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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 findingsThe 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 pagenavigation, and the shipping & billing page.

By implementing the suggested recommendations, the 
site would attract more new and returning customers thus 
increasing site revenue.
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Kean Coffee is a coffee shop in California with two locationsKean 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 offeedback. 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 
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that was in compliance or violation  listed by heuristic principle.  

The last table contains recommendations to improve the site. 



Th h i ti l ti d t d th K C ffThe 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 

th h d tt t t b b f ff Th ti i tthe 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 inand identifying heuristic principles that were in compliance or in 

violation throughout the process. The violations were given a 

severity rank of 1 to 4. 

k
Buy a bag of any type of coffee

Task

Task Screens
Homepage

Coffee List

Coffee Detail

Shopping Cart

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

Jakob Nielsen’s 10 Heuristic Principles
H1.

feedback within reasonable time.

2. 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. 
F ll l ld ti ki i f ti i

H2.

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

3. User control and freedom – Users often choose system 
functions by mistake and will need a clearly marked 

H3.

"emergency exit" to leave the unwanted state without having to 
go through an extended dialogue. Support undo and redo.

4. Consistency and standards – Users should not have to 
wonder whether different words, situations, or actions mean the 

H4.
, ,

same thing. Follow platform conventions.

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

H5.

Follow platform conventions.
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6. 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

Jakob Nielsen’s 10 Heuristic Principles
H6.

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.

7. Flexibility and efficiency of use – Accelerators -- unseen by 
the novice user -- may often speed up the interaction for the

H7.
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.

8. Aesthetic and minimalist design – Dialogues should not 
contain information which is irrelevant or rarely needed. Every 

H8.

extra unit of information in a dialogue competes with the relevant 
units of information and diminishes their relative visibility.

9. Help users recognize, diagnose, and recover from errors 
– Error messages should be expressed in plain language (no 

H9.

codes), precisely indicate the problem, and constructively 
suggest a solution.

10. Help and documentation – Even though it is better if the 
system can be used without documentation, it may be necessary 
t id h l d d t ti A h i f ti h ld

H10.

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

– Cosmetic Issue1

– Minor Issue

– Major Issue

2

3

– Major Issue4

Compliance & Issue IDs
Compliance and  Issue IDs are marked first by heuristic principle 

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

“4.3”  = 4th Heuristic Principle identified ;

3rd finding under that  principle
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Findings Summaryg y



*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

2.1 3

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”.

Sitewide header The “Our Coffees” link in the main navigation has secondary

4.2 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, 
“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.

4.4 3

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.

5.2 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 
accidentally selects this, it will block all error messages until the screen 
refreshes. This will leave the user confused and wondering about system 
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status.
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*In order by highest severity to lowest
Issue ID Severity Screen & Issues

Shipping & Billing If a user enters invalid information or skips a field an error

1.1 3

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.

5.1 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.

2.2 2
Sitewide, header. In the header, 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. 

C ff Li t I i t t f i f h ff t S f th

4.3 2

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. 
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*In order by highest severity to lowest

Issue ID Severity Screen & Issues

Coffee List The page looks like an informational page for each coffee
6.1 2

Coffee List. 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.

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 returns6.2 2 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. 

7.1 2 Coffee List. Selecting a coffee type to purchase is limited to clicking the 
titl li k d i f h t Thi i t i t iti ffi i ttitle link and image for each type. This is not intuitive nor efficient. 

8.2 2 Coffee Detail. Redundant information makes this screen unnecessary. 
Most of the information on this screen exists in the previous screen.

10.1 2
Coffee Detail. 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. 

Table 3 of 4
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*In order by highest severity to lowest

Issue ID Severity Screen & Issues

Shipping & Billing The order of elements lack an intuitive flow The title

2.3 2

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 
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.

4.1 1 Sitewide, header. Move shopping cart to upper right corner as per 
current convention and user’s mental model.

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

Table 4 of 4
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Positive Findingsg



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

Compliance ID 1.1: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 keepsback functionality which keeps 
users informed shopping cart status. 
This information is visible during 
user’s entire site visit.
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H3. User Control and Freedom
Users often choose system 
functions by mistake and will need a 
a clearl marked “emergenc e it”a clearly marked “emergency exit” 
to leave the unwanted state without 
having to go through an extended 
dialogue. Support undo & redo.

Compliance ID 3.1:
The shopping cart links to the 
h i tshopping 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 

il t it
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can easily correct it.



H3. User Control and Freedom

Compliance ID 3.2:
The add-to-cart screen offers a 
“Return to Coffee List” link whichReturn 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 orconsider a different coffee type or 
maybe selected one in error.
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H3. User Control and Freedom

Compliance ID 3.3:
The ‘View Cart’ screen provides the 
user with many options to edituser 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 userfunctions for the novice user.

18



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

Compliance ID 4.1: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 thethe 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.

19
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H5. Error Prevention
Even better than good error 
messages is a careful design which 
pre ents a problem from occ rringprevents 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 theyconfirmation option before they 
commit to the action.

Compliance ID 5.1:
Deleting an item from the shopping g g
cart presents user with a 
confirmation popup to confirm 
deletion. If the user mistakenly 
clicks “X” next to the product, they 
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can recover and avoid the error.



H9. Help user recognize, diagnose, and recover from errors
Error messages should be 
expressed in plain language (no 

d ) i l i di t thcodes), precisely indicate the 
problem, and constructively suggest 
a solution.

Compliance ID 9.1:
Icons of accepted credit cards are 
listed in the “Order Online’ section 
of the ‘Add to Cart’ screen. This info 
allows the user to know upfront 
what cards are accepted which 
saves time in case their credit card 
is not accepted.
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H9. Help user recognize, diagnose, and recover from errors

Compliance ID 9.2:
If users change quantity amount toIf 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 torequired. This guides user in how to 
correct the error. 
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H9. Help user recognize, diagnose, and recover from errors

Compliance ID 9.3:
If user enters invalid information theIf user enters invalid information, the 
system will pop up an error message. 
The message clearly provides 
information on what fields were 
invalid and how to correct theminvalid and how to correct them.
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H10. Help & documentation
Even though it is better if the system 
can be used without documentation, 
it may be necessary to provide helpit 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 outlist concrete steps to be carried out, 
and not be too large.

Compliance ID 10.1:
This screen includes an order and 
shipping information link in the “Order 
Online” section. This provides users 
quick and easy access to this 
information before proceeding with 
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H10. Help & documentation

Compliance ID 10.2:
This screen offers a clear description 
on how the cart functions. If the useron 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.navigating away from the screen.
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H10. Help & documentation

Compliance ID 10.3:
This screen includes information at 
the top which informs the user whatthe 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 userAlso, it saves time by avoiding user 
hesitation.
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Negative Findingsg g



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

Issue ID 1.1:
If a user enters invalid information 3
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.
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H2. Match between system and real world
The system should speak the users' language, with 
words, phrases and concepts familiar to the user, 
rather than system-oriented terms. Follow y
real-world  conventions, making information 
appear in a natural and logical order.

Issue ID 2.1:3 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 

3

“merchandise” is more closely related to a 
commerce area, so users will be inclined to 
look there first. 

R d tiRecommendation:
There should be one commerce section for 
coffees, teas, and merchandise. Change 
labels to more intuitive phrases like “Buy 
C ff /T ” “Vi P d t ”

29

Coffee/Tea” or “View Products”.



H2. Match between system and real world

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 

2

is there.  

R d tiRecommendation:
Add a shopping cart icon since 
users generally scan pages for 
familiar images and an icon is more 
lik l t t ’ tt tilikely to capture a user’s attention.
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H2. Match between system and real world

Issue ID 2.3:
The order of elements lack an2 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 Shippingshould follow that order. Shipping 
Address information should be 
entered first, then user checks box 
if billing address is different from 
shipping address the user willshipping address, the user will 
enter Email address to receive 
confirmation and status of order.  

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

31

address checkbox section.



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

Issue ID 4.1:1 The shopping cart is located in 
an unexpected area. Generally, 
the shopping cart is on the 
upper right hand corner by 

h ili i

1

other utilities. 

Recommendation:
Move shopping cart to upperMove shopping cart to upper 
right corner as per current 
convention and user’s mental 
model.
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H4. Consistency & standards

Issue ID 4.2:
The “Our Coffees” link in the main3 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, “Loose 
Leaf Teas” can be found here AlsoLeaf 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 easilynaming convention and can easily 
confuse users.

Recommendation:
Keep naming convention consistentKeep 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”

33

should say Coffee & Teas .



H4. Consistency & standards

Issue ID 4.3:2 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 

2

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 withnature images or all icons with 
numbers. Also, use the same size and 
resolution for each image.
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H4. Consistency & standards

Issue ID 4.4:3 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 

3

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 isit obvious for users to see what is 
clickable at first glance.
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H5. Error Prevention
Even better than good error messages is a 
careful design which prevents a problem 
from occ rring in the first place Eitherfrom 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.

Issue ID 5.1:
None of the fields are marked as 
required. If the user decides to enter 
just their name and shipping 

3

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”
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H5. Error Prevention

Issue ID 5 2:3 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

3

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 aboutuser confused and wondering about 
system status.

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



H6. Recognition rather than recall
Minimize the user's memory load by 
making objects, actions, and options 
visible The user should not have tovisible. 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 appropriateeasily retrievable whenever appropriate.

Issue ID 6.1:
The page looks like an informational 

f h ff t Th

2
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.
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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 

ifi d if i

2

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 
l t i itlast visit. 

Recommendation:
Alphabetize coffee selection list.
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H7. Flexibility and efficiency of use
Accelerators -- unseen by the novice user --
may often speed up the interaction for the 
e pert ser s ch that the s stem can caterexpert user such that the system can cater 
to both inexperienced and experienced 
users. Allow users to tailor frequent actions.

Issue ID 7 1:2 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

2

intuitive nor efficient. 

Recommendation:
Create a bigger selection target for 
ffi i b di th titlefficiency by surrounding the title, 

image, and description with a 
border and make the whole thing 
clickable. Should also look 
li k bl
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clickable.



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

Issue ID 8 1:1

of information in a dialogue competes with the 
relevant units of information and diminishes 
their relative visibility.

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

1

clutters the top navigation. 

Recommendation:
Move “Order & Shipping” link in o e O de & S pp g
main navigation under 
“Merchandise” or remove the link 
since it is in the checkout process 
already.

41
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H8. Aesthetic and minimalist design

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

2

p

Recommendation:
Move “Order Online” elements to 
previous screen to eliminate one 
extra step in selection/checkout 
process. This will make the 
selection process more efficient as 
well.
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H10. Help & documentation
Even though it is better if the system can be 
used without documentation, it may be
necessar to pro ide help and doc mentationnecessary 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 largetoo large.

Issue ID 10.1:
The page does not offer tool tips or a help 
with regard to the type of grind. Users may

2
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 
opens a separate window or modal 
explaining each type of grind.
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Recommendations Summary
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*In order by highest severity to lowest

Issue ID Severity Screen & Recommendations

Sitewide header There should be one commerce section for coffees
2.1 3

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

4 2 3
Sitewide, header. Keep naming convention consistent by labeling 
coffees as “Coffees” or labeling them all as “Roasted Beans” For the4.2 3 coffees as Coffees  or labeling them all as Roasted Beans . For the 
main navigation link label, it should say “Coffee & Teas”.

4.4 3 Sitewide, links. Have a consistent link style that makes it obvious for 
users to see what is clickable at first glance.

5.2 3
Sitewide, popups. Disable option in error message popups which 
prevent additional dialogs or display error messages inline without a 
popup.

1.1 3
Shipping & Billing. Red error icons should display with instructions how 
to clear error. Instructions should be visible to user until error is 
corrected.

Table 1 of 3
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*In order by highest severity to lowest

Issue ID Severity Screen & Recommendations

5.1 3 Shipping & Billing. Clearly mark any required fields with a standard  red 
asterisk or a label that says “required field”.

2 2 2
Sitewide, header. Add a shopping cart icon since users generally scan 
pages for familiar images and an icon is more likely to capture a user’s2.2 2 pages for familiar images and an icon is more likely to capture a user s 
attention.

4.3 2 Coffee List. Red error icons should display with instructions how to clear 
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 recognition6.2 2 Coffee List. Alphabetize coffee selection list for easy recognition.

7.1 2
Coffee List. Create a bigger selection target for efficiency by 
surrounding the title, image, and description with a border and making 
the whole thing clickable. Should also look clickable.

46
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*In order by highest severity to lowest

Issue ID Severity Screen & Recommendations

Coffee Detail Move “Order Online” elements to previous screen to
8.2 2

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

10 1 2 Coffee Detail. Offer a tool tip or help icon that opens a separate window 10.1 2 or modal explaining each type of grind.

2.3 2 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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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 pp g g p g g

confuse and frustrate users to leave the site and not return. The 

shipping and billing page  issues would also deter potentially 

returning users.g

By implementing the suggested recommendations, users would 

have a pleasant user experience thus increasing the number of 

new & return customers and site revenuenew & return customers and site revenue.

48



Thank You


