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Pros:

Cons:

- Concise user flow from the index 
screen to primary customer support 
call-to-action.

- Customer support calling is 
embeded within the app interface. 

- Secondary customer support calls-to-
action are readily accessible.

- Secondary customer support calls-to-
action could be designed better and 
more bold. 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

98.50% 



Pros:

Cons:

- Clean UI. Robust FAQ “help center” 
microsite. 

- Help center is a well-organized, 
thoroughly written knowledgbase. 

- The most relevant troubleshooting 
options are highlighted and featured 
prominently. 

- Reaching a primary call-to-action to 
establish contact takes several steps. 
The option is almost obscured within 
the help center microsite. 

- The app’s densely written help center 
microsite interface can feel clunky 
after extended periods of browsing. 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

90.00% 



Pros:

Cons:

- Web app like interface makes 
completing tasks within the primary 
user-flow simple. 

- help / customer support user flow 
expects users to ‘fend’ for themselves 
essentially. 

-An accordion panel module contains 
a hose of FAQs and topics. Not very 
user friendly. 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

83.00% 



Pros:

Cons:

- Concise user flow from the index 
screen to primary customer support 
call-to-action.

- Help FAQ site features bold, relevant 
primary and secondary customer 
support calls-to-action. 

- FAQ site requires a little digging 
before you can engage a contact 
based call-to-action.

- Help call-to-action would be better 
as a persistent utility nav link (i.e. a ‘?’ 
icon at the top bar). 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

95.50% 



Pros:

Cons:

- Concise user flow from the index 
screen to primary customer support 
call-to-action.

- A lengthy FAQ site serves as the 
app’s primary help /customer support 
feature. Considering most users are 
pressed for time, navigating a lengthy 
FAQ site isn’t ideal. 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

91.50% 



Pros:

Cons:

- One of the simplest mobile app user 
flows on the market. 

- Warm, inviting calls-to-action 
throughout app including subdomain 
help center microsite. 

-  Features a comprehensive help 
center microsite and the top 
troubleshoot options are grouped 
together and labeled clearly. 

- Would be great if contacting 
customer support was quicker and 
easier to do. 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

98.50% 



Pros:

Cons:

-  Clean, consistent, minimal UI. 

- Interface is quick and responsive; 
tasks are simple to handle.  

- Help site is well-organized and 
clearly legible. 

- Help related calls-to-action are 
buried down more levels than 
necessary and under the obscure 
‘Settings’ menu, accessed by clicking a 
gear icon on the main sidebar menu. 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

89.50% 



Pros:

Cons:

-  UI is clean and legible at a glance. 
- Robust list of help related menu 
items.
- Knowlgebase articles are informative 
and written clearly. The most likely 
scenarious have been paired with easy 
to understand solutions. 

- “New conversation” help chat 
message call-to-action crashed the 
app multiple times before actually 
working.

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

85.50% 



Pros:

Cons:

- Clean, bright UI.

- Multi-faceted approach to help/
customer support feature. There are 
primary CTAs to phone customer 
support, email customer support, live 
chat with customer support or explore 
a FAQ site. 

- FAQ site hiearchy is clear.

- Live chat feature prone to errors. 
- All help related CTAs are situated 
under an obscure menu name 
‘Settings & Info’. 
- The user has to guess where they 
might find help. The logical choice 
is ‘Settings & Info’ however a lot of 
people may not think to go this route 
at first glance. Big pain point here. 

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

76.50% 



Pros:

Cons:

- Super minimal. 

- Innovative concept (SMS-app like 
news aggregation). 

- Concise user flow through to primary 
customer support call-to-action.

- Primary customer support call-to-
action is a hyperlink to email app 
developer / staff. 

- Awkard learning curve phase.

HEURISTIC DESIGN AND USABILITY REVIEW SCORE:

72.00% 



REFERENCES

Heuristic Evaluations and Expert Reviews (n.d.). Retrieved from http://www.usability.gov/how-to-and-tools/methods/heuristic-evaluation.html

Nielsen, J. (1995, January 1).  How to Conduct a Heuristic Evaluation. Retrieved from https://www.nngroup.com/articles/how-to-conduct-a-heuristic-evaluation/



ADDENDUM A
Heuristic and Usability Review Details
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Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 10 100.00%

User control and freedom 1 10 9.5 95.00%

Consistency and standards 1 10 9.5 95.00%

Error prevention 1 10 10 100.00%

Recognition rather than recall 1 10 10 100.00%

Flexibility and efficiency of use 1 10 9.5 95.00%

Aesthetic and minimalist design 1 10 10 100.00%

Help users recognize, diagnose and recover from errors 1 10 10 100.00%

Help and documentation 1 10 10 100.00%

Overall Score 10 100 98.5 98.50%

App Name: NETFLIX

Heuristic Design and Usability Review
Summary of Results

App Name: NETFLIX



Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 10 100.00%

User control and freedom 1 10 9.5 95.00%

Consistency and standards 1 10 9.5 95.00%

Error prevention 1 10 9 90.00%

Recognition rather than recall 1 10 8 80.00%

Flexibility and efficiency of use 1 10 8 80.00%

Aesthetic and minimalist design 1 10 8 80.00%

Help users recognize, diagnose and recover from errors 1 10 9 90.00%

Help and documentation 1 10 9 90.00%

Overall Score 10 100 90 90.00%

App Name: Hulu Plus

Heuristic Design and Usability Review
Summary of Results

App Name: HULU PLUS



Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 9 90.00%

User control and freedom 1 10 8 80.00%

Consistency and standards 1 10 9 90.00%

Error prevention 1 10 9 90.00%

Recognition rather than recall 1 10 9 90.00%

Flexibility and efficiency of use 1 10 9 90.00%

Aesthetic and minimalist design 1 10 8 80.00%

Help users recognize, diagnose and recover from errors 1 10 9 90.00%

Help and documentation 1 10 5 50.00%

Overall Score 10 100 85 85.00%

App Name: Disney

Heuristic Design and Usability Review
Summary of Results

App Name: DISNEY



Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 10 100.00%

User control and freedom 1 10 8 80.00%

Consistency and standards 1 10 9.5 95.00%

Error prevention 1 10 10 100.00%

Recognition rather than recall 1 10 10 100.00%

Flexibility and efficiency of use 1 10 9 90.00%

Aesthetic and minimalist design 1 10 10 100.00%

Help users recognize, diagnose and recover from errors 1 10 9 90.00%

Help and documentation 1 10 10 100.00%

Overall Score 10 100 95.5 95.50%

App Name: Spotify

Heuristic Design and Usability Review
Summary of Results

App Name: SPOTIFY



Questions Possible Score Actual Score Result

Visibility of system status 1 10 9.5 95.00%

Match between system and the real world 1 10 10 100.00%

User control and freedom 1 10 9 90.00%

Consistency and standards 1 10 9 90.00%

Error prevention 1 10 9 90.00%

Recognition rather than recall 1 10 9 90.00%

Flexibility and efficiency of use 1 10 9 90.00%

Aesthetic and minimalist design 1 10 10 100.00%

Help users recognize, diagnose and recover from errors 1 10 9 90.00%

Help and documentation 1 10 8 80.00%

Overall Score 10 100 91.5 91.50%

App Name: Google Music

Heuristic Design and Usability Review
Summary of Results

App Name: GOOGLE MUSIC



Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 10 100.00%

User control and freedom 1 10 10 100.00%

Consistency and standards 1 10 10 100.00%

Error prevention 1 10 10 100.00%

Recognition rather than recall 1 10 10 100.00%

Flexibility and efficiency of use 1 10 10 100.00%

Aesthetic and minimalist design 1 10 10 100.00%

Help users recognize, diagnose and recover from errors 1 10 9.5 95.00%

Help and documentation 1 10 9 90.00%

Overall Score 10 100 98.5 98.50%

App Name: Pandora

Heuristic Design and Usability Review
Summary of Results

App Name: PANDORA



Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 9 90.00%

User control and freedom 1 10 8 80.00%

Consistency and standards 1 10 9 90.00%

Error prevention 1 10 9 90.00%

Recognition rather than recall 1 10 8 80.00%

Flexibility and efficiency of use 1 10 8 80.00%

Aesthetic and minimalist design 1 10 9 90.00%

Help users recognize, diagnose and recover from errors 1 10 10 100.00%

Help and documentation 1 10 9.5 95.00%

Overall Score 10 100 89.5 89.50%

App Name: Amazon

Heuristic Design and Usability Review
Summary of Results

 App Name: AMAZON MUSIC



Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 10 100.00%

User control and freedom 1 10 10 100.00%

Consistency and standards 1 10 7 70.00%

Error prevention 1 10 7 70.00%

Recognition rather than recall 1 10 9 90.00%

Flexibility and efficiency of use 1 10 8.5 85.00%

Aesthetic and minimalist design 1 10 8 80.00%

Help users recognize, diagnose and recover from errors 1 10 7 70.00%

Help and documentation 1 10 9 90.00%

Overall Score 10 100 85.5 85.50%

App Name: Target

Heuristic Design and Usability Review
Summary of Results

App Name: TARGET



Questions Possible Score Actual Score Result

Visibility of system status 1 10 9 90.00%

Match between system and the real world 1 10 8 80.00%

User control and freedom 1 10 8 80.00%

Consistency and standards 1 10 9 90.00%

Error prevention 1 10 8 80.00%

Recognition rather than recall 1 10 6 60.00%

Flexibility and efficiency of use 1 10 8 80.00%

Aesthetic and minimalist design 1 10 7 70.00%

Help users recognize, diagnose and recover from errors 1 10 6 60.00%

Help and documentation 1 10 7.5 75.00%

Overall Score 10 100 76.5 76.50%

App Name: Zappos

Heuristic Design and Usability Review
Summary of Results

App Name: ZAPPOS



Questions Possible Score Actual Score Result

Visibility of system status 1 10 10 100.00%

Match between system and the real world 1 10 9 90.00%

User control and freedom 1 10 6 60.00%

Consistency and standards 1 10 8 80.00%

Error prevention 1 10 9 90.00%

Recognition rather than recall 1 10 7 70.00%

Flexibility and efficiency of use 1 10 8 80.00%

Aesthetic and minimalist design 1 10 9 90.00%

Help users recognize, diagnose and recover from errors 1 10 5 50.00%

Help and documentation 1 10 1 10.00%

Overall Score 10 100 72 72.00%

App Name: Quartz

Heuristic Design and Usability Review
Summary of Results

App Name: QUARTZ


