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Usability is the measure of the quality 
of the user experience when 
interacting with a web site
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Conversion Curve
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This site isn’t 
telling me 

what I should 
do

I don’t 
understand the 

language

It’s not clear 
where I 

should go

There’s way 
too much text

It’s got to be 
easier to do this 
over the phone

Now this is 
taking much 

too long 

I can’t go 
through all of 
these steps

It’s not really 
clear what to 

do next



Amazon.co.uk



Amazon.co.uk

The back button on the browser was 
clicked upwards of 30 times!!



Usability Guidelines

• Keep the navigation consistent within the site from page to page

• Ensure links have a consistent appearance

• Align information, items and widgets on a page

• Indicate internal versus external links

• Provide error messages that explain the problem and resolve the issue

• Provide feedback on number of steps in a sequence

• Ensure visibility of important options

• Label links descriptively

• Convey scope of search 

• Provide search box that accommodates typical query lengths



Traditional View of Usability

• Targeted at guesses or beliefs 
• Nice to do rather than a must have
• Flavour of the month / rubber stamp
• “That’s great, doesn’t look too bad does it? Thanks!”

• No discernible ROI



Usability Re-Defined

• Tied to business KPI’s / site metrics 
• Research aimed at identified problems
• Impact of changes readily measurable
• Constant feedback loop

• A demonstrable ROI

49% of Web site managers say usability is their top 
challenge in 2004 

Jupiter Research / ERI
Executive Survey, October, 2003
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Usability testing will not tell you 
everything!



Web 
Analytics

Strengths
•Universe of users
•High degree of accuracy

Weaknesses
•Behaviours not motives

Survey 
Research

Strengths
•Large sample
•Geographic spread

Weaknesses
•Self reporting issues
•Sample bias

Usability 
Testing

Strengths
•Deep understanding of thought processes 
•Direction for improvements

Weaknesses
•Small sample



Usability Testing

Survey Research

Web Analytics

Website Performance
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Thank You!

Any Questions?

www.theusabilitycompany.com
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