A Cognitive Walkthrough and
Heuristic Analysis of Poor Web
Design & Development
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Walkthrough & Analysis: The Indiana State Museum.
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The Indiana State Museum website provides some information regarding certain
events and newsletter information and a few activities. My process in this website is
to provide a Cognitive Walkthrough and Heuristic Analysis of the overall site
including the aspects that worked and the other areas that did not.

Summary of Findings:

1) The search function does not work

e When searching for keywords, the background goes white as if it’s
broken.

e The search results take the user to arbitrary locations on the website
that are not even pertinent to the search criteria.

e During the background change to white, the remaining hyperlinks at
the top of the page go invisible since they were white, to begin with.

2) The homepage is essentially empty

e After the navbar, the user is given the ability to scroll, when there is
no need to scroll because there is nothing else on the page.

e When the user scrolls too far, the page gets cut off by a separate,
strange gray overlay/background that is confusing, distracting, and
poorly written in terms of the code.

3) The contact page is not a true contact page



4)

5)

6)

7)

8)

9)

e Only provides general information such as website URL, phone
number, and physical address.

e A functional contact page has a ‘text area’ and ‘send’ button for
inserting and sending a message regarding specific questions that are
otherwise not available on this website. The phone number does not
guarantee that someone will be available to assist and this form of
contact page, is most likely going to create frustration with the user.

Accessing Tickets

e Ticket information is available in various locations

e Purchasing/Ordering tickets on the website is not able to be done, it
always throws an error

e A Side-Nav with non-related information shows up on error page.

Accessibility for the disabled

e There is only a disclaimer and a contact by the name of Tom Jennings
that is mentioned but no information regarding locations of
wheelchair ramps, handicapped parking, or other accessibility to meet
ADA requirements.

Signing up for the newsletter
e This was done with ease and provided no problems.
Food Options for people with allergies

e There were a few findings regarding food with gluten free options

e Other options seemed to be mindful of allergies

e Some deli foods could be modified to fit a person’s needs better

Information on distance for traveling

e The mini-map provided does not help the customer to find the best
route to the museum

e The other option is to click on a link that opens up google maps which
only means the user has to put in more information and try to find it
themselves rather than being provided more detailed information.

Gathering information on specific calendar events.

e The users click on another day on the calendar, and the square goes

completely black, making it impossible to see the day of the month.

This process requires a few different tasks while on the website:

1)
2)
3)
4)
5)
6)

Signing up for a newsletter to stay in touch

Finding the schedules of events to know what dates to visit the museum
Ordering tickets for different family members of different age ranges
Information about accessibility for the disabled

Food options for customers with allergies

Traveling directions for the location of the museum

Required Tasks for Accessing Directions:

1)

First, the user will click ‘Visit’ on the homepage which will expand a submenu
that will provide the option for ‘Directions and Parking’
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2) The user is then redirected to a section that provides a mini-map and arrow
link to google maps. This is the extent of the information for directions that
is provided for the user.

GET DIRECTIONS TO THE E:>
INDIANA STATE MUSEUM

Additional Thoughts on this Task:

One of the big issues with this format is that the user will struggle with
understanding the map that is provided. It’s not really instructions to the area, it's
more about showing a generalized location of where the museum is currently
sitting, not how to get there, and the details of the map are mediocre at best. If the
user clicks on the arrow, all it does it redirect them to google maps which isn’t very
helpful. It's a lazy approach for the museum to not provide more useful data or
information about how to get to the museum and instead expecting the user to do
more of the work and typing to try and find out how to get there.

Required Tasks for the Newsletter:

1) For the first time visiting the website, the consumer will want to gather more
information about the website and remain current with updates and
information.



2) Once they are on the website, search for keywords in the navbar for the
obvious, desired results such as a newsletter. In this case, the consumer
would click the connect button in the navbar to stay current. While the user
hovers over the button, a sub-navigator pops up, but once you click it, you
are then taken to a different page where you are given the option for the
newsletter.

NEWSDESK EDUCATORS ~ MEMBERS & DONORS HOSTAN EVENT | ABO Search the website...

s

VISIT EXPLORE BROWSE IDIANA STATE NTRIBUTE
s 0 ows USEUM CONTRIBY OMNECY

\ND HISTORIC SITES ‘
0

HOURS TICKETS DIRECTIONS AND PARKING IMAX

Tweets W Follow

Indiana State Museum 14m
. @IndianaMuseum
Celebrate IN's bicentennial! Submit your best
t-shirt design to be featured in our store!
| ow.Iy/UKIK pic.twitter.com/C2JJ8oakpe
Show Photo

Indiana State Museum 1h
@IndianaMuseum
Our annual celebration of Hoosier veterans is
underway. Visit our Facebook page to see
photos of those honored! ow.ly/TUY63

Expand

v

f
You

Tweet to @IndianaMuseum Sign up for our newsletter

3) Since the newsletter is what the consumer wants, they would click
newsletter to sign up to remain current. This screenshot demonstrates the

next step.
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4) The next step is very straightforward. The page requires the consumers
name, email address, and password then clicking submit. Once this information
was in, they will be automatically connected to receive the museum’s
newsletter. The following image displays that.
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5) Once the email confirmation comes through, the user will not have to activate
anything, it will already be completed and the email just notifies them of the
completion of the task.

Additional Thoughts on this Task:

This was not a difficult task to carry out. The process was very straightforward and
it functioned the way that it was supposed to. The consumer should have little to no
difficulty performing this particular task.

Required Tasks for Finding Events:

1) While the consumer is searching for information, they may be very interested
in finding events that they can get involved with in a particular date range.

2) On the homepage, the user can click on ‘Visit’ and then go to ‘events’ in the
submenu section. After that, there is a mini calendar that dynamically loads
and alters various events based on the days that the consumer will click on.
This image is an example of this:
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3) Atfirst the consumer is able to click the different days and receive updated
search results. However, while doing so, the number on the days is
automatically blacked out when they are clicked on. This image displays this
mistake:
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4) The events can be located and filtered, but the numbers are blacked out
which takes away not only functionality but also a positive user experience.

Additional Thoughts on this Task:

Even when the consumer refreshes the screen, they are still unable to see the
numbers reappear from the highlighted black box. It would be much better if the
box was a different color and also transparent rather than a black outline. The user
may be able to locate different events on specific days, but they will have to be
mindful of the black box that covers up the days that they click on when wanting to
see different events.

Required Tasks for Ordering Tickets:

1) When trying to order tickets for the family members of different age ranges,
if the users clicked on the tickets button in the submenu section, they would
then scroll down and and click on the ‘Purchase Tickets Online’ button shown
below but then only to be re-routed to an error screen on the next page
(shown in image below).
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2) The consumer is brought to the following error screen instead:

= C' [ secure.indianamuseum.org/WebStore/error.aspx % & @ =

EDUCATORS ~ MEMBERS&DONORS  HOSTANEVENT

R S I Ay S N 1 N

VISIT EXPLORE BROWSE INDIANASTATE CONTRIBUTE ~ CONNECT SHOP
MUSEUM

AND HISTORIC SITES

Error
m An unexpected error has occurred.

Museum Admissions
IMAX Admission
Combination Admissions
Member Tickets

Donate

Annual Appeal Donations
Purchase a New Membership
Renew Membership
Camps

Special Events

Gift Shop Best Sellers
Books, DVDs, & Media
ISM Exclusives

1SM Apparel

Accessories & Souvenirs

3) Atthis point, the user will have to go back to the home screen to try to locate
the tickets.

4) Once the user clicks ‘Visit’ in the navbar, the next section is under the ‘events’
button in the submenu which provides the following screen:
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5) The user will be able to find ticket information for admission for various age
ranges which is good, but they will still not be able to order the tickets because
every time this is attempted, the error page appears.

Additional Thoughts on this Task:

The first problem with this error, is that the functionality is stopped when the
consumer is not able to perform the required tasks that they are needing to do on
the website. The image below displays this repeated error no matter how many
times they try to repeat the required action. This will not only rob the user of a
functional usability experience, but it will cause confusion as they will have to
search around more, uncertain of where to complete the task. [ wasn’t sure why it
brought me to this page. If a part of the website is not properly working, it is vital
that this is fixed so the users can perform the needed tasks.

There will also be more confusion with the appearance of the side nav bar that pops
up on the error page. It was showing up with ‘View Cart’ when there was currently
nothing to add to my cart. This will only further separate the user from the overall
experience on the website. There was a lot of unwanted and unneeded whitespace
on the page that could have been filled with something else for website navigation
or accessibility, but there wasn't.

Required Tasks for Determining Accessibility:

1) The user would click on ‘Visit’ on the left-hand side of the navbar, which
would then provide the ‘Accessibility’ option in the sub-nav section.

2) The next step would involve clicking ‘Accessibility’ to figure out what they
have to offer for the disabled.
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The Indiana State Museum provides reasonable Questions, concerns, complaints or
ege . . . L. requests for additional information

modifications to ensure it does not discriminate on regarding the ADA may be

the basis of disability in admission to, access to, or forwarded to the ADA Coordinator:

operation of its programs, services or activities. Tom Jennings

650 West Washington Street
Indianapolis, IN 46204

Phone: 317.650.9584
TDD: 317.234.2447

Findings on this Task:

The problem here is that there is no other information that the user can find about
accessibility. There is only a general statement about how the museum does not
discriminate against anyone with disabilities to access the facility. There was no
other information about access that could be found about this process of
accessibility. The confusion that comes from this is that the user will once again not,
receive the required information that they are looking for. This will leave the
consumer questioning the museum'’s integrity and desire to address this issue of
accessibility for the less fortunate or disabled.

Required Tasks for Researching Food Allergies:
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2)

The consumer knows that they need to find a restaurant or other facility in
the area or in the museum that is mindful of food allergies for their children.
The first task is clicking the ‘Visit’ button on the navbar and then the
submenu provides another button for dining shown here:

Once on the page, the consumer has two primary options, the Farmers
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We're open from
10AM-5PM today

-
Farmers Market Café

The Farmers Market Café features a menu reflective of Indiana’s heritage as a source of fresh, local produce with seasonal menus and
fresh soups, salads and sandwiches.

FARMERS MARKET CAFE MENU (6]

L.S. Ayres Tea Room

T es R bl esrvatio.any o roues f 1 hroughou h s, Aspail 700 menu sl ad st o el e ey, The
Market Café and L.S. Ayres Tea Room. The Farmers market café provides
gluten free options which is important for people who may have a gluten
intolerance and most of their food consists of sandwiches so it’s easier to
modify what can be served and removed from the food. The menu opens in a
new tab and clearly states what food has gluten free options too:

C' [ www.indianamuseum.org/data/webcontent/2885/files/farmers_market_menu_2015_fall.pdf 2@ =

Full menw available from 1lam - 2:30pm
Frozen Yogurt Bar and Grab-and-Go items
available throughout the day.

SOUPS THIS & THAT
Al soups served with a garlic cheddar biscuit. Your choice of any two of the following:

% House Specialty: LS Avres CHicKen VELVET Cue oF Sow

Harr Fresn FELD SALAD
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excludes Huntington
Bowl $6 and Stutz Burger

SALADS
Al salads served with a garlic cheddar biscuit.

SPICED BUTTERNUT SQUASH available gluten free Half $650  Full $10.50
Grilled chicken, bibb lettuce, brie cheese, roasted butternut squash, spiced pecans, crispy onions,
dried cherries, honey ginger vinaigrette

SWEET CHERRY WALNUT CHICKEN SALAD  available ghten free Half $650  Full $10.50
Roasted chicken, cherries, walnuts, celery, onion, bibb lettuce

Craie Crry CAESAR available gluten free Half $550  Full $9.50
Grilled chicken, romaine lettuce, oven roasted tomatoes, garlic croutons, parmesan, pink
peppercorns, caesar dressing

Frest FIELD available gluten free Full $6.50
\\ Mixed greciis, foai wiuce, mandarin oranges, sirawberries, candied pecans, local Wildflower
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The L.S. Ayres Tea Room provided a lot of options of food as well but had more than
just deli focused food:

& C' [ www.indianamuseum.org/data/webcontent/2885/files/lsayres_tearoom_menu_8.5x14.pdf e Q

SANDWICHES
Served with a petite pomegranate pistachio salad, fruit salad or pommes frites

Caprese Grilled Cheese $10
Fresh mozzarella, balsamic glazed tomatoes, basil, pesto brie créme, toasted sourdough bread

Albacore Tuna $12
Flaked tuna salad, lettuce, tomato, onion on wheatberry bread

Classic Club $12

Ham, turkey, bacon, swiss cheese, lettuce, tomato, red onion, on toasted pullman bread

BLT $11
Applewood smoked bacon, lettuce, tomato, roasted garlic aioli, toasted wheatberry bread

Orange Cranberry Turkey $12
Turkey, orange cranberry chutney, apples, brie, walnut aioli on grilled wheatberry bread

ENTREES
Served with petite baguette

Chicken Pot Pie $13
An LS. Ayres tradition: Chicken, peas, carrots, herb cream sauce, puff pastry

Salmon En Papillote $15
Seared sustainably-raised salmon, grape tomatoes, fennel, yellow pepper, baby golden potatoes

Beef Short Rib Wellington $15

Slow roasted beef short ribs, sautéed mushrooms, puff pastry with bordelaise sauce,
roasted potatoes, glazed carrots

LM Classic L.S. Ayres Inspired Items A gratuity of 18% s added to groups of eight or more.

Additional Thoughts on this Task:

The Farmers Market Café opens in a new tab, whereas the L.S. Ayres Tea Room
opens on top of the existing site which means whatever activity is taken place, you
cannot just close out, but go back to previous page, versus just being able to close
the window on the Farmers market menu and resume right where you left off. Not
only does this take away from the users convenience, but also consistency of the
website which is never good. Websites always need to focus on consistency for the
users experience. As for the food, [ would not say that there are a lot of options for
the users who are inquiring about this information, but the options that are
available are not bad. The consumer should be able to find these options with very
little work. Navigating to the dining options will not be difficult and the pdf format
provides a clear idea of what food options are available.

Heuristic analysis:

I'm providing my feedback based on the following 10 Heuristics:

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

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.

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

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.

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 of the dialogue to another.
Instructions for use of the system should be visible or easily retrievable whenever appropriate.

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.

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.

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.

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.
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The following heuristics include a rating system of severity based on how badly the
users experience and tasks will be affected by the broken portions of the website.
This rating system works on the following 5 numbered system:

1/5

The lowest rating to be the least concerned about the user being affected.

2/5

A rating based mostly on esthetics, and probably not too much to be concerned
about the tasks being affected.

3/5

A rating that has a much better chance at misleading and confusing a higher
percentage of users who visit the site. This level of concern for esthetics also means
that the mistakes that were made are far more obvious and poorly executed.

4/5

A rating that definitely needs to be addressed as most users would be affected and
unable to perform certain tasks that most websites should be prepared for.

5/5

The user will have no chance at completing the most vital tasks required by the
website and will drastically affect the most important purposes of the website.

Global Issues:

1) The search bar does not function properly as the user will search for a
keyword such as ‘food’ and will be given strange search results that are not
relevant to the search criteria at all. This image is an example:

(& www.indianamuseum.org/search/query/q/food
9
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2)

Consensus:

The severity level of this is fairly high because functionality is one of the most
important key factors of a website that needs to be considered first. The
alternative is that the consumers will have to manually search more on the
website for what they are trying to find. The other odd reaction to this is the
background going white which causes a real problem for the other
hyperlinks that are already white, especially if the user scrolls down the
page, it will then be impossible to read them at that point.

Severity rating: 4/5

Heuristics Violated:

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.

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.

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.

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

Recommendations:

There are two issues here and they make up a complete overarching problem
regarding both front-end and back-end portions of the website. It would be
best to hire someone to write a proper search engine for the back-end that
allows the consumer to receive accurate results as well as making sure the
webpage does not turn white when the page loads the results for the front-
end.

There is a lot of unused space being exposed throughout this website. For
websites, it's generally understood that they will be a little more condensed
and the purpose of this is because unused space has no purpose on websites.
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The following screenshots are one of the pages where the user can just keep
scrolling and there is nothing provided underneath the nav section:

€« C' [} indianamuseum.org % @ =

NEWSDESK EDUCATORS ~MEMBERS & DONORS ~HOST AN EVENT | ABOUT  CONTACT

INDIANASTATE CONNECT
VISIT EXPLORE BROWSE MUSEUM CONTRIBUTE

WEE AND HISTORIC SITES

THINGS TODO 1 - &;L.\
e

Skaters join forces with

— | physics at Rad Science:
I SEPSTOJAN3 Skatepark Physics
< Rad Science: Skatepark Physics
.

Heroes from the Heartland

A

‘!u‘ n Ai
A .

iy

This first image is not that bad. I understand the background image being shown
off, but as the user begins to scroll further down, it becomes an unnecessary and bad
practice. As we see with this next image, there is more open space and nothing else
to click on.
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In this next image, we see a completely empty page with nothing but the nav bar
space being taken up and no other links or information being provided.

VISIT EXPLORE BROWSE { INDIANASTATE CONTRIBUTE CONNECT

'WEE' AND HISTORIC SITES

N

PRS- 42

LI hyg
4 !H?F‘f Az

What's worse is if you scroll a little more, the page begins to reveal a strange gray
overlay section at the bottom of the page. It's almost as if the end of the div was
reached and someone did not consider the div size the same as the picture, which
only gives a confusing cut-off point with a large gray background and nothing else.
There is also no consistency with a footer on the website as it only displays on
certain pages which is an inconsistent design, and distracting.
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Consensus:

This is very unprofessional for a website to overlook. All of this space being taken
up is unnecessary and unwanted, but I think the gray strip at the bottom of the page
is even worse. It's beyond the scope of the unused picture area and heads into the
negative section off of the website! This is a poor design and execution, but it does
not technically rob the user of functionality, it’s just very poorly designed which can
be a slight distraction.

Severity rating: 3/5

Heuristics Violated:

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.

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

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

Recommendations:

The “developers” of this website should not be creating sections where there is a lot
of whitespace. It damages the user experience and can cause frustrations in the
consumer if it is not fulfilling the needs of the purpose of visiting the site. If too
many pages are like this, then people who are less experienced with web browsers
may even feel lost. There needs to be more consistency with footers so that there is
a way to re-navigate back with ease.
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3) The contact page on this website is not a true contact page. The image
displayed here shows that there is a lack of functionality but not a complete
lack of information for it to serve its purpose.

NEWSDESK EDUCATORS MEMBERS & DONORS HOST AN EVENT | ABOUT CONTACT Search the website... Q

INDIANA STATE
VISIT EXPLORE BROWSE USEUM CONTRIBUTE CONNECT SHOP

AND HISTORIC SITES

Contact

Indiana State Museum and Historic Sites

650 W. Washington St., Indianapolis, IN 46204
317.232.1637
museumcommunication@indianamuseum.org

We see here that there is no actual form for the user to fill out. In order to carry out
the proper procedures, the user is not supposed to be limited to just receiving some
base information, and have no way of asking a specific question and going through
the proper channels at the facility. This is another instance where the functionality
is removed from the website and the user. The information is so minimal that is
loses most of its purpose.

Severity rating: 4/5

Heuristics Violated:

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.

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

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.
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Recommendations:

It is not as important that a non-business website is without a functional contact
page, but when a large scale business is trying to attract consumers and profit, it is
crucial to have this type of functionality built into your website. It is essential to
integrate a proper contact page that is written as a web application. This will ensure
that the website includes more essential functionality that is required for the user to
have the proper experience that they should receive.

Task Issues:

1)  One of the task issues was trying to plan accordingly for different events, but
the problem was that the calendar of events always blacked out the additional days
that the user would click on. This problem removes the ability for the user to clearly
see which days they are looking at. Most people will not have a problem if they can
look at the other two days before and after the event, as this will help deduct which
day is actually blacked out. The problem is that no one should have to run into a
problem like that. It's a portion of the website that is broken and should be properly
fixed.

Severity rating: 2/5

Heuristics Violated:

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.

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.

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.

Consistency and standards

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

The user needs to be able to see which days they are selecting for the events they
are interested in scheduling. If this is not fixed, the consumer will still be unable to
clearly see what they want to schedule.

2)  Another task issue that I addressed above was a problem with not being able
to purchase tickets online. The option is presented to the consumer and in these
days of the Internet and computing, everyone should be able to perform these
types of tasks for convenience. Unfortunately, the consumers are not able to carry
this action out and it is one of the most important functions for a website like this.
As mentioned above, when going through the process, the user is unable to
purchase the tickets because they are always brought to an error screen so they are
unable to order anything online.

Severity rating: 5/5

Heuristics Violated:

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.

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

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.

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.

Visibility of system status
The system should always keep users informed about what is going on, through appropriate

feedback within reasonable time.

Help users recognize, diagnose, and recover from errors
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Error messages should be expressed in plain language (no codes), precisely indicate the
problem, and constructively suggest a solution.

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.

Recommendations:

This is a crucial part of the website that must be resolved in order for the consumer
to complete the task. If the museum cannot find any developers to fix this on the
website so that the consumer can actually order tickets online, then a different
system needs to be in place. The best method is to have this function working on
the site, as this is a very common piece of functionality today. Otherwise, the
consumer should be able to submit a form for ordering the physical tickets to have
shipped to their home or picked up at will call. There needs to be an option for the
consumers, because they need to know that they will have admittance into the event
before they drive there.

3) The next task that the user is to carry out is to find information for
accessibility for the disabled. The problem with this task is that there’s only
a disclaimer and a contact name available. There is no other specific
information about locations around the building for accessibility. This does
not assist the users in their searching for accessibility.

Severity rating: 4/5

Heuristics Violated:

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

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.

Consistency and standards

Users should not have to wonder whether different words, situations, or actions mean the
same thing. Follow platform conventions.
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cognition 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 of the dialogue to another.
Instructions for use of the system should be visible or easily retrievable whenever appropriate.

Recommendations:

The users have no way of finding the information that they need. There is one
contact that is provided, but no guarantee that this individual will be available to
answer any questions. The proper and relevant information is what is required for
this. Providing a visual of images and detailed information would be much more
useful than a disclaimer.

4) The last major problem that I noticed for the user’s tasks was to find directions
to the museum. There is a very unclear mini-map that is provided but no useful
documentation or other directions to the museum. The only other link posted takes
the user to google maps where they are expected to find the location of the museum
themselves. This only makes the consumer do more work and does not assist with
any useful information for the task attempting to be completed.

Severity rating: 3/5

Heuristics Violated:

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.

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

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.
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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.

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

Recommendations:

The user is not provided with any helpful information, except with an external
application to search for it on their own. This can be resolved very easily by simply
adding several directions from major highways such as [69, and 1465 coming from
several different directions. This, along with a couple of detailed maps would
greatly assist the consumers with trying to carry out their tasks.

Final Overall Consensus:

While the website had a couple of good directions to bridge clear, and concise
executions for the user, this website has several areas that are in dire need of
immediate assistance from developers who understand the needs of the user, and
web development consistencies for proper implementation and functionality. When
a website goes live to the public, especially one that is designed to work for general
public admission, there are zero excuses for this level of oversight. The Indiana
State Museum carries a long history to its name, and an organization’s website
represents the pride of their name and image. This website does not help them in
this endeavor and must be remedied immediately in order to provide a functional,
and proper user experience to the public.

23



