
Home page 

1.  Strong call to action, but user can’t set up a 
roof repair by following link.  
Heuristic: Lead the user to successful 
achievement of goals, Kamper 
Consistency and Standards, Nielsen 
Solution: Link to “Request and estimate”  

2.  By contrast, this call to action allows the user 
to fill out request form.  
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Dropdown menus 
3.  Dropdown navigation does not behave as 

expected. Clicking on “Residential” takes 
user to “Tile” page. Hover function does not 
work on mobile. 
Heuristic: Consistency and Standards, Nielsen 
Solution: Click-based dropdown navigation 
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Residential materials pages 
4.  It is difficult to compare one material to 

another because they are all on different 
pages.  
Heuristic: Recognition rather than recall, Nielsen 
Solution: Create chart for easier comparison 

5.  The images are an important part of the 
content of these pages, but similarly placed 
images on other pages aren’t meant to convey 
information. Heuristic: Consistency and 
standards, Nielsen 
Solution: Move images to content area of the 
page. 

6.  The text is overly long. Focus on the details 
the users care about. Other details, such as 
history convey company knowledge, building 
trust, but will probably not help a user make a 
decision about a particular material.  
Heuristic: Get out of the way and allow users to 
perform tasks efficiently and effectively, Kamper 
Solution: Include relevant details about materials 
and link to other information, e.g. “Learn more 
about tile.” 
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Wood roofing 
7.  “Wood roofing” page does not exist. Too 

many alternative listed. A simpler choice 
would make it easier for the user to recover. 
Heuristic: Help users recognize, diagnose, and 
recover from errors, Nielsen 
Solution: Fix broken link, suggest fewer 
navigation options on 404 pages.  7 



Project gallery 
8.  Project gallery does not provide an overview 

or preview of content. Project gallery does 
not work at all on mobile. 
Heuristic: Recognition rather than recall, Nielsen; 
Get out of the way to allow user to perform tasks 
efficiently and effectively, Kamper 
Solution: Create image gallery with thumbnails. 
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Commercial Roof Repair and 
Maintenance 

9.  There is lots of valuable information if the 
user scrolls, but there is no indication that he 
should.  
Heuristic: Lead the user to successful 
achievement of goals 
Solution: Focus on section headings and allow 
the user to learn more about each option 

10.  Quote graphic is a stronger visual element 
than the content it points out.  
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Angie’s List 
11.  Pointing to Angie’s List probably builds user 

confidence, but two links is redundant. Only 
the one on the right leads to information 
about Roofwerks.  
Heuristic: Consistency and Standards, Nielsen; 
Lead users to successful achievement of goals, 
Kamper 
Solution: Eliminate redundant link 

11 



Nielsen’s Ten Usability Heuristics (1994)  
 

1. Visibility of system status  
The system should always keep users informed about what is going on, through appropriate 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. 
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 "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 same thing. Follow platform conventions.  

5. 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.  

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 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 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 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 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 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.  

 



Kamper’s Heuristics (2002)  
 

Extending the Usability of Heuristics for Design and Evaluation: Lead, Follow, and Get Out of the Way Robert J. Kamper 
2002, International Journal of Human-Computer Interaction, 14(3&4), 447-462  
 
1. Lead the user to successful achievement of goals.  

Make interface functions obvious and accessible to the user.  
Prevent the possibility of errors on the part of the user—Hide, disable, or confirm inactive or potentially  
destructive actions.  
Make labels and names distinct from one another—Avoid ambiguity and confusion.  
Provide clear, concise prompts in users’ own terminology and language.  
Provide safe defaults for inputs—recognition, not recall, of information.  
Support the natural workflow or taskflow of the user.  
 

2. Follow the user’s progress and provide support as needed.  
Provide feedback on all actions.  
Provide progress indicators when appropriate due to length of time elapsed during action.  
Provide error messages that offer solutions to problems.  
Provide feedback on successful completion of a task.  
Provide ability to save input as template in future, record macros, customize preferences, and so forth.  
Provide goal- and task-oriented online help and documentation.  
 

3. Get out of the way to allow the user to perform tasks efficiently and effectively.   
Minimize the number of individual actions needed to perform a task.  
Maintain consistency and adhere to platform conventions and user interface standards.  
Allow the user to maintain control—Provide undo, redo, and user exits.  
Provide an aesthetic and minimalist design—Shield user from minutiae unless desired by user.  
Provide for multiple skill and task levels.  
Provide shortcuts.  


