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Abstract: 
The report presents an overview of the evaluation strategy for the trials in Kosice and in Wolverhampton. A 
survey of what you can retrieve from a web server’s log files has been carried out. Further another survey has 
been carried out to discover how to follow users movement on the website and what conclusions we can make 
from that. 
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1. EXECUTIVE SUMMARY 
To test the functionality of the Webocracy applications two trial periods, three moths each, 
have been planned. During these trials the system will be tested with three different local 
government applications and users both working at the local authorities and citizens in the 
municipal areas will be invited to participate. 
 
In prior Webocracy deliverables the user interface of the Webocrat system has not been 
mentioned a lot. This is however the first thing our users will see and the speed, logic and 
design of these parts of our application is essential to keep our visitors to stay on our site and 
to return. To fully understand the results of our pilot tests it is essential to understand the user. 
This is why a lot of effort has been made in this report to understand the users behaviour. 
Questionnaires will be used to receive answers from the users to our questions about the 
system that cannot be gained from log files. Different types of questionnaires that will be used 
are brought up but also how to interpret the results from the questionnaires. To get the correct 
result from a questionnaire, the design and the questions form is of greatest importance so we 
have added some comments on how to make a questionnaire.   
 
Log files is the easiest way to track traffic on our site. What information these log files collect 
and how to interpret the results in the log files is a big part of this report. To help analyse log 
files some software to organize the collected data has been examined and how they can help 
us make conclusions. To provide help to put together the results from the log files, the 
questionnaires and the users behaviour an evaluation framework has been developed. 
 

2. DOCUMENT OVERVIEW  
Pilot test trials will take place in WCC, in LATA and in LAFU. The goal of the pilot tests is 
to see how the users react to the Webocracy system, and also to see if the user interface is 
appropriate to the users expectations and needs. This document describes the Evaluation 
strategy for these pilot trials in the Webocracy project. The purpose of the Evaluation 
framework is to provide means to analyse and evaluate information from trials to guide 
further development. Evaluation input will come from two directions. The first input comes 
from the servers log files and the second from user questionnaires provided online.  
 
We will describe what information we can collect from the log files, how to analyse this 
information and describe some different log analysis tools. Later we will discuss what 
complementary information we need to get from the users, how to design the questionnaires 
to fill in and how to organize this information. In the final analysis we will describe how to 
combine these two types of information and let the analysis show us how to improve our 
applications. The basic input to this document are the deliverables 2.1, 2.3, and 12.1. 
 
Evaluation is best done as an analysis. Firstly, an analysis of what data we need from the trial 
is done. Secondly, we make a survey to see how we can get this data.  
 
After the trials in Wolverhampton and in Kosice are finished, it will be time to coordinate the results 
of the pilot tests, compare them to our expectations, analyse the results and start to evaluate what the 
next step will be. To do this, it is important to know in advance what type of information we want to 
collect to be able to make the correct conclusions. Most of the information that is used, comes from 
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the log files on the server, but there will also be questionnaires published for the users to fill in. To 
fully understand and analyse a trial it is essential to be able to analyse the information collected in the 
log files on the web server. But is it possible to get enough information from the log files? What 
exactly is it that we are able to collect and store in these files? How shall we interpret the stored 
information in the log files and can we trust this information? To find out what information we 
may expect to get out from the log files and if we need to collect some further information we 
have made a survey to retrieve an answer to these questions. Is it necessary to apply some 
extra functionality on the site pages to be able to understand the users movement? Furthermore 
we have investigated what compliment information that could be necessary to collect to get a full 
understanding of the users behaviour. And what obstacles that has to be changed to refine the 
application. 
 

3. OVERVIEW AND SCHEDULE 
This section describes the overall test phases and responsibility and the schedule of the tests 
to be conducted. 
 
Work 
procedures 

Description Responsibility Time schedule 

Produce 
Evaluation 
strategy for trials 
Task: 11.2 

To provide a 
common 
evaluation 
framework to gain 
information from 
trials (from both 
internal 
evaluations and 
pilot applications) 
in order to guide 
further 
development. 

Eva Fransson, CIT M12-M15 

Prepare Trials 
Task: 12.3, 12.5 

Organize 
marketing 
information to end 
users. Prepare 
information 
collection from 
trials 
questionnaires / 
log files.  

LATA, LAFU, 
WMBC 

First trial 
M20-M20 
Second trial 
M26-M27 
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Work 
procedures 

Description Responsibility Time schedule 

Run trials 
Task: 12.4, 12.6 

Collect all 
information that 
has been defined 
in the evaluation 
strategy in order 
to make the 
evaluation reports. 
Collect also 
information about 
the evaluation 
process, so that 
we can further 
develop the 
evaluation 
strategy. 

LATA, LAFU, 
WMBC 

First trial 
M21-M23 
Second trial 
M31-M33 

Analyse and 
Evaluate trials 
Task: 11.4, 11.5 

Compare collected 
information with 
stated values of 
success. 
Evaluate the result 
from the analysis. 
Did the trial 
succeed to live up 
to the stated 
goals? Which 
goals were not 
fulfilled? Why 
were the goals not 
fulfilled? What 
actions should be 
taken to fulfill 
these goals? 

UW First trial 
M24-M24 
Second trial 
M34-M35 

4. EVALUATION 

4.1. Objectives of evaluation 

The reason we have trials is to be able to learn from them. To learn from the trials we have to 
evaluate them and to do this it is necessary to put up with goals we want to fulfil, to achieve a 
success. To know if the goals are met or not we have to follow the course and the lapses of 
the trials and record data which we will use to make the comparison with our goals. Statistics 
would be collected on how many times different modules and sections were accessed and 
how many people overall accessed the Webocrat site. Information gained on how the 
technological aspects of the project worked will be assessed and improvements incorporated 
in the overall design. Lessons learned from the first trial will be used to enhance the 
configuration of the project. (Bocock, Cizmarik, Novacek, Paralic, Thomson 2001:3-4) 
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§ Put up goals 
§ What tools are needed to collect measurable data 
§ Compare goals with the measured data 
§ Analyse the results from the comparison has the goals been fulfilled or not 
§ What conclusions can we make from the comparison? 

o What has gone well and why? 
o What has failed and why? 

§ What measures need to reach our defined goals? 

4.1.1. Evaluation criteria 

There are three questions set as a background to the trials: 
§ Does the WEBOCRAT system encourage participation? 
§ Does it produce similar results to other forms of participation? 
§ What difference does the knowledge model make to participants? 

(Bocock, Cizmarik, Novacek, Paralic, Thomson 2001: 4) 
 
To follow up these questions, criteria of success of the application have been set up. Growth 
throughout the period of the trials has been put up as a criterion of success. To view growth 
following types of information will be collected throughout the trials: 
§ Increasing number of sent documents 
§ Increasing ratio of documents sent via Webocrat to all documents sent to the LA 
§ Increasing number of active users 
§ Increasing number of times users access the processing status of submitted documents 
§ Decreased duration of document processing 
§ Increased number of documents processed 
§ Increasing citizen satisfaction with LA service provision 

o Content and comprehensiveness of information 
o Simplicity of use 
o Simplicity of browsing the documents 
o Searching results (relevancy of searching results) 
o Access time to desired results 

§ Satisfaction of public administration employees 
o Work efficiency 
o Time required for linking the published documents 
o Simplicity of use 

§ Growth of citizens’ interest in services provided by the Local Authority 
§ Number of documents linked to the knowledge model 

(Bocock, Cizmarik, Novacek, Paralic, Thomson 2001; 8-9, 21) 
 
The above-mentioned criteria for the trials could be put up as goals. If these goals are 
fulfilled, the trial will be a success. 
 

4.1.2. To specify measurement of goals 

It is necessary to specify in detail what the above-mentioned goals mean. To analyse the pilot 
applications we need some values to compare the results from the applications with. This is 
why we have to make success calculations and describe how we came up with the values of 
success. Factors that could be important to help to measure success:  
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§ Number of inhabitants in the community 
§ Age division of the population 
§ How many people live in the average household 
§ Known amount of internet connections in the community 
§ Known amount of documents sent to the LA today 
§ Differences in web usage in different age groups 
§ etc. 

 
Search this information in the municipality white papers, reports about Internet use in your 
country, city. We also need to know what measure periods we want to use (days, weeks, 
moths?).  
 
When these factors are known, we can continue with calculating a reasonable success level for each of 
our goals and to put up minimum requirements for success for each period.  Describe for each goal 
what units the results shall be measured in. When words like growth, growing, increasing and 
decreasing are used to describe success they have to be described in measurable scale for each of the 
goals. Describe our minimum requirements for success, where we want to start, and where we want to 
finish. When the goals are described with the words simplicity and satisfaction, it is necessary to 
specify what we mean by these words: What is a successful satisfaction and when do we reach a 
satisfactory simplicity? It is important to put up a success value also in these goals. When we want to 
measure active users we need to specify what we mean with an active user. What user group does 
he/she belong to? If he/she could belong to any of them, it would be of interest to divide the active 
users into different user groups of the application. Who are citizens in your LA service provision? 

 

5. USERS 
Different users have different reasons and goals to enter the site and they may also choose to 
do different things during their visit. We could coarsely divide our users into four different 
user groups: 

1. Council officers (public servants) 
2. Elected representatives 
3. Citizens 
4. Other 

(Cizmarik, Novacek, Paralic, Thomson 2001:17) 
 
Group 1 and 2 are LA users, group 3 and 4 are public users. To fully understand the analysis 
of the log files and the questionnaires it is necessary to understand the user. The first two 
groups will use the Webocrat system as a part of their duties. The group 3 and 4 will use the 
system to get society information, find documents produced by the LA or by themselves and 
other citizens. The last groups will enter the application without pressure. The system is 
designed to increase their input to and influence on political processes and society issues. The 
group 3 and 4 could be, because of their voluntary participation, the ones that are the hardest 
to get to enter the site and the ones that probably will be the most sensitive to long download 
times etc. Most of the users in the group 3 in the Webocrat pilot test will probably be low end 
users. If they use their own computer from home these user will probably in many cases 
connect to Internet with an analogue modem. Users are also divided in 3 different levels of 
security and access rights: 
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§ Administrators 
§ Registered users 
§ Not registered users  

(Cizmarik, Novacek, Paralic, Thomson 2001:17) 
 
Speed is essential to keep the users interest on our site:  
§ One tenth of a second is about the limit for having the user feel that the system is 

reacting instantaneously.  
§ One second is about the limit for the user’s flow of thought to remain uninterrupted, 

even though the user will notice the delay.  
§ Ten seconds is about the limit for keeping the user’s attention on the dialogue. For 

longer delays, user will turn to other tasks while waiting for the computer to finish. 
(Nielsen 2000:43-44) 

 
If a page could be expected to take 10 seconds or more to download it is a good advice to give 
the user information about the file size before trying to download. (Nielsen 2001:45) To read 
on the screen of a computer is difficult for human eye. It takes approximately 25% more time 
to read online than on paper. Not because it is a slower medium but because it is harder for 
the eyes to look at a screen as intensive as on paper. This means that a user does not want to 
read long texts on the screen, it is more difficult for his/her eyes. Information meant to be read 
on the Internet should hence be 50% shorter than written on paper to make the reader feel 
comfortable. (Nielsen 2000:101-103)  
 
The first thing to consider when a user enters the site is that s/he does this for a reason. What 
reason? Is the first thing to ask and then make the design, logic and navigation to satisfy this 
reason easy? When a user has entered the site s-/he does not want to spend time on learning a 
new logic and system, so keep it simple and clear. (Nielsen 2000.) To evaluate the Webocracy 
trials it is not enough to look at the software’s functionality. Most end-users do not care about 
fancy functionality.  
§ What is it that is important to our users?  
§ How shall we give them what they want?  

To be able to analyse users behaviour on our site we need to sit back and review who the user 
is. (Auth) A new user on the site does not want to put down a lot of effort to learn how to 
navigate on the site. Navigation should be kept short and simple and use well known Internet 
concepts, blue underlined links etc. Do not introduce a bunch of new features that may be 
good but takes the user time to memorize and learn. User is not willing to learn new concepts 
for every page he/she enters, so it is better to use standard conventions. The Internet has so 
many sites and a user prefers not to be confronted with new concepts on every page. If a site 
uses standard conventions the user will easily navigate on the site. (Nielsen 2000)  
 

5.1. Users Internet Connections 

§ Broadband at home 
§ Modem at home  
§ Public access facilities in schools, libraries, community centres 
§ From work 
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5.2. Users Requirements 

§ Quality of information  
§ Format 
§ Reliability 
§ Currency and relevance of data 
§ Comprehensiveness of system 
§ User friendliness 
§ Availability 
§ Good overall design 
§ Speed 
§ System reliability 
§ Privacy and security 

 

6. COLLECTING INFORMATION 

6.1. Wanted information 

We have two ways to collect information in these trials. Before we divide us in the two ways 
to collect information let us find out what we want to learn from the pilot tests. 
§ How many times the Webocrat site was accessed. 
§ How many people overall accessed the Webocrat site. 

 
We want to collect the users opinions on the system. This is done in several questionnaires. 
Questions to be answered: 
§ Does the Webocrat system encourage participation? 
§ Does it produce similar results to other form of participation? 
§ What difference does the knowledge model make to participants? 

LAFU: 
§ Number of sent documents 
§ Ratio of documents sent via Webocrat to all documents sent to the LA 
§ Number of active users 
§ Number of documents processed 
§ Citizen’s satisfaction with LA service provision  

 

6.1.1. User paths  

To be able to track abnormal navigation on the website it is necessary to sit down and 
describe what normal user cases, navigation routes the site has. How do we expect the user to 
navigate on the site? When this is done we can start to compare the user cases we have put up 
as normal with the user cases that has been collected from the trials. Where does the user 
cases separate? Are there many user cases that diverge from the “normal behaviour” at the 
same page in the application? What data have we collected from this page? Are there many 
error messages sent from this page?  
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6.2. Questionnaires 

WCC will use questionnaires generated by the Webocrat OPR module. Their intention is to 
generate a questionnaire directly related to the published documents and discussions. WCC is 
also planning to have a topic on the discussion forum, which asks for comments on the 
generated questionnaires.  
 
There are three types of questionnaires necessary: 
§ Document and discussion related questionnaire. 
§ General questionnaire for public users. 
§ General questionnaire for LA employees. 

 
The document related questionnaire is the one mentioned above, directly related to the 
published documents and discussions etc. The general questionnaire for users brings up 
questions concerning the general Webocrat application, whether the application has a good 
logic, whether it is easy to navigate, whether document searched for was possible to find etc. 
A general questionnaire for LA employees has questions like for example, whether the system 
was easy to learn, whether it was easy to maintain with documents, whether it made the 
document management easier etc. What we can gain from these questionnaires are the users 
opinions. But, it should be pointed out that most people do not like to answer questionnaires 
and will probably avoid doing so. To try to force someone to answer a questionnaire could 
result in the user ending the session and perhaps avoid returning to our site, which is not 
wanted. 
 

6.2.1. Design of Questionnaires 

Most problems with questionnaire analysis can be traced back to the design phase of the 
project. Well-defined goals are the best way to assure a good questionnaire design. When the 
goals of a study can be expressed in a few clear and concise sentences, the design of the 
questionnaire becomes considerably easier. The questionnaire is developed to address directly 
the goals of the study. 
 
One of the best ways to clarify your study goals is to decide how you intend to use the 
information. Do this before you begin designing the study. Be sure to commit the study goals 
to writing. Whenever you are unsure of a question, refer to the study goals and a solution will 
become clear. Ask only questions that directly address the study goals. Avoid the temptation 
to ask questions because it would be "interesting to know". As a general rule, with only a few 
exceptions, long questionnaires get less response than short questionnaires. Keep your 
questionnaire short. Response rate is the single most important indicator of how much 
confidence you can place in the results. A low response rate can be devastating to a study. 
Therefore, you must do everything possible to maximize the response rate. One of the most 
effective methods of maximizing response is to shorten the questionnaire. 
 
Many people have difficulty knowing which questions could be eliminated. For the 
elimination round, read each question and ask, "How am I going to use this information?" If 
the information will be used in a decision-making process, then keep the question ... it's 
important. If not, throw it out. One important way to assure a successful survey is to include 
other experts and relevant decision-makers in the questionnaire design process. Their 
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suggestions will improve the questionnaire and they will subsequently have more confidence 
in the results. 
 
Formulate a plan for doing the statistical analysis during the design stage of the project. Know 
how every question will be analysed and be prepared to handle missing data. If you cannot 
specify how you intend to analyse a question or use the information, do not use it in the 
survey. Give your questionnaire a title that is short and meaningful to the respondent. A 
questionnaire with a title is generally perceived to be more credible than one without. Include 
clear and concise instructions on how to complete the questionnaire. These must be very easy 
to understand, so use short sentences and basic vocabulary. Begin with a few non-threatening 
and interesting items. If the first items are too threatening or "boring", there is little chance 
that the person will complete the questionnaire. People generally look at the first few 
questions before deciding whether or not to complete the questionnaire. Make them want to 
continue by putting interesting questions first. 
 
Use simple and direct language. The questions must be clearly understood by the respondent. 
The wording of a question should be simple and to the point. Do not use uncommon words or 
long sentences. Make items as brief as possible. This will reduce misunderstanding and make 
the questionnaire easier to complete. Leave adequate space for respondents to make 
comments. Leaving space for comments will provide valuable information not captured by 
the response categories. Leaving white space also makes the questionnaire look easier and 
this increases response. Place the most important items in the first half of the questionnaire. 
Respondents often send back partially completed questionnaires. By putting the most 
important items near the beginning, the partially completed questionnaires will still contain 
important information. Hold the respondent's interest. We want the respondent to complete 
our questionnaire. One way to keep a questionnaire interesting is to provide variety in the 
type of items used. Varying the questioning format will also prevent respondents from falling 
into "response sets". At the same time, it is important to group items into coherent categories. 
All items should flow smoothly from one to the next.  
 
Provide incentives as a motivation for a properly completed questionnaire. What does the 
respondent get for completing your questionnaire? Altruism is rarely an effective motivation.  
If the information you are collecting is of interest to the respondent, offering a free summary 
report is excellent motivation. You must make the respondent want to complete the 
questionnaire. Make it convenient. The easier it is for the respondent to complete the 
questionnaire the better. The final test of a questionnaire is to try it on representatives of the 
target audience. If there are problems with the questionnaire, they almost always show up 
here. If possible, be present while a respondent is completing the questionnaire and tell her 
that it is okay to ask you for clarification of any item. The questions he/she asks are indicative 
of problems in the questionnaire. (Walonick 2001:questionnaire-design.htm) 
 

6.2.2. Good Question 

§ Evokes the truth.  
§ Questions must be non-threatening. 
§ Asks for an answer on only one dimension.  
§ A good question leaves no ambiguity in the mind of the respondent. 
§ Transitions between questions should be smooth.  
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§ Group questions, which are similar.  
§ Make an effort to ask only questions that respondent knows how to answer. 

(Walonick 2001: question-qualities.htm) 
 

6.2.3. What we want to know 

§ Why did the user enter the site?  
§ Did s/he find a link on another web page?  
§ Did a friend recommend the page?  
§ Did the user find what s/he was looking for? 
§ What use does the user have of the page? 
§ Do they prefer to use on-line services before? RL services? Why? 
§ Overall satisfaction? 

 

6.3. Log files 

Much trust is set on the information we can gain from the log files. But what is it the log files 
tells us? Does the log files provide us with all the necessary data? When a user writes in our 
URL in the browser or click on a link the request to view the file on the URL is sent to the 
server hosting the file. When the request reaches the server the server immediately writes in 
the entry in the log file recording the transaction. 
 

6.3.1. What we get 

CLF - Common Log file Format 
hostname - - [01/Feb/1998:10:10:00 +0100] "GET /index.html HTTP/1.0" 200 4839 
 
Here is a list what we can expect to find in the most usual log files. 
Address or DNS of the computer requesting the file 
The address is an IP address to the users computer. This does not necessarily tell you anything 
specific since many users today are dynamically assigned a new IP-address for each request.  
RFC931, identification 
Designed to contain information about the requestor but is rarely used. Usually the column 
contains a hyphen (-). 
Authenticated user 
List the Authenticated user. If no authentication is done the column contains a hyphen (-). 
Time Stamp  
Contains the date and time user request was made to the server and the time difference from 
Greenwich Mean Time. 
URL for the requested file. 
This gives us the complete address to the file the user requested from our server. 
Protocol used for the request.  
Http, ftp… 
Status Code 
There are four different classes of status codes. 
Success – The 200 series. 
Redirect – The 300 series. 
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Failure – The 400 series. 
Server Error – The 500 series. 
Size of requested file. 
When a GET HTTP request is made, the file size in bytes will be shown. When other 
protocols and request types are used a hyphen (-) or a zero (0) will be shown. 
Download time for the requested file 
This tells us if we need to take action to shorten the users download time. 
Referring URL 
Which was the URL of the user’s last request. This will tell us, whether the user requested the 
file from another page on our site or from another site. It will also tell us whether the referring 
page included the current request as a graphic on its page. 
Browser and operating system used by the requesting computer 
Browser name/version (operating system). This information is essential to be able to 
understand how the users are able to view the pages on your site. 
 

6.3.2. Disc cache 

To reduce downloading time and traffic on Internet, browsers usually save a copy of visited 
web pages in their cache. This means that a user that browses your page may not even be 
logged or be logged with code 304. This means that the user’s browser makes a request for 
the page asking whether the page has been updated since last request. If no change has been 
made on the page on the server since the page was cached, code 304 is sent to the browser, 
which views the cached copy of the page. If setting of the browser is set not to send a request 
to the web server or if the page exists in the log file, there will be no entrance in the log file at 
all. Today many users are connecting to the Internet through a proxy server. One of the 
features in a proxy server is that it works as a local copy machine to reduce the network 
traffic. When a page is loaded to a machine through a proxy server with this feature, the proxy 
server saves the page on its disc cache similar to the browser mentioned above. This means 
that the page may only be transferred to the proxy once even if computers connected to the 
server make many requests of this page. 
 
Both forms of caching make it technically impossible to count visitors or to track their way 
through your web site. All you see in the log file of your server is only a few initial hits from 
the proxy or browser and probably some Code 304 responses resulting from conditional 
requests sent out by the proxy or browser, depending on the preferences settings of the proxy 
or browser. (RENT-A-GURU) 
 

6.3.3. Log analysing software’s 

To help us analyse our log files it is necessary either to put in all data collected in a database 
and make our own queries to produce reports or to use a second part software. UW has 
chosen to use a freeware program called Analog to make it easier to analyse and visualize the 
data stored in the log files? Below I mention some possible second part log file analysis 
software’s and if we can get the full information we need to analyse our log files. I started out 
the survey with the software mentioned by UW they would use and continued to search for 
other software for log files analysis. To find software, searches on Internet were made with 
Google. I also searched on php builder’s homepage to see what would turn up there. The 
criteria for the chosen software were that they would be freeware or products with low costs 
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and that they would produce reports. The information mentioned below is what the software 
company itself writes on its homepages.   
 
6.3.3.1. Analog 

The Analog software provides the following reports: 
• Host Report lists all computers, which downloaded files from you.  
• Domain Report lists which countries those computers came from.  
• Organization Report attempts to list the organizations (companies, institutions, ISPs 

etc.), which the computer was registered under.  
• Host Redirection Report and Host Failure Report list all computers, which encountered 

redirections or errors.  
• Request Report (the example above) lists which files were downloaded.  
• Directory Report lists which directories those files came from.  
• File Type Report lists the file types (actually, extensions) of those files.  
• File Size Report breaks them down by size.  
• Processing Time Report shows the time taken to serve each file.  
• Redirection Report lists the filenames that resulted in redirections: mainly directories 

without the final slash, and "click-thru's". 
• Failure Report lists the filenames, which caused errors.  
• Referrer Report lists which pages linked to your files (and also pages which included 

your images).  
• Referring Site Report lists the servers those referrers were on.  
• Search Query Report and the Search Word Report list which search terms people used 

to find your site. 
• Internal Search Query Report and Internal Search Word Report list the search terms 

people used on scripts within your site.  
• Redirected Referrer Report lists the referrers, which led to redirections.  
• Failed Referrer Report is essentially a broken link report.  
• Browser Report lists the detailed versions of browsers used, and the Browser Summary 

collects them by vendor.  
• Operating System Report lists the operating systems of the visitors whose browser types 

you know (as far as possible: it's not always possible to distinguish between Windows NT 
& Windows 2000, for example).  

• Virtual Host Report lists the activity of your various virtual domains.  
• Virtual Host Redirection Report and Virtual Host Failure Report give the number of 

redirections and errors on each of those domains.  
• User Report lists your visitors if your server requires authentication, or perhaps the 

visitors' cookies.  
• User Redirection Report and User Failure Report list the users who encountered 

redirections or errors.  
• Status Code Report lists the number of each HTTP status code that you had.  
(Analog) 
 
6.3.3.2. Atomic log 

Atomics-log is installed on a computer running under Windows 95, 98, NT. Atomic log uses 
FTP to connect to the web server and read the log files. Free to use without any limitations! 
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Program Features 

§ Real-time charting.  
§ Historical charting.  
§ Automatic DNS resolution.  
§ Restarts reading the server log file where it left off.  
§ Data available includes Traffic, Referrers, Domains, Countries, Files, Errors, and 

Dates.  
§ Chart data by hits, hosts, or kilobytes.  
§ View charts by hour, day, or month.  
§ A chronological visitor log of: host, referer, domain, country and files viewed.  
§ Filter the log by host, domain, referrer, or traffic.  
§ Zoom into any chart for more details.  
§ From 1 to 4 panel displays.  
§ Monitors up to 4 web site servers at once.  
§ Supports the common log and extended log formats.  

(AtomicLog). 
 
6.3.3.3. Sawmill 

Reports produced by Sawmill. 
§ Calendar This view shows a calendar of all the days in the log data. Click on a day, 

month name, or year name to see information about hits during that time. For all hits 
in a week, click the "week" link next to that week. To view all the statistics in the 
database, regardless of when the hits occurred, click the "Show all statistics" link. 

§ Overview This view shows an overview of the statistics. 
§ Single-page summary Short lists of top days, top pages, top pages/directories, top 

visitor domains/hosts, top referrers, top web browser types, top operating systems, top 
visitor domains, top referring domains, top authenticated users, top search phrases, top 
search engines, top server responses, top weekdays, top hours, first page hit by visitor, 
last page hit by visitor before leaving and time spent per page.  

§ Top days This view shows the traffic for each day. To see year and month totals, 
choose "only bottom level items" from the Hide menu. To sort the data 
chronologically or reverse chronologically, choose chronologically or reverse 
chronologically from the Sort menu. 

§ Top pages This view shows the traffic on each page and file of the site. 
§ Top pages/directories This view shows the traffic on each folder, page, and file of 

the site. Click on any folder name to zoom in and see the traffic on the subfolders and 
files in that folder. 

§ Top visitor domains/hosts This view shows hostnames and domains of the 
computers, which visited the site. You can use this view to see who is visiting the site, 
and which domains and computers they are browsing from. Click on any domain 
name to zoom in and see sub domains and machines in that domain. 

§ Top referrers This view shows which sites brought traffic to this site through links to 
this site. This view is useful for determining which advertisements, reciprocal links, 
search engines, and other links are most effective. Once visitors reach the site, they 
often click from page to page within the site, with each page referring the visitor to the 
next page by a link; the referrers for this traffic will be within the site (internal 
referrers, whose URLs start with the site's top URL). The most interesting referrers are 
the rest of them, which are not internal; those are the ones you can examine to see how 
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traffic is getting to the site. Click on any referring site or folder to zoom in and see 
subfolders or referring pages for that referrer. 

§ Top web browser types This view shows the web browser type (e.g. Netscape) or 
search engine spider (e.g. Scooter) used to access the server. 

§ Top operating systems This view shows the operating systems (e.g. Windows 2000) 
used to run the web browsers, which accessed the server. 

§ Top visitor domains This view shows the traffic, broken down by domain. The 
domains shown are English descriptions of Internet domains; for instance .edu is 
Educational and .fr is France. A value of "unknown" usually means that there was no 
domain information available because the log data contained only the IP address of the 
visitor. You can use this view to see who is visiting the site, and which domains they 
are browsing from. 

§ Top referring domains This view shows which sites brought traffic to this site 
through links to this site (the referrers). It shows the top-level domain names of the 
referrers. This view shows the login users who accessed the server. This is only useful 
if you use .htaccess (realms) security. Traffic by users who have logged in will be 
categorized under their username; other traffic will be grouped under "empty" or "-". 

§ Top authenticated users This view shows the login users who accessed the server. 
This is only useful if you use .htaccess (realms) security. Traffic by users who have 
logged in will be categorized under their username; other traffic will be grouped under 
"empty" or "-". 

§ Top search phrases This view shows the search phrases people used in search 
engines to find the site. 

§ Top search engines This view shows the search engines people used to find the site. 
§ Top server responses This view shows the responses the server gave to hits. This can 

be useful for identifying error conditions, redirects, and other exceptional cases. 404's 
are usually broken links; if you see a lot of 404's here, you may want to use the Filters 
to track them down; add a 404 filter on your "server response" field, and switch to the 
"Top pages and directories" view (you will need to cross-reference the server response 
field to the page field for that to work). 

§ Top weekdays This view shows the days of the week on which the server was 
accessed. This is useful for getting an idea of which days are peak days. 

§ Top hours This view shows the hours of the day on which the server was accessed. 
This is useful for getting an idea of which hours are peak hours. 

§ Sessions (summary) This view shows a summary of the visitor sessions. Sessions 
start when a visitor enters the site, and end when that visitor leaves. 

§ Graphs of traffic over time This is a graph of the traffic on the server over time. This 
is useful for seeing how the traffic patterns are changing over time. The bars show the 
traffic for each time period, and the increasing graph shows the total cumulative 
traffic. For more detail in the graphs, try choosing "show bottom level items" from the 
Show menu. If "show bottom level items" is turned off, you can click on the bar for 
any year or month to zoom in. 

§ Top weekdays (C) This view shows the days of the week on which the server was 
accessed. This is useful for getting an idea of which days are peak days. The (C) in the 
name of this view means that the data in this view is calculated using a possibly slow 
computation; this view may be slower to generate than other views. If you are not 
using filters, use the normal day of week statistics view instead of this one, it is faster. 
However, if you are using filters, this view will work in a lot of cases where the 



WEBOCRACY (IST-1999-20364)  R11.2 Evaluation strategy for trials 

V1.1              January 28, 2002 Page 17 

normal day of week view will not. 
§ Top weekdays, avg. (C) This view shows the average traffic on each day of the week. 

This is useful for getting an idea of which days are peak days. The (C) in the name of 
this view means that the data in this view is calculated using a possibly slow 
computation; this view may be slower to generate than other views. 

§ Top search terms (C) This view shows the individual search terms people used in 
search engines to find the site. The (C) in the name of this view means that the data in 
this view is calculated using a possibly slow computation; this view may be slower to 
generate than other views. 

§ Paths through the site This view shows the paths visitors took through the site. Each 
arrow represents one click; you can follow arrows to see how many visitors took each 
path. Click + icons to expand a path, or - icons to collapse a path. 

§ Entry pages This view shows the pages where visitors entered the site. 
§ Exit pages This view shows the pages where visitors exited the site. It can be useful if 

you are trying to improve the site to keep visitors from leaving so quickly. 
§ Time spent on each page This view shows the total amount of time all visitors spent 

on each page combined. For instance, if 10 visitors stayed on the page for 10 seconds 
each, it will show up as 100 seconds spent on that page. This information can be 
useful if you want to improve the pages where visitors spend the most time. 

(Flowerfire) 
 

6.4. Cookies 

Web sites use cookies to simulate a continuous connection to that site. This makes it more 
convenient for users by allowing them to visit pages within a site without having to 
reintroduce themselves with each mouse click. Contrary to popular fears and misconceptions, 
cookies were not created to spy on or otherwise invade the privacy of Internet users. Cookies 
contain only information that users volunteer, and they do not have the capability of 
infiltrating a user's hard drive and sneaking away with personal information. The simple 
function of a cookie is that of helping the user navigate a web site with as little obstruction as 
possible. (Netscape -:legal_notices/cookies.html) 
 
Cookies are small data structures used by a web site (server) to deliver data to a web client 
(user); request that the client store the information; and in certain circumstances, return the 
information to the web site. Web sites can thus "remember" information about users to 
facilitate their preferences for a particular site and allow the use of user passwords. The web 
site may deliver one or more cookies to the client. The client stores cookie data in one or 
more flat files on its local hard drive. (Netscape -: legal_notices/cookies.html) 
 
Cookies allow web sites to maintain user information across HTTP connections. The current 
HTTP protocol is "stateless," meaning that the server does not store any information about a 
particular HTTP transaction; each connection is "fresh" and has no knowledge of any other 
HTTP transaction. "State" information is information about a communication between a user 
and a server, similar in many ways to frequent flyer profiles or option settings in desktop 
software. (For example, a preference for aisle or window seats is cookie-like information that 
a frequent-flyer program might store about its customers.) In some cases it is useful to 
maintain state information about the user across HTTP transactions. (Netscape -: 
legal_notices/cookies.html) 
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But what about a cookie used by a third-party to track your surfing behaviour over multiple 
sites, not in the aggregate but in an individual sense? There is a whole industry of advertising 
services that sets and uses cookies to analyse and react to consumer behaviour so that they 
can deliver appropriately targeted ad banners. The fact that this practice is not only 
involuntary, but also not disclosed, raises the privacy hackles of many Web surfers. And the 
more targeted or personally identifiable the data becomes, the more intrusive it really is. 
(Webveil 2000:) 
 
There are certain infrastructure providers that can actually create cookies that are visible on 
multiple sites. Many companies use these providers to serve ad banners on their sites. The 
providers can place small (1x1 pixels) GIF files on the site that allow them to load cookies on 
your machine. They can then track your movements across multiple sites. It can potentially 
see the search strings that you type into search engines (due more to the way some search 
engines implement their systems, not because anything sinister is intended). Because it can 
gather so much information about you from multiple sites, these providers can form very rich 
profiles. These are still anonymous, but they are rich. Then they went one step further. By 
acquiring a company, they threatened to link these rich anonymous profiles back to name and 
address information -- it threatened to personalize them, and then sell the data. That began to 
look very much like spying to most people, and that is what caused the uproar. (Brain -:.)  
 
On the Web, a transient cookie, sometimes called a session cookie, is a small file that contains 
information about a user that disappears when the user's browser is closed. Unlike a persistent 
cookie, a transient cookie is not stored on your hard drive but is only stored in temporary 
memory that is erased when the browser is closed. Transient cookies are often used to enable 
a site to be able to track the pages that a user has visited during a visit so that information can 
be customized for the user in some way. (WhatIs -:.)  
 

6.5. Sessions 

After user logs in, a session will be set up. Each session maps one user to one or more roles. 
During a session user can activate a subset of roles he/she belongs to. (Mach, Dridi, Furdik 
2001:22.) When connecting to a website a session is put up between the requesting computer 
and the server were the files requested are stored. A session is killed when the browser is 
closed. Within a session, variables can be passed on between the pages of one website.  
 

6.6. Other methods  

Send variable values between pages with hidden values in html forms: 
  </FORM> 
   <INPUT TYPE="HIDDEN" NAME="mysession1" VALUE="56"> 
   <INPUT TYPE="HIDDEN" NAME="mysession2" VALUE="active"> 
  </FORM> 
 
Send variable values as parameter to the URL in html links: 
<A 
HREF="http://www.mysite.com/this_page.html?mysession1=56&mysession2=active"></A> 
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7. ANALYSIS 
Before the evaluation can take place it is necessary to analyse the results. It is now necessary 
to go through what information we need to evaluate our site. Things that would help us 
evaluating the site are. 

o Download time 
o File size 
o User’s paths 
o Pages where errors occurred 
o What type’s of errors occurred 
o Used browsers 
o Used operation system 

 

7.1. Downloading time 

The first thing of great importance to the user is the downloading time. A user is not faithful 
and devoted just to our application. If a page takes too long to download the user will 
probably decide that the page is not worth the waiting and go somewhere else before s/he has 
even seen the page. This means that to view how long the downloading of our pages is of 
mayor importance.  For this reason we would need a report with our page downloading time.  
 
The downloading time is dependent on four mayor factors. Firstly, the size of the page, 
Secondly, the speed of the web server. Thirdly, the stress on the Internet, and fourthly, of the 
user’s type of connection. This gives us two factors that we can influence, factor number one 
and factor number two. Many external factors make it unessential for us to have the exact 
downloading time. What is a better way is to view the file sizes.  
 

7.2. File size 

The size of a file determines how long it takes to download the file. One web page consists of 
at least one file. To build up this page a lot of other files can be used, css-files, images etc. 
The total download of the page is done first when all these files are downloaded so a complete 
download size is the sum of all of the files a page contains. 
 

7.3. Web pages 

If the average pages per visit is low this does not mean that your “pages suck” to quote Bruce 
Morris. The user may actually already have found what s-/he was looking for and this makes 
the visit a success. 
 
It may be of importance to make an analysis of your own on how many pages/views it is 
necessary to navigate on your site to get to content pages.  
§ What are the minimum pages?  
§ Is it possible to get directly to a content page without entering the index page and the 

navigation page?  
If it is possible to link to a content page from somewhere else and go directly there this means 
that one page view for one visit may be sufficient to get the information that a user wanted for 
this time and although only one page was downloaded it still was a hit. 
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A visit with many page views may actually be a failure! We all probably have the experience 
of navigating a site where we know or think it may be something of interest for us but we are 
just not able to find that page. We search all links; try to click on images and so on. This may 
easily result in many page hits but was it a successful visit? Hardly! But how will we be able 
to distinguish this failure in a visit? May the user path help us? It may, but that would mean to 
check that individual user path and if we have many of these failures occurring on the site this 
could mean a big amount of time-consuming work. What we can do is to view the amount of 
page hits per visit; time spent on a visit, and whether pages are repeatedly accessed during 
one visit. One may draw the conclusion, that short visits with many page hits where the user 
repeatedly returns to the navigation page may be a failure. A user that spends just a few 
seconds on a content page probably was not satisfied with it. But as always this may not be a 
failure either. Only to look at my own behaviour, I know that when I visit a page with a lot of 
content from my home connecting to the Internet with a modem, I view a lot of content pages 
and store them in my cache and then I disconnect my modem and return to the files now 
saved in the cache and read them in peace and quiet. Is this a failure? No, it is a success but 
there is no way to see this in the log files. 
 
It could be of importance to view the complete path a user takes to get an idea if the site 
sucks. If a user only enters the index page and then exits, we can ask ourselves why? Did the 
user enter the page by mistake? Was the layout and design so difficult that s-/he didn’t find 
what s-/he was looking for? If on the other hand a user browses our site for some time enters 
at the index page and views some documents and goes back to the index page and then exits 
the site. Does this make the index page a failure? Hardly, the user found, what s-/he was 
looking for and might have gone back to see if there were anything else that s-/he wanted to 
view and decided it was not and left. This is a total success. We can assume the user found the 
index page easy to navigate and went back to get a last view. 
 
These scenarios show us that it is not where the user enters the site and where s-/he leaves 
that decides if a page “sucks”, it is rather the way a user moves on the site that determines 
whether the page needs a drastically improvement. If you have a page with very few hits, is 
this a poor page? How can you tell, if users do not go there! They have not seen it yet so what 
could be wrong? A page may seem unpopular but may actually be hard to find – the links to it 
are maybe poorly placed. (Morris 1998:)  
 
Well, of course, if you have forgotten to link to the page, the link is hidden in a bad design or 
not placed in its logical content the users may never find it. This is why it is necessary not 
only to analyse the page content when a page gets few page visits. But to sit down and review 
where the links are placed, if they are correctly linked, the placement of the links and so on. 
Experience has shown that, other things like colour, size, etc. are equally important; links in 
the upper left portion of the main page get clicked on more than anything else simply because 
of their convenient place. (Morris 1998:) 
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8. CONCLUSIONS 
The ability to make a trustworthy evaluation is based in the first step on planning the trial. 
The essential thing is to put up goals and find means to measure these goals and ways to put 
up values to compare the measured values with. Different ways of collecting information give 
us different data but also have different weaknesses. A questionnaire could be an insecure 
information collector if the response rate is low, if the respondent does not understand the 
questions or the respondent is not truthful in his/her answers. This makes a good design of the 
questionnaires and correct formulation of the questions vital. Credibility in answers from log 
files are weakened when: 
§ Page is stored in cache of the users computer. 
§ User connects through proxy server. 
§ Many users connect with the same computer. 

 
Because of the misuse and bad management of cookies, some users have disabled cookies in 
their browsers and this makes it difficult to follow users’ visits on our pages. As it has been 
mentioned above, there are weaknesses in all of the different ways of collecting information. 
All of them will give a hint of truth but none the whole truth. When the results are analysed, it 
is important to have this in mind and compare the results from different methods with each 
other to estimate credibility. The best complementing solution would be to use session 
variables together with self constructed log files and/or database tables to log the activity of 
one session on the site with values from WebPages. The use of session variables, hidden 
variables or variables sent int the url could together with complementary functions to connect 
to manually made logfiles and/or databases be a good complement to the standard log files. 
Analysis of the results must be done in several different ways. To use log analysing software 
is a good way of viewing the activity on the site, but needs to be configured with care to give 
a correct answer. Different analysers give somewhat different reports and it might be wise to 
consider the use of more than one. The evaluation is dependent on a good planning of the 
trials and the correct setting of variables to collect and analyse. 
 
Suggested ways to measure goals: 
 
Goals Information collecting 
Increasing number of sent documents. Statistics on sent documents date stamped in log files. 
Increasing ratio of documents sent via 
Webocrat to all documents sent to the 
LA. 

Statistics on sent documents date stamped in log files. 
Manual logging of all received documents at LA. 

Increasing number of active users Statistics on page visits in log files. 
Manual logging of all received documents at LA. 

Increasing number of times users 
access the processing status of 
submitted documents 

Statistics in log files. 
Manual logging of all received documents at LA. 

Decreased duration of document 
processing 

Statistics in log files. 
Manual logging of all received documents at LA. 

Increased number of documents 
processed 

Statistics in log files. 
Manual logging of all received documents at LA. 

Increased citizens’ satisfaction with 
LA service provision 

Overall questionnaire 
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Content and comprehensiveness of 
information 

Document questionnaire. 

Simplicity of use Overall questionnaire. 
Simplicity of browsing the documents Document questionnaire. 

Overall questionnaire. 
Searching results (relevancy of 
searching results) 

Document questionnaire. 
Overall questionnaire. 

Access time to desired results Manual logging of all received documents at LA. 
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9. GLOSSARY 

9.1. Abbreviations  

 
CIH   Citizen’s Information Helpdesk 
CSAP   Communication, Security, Authentication and Privacy 
DF   Discussion Forum 
KM   Knowledge Modelling 
LA   Local Authority 
LAFU   The Local Authority Kosice - City ward Dargovskych hrdinov 
LATA   The Local Authority Kosice - City ward Sidlisko Tahanovce 
LC   Local Council 
LG   Local Government 
OPR   Opinion Polling Room 
PA   Public Administration 
PA1.1   WCC Public Application in the first Pilot Test  
PA1.2   WCC Public Application in the second Pilot Test 
PA2.1   LATA and LAFU Public Application in the first Pilot Test 
PA2.2   LATA and LAFU Public Application in the second Pilot Test 
REP   Reporter 
WCC   Wolverhampton City Council 
WCM   Web Content Management 
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