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Usability Evaluation Methods

* Heuristic evaluations
e Cognitive walkthroughs
* Usability testing

 Comparison against guidelines




Usability Testing
System Usability Scale

© Digital Equipment Corporation, 1986.

Strongly
disagree

Strongly
agree

NASA Task Load Index

Hart and Staveland’s NASA Task Load Index (TLX) method assesses
work load on five 7-point scales. Increments of high, medium and low
estimates for each poimt result in 21 gradations on the scalkes.

1.1 think that | would like to |

use this system frequently

2. | found the system unnecessarily
complex I

3. I thought the system was easy

to use I

4_| think that | would need the

5

support of a technical person to I

be able to use this system

(=)

5. | found the various functions in I
this system were well integrated

6. | thought there was too much I

inconsistency in this system

7. | would imagine that most people I
would leam to use this system

very quickly 1

8. | found the system very |
cumbersome to use

5

9. | felt very confident using the I

system

10. | needed to learn a lot of |

things before | could get going
with this system

[

MName Task Date

Mental Demand How mentally demanding was the task?
N I | I I
Wery Low Very High

Physical Demand How physically demanding was the task?

Very Low Very High
Temporal Demand How hurried or rushed was the pace of the task?
I|IIIIIIII|IIIIIIIIII
Very Low Very High
Performance How succaessiul were you in accomplishing what

you were asked to do?

Perfact Failure

Effort How hard did you have to work to accomplish
your level of performanca?

Very Low Very High

Frustration How insecure, discouraged, imitatad, stressed,
and annoyed wereyou?

Very Low Very High




I 10 Usability Heuristics

by Jakob Nielsen



1. Visibility of system status

The system should always keep users informed about what is going on, through
appropriate feedback within reasonable time.

UWT*’U Airlines Flight 410 Ul ited Al Imm leqwt 410

On-time - departsin 1 hour 41 mins elayed (21 ming wes in 57 mins

PDX» DEN PDX '—*)- DEN

Departs Portiand, tods Sending Tweet
Ueparts Fortiana, 1ocay Jeparts Portiana, today

im erminal - Gal . ; AM

11:48 AM - E2 1 1 :49 AM E2

Arrivas Denver, today Arrives Denver: todan

Scheduled 318 PV lermingl Gate Srhet i 418 PR erminal  Gate

3:17 PM - Bz 3:39 PM B27

Click to edit Master text styles

Uin



1. Visibility of system status

Like how Twitter tells you when it’s publishing a tweet
and makes a chirp sound when it’s done

United Airlines Flight 410 United Airlines Fllqht 41 O
On-time - departs in 1 hour 41 mins Delayed (21 mins) - arrives in 57 mins
PDX% DEN  PDX % - DEN
Departs Portnd, today Departs Portland, today

11:48AM - E2 11’:49 AM

Arrives Denver, today Arrivies Den ¢

Scheduled 3:18 P rminal - Gate Seheduled 3:18 PM sl Al
3:17 PM -~ B 3:39 PM - B27

Or how the colour and position of the plane changes on
Google search results to indicate if a flight is on time




1. Visibility of system status

@ Don’t keep your users guessing.

Would it be better if the system told you how much space you have on your drive
before you begin a file transfer?

o0 e
<

aD o £ v

- I

B Craft's IMac

v 0

»

i@ Pictures

ﬁ} craftdesign
£ final_logo_files
B Design

Macintosh HD

Deovices - 3- -

L) TRaNSC ﬁ;

Tags
® Red
@ Orange
Yellow
@ Green
® Blue

@
Network TRAN—S‘CEND

The item “Dropbox™ can’t be copied because there isn't

enough free space.

OK

4 Hard Disk Drives (5)
Local Disk (C:) Local Disk (D:)

= ] = |
w 80,1 GE free of 97.5 GB W 178 GB free of 179 GB

Seagate Expansion Drive (H:)
- "?‘ - : ]
2.06 TB free of 272 TB

4 Devices with Removable Storage (2)

TRANSCEND 8 (L)
g

@ DVD RW Drive (F:)

* 517 GB free of 746 GB




2. Match between system and the real world

The system should speak the users'language, with words, phrases and concepts familiar
to the user, rather than system-oriented terms. Follow real-world conventions, making
information appear in a natural and logical order.

How can we help you?

Q Seorch holp

Live Updates

Relayed Response from Customer Care

We're reclly busy ot the moment which mecns # moy icke ¢ lisle longer than usual 1o get bock 1o you. More Info

You forgot to take a profile picture. Would you

like to use the default? E 8 m 4

. ORDERS PAYMENT DELIVERY RETURN
Yeah, bad hair day
Amend order Poyment types Where's my order? Have you
N l' k Cancel order Promo codes Infernaionc| deliveries Hove you
o, Il take one Sizing ond care guides When will | be charged? UK deliveries I -
Conl ext
SEEAL SEEAL SEEAL




2. Match between system and the real world

Buttons can be like real world conversations

instead of labels.

You forgot to take a profile picture. Would you
like to use the default?

Yeah, bad hair day

No, I'll take one

Clearer and more effective than“FAQs”

Live Updates

How can we help you?

Q Seorch help

DRelayed Response from Customer Care

We're reclly busy ot the moment which means it moy icke ¢ lisle longer than usual 1o get bock 1o you. More Info

&

ORDERS

Amend order
Cancel order
Sizing ond core guides

SEEAU

PAYMENT

Poyment ypes
Promo codes

When will | be charged?

SEEAL

j o 4
DELIVERY RETURN
Where's my order? Hove you
Infernaiona| defiveries Have you
UK debveries v
Con | ex¢

SEEAU




2. Match between system and the real world

Refrain from confusing people with system oriented
language and design.

oops, there is a problem

Target com requires cookie to be enabled.

continue if enabled

10



3. User control and freedom

Users often choose system functions by mistake and will need a clearly marked
‘emergency exit"to leave the unwanted state without having to go through an extended
dialogue. Support undo and redo.

Your Cart
Sending... Cancel
Your message has been sent. Undo View message LIghtS, Camera, Capture
T
Chapter 1: Introduction $1.99
Chapter 4: Lighting Equipment $1.99

Amount Due: $3.98

11



3. User control and freedom

Sending... Cancel
Your message has been sent. Undo View message
Ever felt the need for an undo

button after sending an email to
the wrong person?

It’s a good thing Gmail allows
that.

Allow people to change or delete items in a shopping cart as
seen in this example from Inkling. It’s also useful to allow
them to continue shopping.

Your Cart

ights, Camera, Capture

Chapter 1: Introduction $1.99

Chapter 4: Lighting Equipment $1.99

Amount Due: $3.98

12



3. User control and freedom

Thereis no way toundo a text edit on Android!
Avoid pissing the user off by giving him no choice torevert to an earlier state.

/ Love the"shake fo undo”

feature on 05

= New message

To
Undo Typing
Unda
Cancel
| just deleted what | typed and can't ( \__,}
get it back! )

gwer rtyuidoop

= IS fad BEN jey o Py AR

& z x ¢c v bnm &

Return

13



4. Consistency and standards

Users should not have to wonder whether different words, situations, or actions mean the
same thing. Follow platform conventions.

Hot New Fonts Best Sellers What's New

Special Offers Top Webfonts WhatTheFont ~

TODAY'S OFFER GET 32% OFF* ON ORDERS ABOVE Rs. 1799 RECENTLY VIEWED CONTACT LOGIN
MY“T" ‘- earct O SN W CREATE ACCOUNT >
HOME MEN WOMEN KIDS PREMIUM LOOK Goop €19 SALE
asos = ; .
discover fashion online Wi to ASOS. Join | Sign In

| WOMEN | MEN Help Saveditems Bag £0.00(0)
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4. Consistency and standards

As a convention, people expect call to actions like Sign In to be at the top right on any website

Hot New Fonts  Best Sellers What's New Special Offers Top Webfonts WhatTheFont ~
TODAY'S OFFER  GET 32% OFF* ON ORDERS ABOVE Rs.1799 RECENTLY VIEWED CONTACT
MY“T" - earct QA 4 9 & BT
HOME MEN WOMEN KIDS PREMIUM LOOK Goop €19 SALE
asoS " P
discover fashion online w t ASOS. Join | Sign In
Q WOMEN MEN Help Saveditems Bag £0.00(0)

15



4. Consistency and standards

@ One would expect the knob to be the volume control,
but it’s not.

Similar functions have different shortcuts in
Adobe’s various software.

| Rectangle Tool ' M)

Rounded Rectangle Tool

> Ellipse Tool L
Polygon Tool
% Star Tool

®" Flare Tool

16



5. Error prevention

Even better than good error messages is a careful design which prevents a problem from
occurring in the first place. Either eliminate error-prone conditions or check for them and
present users with a confirmation option before they commit to the action.

Hi,

Please find attached the latest wireframes.

It seems like you have forgotten to attach a file.
y Actusl daily spend may vary. 7

c The page at https://mail.google.com says: $  1000.00 perday m )

You wrote “find attached" in your message, but there . ‘ .
are no Bles sitsched. Send .mm & Your new budget is much larger than your previous one. If you're sure, click ‘Save' again

carcel (LD

17



5. Error prevention

Gmail prompts you when you forget to insert an
attachment

Hi,

Please find attached the latest wireframes.

It seems like you have forgotten to attach a file. Aokl oo\ aeed s varrii 2

c The page at https://mail.goog says: $ 1000.00 perday m Cancel

You wrote “find attached" in r message, but there . . .
e 0o s stnchiod. Send .mm & Your new budget is mugch larger than your previous one. If you're sure, click ‘Save' again

On Google Ads, if you input a budget much larger
than your previous one, the system checks with you if
you really meant to do so.

18



5. Error prevention

Facebook does not try and prevent you from posting an ad that is against its
guidelines. e.g. There is no way for a first time user to assume that his ad might get
pulled off mid-campaign because Facebook might later find it inappropriate.

Posts - Notifications [
' Post Total Reach? ' Paid Reach? ‘ omotion

@ Thursday Facebook Specal One Day O... 714 438 - Error w

Your Post wasn't boosted because it uses too much textin its
that show in the News Feed can't include more than 209 text.

still be charged for any impressions or clicks your ad received
| before it was disappeoved,

Learn more or upload your ad image to see why it is considered
1 20% text. Getin touch If you need help.

image, which violates Facebook's ad guidelines, Sponsored images

The post remains published, but it is not running as an ad. You'l

435 19 $4.07

WE'RE HIRING

Paid Reach [? Engagement (? Budget Spent

Boost your post to reach more
people. Learn more.

Audience People who like your Page and their
fnends
* People you choose through targeting

Location Cltles = + 10 miles =

Bangalore, Inda
Mumbai, India Pune, India

Age 20 - 31w

Gender “ Men Women

19



6. Recognition rather than recall

Minimise the user's memory load by making objects, actions, and options visible. The user
should not have to remember information from one part of the dialogue to another.

Instructions for use of the system should be visible or easily retrievable whenever appropriate.

X Fight
k= Hotels

::f’:;.

Search for hotels

Over 100,000 hotels around the world

© Hotels Weekend Getaways "1
Where
Check-in Check-out
Rooms Adults Children
U B o B

g',(ﬂ e
E very V\Iu}(ug
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6. Recognition rather than recall

| lE

0O € Y D m @

Flights

Hotels >
Flight + Hotel

Trains

Buses

Weekend getaway<{l)

Collections

Waytogo

Mobile

Clear proposition

"

Search for hotels

Over 100,000 hotels around the world wae_
Even} W“}“‘g
© Hotels Weekend Getaways 1) “
Where \ Instructions
Enter a city, area, landmark or hotel promptl'ng the
e 2o S o user to explore
Pick a date Pick a date

Rooms Adults Children

B B o B

A single bold call to action leaves noroom

for distraction

> =
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6. Recognition rather than recall

@ Important actions should be easy to access and identify.

In an earlier version of Windows 8, it was almost impossible to shut down
the computer without googling how to do it.

How To Shutdown Windows 8

1. Close all desktop apps you have opened.

2. Swipe in from the right edge of the screen, and then tap Settings. If you're using a

mouse, point to the upper-right corner of the screen, move the mouse pointer down,
and then click Settings.

22



7. Flexibility and efficiency of use

Accelerators - unseen by the novice user - may often speed up the interaction for the expert
user such that the system can cater to both inexperienced and experienced users. Allow users
to tailor frequent actions.

Go gle chalk illustrations OR “
Web Images Videos Maps More ~ Search tools
Size ~ Color Type ~ Time ~ Usage rights ~ More tools ~
v’ Any color

Full color
Black and white

Transparent

inlk +A fnlAd
Link to folder

https//www.dropbox.com/sh/tncéuoj2zucsmsx/AABOVYACIECRLENG!

> Anyone with the link can see it. Set visibility / expiration

23



7. Flexibility and efficiency of use

Advanced users can use filters on Google Images to narrow down

their search results.

Go gle chalk illustrations

Web Images ideos
Size ~ Color ~ Type ~
v" Any color

Full color
Black and white

Transparent

Maps

Time ~

More ~ Search tools

Usage rights ~

More tools ~

When you share a
file on Dropbox,
you can simply
copy the link, or set
m | advanced options.

> Anyone with the link can see it. Set visibility / expiration

24



7. Flexibility and efficiency of use

This feature request highlights the frustration of an advanced user not

being able to customise default features.

810

Vote

Please allow custom labels for phone
numbers, emails, addresses. home 1, home 2,
work 1, work 2 just doesn't cut it any more.

Please allow custom labels for phone numbers, emails,
addresses. home 1, home 2, work 1, work 2 just doesn't cut it
any more.

| want to label multiple telephone numbers for a frequent traveler
as "mobile (usa)" or “mobile (aus)" or mobile (eur). Or for my
favorite pizza chain as downtown and midtown. Or | don't want to
create my customer’s secretary as a separate contact instead |
want to put her under my customer’s contact card and label her
phone as "Cindy".

25



8. Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely needed. Every
extra unit of information in a dialogue competes with the relevant units of information

and diminishes their relative visibility.

Especially when paired with Focus

Mode, this helps you write that difficult scientific paper,

poem or philosophical text.

26



8. Aesthetic and minimalist design

Dieter Ram’s designs reflect this principle. “Less, but better — because it concentrates
on the essential aspects, and the products are not burdened with non-essentials.”

Especially when paired with Focus
Mode, this helps you write that difficult scientific paper,

poem or philosophical text.

The iA Writer app is a clean typing sheet with no distractions in the interface. It
allows you to focus on what you’re writing and hides everything else.

27



8. Aesthetic and minimalist design

Avoid overloading the interface with features . Examine every element and ask
- is this really needed?

28



9. Help users recognize, diagnose, and recover from errors

Error messages should be expressed in plain language (no codes), precisely indicate the
problem, and constructively suggest a solution.

‘mint

\>\/ Page not available.

- . . - -
N % ~ But Justinis
” »
Justin is a Mint developer who likes slow cars, sharp
crayons, reheated pizza and awkward silence. Email him at

justin [ at ] mint.com,

But if you're more interested in personal finance

Error than in Justin, try the links below:

Something went wrong. Don't worry, your files are still safe and the

Dropboxers have been notified. Check out our Help Center and forums for é -
help, or head back to home. “ %

29



9. Help users recognize, diagnose, and recover from errors

A funny message keeps the audience
engaged, while relevant links make sure

An assuring error message on Dropbox .
they stay on your website.

Q“‘ o

ymint

t}, -4 Page not available.

But Justin is.

Justin is a Mint developer who likes slow cars, sharp
cravons, reheated pizza and awkward silence. Email him at

justin [t | mint.com.,
But if you'rygmore interested in personal finance
Error than in Jus®™& try the links below:

Something went wrong. Don't worry, your files are still safe and the

Dropboxers have been notified. Check out our Help Center and forums for 2
help, or head back to home. b é

30



9. Help users recognize, diagnose, and recover from errors

@ Don't tell people that something’s broken and can'’t be fixed.

2 l & A * m 13:30

Unfortunately, Contacts has
stopped.

)4

31



10. Help and documentation

Even though it is better if the system can be used without documentation, it may be necessary
to provide help and documentation. Any such information should be easy to search, focused
on the user's task, list concrete steps to be carried out, and not be too large.

X & e

Private Ranm Charad Ranm

Entire Place
Listings where you have the whole
place to yourself.

Private Room
Listings where you have your own
room but share some common spaces.

Shared Room dam
Listings where you'll share your room
or your room may be a common space.

32




10. Help and documentation

The Kindle comes with an instruction card tucked
inside the box flap, instead of a long boring manual

Contextual help on AirBnB provides
explanations where they are needed

most frequently \
X -

Private RPanm Charad Danm

Entire Place
Listings where you have the whole
place to yourself.

Private Room
Listings where you have your own
room but share some common spaces.

Shared Room dam
Listings where you'll share your room
or your room may be a common space.

33



10. Help and documentation

@ If only diapers came with an easy tutorial!

Click to edit Master text styles
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