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Executive Summary 

The Scarlet Rose Farm website (http://www.scarletrosefarm.webs.com/) was redesigned to take 
advantage of modern design features, content reorganization, and bug fixes. The goal is to create 
a useable experience that will encourage donations and increase the number of return visits.  Two 
groups of users have been identified based on their previous contributions and horse ownership. 
Subjects have been recruited to test tasks recognized as potential conflicts by multiple 
experimenters. The subjects were asked to run through the same tasks in the current website and 
the proposed prototypes. The study found that task execution time and user frustration both 
decreased when using the redesigned website. 

 

Introduction 

Scarlet Rose Farm has had a web presence since 2009. What began with a few descriptive pages 
has grown into a site offering forums, auctions, social media, and an archive of all animals 
assisted through the rescue. Reorganization is essential so users can effectively engage with the 
available tools and make contributions to the organization. 

 

User / Task / Environmental Analysis 

The majority of users are between the ages of twenty-five to fifty-five year old women. They 
have a general interest in the well-being of animals. More than half of the users have had some 
experience with equestrian activities. Roughly a quarter of the users own or have owned horses. 
Many live in middle class households with a variety of occupations. They are spread through-out 
the country, with a higher density on the east coast. Many of the users regularly participate in 
fundraising events, community dialog, and rehabilitation efforts. 

Common tasks users will perform: 

• Donations to the rescue. 
• Searching available horses for adoption. 
• Searching horses in rehabilitation. These users donate but do not intend to adopt. They 

are interested in the health status of the animals they donate to. 
• Download adoption contracts. 
• Auctions & Fundraising Events. 
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Hierarchical Task Analysis – Donations for the rescue
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Environmental Analysis 

Users will access the website from their home computer during leisure hours. Many of the 
younger users request information by browsing to the site through a mobile application. A 
mobile presence, highlighting the main sites objectives, is necessary. 

Heuristic Evaluation 

Three evaluators were recruited to review the site. The most common problem found was related 
to visibility. Navigation links need to be arranged in a logical order and clearly labeled. Properly 
arranging items will take time and experimentation.  

Each evaluator commented about the changing background. This creates a jarring effect and can 
be fixed by applying the same background image or color to all pages using CSS.  

The evaluators found the form completion process difficult and unnecessary. The forms need to 
be converted into a downloadable PDF file for the user to print or save. This will take roughly 
two to three hours per form. 

Text size, font-face, and color are inconsistent throughout the site. Headers and links do not 
share a common font style. This can be quickly remedied using CSS to update copy. Inline font 
styles will need to be removed in order for external style sheets to be effective. 

One experimenter found a critical error when attempting to make a donation to the site. When 
clicking the donate button, a pay pal error was thrown. In another instance, after donating to the 
site, Pay Pal did not redirect back to the Scarlet Rose Farm site. These problems need to be 
addressed and require additional analysis. 

Beginning a redesign can be intimidating. It is difficult to know where to start. Approaching the 
redesign with a Usability Access Report defines potential problems. It brings attention to 
usability issues that may be overlooked or underestimated. It gives a general idea of the level of 
effort required to fix errors. A defect that I initially disagreed with was found by both evaluators. 
Their descriptions gave reason to review the defect again. The report allowed me to see errors I 
was unable to locate and assign a level of importance to all issues. 

 

Think aloud with the existing website 

Two of the participants fell into each of the two personas. The subjects have donated to horse 
rescues in the past and are familiar with navigating websites. The third subject is an early twenty 
year old who loves animals, is familiar with technology, and has never donated to a rescue. All 
subjects are female and live on the East Coast. 
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The tasks focused on making donations, finding horses to rescue, locating forms for adoption, 
and participating in fundraising events. These tasks were chosen because they require use of the 
navigation and revolve around making a contribution to the rescue. 

The most common problem was due to the complex navigation. Users consistently had difficulty 
searching for objects of interest. The navigation needs to be reorganized and clearly labeled. This 
task will take time and additional testing. 

Subjects had difficulty finding the fundraising page. This is a result of the navigation and will 
become problematic for any task. 

One user was unable to locate the contact information for a horse she was attempting to donate 
to. The navigation was difficult to use and the information was buried in the page. Corrections to 
the navigation and displaying a short list of all horses will ease the users search. A quick solution 
would be to create anchored links. 

Assessing the subject’s performance had surprising results. Actions that seemed easy became 
difficult for some users. All of the subjects scrolled through many pages looking for the task 
objective. This experimenter was surprised no one used the browsers built-in search 
functionality. Tasks that assumed a higher degree of difficulty were not consistently challenging. 
The products page is buried on every page on the site. It has an unconventional right positioning 
in the layout. Two of the users needed assistance finding the page while one subject found it 
immediately. This process made it clear which critical incidents posed the biggest threats for the 
usability and success of the website. 

 

Paper Prototypes 

Paper prototypes have been developed to quickly mock-up proposed redesigns. Each task 
completed during the initial ‘think aloud’ has been incorporated into the design. 

I mainly focused on organizing the navigation to provide quick access for specific tasks. The re-
designs took into account both horizontal and vertical compromises. All users had difficulty 
locating links in the navigation. The original fifteen links were grouped into logical sections that 
consist of five top-level links. The remaining links are nested under the parent items. This cuts 
down clutter and permits a more standard way of navigating the site. Many of the tasks required 
the users to locate items within the site. Additional lists link to specific anchored items. 

 

Think aloud with the existing website 

Each of the three subjects returned to review the redesigned paper prototypes. Two of the 
subjects represent the two main groups of users who regularly browse the site. The tasks are 
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identical to the first assessment. This is necessary in order to evaluate the effectiveness of 
proposed redesign. 

The users were unable to immediately locate the donation button located on every page. A higher 
fidelity prototype, using color, will give a stronger visual cue to the user. This is a simple change 
but will require additional testing. 

One user had difficulty locating a horse they were tasked with making a contribution to. The 
horses may need an additional parent link in the navigation to distinguish between horses who 
need donations and those that do not. This will take additional time and testing. 

The navigation changes, anchored lists, and form updates all increased the usability and 
effectiveness of the website. In most tasks, subjects quickly found the object of interest. Positive 
feedback was provided regarding the newly designed navigation. 

The paper prototyping proved to be a successful method for assessing the proposed re-design. 
Subjects had no problems using the paper prototypes as if it was a real site. In fact, it appeared to 
be very natural for the subjects to point, click, and navigate the site. The subject’s previous 
experience helped to generate more discussion regarding the improvements and gave insight into 
how to increase the sights functionality. 

 

Recommendations 

The navigation needs further refinement. The first iteration allowed users to quickly complete 
most tasks. Listing the items of interest on a page, containing multiple horses, is necessary for a 
user to identify the animal they are searching for. We recommend updating all forms to an 
accessible PDF document that allows saving and printing. In addition, a more uniform look 
needs to be developed in order to maintain consistency. 

Making these changes may result in additional donations and return visits. Simplifying the 
donation process ensures users are able to identify content and complete goals. 

Additional investigation needs to be performed on the navigation bar. Incorporating the subject’s 
feedback and additional testing is necessary in order to create the ideal user experience. 
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Appendix A – Hierarchical Task Analysis. 
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Appendix B – Heuristic Analysis UARs. 

Usability Aspect Report (UAR) 
	  

Product Name: 
Scarlet	  Rose	  Farm	  Website	  

Date	  of	  Study:	  
February	  2013	  

Experimenters’	  Names:	  
Jeremy	  Reid,	  Hye-‐kyung	  Bae,	  Joe	  Cloughley	  

Subject	  ID:	  
S-‐01	  
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No. HE-01 Problem 
Name:	  “Members”	  page	  is	  hidden.	  

Evidence:	  
Heuristic:	  Efficiency	  of	  use	  
Interface	  aspect:	  	  

	  

Found	  under	  the	  “Newest	  Members”	  	  

Explanation:	  
Throughout	  the	  web	  site,	  there	  is	  no	  indication	  or	  a	  link	  for	  the	  “Members”	  page.	  This	  page	  can	  
be	  found	  only	  by	  clicking	  on	  one	  of	  the	  pictures	  under	  “Newest	  Members”	  on	  the	  right	  and	  
then	  clicking	  on	  the	  “Browse	  all	  members	  (41)”	  link.	  It’s	  hard	  for	  users	  to	  find	  other	  members	  
of	  this	  web	  site.	  

There	  is	  no	  information	  about	  the	  Scarlet	  Rose	  forum.	  Users	  may	  not	  sign	  up	  if	  they	  are	  
unaware	  of	  this	  functionality.	  

Severity	  or	  Benefit:	  

Rating:	  2	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  is	  a	  problem	  that	  will	  affect	  new	  and	  casual	  users.	  At	  this	  point,	  users	  have	  become	  
familiar	  with	  logging	  into	  the	  forum.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Add	  clearly	  labeled	  links	  in	  the	  header	  that	  allow	  a	  user	  to	  access	  the	  forum	  from	  any	  page.	  

Relationships:	  
None	  
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No. HE-02 Problem 
Name:	  Different	  Page	  Backgrounds	  

Evidence:	  

Heuristic:	  Consistency	  and	  Standards	  

Where:	  Located	  as	  part	  of	  the	  background	  on	  the	  homepage	  and	  all	  additional	  pages	  of	  the	  
site.	  

	  	  	  	  	  	  	   	  

Explanation:	  
The	  homepage	  has	  a	  graphical	  brown	  background	  while	  the	  remaining	  pages	  have	  a	  solid	  teal	  
background.	  This	  could	  confuse	  the	  user	  and	  make	  them	  think	  they	  have	  entered	  a	  different	  
site.	  

The	  backgrounds	  change	  color	  and	  repeating	  patterns	  that	  dominate	  the	  site.	  Users	  may	  find	  
this	  distracting.	  

Severity	  or	  Benefit:	  

Rating:	  1	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  is	  purely	  a	  cosmetic	  issue.	  It	  does	  look	  bad	  but	  I	  don’t	  agree	  users	  will	  think	  they	  have	  been	  
redirected	  to	  another	  site.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Use	  one	  consistent	  background	  image	  or	  color.	  Update	  CSS.	  

Relationships:	  
None	  
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No. HE-03 Problem 
Name:	  Insufficient	  instruction	  on	  how	  to	  fill	  out	  the	  form	  

Evidence:	  
Heuristic:	  Flexibility	  and	  efficiency	  of	  use	  
Interface	  aspect:	  	  

	  

Located	  on	  the	  “Apply	  To	  Foster”	  page	  

Explanation:	  
Users	  will	  probably	  be	  confused	  about	  how	  to	  fill	  out	  the	  form,	  especially	  for	  those	  who	  
consider	  that	  there	  is	  a	  link	  on	  “EQUINE	  FOSTER	  APPLICATION”	  due	  to	  the	  underline.	  In	  
addition,	  the	  instruction	  may	  be	  confusing	  to	  users.	  Even	  though	  the	  form	  is	  shown	  on	  the	  web	  
page,	  a	  user	  cannot	  enter	  any	  information	  on	  this	  page	  unless	  the	  user	  prints	  the	  form.	  

Severity	  or	  Benefit:	  

Rating:	  3	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  is	  a	  major	  usability	  issue.	  The	  site	  displays	  all	  forms	  in	  this	  manner.	  Users	  have	  complained	  
about	  the	  difficulty	  when	  completing	  these	  forms.	  Some	  users	  have	  given	  up	  on	  completing	  the	  
forms.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Create	  downloadable	  pdf’s.	  The	  users	  will	  have	  the	  option	  to	  update	  and	  save	  the	  form	  as	  they	  
gather	  information.	  A	  signature	  is	  required	  and	  the	  form	  needs	  to	  be	  faxed.	  Additional	  
improvements	  can	  be	  made	  if	  the	  session	  has	  user	  information	  stored	  through	  a	  log	  in.	  

Relationships:	  
None	  
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No. HE-04 Problem 
Name:	  Two	  similar	  pages:	  “Donation	  Options”	  and	  “How	  Can	  You	  Help?”	  

Evidence:	  
Heuristic:	  Aesthetic	  and	  minimalist	  design	  
Interface	  aspect:	  	  

	  	  	   	  

“Donation	  Options”	  and	  “How	  Can	  You	  Help?”	  pages	  	  

Explanation:	  
Users	  may	  notice	  these	  two	  web	  pages	  contain	  similar	  information,	  such	  as	  a	  wish	  list,	  
information	  about	  the	  donation,	  and	  the	  “Make	  A	  Donation”	  button.	  	  

Severity	  or	  Benefit:	  

Rating:	  2	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  information	  should	  be	  consolidated	  on	  one	  page.	  This	  would	  lessen	  the	  amount	  of	  items	  in	  
the	  main	  navigation.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Integrate	  copy	  for	  donations	  page	  across	  the	  site.	  

Relationships:	  
None	  
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No. HE-05 Problem 
Name:	  Grey	  color	  in	  some	  texts	  

Evidence:	  
Heuristic:	  Aesthetic	  and	  minimalist	  design	  
Interface	  aspect:	  	  

	  	  	   	  

Located	  on	  the	  “Contact	  Us”	  site	  	  

Explanation:	  
The	  email	  address	  in	  blue	  is	  clickable,	  but	  users	  may	  also	  notice	  dark	  grey	  color	  used	  for	  some	  
words,	  which	  might	  be	  irrelevant.	  

Unlike	  the	  other	  pages	  of	  the	  system,	  this	  page	  has	  all	  of	  its	  content	  bolded	  even	  though	  it	  is	  
not	  particularly	  more	  important	  than	  other	  dialogs	  found	  on	  the	  site.	  This	  is	  incorrect	  use	  of	  a	  
font-‐weight	  because	  it’s	  not	  creating	  emphasis	  on	  only	  certain	  parts	  of	  the	  content.	  

Severity	  or	  Benefit:	  

Rating:	  1	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
The	  copy	  should	  be	  altered	  to	  apply	  emphasis	  to	  relevant	  information.	  This	  has	  no	  impact	  on	  
the	  site.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Apply	  styles	  to	  increase	  emphasis	  for	  phone	  and	  emails.	  Use	  HTML5	  attributes	  to	  denote	  
phone	  and	  email	  fields.	  

Relationships:	  
None	  
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No. HE-06 Problem 
Name:	  Inconsistent	  letter	  font	  and	  size	  

Evidence:	  
Heuristic:	  Consistency	  	  
Interface	  aspect:	  	  

	   	  	  	  	   	  	  	  

	  

Throughout	  the	  web	  site	  

Explanation:	  
Users	  may	  notice	  that	  the	  size	  and	  font	  used	  for	  letters	  are	  inconsistent	  throughout	  the	  web	  
site.	  

Severity	  or	  Benefit:	  

Rating:	  1	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Font	  size	  differences	  are	  on	  every	  page	  in	  the	  navigation.	  This	  is	  cosmetic.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Apply	  consistent	  styles	  to	  elements	  in	  the	  navigation.	  

Relationships:	  
None	  
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No. HE-7 Problem 
Name:	  	  
Headers	  and	  sub	  headers	  are	  underlined	  	  

Evidence:	  
Heuristic:	  Consistency	  and	  standards	  
Interface	  aspect:	  	  

	  	  	  	  	   	  

	  

Located	  on	  “Available	  Rescues,”	  “Apply	  To	  Foster,”	  “	  SRF	  Permanent	  Residents,”	  and	  “How	  Can	  
You	  Help?”	  tabs	  

Explanation:	  
Users	  may	  notice	  that	  some	  headers	  and	  sub	  headers	  have	  underlines,	  which	  users	  may	  want	  
to	  click;	  but	  there	  are	  no	  links.	  

Severity	  or	  Benefit:	  

Rating:	  2	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  happens	  frequently	  and	  little	  impact	  on	  the	  user.	  A	  consistent	  style	  should	  be	  applied	  to	  
prevent	  any	  confusion.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Apply	  consistent	  styles	  to	  headings	  and	  subheadings.	  

Relationships:	  
None	  
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No. HE-8 Problem 
Name:	  Different	  meaning	  of	  “Welcome”	  	  

Evidence:	  
Heuristic:	  Consistency	  and	  standards	  
Interface	  aspect:	  	  	  	  	  	  

	  

Throughout	  the	  site	  on	  the	  right	  

Explanation:	  
When	  users	  click	  on	  the	  text	  “Welcome,”	  the	  “Sign	  In”	  page	  appears	  rather	  than	  a	  welcome	  
message.	  	  

Severity	  or	  Benefit:	  

Rating:	  2	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  may	  be	  confusing.	  However,	  this	  represents	  a	  one-‐time	  usability	  problem.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Update	  copy	  with	  descriptive	  text.	  

Relationships:	  
None	  
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No. HE-9 Problem 
Name:	  Donate	  page	  errors	  upon	  submit.	  

Evidence:	  
Heuristic:	  Error	  Prevention	  
Interface	  aspect:	  	  	  

	  

Located	  on	  ‘How	  Can	  You	  Help’	  page.	  

Explanation:	  
If	  the	  user	  submits	  their	  information	  from	  the	  PayPal	  donation	  page	  and	  does	  not	  enter	  an	  
amount,	  an	  error	  occurs.	  This	  could	  be	  confusing	  to	  some	  users.	  

Severity	  or	  Benefit:	  

Rating:	  5	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Donations	  are	  the	  main	  source	  of	  revenue	  for	  the	  organization.	  This	  has	  maximum	  impact	  on	  
the	  site.	  

Possible	  solution	  and/or	  Trade-‐offs:	  

1. Pass	  a	  value	  to	  the	  Pay	  Pal	  page	  from	  the	  site.	  	  
2. Offer	  a	  selection	  of	  suggested	  payments	  with	  one	  selected	  by	  default.	  

Relationships:	  
None	  
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No. HE-10 Problem 
Name:	  
Donate	  button	  throws	  Pay	  Pal	  error.	  

Evidence:	  
Heuristic:	  Error	  Prevention	  
Interface	  aspect:	  	  	  

	  

Located	  on	  ‘SRF	  Permanent	  Residents’	  page.	  

Explanation:	  
When	  a	  user	  clicks	  this	  button	  it	  displays	  an	  error	  on	  the	  Pay	  Pal	  website.	  This	  will	  prevent	  
users	  from	  making	  donations.	  

Severity	  or	  Benefit:	  

Rating:	  5	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Donations	  are	  the	  main	  source	  of	  revenue	  for	  the	  organization.	  This	  has	  maximum	  impact	  on	  
the	  site.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Further	  analysis	  needs	  to	  be	  performed	  to	  understand	  the	  resulting	  error.	  Confirm	  the	  correct	  
parameters	  are	  being	  passed	  by	  the	  query	  string.	  

Relationships:	  
None	  
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No. HE-11 Problem 
Name:	  
Forums	  are	  password	  protected	  through	  some	  links	  but	  not	  others.	  

Evidence:	  
Heuristic:	  Consistency	  
Interface	  aspect:	  	  	  

	  

Click	  ‘Newest	  Members’	  link.	  

Explanation:	  
Users	  are	  asked	  to	  join	  the	  Scarlet	  Rose	  forums	  to	  view	  member	  information.	  If	  the	  user	  clicks	  
the	  member’s	  photo,	  they	  can	  access	  their	  information	  without	  being	  logged	  in.	  

Severity	  or	  Benefit:	  

Rating:	  4	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Confirm	  if	  this	  is	  the	  desired	  behavior.	  If	  anyone	  can	  access	  a	  user’s	  profile	  without	  being	  
logged	  in	  this	  could	  become	  a	  potential	  security	  issue.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
May	  need	  to	  prevent	  unauthenticated	  users	  from	  accessing	  the	  forum.	  Attempts	  to	  access	  this	  
page	  should	  redirect	  to	  a	  sign-‐up	  form.	  

Relationships:	  
None	  
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No. HE-1 Problem 
Name:	  
Home	  page	  contains	  no	  information	  about	  the	  organization.	  

Evidence:	  
Heuristic:	  Aesthetics	  
Interface	  aspect:	  	  	  

	  

Landing	  Page	  

Explanation:	  
No	  information	  exists	  on	  the	  landing	  page.	  This	  may	  lead	  users	  to	  quickly	  leave	  the	  page	  and	  
damage	  the	  search	  engine	  ranking.	  

Severity	  or	  Benefit:	  

Rating:	  2	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  may	  affect	  the	  weight	  assigned	  by	  search	  engines.	  New	  users	  may	  not	  understand	  what	  
the	  site	  is	  about	  and	  leave.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Insert	  copy	  that	  introduces	  the	  organization.	  

Relationships:	  
None	  
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No. HE-13 Problem 
Name:	  Lack	  of	  Support	  

Evidence:	  
Heuristic:	  Help	  and	  Documentation	  
Where:	  There	  is	  no	  section	  within	  the	  site	  for	  those	  who	  need	  help	  using	  the	  site	  

Explanation:	  
Especially	  with	  registration,	  membership,	  and	  calendar	  functions,	  this	  site	  needs	  a	  clear	  area	  
for	  the	  user	  to	  receive	  help	  information	  and	  support	  on	  using	  the	  site.	  

Severity	  or	  Benefit:	  

Rating:	  2	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
This	  is	  an	  issue	  but	  it	  is	  something	  that	  can	  be	  handled	  on	  the	  page	  rather	  than	  separate	  
documentation.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Update	  areas	  that	  need	  help	  by	  providing	  tool	  tips	  and	  descriptive	  text	  alongside	  functionality.	  

Relationships:	  
None	  
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No. HE-14 Problem 
Name:	  Repeated,	  unnecessary	  banner	  image 

Evidence:	  
Heuristic:	  Error	  prevention 
Where:	  Graphic	  At	  the	  top	  of	  each	  page’s	  main	  content	  area	  

	  

Explanation:	  
The	  beige	  graphic	  is	  unnecessary	  for	  the	  subpages	  of	  the	  site.	  It	  does	  not	  offer	  new	  information	  
that	  is	  relevant	  to	  the	  section.	  It	  also	  is	  being	  repeated	  in	  this	  position	  on	  each	  page	  because	  
the	  same	  graphic	  is	  in	  the	  header	  of	  the	  site,	  on	  each	  page.	  

Severity	  or	  Benefit:	  

Rating:	  1	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
I	  disagree	  that	  an	  image	  used	  to	  represent	  the	  organization	  should	  not	  be	  on	  the	  top	  of	  sub-‐
pages.	  The	  logo	  or	  banner	  does	  need	  improvement.	  It	  will	  become	  a	  part	  of	  the	  first	  revision	  of	  
the	  site.	  	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Remove	  graphic.	  

Relationships:	  
None	  
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No. HE-15 Problem 
Name: Donations	  outside	  of	  site 

Evidence:	  

Heuristic:	  Visibility	  of	  system	  status 

Where:	  Donation	  button	  is	  located	  on	  the	  ‘Donation	  Options	  page’.	  When	  clicked,	  users	  are	  
taken	  to	  a	  PayPal	  domain.	  

	  

Explanation:	  
Though	  PayPal	  is	  a	  widely	  known	  transaction	  service.	  Some	  users	  may	  be	  confused	  that	  by	  
clicking	  the	  Donation	  button,	  they	  are	  moved	  outside	  of	  the	  original	  site,	  without	  warning.	  
There	  should	  be	  a	  warning	  that	  PayPal	  is	  moving	  them	  into	  a	  different	  site	  so	  that	  the	  
transaction	  can	  be	  completed.	  

Severity	  or	  Benefit:	  

Rating:	  2	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights)	  
This	  may	  impact	  the	  amount	  of	  donations	  through	  the	  site.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Create	  mouse	  over	  or	  pop-‐up	  to	  inform	  users	  they	  are	  leaving	  the	  site.	  

Relationships:	  
None	  
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Appendix C – Think Aloud Critical Incident UARs (using existing site). 

 

Product Name: 
 
Scarlett Rose Farm Website 

Date of Study: 
 
February, 2013 

Experimenters’ Names: 
 
Jeremy Reid 
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CI-01 - Donation Button Good CI 

Name: Error Prevention  

 
Where: Donation button on the Donation Options page 
 

 
 
 

 

Explanation: 
 
The site owner discussed problems with the donation button such as 
unknown errors being thrown. 

 

Severity or Benefit: 
 
Most of the funds to the organization come through donations. If this 
functionality is impeded it directly affects the organizations revenue. 

 

Possible solution and/or Trade-offs: 
 
All three users had no problem locating or making a donation. They 
commented that it was easy and would donate using PayPal. 

 

Relationships: 
 
CI-06 
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CI-02 - Application Form Problem CI 

Name: Consistency and Standards  

 
Where: Adoption Application page 
 

 
 
 

 

Explanation: 
 
Users may find the application format too difficult to work with. 

 

Severity or Benefit: 
 
Rating: 4 - catastrophe 
Rationale: Users complain about printing the document. The current 
application allows for unintended formatting, making the application 
process unnecessarily difficult. 

 

Possible solution and/or Trade-offs: 
 
All users were quickly able to locate the application but did not have a 
clear idea of how to print it. Create a downloadable pdf enforcing 
validation. Create a print style sheet using form fields and JavaScript 
validation. 

 

Relationships: 
 
None 
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CI-03 - Navigation Problem CI 

Name: Flexibility and Frequency of Use  

 
Where: On every page 
 

 
 
 

 

Explanation: 
 
The navigation is difficult to navigate. 

 

Severity or Benefit: 
 
Rating: 3- major 
Rationale: Users found it difficult to find the page they were being 
asked to search for. The navigation seemed to have no order with too 
many items. Most of the time spent locating information was due to 
searching the navigation. 

 

Possible solution and/or Trade-offs: 
 
Create a nested list with logically placed links. When the user hovers 
or taps an item from the main navigation, its children would appear 
with more descriptive labels. 

 

Relationships: 
CI-08 
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CI-04 - Long lists Problem CI 

Name: Flexibility and Frequency of Use  

 
Where: Placed horses, Available Rescues, Currently in Quarantine 
 

 
 

 

Explanation: 
 
It is difficult to locate the animal on the page. 

 

Severity or Benefit: 
 
Rating: 2- minor 
Rationale: Users spent time looking for specific animals to make 
donations or check its status. Some pages contain 20 -30 horses 
creating a long list to scroll through. 

 

Possible solution and/or Trade-offs: 
 
Create a targeted list at the top of the page. This would list each 
animal’s name that links to the appropriate section on the same page. 

 

Relationships: 
 
None 
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CI-05 - Featured Product Problem CI 

Name: Visibility  

 
Where: Link on every page, Featured Product page. 
 

 
 
 

 

Explanation: 
 
The featured products page is not easily located 

 

Severity or Benefit: 
 
Rating: 2- minor 
Rationale: Two users needed assistance with locating the featured 
product page while one user had no trouble. The link is buried in right 
hand sub navigation. 

 

Possible solution and/or Trade-offs: 
 
Make the featured product link stand out by adding a cart icon. 
Include a link from the main navigation to the featured products page. 

 

Relationships: 
 
None 
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CI-06 - Sponsor Donate Bad CI 

Name: Error Prevention  

 
Where: Donation button on SRF Permanent Residents 
 

 
 
 

 

Explanation: 
 
The button throws an error when clicked 

 

Severity or Benefit: 
 
Rating: 4- catastrophe 
Rationale: If the users are unable to make a donation, this affects the 
animal and the organization. 

 

Possible solution and/or Trade-offs: 
 
Determine how the donation functionality is implemented in CI-01 
and integrate it on the Permanent Residents page. 

 

Relationships: 
 
CI-01 
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CI-07 - Contact Information Problem CI 

Name: Error Prevention  

 
Where: Available Rescues 
 

 
 
 

 

Explanation: 
 
The contact information differs in format between horses and is 
difficult to read. It is embedded in an image. 

 

Severity or Benefit: 
 
Rating: 3- major 
Rationale: A user was unable to read the contact information assigned 
to a horse. The user decided to use the contact information for the 
horse above the horse they wanted to contact. The contact information 
may or may not be the same, this inevitably will cause frustration. 

 

Possible solution and/or Trade-offs: 
 
Format contact information in a similar way for each horse. Use 
dividing lines and email and telephone attributes to simplify 
contacting the organization. 

 

Relationships: 
None 
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CI-08 - Navigation & Banner Good CI 

Name: Visibility  

 
Where: Located on every page. 
 

 
 
 

 

Explanation: 
 
The navigation was considered to be disorganized and unclearly 
labeled. One subject liked this approach to the navigation and felt it 
made the experience easier. 

 

Severity or Benefit: 
 
The header and navigation was perceived by one subject to be very 
intuitive. They enjoyed the easy to read text and liked the way the 
‘non-profit’ status jumped out from the header. 

 

Possible solution and/or Trade-offs: 
 
One subject, who was an ideal candidate for one of the personas, 
commented on the simplicity and clarity of the navigation. Two 
subjects had difficulty with the navigation.  

 

Relationships: 
 
CI-03 
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Appendix D – Paper Prototype 

Task 1 
You receive a link from a Facebook group you belong to asking for a donation to rescue a horse 
in danger of being auctioned for slaughter. You go to the Scarlet Rose Farm home page, what 
would you do next in order to make a donation? 

 
Figure	  1.1	  -‐	  Homepage	  -‐	  Click	  the	  Donations	  button	  
	  

	  

Figure	  1.2	  –	  Arrive	  at	  Donations	  Page.	  
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Task 2: 
You donated to help rescue ‘SRFs Lady McEntire “Reba”. Locate the horse and read the status 
of the animal. 

 
Figure	  2.1	  -‐	  Homepage	  

 
Figure	  2.1	  Click	  'Our	  Horses'	  link	  -‐	  Drop	  down	  appears	  
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Figure	  2.3	  -‐	  Arrives	  on	  Placed	  Horses	  Page	  and	  clicks	  Reba	  in	  the	  list	  

 
Figure	  2.4	  -‐	  Page	  scrolls	  to	  Reba	  
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Task 3: You wish to participate in an auction or fundraising event. Locate the page where you 
would buy a product. There are no actual products but you should see a page with a checkout 
button and cart. 

 
Figure	  3.1	  -‐	  Homepage	  

 
Figure	  3.2	  -‐	  Click	  Our	  Rescue	  tab	  in	  navigation	  
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Figure	  3.3	  -‐	  Arrive	  at	  Events	  and	  Fundraising	  page	  
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Task 4: You’re interested in adopting a horse. You heard of a horse named ‘Little Miss Puppet’, 
find the horse and contact information. 

 
Figure	  4.1	  -‐	  Homepage	  

 
Figure	  4.2	  -‐	  Click	  Our	  Horses	  link	  in	  navigation	  
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Figure	  4.3	  -‐	  Arrive	  at	  Available	  Horses	  -‐	  Click	  anchored	  link	  

 
Figure	  4.4	  -‐	  Page	  scrolls	  to	  object	  of	  interest	  
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Task 5: You are ready to adopt a horse at Scarlet Rose Farm. Locate the adoption application for 
printing. How would you print? 

 
Figure	  5.1	  –	  Homepage-‐	  Clicks	  Forms	  link	  in	  the	  navigation	  

 
Figure	  5.2	  -‐	  Arrives	  at	  Forms	  page	  
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Figure	  5.3	  Clicks	  Form	  -‐	  Decides	  to	  open	  or	  save	  the	  form	  

  
  
	    



41	  
	  

Appendix E - Think Aloud Critical Incident UARs (Paper Prototypes). 

CI Usability Aspect Report (UAR) 
	  

Product Name: 
Scarlet	  Rose	  Farm	  Website	  

Date	  of	  Study:	  
March	  2013	  

Experimenters’	  Names:	  
Jeremy	  Reid,	  

Subject	  ID:	  
S-‐01,	  S-‐02,	  S-‐03	  
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No. CI-01 Problem 
Name:	  Donate	  button	  

Evidence:	  
Heuristic:	  Efficiency	  of	  use	  
Interface	  aspect:	  	  

	  

Top	  of	  every	  page	  

Explanation:	  
The	  user	  was	  unable	  to	  locate	  the	  donate	  button.	  Instead,	  they	  opted	  to	  look	  for	  the	  
organizations	  contact	  information	  to	  make	  a	  donation.	  	  

Severity	  or	  Benefit:	  

Rating:	  4	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
If	  the	  user	  is	  unable	  to	  quickly	  find	  donation	  options,	  the	  user	  is	  less	  likely	  to	  make	  a	  donation.	  
Making	  donations	  is	  critical	  to	  the	  success	  of	  the	  rescue.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Force	  the	  button	  to	  stand	  out	  with	  a	  contrasting	  color.	  

Relationships:	  
CI-‐02	  
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No. CI-02 Good 
Name:	  Donate	  button	  

Evidence:	  
Heuristic:	  Efficiency	  of	  use	  
Interface	  aspect:	  	  

	  

Top	  of	  every	  page	  

Explanation:	  
Two	  subject	  immediately	  found	  the	  donate	  button	  within	  seconds.	  

Severity	  or	  Benefit:	  

Rating:	  NA	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Positioning	  the	  donations	  button	  on	  the	  top	  of	  every	  page	  adds	  more	  visibility	  to	  this	  option.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Use	  contrasting	  color	  to	  force	  the	  button	  to	  stand-‐out.	  

Relationships:	  
CI-‐01	  
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No. CI-03 Problem 
Name:	  Placed	  Horses	  

Evidence:	  
Heuristic:	  Consistency	  and	  Standards	  
Where:	  Locate	  a	  horse	  that	  the	  user	  made	  a	  donation	  for.	  

	  	  	  	  	  	  	   	  

Explanation:	  
Two	  of	  the	  three	  users	  had	  difficulty	  finding	  the	  ‘Placed	  Horses’	  page.	  The	  subjects	  expressed	  
confusion	  in	  the	  wording	  of	  the	  labels.	  

Severity	  or	  Benefit:	  

Rating:	  4	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Users	  who	  donate	  in	  order	  to	  rescue	  a	  horse	  may	  wish	  to	  check	  on	  the	  status	  of	  the	  animal.	  
Once	  an	  animal	  is	  saved	  from	  slaughter,	  it	  will	  still	  need	  additional	  funds	  until	  adoption	  occurs.	  
This	  is	  critical	  for	  the	  health	  of	  the	  horse.	  Additional	  donations	  are	  always	  needed.	  If	  a	  user	  is	  
unable	  to	  locate	  the	  horse	  they	  helped,	  this	  could	  prevent	  future	  donations.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Create	  an	  additional	  parent	  link	  for	  horses	  that	  need	  donations.	  Re-‐think	  label	  names.	  

Relationships:	  
None	  
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No. CI-04 Problem 
Name:	  Purchase	  Product	  

Evidence:	  
Heuristic:	  Flexibility	  and	  efficiency	  of	  use	  
Interface	  aspect:	  	  

	  

Located	  in	  navigation	  and	  right	  bar	  

Explanation:	  
Users	  did	  not	  find	  the	  ‘Events/Fundraiser’	  option	  in	  the	  ‘Our	  Rescue’	  drop-‐down.	  This	  is	  a	  
critical	  piece	  to	  the	  fundraising	  ability	  of	  the	  site	  and	  success	  of	  the	  organization.	  

Severity	  or	  Benefit:	  

Rating:	  4	  
Justification	  (Frequency,	  Impact,	  Persistence,	  Weights)	  
After	  a	  few	  moments,	  the	  subjects	  were	  able	  to	  locate	  the	  fundraising	  option	  on	  the	  right	  bar.	  
The	  link	  needs	  to	  be	  identifiable.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Create	  a	  products	  link	  at	  the	  top	  level	  navigation.	  This	  could	  include	  links	  to	  fundraising	  and	  
auctions.	  

Relationships:	  
None	  
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No. CI-05 Good 
Name:	  Search	  for	  a	  horse	  to	  adopt.	  

Evidence:	  
Heuristic:	  Consistency	  
Interface	  aspect:	  	  

	  	  	   	  

Available	  Rescue’s	  page	  

Explanation:	  
All	  subjects	  quickly	  navigated	  to	  the	  available	  horses	  to	  locate	  the	  objective.	  

Severity	  or	  Benefit:	  

Rating:	  NA	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Listing	  the	  horses	  at	  the	  top	  of	  each	  page,	  with	  anchored	  links,	  provides	  an	  efficient	  way	  to	  
complete	  a	  task.	  This	  is	  a	  consistent	  design	  choice	  seen	  in	  many	  sites.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Subjects	  may	  have	  found	  this	  page	  quicker	  than	  other	  pages	  due	  to	  the	  fact	  they	  spent	  more	  
time	  learning	  the	  navigation	  with	  other	  tasks.	  Include	  this	  task	  earlier	  during	  the	  prototype	  
evaluation.	  

Relationships:	  

None	  

	  



47	  
	  

No. HE-06 Good 
Name:	  Locate	  adoption	  forms	  

Evidence:	  
Heuristic:	  Aesthetic	  and	  minimalist	  design	  
Interface	  aspect:	  	  

	  	  	   	  

Located	  on	  the	  “Applications”	  page.	  

Explanation:	  
All	  subjects	  quickly	  located	  the	  forms	  page	  through	  the	  top	  level	  ‘Forms’	  link	  in	  the	  navigation.	  

Severity	  or	  Benefit:	  

Rating:	  NA	  

Justification	  (Frequency,	  Impact,	  Persistence,	  Weights):	  
Forms	  will	  be	  converted	  into	  PDF	  files	  for	  saving	  or	  printing.	  This	  decreases	  the	  items	  on	  the	  
page	  and	  permits	  users	  to	  quickly	  find	  the	  form	  they	  are	  searching	  for.	  

Possible	  solution	  and/or	  Trade-‐offs:	  
Subjects	  chose	  to	  print,	  save,	  or	  open	  the	  file.	  The	  forms	  need	  to	  be	  flexible	  enough	  to	  allow	  
for	  partial	  or	  later	  editing.	  The	  PDF	  format	  is	  ideal	  for	  this	  need.	  

Relationships:	  

None	  

 


