for their weekend
house in Connecticut

« check out health informa-
tion after seeing the
doctor

Whenit's time to renew his
AARP membership, he'l try it
online this year and save him-
self the paperwork— i its easy
todo.

Matthew

«54 years old
« attorney

«lives in New York City
« married

« wite works fulltime

« o children

Matthew and his wife work full time.
They make six-figure incomes, and
they put in the hours that requires.

They donit have kids, but they enjoy
having nieces and nephews come
to visit— sometimes for as much as
aweek on school breaks.

Matthew uses email but doesn't get
on the web much at work. His web use
is mostly personal, at home. That
doesn' mean he has time to waste.
He's impatient at home, too. Time is
very precious for Matthew and his wite.

Matthew is still feeling fine, although
his doctor says he needs to exercise
more.

He wears contacts; his eyes aren't
what they were when he was younger.
He hates web sites with tiny print; they
make him feel old.
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I love getting pictures of the
‘grandkids in email, but | dont
understand how the kids make
that happen.”

"My son, Jerry, showed me how
o print out the pictures. | always.
follow just what he said to do.”

Typical web tasks:

« omail

«find health information for
herself and Doug and
sometimes for friends

«get information for travel —
she hasnt yet actually bought
online, even though the kids
doitall the time and say it's
very safe

Edith didn't even know there was
an AARP web site unti she saw
something about it in the AARP
‘magazine. The magazine said
there was more travel information
on the web site, and Edith lkes to
plan trips that include visiting
‘grandchildren and also doing
some sightseeing.

Edith

+ 73 years old

« retired restaurant owner

« now lives in Miami

« maried almost 50 years to Doug
« limited income

«four children, ten grandchildren

Edith and Doug get by on Social
Security and what they got when
they sold the restaurant

‘They put down alot of cash for their
smallretirement house to keep the
payments low.

Edith and Doug are enjoying
retirement. They like the slow pace
(especially after all those hectic
years in the restaurant). They like
the sunshine and the social

lfe.

Edith is a cautious web user.

She checks her email regularly
because the children are so busy
that they dont come to visitor call
as often as she would like — but they
do send email.

Edith uses hearing aids and glasses.
She took off the glasses for the
picture, but she needs them to read or
ook at the computer. She has siight
arthiits in her hands, so sometimes
using the mouse is a problem.
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Mark Willams is a sales coordinator for one of
the divisions of FGH Corporation. His job, like
that of most of his friends, includes many
different responsibiltes. He often feels as if
he's juggling tasks all day long.

Today he's trying to put together some
projections that his boss wants "immediately.”
But Mark also has to deal with questions that
his staff can't handle on their own, and that
often involves looking up policies on the
company’s intranet.

The telephone just interrupted Mark's work on
the projections for his boss. It's Anu Pati outin
the field negotiating a deal with a client. Anu
needs to know whether company policy allows
herto offer volume discounts to this client and
what those discounts can be.

Mark needs to find the right policy quickly both
to keep Anu and her potential client happy and
because he wants to get back to the job for the
boss. He also hopes the policy is clearly stated
50 that he and Anu are both confident they are
giving the client correct information.
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In the process of or following consultation of this web site, data
pertaining to identified or identifiable persons may be processed.

When you use this web site, we may collect data about you or
people you tel us about  for example, people to whom you are
sending a gift. We may use that data o . .
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Wants summaries, trends, and value-
added analysis rather than raw data

Keeps abreast of current legisiation
and regulations
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other companies are doing

Seeks information that is timely and
credible
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Don and Mariella Garcia just had their second baby, so they
need a bigger car. Don's construction work is going well, but
Mariella s staying home for a while, 5o they're worried about
‘money. They're going to need a loan to buy the new car, and
they want a good deal.

Mariella knows about computers and the web from the job she
‘was doing before she got married. But she can only go look on
the web in spurts — when the children are napping or late at
night when Don can look with her. And then they are both very
tired.

Theyre not financial experts; they don' know all the banking
terms that some of these sites use. They're trying to find a site
with good loans that talks to them with words they understand.
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Why is GasPriceWatch.com Different?

We are database driven. (Huh? What does that mean?) All of the 128,000+ stations in GPW are part of
huge inventory of gas stalions that our spotters have submitted over the years. ff you find a stafion that
is not in GasPriceWatch.com, you can subimititwith the street address, cily, zip code and other
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and| can't understand what | fnd

on our polcy web sie, that's
frustrating!
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Start with an imperative Talk directly to the doctor.
rather than just implying that Use ‘you”
the doctor should do this.
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Ask for a copy of its current licensing requirements and Bl b

the average time it takes to process applications. sentences from one long
one.

Reading the requirements will help you understand any
potential problems you may have in applying. Finding out o
about the processing time will help you plan when to Dide lne "p‘g:j;:;"ﬂ"““
close your current practice or when o move.

Break the original second Give each reason its own
sentence into two short sentence. The average
sentences. Put them in the sentence length drops from
‘same order as the two tasks 3310 16 words.

in the first paragraph.
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book my cousin
sent me. Can |
exchange it online?,
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online?
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“Howdo I 7" questions are different from “Can |
which usually relate to company policies.
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Business Opportunities - Dealer Stores

‘Soars invites you to join one of America's leading retalers of appliances,
slectronics, hardwar and lawn and garden equipment through ts unique
Authorized Ratail Dealer Store Program.

Have you aiways wanted to own your own
business? 8o your own boss? If being in

Wor waidhave worked on

N . Chage of v own o 1wt
Pt S T I
‘but the writer may have wanted that dream a reality, the Sears Authorized
to emphasize which team you Retail Dealer Store Program may ba the
‘would be joining. ‘opportunity you've been looking for.

‘Sears celebrates the entreprenewt in you and also supports your goals of
achioving success as a business owner by offering the strength and
‘dependabilty of the Sears name. Sears provides in-depth training plus
on-going support from our dedicated team based in the field and at the
company's headquarters.
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E Laboratory Supplies

The “departmental buyer”
.15 the only person in this
The ordering of laboratory supplies is done through the departmental ——— St°-
buyer, in The general procedure for this is to fill out
The page does not talk
- - directly to the person who
The description of the items needed must also be specific. An item needs the supplies.

the JTEM blank, along wath a description. The QUANTITY an
UNIT/SIZE items are very important. Some supplies comes in cases,
thus only indicating QUAN. "1 could mean "one." or “one case.” Thus, . Almost allthe verbs are

number should be looked up i the catalogs in the office and wrmenag\

ifthe item comes in a case, this should be indicéted inthe UNIT/SIZE in the passive vice.
blenk. The price must also be indicated in the appropriste blenk, The

order form must be signed, end the name must be printed TSI T

the name i not pinted, and the buyer camot read the signature,

helshe vill not know whom to nobiy when the order arives. To futher

Simpify tis, it would be very usefulto not only writs the daytime phone

number, but also the e-mail address. E-mall s the eesiest and most 1o this web confort easy
convenient method for notification. The completed order forms should o wark it quicy
be returned to the black container in the offce.
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Ordering Laboratory Supplies

e
The departmental buyer in......_handles all orders for
Iaboratory supplies. If you need supplies, fillout the

form. You can get the form from the buyer in

1. Fill out the form

To assure that you get the correct supplies, fil out the
form carefully and correctly. Please pay special attention
to these parts of the form:

= ITEM: Look up the item in the catalogs in the
office. Put in both the item number and a
specific description.

= QUANTITY and UNIT/SIZE: Be sure totell us
both quantity and unitsize. If you wite *1* for
quantity but dont tell s the unit / size, we won't
know if you want 1 piece or 1 case.

« PRICE: You must fill out the space for price.
The catalog you are ordering from shouid tell
youthe price.

2. Sign and print your name on the form
When you have filed out all the information about the
supplies you need, be sure to sign the form and print
your name. We want to get the supplies to you, but if we
canft read your name, we won't know to whom to deliver
them

3. Give us your phone number and emall address
We need to know how to reach you. Please give us both

a phone number and an emal address; we find email s
the easiest way to cortact people.

4. Tum in the completed form
Put your completed order form in the black container in

“The buyer vill handle your order and notify you
when your supplies arrive.
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Ablog s 3 personal diary. A dally pulpit. & collaborstive space. A

political sozpbax. 4 breaking-news outlet. A collection of iks. Your

own private thoughts. Memos to the world. Fragments work wellin the
informal style of this site.

Your blog is whatever you want it to be. There are milions of them,
in all shapes and sizes, and there are no real rules.





OEBPS/images/fig8-18.jpg
Canada

“The topic is very serious.
The wriing is clear.

Coporations =

propery in s our name, separately and disincly o 1 cuers. 1 has o

Pay tax on # icome, and herfoe s le 1 0w ncome tax et ‘Short paragraphs. Active.
sentences. Average

sentence length =13 words.

Most corporatins can e hei retum through th nfemetusing 3 Canada
Revenus Agency spproved sctware. For e nformation, 66 Corporation
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VISIT THEZOO

Sitevistors donit need

all these words. - ——Click on these links to find out about the Zoo hours, Z0o admission fees, o Zoo
directions.
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Navigation

Information-rich web sites set up pathways to the information through
the home page and one or more layers of pathway (menu) pages.
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White-naped Cranes Grus vipio

‘White-naped Cranes breed in northeastem Mongolia, northeastem China, and
agacent areas of southeastem Russia.

Breeding habitat includes shallow wetlands and wet meadows in broadriver
valleys, alonglake edges, and inlowland steppes or mixed forest steppe areas.
‘White-naped Cranes nest, roost, and feed in shallow wetlands and along wetland
edges, foraging in adjacent grasslands or farmlands. During migration and on
their wintering grounds, they use rice paddies, mudflats, other wetlands and
agicultural fields. White-naped Cranes are excellent diggers

‘The White-naped Crane is often found in the company of other crane species,
including Red-crowned, Hooded, Demoiselle, and Ewasian Cranes.

Mated pairs of cranes, including White-naped Cranes, engage in unison calling,
which is a complex and extended series of coordinated cals. The birds standin a
specific posture, usually with their heads thrown back and beaks skyvard during
the display.

In White-naped Cranes,the female initiates the display and utters o calls for
each male call The male aliways lits up his wings over his back duing the
unison call while the female keeps her wings folded at her sides.

Al cranes engage in dancing, which includes various behaviors such 2s bowing,
jurmping, running, stick or grass tossing, and wing flapping. Dancing ean oceur
atany age andis commonly associated with courtship; however, it is generally
believedto be 2 nomal part of motor development for cranes and can serve to
thwart aggression, relieve tension, and strength the pair bond.

Nests are mounds of dried sedges and grasses in open wetlands. Females usually
Iay two eggs and incubation (by both sexes) lasts 28-32 days. The male takes the
primary role in defending the nest against possible danger. Chicks fledge (first
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Ronaldinho scores three goals in win

-

LONDON (4F) ~ Ronaldinho scored three goals o lead Barcelons 1 & 4-1 victory over
Ialy's Ucinezs n the Champions League on Tussday.

Otha formar Europaan champions uvencus, Bayor Wanic and Manchestr Uited alo won
e second round of Eure's 109 b comoetion

o
e an i ight t Barclans's Camp Now tadu, Brassin-born Do, who hlds
3 Potugueze pacepart,sica scaredfo the Catsans. Brssien abps seored Udnasaslone A LAl A A

a0l

“I1m plessed, irstly because of the win, and secondly for helping the teom with my gools,” Notice how short each
Ranaldinho £8d. "Itz 8 good rezult or the team and we hav o keep working. paragraphls.

Ronaldino curled ina free kick from 20 yards inthe 15t minute. Felipe tied the game 11
minates later.

Ronaldisho put Barca ahead again, scaring on & sharp-angle shot i the 32nd minuts ater
Sarmaol €10 cut the ball back nt the are. T the 415t Daco scored an 4 curling froe kick.

Barca cruised through the second half after Lus Vidigal was sent off early with second yelow
card,loaving Udinese with 10 men. Ronaldinho scorod his hird on a penaly in injury time.

Inthe ather Group C match, the Greok team Panathinakos won 2-1 at hom aver Werder
Bremen on fithminute pensty by Ezequiel Gonzalez and a goal ree minutes Iater rom
Vangeli Mantios Mirolay Kiose scored n the 41t for the Germans.

Barcslons lsads the group wih six paints in two games.
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Returning Items Within the US:

1. Return Internet or catalog orders ata Sears
Store

Just follow these guidelines:
Its much more obvious that ~ *  Bring the Lands’ End items youwish to retum to

there are three items in this any. ﬂﬁﬂlc_namg Sears store where Lands’ End
list when the text wraps merchandise is sold.
under itself.

« Make sure to bring the original packing slip for
the items you wish to retum.

*  Youwill receive a return confimnation from Sears.
Lands' Endwill then either credit your card, issue
arefund check, or send you a Lands' End gift card,
s you choose.
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Returning ltems Within the US:

In alist, the bullets must
stand out the way the
number does here. If the
text wraps under the bullet,
the bullets don't stand out.

1

Return Internet or catalog orders at a Sears
store..

Just follow these guidelines:

« Bring the Lands' End items you wish to retum to
any participating Sears store where Lands' End
merchandise is sold.

« Make sure to bring the original packing slip for
the items you wish to return.

« You will receive a return confirmation from Sears.
Lands' End will then either credit your card, issue a
refund check, or send you a Lands' End gift card,
as you choose.





OEBPS/images/122-1.jpg
s

Labor and Industrie:

Home | Safety | Claims @ lnsurance | Workplace Rights | Trades & Licensing

[
Imjredstwork  Fleactin | Approvedchin or Rejectedclin | Retuntowork  Closedchin

1£y0u ars injurad at work, you and the dootor who treats you wil il out an accident report form.
Your clain s iled when your doctor sends ths report to Ll for processing, (NOTE: If your employer
& solirsured, this process wil be dfferent. Contact your personnl department.]

Make sure you:
Complate all required paperwork.
Know how to check th status of your elaim.

‘Cooperate with any requestsfor an independent
medical exam.

Understand your rights as an injured worker.
Take adsantage of ight-duty job aptions.

Find out:
What your employer needs to do.
‘What your doctor needs 1o do.

CMore about workers*comp clains
€ Clim information onfine in Claim & Account
conter &
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Different Types of Spas

Some people get confused about what a spa really is. That's becauso, back n the
sities, a spa was basically a fatfarm" where people went to lose weight. Today there
are several diferent typos of spas.

The mast common i the day spa. This isfo people who wantto drop i fr on or o
treatments, or perhaps even indulge in a half-day, with lunch. Spa treatments are not
cheap, 8o make sure you choose the riht day spa or you. And when the day arves,
here's how to make the most of our i 0 the day 6pa

Other firsttime spa-goers have their irst spa experience on vacation, at a resorthotel
50, Resort and hotel spas come In a wide range of sizes and stye from small private
inns fike The Harbour inn in St. Michaels, Maryland, to the lavish, sprawiing resort s
in Hav

People who are interested in weight loss of jump-starting a heaith festyle often choose
desination spas that offer an allencompassing spa experience. Examples are Lake.
‘Austin Spa Resort or Canyon Ranch.





OEBPS/images/fig12-16.jpg
WIKIPEDIA
TRl
navgaton
* ManPage
+ Cammunity Pocal
+ Festred ces
+ Curetevets
+ Recen changes
+ Random ricle
« by
+ Conact e
+ Donstons

ASn’n Lomals aeammt.
o | [ ] { s [ sy

Fo i —
Wiki /

From Wikpeda, e s ncycopedia

Forotbe uses, see Wik (isambiguaton).

AW (IPA: [WL] SWICK-86> of W] WEE-kee>!") s a type of
wobsio tat alows usors 10 0asiy 339, romow, o ohorwiso odt and change
Some avaiatle conent, somelmes wihot e ned (o registraion. This eese
ofinlracton and operaton makes @ wiki an efactve ol for Colaboraie
outhoring. T fem wiki can s reerfo e colaborate sofware sl ()
‘ngie) that focikalos the operaton of such a webse (500 wik software} o
1o coran spocilc wiki stos, Incking tho computr scionce o (and

wik), WiiWikiWob, and the onne encyclopedias such as Wikipedia The frst
Wik, WIWikWeb, is name atr the "Wiki WIK i of Chince RI-52 buses
n Honokl Infomational Arpor, Howail. CWIK wik” means "quick” or urry”
n Hawarian, and aso refes 0.8 9o of fish nalve 10 e iiancs).H was
crestod in 1994 and nstaled on the web n 1995 by Wrd Cunninghom, who.

50 croatod tho Portand Patiom Roposiory.

Atypical artcle in
Wikipedia has many
‘embedded finks.





OEBPS/images/fig12-18.jpg
Different Types of Spas

‘Some peopie get confused acout what a spa really s. Thaf's because, back in the
sixties, 3 spa was basically a "t farm" where people wen to lose weight. Today there
are several diffrent types of spas.

Day spas
‘The most common is the day spa. This is for people who want to drop in for one of two.
treatments, or perhaps even induige in a half-day, with lunch.

More sbout day spas

Spa wrealments are notcheap

Make sure to choose the right spa for vou

When the day amivs, make the mos_ of your riptothe day spa

Spas at resorts

Other frs-time spa-goers have ther first spa experience on vacation, ata resortotel
spa. Resortotel spas come in a wids range of sizes and style from small private inns to
lavish, sprawiing resort spas.

More about resort and hotel spas.
The Harbour In (St Michasls, Maryland; a smallprivate in with spa)

Destination spas

People who are interested in weight loss or jump-startng a heaith festys often choose
destination spas that offer an alencompassing spa experience.

More about destination spas
Lake Austin Spa Resort (an example of a destination spa)
Canyon Ranch (another example of a destination spa)
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White-naped Cranes Grus vipio

White-naped Cranes breed in northeastern Mongalia, notheaster
China, and adjacent areas of southeaster Russia

Breeding habitat includes shallow wetlands and wet meadows in broad
tiver valleys, along Iake edges, and in lowland steppes or mixed forest
Steppe areas. White-naped Cranes nest, raost, and feed in shallow
wetlands and along wetland edges, foraging in adjacent grasslands or
farmlands. During migration and on their wintering grounds, they use rice
paddies, mudfats, other wetlands and agricultural fields. White-naped
Cranes are excellent diggers.

The White-naped Crane is often found in the company of other crane
‘species, including Red-crowned, Hooded, Demoiselle, and Eurasian
Cranes.

Mated pairs of cranes, including White-naped Cranes, engage in unison
calling, which s a complex and extended series of coordinated calls. The
birds stand in a specific posture, usually with their heads thrown back
and beaks skyward during the display.

In White-naped Cranes, the female iniiates the display and utters two
cals for each male call. The male always lits up his wings over his back
during the unison call while the female keeps her wings folded at her
sides.

All cranes engage in dancing, which includes various behaviors such as
bowing, jumping, running, stick or grass tossing, and wing flapping.
Dancing can occur at any age and is commonly associated with
courtship; however, it is generally believed to be a normal part of motor
development for cranes and can serve to thwart aggression, relieve
tension, and strength the pair bond.

Nests are mounds of dried sedges and grasses in open wetlands.
Females usually lay two eggs and incubation (by both sexes) lasts 2832
days. The male takes the primary role in defending the nest against
possible danger. Chicks fledge (frst fight) at 70-75 days.
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What must | do?

This talks to the web.
' You must fill aut a “prior notice* form with the U.S. Food and Drug user.
Administration (FDA) about the food you are sending to the U.S,

You must do tis online at hitpfAwww. access fda ov.
FOA will confirm that it has received your prior notice form.

You must take the confirmation to Australia Post when you go to mail
your parcel
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The new ruling requires the person sending the food to
electronically file a "prior notice" with the U.S. Food and
Drug Administration. A confirmation of the FDA receipt of
“prior notice” must be presented to Australia Post along with
the parcel. The “prior notice" form is available at

http:/fwww, access fda. gov

talks about the new
even though it is really
instructions for what ‘the.
person” must do.
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The Commission's recommendations for changes were few in number.

strong vorb
The Commission recommended fow changes.
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Retention of these records for seven years is a requirement for licensees.
requirement — require — must
retention — retain — keep.
arong verb.
Licensees must keep these records for seven years.
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If the customer wants to read this article, <
he or she must become a registered user of this site. ‘ et
with gender.

Batter — speaks 10 the site

If you want to read this article, you must become
a registered user of this site.

and its notinviting.

Please take a moment to complete this one-time required Aqu heading and a
registration. Once registered, you gain access to friendly imperative.
weshinglenpeet.oons.

Not Yet Registered? . Another good option:
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You cannot easily tel that
the page has both “why”
and "how”information.

The second and third
paragraphs give instructions,
but they don't read like

instructions.

Surface Preparation for Strain Gage
Bonding

Surfaces Requiring Special Treatment
Concrete

Concrete surfaces are usually uneven, rough, and porous. In order to
develop a proper substrate for gage bonding, it is necessary to apply a
leveling and sealing precoat of epoxy adhesive to the cancrete. Before
applying the precoat, the concrete surface must be prepared by a
procedure which accounts for the porosity of this materia,

Contamination from oils, greases, plant growth, and other soils should be
removed by vigorous scrubbing with a stif-bristled brush and a mild
detergent solution. The surface is then rinsed with clean water. Suface
imegularties can be removed by wire brushing, disc sanding, or grit
blasting, after which all loose dust should be blown o brushed from the
surface.

‘The next step is to apply Conditioner A generously to the surface in and
around the gaging area, and scrub the area with a stif-bristled brush.
Contaminated Conditioner A should be blotted with gauze sponges , and
then the surface should be rinsed thoroughly with clean water. Following
the waer rinse, the surface acidity must be reduced by scrubbing with
Neutralizer 54 , blotting with gauze sponges, and rinsing with water. A
final thorough rinse with, distilled water is useful to remove the residual
traces of water-solubld cleaning solutions, Before precoating, the cleaned

People who are following
the instructions may be
surprised to get this far
before learning that they
need distilled water.
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Preparing Concrete for Strain Gage Bonding

| broke the information into - why must concrete be specially prepared?

“why' Whatand "how! . rete surfaces are usually uneven, rough, and porous. To develop a proper
Substrate for gage bonding, the concrete must have a levelng and seaing
precast of ey adhesive, Before appling the precoat,you st firstprepare
the concrete surface with a pocedure that accounts for the fact tha i porous.

What do | need to prepare concrete for precoating?
Youneed
= Condiioner A
The bulleted lst tells people  +  Neutralizer 5A

what they musthave ready o gauze sponges.
sothatthey aren'tsurprised , , cutr icted brush

i :
Kbl corplety e sepe amild detergent solution

o distiled water
« awire brush or a disc sander or a grit blaster

How do | prepare concrete for precoating?
Clean the surface

1. Remove contamination from oils, greases, plant growth, and other soils
by scrubbing vigorously vith a stif-bristed brush and a mild detergent
' 1 divided the 12 steps into solution.

3logioa GOUPSATZEID 5 e i utace withcean ot

ong
3. Remove surface iregularities by wire brushing, disc sanding, or grit
blasting

4. Blow or brush all loose dirt from the surface.
Apply Conditioner A

Ireorganized sentences so 5. Apply Conitioner A generously to the surface in and around the gaging

thatthe action verb is always area.
atthe beginning of the step. 5. Scrub the area with a stif-bristied brush.

7. Blot contaminated Condiioner A vith gauze sponges
8. Rinse the surface thoroughly with clean water
- = Apply Neutralizer SA
' Eachislsp s o8 actor: 9. Scrubthe surface wih Neutraizer SAto reduce the surface acidiy.
10, Blotwith gauze sponges.
1. Rinse with clean wate.

12, Rinse again with distiled water to remove the residual traces of water-
‘soluble cleaning solutions.
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4.Review the washing insirucions on ihe fabel o the fabic. Heed any special
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Here are some good house hunting tips:

> Take pictures inside and outside the home.
> Bring a spouse, family member, or friend
> Make sure the house fits into your budget.
> Ask about utilty and maintenance costs.
> Think of commuting time and costs.
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Consumer Complaints and Assistance Put the key message right
up frontin very few words.
Related only to national banks and their subsidiaries
—_—
How do | know if my bank is a national bank?

Yes, itis a national bank. What do | do to complain or get help?
No. itis nol a national bank. What do | do now?

Now the site visitor has
reason to want to know
about national banks.

We are the right office to tak to if you have a complaint or need help with
a national bank or one of its subsidiaries,

How do | know If my bank Is a national bank?

National banks usually have the words "national” or “national association”
i their titles o the lefters N.A. or NT&SA following their tiles. About 28%

of insured commercial banks in the United States are national banks.

Yes, itis a national bank. What do | do to complain or get help? Ereoments ece, batisc hen
Call us at 1-800-613-6743. pararapie brphone
Monday through Thursday, 9 a.m. to 4 p.m. Central Time — -

Friday, 9 a.m. to 3 p.m. Central Time.

Some people will be eft with
the Currency can help you by answering your questions, offering this question. Always ry to

guicance, and helping You to resolve complaints about national banks anower questions people
and their subsidiaries. have, even i it means

sending them somwhere
No, it is not a national bank. What do | do now? —————————————— else.

A Customer Assistance Specialist from the Office of the Comptrolier of .
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Our Privacy Policy
Updated: (date]
e nal informati me?
wi rsonal inf 2
s .. share my information?
Does ... store information on my computer? (‘cookies")

Does [..] collect information about children under 137
Ly ions?

Does [...] collect personal information about me?

If you are just browsing our web site, we do not collect any personal
formation about you.

We may sk you for and colect personal information, such as your name,
‘email address, postal address, phone number, and possibly credit card
formation, when you

« order something on our web site, by phone, o in one of our stores
open an account with us.
subscribe to an email newsletter
participate in a survey, contest, or other event
1f you buy from us, we may also keep records of your purchases so that you
can track your orders and so that we can serve you beter by taioring
informtion for you.

What does [...] do with my personal information?
We use personal information related to an order to process the order. We may
‘contact you by email, phone, or postal address to confirm the order or if we.
have questions.

We may also use your personal information and information about your product
interests to send you emails about products and promotions or to ask you
questions about your preferences. If you do not want us (o send you these

emails, contact us.

Does [...] share my information?

We never tell anyone your email address or phone number. We may share
your postal mailng information and your product inerests with ofher carefully
Selected companies whose products may interest you. If you do not want us to
share information about you, contact us.

TRy





OEBPS/images/108-1.jpg
Request a Personalized Rate Quote
=

Tired of calling a st of motgage providers only to be asked the same questions over and over again? Let
our lenders and brokers come to you! By providing the following information, one or more companies in
‘your area wil provide  “personalized quote” on your borrowing request. Most will espond in less than 24
hours. Please complete this form s thoroughly s possible.

‘We respect your privacy. This is a confidential request and your personal information will only be sent to
lenders and brokers in your area who are customers of ComparelnterestRates.com For more information,
see our privacy statement.

Property State [Please Choose One 7]
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12003634816
Customer Somice
Stopping Bag

Shoppers returning tems

from Hong Kong must

follow all four of these
instructions.

Returning ltems from Hong Kong:

1. Examine your 3-section packing siip.
Keep the rder summary for your records. Send
the Retu Form along with your returned items
Use the Retum Label on the outside of your parce.

2. 1f you return a gift you recelved, please
tha name and address of the parson who gave
10 you. (Providing this information wil help us
your ratum confidential)

3. Lot us know how to handle your return.
To reorder, send the packing $ip reorder section
back with your retu.

For a refund, indicate on your Retu Form
‘whether you prafer a check, a credt to your credit
ard, o a Gift Card in the amount of your credt
Gue. (Hote: Git Cards a redesmabie by phone,
by fa or for payment when ordering products
rectly from our Web site.

. Roturn your parcel to us at:

Lands' End Ratums.
6/F, Two Harbourfront

18 Tak Fung St., Hunghom
Kowloon, Hong Kang
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Customer Senice

Shoppers may be confused
by thislist. It looks just like
the Hong Kong page — like
three steps. In fact, it is
three alternative options.

| seon )
Shopping Help

The writer might have helped
. shoppers more by

aying at the top of the
page that shoppers have.
three ways of returning
items.

« using a bulleted list rather
than a numbered st for
the three options.

atalog Quick Order

Returning Items Within the US:

1. Rotum Intonet or catalog ordors at a Seors
storo,
Sust folow these guidelines:
« Bring the Lands' End toms you wish to ratum to
any participating Sears store whore Lands' End
rchandise is sold
'Miake surs to bring the ariginal packing sl for
the items you wish to retum.
« You wil eceive a retum confirmation from Sears.
Lands' End wil then sither credit your card, issus &
refund check, or send you a Lands' End gft card,
a5 you choose.

Please Note: Sears cannot accspt exchanges or
rotums from Lands' End stores, Amazon.com, or
Lands' End Business Outfitters.

2. Use our Easy Roturn label for a flt fee of
$6.50.
Secursly package your retur, include the Retum
Form, and affx the Easy Retum shipping label
found on your packing slip. Pay no posta
front - a flat fee of $6.50 wil be deducted from
the amount of yur refund. Simply Give the
package to your mai carmer or g it off at any.
0. post Offica or collection box.

Please note: Not ai orders are elighie for the
Easy Roturm label service.

1f your packing sip does not have one, use retum
mathods 1 or 3

3. Send your return to us with the shipper of your
choice. Securely package your retur including
the Raturn Form, and send to:
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Want to reorder?

When giving options, tell You have a choice:
people they have a choice. + Send us your reorder with your return,
Give them the choices as * Call us at 1-800-963-4816, or

abulleted list (notas a

ahliond « Fax us your completed packing slip reorder section at

1-800-332-0103.
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Breaking down the total, 2,841 sales were reported in TREB's 28
West districts and averaged $305,789; 1,211 sales were reported It difficult to grab numbers
n the 14 Central districts and averaged $405,182; 1,536 sales .lrom sentences — and

were reported in the 23 North districts and averaged §372,455; specially difficult to do
and 1,799 sales were reported in TREB's 21 East districts and Sompenieons:

averaged $265,000.
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Sales in the Toronto Real Estate Board Districts
Location Sales | Average selling price
West (28 districts) 2841 $305789 When you have numbers
Central (14 districts) 1,211 ___ $405,182 o ompers, amatels .
North (23 disticts) 1536 $372455
East (21 districts) 1799 | $265,000
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Examiner Handbook.
The DPRE applicants are governed by the guidancein FAA Order3610 5. "The Parachute Rigger

EAA Order 8100.8, "Designee Management

When you find yourself
‘ epeating words, as in this
xample, think “table.”

Handbook
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If you are applying for

You are governed by

Designated Mechanic Examiner (DVE)

“Aviation Mechanic Examiner Handbook

(FAA Order 8610.4) Each st vish Jbably
Designated Parschufe Rigger Examiner | The Parachiis Riaoer Examiner Handback .memmeLﬁ'ﬁom &y
oo FAR Ordar6105) one row of the ale,

Designated Arvorthiness
Representatives Maintenance (DAR-T)

Designes Managemen! Handboak

(FAA Order8100.8)
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‘Ywdon’lnwcwullb'w‘c

that the charges vary. The

informaton below this

‘sentence makes that clear. Will people understand
contiguous U572

receive your order. Shipping charges for shipments n the contiguous U.S. wil
Vary depending on the valus of your order:

- Two clues that tis should

Each buleted fmis  $5.99 or orders valued at $0.00to §25.00 e

backward Peol have & §7.99 for ordos vaued st 25,01 0 450,00 beciaic NN

Tt gototha endto — + $10.99 fororders valsed over 1501 to $100.00 e has

ke, $12.99fo orders valued over £100.01 0 20000 catogories o inormation.

Thiaes, they b & $16.99 for orders valued over $200.01 to $300.00 +The words “for orders
en theyhavetogo, 3 417,50 10T CUCT Vaked over £300.00 o e accur in

back tohe begining to P

get the answer to their -5

question.
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Toeeformaton tthetop [T

is shorter and easier to

grasp—and sl has all the  For U, . Shipping:
key messages. —— We ship by United States Post Offce Priority Mail,
Most orders wil arrive in 5 to 7 days after we receive the rder.

‘Shipping charges in the United States (except Alaska and Hawai)

Value of order Shipping charges
“The information is much up to $25.00 $5.99
foscan in atable ———$25.01 to $50.00 §7.98
i
e bileise Yot $50.01 to $100.00 $10.99

$100.01 to $200.00 $12.99
$200.01 to $300.00 $16.99
over $300.00 $17.99

. The value of the order aoes S The ahinoing charaes Ao in
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White-naped Cranes — Grus vipio

Breedng Area
Notheastem Hangali
Notheastem Chiea
Adjacent aeas of soumeastem Russia,

Habitat
Shalow wetands and aong wetand
adges, (0raging in adacent grassiands
orfamiands,

During migraton and on heir winteing
grounds White naped Cranes use rce
pacdies mudlats, oher vetlnds and
agrcuusalfielgs.

Breesing nabiatncides shalow
‘Wellands and wetmeacows n brcad
iver vallys,along lake edges, andin Whkenaped Crace
Towland sieppes ot mixed oret steppe areas. o

o
"Mounds o died sacges and grasses in pen wetlands.

Eoos
Usually .

Nesiing behavior
‘B0t soxas inctals tho 6905, which halch 1 28.32 days. Tho male
{akes e pimary ok in dfening the nsstagainst possive dangar.
Chicss flcge fistight 217075 cays,

White-naped Crares a often found with ther Crane species
“The Wit-napd Crana s clen found i he company of lher crane
species, nduding Red-cowned, Hooded, Demoisale, and Eurasan
Cranes.

Wiite-naped Crares dance,as do other cranes.
Al cranes engage n danang, whichinduces various beharors such
25 Bowing,JuTiing, running. Stk o Grass 958G, ad g 1appn3.
Dangng s cammonly 3ssockted wih coursh: DULLCan occur tany
age.Dandngls Generall believed o b a nomnal part o motor
dexeopmentor canas and can serve to har agoresion. eleve.
ansion, 3nd sirength he i bond

Mated cranes call and display
Matad Whie-naped Cranes, ke oher ciane pars, engage in unson
caling, which s @ complex and extended seies o coordnated cals.
The birs stan i a secitc posture, usualy Wi neirheads toim
Dack and beks skywiard dutng the dipla.

Inhitenaped Cranes, hefomals tates the display andutars two
callsforeach mak cal The male aays fs up s wngs over is
‘ack g the unison call e theemale kesps her s olded
athr sidas.
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The shading on every other
row makes the table easy
touse.

ABCDEFGRIJKLMNOPQRSTUVWY

Country

Afghanistan

Albania

Algeria

Andorra

Angola

Antigua and Barbuda
Argentina

Armenia

Austria*

Australia (including the Cocos Islands,
Norfolk Island, Christmas Island)

Azerbaijan

Bahamas
Bahrain

Bangladesh

Barbados

Belarus (see also White Russia)

Entry
required
no/yes
yes

yes

yes

no

yes

yes

no

yes

no

no

yes
yes
yes
yes
yes
yes
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White-naped Cranes breed in northeastern Mongolia, northeastern China, and
‘adjacent areas of southeastern Russia.

Breeding habitat includes shallow wetlands and wet meadows in broad river
valleys, along lake edges, and in lowland steppes or mixed forest-steppe areas.
Whitenaped Cranes nest, roost, and feed in shallow wetlands and along wetland
edges, foraging in adjacent grasslands or farmlands. During migration and on
their wintering grounds, they use rice paddies, mudflats, other wetlands and
agricultural felds. White'naped Granes are excellent diggers, The White-naped.
Crane is often found in the company of other crane species , including Red-
crovned, Hooded, Demoisalle, and Burasian Granes.

Mated pairs of cranes, including White-naped Cranes, engage in unison calling,
which is a complex and extended series of coordinated calls. The birds stand in a
specific posture, usually with their heads thrown back and beaks skyward during
the display. In White maped Granes, the female initiates the display and utters
two calls for each male call. The male always lifts up his wings over his back.
during the unison call while the ferale keeps her wings folded at her sides. All
cranes engage in dancing, which includes various behaviors such as bowing,
jumping, running, stick or grass tossing, and wing flapping. Dancing can occur
atany age and is commonly associated with courtship, however, it is generally.
beliaved to bea normal part of motor development for cranes and can serve to
thwart aggression, relieve tension, and strengthen the pair bond.Nests are
moundsof dried sedges and grasses in open wetlands. Females usually lay two.
eggs and incubation (by both sexes) lasts 26-32 days. The male takes the.
primary role in defending the nest against posible danger. Ghicks fledge (first
flight) at 70-75 days.
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I Building a new airport or heliport
What must | submit?

Airport « Notice of Landing Area Proposal
FAA Form 7480-1
« Landing Area Sketch

« location plotted on a copied portion of a 7'/2 minute USGS
Quadrangle Map

Heliport « Notice of Landing Area Proposal
FAA Form 7480-1

« sketch or plan showing the relationship
of the helipad to hospital buildings, parking areas, and
surrounding structures.

« location plotted on a copied portion of a 7'/2 minute USGS
Quadrangle Map

When must | submit these documents?
At least 90 days before the day that work is to begin.
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. How can you figure out if the fish Is fresh?

@ The fish's eyes should be clear and buige @ ltle. Only a fewfish, such as
walleye, have naturally cloudy eyes.

@ Whole fish and fillets should have firm and shiny flesh. Dull flesh may mean the fishis
old. Fresh whole fish also should have bright red gills free from slime.

@ f the flesh doesn't spring back when pressed, the fish isn't fresh.

@ There should be no darkening around the edges of the fish or brown or yellowish
discoloration

@ The fish should smell fresh and mild, not fishy or ammonia-like.

foylvi SHE

Source: Excerpted from EDA Consumer, February 1999 Critical Steps Toward Safer
Seafood
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NEW AIRPORTS ftop]

Proponents wishing to build a new aiort must fle a Notice of Landing Area Proposal (FAA Form 7480-1),
a Landing Area Sketch, and location pltted on a copied porion of a 7-1/2 minute USGS Quadrangle Map
(usually available at your county USDA Sail Conservation Service). The information must be submitted at
least 90 days in advance of the day that work is to begin. Heliport propanents must submit the Notice of
Landing Area Proposal (FAA Form 7480-1), a 7-1/2 minute quad map, and  sketch or plan showing the
velationship of the helipad to hospital buildings, parking areas, and suirounding structures. The FAA will

Sssarsegin ghabestorou SO ey TR M S el e el kpaN
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Hmm. | could choose
this one. Or this one.
This is really frustrating.
Which is t under?

‘OKI Each of these is
clearly different. There's
the one | want. That was
easy - and quick.
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‘Oh dam! | need to find this information
quickly. Have | been o this one already?
I'can't remember. And | can't telll It
doesn't show the ones I've been toin
adifferent color. That's so annoying!
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The Grands Dume
Adventure Travel S

o 1587

odge Trek in Nep: > TR OVERVIEW
DAY BY DAY ITNERARY
> TRR DETALS

WHAT TO BRING

BacaacE
Ny A St Bty s your pck 5 yur cany-c b
This paragraph hides two [l You 184t to epal. . adden to o pssport, monsy, @edtt
lste, R, 1 ain tets, ot G s contan o
radomors. so st of ek

e You An Adventure Womar?

 FULL TNGUARY AND
DETALS
(Printable POF file)

e, camars fim (thatya shaid o onger ot 7 checked
Sags), nd pafamas, S, o your ovemIht 53 3t B At
Hotal a the Banghal Akport. You shoud wear or camy I your
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The same information is
much easier to use as lsts.

T I
800-804-8686

2005 2088 Tip Cotondar

Use your pack as a carry-on bag for your

passport
money

eredit cards
ailine tickets

Ao pack these ftems in it

tolltries
medications.

st of trek cothing
camera fim
pajamas
hiking boots (unless you wear thern on the plane]
other itoms you think wllbe essentia

(Frintable POF i)
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@ Getting the Right Home Loan
The bold heading sits right

over the text. —— Can you find me a home loan that suits my circumstances?

At Australan Moigage and Finance we ropresent over 15 homs loan lendars rathr than just &
handiul because we understand that our clieis have very dferr circumstances. Wi 5o
B the exra space before | ManY hame enders 0 chaose o we e able o help clents it are
@ —
bepely st home buyers
fopece il mployad (inclsing low doc oans whorefnancils are unava
usy pofssionsls

indviduals with bad credit ratings
+ pensioners

What home loan facilies are available?

Australan Morigage and Financ il tske the time to understand your dreams and the lfestyle
D e e R = D
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we show more dlearly what
‘goes together.

(/) Getting the Right Home Loan

Can you find me a home loan thatsults my circumstances?
At Austalsn Morgage and Finance wa raprasent ovr 15 hame loan snders atherthan just &
handiul because we understand that our lents have very diferent circumstances. With so
many home lendsrs to chooss fom w are abl to help client tha are:

it home buyers

sl employed (including low doc loans whers fnncils s unsvaiabl)
« busy professionale

 indcuals with bad credit ratings

 ponsioners

What home foan facilies are available?
‘Austraian Mortgage and Finance wiltske th tme to understand you d
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Saint Bernard Rescue Foundation, INC.

Most U.S. web users can

find their state in a drop- Alsbama
list, even though the  {~Alsska
oo, &=

i

E le . \Georga
ome people love maps. Geon

(5*)) Others find them hard to e
use. Cindians
wlowa
Kansas.
Kertucky
Lovsians
Mane
Maryland

o Calforsa
Colorsdo
Comnectcut
Deawars

e \Distic of Calumbia
oids

@

fFEgreang

U.S. maps are ifiult for
people who need to select
a smallstate.
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Auseful way to set out a
long listis to group itin a
Togical way for your web

users.

Delaware
District of Columbia

F
Elorida

Eoreian or high-seas events

Pennsylvania
Puerto Rico






