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Abstract 

A large amount of Websites continues to present its content in a non-usable way to the                

users that access it. It is still unclear why these Websites are not prepared to receive all                 

types of users, since there are many tools and guides available which helps in the               

preparation and development of Websites. The purpose of this study is to present             

usability concepts as well as 2 forms of evaluation to analyze 2 different Leiden              

University’s faculty websites from the usability perspective. During a year and a half of              

studying at Leiden University, me and my colleagues encountered multiple occasions           

where finding important information on their website took quite some time and most of              

the times, we were unable to find what we needed – that is the reason why this                 

motivates me to study Leiden University’s websites, as they can benefit from the final              

thesis project. After encountering the problem with the usability of the website, it was              

identified that the students are the main users of the website, and that they are the ones                 

that spend more time searching on the website, and therefore the ones that lose more               

time on it, and that is the reason they were chosen as the stakeholders of the research.                 

Based on the research of usability focused on websites, an attempt was made to              

develop heuristics to analyze its basic factors: intuitive design, ease of learning,            

efficiency of use, memorability, error frequency and severity and subjective satisfaction.           

After this, a questionnaire was developed based on the heuristics so that the users who               

access those websites can answer in order to understand how they navigate, how long              

it takes find information and how difficult it is. At the end of the study, there is a                  

comparison of both methods where it shows that both of them relate closely and shows               

that the website lacks mostly on: Visibility of the system status, User control and              

freedom, Recognition rather than recall, Help and documentation; and then after that, it             

provides recommendations based on those heuristics that were shown that are the            

weakest ones. 
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1. Introduction 
 

Since the emergence of the web in 1989, which enabled the construction of a new               

informational and communicational paradigm, the development of increasingly complex         

applications has been growing due to the updating of the technologies available for             

building websites. In this context, the spaces used to store, disseminate and retrieve             

information on the web, such as websites, must offer users a way to facilitate access               

and use of information with quality and efficiency. With this evolution, the total of              

existing websites was increased, as well as the number of users who use them.  

Therefore, it is fundamental to reflect on issues related to the development and quality              

of these products and services that serve the information users, because if the opposite              

occurs and the system does not meet their expectations, major problems may occur,             

including disinterest in use the system or even abandon it completely. This way, among              

other factors, the efficiency of using a system becomes a determining factor to obtain              

user satisfaction. 

The Web has become accessible to all people, and has a wide variety of applications.               

However, it is noted that such popularity does not necessarily imply satisfied users.             

Many Websites are visited only once by users. In many cases, this occurs not because               

the content of the site does not interest them but rather because they were unable to                

find the information they wanted. The difficulty in finding information on the site is              

undoubtedly the usability problem most reported by users. 

Taking that into consideration, the decision to analyse the websites of Leiden University             

was due to the fact that those websites are the only way that the students can have                 

access to some information, and therefore cannot switch to a different one once they              

can’t find the information they need, leading to frustration. Another factor that motivated             

the topic for this study was the fact that it takes a lot of time to be able to find the                     

information that the user is looking for on the website, and as it is a university website,                 

and the students currently are using it, the information should be easily accessible and              
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shouldn’t take a lot of time to find everytime the user accesses it. Also, throughout the                

years of my study at Leiden University, me and my colleagues had a tough time trying                

to navigate through the website to find crucial information, and most of us had saved the                

links of the website as bookmarks/favorites to save time, considering we wouldn’t find             

the information if we would go directly to the website and directly searching. The main               

motivation is to discover how users interact with the system, and also how can the               

university improve the website in order to make it more pleasant for the users to use it                 

on a daily basis so that the new students don’t take more time than needed to find what                  

they are searching for. 

Usability studies have been carried out for a long time, however they are not always               

developed in all the projects due to the investment of time necessary and high costs of                

the classic methodologies. Jakob Nielsen in of of his studies in 1994, demonstrates that              

from a set of simple and profitable methodologies, it is possible to reach results that               

meet the expectations of the users, providing a better service without wasting time and              

money. In fact, simpler methods such as heuristic testing and utilization tests can be              

better utilized and thus provide more ease and satisfaction in the user's use of the               

product. 

The evaluation of website accessibility can be done in several ways, using various tools.              

Based on the usability attributes of the researcher Jakob Nielsen, it was developed a              

group of heuristics order to analyze the usability of the Leiden University websites,             

which later on were applied as basis to the questionnaire that was developed. This way,               

it will be possible to compare 2 different analysis to the understanding of the dynamics               

of efficiency of use of the site and the satisfaction of the users in using it, emphasizing                 

the importance in listening to them, considering them as a fundamental part for the              

development of this information channel. 

In this way, this research contributes to the understanding of the dynamics of efficiency              

of use of the Leiden University’s websites and the satisfaction of its users in using it,                

considering them as a fundamental part for the development of this information channel. 
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It is important to point out that this analysis will be made on the main website of Leiden                  

University, and does not include third party websites that are also used by students, like               

USiS and Blackboard Leiden, which is also part of the websites that the students use on                

their daily basis. The decision on focusing on the main website was because that is the                

main entry point of all other websites related to the university, and also the website that                

the students will reach whenever they need to find whatever information. 

 

1.1. Research Questions 

Based on the studies of web usability, specifically in the studies of usability of websites,               

some questions have arisen regarding the efficiency of websites, specifically Leiden           

University’s one. Considering this study is focused solemnly on the main website of the              

university, it was chosen to take only the perspective of the students (which are the               

main users of the website) that are searching for information. Below are the questions              

that the study will be centered: 

● Is the interaction with the user effective, allowing it to achieve its goals on finding               

information fast and complete?  

● What about the efficiency of the system, can the user accomplish the proposed             

tasks?  

● How satisfied are these users with the system they use?  

● How can Leiden University improve their websites? 

 

 

1.2. Structure of the Thesis 

With the purpose of making known the theme developed in this work, the paper is               

structured in different parts, being organized according to eight chapters. Initially we            

present an introduction to all the research carried out, identifying the necessary context             
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for its follow-up, the problem, some questions, as well as the motivation and its              

objectives. 

Based on the study of usability, the 2nd Chapter tries to define its concept and how it is                  

approached according to some authors. It also contains the quality components           

considered by Jakob Nielsen, which will serve as a basis for the methodologies used in               

the practical study 

As the theoretical basis of the thesis analyzes the methodologies of the evaluation of              

usability, the 3rd Chapter presents the methodologies used throughout the work. Thus,            

it is explained each method, as well as the objective of the 2 applied techniques:               

Heuristic Assessment and Usage Tests. 

Chapter 4 presents the practical part of this dissertation. After the research carried out              

in previous chapters, this chapter presents the case study, explaining the context of the              

usability study in the website of Leiden University. In this chapter, it is possible to see                

how both methodologies were implemented and get some considerations that are           

possible solutions to be developed in the next chapter of the paper.  

After application of the practical study, Chapter 5 presents the results from both             

methodologies and also a comparison between them to show if the Leiden University             

website is according to the usability heuristics. This chapter also contains           

recommendations that should be applied to the website in order to make it more              

user-friendly according to the heuristics. 

The 6th Chapter presents the conclusions drawn from the work developed, from            

theoretical and practical considerations.  

The last 2 Chapters present the references of all the content used on the research as                

well as an appendix containing documents relevant to the paper. 
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