
Severity: 0 – No problem , 1 – Cosmetic, 2 – Minor, 3 – Major, 4 – Catastrophic  
 

Heuristic Principles Severity Comments 
Visibility of System Status 0 1 2 3 4 The system should let users know what is 

happening within a reasonable amount 
of time. There is no visible system to alert 
the user of their status currently.  
Suggestion: for page loading have a 
spinning icon of the C seen in the page 
tab of the website.  

Match between system and the 
real world 

0 1 2 3 4 The system should speak to the users’ 
rather than system-oriented terms.  
The language used on the site is of a 
higher level and should be readable for 
all audiences.  
Suggestion: write the content at an 8th 
grade level to appeal to all audiences that 
will be visiting the site.  

User control and freedom 0 1 2 3 4 Users like to be able to search and move 
easily between pages. There is a no 
search bar present to gives a user control 
to find something specific. The user 
cannot use the back arrow to go to the 
previous page.  
Suggestion: Create a search field at the 
top for user to search for specific content. 
Also make sure the user is able to 
navigate easily between pages with the 
back arrow.  

  



Consistency and standards 0 1 2 3 4 Users want to feel as though they are on 
the same site regardless of which page 
they click. All colors, pages, content and 
imagery are within the same group 
throughout the site except the patient 
portal which takes you to a different site. 
Suggestion: Even though the patient 
portal is taking the user to a different 
site, it should feel like the same 
experience.    

Error prevention 0 1 2 3 4 Due to not having a search function, 
there are no errors present for the user. 
In order to prevent issues, the search 
function should allow users to select 
from a list and exit out if it is incorrect.  
Suggestion: When creating the search 
field, take into consideration spelling 
errors and abbreviations.  

Recognition rather than recall 0 1 2 3 4 The site should have actions/option 
visible as well as needed instructions 
easy to follow. The navigation has main 
objectives clearly marked.  
Suggestion: Condense the navigation to 
be easier to find key areas. For example, 
remove the make an appointment from 
navigation while this is up top. Ortho 
prompt, occprompt and physical therapy 
can be under a tab called “services”. 
Additionally an important online feature 
to pay your bill is only located on the 
bottom of the page and should link 
directly from the billing and insurance 
drop down.  

Flexibility and efficiency of use 0 1 2 3 4 All of the buttons and large navigation 
can make it confusing to the user 
especially if they are not familiar with the 
practice or are beginner internet users. 
This can cause users to drop off from 
frustration.   
Suggestion: As suggested previously, 
condense the navigation to be easier to 
find key areas. Less options in main 
navigation with drop downs and only one 
button at top will streamline the 
experience and make it easier to find 
exactly what the user is searching for.  

  



Aesthetic and minimalist design 0 1 2 3 4 There is a lot going on aesthetically 
within the site. The noise can cause 
confusion for the user. The important 
information gets lost within all the 
clutter. 
Suggestion: Create a minimalist design 
with a cleaner form. Condensing 
navigation, making banner images 
smaller and using softer colors will create 
a better user experience.  

Help users recognize, diagnose, 
and recover from errors 

0 1 2 3 4 The only error on the current site would 
be when using the patient portal and 
entering in wrong login information. 
There is a forgot password button for 
reset.  
Suggestion: When creating a search 
function, be sure there is an easy to 
understand error message for topics not 
found.  

Help and documentation 0 1 2 3 4 There is not a lot of documentation or 
FAQs on the main pages. You are able to 
find the location phone numbers easily 
and there may be further documentation 
once you enter the patient portal.  
Suggestion: Having a FAQs section will 
easily answer user questions about 
common questions and reduce office calls 
regarding the site.   

 

 


