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Introduction 

The Company’s web site, the Product, is an important source of information 
and resources to its customers and an important source of revenue to The 
Company. Addressing usability issues or redesigning the site to be more 
user-friendly will benefit everyone: the more usable the site is, the more The 
Company’s customers will engage it and the more those customers engage 
the site, it should follow that, revenues from the site will also increase. 
 
This document pin points the areas of weakness on the Product in regards to 
usability. Specific obstacles are sited and recommendations are offered as 
possible solutions. 

Executive Summary 

 
While the product is rich in content, it falls short in many areas of 
functionality. While it apparently addresses many needs of the business 
client, it fails to make the customer – its intended audience – the primary 
concern. Usability takes a back seat to corporate messaging in many places. 
 
There are processes throughout the site that require immediate attention. 
Without insider knowledge of how these processes work, it seems certain 
that there are tasks which would be extremely difficult – if not impossible – 
for the average user to complete. One task – the entry of a code to access 
online-only materials – seems impossible to complete without the user 
having been hand-held through the necessary steps to completion. 
 
There are numerous instances in which animations or rollover treatments 
are used without any advantage to the user, but rather for novelty’s sake. 
Multi-media of any sort – Flash, animated gifs, roll-over graphics, etc. – 
should be used only when the user experience is enhanced by doing so. 
Often, these types of media files are inappropriate for research-based or 
information driven sites where the user is primarily focused on finding the 
information they need. 
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Methodology 

 
A Heuristic Evaluation (or Expert Review) applies known standards and best 
practices to a site to determine any issues in regard to the site’s overall 
usability. Any issues that are discovered are recorded and ranked in priority 
according to the impact they may have on usability. 
 

High Priority issues may present significant obstacles to the user 
ability to accomplish their tasks in a timely manner. These issues 
could be considered mission-critical and remediation of such issues 
should be a high priority. 
 
Medium Priority issues will most likely affect a significant number of 
users by either confusing them or slowing them in their processes. 
These issues may not be mission-critical, but should be of significant 
import when prioritizing site fixes. 
 
Low Priority issues are most likely not going to impede a significant 
number of users, however they are worth noting. Adopting the 
recommendations for change in these instances will refine the user 
experience, making it more elegant. 

 
In addition, where appropriate, recommendations for improvement are 
offered. 
 
Once all recommendations have been assessed, a total redesign of the site 
may be deemed necessary. 
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Home Page, Part 1: http://www.theproduct.com/index.html 
 

 

 
Issue: There are no substantial actions to 
perform or tasks to complete. Other than 
segregating users, the page serves no real 
purpose. The user must also wait for the 
promotional information offered in the 
Flash piece and the payoff doesn’t justify 
the wait. 
 
Recommendation: Identify what tasks 
are of a higher priority to the user and 
make them more readily accessible. If the 
marketing materials are of importance, 
lay them out on the page so they, too, are 
more available to the user. 
 
Issue: The product logo is too similar in 
tone to the background color. As a result, 
there are features of the logo that are 
difficult to discern. 
 
Recommendation: Place the logo on a 
background with a higher contrast, 
(preferably white). 
 
Issue: Logo text too small. 
In “The Product” logo, the text that reads, 
“Product tag line appears here,” is too 
small and barely readable. The branding is 
important. Reinforcing the mission and 
purpose of “The Product” is critical. 
 
Recommendation:  Enlarge the text 
under the logo to be clearly legible at 
monitor resolutions up to 1280 x 1024. 
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Home Page, Part 2: http://www.theproduct.com/index.html 
 

 

  
Issue: The links in this string are not 
functionally related to one another. 
 
Recommendation: Login and Help could 
be moved to the extreme upper-right 
corner of the page allowing for better use 
of the space in which they are currently. 
 
“About Us” and “Contact Us” links should 
be moved to the footer. “Contact Us” could 
be eliminated entirely as it is duplicated in 
the “Help.” “Help” should be removed 
from the footer. 
 
Issue: Currently, the user must go to a 
secondary page to login or to choose to 
register. 
 
Recommendation: Add the login fields to 
the home page, followed by a link to the 
registration form that reads, “New Users 
Register” or simply, “Register.” 
 
The login button that submits the user’s 
sign on information is currently labeled 
“Login Now” and should be simply 
labeled, “Login.” 
 
Issue: The aforementioned links are 
currently in all caps. Use of all caps should 
be avoided except to call attention to and 
emphasize certain alerts or warnings. 
 
Recommendation: Change all caps to 
mixed case.1 
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Home Page, Part 3: http://www.theproduct.com/index.html 
 

 

  
Issue: Promotional piece is far more 
prominent than entry points for users. 
 
Recommendation: Make the entry points 
larger and more evident. 
 
Issue: The use of “click here” on the user 
entry points. 
 
Recommendation: Eliminate “Click 
Here;” create contextual links indicating 
the user’s desired actions.2 
 
Issue: The user must click on the 
embedded Flash object to initiate 
interaction. 
 
Recommendation: The Flash object 
should initiate on load. 
 
Issue: The user must wait for the end of 
the Flash intro before being able to select 
a user-specific movie. 
 
Recommendation: Add a “Skip Intro” 
feature or enable the links in load. 
 
Issue: At the end of the Flash intro, there 
are three distinct links (User 1, User 2, 
and User 3) to instructional movies, yet 
the content is identical. 
 
Recommendation: Create a single link to 
the movie, i.e. “Find out what the Product 
can do for you.” 
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Home Page, Flash Piece: http://www.theproduct.com/index.html  
 

 

  
Issue: To interact with the Flash object, as 
instructed to do so, the user must first 
click on the embedded Flash object to 
make it active. 
 
Recommendation: Rewrite the embed 
code so that the Flash object will be active 
on load. 
 
Issue: In the text above the instructional 
movie, the user is asked to roll over 
objects to find out what “glows” and to 
click on those items to learn more. In 
addition to the unusable “hunt and click” 
nature of this interface, there are no 
indications as to what the topics of the 
ensuing materials might be. 
 
Recommendation: Place static indicators 
on the movie so the user can quickly 
identify those areas that link to further 
content. Also, create small roll-over 
descriptions for each link that details 
what the linked content is about. 
 
Issue: The certificate on the wall “glows” 
on roll-over, however nothing happens 
when the user clicks on it. 
 
Recommendation: Most likely this is a 
bug. Fix the bug. 
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Login Page, Part 1: http://theporoduct.company.com/loginPage.asp 
 

 

  
Issue: Directing a user to a secondary 
page to login is an unnecessary step. 
 
Recommendation: Move the login fields 
and a link to the new user registration to 
the home page and eliminate this page. 
 
If the above recommendation is not 
adopted, other usability issues with the 
existing page follow. 
 
Issue: The section header is 
grammatically incorrect.  
 
Recommendation: Change “Return 
Users” to “Returning Users.” 
 
Issue: The instructional text is 
unnecessary. Users will recognize this as a 
common interface and know what is 
required of them. Placing instructional 
text here is likely to cause users to pause 
and read, increasing the time necessary to 
perform a simple task. 
 
Recommendation: Remove the text. 
  
Issue: Login button is labeled with 
unnecessary text. Any submission button 
should be clear and succinct, accurately 
reflecting what the user is doing. 
 
Recommendation: Re-label the button as 
“Login.” “Now” is inferred. Users expect 
that they will be logging on when they 
click the button. 
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Login Page, Part 2: http://theporoduct.company.com/loginPage.asp 
 

 

  
Issue: “Forgot Your Password” is in an 
odd location and is not immediately 
apparent as a link. 
 
Recommendation: Move the phrase to 
the right of the Password field, associat-
ing the two objects with one another and 
change the style to show the underline. 
 
Issue: The text under the New Users 
section is too lengthy and unnecessary. 
 
Recommendation: Reword the text to be 
more user-friendly and more succinct. 
 
Issue: “New User Registration” is a link 
and should appear as such. Buttons are 
reserved for forms and similar tasks. 
 
Recommendation: Display the link as a 
text hyper-link and not a button. 
 
Issue: The link directs the user to an 
intermittent page where they must again 
select to register. 
 
Recommendation: The link should direct 
the user immediately to a registration 
form. Any instructional materials should 
be presented as an optional tutorial that 
the user may: 
1.) view after they have completed the 
registration process or  
2.) opt to view from the home page to 
help them determine whether or not they 
should register. 
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Login Page, Part 3: http://theporoduct.company.com/loginPage.asp 
 

 

  
Issue: The text prompting the user to 
perform a system check is too wordy, 
uses “Click here,” and is positioned on the 
page AFTER the user has already been 
prompted to register. Also, the word 
“additional” is misspelled. 

Recommendation: Reword the text to be 
more user-friendly, such as, … 

Issue: This photograph has already been 
used on the homepage to indicate 
navigation to user-specific area of the 
product. It is possible that users might 
mistake this as a link to the instructor 
area. 

Recommendation: Replace the photo 
with a unique image. Images that are 
associated with a user behavior should be 
uniquely associated with that behavior 
and not repurposed elsewhere. 
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Miscellaneous or Global Concerns 

 
Issue: The site is justified left. If a user maximizes their browser, they are 
likely to be disappointed that the site doesn’t appear in the middle of their 
screen. 
 
Recommendation: Center-align the site.  
 
Issue: The status bar doesn’t accurately reflect what will happen when the 
user clicks on a link. 
 
Recommendation: The status bar should clearly indicate the action that 
will take place when the user clicks on it. For instance, if the link is to a .PDF, 
the status bar should indicate that. 
 
Issue (global): Many of the images do not have ALT tags, or have 
insufficient ALT tags. 
 
Recommendation: Be sure to have descriptive ALT tags for all images and 
embedded objects. 

 

References 

 
1. I. Amagenius (1999) Usability or Design Text. New York, NY:  Name of 

Publisher 
2. U.R. Notsosmart (2001) Tools and Ideas for Interface. New York, NY:  Name 

of Publisher 
 

 

M 

M 

H 

 


