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Motivation

• Define and measure the heuristic evaluator’s profile
• Identify specific training areas for developing heuristic 

evaluators 
• Increase the quality of heuristic evaluation
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Heuristic Evaluation
• Jakob Nielsen’s ten usability 

heuristics
– Visibility of system status
– Error prevention
– Match between system and 

real world
– User control and freedom
– Help users recognize, 

diagnose and recover from 
errors

– Recognition rather than recall
– Consistency and standards
– Flexibility and efficiency
– Aesthetic and minimalist 

design
– Help and documentation

Source: http://www.useit.com/papers/heuristic/heuristic_list.html

• 3 to 5 experts list the problems individually 
from which a consolidated report is obtained

• Severity rating:
– Showstopper (3)
– Major Issue (2)
– Irritant (1)

Problem: There is no indication of user’s current location 
Category: Interaction Design
Severity: 2         
Heuristic violated: Visibility of system status
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Method (Page 1 of 2)

1. Identify the application which will be used 
to test evaluators’ skills

2. Identify the categories to measure 
evaluators’ skills 
E.g. Visual Design, Interaction Design, Information 
Architecture

3. Standardize the scope of the evaluation 
E.g. In amazon.com, we will evaluate only the ordering 
process

4. Standardize the time to do the evaluation
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Method (Page 2 of 2)

9. Use this benchmark to measure the skills 
of each evaluator

5. Standardize the evaluation format into 
problem, category and severity

6. Provide a knowledge transfer of the 
application

7. Execute the test

8. Use these tests to determine the 
benchmark; get a consensus on the 
problem list and severity ratings
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Case Study: Indian Railways

• 30 people were evaluated from 
a pool of UI designers

• Evaluation time was kept 
constant at 2 hours

• Scope of the evaluation was 
standardized
– 38 screenshots
– 10 main menu items
– 13 sub menu items

• Feedback format was 
standardized into problem, 
category and severity

• Eight categories
– Visual Design
– Interaction Design
– Navigation
– Information Architecture
– Labeling
– Functionality
– Content
– Other (Accessibility, 

Branding, Web Guidelines)

• Three severity ratings
– Showstopper (3)
– Major Issue (2)
– Irritant (1)
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Definition of Categories: Interaction Design (Page 1 of 8)

• Interaction between user and the interface
– Error and information communication, incomplete feedback and status 

mechanisms, lack of user control, mismatch between interactions and 
user mental models

Problem: The information 
message tells users to wait, 
but unless the OK button is 
clicked the user can’t get his 
query results

Category: Interaction Design

Severity: 3         

Heuristic violated: Error 
prevention
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Definition of Categories: Visual Design (Page 2 of 8)

• Appropriateness of page layout, color, font, animation, graphics, grouping
– Visual inconsistency, absence of visual differentiation between links and 

labels, non-adherence to visual hierarchy principles, wrong placement of 
controls, ineffective use of real estate

Problem: Visual inconsistency; no visible 
alignment to grids; basic typographic principles 
not followed.

Category: Visual Design

Severity: 2         

Heuristic violated: Consistency and standards
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Definition of Categories: Navigation (Page 3 of 8)

• Ease of flow across menus and within menus
– Absence of optimal workflows, navigation aids for long pages, 

consistency, navigation to support forms, charts and related links

Problem: The accident chart does not support navigation to the main site 

Category: Navigation

Severity: 2         

Heuristic violated: Flexibility and efficiency
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Definition of Categories: Information Architecture (Page 4 of 8)

• Accurate categorization of information into appropriate menu groups
– Absence of mutually exclusive groups, menus not prioritized, 

inappropriate menu width and depth

Problem: Information groups are not mutually 
exclusive. The groups “Trains between Imp. 
Stations”, “Train Schedule” and “Trains” 
overlap.

Category: Information Architecture

Severity: 3  

Heuristic violated: Match between system 
and real world
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Definition of Categories: Labeling (Page 5 of 8)

• Appropriateness of labels as per user mental models
– Inappropriate labels for menus, sub menus, links, controls, pages, 

paragraphs, categories, inconsistent labels (search, find, retrieve), 
presence of technical jargon and abbreviations

Problem: “Vox Populi” does not effectively 
communicate “Comments and Suggestions”

Category: Labeling

Severity: 2

Heuristic violated: Match between system 
and real world 
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Definition of Categories: Content (Page 6 of 8)

• Completeness and accuracy of information on the interface to answer user 
queries
– Missing content, wrong content, inappropriate presentation of 

information for scanability

Problem: Wrong chart (reservation chart) uploaded for the details of a particular train accident

Category: Content

Severity: 2

Heuristic violated: Error prevention
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Definition of Categories: Functionality (Page 7 of 8)

• Presence and appropriateness of all functions to serve all user goals
– Missing functionalities, not clubbing functionalities, lack of optimal steps 

to execute a task, functionalities not designed as per user mental 
models 

Problem: Does not club functionalities like “Get Availability”, 
“Get Fare” and “Get Schedule”

Category: Functionality

Severity: 2

Heuristic violated: Flexibility and efficiency
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Definition of Categories: Other (Page 8 of 8)

• Branding
• Web guidelines
• Accessibility guidelines

Problem: Brand image not represented consistently

Category: Other

Severity: 2        

Heuristic violated: Consistency and standards



16

Definition of Severity Ratings

Showstopper (3): Catastrophic issues that prevent people 
from using the site effectively and hinder 
users from accomplishing their goals

Major Issue (2): Causes waste of time and increased 
learning / error rates

Irritant (1): Minor cosmetic or consistency issue, 
slows users down slightly and minimal 
violation of usability guidelines
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Scope of the Evaluation

Indian Railways
Home page

Passenger Status

What's New

Internet Reservations*

Latest 
Announcements

Availability Status 
at Stations

Tenders*

Train between 
Important Stations

Train Fare
Accommodation

Train Enquiry

Accident Train Chart

Other Railway Sites

Helpful Links

Get availability

Get schedule

Get fare

Reservation form

Based on source and 
destination name

Based on station code

Based on train 
and station code

Concessional fare

Next 7 days availability 
status

Earliest date availability 
status

Based on train number 
or name

* Out of scope
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The Benchmark

Categories Issues

Interaction Design 19

Visual Design 6

Navigation 22

Information Architecture 15

Labeling 15

Content 5

Functionality 6

Others 5

Total Issues 93

Inter-rater reliability %
All 4 agreed 38%

3 of 4 agreed 60%

All 4 disagreed 2%

30 evaluators with heuristic 
evaluation experience ranging from 
6 months to 5 years
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Results: Raw Data (Page 1 of 4)

Breadth of Issues Severity
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Results: Analysis of Severity Issues (Page 2 of 4)
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Weightage factors

Showstopper = 5 points Major Issue = 3 points Irritant = 1 point

If Participant 1 identified 12 showstoppers, 55 major issues and 26 irritants, then, 

Overall Severity Quality = 12*5 + 55*3 + 26*1=251

Results: Analysis of Severity Quality (Page 3 of 4)



22

Results: Performance Bands of Evaluators (Page 4 of 4)

A Need to increase 
coverage of severity and 
breadth of issues 
significantly

B Need to increase 
coverage of severity and 
breadth of issues

C Average coverage of 
severity and breadth of 
issues.

D Best coverage of severity 
and breadth of issues.



23

Application: Comparison (Page 1 of 3)

Collaborative HE Individualist HE

Application Amazon.com

Evaluators 3

Expertise Given Level

Time 2 Hours

Method Collaborative Individual

Result
125 issues
325 score

75 issues
180 score
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Applications (Page 2 of 3)

• Define the profile of an expert

• Compare experts’ skills within an application (A)
– Relative ratings of evaluation performance

• Compare expert skills across an application (B)
– Is Participant 1 better at identifying issues on desktop 

applications or handhelds?

A

B
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Applications (Page 3 of 3)

• Co-relating evaluation-expertise and UI complexity levels

• Recommending individual areas for improvement
– Training improved the skills up to 250%

• Certification and tracking skill progress

• Assessing the quality of heuristic evaluation
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