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IS213: Heuristic Evaluation of McInterface



Overview

This report presents the findings of a heuristic evaluation of the McInterface system (first interactive prototype). The evaluation is focused on but not limited to tasks required by the project scenarios, and is organized by screen rather than by scenario task sequence. Nielsen's useit.com heuristics list is used as the basis for identifying problems. 

Start Page

1. [H6 Recognition rather than recall] (Severity 2)

The Start Page does not contain any information about what the system does (or any link to such information). A new user who walked up to the system might simply walk away again, unsure about whether they could or should use it. (Heuristic 6 states "Instructions for use of the system should be visible or easily retrievable".) 

Order Page (including Menus)

2. [H6 Recognition rather than recall] (Severity 3)

No instructions are provided for the left-hand list of options, which are used to view different parts of the restaurant menu. This may not be obvious to a new user, since the only instructions on the page state "Click on the picture to order the item".  

3. [H10 Help and documentation] (Severity 2)

There is no way to get additional information about menu items (e.g., "What's the difference between a McChicken Meal and a Chicken McGrill Meal?", "Does the McGrill have tomato on it?", "Do the Value Meals come with fries?", "What size fries come with the Value Meals?", et cetera). 

4.  [H4 Consistency and standards] (Severity 2)

To view the Toy Preview page, the user must click on the text rather than the image. For all other selections where an image is provided, the user must click on the image rather than the text. 

5. [Problems with prototype implementation] (Severity 0)

The following item(s) were noted but are believed to be strictly related to the prototype implementation, rather than the intended design. For this reason, they are not assigned a heuristic and are assigned a severity rating of zero, indicating that they are not usability problems with the design.

· Often, more than one item in the left-hand option list is highlighted. Specifically, both the "Extra Value Meal" option and the actual currently selected option will be highlighted.

· The initially displayed order page shows whatever menu category was last displayed by the previous user, rather than always starting at the same category. Presumably, it is intended that the "Extra Value Meal" menu category will always be displayed first.   

Details Page(s) including Special Requests popup

6. [H2 Match between system and the real world] (Severity 2)

The flow of task steps on the Details page(s) for combinations does not completely match the "real world" way of ordering. For instance, it would be common to say "I'd like two Quarter Pounder meals, one with Coke and one with Sprite". In the system, however, it is not possible to select a quantity greater than one and then specify small differences between them. Instead, the user must completely specify the first meal, return to the Order Page, then select the item again to begin specifying the second (slightly different) meal. 

7. [H2 Match between system and the real world] (Severity 2) 

The labeling of the Special Request text box is problematic in the following ways:

· The term "e.g." may not be clear to less educated users. For instance, it is common to confuse "e.g." with "i.e.".

· The example given ("No pickles") looks reasonable for sandwiches but silly for beverages.

· The actual text is not grammatically correct (says "eg." rather than "e.g.").

It would be better to use this space to preview the options to be provided (see problem #8 below). 

8. [H2 Recognition rather than recall] (Severity 2) 

The system provides a limited number of special requests, which depend on the item being ordered. The user cannot determine what options are available before displaying the Special Requests popup. For instance, a user who wants to specify "No mustard" will be disappointed to find only "No pickles" as an option. Since the actual number of options provided is quite small, it would be preferable to preview these on the Details page. (Heuristic 6 states "Make options visible".)

Providing a preview of the available options would also avoid the use of a fixed example which seems irrelevant or silly in some cases, as noted in problem #7 above.

9. [H3 User control and freedom / H5 Error Prevention] (Severity 3) 

The Quit option does not have any confirmation. A user who selects this by accident will lose their in-progress order. For instance, a user might view the Desserts menu, decide not to order a dessert, and erroneously select Quit to indicate that they do not want to order anything on that page. 

Note that this also applies to the Order Summary page, although the Quit button seems less likely to be selected erroneously on that page. 

10. [H2 Match between system and the real world] (Severity 2) 

It is not intuitive to have "Regular" as an radio button option for the special request(s). In the "real world", the user would consider this to be cancelling or removing a special request, not changing the special request to a different amount. Also, the "Add Special Request" button is used both to add and to remove special requests, but is only labeled "Add". Although the interface works in a logical way (selecting "Add Special Request" and then "Regular" removes an existing special request, rather than adding a special request with amount "Regular"), the labeling seems weird. 

11. [H8 Aesthetic and minimalist design] (Severity 2)

Since the Fries menu contains only one item, it seems overly elaborate to have to click on the image to get to the Details page. There is a tradeoff here between consistency and requiring the user to perform steps that are obviously unnecessary. 

12. [H4 Consistency and standards] (Severity 2)

The Beverages menu has only text, rather than images. All other menus use images for selectable items.

13. [Problems with prototype implementation] (Severity 0)

The following item(s) were noted but are believed to be strictly related to the prototype implementation, rather than the intended design. For this reason, they are not assigned a heuristic and are assigned a severity rating of zero, indicating that they are not usability problems with the design.

· Changing the item quantity resets the number of ketchup packets to the default of 2 times the item quantity. For instance, if a user who is ordering fries specifies 5 packets of ketchup, then changes the fries quantity from 1 to 2, the number of ketchup packets is changed to 4. 

· In some cases, dollar values are not shown with 2 decimal points. For instance, the price of 2 large fries is shown as "3.3". 

· The Special Requests text box and Add Special Request button sometimes appear even when no special requests are applicable (e.g., for milkshake).

Toy Preview Page

No problems noted.

Order Summary Page

14. [H6 Recognition rather than recall] (Severity 4) 

The Order Summary page does not provide sufficient information about the order details. For instance, there is no way to tell what size fries was ordered, whether a sandwich has no pickles, whether a larger drink was selected with a value meal, which toy was selected with a happy meal, or the total number of ketchup packets to be included. 

For each of these examples, the user must page back and forth (using the Modify buttons to page to the order Detail pages) to confirm that the order is correct. If several such details are important to a specific user, she will need to page repeatedly while remembering which details she has already confirmed.

Also, consider a case where a user intended to order two cheeseburgers, one with pickles and one without, and accidentally ordered a third. The user can see the extra sandwich on the Order Summary, but can't determine which one to remove.

15.  [H2 Match between system and the real world] (Severity 2) 

To remove an item, the user must change the quantity to zero. This does not reflect the usual way of thinking about ordering in a restaurant, but instead reflects a computer-oriented perspective. 

Also, when an item is 'removed' in this way, it remains displayed on the list indefinitely (until the transaction is completed). Although this effectively provides an 'undo' capability, it does not match the users expectation of what happens when you remove an item from a list. 

16.   [H2 Match between system and the real world] (Severity 3) 

The layout of the main options does not reflect the flow of user tasks. In a typical session, a user may repeatedly view the Order Summary and then select Back to Menu. In a natural flow, this will occur before selecting "Eat In" or "To Go". Also, Back to Menu is fundamentally different from the four other button options (Quit and the three payment options), all of which are 'finish' rather than 'continue' options. For these reasons, the Back to Menu button should be more separated and perhaps appear higher on the screen than the other buttons. Also, the "Eat In" or "To Go" selection should be visually associated with the payment options only (vs. Quit or Back to Menu).

17. [Problems with prototype implementation] (Severity 0)

The following item(s) were noted but are believed to be strictly related to the prototype implementation, rather than the intended design. For this reason, they are not assigned a heuristic and are assigned a severity rating of zero, indicating that they are not usability problems with the design.

· The items list initially displays the first item with a different background color. This changes when any control on the page is selected. For instance, selecting the "To go" toggle changes the appearance of the Item list. 

Payment Pages

18. [H2 Match between system and the real world / H4 Consistency and standards] (Severity 3)

The labeling of the Cancel button does not make it clear what will happen if this is selected, since it could mean either "Go back to the previous display (Order Summary)" or "Quit".  It would be better if this button clearly indicated that it means "Back to Order Summary". This labeling would also be consistent with the "Back to Menu" button on the Order Summary.

19.  [Problems with prototype implementation] (Severity 0)

The following item(s) were noted but are believed to be strictly related to the prototype implementation, rather than the intended design. For this reason, they are not assigned a heuristic and are assigned a severity rating of zero, indicating that they are not usability problems with the design.

· Dollar amounts are not always shown with two decimal points. For instance, if a cash amount is entered in the "You have" field on the Cash payment page, the "Your change" amount is displayed with four decimal points.  

Thank You (Receipt) Page 

20.  [H3 User control and freedom] (Severity 3)

The Thank You page displays briefly (approximately 5 seconds) and then is replaced by the Start page. Although it makes sense for the system to return to the start page automatically, this seems too fast for a new user who actually needs to read the instructions. In particular, one can imagine the persona with children being briefly distracted and then not knowing what to do next. 

21. [H2 Match between the system and the real world] (Severity 2)

The "Start Over" button label is unlikely to reflect what the user wants to do, since it will be quite unusual for the same customer to immediately want to place another order. It is more likely that the user will want to confirm completion of their transaction, especially for credit card or ATM purchases. A button label such as "Done" would be more appropriate to reflect this. 

22. [Problems with prototype implementation] (Severity 0)

The following item(s) were noted but are believed to be strictly related to the prototype implementation, rather than the intended design. For this reason, they are not assigned a heuristic and are assigned a severity rating of zero, indicating that they are not usability problems with the design.

· The instructions contain a grammatical error ("...present your receipt to when your order number is called").  
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