www.keancoffee.com

Heuristic Evaluation

ARTISAN ROASTERS

Veronica Hernandez
February 2017
INAMATX283




Table of Contents

Executive Summary
Introduction
Methodology
Findings Summary
Positive Findings
Negative Findings
Recommendations

Conclusion




Executive Summary

This report contains the results from a heuristic evaluation for the
Kean Coffee website. The specific task evaluated was the process
of purchasing coffee online. The heuristic evaluation usability
method was used based on Jakob Nielsen’s Ten Usability

Heuristics.

The following are the key findings of the report:

*> The evaluation results identified 12 positive findings in
compliance with the heuristic principles.

> The evaluation results also identified 16 negative findings
in violation of the heuristic principles.

* The main pain points of the site which received the
highest severity ranking were the site’s main header and
navigation, and the shipping & billing page.

> By implementing the suggested recommendations, the
site would attract more new and returning customers thus
increasing site revenue.




Introduction

Kean Coffee is a coffee shop in California with two locations
located in Newport Beach and Tustin. While the coffees shops
have received rave reviews, the website has received negative
feedback. The purpose of this report is to identify pain points of

the site and make recommendations for improvement.

This report contains the results of a heuristic evaluation conducted
on the Kean Coffee website. Three evaluators were given the task
of buying a bag of coffee on this website. The evaluators started
on the homepage and proceeded without any other instruction.
The process was evaluated against Jakob Nielsen’s 10 Heuristic

Principles.

The report contains both positive and negative findings. The
Findings Summary section contains a table with each issue listed
in order of severity of violation. The report also contain Positive &
Negative Findings sections which details each area of the website
that was in compliance or violation listed by heuristic principle.

The last table contains recommendations to improve the site.
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Methodology

The heuristic evaluation was conducted on the Kean Coffee
website by utilizing a team of three evaluators who were given a
task to complete on the website. The specific task was to enter on
the homepage and attempt to buy a bag of coffee. The participants
used Jakob Nielsen’s 10 Heuristic Principles as a guideline to
provide feed back. The feedback involved analyzing each screen
and identifying heuristic principles that were in compliance or in
violation throughout the process. The violations were given a

severity rank of 1 to 4.

Task

8 Buy a bag of any type of coffee

Task Screens
8 Homepage
# Coffee List
# Coffee Detail
# Shopping Cart
# Shipping & Billing



Methodology (cont'd)

Jakob Nielsen’s 10 Heuristic Principles

H1. Visibility of system status - The system should always keep
users informed about what is going on, through appropriate
feedback within reasonable time.

H2. 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.

H3. 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.

H4. Consistency and standards — Users should not have to
wonder whether different words, situations, or actions mean the
same thing. Follow platform conventions.

H5. Error prevention — Users should not have to wonder whether
different words, situations, or actions mean the same thing.
Follow platform conventions.



Methodology (cont'd)

Jakob Nielsen’s 10 Heuristic Principles

H6. 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.

H7. 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.

H8. 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.

H9. 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.

H10. 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.



Methodology (cont'd)

Ranking System

— Cosmetic Issue
E — Minor Issue
B — Major Issue
n — Major Issue

Compliance & Issue IDs

Compliance and Issue IDs are marked first by heuristic principle

number, then the number of the finding. For example:

“4.3” = 4 Heuristic Principle identified ;

31 finding under that principle
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Findings Summary

*In order by highest severity to lowest

Issue ID | Severity | Screen & Issues

Sitewide, header. The user need to click “Our Coffees” to buy coffee. Another
link labeled “Merchandise”. These labels do not clearly convey to the user
which link to use to buy coffee. The term “merchandise” is more closely related
to a commerce area, so users will be inclined to look there first”.

2.1 3

Sitewide, header. The “Our Coffees” link in the main navigation has secondary
links that do not relate to the title. The category title is “Our Coffees”, however,
4.2 3 ‘Loose Leaf Teas” can be found here. Also, the secondary link to the coffee
details page is labeled “Fresh Roasted Beans”. There is inconsistency in the
naming convention and can easily confuse users.

Sitewide, links. Delineation between links and regular text does not exist
throughout website. Links and regular text on screens have the same font and
font color thus adding confusion for the user. Users are forced to guess what is
clickable and what is static on the pages.

4.4 3

Sitewide, popups. The default system error message popup gives users the
option to select “Prevent this page from creating additional dialogs.” If the user
5.2 3 accidentally selects this, it will block all error messages until the screen
refreshes. This will leave the user confused and wondering about system
status.

Table 1 of 4
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Findings Summary (cont'd)

Issue ID | Severity | Screen & Issues

Shipping & Billing. If a user enters invalid information or skips a field, an error
message pops up displaying how errors should be fixed. However, upon exiting
the popup, the information on how to correct the errors is gone. Only red error
icons remain.

14 3

Shipping & Billing. None of the fields are marked as required. If the user
decides to enter just their name and shipping address, they will be presented
with an error message which then marks the required fields with a red
exclamation point icon.

9.1 3

Sitewide, header. In the header, the shopping cart section at the top of the
212 2 page is text only. It is very easy to scan over text and user can not realize it is
there.

Coffee List. Inconsistent use of images for each coffee type. Some of the
coffee types have an icon image with a number and others have a nature
picture. This leaves the user guessing how the number is relevant to the type
of coffee. Also, some of the images seem grainy while others are clear.

4.3 2

Table 2 of 4
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Findings Summary (cont'd)

Issue ID Severity | Screen & Issues

Coffee List. The page looks like an informational page for each coffee
6.1 2 type. The user would need to remember that this is where they can
select a coffee type to purchase.

Coffee List. The coffee types are randomly listed, so user is forced to
memorize locations of coffees. If a user likes a specific type and returns

R’ 2 to see if it is available, they would need to scan the whole page to find it.
Or remember where it was during the last visit.
7 1 5 Coffee List. Selecting a coffee type to purchase is limited to clicking the
' title link and image for each type. This is not intuitive nor efficient.
8.2 5 Coffee Detail. Redundant information makes this screen unnecessary.

Most of the information on this screen exists in the previous screen.

Coffee Detail. The page does not offer tool tips or a help with regard to
10.1 2 the type of grind. Users may not be familiar with the different types of
grind and become frustrated or confused as to which to pick.

Table 3 of 4
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Findings Summary (cont'd)

Issue ID Severity | Screen & Issues

Shipping & Billing. The order of elements lack an intuitive flow. The title
of the page is “Shipping & Billing Info” so the expected display of
elements should follow that order. Shipping Address information should

&S Z be entered first, then user checks box if billing address is different from
shipping address, the user will enter Email address to receive
confirmation and status of order.

a0 1 Sitewide, header. Move shopping cart to upper right corner as per

current convention and user’s mental model.

Sitewide, header. Move “Order & Shipping” link in main navigation
8.1 1 under “Merchandise” or remove altogether since it is in the checkout
process already.

Table 4 of 4
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Positive Findings

H1. Visibility of system status

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

fy WESRO©)
ncial medi

edie

| exealbine—

Nur Coffees .

FINE ORGANIC AND FAIR TRADE SPECIALTY COFFEES
FROM AROUND THE GLOBE ROASTED FRESH DAILY.
g ESPRESSO DRINKS AS CULINARY WCORKS OF ART.
INDULGENT CHOCOLATE DRINKS. VIRTUOUS TEAS.
AUTHENTICALLY INDEPENDENT. A TRUE COMMUNITY
GATHERING PLACE, TAKING COFFEEHOUSE CULTURE
TO THE NEXT LEVEL.

Find out what goes into selecting our Coffees

v/

Compliance ID 1.1:

The shopping cart at the top of the
page displays how many items are
in the cart. This is real-time feed
back functionality which keeps

Cazcadn “Nicarague Finest® Sumetra Taxo
T
N

Nicaragua La

users informed shopping cart status. | Aasourcorrse 8 e L
This information is visible during oG s
user’s entire site visit. i o e

2= Contsct Us @j}

?mv:m e e T SO S A e S S R

15



Positive Findings

H3. User Control and Freedom

Users often choose system
functions by mistake and will need a
a clearly marked “emergency exit”
to leave the unwanted state without
having to go through an extended
dialogue. Support undo & redo.

.......

v/

Nicaragua La

Compliance ID 3.1:

The shopping cart links to the
shopping cart page so user can
modify items in the cart at any time
during their visit. If there are any
discrepancies in the cart, the user
can easily correct it.

ABOUT COFFEE

Coffee Regions

The Coffee Ritual

Latté At

Coffee Roastirg

2= Contact Us

% Wholesale Information
Employment

Copyright® 2017 Kean Coffee. All nights reserved.

Nur Coffees .

Cazcada “Nicaragae Finest™
$24.00

[Buy]

fy WESRO©)
ncial medi

edie

| rvezaliomes—

FINE ORGANIC AND FAIR TRADE SPECIALTY COFFEES
FROM AROUND THE GLOBE ROASTED FRESH DAILY.
ESPRESSO DRINKS AS CULINARY WORKS OF ART.
INDULGENT CHOCOLATE DRINKS. VIRTUOUS TEAS.
AUTHENTICALLY INDEPENDENT. A TRUE COMMUNITY
GATHERING PLACE, TAKING COFFEEHOUSE CULTURE
TO THE NEXT LEVEL.

Find out what goes into selecting our Coffees

it Wdan Coffes, umaf':.a and will not thars yeur persenal
formation with anyene af any time.

Yorms of Use | Privacy Notice
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Positive Findings

H3. User Control and Freedom

\SCADA *NICARAGUA FINEST* &

Compliance ID 3.2:

The add-to-cart screen offers a
“Return to Coffee List” link which
directs the user back to the coffee
selection list. This is useful in case
the user decides they would like to
consider a different coffee type or
maybe selected one in error.

v . s

Ordering & Shipping Informaotion
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Positive Findings

H3. User Control and Freedom

v/

Compliance ID 3.3:

The ‘View Cart’ screen provides the
user with many options to edit,
change, or add to the cart before
checking out. This screen also has
instructions for how each element
functions for the novice user.

K. E A N shopping cart:Hitems in your cart f , ‘
COFF FEE follow 1
About Us -

AN X OASTERS Our Coffees- Locations & Hours - Merchandise - Events & Classe:

YOUR SHOPPING CART

Eo update a quantity for an item, change the number in the 'Qty" column and then click the 'Update Cart'
utton.

.
+ To delete an item from your cart, click the X to the left of the item,
« When you are finished shopping, click the ‘Check Out' button to continue your order.
Unit Item
Product Name Qty| Price l |
X |Nicaragua La Cascada *Nicaragua Finest* $24.00, Whole Bean 1 $24.00 $24.00
X [Kenya Lenana $16.25, French Press $16.25 $16.25)

”]

Order Subtotal: $40.25
(Any applicable tax and/or shipping will be calculated on the final checkout page.)

Continue Shopping

WUT COFFEE
Coffee Regions  The Coffee Ritual ~ Latté At Coffee Roasting ™ ContactUs X Wholesale Information  Er

) 2017 Kéan Coffee, All rights reserved. Terms of Us:
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Positive Findings

H4. Consistency & standards

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

v/

Compliance ID 4.1:

Each coffee type is easy to follow
and read due to consistent layout.
The coffee products each contain
the same elements following the
same easy-to-scan layout. They
each have the name of the coffee
with its corresponding product price,
history, flavor notes, and roast level.

Title & Price

History

Flavoer

Roast

FRESH ROASTED BEANS

Below is our current selection of seasonally available coffees. Check back ofte

Regular Coffees

Papa New Guinea Purosa $15.

< In the Easterr Highlands
Fapua New Guinez, smal
! holcer farmers in the Pul

and Okapa valleys have
producirg excepticnal coffees for
some time now.

Nlcaragua La Cascada *Nicaragua
Finest* $24.00

cf Firca La Cascada is a 1st
generation coffee grower. In
b0 2015, his award winning
Maracaturra rankec 21 in the "Cup of
Excellence® (COE) competition. This
year it placed in the top five in

"I\icaraaue Finest Coffee".

Aromas of plum wine, vanilla, anc
cedar are the gateway to a full, ju
rich, smooth body and gentle app
and plum acidity. The flavors of b
sugar, tangerine, semi-sweet
chocclate, molasses, and a mond
butter finish long ard silky with w
and allspice notes.

' )
aromas with rushes of tamarind,
toffee, dark chocolate, and butter
crzam. R'ch and luxurous acidity with
horey sweetress.This vibrant of‘ering
lirgers w'th a finish of dred apricot,

walnut and a hirt of nutmeg. Mcdium to Full Roast

Sumatra Tano Batak $15.25

From the slopss above Lake
k Toba, in the Tano Batak
Highlands, small holder

4 farmers take great cares to
harvest and prepare this clean, bright,
full-bodied example of high quality
Sumatra coffee.

Colombia, Los Naranjos $14.8

- In the Southwest Fighlan
Hulia, €7 farmers and ths
families work together in

San August ne de Los Nal
group to produce exceptionally fir
quality Colombia coffee.

This smooth, delicately complex ¢
features sweet floral aromas of vi
and carnation and a creamy, silky
body. Flavors of honey, milk choc
and strawberry preserves are
complemented by a rounded appl
acidity. The finish is gently long v
fig and brown sugar notes.

The aromatics of tarragon, vanilla, and
sweet basil open into a full, creamy
body and a soft red apple acidity. Lush
notes of butterscotch, molasses,
hazelnut, and allspice linger into the
long, buttery finish. Scored 95 by Ken
Davids of Coffee Review.

Full Roast Light to Medium Roast

19



Positive Findings

H5. 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.

v/

Compliance ID 5.1:

Deleting an item from the shopping
cart presents user with a
confirmation popup to confirm
deletion. If the user mistakenly
clicks “X” next to the product, they
can recover and avoid the error.

A N shopping cart:aitems in your cart
F E E
About Us -

/ASTERS Our Coffees-  Locations & Hours - Merchandise

‘ x
www.keancoffee.com says:

R SHOPPING | Are you sure you wish to delete this item?

« To update a q en click
button. | OK Cancel
* To delete an it
* When you are | der.
Product Name /’ Qty
X |Nicaragua LaC)rs{ada *Nicaragua Finest™ $24.00, Whole Bean |1
X |Kenya L% $16.25, French Press 1

ord
(Any applicable tax and/or shipping will be calculated on the final checkout p:

Continue Shopping

FFEE
nmns The Coffee Ritual Latté Art Coffee Roasting X Contact Us X Whole

1 Coffee. All riahts reserved.
nDelete.aspx?CartltemId=25089 |

20



Positive Findings

H9. Help user recognize, dlagnose and recover from errors

Error messages should be
expressed in plain language (no
codes), precisely indicate the
problem, and constructively suggest
a solution.

IICARAGUA FINEST* $24.00 K Return to Coffes List

Compliance ID 9.1:

Icons of accepted credit cards are
listed in the “Order Online’ section
of the ‘Add to Cart’ screen. This info Az
allows the user to know upfront O
what cards are accepted which Ve i
saves time in case their credit card
is not accepted.

Ordering & Shipping Information




Positive Findings

H9. Help user recognize, diagnose, and recover from errors

v/

Compliance ID 9.2:

If users change quantity amount to
“0”, the system will generate an
error message informing the user a
number value between 1-100 is
required. This guides user in how to
correct the error.

m shopping cartzgitems in your cart
About Us - OQur Coffees- Locations & Hours - Merchandise - Eve

.STERS

x|
| www.keancoffee.com says:

s H ° PPING ( - Please enter a number (1—-?9) in the quantity field for the "Kenya
Lenana $16.25, French Press” item.
In click the 'Upd:

OK
BE

* To update a qu
button.

« To delete an ite

* When you are fi

Unit
Product Name — Qty| Price
7 )
X |Nicaragua La Cascada/(Nicaragua Finest* $24.00, Whole Bean 1 $24.00
< |Kenya Lenana $16.25, French Press S [+ Y $16.25

Order Subto
(Any applicable tax and/or _shippt 1l be calculated on the final checkout page.)

Continue Shopping

"EE

The Coffee Ritual Latté Art = Wholesale Info

Coffee Roasting ¢ Contact Us

offee. All rights reserved.
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Positive Findings

H9. Help user recognize, diagnose, and recover from errors

v/

Compliance ID 9.3:

i shopping cart:@items in your cart

About Us - Our Coffees- Locations & Hours -

S

BILLING INFO

required to notify you about your order status
third parties.
is different than your shipping address, click |

is different than my shipping address.

Last Name:

i |
- .

www.keancoffee.com says:

Please correct the following problems:
- Email address is required.

- First Name is required.

- Last Name is required,

- Phone is required.

- Address is required.

- City is required.

- State is required.

- Zip is required.

—_

f YO

follow us on

Merchandise - Events & Classes

X

nare

If user enters invalid information, the
system will pop up an error message. |__==; i (o |
The message clearly provides

information on what fields were
invalid and how to correct them.

offee Ritual Latté Art Coffee Roasting X Contact Us X Wholesale Information Employr

Ights reserved. Terms of Use |
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Positive Findings

AUUUL UD T UUl LUNIEED T LULALIVIID X T1uuls T miELnanuny

H10. Help & documentation

Even though it is better if the system
can be used without documentation, = AscADA *NICARAGUA FINEST* $24.00
it may be necessary to provide help N

and documentation. Any such N
information should be easy to
search, focused on the user's task,
list concrete steps to be carried out,
and not be too large.

Compliance ID 10.1:
This screen includes an order and e
shipping information link in the “Order
Online” section. This provides users
quick and easy access to this
information before proceeding with
purchasing coffee.

Ordering & Shipping Information

24



Positive Findings

H10. Help & documentation

v/

Compliance ID 10.2:

This screen offers a clear description
on how the cart functions. If the user
was not familiar with the shopping
cart functionality, they have easy
access to the information without
navigating away from the screen.

a 1 —
K. E A N shopping cart:Hitems in your cart f , ‘

COFFEE follow 1
About Us - Qur Coffees- Locations & Hours - Merchandise - Events & Classe

AN ROASTERS

YOUR SHOPPING CART
. Eo update a quantity for an item, change the number in the 'Qty" column and then click the 'Update Cart'
utton.

+ To delete an item from your cart, click the X to the left of the item,
« When you are finished shopping, click the ‘Check Out' button to continue your order.

Unit Item
Product Name Qty| Price l |
X |Nicaragua La Cascada *Nicaragua Finest* $24.00, Whole Bean 1 $24.00 $24.00

”]

X [Kenya Lenana $16.25, French Press $16.25 $16.25)

Order Subtotal: $40.25
(Any applicable tax and/or shipping will be calculated on the final checkout page.)

Continue Shopping

WUT COFFEE
Coffee Regions  The Coffee Ritual ~ Latté At Coffee Roasting ™ ContactUs X Wholesale Information  Er

) 2017 Kéan Coffee, All rights reserved. Terms of Us:
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Positive Findings

H10. Help & documentation

v/

Compliance ID 10.3:

This screen includes information at
the top which informs the user what
their email will be used for. By
providing this information, the user
gets a sense of safety and security.
Also, it saves time by avoiding user
hesitation.

shopping car::Bitems in your cart

RTISAN ROASTRD - Ahnuk s NwPafianc. Locations & Hours - Merchandise - Ev

-uPPING & BILLING INFO

Your email address is required to notify you about your order status. W.
your information with third parties. I

“mail Address: |

< i< different than vour shinni—g

My Billing
Shipping Address
First Name: Last Name:
Company Name: Phone:
Address:
City: State: 2ip:
v

ABOUT COFFEE
Coffee Regions  The Coffee Ritual Latté Art Coffee Roasting &% Contact Us &% Wholesale Inf

pynight® 2017 Kéan Coffes. All nghts reserved.
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Negative Findings

H1. Visibility of system status

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

Issue ID 1.1:

If a user enters invalid information
or skips a field, an error message
pops up displaying how errors
should be fixed. However, upon
exiting the popup, the information

on how to correct the errors is gone.

Only red error icons remain.

Recommendation:

Red error icons should display with
instructions how to clear error.
Instructions should be visible to
user until error is corrected.

f YOI

follow us on

shopping cart:fditems in your cart

About Us - Our Coffees- Locations & Hours - Merchandise - Events & Classes

X
www.keancoffee.com says:
LLING INFO y
red to notify you about your order status Please correct the following problems: __ nare
parties.

- Email address is required.

fferent than your shipping address, click |

- First Name is required.

- Last Name is required.

fferent than my shipping address.
- Phone is required.

S
Last Name: - Address is required.

J [ ‘ - City is required.
Phone:

1 - State is required.

] e

2 Ritual Latté Art Coffee Roasting ¢ Contact Us X Wholesale Information Employr

reserved. Terms of Use |
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Negative Findings

H2.

Match between system and real world

The system should speak the users' language, with [0) B iopping care: FY e T o car: fyeow
words, phrases and concepts familiar to the user, T i s B s

.  — g_g'n t
rather than system-oriented terms. Follow RS e e

.Us - Our Coffees- Locations & Hours - Merchandise - Events &

real-world conventions, making information
appear in a natural and logical order.

Issue ID 2.1:
The user need to click “Our Coffees” to buy
coffee. Another link labeled “Merchandise”.
These labels do not clearly convey to the
user which link to use to buy coffee. The term
“merchandise” is more closely related to a
commerce area, so users will be inclined to
look there first.

Recommendation: Recr comms MAILING LisT
There should be one commerce section for I it
coffees, teas, and merchandise. Change s

e Mhors Coftve,_sxg sesoect your puivacy anel wil 5e¢ Mamw e persorsal
RN Wi 2Arene of Ny e

labels to more intuitive phrases like “Buy g
Coffee/Tea” or “View Products”. oo p b

TermsofUse | B

29



Negative Findings

H2. Match between system and real world

u.tg cart:FWira — f w@'?;: “~
no:.qu shopping cart: 1..em in your cart

i Nur Coffees e R

Issue ID 2.2:

The shopping cart section at the top of
the page is text only. It is very easy to
scan over text and user can not realize it
is there.

FINE ORGANIC AND TAIR TRADE SPLCIALTY COfFLES
FROM AROUND THE GLOBE ROASTED FRESH DAILY.
ESPRESSO DRINKS AS CULINARY WORKS OF ART
INDULGENT CHOCOLATE DRINKS, VIRTUDUS TEAS.
AUTHENTICALLY INDEPENDENT A TRUE COMMUNITY
CATHERING PLACE TAKING COFFEEHOUSE CLULTLIRE
TO THE NEXT 1EVEL

Find out what goes ints salecting our Coffees

Recommendation:

Add a shopping cart icon since
users generally scan pages for
familiar images and an icon is more
likely to capture a user’s attention.

Stmatra Tareo Cetak ST.25
[Buy]

{OFFEE MAILING LIST

firsz name
last nane

enail addrsss

t;}‘ﬁwb’-'"?‘
[l
t Information
At Kéan Coffee, we raspect vour prvacy and il not share you: parsonal
nAxTIaton wih enyone ar ey bie.
CGan Coffee. All rights “esarved, Termrs of Use Privacy Notice
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Negative Findings

H2. Match between system and real world

Issue ID 2.3:

The order of elements lack an
intuitive flow. The title of the page
is “Shipping & Billing Info” so the
expected display of elements
should follow that order. Shipping
Address information should be
entered first, then user checks box
if billing address is different from
shipping address, the user will
enter Email address to receive
confirmation and status of order.

Recommendation:

Move billing address checkbox
below shipping address. Move
“Email Address” below billing
address checkbox section.

= =
E A N shopping cart:item in your cart

O F F E E

R OASTERS About Us - Our Coffees - Locations & Hours - Merchandise - Events & Classes

SHIPPING & BILLING INFO

Your email address is requirad to notify you about your ordar status. We will not send you unsolicitad communications, ncr will
informatior with third partes.

l Email Address:l l l This

I7 vour billing address is different then your shipping adcress, click the checkbox belowi. !nf@[mat!@n
My Billing Address Is differant than my shipping address. should

come after

Shipping Address 0 = =

First Name: Last Name: Shlpplng
Address"

Company Name: Phone:

Address:

‘Ci-ty_: ) ASt;ziég i Zip:

duT COFFEE

31



Negative Findings

H4. Consistency & standards
Users should not have to wonder m -
whether different words, situations, °« shopping ¢
or actions mean the same thing. : =
Follow platform conventions.

3 A= 4_: 0]

art:flictem in your cart

Our Coffees . L oeabine

FINE ORGANIC AND TAIR TRADE SPLCIALTY COFTLES
FROM AROUND THE GLOBE ROASTED FRESH DAILY.
ESPRESSO DRINKS AS CULINARY WORKS OF ART
INDULGENT CHOCOLATE DRINKS, VIRTUDUS TEAS.
AUTHENTICALLY INDEPENDENT A TRUE COMMUNITY
CATHERING PLACE TAKING COFFEEHOUSE CLULTLIRE
TO THE NEXT 1FVEL

Issue ID 4.1:

The shopping cart is located in
an unexpected area. Generally,
the shopping cart is on the
upper right hand corner by
other utilities.

Find out what goes ints salecting our Coffees

o . S o
{@} Recommendation: ‘

Move shopping cart to upper

right corner as per current e MAILING LisT
convention and user’s mental o,
model. )

CEan Coffee. All rights “eserved.

At Kian Coffes, w2 respect vour Oacy and will not share your parsonal
nAxTIaton wih enyone ar ey bie.

Terrs of Use | Privicy Notice
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Negative Findings

H4. Consistency & standards

Issue ID 4.2:

The “Our Coffees” link in the main opping cart: Eitem in your cart

navigation has secondary links that do
not relate to the title. The category title
is “Our Coffees”, however, “Loose
Leaf Teas” can be found here. Also,
the secondary link to the coffee details
page is labeled “Fresh Roasted
Beans”. There is inconsistency in the
naming convention and can easily
confuse users.

out Us = eI i

About Our Coffees
Fresh Roasted Beans

Loose Leaf Teas

Ordering & Shipping

Recommendation: — i

Keep naming convention consistent
by labeling coffees as “Coffees” or
labeling them all as “Roasted Beans”.
For the main navigation link label, it
should say “Coffee & Teas”.
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Negative Findings

H4. Consistency & standards

Issue ID 4.3:

Inconsistent use of images for each
coffee type. Some of the coffee types
have an icon image with a number and
others have a nature picture. This
leaves the user guessing how the
number is relevant to the type of
coffee. Also, some of the images
seem grainy while others are clear.

Recommendation:

Use consistent images. Either all
nature images or all icons with
numbers. Also, use the same size and
resolution for each image.

Regular Coffees

Nicara?ua La Cascada *Nicaragua
Finest¥ $24.00

i Don Genaro de Jesus Herrera
of Finca La Cascada is a 1st
generation coffee grower. In

N4 2015, his award winnin
Maracaturra ra f e "Cup of
t COE) competition. This
year it placed in the top five in
'Nicaragua Finest Coffee".

Intenge vanilla, honeydew, and
paprika~aromas with rushes of
tamarind, toffee, dark chocolate, and

~Rich and luxurious

Mediym Roast

Sumatra Tano Batak $15.25

From the slopes above Lake
Toba, in the Tano Batak
Highlands, small holder

#AM farmers take great care to
harvest and prepare this clean, bright,
full-bodied example of high quality
Sumatra coffee.

The aromatics of tarragon, vanilla,
and sweet basil open into a full,
creamy body and a soft red apple
acidity. Lush notes of butterscotch,
molasses, hazelnut, and allspice linger
into the long, buttery finish. Scored 95
by Ken Davids of Coffee Review.

Full Roast

Guatamala La Bolsa, Las Ventanas
$15.50

Las Ventanas refers to a rock
formation Finca La Bolsa in
the region of Huehuetenango,
Guatemala's highest elevation
coffee growing region. Coffees from
this region are the most prized of the
country.

Crisply sweet with subtle, layered

Papa New Guinea Purosa $15.45

In the Eastern Highlands of
e Papua New Guinea, small
MASRY! holder farmers in the Purosa

M and Okapa valleys have been
producing exceptional coffees for
quite some time now.

Aromas of Elum wine, vanilla, and
cedar are the gateway to a full, juicy,
rich, smooth body and ?entle apple
and plum acidity. The flavors of brown
sugar, tangerine, semi-sweet
chocolate, molasses, and almond
butter finish long and silky with
walnut and allspice notes.

Medium to Full Roast

Colombia, Los Naranjos $14.85

el In the Southwest Highlands of
Hulia, 97 farmers and their
families work together in the

Bl San Augustine de Los
Naranjos group to produce
exceptionally fine quality Colombia
coffee.

This smooth, delicately complex
coffee features sweet floral aromas of
vanilla and carnation and a creamy,
silky body. Flavors of honey, milk
chocolate, and strawberry preserves
are complemented by a rounded apﬁle
acidity. The finish is gently long wit
fig and brown sugar notes.

Light to Medium Roast

Nicaragua La Esperanza $14.85

We have developed a close
d relationship with farmer Luis
Alberto Balladarez at
Beneficio Nuevo Segovia in
the northern highlands of Nicaragua.
He has reserved for us the highest
quality coffee he has this year.

A gentle and well composed coffee,
with honeysuckle and plum aromas
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Negative Findings

H4. Consistency & standards

Issue ID 4.4:

Delineation between links and regular
text does not exist throughout website.
Links and regular text on screens have
the same font and font color thus

adding confusion for the user. Users are

forced to guess what is clickable and
what is static on the pages.

Recommendation:

Have a consistent link style that makes
it obvious for users to see what is
clickable at first glance.

ctal media

| Arakinm~ o 0

Nur Coffees -

Regular Coffees

Nicaragua La Cascada *Nicaragua
Finest¥ $24.00

i Don Genaro d isHerrera
of Finca La Cascada is a 1st
““““““““““ -2 grower. In

winning
]

1 the "Cup of
Ordering & Shipping Information

stition. This
flve in

w, and

nes of
1ocolate, and
Ixurious
acidity with honey sweetness.This
vibrant offering lingers with a finish of
dried apricot, walnut and a hint of
nutmeqg.

Medium Roast

Continue Shopping
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Negative Findings

H5. Error Prevention

Even better than good error messages is a
careful design which prevents a problem
from occurring in the first place. Either

R L LR T L T

. . ro r e s oy y
your information with third parties.

Email Address:

If your billing address is different than your shipping address, click
L My Billing Address is different than my shipping address.

Shipping Address

First Name: Last Name:

eliminate error-prone conditions or check for | | | |

them and present users with a confirmation

option before they commit to the action.

Issue ID 5.1:

None of the fields are marked as
required. If the user decides to enter
just their name and shipping
address, they will be presented with
an error message which then marks
the required fields with a red
exclamation point icon.

Recommendation:

Clearly mark any required fields
with a standard red asterisk or label
that says “required field”.

Phone:

I |

Company Name:

Address:

SHIPPING & BILLING INFO

Your email address is required to notify you about your order status.]
your information with third parties.

Email Address: ’email@email.com ‘

If your billing address is different than your shipping address, click tl

LJ My Billing Address is different than my shipping address.

Shipping Address
First Name: Last Name:
| o | o
Company Name: Phone:
| | | o
Address:
o

City: State: Zip:

o e [ e
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Negative Findings

H5. Error Prevention

Issue ID 5.2:

The default system error message
popup gives users the option to
select “Prevent this page from
creating additional dialogs.” If the
user accidentally selects this, it will
block all error messages until the
screen refreshes. This will leave the
user confused and wondering about
system status.

(S

{@} Recommendation:

Disable option in error message
popups which prevent additional
dialogs. Another option would be to
display error messages inline
without a popup.

f YO

follow us orx

in your cart

Locations & Hours - Merchandise - Events & Classes

www.keancoffee.com says:
itatd sha

| Please correct the following problems:

- Phone is required.

click

__| Prevent this page from creating additional dialogs.

0

]
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Negative Findings

H6. 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.

Issue ID 6.1:
The page looks like an informational
page for each coffee type. The user
would need to remember that this is
where they can select a coffee type
to purchase.

Recommendation:
Add a label or button to add
selected coffee to cart.

FRESH ROASTED BEANS

Below is our current selection of seasonally available coffees.

Check back often for updates as new coffees are added regularly

Regular Coffees

Nicara)?ua La Cascada *Nicaragua
Finest¥ $24.00

Don Genaro de Jesds Herrera
of Finca La Cascada is a 1st
generation coffee grower. In
2015, his award winning
Maracaturra ranked 21 in the "Cup of
Excellence" (COE) competition. This
year it placed in the top five in
"Nicaragua Finest Coffee".

Intense vanilla, honeydew, and
paprika aromas with rushes of
tamarind, toffee, dark chocolate, and
butter cream. Rich and luxurious
acidity with honey sweetness.This
vibrant offering lingers with a finish of
dried apricot, walnut and a hint of
nutmeg.

Medium Roast

Sumatra Tano Batak $15.25

From the slopes above Lake
Toba, in the Tano Batak
Highlands, small holder
farmers take great care to
harvest and prepare this clean, bright,
full-bodied example of high quality
Sumatra coffee.

The aromatics of tarragon, vanilla,
and sweet basil open into a full,
creamy body and a soft red apple
acidity. Lush notes of butterscotch,
molasses, hazelnut, and allspice linger
into the long, buttery finish. Scored 95
by Ken Davids of Coffee Review.

Full Roast

(s;uatamala La Bolsa, Las Ventanas

Las Ventanas refers to a rock
formation Finca La Bolsa in
the region of Huehuetenango,
Guatemala's highest elevation
coffee growing region. Coffees from
this region are the most prized of the
country.

Crisply sweet with subtle, layered
nuance. Brown sugar, rose-like
flowers, tangerine, cashew,
sandalwood in aroma and cup.
Sweetly brisk acidity, lightly syrupy,
buoyant mouthfeel. Taste notes carry
into a rich, deeply flavor-saturated
finish. Scored 92 by Ken Davids of
Coffee Review.

Alle Bland daE A

In the Eastern Highlands of
Papua New Guinea, small
holder farmers in the Purosa
and Okapa valleys have been
producing exceptional coffees for
quite some time now.

Aromas of plum wine, vanilla, and
cedar are the gateway to a full, juicy,
rich, smooth body and gentle anle
and plum acidity. The flavors of brown
sugar, tangerine, semi-sweet
chocolate, molasses, and almond
butter finish long and silky with
walnut and allspice notes.

Medium to Full Roast

Colombia, Los Naranjos $14.85

- In the Southwest Highlands of
Hulia, 97 farmers and their
families work together in the

Bl San Augustine de Los
Naranjos group to produce
exceptionally fine quality Colombia
coffee.

This smooth, delicately complex
coffee features sweet floral aromas of
vanilla and carnation and a creamy,
silky body. Flavors of honey, milk
chocolate, and strawberry preserves
are complemented by a rounded apﬁle
acidity. The finish is gently long wit
fig and brown sugar notes.

Light to Medium Roast

Nicaragua La Esperanza $14.85

” We have developed a close
relationship with farmer Luis
Alberto Balladarez at .
Beneficio Nuevo Segovia in
the northern highlands of Nicaragua.
He has reserved for us the highest
quality coffee he has this year.

A gentle and well composed coffee,
with honeysuckle and plum aromas
developing into a syrupy bod:

highli tmﬁ sweet cherry and dark
chocolate flavors. Soft and pear-like
acidity, perfectly complementing the
cane sugar sweetness.

Medium Roast

Kenya Lenana $16.25

Grown in the Lenana region in
the shadow of Mt. Kenya, our
Kenya Lenana receive

score of 94 by Ken Davids of
Coffee Review. His taste notes:
Sweetly tart, deeply floral,
honeysuckle, mango, sarsparilla,
butterscotch, pipe tobacco in aroma
and cup. Juicy, buoyantly tart acidity;
full, syrupy mouthfeel. The quietly
resonant finish centers around
sarsparilla and butterscotch.
Reminiscent in part of a very
sophisticated essence of root beer
float, this attractive Kenya is deep,
sweet, and richly smooth.

Medium to Full Roast

Costa Rica Sonora $15.75

The changing climate and
economy In Costa Rica have
made finding exceptional

coffees more difficult with
each passing year. This is that cut-
above coffee that we hold out for,
from the slopes of the Volcano Poas in
Alajuela.

A buttery soft body and brown sugar
sweetness are the base of this
complex cup, with semi-sweet
chocolate and tangerine notes wafting
in. Essence of honeysuckle and lilac
complement the Meyer lemon acidity,
finishing clean and smooth with a hint
inger. Scored 92 by Ken Davids of
Coffee Review.

Light to Medium Roast

Golden Mean Espresso Blend
$15.35

Named for Aristotle’s ancient
Greek philosophy of perfect
balance, this blend of up to
six origins and four different
roasts is designed for the espresso
purist but holgs its own with milk and
sugar or drip brewed.

Thick syrupy body carries the snappy
acidity and intense marzipan, dries
fruit, honeyed caramel and
bittersweet chocolate flavors. The
finish is complex and lingering with
sweet floral notes. Rated 94 by Ken
Davids of Coffee Review.

Light Espresso Roast
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Negative Findings

H6. Recognition rather than recall

Issue ID 6.2:

The coffee types are randomly
listed, so user is forced to memorize
locations of coffees. If a user likes a
specific type and returns to see if it
is available, they would need to
scan the whole page to find it. Or
remember where it was during the
last visit.

Recommendation:
Alphabetize coffee selection list.

Regular Coffees

Nicara?ua La Cascada *Nicaragua
Finest

$24.00

i Don Genaro de Jesus Herrera
of Finca La Cascada is a 1st
& generation coffee grower. In
o

2015, his award winning
Maracaturra ranked 21 in the "Cup of
Excellence" (COE) competition. This
ear it placed in the top five in
'‘Nicaragua Finest Coffee".

Intense vanilla, honeydew, and
paprika aromas with rushes of
tamarind, toffee, dark chocolate, and
butter cream. Rich and luxurious
acidity with honey sweetness.This
vibrant offering lingers with a finish of
dried apricot, walnut and a hint of
nutmeg.

Medium Roast

Sumatra Tano Batak $15.25

From the slopes above Lake
Toba, in the Tano Batak
. Highlands, small holder

A farmers take great care to
harvest and prepare this clean, bright,
full-bodied example of high quality
Sumatra coffee.

The aromatics of tarragon, vanilla,
and sweet basil open into a full,
creamy body and a soft red apple
acidity. Lush notes of butterscotch,
molasses, hazelnut, and allspice linger
into the long, buttery finish. Scored 95
by Ken Davids of Coffee Review.

Full Roast

Guatamala La Bolsa, Las Ventanas
$15.50

S5, Las Ventanas refers to a rock

Papa New Guinea Purosa $15.45

X In the Eastern Highlands of
Papua New Guinea, small
4 holder farmers in the Purosa

B and Okapa valleys have been
producing exceptional coffees for
quite some time now.

Aromas of ﬁlum wine, vanilla, and
cedar are the gateway to a full, juicy,
rich, smooth body and gentle a?ple
and plum acidity. The flavors of brown
sugar, tangerine, semi-sweet
chocolate, molasses, and almond
butter finish long and silky with
walnut and allspice notes.

Medium to Full Roast

Colombia, Los Naranjos $14.85

- In the Southwest Highlands of
Hulia, 97 farmers and their
families work together in the

San Augustine de Los
Naranjos group to produce
exceptionally fine quality Colombia
coffee.

This smooth, delicately complex
coffee features sweet floral aromas of
vanilla and carnation and a creamy,
silky body. Flavors of honey, milk
chocolate, and strawberry preserves
are complemented by a rounded apﬁle
acidity. The finish is gently long witl
fig and brown sugar notes.

Light to Medium Roast

Nicaragua La Esperanza $14.85

We have developed a close
relationship with farmer Luis

Kenya Ler
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honeysuck
butterscott
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Costa Rici

Th
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complex ci
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in. Essence
compleme
finishing cl
of ginger.
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Light to Me

Golden M¢
$15.35
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Negative Findings

H7.

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. /

Issue ID 7.1:

Selecting a coffee type to purchase
is limited to clicking the title link and
image for each type. This is not
intuitive nor efficient.

Recommendation:

Create a bigger selection target for
efficiency by surrounding the title,
image, and description with a
border and make the whole thing
clickable. Should also look
clickable.

In the Southwest Highlands of
'Hulia, 97 farmers and their
families work together in the
San Augustine de Los
Naranjos group to produce
exceptionally fine quality Colombia
coffee.

This smooth, delicately complex
coffee features sweet floral aromas of
vanilla and carnation and a creamy,
silky body. Flavors of honey, milk
chocolate, and strawberry preserves
are complemented by a rounded apﬁle
acidity. The finish is gently long wit
fig and brown sugar notes.

Light to Medium Roast
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Negative Findings

H8. 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.

opping cart:uitem in your cart

Issue ID 8.1:

The “Ordering & Shipping” link in the main
navigation under “Our Coffees” is not
necessary, does not make sense here, and
clutters the top navigation.

Recommendation:

Move “Order & Shipping” link in
main navigation under
“Merchandise” or remove the link
since it is in the checkout process
alreadly.

About Our Coffees

Fresh Roasted Beans

Loose Leaf Teas

Ordering & Shipping

41
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Negative Findings

H8. Aesthetic and minimalist design

ICARAGUA LA CASCADA *NICARAGUA FINEST* $24.00

E Issue ID 8.2:
Redundant information makes this screen
unnecessary. Most of the information on
this screen exists in the previous screen.

@ Recommendation:

Move “Order Online” elements to Order Online
. .. $24.00 per 120z Bag (USD)
previous screen to eliminate one e |

extra step in selection/checkout
process. This will make the
selection process more efficient as
well.

Ordering & Shipping Information
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Negative Findings

H10. Help & 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.

Grigd: | Whole Bean ¥

Whole Bean

Paper Filter
Metal Filter
French Press
Espresso

E Issue ID 10.1:
The page does not offer tool tips or a help
with regard to the type of grind. Users may
not be familiar with the different types of
grind and become frustrated or confused
as to which to pick.

Recommendation:

Offer a tool tip or help icon that Lu-r COFFEE
opens a separate window or modal
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Recommendations Summary




Recommendations Summary

Issue ID Severity | Screen & Recommendations

Sitewide, header. There should be one commerce section for coffees,
2.1 3 teas, and merchandise. Change labels to more intuitive phrases like
“Buy Coffee/Tea” or “View Products”.

Sitewide, header. Keep naming convention consistent by labeling
4.2 3 coffees as “Coffees” or labeling them all as “Roasted Beans”. For the
main navigation link label, it should say “Coffee & Teas”.

Sitewide, links. Have a consistent link style that makes it obvious for

§ < users to see what is clickable at first glance.
Sitewide, popups. Disable option in error message popups which
51 3 prevent additional dialogs or display error messages inline without a
popup.
Shipping & Billing. Red error icons should display with instructions how
1.1 3 to clear error. Instructions should be visible to user until error is
corrected.

Table 1 of 3
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Recommendations Summary (cont'd)

Issue 1D Severity | Screen & Recommendations
Shipping & Billing. Clearly mark any required fields with a standard red
5.1 3 ; . : . 1
asterisk or a label that says “required field”.
Sitewide, header. Add a shopping cart icon since users generally scan
2.2 2 pages for familiar images and an icon is more likely to capture a user’s
attention.
Coffee List. Red error icons should display with instructions how to clear
4.3 2 : - ) :
error. Instructions should be visible to user until error is corrected.
6.1 2 Coffee List. Add a label or button to add selected coffee to cart.
6.2 2 Coffee List. Alphabetize coffee selection list for easy recognition.
Coffee List. Create a bigger selection target for efficiency by
71 2 surrounding the title, image, and description with a border and making
the whole thing clickable. Should also look clickable.
Table 2 of 3
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Recommendations Summary (cont'd)

Issue ID Severity | Screen & Recommendations

Coffee Detail. Move “Order Online” elements to previous screen to
8.2 2 eliminate one extra step in selection/checkout process. This will make
the selection process more efficient as well.

Coffee Detail. Offer a tool tip or help icon that opens a separate window

-1 2 or modal explaining each type of grind.
53 5 Shipping & Billing. Move billing address checkbox below shipping

' address. Move “Email Address” below billing address checkbox section.
4.1 1 Sitewide, header. Move shopping cart to upper right corner as per

current convention and user’s mental model.

Sitewide, header. Move “Order & Shipping” link in main navigation
8.1 1 under “Merchandise” or remove altogether since it is in the checkout
process already.

Table 3 of 3
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Conclusion

While Kean Coffee shops have become successfully popular and
have received an abundance of positive feedback and awards,
the findings show they would benefit from a website that would

match their reputation.

The highest ranking severities involved the site’s header and their
shipping & billing page. The issues with the header are enough to
confuse and frustrate users to leave the site and not return. The
shipping and billing page issues would also deter potentially

returning users.

By implementing the suggested recommendations, users would
have a pleasant user experience thus increasing the number of

new & return customers and site revenue.
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Thank You




