
 
 

Darwin City Council website Australia’s best! 

 

After the rousing success of our first case study “Airline Website Usability”, we thought we’d have a 

look at how user friendly six of Australia’s capital city council websites are.  Council websites have 

become an integral source of information for people living in cities. They provide information on 

everything from pet registration to garbage collection dates and noise restrictions.  This is why we 

decided to assess the usability of council websites, for six of Australia’s capital cities. Using Loop11, a 

website usability testing tool, we rated the user experience of the 6 following websites: 

             

 

             

 

The following task was asked of 600 participants (100 per website): 

“You are a new resident in [City Name] and need to find out what day your household 

waste will be collected for disposal.  Find the page of the website with this information?”  

Our participants were sourced from Mechanical Turk where we paid the nominal sum of $30 for the 

bulk of the participants.  Thanks to all those who got involved. 

Overall, the Darwin City Council website had the highest usability score with Perth City Council 

scoring the lowest. 

http://www.loop11.com/blog/2010/01/through-the-loop-case-study-airline-website-usability/
http://www.loop11.com/
https://www.mturk.com/mturk/welcome
http://www.adelaidecitycouncil.com
http://www.hobartcity.com.au
http://www.cityofsydney.nsw.gov.au/
http://www.melbourne.vic.gov.au
http://www.darwin.nt.gov.au/
http://www.cityofperth.wa.gov.au/


 
 
These are the results of the study: 

Task Completion Rates: 

In general, each website had one page dedicated to waste collection dates and times, such as these 

pages from Melbourne City Council and Darwin City Council.   

If the participants found the appropriate page they were deemed to have completed the task 

successfully, otherwise they were considered to have failed it, or they may have abandoned the 

task if it all became too hard.   

The results indicate that finding information on waste collection is not as easy as it should be with 

only two Councils scoring over 50% on the task completion rate.   

 

The City of Melbourne just edged out the City of Perth to lead the way, but shockingly Sydney and 

Hobart City Councils both scored a 27% task completion rate; less than half of Melbourne’s 55% task 

completion rate.  

Not surprisingly, the Sydney and Hobart City Council websites also had the highest rates of task 

failure, and Sydney had the highest task abandonment rate. However Hobart had the second lowest 

task abandonment rate. This means participants thought they had reached the correct page, when in 

fact they didn’t. Upon closer inspection of the Hobart City Council website, the waste collection 

information is in fact a PDF file that can only be downloaded through one small link located at the 

bottom of the “Domestic Waste Collection” Page: 

http://melbourne.vic.gov.au/ForResidents/WasteRecyclingandNoise/householdgarbage/Pages/Collectiondays.aspx
http://www.darwin.nt.gov.au/residents/rubbish_recycling/kerside_collection.htmng/Services/CollectionDays.asp


 
 

 

It should perhaps come as no surprise that so many people had difficulty locating this information on 

their website. 

 

  



 
 

Average Time to Complete Task: 

The average time taken to complete the task on each of the websites was between 2 and 3 minutes, 

with no standout performer. Darwin had the fastest task completion time with 110 seconds while 

Hobart had the slowest time with an average of 176 seconds. 

 

 

This is a perfect example of why one should not rely solely on average task completion times to 

evaluate the usability of their website. We indicated earlier that Hobart’s website had the lowest 

task completion and abandonment rates, yet had the highest failure rates. This is attributed to the 

fact that their waste collection information is a downloadable PDF located at the bottom of a page.  

 

  



 
 

Average Page Views to Complete Task: 

Comparing the average number of page views it took participants to complete the task shows that 

there is a general correlation between the average time to complete the task and the average 

number of page views per task. 

 

Another interesting point is the fact that Sydney and Hobart had same number of page views per 

task, yet it took almost 40 seconds longer to complete the task on Hobart’s website. This can again 

be attributed to the fact that the waste collection information is in a downloadable PDF at the 

bottom of the page on Hobart’s website. 

  



 
 

Ease of Use Rating: 

One of the follow-up questions for participants after completing the task was to rate on a 5-point 

scale how easy it was to use the website.  There was much less variation in these results, which we 

don’t find surprising.  In face-to-face, lab-based user testing we frequently encounter participants 

who have a terrible time navigating a website but still comment on how easy the website was to 

use!  We always felt this was the moderator effect, but perhaps this extends to unmoderated user 

testing too! 

 

 

  



 
 

Overall Usability Score: 

To directly compare the usability of one website to another we followed the ISO definition of 

usability.  ISO 9241-11 defines usability as the "Extent to which a product can be used by specified 

users to achieve specified goals with effectiveness, efficiency and satisfaction in a specified context 

of use."  This gives us three areas to focus on: effectiveness, efficiency and satisfaction. 

Combining the scores for the task completion rate (effectiveness), the average time taken to 

complete the task (efficiency) and the ease of use rating (satisfaction) we can establish an overall 

score for each of the Council websites, which are shown below. 

 

Darwin City Council had the best score with 74% (The only website to score over 70%). Perth and 

Adelaide Council had the lowest scores with 54% and 58%, respectively. There was little difference 

between the remaining three websites with only 7% margin separating them.   

Surprisingly, Hobart City Council did not come in last. Despite the lowest task completion rates and 

longest average time per task Hobart was saved by a good “ease of use rating”. But clearly there’s a 

lot more work to be done by Council websites to help people navigate efficiently and find the 

appropriate information, especially by the Perth and Adelaide Councils. 

  

http://en.wikipedia.org/wiki/ISO_9241#ISO_9241-11


 
 

Tested with Loop11  

This report was generated entirely from results obtained through running a usability study with 

Loop11.  Loop11 allows you to conduct usability studies on any website without the need to insert 

code.  The real-time reporting provides the following quantitative usability metrics: 

 Task completion rate 

 Time per task 

 Most common success page 

 Most common fail page 

 Most common first click 

 Most common navigation path 

 Detailed participant path analysis 

 Number of page views to complete tasks 

You too can assess your website’s usability with Loop11. Sign up and you’ll get your first 

project for free. 

 

 

http://www.loop11.com/sign-up/

