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Disclaimer

The content of this deliverable reflects only the author's view. The European Commission is not
responsible for any use that may be made of the information it contains.

Please note that for the purposes of this document, the designation “Mission-minded city/cities” is
used in place of the previous term “Non-Mission city/cities”. This terminological update is consistent
with the revised nomenclature recently endorsed by the consortium.
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Summary

This deliverable presents a comprehensive evaluation of the User Experience (UX) and usability of the
Mission Portal and contributes a rigorous framework of continuous evaluation, key insights, and
recommendations for improvements as part of SGA2-NZC T1.3.1. The report analyses the portal's
performance through a 2-layered assessment: (1) comparing a quantitative baseline of Key
Performance Indicators (KPIs) (extracted from the Portal’s Analytics Dashboard and integrated analytics
tools facilitated through SGA2-NZC T1.2.2) of the portal conducted in January 2025 against continuous
evaluation data from November 2025, and (2) qualitative assessment of heuristics, accessibility and
user behaviour and satisfaction. The primary objective is to assess usage patterns, identify critical
usability bottlenecks, and evaluate user satisfaction to ensure the portal effectively supports cities
(notably the expanding number of Mission-minded cities) in their pathways towards climate neutrality.

Between January and November 2025, the portal experienced strong growth, with total registrations
increasing by 32% to 7,975 users and clear seasonal peaks driven by major NetZeroCities events. Users
are intended as any typology of user, including Mission Cities, Mission-minded cities, community of
practice members and any other category of user registered on the portal. Engagement metrics also
improved significantly: average session length grew from 14.03 to 14.23 minutes, pages viewed per
session rose from 4 to 4.7, and the bounce rate decreased from 50.6% to 48.2%. Traffic remains
concentrated in Spain, France, Germany, Italy, and Belgium, and the platform is predominantly
accessed via desktop devices (94%). Users show high initial interest but low depth of interaction, with
most viewing only the first fold of pages, and historically logging in infrequently, though returning users
are now engaging more consistently. Popular content types include technical factsheets, Climate City
Contracts, and articles. User feedback reflects strong satisfaction with the portal overall (4.16/5) and
with the knowledge repository (4.4/5), but significantly lower ratings for tools (2.8/5), indicating ongoing
challenges with navigation, mobile compatibility, user guidance, terminology consistency, accessibility
and technical performance. Overall, while the portal’s user base, engagement and satisfaction have
improved significantly, the analysis highlights clear opportunities to improve the user experience and
lays a strong foundation for continued monitoring and future improvements.

This deliverable builds on — and it has been planned as complementary to - D1.5 “Design of Non-mission
Cities Portal User Experience and Customer Journey” delivered at M18. This deliverable further
establishes the foundation for ongoing UX and usability assessment by defining an evaluation strategy,
identifying suitable tools, conducting baseline evaluations of portal performance, and outlining the data
issues that must be addressed to enable continuous monitoring. The follow-up deliverable due in M48
(D1.9) will build on this foundation by continuously monitoring the portal performances and UX, reporting
results in line with the timeline specified in Section 2 and in comparison with the 2025 baseline results
presented here.

Keywords

User Experience (UX), Usability; Heuristic Evaluation; Web accessibility; Mission-minded cities; Portal
Analytics; Key Performance Indicators (KPIs)
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1 Introduction

With over 7,975 users (including 1,259 Mission-minded city users), 1,390 resources, and 34 partners
actively building and maintaining content, the portal is scaling significantly year on year. Given the
increasing magnitude and complexity of this growth, it is paramount to strategically assess and monitor
the portal’'s usability and user experience (UX) performance. A robust and systematic assessment
strategy is therefore essential to ensure the portal remains effective, accessible, and centred on user
needs. Based on the work conducted in SGA2-NZC T1.3.1, this report presents an evaluation of the UX
and usability of the Mission Portal for the Mission 100 Climate Neutral and Smart Cities. It is based on
a baseline analysis of quantitative usage metrics (conducted in January 2025) and qualitative
assessments (including heuristic, accessibility, user behaviour, and user satisfaction evaluations)
conducted in September 2024 and June—July 2025. It also establishes a roadmap for continuous UX
and usability evaluation and provides a secondary analysis of portal performance using data from
November 2025, enabling comparison with the January baseline.

The findings indicate significant growth in the portal’s city user base, reaching 3,413 users across 430
Mission-minded cities (with 1,259 users) and 111 Mission Cities (2,154 users), with new registrations
increasing by more than 32% between January and November 2025. From the data captured between
January 2024 and January 2025, it is observed that most city users (i.e., 93.62%) log in once a month,
with seasonal peaks in line with scheduled NetZeroCities events. Furthermore, the average session
length for portal users recorded from January 2024-25 is 14.03 minutes. During this period, users on
average viewed 4 pages on the portal. Despite these positive trends, the qualitative assessments reveal
several usability and UX issues that warrant attention. Key concerns include a lack of mobile
compatibility, slow page loading speeds, inconsistent page layouts, colour contrast issues, and gaps in
portal analytics that currently limit more granular performance evaluation across user groups.

To address these challenges, the report recommends implementing a comprehensive KPI framework to
improve user data segmentation, adopting responsive design standards to ensure mobile accessibility,
conducting a technical audit to resolve performance bottlenecks, and introducing consistent usability
and accessibility standards across portal pages. The report is structured as follows: (1) an overview of
portal usage by Mission-minded City users; (2) a roadmap for continuous evaluation from M9 to M48;
(3) an overview of tools and testing methods; (4) baseline quantitative evaluation and qualitative insights
from heuristic, accessibility, and behavioural assessments; (5) a summary of implemented changes and
the first cycle of continuous evaluation (November 2025), with subsequent cycles planned through M48;
(6) a proposed comprehensive KPI framework informed by data gaps identified in baseline
assessments; and (7) key recommendations for future portal development.

In line with Milestone MS6, a UX team was established at the start of the task and launched User
Panels—an expanded version of the earlier City Panels—based on insights from Mission Cities. These
sessions engaged cities in testing the Mission Portal’s tools and providing feedback, but due to limited
participation, the initiative was rebranded as the Tool Training Series to broaden engagement and offer
more in-depth guidance on the Portal’s tools and partner resources.

To support the continuous evaluation of the portal, the UX team implemented structured testing
methodologies, including a User Experience lterative Flow Canvas aligned with the Double Diamond
design process (Kochanowska et al., 2022), and a list of User Experience Testing Methods (both
summarised in Appendix A6). This approach provides continuous feedback, refinement and re-testing
to enhance usability while adapting to evolving user needs. Additionally, a Portal Tool Integration
Handbook was created to guide consortium members in developing and integrating tools within the
portal. The handbook ensures that each tool is relevant and responsive to city users’ needs,
emphasising the importance of avoiding overlaps and understanding user challenges and applications
within the portal.

Through this task, the UX team systematically conducted a baseline evaluation of the quantitative KPIs
from the portal’s dashboard and Hotjar Analytics (a third-party analytics tool integrated with the portal)
in January 2025. This resulted in not only establishing baseline numbers against which the portal can
be evaluated in the future but also identifying data gaps that are necessary for the comprehensive
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https://www.w3.org/WAI/WCAG21/Understanding/contrast-minimum.html
https://www.w3.org/WAI/WCAG21/Understanding/use-of-color.html
https://www.w3.org/TR/using-aria/
https://netzerocities.eu/



https://sentry.io/welcome/



https://developers.google.com/search/docs/appearance/core-web-vitals
https://developers.google.com/search/docs/appearance/core-web-vitals
https://www.w3.org/TR/WCAG21/
https://www.w3.org/TR/WCAG21/
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Mobile Optimisation: Prioritise implementing responsive design standards (e.g., Material
Design) and define specific breakpoints to ensure full functionality across smartphones and
tablets.

Multilingual support through Al translations

Technical Remediation: Conduct a comprehensive technical audit to resolve page loading
bottlenecks through caching strategies, media optimisation, and script minification.

Accessibility Compliance: Revise the design system to meet WCAG 2.2 (Level AA)
standards, specifically targeting colour contrast and semantic HTML structure to ensure
inclusivity.

Enhanced Analytics: Transition to a unified analytics dashboard that automates the reporting
of the new comprehensive KPlIs, providing transparency for consortium partners.

In conclusion, this deliverable has defined the evaluation strategy, identified critical data gaps, and
provided a roadmap for remediation. These outcomes lay the necessary foundation for Deliverable D1.9
(due M48), which will report on the implementation of these recommendations and track the long-term
performance of the portal against the baselines established herein.
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Appendix

A1: Comprehensive Portal KPl Framework

It should be noted that this framework is based on the current requirements and industry best
practices and should be reviewed and revised from time to time to include other metrics as necessary.

Comments on

Ee/:::agon # Metric [unit] Definition Source existing status
gory of metric
Note 1: Data is
not available in
2 Multiple
'E_ % z EonﬁlePId_ Portal Frequencies
Metric S.n Name and unit What i . 1o} 3 o ashvoara, Fo a_‘ (Weekly, Monthly
- at is being measured? Q o 5 KPI Dashboard+;
Category o. of Metric o c 2 fom and Yearly).
= = e Hotjar; Fathom .
2 3 ® Analytics; Algolia NEIE 2 CE
= ’ and/or data
visualisation is
missing.
Total Active An active user is a user Portal KPI .
14 Users [No.] logging in every week Dashboard Note 1; Note 2
1.2 Total Visitors Visitors only counts logged in Portal KPI Note 1: Note 2
users Dashboard
Super Admin Users with Super-admin Portal KPI .
1.3 [No.] access Dashboard Note 1; Note 2
1.4 g\;tg]Adwsors No. of City Advisor accounts BZ:?LE::(’ Note 1; Note 2
15 Consortium No. of Consortium Member. Portal KPI Note 1: Note 2
1. Existing : Users [No.] accounts Dashboard ’
User Data Public . .
. No. of Public Authority-User Portal KPI .
1.6 Gzt:rgrm/o] accounts Dashboard Note 1; Note 2
City Users
[No ] (by i
1.7 Mission and No. of City:UserAcconts Portal KPI Note 1: Note 2
Mission accounts Dashboard
Minded City)
1.8 ggzn%rré_([)lflzl] Community of Practice users gg:ﬁlbg:rld Note 1; Note 2
1.9 ﬁ'\'l??le UseR Any other type of user gg:ﬁlbg:rld Note 1; Note 2
Monthly and
21 New Sign- Total Number of new sign- Portal KPI Yearly totals can
: ups’ [No.] ups Dashboard derived from the
CSV file
Average daily
[Proposed] sign-ups can be
22 Average dail Average number of new users Portal KPI derived from the
: si n-ugs [Noy] signing-up on the portal dailly Dashboard+ CSVfileon a
2. New user b . monthly and
Data\(Sign- yearly basis
ups) 23 Super Admin No. of Super Admin Profiles Portal KPI
: Sign ups [No.] added Dashboard
24 City Advisors No. of City Advisor Profiles Portal KPI
: Sign ups [No.] added Dashboard
25 Sggffg',u? No. of Consortium users Portal KPI
: ups [No ]g added Dashboard
26 Public No. of Public Authority Users Portal KPI
: Authority added Dashboard
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Users Sign
ups [No.]

27

City Users
Signups
[No.] (by
Mission and
Mission
Minded City)

No. of City Users added

Portal KPI
Dashboard

2.8

CoP or Local
Partners

No. of CoP or Local Partner
profiles added

Portal KPI
Dashboard

Siinuis No.

3. Traffic
Trend Data

4.
Resources
Data

New VS
3.1 Returning % of new VS returning users Hotjar
Users
Total Number
3.2 of Sessions Total number of sessions Hotjar
[No.]
33 gﬁ?:tli?)r:ls Average length of user Hotjar, Fathom
: [Minutes] sessions [in minutes] Analytics
34 Device Split % Mobile Users; % Desktop Hotjar, Fathom
’ [%] Users Analytics
What are the most popular
35 Browser Split internet browsers among Hotjar, Fathom
: [%] users ( Google Chrome; Analytics
Safari)
What are the most popular .
36 | OSSplit[%] | OS among users (Ex.: :ggf‘t’ic';a‘mm
Windows, MacOS) Y
Page
Popularity . . .
3.7 [Page Names/ Most Viewed (Top 5); Hotjar
URLs]
3.8 Bounce Rates Sessions that begin and end Hotiar
: [%] on the same page of the site J
S.'te Loading The loading time of Pages in https://pagespeed.w
3.9 Time [In
the portal eb.dev/
Seconds]
Top Traffic
Channels Most frequent souree of traffic Hotjar, Fathom
3.10 | [Name of a
Traffic (example google) Analytics
Channels

4.1

The following indicators needs to be segregated by user types (1.1 to 1.9) where indicicated with *

[Proposed]
Total
Resources
[No.]

Total resources on the portal

Portal KPI
Dashboard

Can be extracted
from existing
portal resources
data

4.2

Document[No.
%]

Number of document type
resources

Portal KPI
Dashboard+

% missing in data
but can be
calculated from
the total number
of resources; Note
1; Note 2;

4.3

Visual Case
Study [No.;%]

Number of Visual Case Study
type resources

Portal KPI
Dashboard+

% missing in data
but can be
calculated from
the total number
of resources; Note
1; Note 2;

4.4

Climate City
Contract [No.;
%]

Number of Climate City
Contract type resources

Portal KPI
Dashboard+

% missing in data
but can be
calculated from
the total number
of resources; Note
1; Note 2;

4.5

Video [No.;%]

Number of Video type
resources

Portal KPI
Dashboard+

% missing in data
but can be
calculated from
the total number
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of resources; Note
1; Note 2;

% missing in data
but can be

4.6 Method [No.;% Number of Method type Portal KPI calculated from
: ] resources Dashboard+ the total number
of resources; Note
1; Note 2;
% missing in data
but can be
4.7 Case Number of Case Study type Portal KPI calculated from
: Study [No.;%] resources Dashboard+ the tetal.number
ofresources; Note
1;"Note 2;
Y%6"missing in data
but can be
4.8 Canvas [No.;% | Number of Canvas type Portal KPI calculated from
: ] resources Dashboard+ the total number
of resources; Note
1; Note 2;
% missing in data
but can be
. o Number of Article type Portal KPI calculated from
4.9 Article [No.;%] resources Dashboard+ the total number
of resources; Note
1; Note 2;
% missing in data
but can be
4.10 Factsheet [No. Number of Factsheet type Portal KPI calculated from
: ;%] resources Dashboard+ the total number
of resources; Note
1; Note 2;
% missing in data
[New] but can be
411 Document Number of Genieally type Portal KPI calculated from
: Genially [No.; resources Dashboard+ the total number
%] of resources; Note
1; Note 2;
% missing in data
Resource . but can be
412 | Interactions Most to least interacted Portal KPI calculated from
: o/ 1% resources in the portal Dashboard+ the total number
[No; %] .
of resources; Note
1; Note 2;
Resource % missing in data
Interactions but can be
(by Type) o Portal KPI calculated from
413 [Resource % of gadq r§source type Dashboard the total number
name with: of resources; Note
No.; %]* 1; Note 2;
Most Active
Cities/ Least
51 ?:Ttt::se [Name 1_ist of cfitiﬁs cate%oris?d in Portal KPI
: of city with erms of the number of users Dashboard
and interactions
no:tof users
and
interactions]*
Top City
Users [Name
5.2 of cities with Total number of users per city Bortal KPI
ashboard
total number
of users]*
Top Countries
5.3 E)'\flgrg(ses?c?r?sNo. Countries with t.h € highest Hotjar, Fathom
. : o number of sessions and/or !
(Hotjar) / % o Analytics
. visitors
visitors

iFathomi

6. Active
Groups

6.1

Private
(Hidden) [No.
and %]J*

Number of Private (Hidden)
Type Groups

Portal KPI
Dashboard+

% missing in data
but can be
calculated from
the total number
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of resources; Note

1; Note 2;
% missing in data
Private . . but can be
6.2 | (Visible) [No. Number of Private (Visible) Portal KPI calculated from
o/ 1% Type Groups Dashboard+ the total number
and %] of resources; Note
1; Note 2;
% missing in data
but can be
6.3 Public [No. Number of Public Type Portal KPI calculated from
: and %]* Groups Dashboard+ the toetal,number
ofiresources; Note
1;"Note 2;
Active
Groups
[Name of . Groups in terms of number of Portal KPI
6.5 Groups with userspand interactions Dashboard Note 1; Note 2;
no. of users
and
interactions]*
Number of Number of events each Portal KPI
71 Events [No.] month Dashboard Note 1; Note 2;
7. Created
Events [Proposed]
7.2 Total number Total of all events created ;Zgﬁ:)g:rld + Note 1; Note 2;

of Events [No.]

Number of interactions (likes Note 1: Note 2:

8.1 Engagement and comments) divided by its Portal KPI Engagement rate
: Rate [%]* reach (users who can view Dashboard gage
not defined
the post).

Feed General Number of General Feed Portal KPI . .

8.2 [No. and %]* Type Posts Dashboard Note 1; Note 2;
8. Posts Channel [No. Number of Channel-related Portal KPI ) )

8.3 and %]* posts Dashboard Note 1; Note 2;

Group [No. Number of group-related Portal KPI . .
8.4 and %]* posts Dashboard Note 1; Note 2;

Event [No. Number of Event-Related Portal KPI . .
8.5 and %]* Posts Dashboard Note 1; Note 2;

) o -
9. Others 9.1 Tickets [No.; % | Numberof Tickets created/ Portal KPI Note 1: Note 2:

resolved] resolved Dashboard

City advisors

logged on Portal KPI . .
9.2 once a week Dashboard Note 1; Note 2;

[No.]

4 Integrated rating system to .
User Ratings : . Rating surveys
; capture spot rating and Hotjar and Portal KPI -

9.3 and Ryicys reviews of the portal UX from Dashboard are _avaﬂable_on.

survey. USErs. Hotjar Analytics;

Search Query

All user search quesries on
Terms [Terms q

Algolia’s Integrated

9.4 and frequency the Knowledge Ripository Dashboard
search function
of Search]
Click Position, a metric
provided by Algolia, indicates
95 Search Click the rank of the clicked search Algolia’s Integrated
' Position [%] result; lower values signal that Dashboard
users are finding relevant
results more quickly.
Search Usade This includes number of
. 9 searches, click-through rates, Algolia’s Integrated
9.6 Metrics [No. . )
conversion rates and no-click Dashboard

and %]

rates.

Rl Funded by
URCE the European Union 64



Non-Mission City Portal Usage & User Satisfaction Report

NET ZERGC CITIES

A2: All mission-minded city users on the portal (as

of November 2025)

Name Users [Country Region/Continent Interactions Connections
Galway 8 Ireland Northern Europe 1439 1170
Drammen 7 Norway Northern Europe 476 623
Issy-les-Moulineaux 5 France \Western Europe 430 594
Rivne 8 Ukraine Eastern Europe 427 794
Alba lulia 9 Romania Eastern Europe 426 695
Cologne 5 Germany Central Europe 423 574
Belfast 4 UK Northern Europe 415 543
Manchester 8 UK Northern Europe 412 552
\Viladecans 14 Spain Southern Europe 408 689
Bruges 9 Belgium \Western Europe 408 564
Braga 8 Portugal Southern Europe 408 550
Krizevci 8 Croatia Southern Europe 408 577
Uppsala 7 Sweden Northern Europe 408 589
Bergen 6 Norway Northern Europe 408 559
Penteli 5 Greece Southern Europe 408 540
\Wiesbaden 5 Germany Central Europe 408 536
/Augsburg 5 Germany CentralEurope 408 538
Alesund 5 Norway Northern Europe 408 551
Lorqui 5 Spain Southern Europe 407 537
Diyarbakir 5 Turkey Eurasia (Turkiye) 89 44
Rimini 14 Italy Southern Europe 17 43
Tender 3 Denmark Northern Europe 17 7
Eleskirt 2 Lurkey Eurasia (Turkiye) 17 2
Nigrita 2 Greece Southern Europe 15 6
Corlu 2 Turkey Eurasia (Turkiye) 13 5
Saint-Quentin 2 France \Western Europe 12 5
Manisa 9 Turkey Eurasia (Turkiye) 11 93
Konya 7 Turkey Eurasia (Turkiye) 9 138
Plymouth 7 UK Northern Europe 8 31
Szeged 3 Hungary Eastern Europe 8 5
Frankfurt/Main 5 Germany Central Europe 7 74
\Waterford 3 Ireland Northern Europe 6 11
Sekondi-Takoradi 2 Ghana Africa 6 1
Nusaybin 2 Turkey Eurasia (Turkiye) 6 4
Kayseri 7 Turkey Eurasia (Turkiye) 5 11
Pisa 3 Italy Southern Europe 5 7
Truseni 3 Moldova Eastern Europe 5 34
Bonn 2 Germany Central Europe 5 12
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Scandicci 2 Italy Southern Europe 5 2
Graz 4 IAustria Central Europe 4 10
\Valongo 4 Portugal Southern Europe 4 19
Niagara Falls 2 Canada North America 4 5
Genova 6 Italy Southern Europe 3 53
Treviso 5 Italy Southern Europe 3 16
L'Aquila 4 Italy Southern Europe 3 5
Arezzo 4 Italy Southern Europe 3 10
Cesena 4 Italy Southern Europe 3 31
Jyvaskyla 3 Finland Northern Europe 3 21
Lecce 3 Italy Southern Europe 3 3
Savona 3 Italy Southern Europe 3 3
\Verona 3 Italy Southern Europe 3 5
Artvin 3 Turkey Eurasia (Turkiye) 3 5
Fort-de-France 2 France (Martiniqgue) |North America 3 10
Chisinau 3 Moldova Eastern Europe 2 38
Selcuk 2 Turkey Eurasia (Turkiye) 2 1
Murcia 4 Spain Southern Europe 1 5
/Addis Ababa 2 Ethiopia Africa 1 1
Aladag 2 Turkey Eurasia (Turkiye) 1 1
/Acipayam 2 Turkey Eurasia (Turkiye) 1 4
Bursa 12 Turkey Eurasia{(Turkiye) 0 103
/Ankara 10 Turkey Eurasia (Turkiye) 0 62
London 10 UK Northern Europe 0 35
Gaziantep 10  [Turkey Eurasia (Turkiye) 0 40
Eskisehir 8 Turkey Eurasia (Turkiye) 0 26
Bilbao 8 Spain Southern Europe 0 62
Split 7 Croatia Southern Europe 0 28
Ghent 7 Belgium \Western Europe 0 11
Prague 7 Czechia Eastern Europe 0 34
Strasbourg 7 France \Western Europe 0 19
Malaga 7 Spain Southern Europe 0 63
Torres Vedras 6 Portugal Southern Europe 0 38
\Vila Franca'de’Xira 6 Portugal Southern Europe 0 12
Schaerbeek 6 Belgium \Western Europe 0 21
Sanliurfa 6 Turkey Eurasia (Turkiye) 0 86
Esplugues de Llobregat 6 Spain Southern Europe 0 15
Tallinn 5 Estonia Northern Europe 0 45
\Vari-Voula-Vouliagmeni 5 Greece Southern Europe 0 23
\Wirzburg 5 Germany Central Europe 0 11
Logrofio 5 Spain Southern Europe 0 25
Amstelveen 5 Netherlands \Western Europe 0 9
Balikesir 5 Turkey Eurasia (Turkiye) 0 6
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Larissa 5 Greece Southern Europe 0 24
Sant Boi de Llobregat 5 Spain Southern Europe 0 67
Sakarya 5 Turkey Eurasia (Turkiye) 0 10
Karliktepe 5 Turkey Eurasia (Turkiye) 0 30
Brasov 5 Romania Eastern Europe 0 12
Mardin 5 Turkey Eurasia (Turkiye) 0 8
Assen 5 Netherlands \Western Europe 0 16
Helmond 4 Netherlands \Western Europe 0 8
Burgas 4 Bulgaria Eastern Europe 0 11
Pisek 4 Czechia Eastern Europe 0 16
Clermont-Ferrand 4 France \Western Europe 0 19
Mechelen 4 Belgium \Western Europe 0 13
Kardzali 4 Bulgaria Eastern Europe 0 8
\Vantaa 4 Finland Northern Europe 0 70
Rennes 4 France \Western Europe 0 55
Egaleo 4 Greece Southern Europe 0 16
Limerick 4 Ireland Northern Europe 0 24
Trabzon 4 Turkey Eurasia (Turkiye) 0 28
Cartagena 4 Spain Southern Europe 0 3
Maribor 4 Slovenia Southern Europe 0 5
Mudanya 4 Turkey Eurasia (Turkiye) 0 7
Oeiras 4 Portugal Southern Europe 0 86
\Veszprém 4 Hungary Eastern Europe 0 8
Torres Vedras 4 Portugal Southern Europe 0 7
Antalya 4 Turkey Eurasia (Turkiye) 0 5
Milton Keynes 4 UK Northern Europe 0 13
Tekirdag 4 Turkey Eurasia (Turkiye) 0 11
Reggio Emilia 4 italy. Southern Europe 0 4
Chiclana de la Frontera 4 Spain Southern Europe 0 3
Fundao 3 Portugal Southern Europe 0 26
Jerusalem 3 Israel Asia 0 10
Matosinhos 3 Portugal Southern Europe 0 7
Palaio Faliro 3 Greece Southern Europe 0 12
Slavonski,Brod 3 Croatia Southern Europe 0 15
Roeselare 3 Belgium \Western Europe 0 2
Strovolos 3 Cyprus Southern Europe 0 8
Luneburg 3 Germany Central Europe 0 4
Szombathely 3 Hungary Eastern Europe 0 11
Constanta 3 Romania Eastern Europe 0 3
Piatra Neamt 3 Romania Eastern Europe 0 6
Izmit 3 Turkey Eurasia (Turkiye) 0 3
IArnhem 3 Netherlands \Western Europe 0 8
Auckland 3 New Zealand Oceania 0 2

Funded by

the European Union

67



Non-Mission City Portal Usage and User Satisfaction Report

NET ZERG CITIES

Bodo 3 Norway Northern Europe 0 2
Bremerhaven 3 Germany Central Europe 0 3
Corum 3 Turkey Eurasia (Turkiye) 0 8
Debrecen 3 Hungary Eastern Europe 0 22
Denizli 3 Turkey Eurasia (Turkiye) 0 9
Edirne 3 Turkey Eurasia (Turkiye) 0 2
Enschede 3 Netherlands \Western Europe 0 4
Gdansk 3 Poland Eastern Europe 0 3
Kaunas 3 Lithuania Northern Europe 0 4
Konstanz 3 Germany Central Europe 0 6
Kronoby 3 Finland Northern Europe 0 7
Linz 3 IAustria Central Europe 0 8
Mugla 3 Turkey Eurasia (Turkiye) 0 6
Ostend 3 Belgium \Western Europe 0 2
Ordu 3 Turkey Eurasia (Turkiye) 0 4
Roubaix 3 France \Western Europe 0 2
Tokat 3 Turkey Eurasia (Turkiye) 0 4
\Viana do Castelo 3 Portugal Southern Europe 0 2
Pamplona 3 Spain Southern Europe 0 14
Kristiansand 3 Norway Northern Europe 0 6
Tetovo 3 North Macedonia Southern Europe 0 3
Fribourg 3 Switzerland CentralEurope 0 2
Cascais 3 Portugal Southern Europe 0 3
City of Westminster 3 UK Northern Europe 0 18
Sivas 3 Turkey Eurasia (Turkiye) 0 7
Karaman 3 Turkey Eurasia (Turkiye) 0 6
Jonkoping 3 Sweden Northern Europe 0 4
\Varberg 3 Sweden Northern Europe 0 3
Boyarka 3 Ukraine Eastern Europe 0 2
Pristina 3 Kosovo Southern Europe 0 6
/Amersfoort 3 Netherlands \Western Europe 0 11
Malatya 3 Turkey Eurasia (Turkiye) 0 2
\Vaasa 3 Finland Northern Europe 0 4
Mersin 3 Turkey Eurasia (Turkiye) 0 17
Kifisia 3 Greece Southern Europe 0 3
Marmaris 3 Turkey Eurasia (Turkiye) 0 5
Jablonec nad Nisou 3 Czechia Eastern Europe 0 3
Giresun 3 Turkey Eurasia (Turkiye) 0 2
Metz 3 France \Western Europe 0 2
Fuenlabrada 3 Spain Southern Europe 0 2
Funchal 3 Portugal Southern Europe 0 1
Takoradi 3 Ghana Africa 0 10
Lviv 3 Ukraine Eastern Europe 0 7
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Bandirma 3 Turkey Eurasia (Turkiye) 0 55
Heraklion 3 Greece Southern Europe 0 5
Leeuwarden 3 Netherlands \Western Europe 0 2
\Vienna 3 IAustria Central Europe 0 4
Kathmandu 3 Nepal Asia 0 0
Mainz 3 Germany Central Europe 0 11
Erzurum 3 Turkey Eurasia (Turkiye) 0 1
Kadikoy 3 Turkey Eurasia (Turkiye) 0 6
\Van 3 Turkey Eurasia (Turkiye) 0 3
\Vanju Mare 3 Romania Eastern Europe 0 6
Hopa 3 Turkey Eurasia (Turkiye) 0 5
Kiziltepe 3 Turkey Eurasia (Turkiye) 0 1
Liege 3 Belgium \Western Europe 0 3
Innsbruck 3 IAustria Central Europe 0 7
Kharkiv 2 Ukraine Eastern Europe 0 4
Lulea 2 Sweden Northern Europe 0 1
Mytilene 2 Greece Southern Europe 0 10
\Westminster 2 UK Northern Europe 0 4
Afyonkarahisar 2 Turkey Eurasia (Turkiye) 0 1
Almada 2 Portugal Southern Europe 0 10
Balsu 2 Turkey Eurasia (Turkiye) 0 1
Belgrade 2 Serbia Southern Europe 0 4
Bodrum 2 Turkey Eurasia (Turkiye) 0 12
Camara de Lobos 2 Portugal Southern Europe 0 4
Cankaya 2 Turkey Eurasia (Turkiye) 0 12
Céesis 2 Latvia Northern Europe 0 2
Coimbra 2 Porttgal Southern Europe 0 1
A Corufia 2 Spain Southern Europe 0 1
Dan 2 Unknown N/A 0 1
Dunaujvaros 2 Hungary Eastern Europe 0 2
Edinburgh 2 UK Northern Europe 0 2
Elche 2 Spain Southern Europe 0 1
Gibraltar 2 Gibraltar Southern Europe 0 2
Gorlitz 2 Germany Central Europe 0 1
Granollers 2 Spain Southern Europe 0 1
Helsinger 2 Denmark Northern Europe 0 1
Herne 2 Germany Central Europe 0 1
Hradec Kralove 2 Czechia Eastern Europe 0 4
llkadim 2 Turkey Eurasia (Turkiye) 0 2
Izola 2 Slovenia Southern Europe 0 1
Kauniainen 2 Finland Northern Europe 0 4
'Targu Secuiesc 2 Romania Eastern Europe 0 7
Kiel 2 Germany Central Europe 0 2
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Konotop 2 Ukraine Eastern Europe 0 11
La Rapita 2 Spain Southern Europe 0 3
Lagoa 2 Portugal Southern Europe 0 1
Leeds 2 UK Northern Europe 0 1
Le Mans 2 France \Western Europe 0 1
Lille 2 France \Western Europe 0 4
Lleida 2 Spain Southern Europe 0 1
Mengibar 2 Spain Southern Europe 0 1
Merzifon 2 Turkey Eurasia (Turkiye) 0 5
Mezitli 2 Turkey Eurasia (Turkiye) 0 14
Miami-Dade 2 USA North America 0 1
Puck 2 Poland Eastern Europe 0 1
Nancy 2 France \Western Europe 0 2
Nicosia 2 Cyprus Southern Europe 0 1
Nyborg 2 Denmark Northern Europe 0 1
Pau 2 France \Western Europe 0 5
Peterborough 2 UK Northern Europe 0 2
Plaine 2 France \Western Europe 0 2
Ptock 2 Poland Eastern Europe 0 1
Radom 2 Poland Eastern Europe 0 1
Sandikli 2 Turkey Eurasia (Turkiye) 0 1
I\S/Iaorg];tc? dl:erp‘etua de 2 Spain Southern Etrope 0 3
Santander 2 Spain Southern Europe 0 2
Serik 2 Turkey Eurasia (Turkiye) 0 2
Slavutych 2 Ukraine Eastern Europe 0 2
Stuttgart 2 Germany Central Europe 0 1
Sunderland 2 UK Northern Europe 0 2
Swidnica 2 Poland Eastern Europe 0 1
Tren&in 2 Slovakia Eastern Europe 0 1
Trollhattan 2 Sweden Northern Europe 0 2
Uskiidar 2 Turkey Eurasia (Turkiye) 0 0
\Voznesens 2 Ukraine Eastern Europe 0 1
\Wuppertal 2 Germany Central Europe 0 1
Jesenik 2 Czechia Eastern Europe 0 1
Holbaek 2 Denmark Northern Europe 0 9
Bois d'Arcy 2 France \Western Europe 0 2
Karlovac 2 Croatia Southern Europe 0 2
Dos Hermanas 2 Spain Southern Europe 0 6
KruSevac 2 Serbia Southern Europe 0 1
Caen 2 France \Western Europe 0 1
Longmont 2 USA North America 0 2
Erzincan 2 Turkey Eurasia (Turkiye) 0 17
Navan 2 Ireland Northern Europe 0 1
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Bosnia and

Mostar 2 Herzegovina Southern Europe 0 1
(%ﬁ?irsr:sr%?grt\h’and Poole 2 UK Northern Europe 0 1
Santa Cruz 2 Spain Southern Europe 0 1
Korosten' 2 Ukraine Eastern Europe 0 0
Chortkiv 2 Ukraine Eastern Europe 0 2
Slavuta 2 Ukraine Eastern Europe 0 17
Karditsa 2 Greece Southern Europe 0 9
Farkadona 2 Greece Southern Europe 0 10
Kallithea 2 Greece Southern Europe 0 2
Gyér 2 Hungary Eastern Europe 0 0
Las Rozas de Madrid 2 Spain Southern Europe 0 4
llidza 2 ngzn;c?\r/]iﬁa Southern Europe 0 1
Erd 2 Hungary Eastern Europe 0 14
Ic_:zsnaPﬁalmas de Gran 2 Spain Southern Europe 0 0
Maia 2 Portugal Southern Europe 0 1
Saint-Germain-en-Laye 2 France \Western Europe 0 0
\Vila Nova de Cerveira 2 Portugal Southern Europe 0 1
Dunaivtsi 2 Ukraine Eastern Europe 0 4
Shepetivka 2 Ukraine Eastern Europe 0 9
Sé&o Paulo 2 Brazil South America 0 2
Ramnicu Valcea 2 Romania Eastern Europe 0 2
Basel 2 Switzerland CentralhEurope 0 1
/Alexandroupoli 2 Greece Southern Europe 0 8
Trinidad 2 Unknown N/A 0 0
Essen 2 Germany Central Europe 0 1
Basaksehir 2 Turkey Eurasia (Turkiye) 0 0
Lujan de Cuyo 2 Argentina South America 0 1
Menemen 2 Turkey Eurasia (Turkiye) 0 1
Pore¢ 2 Croatia Southern Europe 0 0
Sheffield 2 UK Northern Europe 0 1
Novara 2 Italy Southern Europe 0 1
Belésh 2 IAlbania Southern Europe 0 2
Ferlach 2 IAustria Central Europe 0 2
\Veria 2 Greece Southern Europe 0 1
Lorrach 2 Germany Central Europe 0 1
/Arachinovo 2 North Macedonia Southern Europe 0 2
Turda 2 Romania Eastern Europe 0 2
Santarem 2 Portugal Southern Europe 0 1
Surabaya 2 Indonesia Asia 0 2
/Amasra 2 Turkey Eurasia (Turkiye) 0 1
Cine 2 Turkey Eurasia (Turkiye) 0 26
Tepebasi 2 Turkey Eurasia (Turkiye) 0 12
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Kilis 2 Turkey Eurasia (Turkiye) 0 1
Mexico City 2 Mexico North America 0 1
Ahmetbey 2 Turkey Eurasia (Turkiye) 0 2
/Aalborg 2 Denmark Northern Europe 0 3
Irbid 2 Jordan Asia 0 3
Montegrotto Terme 2 Italy Southern Europe 0 10
Rize 2 Turkey Eurasia (Turkiye) 0 1
Gzira 2 Malta Southern Europe 0 2
Kugukcekmece 2 Turkey Eurasia (Turkiye) 0 4
'Yalova 2 Turkey Eurasia (Turkiye) 0 1
Kam'yanets'-Podil's'kyi 2 Ukraine Eastern Europe 0 4
Cayirh 2 Turkey Eurasia (Turkiye) 0 2
Sandviken 2 Sweden Northern Europe 0 2
Gisors 2 France \Western Europe 0 0
Rionegro 2 Colombia South America 0 3
Riyadh 2 Saudi Arabia Asia 0 1
Samsun 2 Turkey Eurasia (Turkiye) 0 5
Tavsanli 2 Turkey Eurasia (Turkiye) 0 1
Chios 2 Greece Southern Europe 0 2
Chalcis 2 Greece Southern Europe 0 1
Catanzaro 2 Italy Southern Europe 0 1
Kozyatyn 2 Ukraine Eastern(Europe 0 5
Poznan 2 Poland Eastern Europe 0 11
Jakobsberg 2 Sweden Northern Europe 0 2
Erenler 2 Turkey Eurasia (Turkiye) 0 2
Galati 2 Romania Eastern Europe 0 1
Kotka 2 Finland Northern Europe 0 1
Dinar 2 Lurkey Eurasia (Turkiye) 0 3
Kralupy nad Vitavou 2 Czechia Eastern Europe 0 1
Sineu 2 Spain Southern Europe 0 1
Bad Schwalbach 2 Germany Central Europe 0 0
Drama 2 Greece Southern Europe 0 2
Gradiska 2 Egrsznézg\r/ﬁa Southern Europe 0 1
San Lucide 2 Italy Southern Europe 0 2
Crispiano 2 Italy Southern Europe 0 1
Nottingham 2 UK Northern Europe 0 5
Rawalpindi 2 Pakistan Asia 0 1
Janikowo 2 Poland Eastern Europe 0 1
Bettembourg 2 Luxembourg \Western Europe 0 2
Campos 2 Unknown N/A 0 1
Saray 2 Turkey Eurasia (Turkiye) 0 3
Varto 2 Turkey Eurasia (Turkiye) 0 1
Ponte de Sor 2 Portugal Southern Europe 0 2
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\Vila do Bispo 2 Portugal Southern Europe 0 1
Guarda 2 Portugal Southern Europe 0 1
Prijedor 2 E:?znciezg\?iia Southern Europe 0 1
Medijana 2 Serbia Southern Europe 0 2
Penafiel 2 Portugal Southern Europe 0 5
Ddwaniro 2 Uganda Africa 0 0
Sanga 2 Unknown N/A 0 1
'Tomar 2 Portugal Southern Europe 0 0
Jakobstad 2 Finland Northern Europe 0 1
Monza 2 Italy Southern Europe 0 1
Drohobych 2 Ukraine Eastern Europe 0 2
Kortrijk 2 Belgium \Western Europe 0 3
Mykolaiv 2 Ukraine Eastern Europe 0 1
Habigan] 2 Bangladesh Asia 0 1
Boden 2 Sweden Northern Europe 0 2
Exeter 2 UK Northern Europe 0 3
'Tanahunsur 2 Nepal Asia 0 0
Darmstadt 2 Germany Central Europe 0 4
Piano di Sorrento 2 Italy Southern Europe 0 4
Kokkola 2 Finland Northern Europe 0 1
Urbino 2 Italy Southern Europe 0 1
Kapakli 2 Turkey Eurasia (Tarkiye) 0 6
Siverek 2 Turkey Eurasia (Turkiye) 0 7
Hakkari 2 Turkey Eurasia (Turkiye) 0 1
Testour 2 Tunisia Africa 0 12
'Yenice 2 Turkey Eurasia (Turkiye) 0 2
Lagny-sur-Marne 2 France \Western Europe 0 2
Bremen 2 Germany Central Europe 0 1
Arnavutkoy 2 [Turkey Eurasia (Turkiye) 0 0
Sydney 2 IAustralia Oceania 0 2
BaluTaHka 2 Ukraine Eastern Europe 0 2
Sintra 2 Portugal Southern Europe 0 1
Castellon de la,Plana 2 Spain Southern Europe 0 2
Usti nad l'abem 2 Czechia Eastern Europe 0 1
Manaus 2 Brazil South America 0 0
Orvieto 2 Italy Southern Europe 0 1
Busto Arsizio 2 Italy Southern Europe 0 2
Egypt 2 Egypt Africa 0 1
Leganés 2 Spain Southern Europe 0 1
Santec 2 France \Western Europe 0 1
Cornella de Llobregat 2 Spain Southern Europe 0 1
MepBomanck 2 Ukraine Eastern Europe 0 2
Joensuu 2 Finland Northern Europe 0 1
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Altintas 2 Turkey Eurasia (Turkiye) 0 1
Haarlem 2 Netherlands \Western Europe 0 1
Manresa 2 Spain Southern Europe 0 2
Ula 2 Turkey Eurasia (Turkiye) 0 1
Kaynarca 2 Turkey Eurasia (Turkiye) 0 1
Burdur, Burdur Merkez 2 Turkey Eurasia (Turkiye) 0 1
/Anamur 2 Turkey Eurasia (Turkiye) 0 2
Cayirova 2 Turkey Eurasia (Turkiye) 0 1
,\K/Ieepr)lc(e:;()anakkale 2 Turkey Eurasia (Turkiye) 0 1
Konak, Milas 2 Turkey Eurasia (Turkiye) 0 7
gg[ggzz Kizilay, 2 [Turkey Eurasia (Turkiye) 0 >
Memphis 2 USA North America 0 1
Kahramankazan 2 Turkey Eurasia (Turkiye) 0 2
Mantova 2 Italy Southern Europe 0 2
Orsay 2 France \Western Europe 0 1
Pavia 2 Italy Southern Europe 0 2
Cigli, Dulkadiroglu 2 Turkey Eurasia (Turkiye) 0 1
Liverpool 2 UK Northern Europe 0 1
glﬂiﬁgﬁferkéy’ 2 Turkey Eurasia (Turkiye) 0 3
Findikl 2 Turkey Eurasia (Turkiye) 0 2
Cesme, Ovacik, Cesme 2 Turkey Eurasia (Turkiye) 0 2
Sivrihisar 2 Turkey Eurasia (Turkiye) 0 2
Emirler, Yenisehir 2 Turkey Eurasia (Turkiye) 0 1
Kecskemét 2 Hungary Eastern Europe 0 3
Bydgoszcz 2 Poland Eastern Europe 0 7
Teslic 2 Eggézgci?]a Southern Europe 0 21
Oman 2 Jordan Asia 0 1
Rethymnon 2 Greece Southern Europe 0 1
Gondomar 2 Portugal Southern Europe 0 1
Bilhorod-Dnistrovskyi 2 Ukraine Eastern Europe 0 1
Berlin 2 Germany Central Europe 0 5
Mollet del Valles 2 Spain Southern Europe 0 3
Almeria 2 Spain Southern Europe 0 1
f/loer;gkjglzdak, Zonguldak 2 Turkey Eurasia (Turkiye) 0 2
Reggio Calabria 2 Italy Southern Europe 0 1
Hengelo 2 Netherlands \Western Europe 0 0
\Vinnytsia 2 Ukraine Eastern Europe 0 2
Jasidny sen. 2 Lithuania Northern Europe 0 1
Shtip 2 North Macedonia Southern Europe 0 1
Freiburg im Breisgau 2 Germany Central Europe 0 0
Or Yehuda 1 Israel Asia 0 0
Oulu 1 Finland Northern Europe 0 0
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Soria 1 Spain Southern Europe 0 0
Sakarya Province 1 Turkey Eurasia (Turkiye) 0 0
Santa Cruz de Tenerife 1 Spain Southern Europe 0 0
Hertogenbosch 1 Netherlands \Western Europe 0 0
Missolonghi 1 Greece Southern Europe 0 0
Santa Cruz de Tenerife 1 Spain Southern Europe 0 0
Please note that some city data may be incomplete, as the data is user-sourced
L] ,
A3: Implemented Changes to the portal’s UX
Changes
e User . actioned in the
Element Image Initial State Knowledge UX/UI analysis updated
homepage
Navigation Bar O Link to messages, | High engagement | An updated menu_|/Updated menu
notifications, with menu icon and navigational structure built
bookmarked tracked through structure lays'the | between SGA2-
resources, menu Hotjar, to be groundwork for NzC T13. And
and user profile expected but an more focused SGA-NZC T5.2
interesting user research and
contrast to the understanding of
navigation that distinct user
could occur journeys
through other happening in
elements on the parallel.
homepage.
The current menu
Work undertaken icon is not
previously into the | universally
navigation of the recognised and
portal found test may cause
participants confusion.
struggled to find
resources or Many of the
complete tasks navigable items
across the portal within the menu
based on the lack proper
current context and may
navigational create
structure. inconsistent
experiences for
User interviews users out of line
cited easy access | with their
to resources and expectations.
clear pathways as
significant.
Challenges noted
with the reliability
of the notification
and message
functionality on
the portal. If the
portal aims to act
as a place for
communication
and community
addressing these
technical
challenges are
key.
Funded by

the European Union
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Introduction
panel

Contains static
image of user
icon (in duplicate
with other areas
on the

Some
engagement
noted through
Hotjar but not
comparable to the

With clear
navigation these
elements need
not be repeated
on the homepage.

Link for settings and
onboarding module
moved into updated
main navigation
menu of the portal.

homepage) main engagement
avenues The white text in
Link to settings (navigation, this feature does
notifications and not meet AAA
Link to NZC logo) accessibility
onboarding standards
function
Background
image
Events Calendar Monthly calendar | Advised within The lack of Calendar replaced
| without heading, consortium that heading to with upcoming

past events
highlighted in
grey, upcoming
events shown in
aqua

Ability to navigate
forwards and
backwards by
month

Ability to create
events on days
that aren’t
prepopulated.

most event sign
ups occur in the
10 days leading
up to the event
and are most
successful when
coupled with
promotion
through specific
groups or other
channels (i.e.
email)

Hotjar user.
insights show.low
engagementiwith
this feature on the
homepage

Participants in the
Covenant of
Mayors user
testing sessions
supported future
state proposal

contextualise the
element as an
upcoming event
feature does not
enable accessible
navigation.
Colour and
contrast'not
sufficient for
accessible and
vision‘impaired
design.

The use of a
calendar in this
way places
greater emphasis
on the timing of
events, rendering
their content a
secondary
element.

event function
highlighting the
details and content
of-events.

Focus on content of
the event.

Link to main events
page is still
available for clear
navigation

Climate
Transition Map
& CCC highlight

Static'lImage of
Climate transition
map and link to
main Climate
Transition Map
page.

Low engagement
with this avenue
to the Climate
Transition Map
noted through
Hotjar insights.

Interviews with
City advisors
highlight some
challenges faced
by cities
navigating and
understanding the
CTM.

Work to make this
element more
accessible for
different city
users is a key
piece of design
work to come.

Participants at the
Covenant of
Mayors Session
favoured a more
expanded view of
the Climate
Transition Map
and its position to

“Find your starting
point on the
interactive
Climate Transition
Map and click to
learn more™ may
create a
perceived
affordance in
users that the
segment which
you select when
navigating the the
main CTM page
will remain the
highlighted area -
in actuality you
are redirected to
another intro
page and from
there asked to
make a decision
about which area
of the Map you
would like to
know more about.

Current scale not
conducive with
high visual
accessibility.

CTM made more
prominent in the
homepage. Work to
update the format
and content
paused.

Link to main CTM
page maintained

Rl Funded by
the European Union
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better connect
users to
resources, tools,
and facilitate
appropriate
connections.

Social Feed

ARE YOU A REPRESENTATIVE
OF A CITY OR MUNICIPAL
AUTHORITY IN EUROPE?

Publish function
and feed of recent
posts
(amalgamation of
portal wide and
group posts)

Hotjar insights
show minimal
engagement with
the main social
feed on the
homage and a
very low scroll
rate on the
homepage. Users
are unlikely to
scroll at all below
the digital fold of
the user interface.

Posts are not very
consistent,
receive low
engagement and
there is strong
consortium
presence
activating the
space.

Covenant of
Mayors
participants
shared that the
socialfeed was
not something
that was a key
priority for them,
they were more
interested in
navigating to
insights and
resources.

Participants in
user interviews
have highlighted
the power of
learning from
others and the
significance of
connection, while
these views may
seem to
contradict the
insights shared by
CoM session
attendees it can
be considered
that the social
feed is not the
most appropriate
way to drive
connection on the
portal.

There is no clear
call to action for
the social feed.
Prompting
language like
‘share something
about you...” for
the publish
function may not
be specific
enough to create
a community
space with clear
vision,
expectations and
engagement.

The social feed
prioritises ‘liking’
posts over
substantial
engagement with
them like
commenting.

Some
accessibility pain
points (low
contrast text and
sub optimal text
sizes)

Main social feed
moved to own
‘community page’.

Highlight of the
most recent post
present in
homepage with-a
link to see all posts.
Expandediuser
research,proposed
related,to\activating
commupnity.
Community
elements of the
portal under design
exploration within
this task and T1.2.2
occurring as at July
2025.
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Suggested
Users and
groups

Note: Suggested user function
currently inoperable, reason
unknown

Features which
show a selection
of users and
groups suggested

to an individual
user based on
their selection of
“fields of interest”
(currently only
accessible
through settings,
not included in
the creation flow
of a user
account).

Low engagement
with these
functions tracked
through Hotjar.

During user
interviews it was
consistently
highlighted that
city users struggle
with collaboration
across siloed
areas within a
municipality or
nationally
(including in the
face of changing
political mandates
and challenges
retaining skilled
resources).

MMCs highlight
networking with
like minded cities
as the second
most valuable
benefit of
engaging in
international
initiatives (NMC
needs
assessment
survey).

Trust between
user and platform
may suffer when
users are
presented with
features that
claim to be user
specific but are
not seen as
relevant by the
end user.
Tailoring in the
portal is
significant and
nuance has been
a key thread
throughout user
interviews and
past research
undertaken into
experience but
the current
offering does not
facilitate this well:

Accessibility.
challenges with
the'light teal on
white text.

Exploration
needed into the
right level of
information and
the metadata
associated with
groups and users
to inspire users to
connect/ join.

We propose an
intermediate state
of a direct link
prioritised at the top
of the homepage to
groups and users
more substantively
while work is done
to understand the
right threads to pull
to meaningful
suggestions to
users about people
they may like to
interact with and
groups that may'be
beneficial forthem
to join.

Subsection

User
directory

User
directory

User
directory

Chat

Cities
directory

Observation

In the events and groups directory pages, the first
tab is "All ..." In the user directory is the opposite; you
first have the different categories like "City officers"
and "Public authority users" and at the end it shows
the "All users" tab

The terms used in all tabs are known by most users
of the portal. However, it could be helpful to have a
brief description of each user category as a note at
the start of the page.

Users are shown in alphabetical order. However, on
the "Local partners" tab the first user does not fit the
order.

| am not able to edit the members of the
conversation, leave a chat, or delete it. Options are
not available for this.

The zoom out on the map is unlimited and creates a
wrong view
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Possible solution

Following the same order

across categories

For example: add an "i
icon/button with extra
information to help the
user remember key
definitions

Category

Heuristics

Heuristics

Heuristics

Accessibility

Bugs

Subcategory

Consistency &

A4: On-going and.Plahned Portal Improvements

Priority

Standards Low
Recognition Low
Asthethic Low
Bugs Average
Bugs Average
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Status

Community

Community

Pending

SENT AS
BUG

SENT AS
BUG




Climate
Transition
Map

Climate
Transition
Map

Events

User
directory

Groups

Groups

Groups

Events

Groups

Groups

Groups

Groups

Groups

Groups
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?:gzitgon The "Investment Plan" and "CCC" sections have titles
on CAPITAL LETTERS

Map

Climate

Transition Climate Transition Map not clickable from the menu
Map

Events In the "My next events" tab, when there are no events
directory on agenda the default text says "You have no event"

User Itis only possible to filter users by the different tabs,
directory like city officers or local partners.

In the overview page, some groups have selected
pictures with text, but the picture is not well-fitted. It

Sirrzt?jr is not possible to read the text since it's cut and it is

y a bit distracting. Example: CoP NetZeroCities
Community of Practice

Groups Itis only possible to filter the groups by the

directory tags/topic. This is limiting.

Groups When clicking "My groups” | can't see in which ones |

directory am the admin

Individual The date of the event and the "Starts in XX hours" do

Event page | not match the present time.

There is a lock icon on the private groups overview

G-roups page, but it is sometimes not visible because of the
directory

background photo.
Individual
group There is no option to exit a group
page
Individual The tags that are used for filtering appear in the
group individual page of each group, however, they are not
page clickable.
Individual Some posts have likes, but as a participant is not
rou possible to see who has liked these posts. This
ga ep could be important considering that it allows to see
pag who is more active .

- On a post, when you click on the message or heart

Individual ) A ) ;

icon, they stay highlighted. Forces you to clikc again
group o o
aae on an empty space so that it is not highlighted
pag anymore.
Individual Photos and video section in the feed has three dots
ndividua on the side. These dots allow to check the full
g;c;l;p amount of videos/photos. If you don't click the dots

you don't think that there are more videos/pictures.
Since photos show 6 boxes, and video shows 3

Funded by
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Changing the format

Replacing with "You have
no events" or "You don't
have any scheduele
events"

It would be interesting to
filter users by their tags or
location, since that type of
information is sometimes
available

Option to add a border or
scale the picture in order to
fit the scale

Enabling filtering by most
recent activity, or
#members

Would be interesting to add
this feature, making it
easier for admins to spot
the groups they manage.

Making the icon more
visible

Enabling this option by
adding a button

Good opportunity to make
them clickable and then go
back to the overview page
and have it filtered by that
tag. But evaluate if thisis a
priority.

Usually in other pages you
are able to put your mouse
on top of the heart (not
clicking) and see who liked
it, if you click the heart then
you like the post. Maybe
we could implement
something similar.

Replacing the three dots
directly with the 'View all
videos/pictures' button.

Heuristics

Bugs

Bugs

Heuristics

Heuristics

Heuristics

Heuristics

Bugs

Heuristics

Heuristics

Heuristics

Heuristics

Heuristics

Heuristics

Consistency &
Standards

Bugs

Bugs

Flexibility &
Efficiency

Asthethic

Flexibility &
Efficiency

Recognition

Bugs

Asthethic

User control

Consistency &
Standards

Consistency &
Standards

Status

Flexibility &
Efficiency

NET ZERG CITIES

Low SENT AS
BUG
Average SENT AS
9% | Buc
Low SENT AS
BUG
Low Community
Low Pending

Average = Community

Internal

Average . ]
discussion

High Pending

Internal

Low . .
discussion

Internal

High . .
9 discussion

Average Community

Low

Low

Low

Internal
discussion

Update:
Happens
alsoon
Explorer

Internal
discussion
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Groups

Groups

Groups

Groups

Groups

Groups

Events

Groups

Groups

Groups

Events

Groups

Groups

Groups
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Individual
group
page

Individual
group
page

Individual
group
page

Individual
group
page

Individual
group
page

Individual
group
page

Individual
Event page

Individual
group
page

Individual
group
page

Individual

group
page

Own event

Individual
group
page

Groups
directory

Own group
page

boxes, that might also give the impression that there
are fewer videos.

When clicking the photos or videos, there is no
access to their related post in order to get context.

It seems like we are using the same font for the
subtitle and group description. The space above and
below the tag block is also a bit reduced in
comparisson with the rest of paragraph spacings in
the page

The Members tab of the individual group page has a
bigger spacing than the rest of the tabs.

In the members tab, it is only possible to filter
members by one filter at a time

The channels section in the feed does not stand out.
Font is too light in comparison to other sections.

Members tab in the Channels do not show the
members. Probably because they are repetead in the
main group page.

"Starts in XX" on the overview page does not match
the "XX days left..." on the individual page of the
event. Happens with all the events, and its always off
by one day.

Channels in a group will only appear after you have
joined. This causes some confusion of where to find
the channels section before you join the group.

The Files tab only shows the ones that have been
directly uploaded. If you include a file in your post
does it go there as well?

The calendar icon in posts that is accompanied by
the name of the group is a bit confusing and
repetitive, since you are already on the group page.

When creating the description or details of the event,
the bullet points can be used but are later not seen in
the feed.

Community posts have more options in comparison
to group options/complementary tools. Such as
tags, media and link.

If you want to preview a private group you get the
following Warning message: "You must join the
channel to access it". Using the word channel can be
confussing considering that is also a feature of the
group.

When creating a group page or a channel, it is not
possible to go back from step 2 to step 1
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Enabling that once you
click the video/photo, you
can see a header/footer
with the title of the post, if
you click the title, then it
can take you to the original
post.

Making the subtitle cursive
or in a bigger font could
help differentiate the levels
of information. INcresase
the spacing before and
after tags

Standardize across all
tabs: feed, files, media,
members

Enabling multiple filtering
through a check format. If
needed.

Changing the font to a
darker color. Maybe
exchanging position with
calendar.

Deleting the members tab
if there will be no
information included.

Matching the days could
make it less confussing

Adding a pop up text (or an
'i") next to the '#channels'
mentioning that they will
become visible once you
join the group

Changing to an icon that
better represents people

Standardizing same
amount of 'add ins' for
community and group
posts.

Changing the text to 'This
is a private group, you
must join to access its
content’

Merging step 1 and 2, since
step 1 is usually just an
introduction.

Heuristics

Heuristics

Heuristics

Heuristics

Heuristics

Bugs

Bugs

Heuristics

Content

Heuristics

Bugs

Heuristics

Heuristics

Heuristics

Recognition

Asthethic

Asthethic

Flexibility &
Efficiency

Asthethic

Bugs

Bugs

Diagnose erros

Real world

Bugs

Flexibility &
Efficiency

Consistency &
Standards

User control
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High

Low

Low

Average

Low

Average

High

Average

Average

Average

Average

Low

High

Low
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discussion

Internal
discussion

Community

Internal
discussion

Community

Community

SENT AS
BUG

Community

Internal
discussion

Internal

discussion

Pending

Pending

SENT AS
BUG

Community




Groups

Groups

Groups

Groups

Groups

Groups

Groups

Groups

Groups

Groups

Groups

Events

Events

Events

Events
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Own group
page

Own group
page

Own group
page

Own group
page

Own group
page

Own group
page

Groups
directory

Own group
page

Own group
page

Own group
page

Individual
group
page

Events
directory

Events
directory

Events
directory

Events
directory

When creating a group page, step 1 indicates:
"Welcome to the creation of a new group! To start,
please enter a group title and description by clicking
directly on them". The phrase "By clicking directly on
them" is a bit confusing.

Buttons across pages have different colors. Just by
creating a new group you can spot some
differences. For example: Create a new group, next,
continue, next, upload a cover picture, etc.

Delete group button does not follow usual format

In the members tab in your own group, you see a
button that changes the view to 'member
management'. There is no way of knowning this
unless you click it.

How to invite members to your group as an admin is
not working properly. Search tool by name to invite
members not working properly. Ex, Write Emma, not
all results shown

Invite members to your group. If you search by
organization, everyone is automatically selected.

In the main page, when you click your personal icon
and then go to "My groups", it takes you to the
incorrect tab: "All Groups".

In the tips section of your own page (admin), once
you click a resource, a text pop up and a video plays

automatically. There is no way to pause the video so

if you miss a detail just have to wait till it restarts.
E.g., tip for channels

In the tips section of your own page (admin), once
you click a resource, a new page opens. A double
scrolling bar appears and makes the scrolling a bit
uncomfortable/confusing

In the tips section of your own page (admin), once
you click a resource, a new page opens. In the
channel tip page, visualization and scrolling is
confusing.

Media videos keep popping and are distracting

In the overview page, some events have selected
pictures with text, but the picture is not well-fitted. It
is not possible to read the text since it's cut and it is
a bit distracting. Example: Accelerare la risposta
delle citta italiane alla crisi climatica

Duration of the events are showed by minutes and
days. When in minutes, sometimes the numbers are
too high, like 540 minutes, which makes it hard to
estimate the event duration

Time for the event to happen have extensive
numbers like "Starts in 175 days", "Ended 1079 days

ago

In the description of each event, the text sometimes
starts after a space/tab
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Changing to button format,
by adding a frame

If you pass your mouse on
top of the icon maybe it
could pop up the default
name of the button.

Change to check format

Keeping only the scrolling
bar of the pop up.

Once you have watched it it
should stop

Option to add a border or
scale the picture in order to
fit the scale

Also including an hour
timer for the duration.

Expressing time in months
as well, when needed. For
example, when the number
of days exceeds a month
or two.

Standardizing the spacing
of the text

Heuristics

Heuristics

Heuristics

Heuristics

Bugs

Heuristics

Bugs

Heuristics

Heuristics

Bugs

Heuristics

Heuristics

Heuristics

Heuristics

Heuristics

Real world

Consistency &
Standards

Consistency &
Standards

Recognition

Bugs

Flexibility &
Efficiency

Bugs

Flexibility &
Efficiency

Asthethic

Bugs

Asthethic

Asthethic

Real world

Real world

Asthethic
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Average

Low

Low

Low

Average

Low

Average

Low

Low

Low

Average

Low

Average

Average

Low
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Pending

Internal
discussion

Pending

Pending

Community

Pending

SENT AS
BUG

Pending

Pending

Pending

Internal
discussion

Pending

Pending

Pending

Internal
discussion




Groups

Events

Events

Events

Groups

Groups

Events

Events

Events

Events

Knowledge
repository

Events

Climate
Transition
Map

Climate
Transition
Map

Climate
Transition
Map
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Individual
group
page

Individual
Event page

Individual
Event page

Individual
Event page

Individual
group
page

Own group
page

Individual
Event page

Individual
Event page

Own event

Own event

Focus on

Own event

Climate
Transition
Map

Climate
Transition
Map

Climate
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When clicking the name of the group in each post
(see G.20), you get an error. This happens for
different pages. It gives the option to ' Go back’, but
instead of getting back to the group page, it sends
you to the community Spaces

On the individual page of each event, there is a
calendar icon and a text "Schedueled on 0"

When an event lasts more than a day, you can see
"From XX XX XXXX to XX XX XXXX"

If there are 0 days left before the start of the event,
text shows "0 left before the start of the event"

Time of posting seems to be only updating on the
minute count, not by the hour—similar situation in
the events posts.

If you update the title of your own group it gets
saved and you can see it in the feed, but the URL
remains with the original name

On the page of each group the headline for the
description is "Details", but it has the same format as
the description text

There is no option to leave an event you just joined

Is there a way to invite members to the created
event? There is an option in the 'Settings' tab that
indicates: "Invite all group members to participate at
this event." This is not very clear, does it mean that
you can only invite members of your own groups, the
user gets to select between them?

When creating an event. It is not possible to go back
from step 2 to step 1.

Focus on Policy and Partnerships: The image is
clickable but leads to a Not found page. However the
correct URL is already linked to the "Relationship
map (Kumu)" text

When deleting a post | made in my own event it
seems to be gone. But after reloading the page it
reapears

It is clear from the "Climate Transition Map" menu
what the order should be to read the process of the
Map: 1. Build a strong mandate, 2. Understand the
system... etc. However, there is no guidance for the
rest of the map. The menu does not show the rest of
the steps.

It would be useful to have some additional examples
of the cities that are in the different steps of the map

"Investment plan”, "action plan”, "2030 climate
commitments” and "CCC" all have the same
introduction content about "Climate City Contract
(Overview)". Makes it repetitive.
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Adding a"/" or "-" on the
dates.

Replacing with "0 days left
before the start of the
event"

Check both image
examples.

Changing 'Description” to a
bold format so that it is
clear thatits a
headline/title or just
deleting the header, since it
is clear that the following
text is the description of
the event

Adding a button to exit the
event

Remove the URL from the
picture

Recommend the path that
the map should be read.
Where to start so that it
does not turn confusing.
For example, should a user
start reading from inside
and then go to the outer
sections

Evaluating if this content is
really needed in each tab
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CllmaFej "CCC" section has repetitve content with the
LE U resource pack
Map P
Climate The charts have a slight similar format to the
Transition buttons across the pages, so it might generate
Map confussion
For a first time user of the page it might not be clear
Cities the definition of Twin cities, Pilot, Mission, etc. Also
directory important to understand if all pilot cities are mission
cities etc.
Cities Citities with collage pictures disrupt a bit the
directory aestethic
Cities Map in the "All cities" Tab shows all cities in blue. Is
directory it possible to add different color for mission cities?
Cities Some cities have created two pages (duplicates)
directory pag P
Cities Default map view (figure 1) does not cover the full
directory extent of cities locations (figure 2)
Update the term "Other City" to Mission minded
Help
(when needed)
The content of the "Description and feed" tab
L variates a lot, some cities have no information,
Individual ) I
city page others extract general info from wikipedia and
ypag others have a description of their CCC or Pilot
project.
- Mission cities dont have a direct accces to their CCC
Individual . ) L - )
X in their description, unless the cities have mentioned
city page . )
itas alink
- Pilot cities don't have a direct access to their PCP
Individual - : .
. description. Sometimes they dont even mention they
city page B
have a pilot.
Cities groups: The Default text says "The city has not
Individual yet created a group". This seems to be the common
city page case across cities. Is there any case where the city
has created a group?
Individual Some cities, like Alesund, have a title but no actual
city page text description. Others, like Amersfoort, have no
ypag text at all.
Missing introduction information on key aspects:
Individual when they joined the mission, when they got their EU
city page mission label, when they started their pilot and the
ypag name of the pilot. For twin cities, what is their
respective twin.
On the conversation title, it says "participants names
Chat if empty", it might generate confusion and make the

users think the section can be used to introduce the
participants names.
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Keeping the content in the
resource pack and delete
from the overview

For example: add an "i
icon/button with extra
information to help the
user remember key
definitions

Not at all a priority, but
wondering if there is a way
to suggest them not to

Add a different color just
for mission cities, maybe
change the pattern for
pilots or twin cities.

Making Figure 2 the default
view could be an option,
but | understand the focus
is Europe

At least, mission, pilots and
twin cities should have a
description.

Addding a button to
redirect to their CCC

Adding a button to redirect

to the respective PCP link
https://netzerocities.eu/pil

ot-cities-cohort-1-2022/

If it is not common for
cities to create groups,
perhaps consider to adapt
this section of the page

When no text or description
is available, maybe a
message that says the
information has not been
provided yet can be
included

Adding a section with key
information

Add spacing between the
conversation title and the
"Add members" section.
"Conversation title" could
now go inside the bar

Content

- Consistency &
Heuristics Standards
Heuristics Recognition
Heuristics Asthethic

e Flexibility &
Heuristics Efficiency
Content
Content
Bugs Bugs
Content
Content
Content
Heuristics Error .

prevention

Heuristics Status
Content
Heuristics Consistency &

Standards
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Average  Pending
Low Pending
Average Community
Low Pending
Low Pending
Average = Pending
Average Pending
Low Pending
Average = Pending
Average = Pending
Average = Pending
Internal
Low . .
discussion
Low Pending
Average = Pending
Internal
Low . .
discussion
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General

Fields of interest: In the 'Fields of interest'
description there is a typing mistake.

Even tho | have two conversations with the same
user, when clicking the user, it says: "No discussion
exists with User. Do you want to create one?" If you
click yes, nothing happens. Also, the word
"discussion" refers to the same as "conversation"?

Inserting a URL in the message linked to a text is not
working properly.

Fields of interest: When saving your fields of interest,
there is a typing mistake

The "A just climate transition" section is the only one
which title is not the same as the text shown in the
arros

When playing a video, the view changes to a bigger
area (youtube page) but the size of the video
remains the same.

It misses some details from the average Knowledge
repository resource like: last update, tags, and
license

In some visual case studies the main text is centered
and in others is aligned to the side or justified

Next to all subtitles, there is a chain icon button:
"Copy the anchor link". It is confussing since all of
them lead to the same URL

Check out for general errors. Spelling mistakes,
buttons that cant be clicked, URLs that are not
linked. Also, is it possible to add linked URLs in this
format?

Sources [XX] in different format, highlighted in gray
and are not linked to a URL or bibliography

Picture sources are provided as a full URL. The URL
is sometimes not linked

Spaces next to the pictures are empty. Pictures are
sometimes too small.

At the end of what seems to be the full text you find
many dropdown buttons. Each one has a big chunk
of information. This gives a wrong idea of the
structure of the content.

Titles of the dropdown buttons are mainly in MAYUS
but some words are in minus

Lightblue color on grey or white background does
not meet accessibility or brand guidelines. Example:
Links and dropdowns
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space as "Add
conversation title"

Joining both sentences
and replacing =" with a
comma

Replacing ‘fileds' with
fields'

Keeping the same title as
in the arrow can help the
user remember which
section they clicked.

If it is possible to just play
the video without changing
the format/size.

Adding the missing items
in a standardize formats

Giving a design suggestion
for uploads to follow the
same text alignment

Removing the button

Implementing a revision
process for uploads

Not showing the URL. An
option is to mention the
name of the web page and
link it to the word

1. Making pictures bigger,
2. Add text in the empty
space next to the pictures,
3. Putting pictures one next
to the other to minimize
the loss of space.

Standardize the format of
the titles

Standardize
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Settings
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Because titles include the date of the video, they
tend to be very long

On a video, the authors are the people that created
the publication or the speakers of the video?

Many URLs are displayed in the page and format is
not ideal. Also happens in the "Focus on" articles

Some articles show subtitles in black bold font, but
others do it in green bold font. Also happens in the
"Focus on" articles

Tables in different color pallete

For very long articles, a big proportion of the page is
blank, not used.

Security: In the 'Connected devices' description there
is a typing mistake

Once you access the source you prefer, wether is a
video, a document, or factsheet, it is not possible to
see the category of source you are looking at.

General: There is no word or character maximum
that can limit the extense of the 'Introduction words'

Privacy and Notifications: There is a different color
for some of the buttons

There is no space " " between the organization of the
user and its position making it difficult to read.

The buttons in each user are 3 icons. Email, chat and
location. The first two open a new page. Even tho
the third one allows to click it, it does not open any
new page or content.

When clicking the chat icon for a specific user, the
conversation page opens and they indicate that no
discussion exists with the user. Giving the option to
create one. But they don't pre-make a chat with the
user you clicked, it just sends you to the general
page.

Even when a conversation with the user already
exists, the page does not seem to recognize it.

In general, the page is very broad. Does not give
opportunity for the user to give a detail feedback.

Changing to a different page and format makes it
feel like you are exiting the Portal.

Empowering cities: Unfinished. Content needs to be
updated
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Considering adding the
date on the next line

Remove URLs and add as
link to the text. Remove "-—
-"lines

Define the formats for
different type of headings,
include font size as a
differential parameter as
well

Unsure if it is necessary to
follow the same color
pallete of the NetZero
Cities page. An appropiate
format can be found in

https://netzerocities.app/r

esource-4229

Dont really know if this can
be solved

Replacing 'unliked' with
‘unlink'

Including a label at the top
of the page indicating the
type of source

Adding a character count

Is there a reason for this
difference. Otherwise keep
the same color

Adding spacing or send the
text to the next line

Making it non-clickable or
give it a different format.

Pre-making a conversation
with the selected user, so
that sending a message is
easier.

Maybe adding a few more
subquestions, or giving
feedback for specific tools
or sections of the portal

Keep the same format as
with the study cases on the
knowledge repository

Update content for the
whole page
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Some page titles overlap with the background figure

This support pathway focusses on', is as normal text
in half of the pages and as a heading in the other
half.

Format of "Key challenges" on this page (check the
link) is different from the others. Guide text also
present.

Instructions/guides still present in some of the
pages.

Resolution of this picture (girl sitting) that gets
repeated in every page is low

Resolution of this picture (three people) that gets
repeated in every page is low

To exchange section, subheadings are aligned to the
left in this pages (see links), while in the rest of the
support pathways they are centered.

The figure of the girl sitting has a grey thin border.

All pages include the climate transition map tables.
The table has been insertet as a chopped image and
has low resolution

Try to use background
pictures that dont contain
text or that make
visualization harder

Giving all of them a
heading format

Give same format to the
title as in the other pages
and delete the guide text.

Increase the resolution of
the picture

Increase the resolution of
the picture

Uniformizing format across
pages

Remove the border if
possible

Include tables in high
resolution
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A5: Tool Training Series 1.§ummaries

Session Summaries

Each session in the series includes a detailed presentation of the featured tool(s), opportunities for
interactive discussion and questions; and (where relevant) real-world insights from Mission Cities. The
primary audience for the programme comprises Mission Cities and Mission-minded Cities.

The sessions are delivered’ online and recorded, with each lasting approximately 1.5 hours. The
programme is structured to support continuous learning and engagement, with sessions held bi-monthly
between Februarysand June 2025, and an additional Session in October 2025.

Session 1: Discover the Right Funding and Financing Opportunities for Climate
Projects: An Introduction to Finance and Funding Tools for European Cities:

This inaugural session introduced participants to the finance tool available on the Portal and highlighted
projects involving external partners.

Date: 26 February 2025; 13:00-14:30

Presenters: Sylwia Slomiak, Ryan McManus, Charline Mougin

No. of Participants: 198 registrations, 50 attended

Link to Recording

Main focus:
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Introduction to less traditional financing instruments for the energy transition and climate
action

Approaches for selecting appropriate financing options and assessing project readiness,
including free tools for cities

Presentation of the Prospect+ Finance Readiness Tool and the NetZeroCities Finance
Guidance Tool

Additional opportunities to strengthen project bankability and secure funding, including through
the Smart Cities Marketplace

Session 2: Assess and Enhance Climate Action Plans Using NetZeroPlanner

The second session focused on the NetZeroPlanner, an online climate investment planning ‘tool that
supports cities in evaluating emissions reductions and financial impacts associated” with their
investments. The tool provides cost—benefit assessments across sectors and stakeholders and
produces annual performance reports to guide climate action planning.

Date: 17 April 2025; 14:00-15:30
Presenters: Silvia Gugu, Sean Murray, Ryan McManus, Charlinedeugin
No. of Participants: 126 registrations (from 44 cities); 57 attended

Link to Recording

Main focus:
Integrating SECAPs and other sectoral plans,ihto comprehensive climate action planning
Using NetZeroPlanner for scenario andlysis and validation of climate and investment plans
Live demonstration of core features, including emissions and financial impact assessments
Understanding the funding gapvand linking climate actions with financial architecture

Connecting with the Capital HUb for additional financing insights

Session 3: Explore‘Mission Cities’ Pathways to Climate Neutrality with the
NetZeroCities Barometer

This session_examined Monitoring, Evaluation, and Learning (MEL) frameworks and their role in
supporting the/implementation of Climate Action Plans. Particular emphasis was placed on the
NetZeroCities Barometer, a tool that monitors the progress of the 112 Mission Cities. The Barometer
consolidates data from Climate City Contracts, reporting platforms, and public sources, offering insights
intorcities’ visions, actions, and progress toward climate neutrality.

Date: 19 June 2025; 14:00-15:15
Presenters: Thijn Verburg, Mira Conci, Charline Mougin
No. of Participants: 62 registrations (from 24 cities); 29 attended (from 11 cities)

Link to Recording

Main focus:

Examples of MEL frameworks used by Mission Cities and how they support Climate City
Contract implementation
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https://h2020prospect.eu/project-finance-readiness-tool
https://netzerocities.app/financeGuidanceTool
https://netzerocities.app/financeGuidanceTool
https://smart-cities-marketplace.ec.europa.eu/
https://www.youtube.com/watch?v=TvFCyW6EmYc&feature=youtu.be
https://netzerocities.app/netzeroplanner
https://youtu.be/xJ_B6y6vyi0

Non-Mission City Portal Usage and User Satisfaction Report NET ZERU CITl ES

How the NetZeroCities Barometer provides data on progress toward climate neutrality,
including GHG reductions, stakeholder engagement, and action planning

The role of co-benefits indicators in strengthening MEL frameworks, including insights drawn
from Climate City Contracts

Session 4: From Insight to Action: Applying Finance and Funding Tools to Advance
Climate Projects in European Cities

This follow-up session expanded upon the introductory financing session held in February 2025. It
emphasised the practical application of funding and financing instruments, particularly the finance

guidance tool.
Date: 7 October 2025; 13:00-14:30 (CEST)
Presenters: Thijn Verburg, Mira Conci, Charline Mougin
No. of Participants: 78 registrations (from 28 cities); 50 attented (from15 cities)
Main focus:
Overview of less traditional financing instruments for energy transition and climate action

Case studies illustrating how Mission City Valladolid and MiSsien-minded city Albertville have
leveraged funding opportunities to advance climate projects

Strategies for engaging multipliers and external pastners*to co-finance (blending) or finance
(crowd-investing) initiatives

Discussion of common challenges in securifig’finance and practical approaches to overcoming
them

Key learnings and improvemefils for upcoming series

For future sessions, several learnings,and improvements should be taken into account. Public holidays
and school holiday periods in EU\countries should be avoided to ensure higher participation.

During the preparation phase before each session, Zoom should be set to send automatic confirmation
emails after registration/and a same-day reminder should be scheduled. All planned chat messages
should be drafted in advance and session questions should be prepared beforehand by the host.

For the follow=up_after each session, a follow-up email should be sent within one day of the event. This
email should include the session recording and the feedback form. Each session should also be posted
in the ToolTraining Series group on the Portal.

Ab>»'UX Iterative Flow and User Testing Methods

Iterative UX Design is a continuous, cyclical process that improves digital products and services through
repeated research, testing, feedback, and refinement. It integrates user testing throughout all stages to
ensure usability, usefulness, and alignment with user needs. The process follows the four phases of the
Double Diamond Methodology and an additional launch and post-launch phase(See Figures 36-38).

Discovery / Pre-Design: This phase focuses on understanding users and existing systems.
Activities include creating user personas and journeys, benchmarking competitor products
and screen real-estate allocation, conducting usability audits for existing products, and
running initial user tests to identify pain points.
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Define: Insights from discovery inform feature listing and prioritisation (Must-Have, Good-
to-Have, Great-to-Have). Information Architecture (lA) is developed to structure content,
functions, and user flows, specifying different user states (zero, recurring, error) and
estimating screen requirements.

Product / Service Design: Design moves from low-fidelity wireframes to high-fidelity
interfaces, followed by prototyping to define interactions across screens. A design system
is established, including components, copy, accessibility checks, illustrations, and micro-
animations. User testing intensifies here, using A/B testing, think-aloud protocols, usability
studies, and accessibility audits.

Development: Technical specifications translate design into development tasks carried-out
through agile sprints (frontend, backend, QA/QC).

Launch + Post-Launch: Further user testing—A/B tests, usability studies, gthinksaloud
tests, open-ended feedback—ensures the product continues to evolve based.on‘real user
behaviour and needs.

User Testing Methods:
User research and testing methods fall into two broad categories: supervised and unsupervised.

Supervised methods involve real-time facilitation, interaction, or observation by researchers, making
them ideal for gathering deep, contextual insights. Unsupervised methods occur without researcher
involvement during the session, allowing participants to contribute-at their own pace, often anonymously,
enabling large-scale and candid feedback.

Summary of user testing methods:

This section provides a comprehensive list encompassing both supervised and unsupervised methods.
This consolidated compilation offers a convenient overview of the various method typologies, complete
with descriptions, estimated participation)effort, and summarised key benefits and opportunities.

S.No. [Testing Method and Description |ET for No.of Benefits and
Participation |Participants |Opportunities

1 Interviews 30m — 1hr 1 Participating in UX
User interviews serve,as a interviews empowers
cornerstone inthe‘realm of user individuals to contribute to
experience (UX) research, the improvement of
particularly during the nascent products or services,
stages of product or service design. influence design decisions,
This method involves skilled and engage with experts in
interviewers facilitating discussions the field of user experience
with participants, probing into variou design.

topics to grasp insights, motivations,
and pain points. By actively listening
and engaging with respondents,
researchers uncover valuable
information that guides the
development process.

2 Questionnaires 10-15m 1 Survey respondents
Questionnaire Surveys are a participate conveniently,
research instrument that consists of often anonymously,

a set of questions or other types of fostering efficient design
prompts that aim to collect research. They freely
information from a respondent. A express opinions, enabling
research questionnaire is typically a candid feedback and

mix of close-ended inclusivity, without the
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questions and open-ended
questions.

constraints of in-person
interactions.

This method allows users (test
participants) to express thoughts
and feedback from their testing
experience in a written format.

Heuristic Evaluation 1-2 hr 1 By participating in heuristic
It is an industry-recognized test evaluations, individuals
conducted by experts by asking help identify usability issues
participants to carry out simple in digital products/services,
tasks and observing their responses informing UX design
based on pre-defined parameters. It processes and ensuring
is similar to Think Aloud tests or product/service usability.
interviews.
Card sorting 1-2 hr 10-5 Participating in a card
Card Sorting is a research method minimum; 20 -|sorting exercise empowers
in which study participants place 30 is ideal; users, provides valuable
individually labelled cards into insights for designersyand
groups according to criteria that contributes to the.creation
make the most sense to them. of more usable;and+user-
centered interfaces.
Co-Design 1.5-3 hr Individual Participating-in'co-design
Co-design is a participatory method [(includinga  |sessions: 1 |promotes.collaboration,
to collectively arrive at solutions or |break) Group creativity, and inclusivity,
decisions with involved Sessions: 3 |leading to the development
stakeholders/ experts. min-10 max_/ |jofimore effective, user-
céntered, and sustainable
solutions to complex
problems.
IA/B testing Run time: 1 Participating in A/B testing
IA/B testing, also known as split 2 weeks min empowers individuals to
testing, is a method used to 6 weeks max contribute to the
compare two versions of a product improvement of
or service (such as a webpage, products/services, leading
app, or other digital asset) to to better user experiences,
determine which one performs optimized performance,
better based on given criteria. and informed decision-
making based on empirical
evidence.
Think-out-loud Test 20-30m 2-3 Participating in a "think out
During a think-out-loud, test, loud" test offers the benefit
participants are asked.to verbalize of providing researchers
their thoughts, feelings, and with valuable insights into
reactions in real'time‘as they users' thought processes
complete tasksvor navigate through and experiences, helping to
the product: uncover usability issues,
gather feedback, and
inform design
improvements. Additionally,
it allows users to contribute
directly to the improvement
of the product or interface
by sharing their
perspectives and
preferences in real-time.
Written Open-Ended Questions |1-3 hr 1 The key benefit of this

method is that it allows
participants to freely
express themselves in a
written format without
having to participate in
discussions or to “think out

loud”, thus overcoming
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language barriers, biases
and performance anxiety.

9 Usability Studies

In a usability-testing session, a
“facilitator” asks a participant to
perform tasks, usually using one or
more specific user interfaces. While
the participant completes each task,
the “observer” takes notes of the
participant’s behaviour.

30-60m

Participating in usability
studies is a valuable
opportunity for users to
contribute to the
development of products
and services, improve their
usability and effectiveness,
and engage with experts in
the field of user experience

design.
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A7: Additional Information and Tables

Table 17: Resource types available on the portal (January 2025)

Type Count %
Document 221 20.41%
Video 91 8.40%
Article 95 8.77%
Factsheet 228 21.05%
Method 227 20.96%
Case Study 38 3.51%
Canvas 15 1.39%
CCC 100 9.23%
Visual Case Study 68 6.28%
Total 1083 100%

Table 18: List of Pages tested for the Portal Baseline Evaluation

S.no. Page/ Section of the Portal

Links (If Available)

NET ZERG CITIES

A. Landing Page and Signup Flow
1 NetZeroCities website landing https://netzerocities.eu/
Page
2 Signup Flow
3 Portal Landing Page https://netzerocities.app/social
B. Portal Tools and Resources
1. User Directory https://netzerocities.app/users
2. Groups https://netzerocities.app/groups
3. Events https://netzerocities.app/events
4. Cities https://netzerocities.app/cities
5. Knowledge https://netzerocities.app/knowledge
6. Climate Transition Map https://netzerocities.app/Climate TransitionMap
7. City Dossier https://netzerocities.app/citieform
8. Barometer https://netzerocities.app/barometer
9. Financial Guidance Tool https://netzerocities.app/financeGuidanceTool
10. Engagement Strategy Tools https://netzerocities.app/engagementGuidanceTools
11 EU Project Navigator https://netzerocities.app/eu-climate-projects-navigator
12. Chat https://netzerocities.app/chat
13. FAQs https://netzerocities.app/FAQ-1
14. Settings https://netzerocities.app/settings?tab=general
Funded by

the European Union
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Date
# Submitted Country

1 11/20/2025 ltaly

2 12/2/2025 Spain

3 11/23/2025 Spain

4 11/24/2025 Poland

5 11/21/2025 Poland

6  11/27/2025 Germany
7 12/3/2025 | Germany
8 12/4/2025

Italy

9 12/5/2025 .Germany

10¢ 11/25/2025 France

Source
URL

Solutions
Outliner

Solutions
Outliner

Solution
Bundle

Solution
Bundle

Project
Navigator

Project
Navigator

Project
Navigatér

Project
Navigator

Project
Navigator

Finance
Guidance
Tool

Device Rating Issue Screenshot

o ra——ry

desktop 4

desktop 4 Same as (1)
i

desktop 3

desktop 1 Same as (3)

desktop 4

desktop 4

desktop 4 Same as (6)

desktop 3 Same as (6)

desktop 4 Same as (6)

desktop 1
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Additional Issue Description (from
Feedback Screen Recording)

The user couldn't identify

NET ZERGC CITIES

Table 19: User Satisfaction survey summary (for portal tools)

Recommendations for Improvement

how to proceed beyond the To make the next steps clear with
first screen and dropped off ' descriptive Tooltips, and\CTAs

Same as (1)

The user was unable.to
proceed because they did
not havedavaSeript
enabled\for the web app

Same as (3)

Several windows were
missing within this KUMU
integrated Iframe, and no
guiding instructions or tool
tips were provided to the

Same as (1)

Users'should be informed with clear
instructions on how to resolve a local
browser issue: For example an error
message such as "This app needs
JavaScript to work properly. Please
enable JavaScript in your browser or
disable any script-blocking
extensions." followed by a short "How
to" guide will help users navigate this
issue

Same as (3)

Empty sections should be disabled
until they are available to prevent
users from viewing empty sections.

user on how to navigate the Users should be provided with tool tips

tool using the filter and

or guiding materials to help them

search features, resulting in ' navigate complex tools such as this

the user dropping off

The recorded screenshot
shows that the tool did not
load for the user. However,
the recording for this
session is not captured in

one.

Possible issues regarding the loading
of the tool should be reproduced and
investigated, since the recording is not

Hotjar for verifying the issue available for this session

Same as (6)

Same as (6)

Same as (6)

With no clear steps and an
overwhelming number of
action points the user was

Same as (6)

Same as (6)

Same as (6)

The UX should be simplified in steps,
showing fewer action items at a time

not able to proceed beyond with clear guidance and CTAs to

the first step

reduce the user's cognitive Load
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Finance
Guidance

11 12/6/2025 Belgium  Tool

Engagement

Guidance

12 11/29/2025 Romania  Tool

Climate
Transition
13 11/22/2025 Philippines | Map

Climate
Transition

14 11/26/2025 Germany Map

Climate

Transition
15 11/28/2025 Poland Map
Climate
Transition
16 11/30/2025 Germany | Map
Climate
Transition
Map

17 12/1/2025 ltaly

desktop 3

desktop 1

phone 3

desktop 3

desktop 1

desktop 1

desktop 3

Rl Funded by
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NA
NA

NA

the flux of
questions
is blocking
all the time

| don't
think | ever
read
through
that many
bloated
empty
words that
say
nothing
substantial.

NET ZERG CITIES

Same as (10)

The user reported that the
constant flux of the
questions led to frustration
and ultimately dropped off
midway through the survey,
which is necessary to obtain
the results from this tool.
Furthermore, it was noted
that the user was using a
smaller screen size and the
page did not correctly adapt
causing the Ul to completely
break and make it
impossible for the user to
proceed smoothly

While answeéring this
survey, the user'could not
close thesurvey, preventing
them from'proceeding any
further./This also points
towards a screensize
responsiveness issue where
the close CTA or the ability
to close a bottom-drawer by
clicking on the empty space
above is not available

The climate transition map
introduced a new way of
navigation that users may
not be familiar with. The
recording shows that the
user made several U-turns
and clicks to navigate the
different elements on the
page. Also, since the user
was not logged in, the
system kept asking the user
to sign up, causing the user
to ultimately drop off.

The user complained about
the jargon heavy and
confusing copy

Recording not captured by
Hotjar

Recording not captured by
Hotjar

Same as (10)

This is a major issue of page
responsivengss,towarying screen
sizes, which continues to affect
multiple\pages on the platform. Mobile
responsiveness should be prioritised
with.defined breakpoints in order to
ensure a smooth UX for users across
varying screen sizes and screen
resolutions.

Mobile responsiveness should be
prioritised for pages, ensuring key
navigation elements are available at all
times for users to easily browse the
platform

A clear, conventional navigation option
should be provided alongside the
climate transition map, brief
onboarding cues should guide first-
time users, and sign-up prompts
should be deferred until core tasks are
completed.

Clear, plain-language copy should be
provided, replacing jargon-heavy text
with concise, user-centred
explanations to improve
comprehension.

NA

NA
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18 1/23/2025 Belgium Barometer mobile 4 The user encountered Mobile responsiveness should be
severe usability issues due  prioritised for pages, ensuring key

to the poor responsiveness | navigation elements are available at all
of the tool on a mobile times for users to easily browse the

device. platform

E—
0 a
a

a

5 a
. Ly

Table 20: Summary of Key issues observed from Hotjar's Annonymised User Behaviour scfeen

recordings
# Screenshot Country Device Issue  Observed Issue Possible  Page Date of
Type Description Solution Recording
1 India Desktop Rage  Expecting text Link text KR 25/06/2025
Click within KR pageto  key/words™ Resour
be interactive/ a ce
link
2 Netherlands Desktop Rage  Tryingo click'on Make Groups  16/06/2025
Click the tags of a tags
group clickable
(to take
usertoa
filtered
search in
Kr)
3 Germany Desktop Rage  Stuck in NZP Allow NetZer  22/10/2025
Click Instructions user to o]
click Planne
outsideto r
close
4 Netherlands Desktop Rage  User facing The menu  Cities 01/06/2025
Clicks  frustration with the  should
s U- hover state of the get
Turns  Menu activated
when the
user
clicks on
it and not
while
hovering
near it
5 Finland Desktop Rage  The useris trying The UX of Barom 21/02/2025
Click; to select cities the eter
Confu  within the selection
e sion Barometer but is field for
with confused because  cities
select they are not sure within the
° ion if the selection Baromete
state was made or not r needs to
forms be
improved
to ensure
the user
receives
the right
feedback
to know
that a
selection
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13 N/A

14 (0]

Please select one or more sectors which apply for
your project or portfolio
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U-

Turn,

bug

Not-
respo
nsive
ness,
difficu
Ity
clicki
ng
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User tries to Fix link Onboar
access different ding
links in the

onboarding

window (CTA

"Find the tools to

support your

journey here")

Onboarding

window just

moves to the next

screen

User has issues Make Financ
reading and elements e
selecting the responsiv  Guidan
desired elements e ce Tool
due to lack of

resizing on mobile

15/09/2025

15/09/2025
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