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Objective: 
The objective of a Heuristic Evaluation is to examine the user interface design and determine its 
strengths and weaknesses based on usability principles. The inspection methods are simple, fast 
and effective. By conducting a Heuristic Evaluation our team will be able to carefully pinpoint and 
measure existing complications. From there we will be able to sort and rank the issues based on 
their level of importance. 
 
We’ve chosen to conduct the Heuristic Evaluation on the Seattle Public Library to gauge how well it 
complies with the 10 principles Jakob Nielsen has determined are the best way to evaluate Interface 
Design: 

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

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. 

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. 

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

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. 

6. Recognition rather than recall: Minimize the user’s memory load by making objects, 
actions, and options visible. The user should not have to remember information from one part 
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of the dialogue to another. Instructions for use of the system should be visible or easily 
retrievable whenever appropriate. 

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. 

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. 

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. 

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. 

Procedure and Materials 
We created three different scenarios, each with a different User Profile in mind. Each scenario would 
require certain tasks to be performed in order to reach the User’s desired goal. Then each 
individually our five member team went through these scenarios and performed the designated tasks 
using different browsers and devices. Using the 10 heuristic principles, we examined the usability, 
speed and efficiency of the design interface and assigned each task and principle with a letter grade. 
Upon compiling all of our data we will conclude our findings and evaluate the results. 
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Scenarios   
Scenario 1 -  A User’s computer has recently quit working.  They have a branch of the Seattle Public 
Library near their home.  They would like to use a Library computer.  In order to insure the User a 
computer for their use when they arrive at their local branch, they would like to reserve a computer 
online.  

❖ Task 
➢ 1.) Select a local branch of the SPL and reserve a computer 

 
Scenario 2 - A User is doing research for a paper on JavaScript.  The User would like to reserve as 
much materials on JavaScript as possible.  The User is also interested in eBooks and Audiobook 
material as well as hard copy material.  

❖ Task 
➢ 1.) Search for Hardcopy books, ebooks, & Audio material on JavaScript 
➢ 2.) Reserve or check out 1 Hardcopy book & 1 ebook or Audio material on JavaScript 

 
Scenario 3 - A Parent is curious if movie’s play at their local library that their young child could 
enjoy. She needs to find all the pertinent information (What, When, Where, Do you need to register 
ahead of time, free, etc). 

❖ Task 
➢ 1.) Find Seattle Public Library’s Calendar of Events 
➢ 2.) Search the earliest possible Movie Event 

 
* Assuming the User already has a library card for the Seattle Public Library. 

 
Usability Evaluation Methods  
A – No Problem: This is not a usability problem 
B – Cosmetic problem only: Can be left as-is, fix only if there is time 
C – Minor usability problem: Needs to be fixed but not the worst problem 
D – Major usability problem: Needs to be fixed 
F – Usability catastrophe: Going to be a huge problem if this doesn’t get fixed 
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Results 
 

Letter Color Key Piano - Blue Siri - Green Jonathan - Red Yan - Magenta Thadius - Orange 

 
   

Heuristics Scenario 1, 
Task 1 

Scenario 2, 
Task 1 

Scenario 2, 
Task 2 

Scenario 3, 
Task 1 

Scenario 3, 
Task 2 

Visibility of System Status A A A A A A A A A A B B C B B B A A A B B B B A B 

Match between systems & the 
real World 

A B B B B D A A B B C B D B B A A A A A A B C A A 

User Control & Freedom A A A A A B C B B B C A B B C A A A A A A A A A A 

Consistency & Standards A A A A A D C B B C B C D B C A A A A A A B B A A 

Error Prevention A A A A A D A B B C B B C B B A A B B B A A B A A 

Recognition rather than recall A A A A A D C C B C B C D B C A A A A A A A A A A 

Flexibility & Efficiency of Use A A A A A D A B C B B A C C B A A A B B A B B A A 

Aesthetic & Minimalist Design A B A B B D C D C C C C C B C A A A B B A B B B B 

Help User Recognize, Diagnose, & 
Recover from Errors 

A A A B B D A D B C D A D B C A A A B B A A B B B 

Help & Documentation  A B B B B D B C B C  C A C B C A A B B B A A C B B 
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Scenario 1: 

 
In Scenario 1 the User is trying to reserve a computer at their local branch location. Upon arriving on 
the Homepage you see two options for finding a library branch location. First you have “Locations” in 
the Main Navigation Menu and not to far below that you have a “Library Locator” box, which appears 
to have a drop down menu and a link to a “Map of Library Locations”. Finding the location of a library 
branch is very important and they’ve done a good job of giving the User multiple options.  
 
 
 
 
 
Both “Locations” in the Main Nav and the “Map of 
Library Locations” go to an interactive map of the 
greater Seattle area with a list of locations and 
addresses. This makes finding the nearest branch 
location very easy. 
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Once you’ve chosen your corresponding branch location, you’ll arrive on a page with that branches 
information. There are a few small page IDs to let you know you’re on the right page. At least one of the IDs 
should be more prominently displayed. On the left hand side you find a Sub-Navigation Menu and on the right 
side you find the branches location and hours. This is consistent for all branch locations. The next step to 
Scenario 1 is to reserve a computer. You’ll find in the Sub-Nav a tab called “Computers & Equipment”. That 
will take you to a page with an easily identifiable button that reads “Reserve a Computer”. 

 
You’re then taken to a redundant page that ask you if you want to reserve a computer. You click on the 
square picture that says “Reserve a Computer” and it takes you to the Log In page. 
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After logging in you are taken to a redundant Library Location page where you are asked to choose your 
branch again. 

 

 
 

After choosing your branch location you’re taken to a page that gives you two choices, “Search by PC Type” 
or “Search by Specific PC”. These options aren’t very clear. There is only one PC type, so it’s unnecessary to 
even have this option. It is nice that you can navigate back if you chose the wrong branch location. 
 

 
 
The booking options are fairly simply and make it relatively easy to reserve equipment. Once you’ve chosen 
the date, PC and time frame you can make your reservation. After booking it, you’re sent to a confirmation 
page displaying all the information you chose. If any of this is wrong you can cancel your reservation and redo 
it. 
 
Conclusion: 
SPL needs to reevaluate its hierarchy of information displayed on each page, reduce redundancies, and 
streamline the reservation process for booking equipment. 
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Scenario 2: 

 
There are two tasks to complete for the User in scenario 2.  A User is searching for research material on the 
programming language Javascript.  The User must search for hardcopy material and ebook material at the 
Seattle Public Library.  A User is then tasked with reserving one hard copy of a Javascript book and be able to 
download one ebook copy of Javascript material.  
The first task to reserve a hardcopy of a book can be started through the search function on the SPL website. 
This links a User with a third party database called Bibliocommons (see image on the next page).  The 
Bibliocommons website does feature the SPL logo at the top, so Users know they are still connected with the 
Seattle Public Library.  However, a User could be confused if they are still within the same system, because 
the look, feel, and interactions are different then the main SPL site.  
To Place a hold on a hard copy a User simply needs to click on the book they would like to pick up. 

 
Then a user is taken to a subpage with a button on the right side that says Place a Hold.  
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When clicked, this button will bring up a pop 
up option to enter a Library number and pin 
number.  
Once a User is logged into their Library 
account the Bibliocommons web page will 
now have a button that asks one to confirm 
the hold and choose a branch of the SPL 
where that book should be held for pick up.  
 
 
 

Once confirmed the book will be placed on hold and ready for the User to pick up in person at the branch they 
chose.  

 
The second task of getting material on Javascript in eBook format can be a fairly tedious task.  From the 
home page there is a CTL titled Browse.  That CTL has a sub-menu system that a User could click on to get 
to eBooks & Downloads.  A User is then taken to a destination page with a sidebar menu on the left and 
CTL’s in the middle (see image below).  
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By selecting the eBook option either on the sidebar menu or CTL a user is taken to another destination page 
on the SPL site.  This destination page tells the user that they need to connect with Overdrive.  Overdrive is a 
third party site, similar to Bibliocommons.  

 
The most confusing part on this destination page is that there is a very small link to OverDrive Catalog.  It is 
only by clicking this link that a User is taken to the OverDrive site.  As with the Bibliocommons website a User 
will see the SPL logo in the upper left corner, but the look, feel, and interaction are very different than the SPL 
site.  
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Using the search function on the Overdrive site is straight forward.  It is one of the main CTL’s towards the top 
of the page.  Once a User has narrowed their search down they will be able to place a hold on the eBook.  

 
Placing a hold on the Overdrive site is actually not placing a physical hold, it is allowing the user to be loaned 
one of the eBook additions, either in ePublish format or Kindle format, that the Library owns.  By clicking on 
the Place a Hold button a User is taken to a similarly looking page, but the button has changed (see image on 
the next page).  
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The User is then asked a final time to click a button that says Get Kindle Book (if Kindle option is chosen).  If 
ePublish option is chosen then the user can download the ePublish version.  When this button is clicked the 
user is taken to the Amazon website.  

 
This is the final page that a User needs to get to in order to actually download a Kindle copy. 
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Scenario 3: 
Aesthetic & Minimalist Design 

 
In Scenario 3, the user will login as a parent, who is curious if movie’s play at their local library that 
their young child could enjoy. The user is  trying to find all the pertinent information (What, When, 
Where, whether pre-register required or not, fee, etc).  
At the home page, the user would click on “Calendar of Events “ from the main navigation bar at the 
very top of the page. Then, the user would see a page with all the following events within the month, 
and have the freedom to explore other months’ event by navigating the calendar. In order to find the 
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earliest possible movie event. The user would use the filter function at the left side of the page by 
applying “Children” as the “audience”, “Movie” as the “Event Type”, and left the other filter as NULL. 
Pressing the button “GO”, the page refresh the updated result after applying the filter in a timely 
manner. By clicking on the title of the event, the page will redirect the user to a detail layout of the 
event. In this case, if the user clicks on the Jungle book , the user will find out this event is happening 
on Feb 24th, 2017 from 1-2:45 P.M. at Southwest Branch Meeting Room. It is free and registration is 
not required. Meanwhile, this page also contain helpful tips and contact info for further assistant. 
Overall, this is a delightful and easy experience for the user.  

 Heuristic Evaluation ITC 298 Winter Quarter 2017 
 


