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INTRODUCTION

Accordingto Nielsen, J (1994) and Molich, R (1990), heuristic evaluation is done by
havingevaluators presentan interface design and analyse usability problemsin the design. The
usability problems will be identified by user interface experts delve into the interface and find
out the elements that caused the usability issues. (Jeffries, R., Miller, J. R., Wharton, C., &
Uyeda, K., 1991). Anderson, N (n.d.) mentioned that heuristic evaluation is important and
helpful because it allows us to gather feedback, find out usability issues, identify and focus on

specific issues early in the design process.

Heuristic evaluation allows designers to design great products because detection of
usability issues can be addressed early in the design phase. (Fard, A., 2019). The reason for
conductingheuristic evaluationis efficiency. This is because a heuristic evaluation can be done
even the product has not yet been completed. (Pixians Design Studio, 2018). Therefore, this
project was heuristically evaluated of the websites’ ability to identify usability issues and

resolve them to improve user testing performance and experience.

Accordingto Euphemia, W. (2020). Several stages need to be followed to conducta
heuristic evaluation. First, a list of appropriate heuristics to test must be built. Then, select a
sample of evaluators who are a usability expert. After explaining the task, the evaluator can
use the product to evaluate the specified elements. Following the evaluation phase, evaluator
must be able to briefly present their findings and propose potential solutions to negative

findings.

It can be said that conducting heuristic evaluation is very important to improve the user
experience and capabilities of the product. However, even heuristic evaluation brings many
advantages, but there are still limitations. From the understanding of Garvin, M (2020),
usability experts are not easy to find, and it can be expensive to invite an expert for an
evaluation. Usability issues identified by experts are based on the skill level of the experts. This

means that some limitations of the product may not be found.

The websites involved in this project are UTM Campus Edu tourism

(https://www.utm.my/edutourism/) and UPM Putra Science Park

(https://sciencepark.upm.edu.my/). UTM Campus Edu Tourism is a website that provides

quality tourism products and services on UTM campus. Some activities and accommodations

are available on the website, such as recreational forest packages. The purpose of the website


https://www.utm.my/edutourism/
https://sciencepark.upm.edu.my/

IS to monitor and manage the assets of the ecotourism park and to facilitate customers to book
packages offered within the park. Meanwhile, UPM Technology Park is a website for sharing
knowledge on technological innovations and offers educational tour packages for tourists. This
website provides information on technological innovation and how UPM manages innovation
in university. The purpose of the website is to promote the potential of technology, nurture and
develop technology to enhance technology transfer activities, and to coordinate educational

tourism on the UPM campus.

Corigliano, M. A. and Baggio, R. (2006) had done a heuristic evaluation of tourism
websites. Graphical representation quality, clarity of description, etc. were assessed. Heuristic
usability testing is done by distributing questionnaires to a sample of users. The results of
average rating of 2.06 was obtained from usability testing. Therefore, by taking ideas from the
evaluations of Corigliano, M. A. and Baggio, R., a heuristic evaluation of university websites
was studied to improve the performance of selected websites by id entifyingusability problems.
Therefore, the purpose of conductingresearch on these two websites isto find outthe problems

that users may encounterand improvethe performance to make the website more user-friendly.

According to the research done by Khajouei, R., Ameri, A., & Jahani, Y. (2018),
heuristic evaluation had been conducted to evaluate the usability issues of the hospital
information system so that designers able redesign systems, time, and costs for designing
system can be reduced. Therefore, more users will be attracted to use the system. Researchers
found that the usability problems identified by heuristic evaluation is at a medium level.
However, the results also showed that the heuristic evaluation is a suitable and preferred

method to identify the usability issues of the system.

A heuristic evaluation of the smartphone launchers had been conducted by Petrov¢ic,
A.,Rogelj, A., & Dolnicar, V. (2018). The result showed that contents and perception had the
mostusability problemsto the olderadults. This is because the ability of olderadults to recover

errors had been limited as well as their visual, auditory and tactile sensation.

In this report, the method section will list and explain the heuristics, describe the
process of conducting the heuristic evaluation, and select suitable tasks for the two sites. The
results section will display 20 violations for both sites and assess the severity of the violations
found. The discussionsection will suggest improvements foreach violation and summarize the
results and analysis between the two sites. The concluding section will conclude the report and

provide reflection as it is completed.



METHOD SECTION

The type of heuristic evaluation used is the 10 usability heuristic evaluations by Jakob

Nielsen. The table below shows the 10 usability heuristics for user interface design.

Principle

Description

Visibility of system status

The system should keep users informed about what is going
on with appropriate feedback within a reasonable amount of

time.

Match between system and

the real world

Design should speak the language of the user. Use words,
phrases, and concepts that users are familiar with, rather than
internal jargon. Follow real-world conventions so that

information appearsin a natural and logical order.

User control and freedom

Users often perform actions incorrectly. They need a clearly
marked "emergency exit" to exit unwanted operations

without having to go through an extended process.

Consistency and standards

Users don't have to wonder if different words, situations, or
actions mean the same thing. Follow platform and industry
practices.

Error prevention

Good error messages are important, but the best designs are
carefulto preventproblemsfrom happeningin the first place.
Either eliminate error-prone conditionsor check forthem and
give the user a confirmation option before committing the
action.

Recognition rather than

recall

Minimize the user's memory load by making elements,
actions, and options visible. Users don't have to remember
information from one part of the interface to another.
Information required to use the design, such as field labels or
menu items, should be visible or easily retrieved when

needed.

Flexibility and efficiency of

use

Shortcuts - hidden from novice users - can speed up

interaction forexpertusers so thatthe design can cater to both




inexperienced and experienced users. Allows users to

customize frequent operations.

Aesthetic and minimalist | Interfaces should not contain irrelevant or rarely needed
design information. Each additional unit of information in the
interface competes with related units of information and

reduces their relative visibility.

Help  users  recognize, | Error messages should be in plain language (no error codes),
diagnose, and recover from | pinpointthe problem, and constructively suggest a solution.

errors

Help and documentation Preferably the system does not require any additional
explanation. However, documentation may be required to

help users understand how to accomplish their tasks.

Table 1: 10 Usability Heuristic Evaluation (Nielson, J., 1994)

For the heuristic evaluation, | will first choose a task that both websites can perform.
Then, I'll focus on the design interface for both websites. Afterwards, | would document the
problems | had while doing the task and list the design interface that violated the user
experience. After identifying the problems, I will rate each violation based on the severity

ratings.

Severity ratings can fix violations by providing a rough estimation of the need for
additionalavailability work. (Nielson, J., 1994). Jakob Nielson had proposed 0 to 4 rating scale

to rate:
0 =1 don'tagree that this is a usability problem at all

1 = Cosmetic problem only: need not be fixed unless extra time is available on

project
2 = Minor usability problem: fixing this should be given low priority
3 = Major usability problem: important to fix, so should be given high priority

4 = Usability catastrophe: imperative to fix this before product can be released



The three tasks that will be performed are:

Task 1: Get the information of the offered edu tourism activities

Task 2: View the information in the announcement

Task 3: Get the information of the facilities in the campus

RESULTS SECTION

No

Usability Heuristics
& Severity Rating

Website UTM

Website UPM

Visibility of system
status

Severity Rating: 2
(Minor usability
problem)

As without providing
the list of keywords,
users still able to find
out the elements they

want to search.

User unable to know the results
which the keywords start with “A”
since the search bar didn’t display
the keywords.

The figure shows that the search
bar does not provide search results
starting with "A".

User unable to know the results
which the words start with “A”
since the search bar didn’t

display the keywords.

QBACK || LOCATION | FAQ

The figure shows that the search
bar does not provide search

results starting with "A".

Match between
system and the real

world

Severity Rating: 1
(Cosmetic problem)
As the describe
had

provided, hence it

words been

The icon used to show office hour
is not familiar because normally
the icon used to show office hour

is a clock.

OFFICE HOUR

Sunday to Wednesday
830 am - 1.00 pm
2.00 pm - 5.30 pm

Thursday

The icon used to show setting is
not familiar because normally
the icon used to show setting is

gear.




can be fix if the time

As you cansee fromthe figure, the

As you can see from the figure,

is enough. icons used to represent office | the icons used to represent
hoursisdifferentfromthe real life. | setting is different than other
Basically, we will use a clock to | websites. Basically, we will use
represent time. a gear to represent setting.

User control and | If you press the "X" button, the | There is no delete or “X” button

freedom search barwill close. However, the | to delete the words that had been

Severity Rating: 3
(Major usability
problem)

The user experience
had been affected if
the search bar cannot
the  users’
This

result in loss of user

meet

needs. may

access to the website.

user just wants to delete the word

due to a misspelling.

typed. User must delete it

manually.

The figure showsan " X" button for
the user to press. When you press
the "X" button, the search bar will
close. However, the user presses
the "X" button to delete or change

the word that has been entered.

| DiRecTORY || FeEDBACK || LOCATION |

Annoucement Q

PUTRA BAKTI

The figure shows there isno "X"
button for the user to press when
user wish to change or remove

the word that has been entered.

Consistency and

standards

Severity Rating: 2
(Minor usability
problem)

The arrangement of
the elements has the
low  priority is
becauseitdonotgive
great effect on the

user experience.

The images and the description
words are arranged in the different

size.

The fontsize and font format are

not consistent.

The font format of the element
list under UPM-PRODUCTS
should be the same as IDEA.




The that the
arrangement of the pictures is not

figure shows

consistent.

Consistency and

standards

Severity Rating: 4
(Usability
catastrophe)

It is important to
solve this problem.
This is because there

will be some users

who do not
understand  Malay
and English.

The website is in dual languages
which are Malay and English. The
should be

consistent, whether the whole page

language  used

is in English or in Malay.

The website is in dual languages
which are Malay and English.
The language used should be
consistent, whether the whole

page is in English or in Malay.

The

information for the recreational

shows that the

figure

forest package is in Malay while
other elements in the page is in
English.

The figure shows that the news is
in English. However, the user

chose Malay.

Error prevention

Severity Rating: 3
(Major usability
problem)

It may affect the user
experience as the
error  cannot be

recognize by users.

The system should tell the user the

misspelled word by underlining it.

Submit a Comment

]

The

misspelled word is not recognized

figure shows that the

by the user because there is no

alertto remind the user.

The system should tell the user

the  misspelled word by
underlining it.

L =T
The figure shows that the
misspelled word is  not

recognized by the user because
there is no alert to remind the

user.




Recognition  rather

than recall

Severity Rating: 3

(Major usability
problem)
It will affect user

experience because
user do not know
what the mean of the

elements is.

The system should tell the user
what information the user will get

before users access it.

The figure shows that there are no
hints to help the user identify the

element.

It is better to have a pop-up label
for home icon to help user to

recognize the action.

@» ABOUT US

The figure shows that there are
no hints to help the user identify

what action done by the icon.

Flexibility and

efficiency of use

Severity Rating: 4
(Usability
catastrophe)

This usability issues
must be fix before
release. Users do not
like to visit a website
that is not flexible

and efficient.

Reservations can only be made by
submitting name, email address
and comment. This is insufficient
as the user needs to wait a long
time to ensure that the reservation

has been accepted.

[ CONTACT US / RESERVATION

The figure shows that the
reservation only can made by
providingname, emailaddress and
message. Thisis notinsufficientas
users must think about the details

to make a booking.

No information that tells users
what edu-tourism packages had

been offered.

sooooare

The figure shows that there is no
information about the offered
activities.




9 | Aesthetic and | Too many fonts cause user| The complex visual elements
minimalist design aesthetic fatigue and can't find the | with little white space causing
main elements. users unable to find the
Severity Rating: 4 necessary elements.
(Usability
catastrophe) = ﬁ' -
It is important to fix _— — _
. B o
this problem. This is The figure shows that there are too .%M4 " Ps
because it Is the first many contents which will cause _ —
impression of users o The diagram shows that there are
o this website. user aesthetic fatigue. 100 many elements packed
together, which will hide the
necessary elements from the
user.

10 | Helpusersrecognize, | The system should provide | The system should provide
diagnose, and | suggestion to solve the constraints | suggestion to  solve the
recover from errors | that have been made. constraints that have been made.
Severity Rating: 2 Tl ¥=- = SEARCH CONTAINS : ‘ANNOUCEMNT'
(Minor usability | | v resues rouna s
problem) e
This usability issue omcron
hasthe low priority is | The figure shows that no results
becauseitdonotgive | found are displayed on the screen | The figure shows that no match
great effect on the | and there are no suggestions to | found are displayed on the screen
user experience. help users identify constraints. and there are no suggestions to

help users identify constraints.

11 | Help and | Help and documentation are not | Instead of showing the results

documentation

available on this site. Users may
become lost and unable to obtain

assistance while using the website.

found, providea link for user to
visit the page is more useful.

This is because when users ask




Severity Rating: 3

(Major usability
problem)
It will affect user

experience because

for help, it means they can’t find
what they’re looking for in the

website.

SEARCH CONTAINS : 'PRICE', 'FOR' AND

user cannot get the The figure shows that there are no PACKAGE,
information  they helpdesk or FAQ questions in this o f |:|
wantin a shortperiod website. “ —
of time.
The figure shows that the result
of 1 match found is shown
without providing any link to the
page.
Table 2: The elements that are violating principle of heuristic evaluation
DISCUSSION SECTION
Website UTM UPM
Usability Visibility of system status
Heuristic
Issues User unable to know the results | User unable to know the results
which the keywords start with “A” | which the words start with “A”
since the search bar didn’t display | since the search bar didn’t display
the keywords. the keywords.
Solution The keywords which are start with | The keywords which are start with

“A” should be listed as shown in

figured.

“A” should be listed as shown in

figured.

I3 | SITEMAP || DIRECTORY || FEEDBACK || LOCATION

Announcement

FAQ

Q

Table 3: The solution for visibility of system status violation




Website uTM UPM

Usability Match between system and the real world

Heuristic

Issues The icon used to show office hour | The icon used to show setting is
is not familiar because normally | not familiar because normally the
the icon used to show officehouris | icon used to show setting is gear.
aclock.
530am-1.00pm
Solution Instead of a board, clock icon can | Instead of a running person, gear

be used to represent office hours.
Therefore, the message from the

icon will be more obvious to user.

icon can be used to represent
setting. Therefore, the message is

more obviously to users.

Table 4: The solution for match between system and the real world violation

Website uTM UPM

Usability User control and freedom

Heuristic

Issues If you press the "X" button, the | There is no delete or “X” button to

search bar will close. However, the | delete the words that had been
user just wants to delete the word | typed. User must delete it
due to a misspelling. manually.
L_ R— ;

Solution The function of the “X” button | “X” button should be added to

should be changed to clear the

words that had been entered.

clear the words that had been

entered.

[ oirectory || Feeneack || Location \

Annoucement X Q

PUTRA BAKTI

Table 5: The solution for user control and freedom violation




Website

UTM

UPM

Usability Consistency and standards
Heuristic
Issues The images and the describe words | The font size and font format are
are arranged in the different size. | not consistent.
Solution The images and the describe words | The font format and font size

should be rearrangement. The
images and describe words should
be in the same length and same
width.

should be determined first. For
example, all the topics should be in
capital with the 14-font size while
the elements below the topics
should be bold with the 10-font

size.

Table 6: The solution for consistency and standards violation

Website

UTM

UPM

Usability

Heuristic

Consistency and standards

Issues

The website is in dual languages
which are Malay and English. The
should  be

consistent, whether the whole page

language  used

is in English or in Malay.

The website is in dual languages
which are Malay and English. The
should  be

consistent, whether the whole page

language  used

is in English or in Malay.

Solution

The language used by the website
should be consistent. When users
view in English mode, then all the
content should be in English. More
languages need to provide because
not all users able to read Malay or

English.

The language used by the website
should be consistent. When users
view in English mode, then all the
content should be in English. More
languages need to provide because
not all users able to read Malay or

English.

Table 7: The solution for consistency and standards violation

Website

UTM

UPM

Usability

Heuristic

Error prevention




Issues The system should tell the user the | The system should tell the user the
misspelled word by underlining it. | misspelled word by underlining it.
Solution The misspelled word should be | The misspelled word should be
underlined or gave the suggestion | underlined or gave the suggestion
to correct the words. to correct the words.
Submit a Comment
Table 8: The solution for error prevention violations
Website UTM UPM
Usability Recognition rather than recall
Heuristic
Issues The system should tell the user | It is better to have a pop-up label
what information the user will get | for home icon to help user to
before users access it. recognize the action.
Solution Instead of displaying an image, the | Providing the pop-up label so that

topic that will be displayed when
the element is clicked must be
shown to user.

user will know the action will be

done by the icon.

# » ABOUT US

Table 9: The solution for recognition rather than recall violation

Website UuTM UPM
Usability Flexibility and efficiency of use
Heuristic
Issues Reservations can only be made by | No information that tells users

submitting name, email address
and comment. This is insufficient
as the user needs to wait a long

what edu-tourism packages had

been offered.




time to ensure that the reservation

has been accepted.

Solution The payment and booking | Images and information about the
interface should be provided for | activities and packages should be
the user. Booking details such as | provided so that wusers can
name, phone number, data, time, | understand the activities offered by
etc. should be provided for the | the University.
user.

Table 10: The solution for flexibility and efficiency of use violation

Website uTM UPM

Usability Aesthetic and minimalist design

Heuristic

Issues Too many fonts cause user | The complex visual elements with
aesthetic fatigue and can't find the | little white space causing users
main elements. unable to find the necessary

elements.
cl% E g
Cro— .‘_a LL;
Solution Providing the poster with the topic | The complex visual images cause

only so that users can identify the
elements they want

affected

quickly

without the

by

unnecessary elements.

user fell fatigue. Hence, itis better
to show the elements as picture
below when there are too many

elements to be displayed.

PENGUMUMAN

TEMDER / SEBUTHARGA JKNATAN KDSONG |

PENGUMUMAN

Table 11: The solution of Aesthetic and minimalist design violation




Website UTM UPM
Usability Help users recognize, diagnose, and recover fromerrors
Heuristic
Issues The system should provide | The system should provide
suggestion to solve the constraints | suggestion to solve the constraints
that have been made. that have been made.
Solution Provide suggestions such as "Do | Provide suggestions such as "Do

you mean..." to correct the user's
spelling or help the user identify
page
synonyms for the words the user

the correct based on

enters.

you mean..." to correct the user's
spelling or help the user identify
page
synonyms for the words the user

the correct based on

enters.

KAMPUS EDUPELANCONGAN

Do you mean....

SEARCH CONTAINS : 'ANNOUCEMNT'

Do you mean....

Table 12: The solution for help users recognize, diagnose, and recover from errors violation

Website

UTM

UPM

Usability
Heuristic

Help and documentation

Issues

Help and documentation are not
available on this site. Users may
become lost and unable to obtain

assistance while using the website.

Instead of showing the results
found, provide a link for user to
visit the page is more useful. This
is because when users ask for help,
it means they can’t find what

they’re looking for on the website.

Solution

FAQ interface should be provided
as it is able to answers the
questions that frequently asked by

users.

Provide a function such as “Press
here to enter the page.” is more
useful than only show 1 match is

found.




SEARCH CONTAINS : 'PRICE', 'FOR' AND
'PACKAGE'

NEWS NO match
ARTICLE
WEB CONTENT Press hiereto enter the page.
DOCUMENT NO muatch
ACTVITY:  NO matet
DIRECTORY NO match
LOCATION N

ALBUM

Table 13: The solution for help and documentations violation

Through the research on both websites, | found that some functions and elements

provided on the websites have followed the principles of heuristic evaluation while some are

violating the principles of heuristic evaluation. The table below will show the comparison of

the positive and negative findings based on the 10 principles of heuristic evaluation on both

websites.
Usability Website UTM Website UPM
Heuristic
Visibility of | Positive Finding: Positive Finding:

system status

The changingof colour shows that

the users is on the Packages page.
| e |

|

Negative Finding:

User unable to know the results
which the keywords start with “A”
since the search bar didn’t display
the keywords.

The box which filled with red
colour shows that users is on the
UTAMA page.

[[EZTN | Peva LamAN || DIREKTOR! || MAKLUMBALAS | | LOKASI || SOALAM LAZIM

Q

Negative Finding:

Users unable to know which page
iIs them on because there is no
difference between the bars.

||

Match

system and the real

between

world

Positive Finding:
Some icons used are -easily

recognise by users.

Positive Finding:
The
recognise by users.

icons used are easily




GET IN TOUCH

Negative Finding:
The icon used to represent office

hours is not familiar.

GET IN TOUCH

T T LU I, L A Ty

Malaysia

. 03-97691849

iB 03-89464121

E4 promosi@upm_edu.my

TALIAN KECEMASAN
BAHAGIAN KESELAMATAN

Negative Finding:
The icon used to represent email

in other pages is not familiar.

43400 UPM Serdang

Selangor Darul Ehsan

L 0397691849

1B 03-89464121
promosi@upm.edu.my

User control

freedom

and

Positive Finding:

The small arrow displayed in the
bottom right corner allows the
userto get to the top of the page as

quickly as possible.

Negative Finding:

If you press the "X" button, the
search bar will close. However,
the user just wants to delete the

word due to a misspelling.

Positive Finding:

The small arrow displayed in the
bottom right corner allows the
userto get to the top of the page as

quickly as possible.

Negative Finding:

Thereis no delete or “X”’ button to
delete the words that had been
typed. User delete it

manually.

| DIRECTORY || FEEDBACK || LOCATION \

Q

must

‘ Annoucement

PUTRA BAKTI




Consistency and
standards

Positive Finding:
The size of the pictures and the

format are same.

Negative Finding:
The images and the description
wordsare arranged in the different

size.

Positive Finding:
The video size and format are the

Same.

Negative Finding:
The fontsize and font format are

not consistent.

Error prevention

Negative Finding:
The system should tell the user the

misspelled word by underlining it

Negative Finding:
The system should tell the user the

misspelled word by underliningit.

Submit a Comment

]

=

Recognition rather

than recall

Positive Finding:
Searching history had been saved
in the system. Therefore, users
remember the

will previous

search.

Package
\§ | Packages

r Place of Interest

Positive Finding:
Users no need to memorize the

system path as it has been shown.

# » MENGENAI KAMI » PUTRA SCIENCE PARK = Latar Belakang

Negative Finding:
It is better to have a pop-up label
for home icon to help user to

recognize the action.




Negative Finding:
The system should tell the user
what information the user will get

before users access it.

&> ABOUT US

Flexibility and

efficiency of use

Positive Finding:

User will direct to the mailbox
when press the email. It is
efficient as user no need to take
another step such as close the tab
and open Gmail tab to send the

email.

Blok U9, Kolej Perdana
81310 UTM, Johor.

Telephone : +607- 55 35197
Fax . +607- FE366+9
Official E-mfil : scholarsinn@utm.my

Negative Finding:

Reservations can only be made by
submitting name, email address
and comment. This is insufficient
as the user needs to wait a long
time to ensure that the reservation

has been accepted.

Positive Finding:

User will direct to the mailbox
when press the email. It is
efficient as user no need to take
another step such as close the tab
and open Gmail tab to send the

email.

43400 UPM Serdang
Selangor Darul Ehsan
0397691849

B 03-89464121

@ promosi@upm.edu.my

Negative Finding:
No information that tells users
what edu-tourism packages had

been offered.

Dooooess




Aesthetic and

minimalist design

Positive Finding:
There are only the necessary

elements shown in the page.

Positive Finding:
There are only the necessary

elements shown in the page.

Negative Finding:
Too many fonts cause user
aesthetic fatigue and can't find the

main elements.

Negative Finding:

The complex visual elements with
little white space causing users
unable to find the necessary

elements.

o EEOE ¢

SEn !

Help users
recognize,

diagnose, and
recover fromerrors

Positive Finding:
The details of the error had been

told.

Please, il in the following fiekls:

= Name
= Message

Please, fix the following errors:

» Invalid email

Positive Finding:
The details of the error had been
told.

SILA MASUKKAN EMAIL YANG SAH

Negative Finding:




Negative Finding:
The

suggestion to solve the constraints

system should provide

that have been made.

No Results Found

The
suggestion to solve the constraints

system should provide

that have been made.

SEARCH CONTAINS : '"ANNOUCEMNT'

NEWS
ARTICLE

WEB CONTENT
DOCUMENT
ACTIVITY
DIRECTORY
LOCATION

ALBUM

Help and

documentation

Positive Finding:

Information on how to get to the
university by different types of
transportation had beentold in the

great detail.

= Epn I A
L By pane By Tram
e
-

By Carts or Tane)

Negative Finding:
Help and documentation are not
available on this site. Users may

become lost and unable to obtain
the

using

assistance  while

website.

Positive Finding:
FAQ questionsare provided in the
websites which able to help users

solve the problems at a short time.

SOALAN LAZIM

I Avotch yorg dinormokon Rekociots?

Negative Finding:

Instead of showing the results
found, provide a link for user to
visit the page is more useful. This
Is because when users ask for
help, it meansthey can’tfind what

they’re looking for on the website.

SEARCH CONTAINS : 'PRICE', 'FOR' AND
'PACKAGE'

DOCUMENT NO matct
ACTVITY NO
DIRECTORY NO match

LOCATION NO matct

AAAAA

Table 14: Comparison between both websites

The table above showsacomparisonof heuristic evaluations between the two websites.




For visibility of system status, we can see positive and negative findings for both sites.
The colourrendered on the word tells the user where the user is currently. However, for website
UPM, bars that don't change colour can cause users to get lost on the website. For website
UTM, the negative finding of system status visibility is the performance of the search bar,
where the system does not list keywords based on the words entered by the user.

Both websites follow the rules of principle of matching the system with the real world.
Both websites use icons that are easily recognizable by users, such as location, phone, and
email. However, some icons used on the websites violate this principle. This is because the

user is not familiar with the icon used to represent something.

The small arrows provided in the bottom right corner of the website allow users to get
to the top of the page as quickly as possible. The performanceof the " X" button on the website's
UTM and the absence of the "X" button on the website's UPM violates the principles of user

control and freedom. This is because users cannot execute as they want.

The arrangement of images and the format of the elements violate the principle of
consistency and standards. However, some pages on the website follow the principle of
consistency and standards. There are many elements on a website that violate the principle of
error prevention. This is because the system does not provide any suggestions or highlight

mistakes made by the user. Therefore, the user may perform some functional errors.

The system path displayed at the top of the UPM website page helps users remember
the system path, while the search history saved on the website UTM helps users remember
previous searches. These characteristics showed positive finding for the principle of
recognition rather than recall. However, some elements on the website do not provide

information to tell the user which elements exist and what action the element takes.

Both websites follow the principles of flexibility and efficiency of use. The email
address provided on the website allows users to go directly to the mailbox when pressing the
email address. Therefore, the user can save time by doing this. However, if the user wishes to
make a reservation on the website UTM, the user needs to email the details to the administrator
of the website, which is very insufficient as the user may not know the progress of their
reservation. Additionally, the UPM website only tells users that they offer educational tourism

packages while at university but does not provide details on the activities offered.



Some pages of both websites only display necessary elements that conform to the
principle of aesthetics and minimalist design, while some pages of both websites display some
unnecessary elements, which may cause users' aesthetic fatigue and not be able to find

important elements.

For help users recognize, diagnose, and recover from errors, both websites display
details of mistakes users make, such as mistyped email addresses. However, neither website

offers any suggestions to address user limitations in search functionality.

For help and documentation, the UTM website provides information on how to get to
the university by different types of transport and is informed in detail, while the UPM website
provides FAQs that can help users resolve issues in a shorttime. However, some features on
both sites violate the principles of help and documentation. The lack of FAQs and help on the
UTM website can lead to users getting lost and unable to get help, and the functionality to
display the results found from the search bar of UPM website does not perform well because

the user cannot get help from the displayed results.

CONCLUSION

Through this project, | was able to identify usability issues that violate the principles of
heuristic evaluation on the UTM Campus Edu and UPM Putra Science Park tourism websites.
From the findings, several solutions have been prepared to improve the user experience and
userinterface. Through the comparisons thathave been made of the two websites, | am amazed
that there are similar usability issues happening on both websites and there are some usability

issues happening on one website and the other website has followed the principle.

Before studying the usability of the heuristics, both websites performed well for me
while | was using those websites. However, when | go into the details of heuristic evaluation
principles, | find that some features or some functions on a website affect the user experience
and are not user friendly. Ontop of that, I also found that some of the features were friendly to

me because they met my needs.

Although both websites have some violations of the heuristic evaluation principle, |

still find itdifficult to identify the 11 violations. The rating part was the hardest for me because



| had to analyse the problem to determine the level of solution. However, it was fun because |

was getting a chance to involve myself to make the website better.

Through this project, | also learned that it is impossible for a web designer to identify
all the problems that can affect the performance of a website. Therefore, it is important to
involve evaluators in conducting heuristic evaluations. This is because the results obtained
from the heuristic evaluation can help the designer to improve the quality of the website. In
addition, the results of the heuristic evaluation can help the designer evaluate the problems that

need to be solved first by identifying the level of the severity rating.

In conclusion, before usability testing, heuristic evaluation must be done. Since
heuristic evaluation can provide quick feedback on usability issues, designers can geta lot of
good and bad feedback from the product in a short period of time. Straightforwardly, we can
say that heuristic evaluation can help designers solve most of the usability problemsin a short

period of time.
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