
UC San Diego
Presentations and Posters

Title
Redesigning Web Page Flow to Reduce Decision Fatigue

Permalink
https://escholarship.org/uc/item/0kp6c24z

Author
Ho, SuHui

Publication Date
2019-03-01
 
Peer reviewed

eScholarship.org Powered by the California Digital Library
University of California

https://escholarship.org/uc/item/0kp6c24z
https://escholarship.org
http://www.cdlib.org/


Redesigning Web Page Flow 
to Reduce Decision Fatigue

SuHui (Sue) Ho

Digital User Experience Librarian
University of California, San Diego Library







Decision Fatigue

• Limited Mental 
Resources

• Short cuts
• Do nothing
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Complaint from a Faculty

• “Would you consider improving the interface for taking care of 
what should be a much simpler task? “
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Website Reflow
• Discovery

• User journey map
• Organizational goals
• User Interviews

• Defining requirements
• Use scenarios
• Our solutions

• Information Architecture
• Content Management

• Results
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User Journey Map

• Conversation starter
• Problems and 

opportunities
• Establish a project
• Involve stakeholders 

of various levels
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Discovery – Website Analysis

• Duplicated info
• Too many options
• Clutter
• Decision fatigue
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Discovery – Website Analysis

• Content divided by 
organization lines
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Discovery – Website Analysis

• Content from staff’s 
perspective

• Library Jargon
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Discovery 

• Staff Interviews- organizational goals
• Guerrilla style user interviews to find out library jargon and 

obstacles.
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Defining Requirements

• Save user time
• Be less confusing
• Produce less questions for public services and ILL
• Make ILL more prominent

Frame the problem more concisely:
• "How might we develop a more enticing online presence which 

reduces users' decision fatigue and simplifies how they do ILL?"
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4 Use Scenarios

1. The user needs a known item (book, article, etc.) and doesn't 
know if it's in another library. (linked to homepage)

2. The user needs an unknown item.
3. The user needs a known item from UC San Diego Library
4. The user needs a known item and knows it is in another library.
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Our Solution

• Information Architecture
• Re-flowed web pages to create a clear path for users.
• Moved non-ILL content out of the ILL section.
• Dedup

• Delete duplicated and orphan pages - 10 pages
• Reduced left menu items from 9 to 3
• Combined pages
• Dedup content
• Link to pages outside of the ILL section – oversight view
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Our Solution

• Content Management
• Rewrote content with language users suggested, eliminating some library 

jargon.
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Old page examples – duplicated or 
unnecessary content



Results
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Old - cluttered and complex New - simple and streamlined





Lesson Learned

• Proactive UX
• Understand organizational goals
• Find common ground
• Web changes v.s. organization changes
• Complex
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Virtual Space & Service Strategy
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Thanks!

Questions?

SuHui (Sue) Ho

Digital User Experience Librarian
suho@ucsd.edu




