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Inspection methods 

“Experts” not users 
“Inspection” not use 



Inspection methods 

Heuristics 
Cognitive walkthroughs 
Competitive analysis 
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HEURISTICS 
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Definition 

Rules of  thumb 

“providing aid or direction in the solution of  a 
problem but otherwise unjustified or incapable of 
justification” – Webster’s 3rd 



Uses of heuristics 

Competitive evaluation 

Design specifications 

Continual evaluation 

Summarize lessons learned for future design 
guidance 
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How to do it 

1.  Develop/identify 10–15 
heuristics 

 weight them by importance  

2.  Assign 3–5 evaluators 
 Experts (mix of  design and 

domain experts) 

3.  Make a set of 
representative tasks 

4.  Perform tasks 

5.  Apply heuristics  
Individually at first 

Group compilation 

6.  Prioritize what to fix 
Severity 

Weighting 

7.  Make recommendations for 
improvement (optional) 
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Sources of heuristics 

Nielsen’s 
Accepted in your domain 
Competitors 
Models – your domain or other 
Research (not necessarily YOURS) 
Discussion 

The process of developing and applying heuristics can help 
design/evaluation group(s) to define and agree on goals, 
priorities, evaluation criteria 



Nielsen’s heuristics 

Visibility of  system status  
Match between system and the real world  
User control and freedom  
Consistency and standards  
Error prevention  
Recognition rather than recall  
Flexibility and efficiency of  use  
Aesthetic and minimalist design  
Help and documentation  



What others do: design patterns 

http://developer.yahoo.com/ypatterns/



Adapt heuristics to domains 

http://www.slideshare.net/createwithcontext/how-people-really-use-the-iphone-
presentation 



# of evaluators? Nielsen’s basis 
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Applying heuristics: use a checklist 
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Prioritization: Severity 

Goal: prioritizing recommendations 
Nielsen’s: frequency, impact, persistence 
Possible severity rating scale: 

0 not a problem 
Cosmetic – need not be fixed unless time available 
Minor – low priority 
Major – high priority 
Catastrophe – fix before release 
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Or: 
Weighting  
Prioritization 

Lou Rosenfeld 
http://www.slideshare.net/lrosenfeld/enterprise-information-architecture-because-users-dont-care-
about-your-org-chart 



Reporting Heuristic Evaluation Results 

Tell a story  
Your audience is likely not interested in the heuristics themselves but in 
problems and recommendations.  

Communicate clearly what’s problematic   
By task report problems and identify heuristics violated 
By location or region of  the product  
By priority group violations by severity or weight 
By heuristic – least useful?  

Be concise 
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Reporting example: By task/activity 



Reporting example: heuristic x evaluators 

http://www.bls.gov/ore/htm_papers/st960160.htm#Sidebar%201 



What’s the problem here?  



Heuristic evaluation: Benefits 

Low resource requirements 
Fast 
Easy to repeat 
Easy to communicate 
Facilitate group agreement 
Face validity 
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Heuristic evaluation: Limits 

Can be superficial 
Tends toward a short list  
Tends to identify superficial problems 
Deceptively rigorous-looking 
Are experts like users?  
How appropriate are the heuristics?  
How relevant are the tasks? 
False positives? 
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COGNITIVE WALKTHROUGHS 



Cognitive walkthroughs 

From the perspective of  
new or infrequent users, 
try out the application 

As you go, identify 
problems, assumptions, 
possibilities for change 

Rationale: acceptability depends 
on first experience 



Components of a cognitive walk-through 

Written assumptions (i.e., personas) about new/
infrequent users population and contexts of  use 

1–4 important tasks to accomplish 

Sequence of actions (i.e. scenarios or task flows) 
a user is likely to perform to complete the task 

Prototype to walkthrough (paper or digital) 



Roles in a cognitive walkthrough 
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COMPETITIVE ANALYSIS 
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What’s in a competitive analysis?  

“What are competitors (and other ‘best practice’ sites) 
doing to provide services and content that is positive and 
meaningful to users?” 

Site name 
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Classification Portal sites Airline sites Adventure 

General features 
Search for flights 

Make online 
reservations 

Search for hotels 

Make online hotel 
reservations 
Search for rental 
ccars 
Search for vacation 
packages 
Customer service 
1-800 
Customer service  
online chat 

Book flight features 

Search for flights 

   By city 

   By date 

   By price 

Sort flights 

   By airline 

   By lowest fare 

   By nonstop from Goto and Cotler,  Chapter 10, p 262 



Formal vs informal comparisons 

Formal Industry Analysis Informal Features Analysis 

Team An independent research team with 
expertise and background in marketing, 
communications, research, and/or 
strategy 

Members of  the {product} development 
team who will be re-creating the user 
experience online 

Approach Formal analysis of  industry, market 
segmentation, trends and forecasts, 
and customer needs 

Informal analysis of  competitive sites 
focusing on features and user 
experience 

Results Quantitative data-driven market and 
research-centered focus 

Feature-driven, qualitative information, 
show what is working and what is not 
working 

Report A huge book of  information 5 to 20 pages, short and sweet. 

Budget $20,000 and up Lunch to $20,000 

Goals Provide comprehensive, detailed, 
strategy-based recommendations on 
changing marketplaces, evolving 
business models, and customer habits 
and segmentation 

Gain firsthand, comparative view of  
customer experience. Provide relevant 
documentation and industry 
information.   

adapted from Goto and Cotler,  Chapter 10 



Steps in competitive analysis 

1)  Define the process 
2)  Create a features list 
3)  Conduct analysis (usability or otherwise) 

4)  Create a report 

adapted from Goto and Cotler,  Chapter 10 



Step 1: Defining the process 

1)  Build a plan for analysis 

2)  Define the competitive set 
3)  Prioritize and categorize 

your competitive set 

Example: Online dating study What features might 
serve users with heavy 
time and/or mobility 
constraints? 
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Step 2: Making a list 
of features 
Inspection of  competitors 
Design decisions 
Online discussions, reviews 

Expert or user interviews 

http://peersthinktank.com/resources/Peers
+ThinkTank+Competitive+Analysis+2.jpg 

Example: Online dating study 

intent? 

genre? 

personality? 

social orientation? 

platform? 

audience? 

support for FtF? 

Feature grid 



Step 3: Analyzing the 
set based on features  
Perform individual inspections 
Conduct informal usability testing 



Step 4: Creating a final report 

1)  Create a features grid 
or a landscape map 

2) Make overall 
evaluations 

Example: Online dating study 

Landscape map 



Appendix 
Inspection methods resources 
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http://www.olkincommunications.com/images/Clients/Heuristic%20Evaluation.jpg 

Another sample heuristics checklist 



Specialized feature list: 
E-commerce and Order Forms 
Shows total cost  
Shows itemized costs  
 Shows product names and/or descriptions  
Allows the user to change the quantity easily 
Provides an option to save an order and complete it later  
Provides details on any other charges on the order  
Provides details on shipping options and charges  
Provides shortcuts for repeat visitors to make transactions faster  
Allows users to easily move from the order form to shopping 
         and back again  
Provides security information  
Provides users with an alternate offline way of  ordering 
Allows users to view and/or change previous orders  
Does not require users to register before a purchase  

From http://www.weinschenk.com/tools/online_checklist.asp 



Guidelines and checklists 

Research-based web guidelines from  
http://www.usability.gov/pdfs/ 

See specifically:  
http://www.usability.gov/pdfs/chapter7.pdf  
http://www.usability.gov/pdfs/chapter11.pdf  
http://www.usability.gov/pdfs/chapter4.pdf  :   

user connection speeds and screen resolutions 
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