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What is it?
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What do | need to do it?

What does it look like in practice?
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What is a heuristic evaluation?




What is a Heuristic Evaluation?

A technique to evaluate digital experiences using...
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What is a Heuristic Evaluation?




What it is, and isn’t...
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An effective method for uncovering Perfect
usability issues

Going to uncover every usability issue
A consistent way to evaluate experiences

A replacement for talking to users
An input that product teams can use to

inform their work
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Why do a heuristic evaluation?




Why do it?

A

Days vs. Weeks l Time Common Baseline Leading
Understanding Indicator
® Recruiting of Experience
Quality

O Compensation
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When to do a heuristic evaluation?




Design Research Framework

Y, Y, LY

RIGHT PROBLEM RIGHT SOLUTION DONE RIGHT

Identify & Understand User Problems Identify Solutions Users Love Measure & Optimize the Experience
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Transformation Projects

RIGHT PROBLEM RIGHT SOLUTION DONE RIGHT

Identify Frictions in Existing Digital Experiences Generate and Evaluate Experience Strategies Design, Develop, Test, and Measure Solutions
Heuristic Evaluation |deation Heuristic Evaluation
Contextual Inquiry Customer Co-Creation Prototype Usability Testing
In-Depth Interviews Rapid Concept Testing Live Site Usability Testing
E2E Experience Observation User Perception Survey
Live Site Usability Testing User Behavior Measurement
(Analytics)

Existing Research Review
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Gauging UX Quality Across the Customer Journey

CUSTOMER JOURNEY ——m™—m—————y



Gauging UX Quality Across the Customer Journey
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) What do | need for a
successful heuristic evaluation?




Heuristics



Nielsen Norman Group: Industry Standard Heuristic

Recognition rather than recall

Visibility of options, actions & elements
Examples: Recent documents, bookmarks

Visibility of system status

Keep users informed
Examples: “You are here” map, breadcrumbs

Match between system and the real world

Use familiar concepts & language
Examples: Trash can for deleted items, highlighter in documents

Flexibility and efficiency of use

Tailor to all users
Examples: Defaults, shortcuts

User control and freedom

Give users an out
Examples: Emergency exits, undo features

Aesthetic and minimalist design

Remove distractions
Examples: Three-legged stool, search engine

Consistency and standards

Maintain consistency throughout
Examples: Placement of check-ins, product lines

Help users recognize, diagnose & recover from errors

Clear error messaging
Examples: Error messages, Page not found

Help and documentation
Provide help

Examples: Tool tips, info kiosks

Error prevention

Avoid slips and mistakes
Examples: Guard rails, Email attachment errors
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Nielsen Norman Group: Industry Standard Heuristic

Visibility of System Status Recognition rather than recall
Keep users informed Visibility of options, actions & elements
Examples; Shopping mall map, bread Examples: Recent documents, bookmarks

Match
Use fam

Pramples Visit Nielsen Norman Site for more...

User ¢

e et heuristics/

Consistency drc
Maintain consistency throughout / Clear error messaging

Examples: Placement of check-ins, product lines Examples: Recent documents, bookmarks

Error Prevention Help and documentation
Avoid slips and mistakes Provide help

Examples: Guard rails, Email attachment errors Examples: Tool tips, info kiosks

Help users recognize, diagnose & recover from errors



https://www.nngroup.com/articles/ten-usability-heuristics/

Scores



Nielsen Norman Scoring Scale

| don’t agree that this is a usability problem at all

Cosmetic problem only: need not be fixed unless extra time is available on project

Minor usability problem: fixing this should be given low priority

Major usability problem: important to fix, so should be given high priority

Usability catastrophe: imperative to fix this before product can be released



Nielsen Norman Scoring Scale

| don’t agree that this is a usability problem at all

Cosmetic problem only: need not be fixed unless extra time is available on project

Minor usability problem: fixing this should be given low priority

Major usability problem: important to fix, so should be given high priority

Usability catastrophe: imperative to fix this before product can be released

Some industry experts make the high score the best score.



Scoring Sheets to Make It Easy to Evaluate

T . | don 't agree thal (his is & wsability problem sl sl
Heuristic Evaluation Sheet Device o
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Evaluator Browser/05
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Date Task/Feature
Heuristic Evaluation Checklist
Websile/App Website Name: Website URL:

Heuristic | Rating | Comments

1. Visibility of system status l$sues m:::;z:p.::;mm@lomwt-ltfmAdewﬂmm“m ® IﬂClUde "hintS” by ShOWing
Clean. simple deugn .
the experience flow.

Plrasing color scheme

Appeopriate use of white space
eVt Consistent design

Text and colors are consistent
o o o o ikKons are universally understood

Images are meaningful and serve a purpose
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* Include information about
accessing the product.

Comtent = Users are at your site for the content ~ make it easy for them to find and use your site.

2. Match between system and the real world lssuns Major headings 3¢ 0ty 10 Lnderstand
£asy 1o scan

Minimal text/information presented
Clear terminclogy, No Jargon
Links are clear and follow conventions

Severty
Help is avadlable on every page

o o o o ENPOrtant content is above the fold
Search box is easy 10 identify and eady 10O use

Navigation - Makes petting around your site easy a
Consistent Navigation

£asy 10 identify your location on the site
{breadcrumbs, headers, colors)

Consistent way to return Home

UX Planet Umited number of buttons & knks
Organization of information makes sense

BRRRRRRR
SISISISISISISIS
i iw e % e n|x

§
g

he guess work of a user’s visie,

%eisis (B3
SISNISIS S
X e x

Sampleexamples.com



Scenarios, Tasks and Personas




Set the stage Task

The reason why a user comes The to-do for the system, site
to the system, site or or application.
application.

Example

Nora enjoys cooking in her spare time. She is tired of the same old recipes
she has been using and wants to find some new recipes. She goes on
easyreceipes.com to see if she can find any recipes she likes and is
especially looking for one that includes chicken and pasta.



Additional Items




Additional Considerations with Heuristic Evaluations

Evaluators Scoring process Involvement Product Report

3-5 evaluators Score independently and Decide who else should be Is this a current site ora Create a report that
then have consensus involved in the process or  prototype? resonates with both
meeting OR score in one observe in the process design and business.

meeting.



Reports that Resonate with Desigh and Business Teams

Visibility of System Status

Match between system and the real world

User control and freedem

Consistency and standards

Error prevention

Recognition rather than recall

Flexibility and efficiency of use

Aesthetic and minimalist design

Help users recognize, diagnose and recover from errors

Help and documentation

Q00000

Findings:

+  The two pieces of information behind the
“INeed Help” link were relevant at different
points in the workflow

"Ny code doesn't work” is only relevant on
the code input step

“| can‘t receive a code” covers two scenarios
- if user still can't receive a code or if uzer's
contact information is cut of date.

= The "Go back” and “Cancel” CTAs are

€ competing; it's challenging to distinguish
what will happen when user selects each
option

= The Security terms link moves from right
Justified to left justified in the "MNeed help”
window.

Need help?

My code doesn't work

If you can receive a code but it isn't working,
be sure you're using the &-digit code inside
the body of the text or email message.

If that doesn’t help, try using a different
method (i.e., a phone call from Fidelity if you
tried text or email).

| can’t receive a code

If you still can't receive a code, or your contact
information on file is cutdated and needs to
be changed, call us at 800-343-3548 and we'll
get you back to business.

—C—
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Cancel

Security terms

REVISIT THE “NEED HELP” LINK

Related Heuristics

* Order and sequence of functionality and
information is logical and/or intuitive

Why this matters

* Fresenting users with what they need at the
right time will decrease the effort users need to
expend to access what they're locking for

Recommendations
* Ereak the "Meed Help” window into two
different CTAs

* Position "My code doesn't work” and
relevant info on the code input step
screen. Consider including the phone
number at this section

* Position "l can't receive a code” on the
method selection step screen

* Remove "Cancel” option in this context

* Keep Security terms left-justified for consistency




What does a heuristic evaluation
look like in practice?




Site to be Evaluated

;,5; Take-Out Xpress
-
Ordering take out with us is
“ easy and has 4 easy steps!
J Step 1: Create or provide login ‘ We W|” be |00k|ng at d f|Ct|OUS
details with Take Out Xpress . . .
| site for having take out delivered.

Step 2: Choose restaurant

Step 3: Choose meal

Step 4: Confirm




Checklist for Heuristic Evaluation

Set of heuristics?

Which score?

What is the scenario?

How many evaluators?

What is my scoring process?

What is the product?

What should the scoring sheet look like?

What will the report look like?




Checklist for Heuristic Evaluation

Q’ Set of heuristics?

3
QS
A

Visibility of System Status

Keep users informed
Examples: Shopping mall map, breadcrumbs

Match between system and the real world

Use familiar concepts & language
Examples: Stovetop controls, highlighter in docurments

User control and freedom

Give users an out
Examples: Emergency exits, undo features

Consistency and Standards

Maintain consistency throughout
Examples: Flacement of check-ins, product lines

Error Prevention

Avoid slips and mistakes
Examples: Guard rails, Email attachment errors

©OQ00e e

Recognition rather than recall

Visibility of options, actions & elements
Examples: Recent documents, bookmarks

Flexibility and efficiency of use

Tailor to all users
Examples: Defaults, shortouts

Aesthetic and minimalist design

Remove distractions
Examples: Three-legged stool, search engine

Help users recognize, diagnose & recover from errors

Clear error messaging
Examples: Recent documents, bookmarks

Help and documentation
Provide help

Examples: Tool tips, info kiosks



Checklist for Heuristic Evaluation

B’ Which score?

Usability catastrophe: imperative to fix this before product can be released

Major usability problem: important to fix, so should be given high priority

Minor usability problem: fixing this should be given low priority

Cosmetic problem only: need not be fixed unless extra time is available on project

| don’t agree that this is a usability problem at all




Checklist for Heuristic Evaluation

Q’ What is the scenario?

Samantha works full-time and is short on time. She and
her partner are hungry for dinner, and tonight is one of
those nights where she is too tired to make dinner for the
two of them. They are hungry for a nice hand tossed
pepperoni pizza. She decides to order dinner through
“Take Out Xpress.” It’s a new, local delivery service that
just launched their beta app.



Checklist for Heuristic Evaluation

g How many evaluators?

3 Evaluators




Checklist for Heuristic Evaluation

Q’ What is the scoring process?

Score individually for a week and then have a
consensus meeting.

@
—



Checklist for Heuristic Evaluation

g What is the product?

Beta app from a local company that delivers
take-out meals: Take-Out Xpress.




Checklist f euristic Evaluation

g What should my scoring sheet look like?

UX Quality Audit - Evaluation of Student Debt Enroliment

ACTITY DATRUCTIONS

‘e nrn e

= B B EVALUATION SCORING CRITERIA

B eeeee e scenas

ey Findability Clarity Efficiency Consistency
. Use e 10w 05 s 5
YOu QO Tt The

The workTow CUNIINE! 1eNITe ANT T 33 SCIEN Are The Wk o watfiom 13 easy W Usderviand rxieeg sleps Tho SR remetes oficionty Pwoaghovt e cxperience The espeance feets (e savve Brsuntent inesting e
—perece Asher ey 10 1nd Brsugiest the seperience Irv el Raw et e ena iy arel Corviest g st 0wt of the lask
Made up o
Bl Accens Pow va 10w Mode v o Mase ot nrjeess 00 1os @ UK COUE WO SN T gDl Made op o
NV 95, WEINL 003 O O T 1H5K CHA DO Seb ATt & S Of BAOPS 0N 8 DAQS & 7 a 00 80 010 (targe 9 o a0 1P Tk arp. VORoR 0w More 5 T S8 T e ugheut
PO B TRANS 870 SaE8 N TOMINGE B0 1, CIOr g 000 VO SCTGrYs FCASD G NS 50 Dvet PO POSIIYS 940 B
L0 Pe eNdn e NN SAE S00rch 400 b0 £9 0Ta O 50 10 Deun 3 g 7 THe Wad 10 feirvide ~e - roete The 1 R e L NI RC TS L AE e ]
NUBAL 5 Or LIRS .
o ”» - . o e - .~ - e .
e re » . -~ ’e f e
woe Peste § e 13 . Sad ’ 1rd pour ~ave ored v
<o e ) CCrveraces Proate s yOur Parte 802 DICE TV ADSITENEMe COMH T1CHy Ploate 03 yOu NNTE 80T TS V6 AEHTO A (TR E3.0Hy WOT waie 17d pour NaTe e (Hece e #G .
ad ® W04 cormany wore & yrererey . svveer

TOTAL SCORE = - —— . - e o : - - -
(Average) : ~ : i . :

25

Vewrw

NIEPSUS = LGUS NN
Bl SCENARIO Sz Arrereen
WORKFLOW
Pheate Lae TWLe A5 TETEE" i CALE pOu GO TRATh  The Dreference it 33 566 POW yOu GO TSN & 3N YO Owr
g i o] o
- e ' - . -

Video Links

Access Experience L)

.Y!"lmvm
" \voe ey "y
6 0t A Terr @ e _——

A2 TN



Heuristic Evaluation Scoring Sheet

LIX Quality Audit - Evaluation of Student Debt Enraliment
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Heuristic Evaluation Scoring Sheet
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Heuristic Evaluation Scoring Sheet
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Heuristic Evaluation Scoring Sheet
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Heuristic Evaluation Scoring Sheet

Video Links
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Heuristic Evaluation Scoring Sheet

Q’ What does the debrief look like?

Tallied score with detailed findings.



Tallied Score for Heuristic Evaluation

Visibility of System Status

Key

0= Usability catastrophe
1= Major usability problem
2= Minor usability problem
3= Cosmetic problem

4= Not a usability problem

Match between system and the real world
User control and freedom

Consistency and standards

Error prevention

Recognition rather than recall Interpreting the usability rate
0-33=Poor
34-66 = Average

67-100= Excellence

Flexibility and efficiency of use
Aesthetic and minimalist design
Help users recognize, diagnose and recover from errors

Help and documentation

TOTAL POINTS

N
N

USABILITY RATE (Points/40 x 100) - Allows comparison or if evaluating the

beginning and end of the experience.




Heuristic Evaluation Scoring Sheet

Q What should my scoring sheet look like?

@ What does my debrief look like?



Let’s evaluate!

-,;é’; Take-Out Xpress

g

Ordering take out with us is
w easy and has 4 easy steps!

Step 1: Create or provide login
details with Take Out Xpress

| Step 2: Choose restaurant
Step 3: Choose meal

Step 4: Confirm



https://app.mural.co/t/agilecollaborationtoolsact9797/m/agilecollaborationtoolsact9797/1615726955666/b00da87f6c778384eb779b494037435a973c8acc
https://www.figma.com/proto/2uuMIU5G7eOuFLhcCutUjF/Take-out-Site-3?node-id=16%3A424&viewport=1041%2C-498%2C0.5847419500350952&scaling=min-zoom

Tallied Score for Heuristic Evaluation

Visibility of System Status

Key

0= Usability catastrophe
1= Major usability problem
2= Minor usability problem
3= Cosmetic problem

4= Not a usability problem

Match between system and the real world
User control and freedom

Consistency and standards

Error prevention

Recognition rather than recall Interpreting the usability rate
0-33= Poor
34-66 = Average

67-100= Excellence

Flexibility and efficiency of use
Aesthetic and minimalist design
Help users recognize, diagnose and recover from errors

Help and documentation

TOTAL POINTS

=
=

USABILITY RATE (Points/40 x 100)

Allows comparison or if evaluating the
beginning and end of the experience.



ldentify usability issues quickly & cheaply

Provides information for product teams
to help determine how and where they
should focus their efforts

Provides a user-centered mechanism
to measure progress over time



Questions?




