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About the Website  
The City of Omaha government website (https://www.cityofomaha.org/). Using this site, users 
can learn about the city’s policies, departments, city council, etc. Users can access forms to 
complete for things like license renewals. If a user is interested in working for the city, they can 
apply for a job through the site. Users can sign up for the city’s newsletter to receive updated 
news. Most City of Omaha departments have their subsite with their own navigation choices. 
These departments include the Omaha Fire Department, the Department of Human Rights, and 
the Omaha City Council.  

User Description  
The users most likely to use this site are residents of Omaha. For example, Omaha Residence 
can visit the website and submit a Smoke Detector Inspection request for their home. If an 
Omaha resident has a complaint about trash or litter, they can submit a request to the city for 
investigation. Omaha residents can look up nearby parks in their area for outdoor activities. 
Users who don’t live in Omaha can use this site to learn about the city. If these users visit, they 
can look up events the city holds.  

Schedule 
This evaluation took 3 days with approximately 2 hours spent on each day.  On the first day, a 
quick run-through of the website was conducted to note any heuristic violations that stood out. 
The next two days were dedicated to navigating through the primary and subsites while 
continuing to document violations on a spreadsheet.  
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Heuristic Guidelines  
Evaluation of the International Institute website was conducted with Nielsen Norman Group – 
Jakob’s Ten Usability Heuristics. These 10 usability guidelines are listed below. Any violations of 
these guidelines will be recorded and provided with any recommendations. 
 

1.​ Visibility of System Status 
2.​ Match Between System and the Real World 
3.​ User Control and Freedom 
4.​ Consistency and Standards 
5.​ Error Prevention 
6.​ Recognition Rather Than Recall 
7.​ Flexibility and Efficiency of Use 
8.​ Aesthetic and Minimalist Design 
9.​ Help Recognize and Recover from Errors 
10.​Help and Documentation 

  
Reference:  https://www.nngroup.com/articles/ten-usability-heuristics/  
 

Rating Scale  
In addition to scanning the website for any guideline violations, each violation is assigned a 
number indicating the severity of the violation. The severity is determined by the impact, 
frequency, and persistence of the issue. See below for a breakdown of the scale. 
 
 

Severity  Meaning 

1 Issue does not impact usability.  

2 Issue is cosmetic with minor fixes. 

3 Issue has minor impact on usability. Fixes given low priority.  

4 Issue has major impact on usability. Fixes given high priority. 

5 Issue needs to be addressed immediately.  
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High Level Summary of Heuristic Evaluation Findings 

 

After completed the evaluation, I found that the website violated these heuristics:  
●​ Match between System and the real world (7)  
●​ User Control and Freedom (3)  
●​ Consistency and Standards (9)  
●​ Recognition over Recall (5)  
●​ Flexibility and efficiency of use (20)  
●​ Aesthetic and minimalist design (4)  
●​ Help users recognize, diagnose, and recover from errors (2)  

 
The most violated guidelines were Flexibility and Efficiency of Use, Consistency and Standards, 
and Match between System and the real world. These findings revealed that the website lacks 
functionality users can use to complete their tasks, e.g., completing and submitting forms 
through the website, navigating through the site easily, and finding the information they need 
quickly. There are inconsistencies between the desktop and mobile view of the site. For 
example, the menu picks are not visible on the mobile view site. This issue can introduce pain 
points for users trying to find the information they need. The site uses unfamiliar terminology, 
which can cause user confusion, e.g., using the term HRIS, which stands for Human Resources 
Information System, under the Employment section of the page.  

See details of the findings found in the Spreadsheet below  
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Heuristic Severity  Location Violations Details 

Match Between 
System & the Real 
World 

2 City of Omaha 
Main Page 

Users can choose a language listed in a "Select Language" 
dropdown. The site will translate the content based on the 
language selected. However, the language choices are labeled in 
their English translation. For example, "Spanish" is not labeled as 
"Espanol". (See Screenshot 1) 

Aesthetic & 
Minimalist Design 

3 City of Omaha 
Main Page 

The home page has a lot of elements with highly saturated colors 
and a distracting picture of downtown Omaha as its background. 
(See Screenshot 2) 

Recognition Over 
Recall 

3 Multiple pages Any page a user opens on the site opens a new browser tab. This 
problem can cause users to navigate through multiple tabs to find 
where they were previously on the website. 

Aesthetic & 
Minimalist Design 

1 City of Omaha 
Main Page 

When a user searches the website using the search function, the 
"Total: # of results found" has a black and bold font—mixing in with 
the rest of the content. 

Flexibility & 
Efficiency to Use 

2 Multiple pages The adjusted text size icons are very small,requiring the user to be 
precise when selecting these options. (See Screenshot 3) 

Help Users 
Recognize, 
Diagnose, & 
Recover From 
Errors. 

3 Mayor's Office 
Page 

When entering text in an "email address" text field to subscribe to 
the Mayor's newsletter, the error message does not clearly 
communicate what is needed if the email is incorrect.  
(See Screenshot 3) 

Recognition Over 
Recall 

3 City of Omaha 
Main Page 

On the "City News" page, there is no indication of the user's 
location on the site. There is a lack of breadcrumbs where users 
can backtrack to where they were before. (See Screenshot 3) 

Flexibility & 
Efficiency to Use 

4 Multiple pages Users cannot complete and submit most forms through the  
website. The documents are PDFs, so users must print the form, fill 
it out, and mail it. 

Flexibility & 
Efficiency to Use 

1 City of Omaha 
Main Page 

On the "Omaha Streetcar Authority" page, the placement of the 
Agenda and Minutes links look like they are one link, but they are 
actually two separate links. (See Screenshot 3) 

Flexibility & 
Efficiency to Use 

1 City of Omaha 
Main Page 

A "News and Information" list is at the bottom of the City of Omaha 
page. Users can't use a mouse to scroll through the list. They 
would have to click the "up and down" buttons to scroll through the 
list. (See Screenshot 4) 

User Freedom & 
Control 

3 Multiple pages The "top" button directs users back to the top of a page, but that 
button is located on the bottom of the page. It is not a floating 
button. (See Screenshot 5) 
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Heuristic Severity  Location Violations Details 

Match Between 
System & the Real 
World 

3 Omaha Employ- 
Ment Dept. 

Under Employment, there is a subcategory called "HRIS," which 
stands for Human Resources Information System. City Employees 
looking to log into the self-service portal may not know what that 
means. 

Flexibility & 
Efficiency to Use 

2 Omaha Employ- 
Ment Dept. 

On the Safety page, Safety contact names are links that direct 
users to email the contact. This is not communicated on the page. 

Match Between 
System & the Real 
World 

3 Omaha Employ- 
Ment Dept. 

On the "Job Search" portal, when French was the selected 
language, all of the content of the page was not translated to 
French. (See Screenshot 6) 

Flexibility & 
Efficiency to Use 

2 Omaha Employ- 
Ment Dept. 

On the Employment Division page, the "job titles" do not clearly 
communicate that they are clickable links. (See Screenshot 7) 

Consistency & 
Standards 

1 City of Omaha 
City Council 

The "council members" title is labeled near the search icon on the 
City Council Homepage. This is inconsistent with Council Calendar 
and Agendas. (See Screenshot 8) 

Consistency & 
Standards 

2 City of Omaha 
City Council 

The City Council Contact Us page contains instructions about 
clicking link names for email. This finding is inconsistent with 
finding #14. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
City Council 

The Council Calendar has three view options, but there is no clear 
indication about what these views are. (See Screenshot 8) 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Planning Dept. 

When searching for a Pothole report, the search field does not 
allow a user to copy and paste an address. The user will have to 
type in the address manually. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Planning Dept. 

The Litter and Waste search does not allow a user to search by 
date or status the report was submitted. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Planning Dept. 

On the Litter and Waste Report map, the legend is not visible; The 
user will have to click on icon to see what the legends mean  
(See Screenshot 9) 

Recognition Over 
Recall 

1 City of Omaha 
Planning Dept. 

The "Like" or "Share" buttons do not clearly communicate which 
social media site they are linked to. (See Screenshot 10) 

Match Between 
System & the Real 
World 

2 City of Omaha 
Planning Dept. 

"What is a tagger?" link title is in English for the Spanish version. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Planning Dept. 

No clear indication of Licensing Renewal Requirements based on 
the type of license. There is information about licensing fees on the 
Licensing Information page, there is a link that directs the user to 
another Licensing Information page. 
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Heuristic Severity  Location Violations Details 

Flexibility & 
Efficiency to Use 

1 City of Omaha 
Planning Dept. 

On the Final Inspection Checklist page, there is no clear indication 
that the page title is a link that directs the user to a PDF version of 
the checklist. 

Match Between 
System & the Real 
World 

3 City of Omaha 
Planning Dept. 

Under "Find my Inspector", the "Click here for more information" 
link navigates back to the home page. Link does not indicate what 
"more information" means. 

Consistency & 
Standards 

3 City of Omaha 
Planning Dept. 

On the City of Omaha Permit Fees page, the side navigation has 
been moved to the bottom of the page. 

Match Between 
System & the Real 
World 

3 Omaha Fire 
Dept. 

Users can download and mail a hard copy of the Smoke detector 
Request form. There is a Spanish version of the form, but the link 
is in English, not Spanish. 

Help Users 
Recognize, 
Diagnose, & 
Recover From 
Errors. 

3 Omaha Fire 
Dept. 

When entering text in an "email address" text field to subscribe to 
the Omaha Fire Department newsletter, the error message does 
not clearly communicate what is needed if the email is incorrect. 
(See Screenshot 11) 

Recognition Over 
Recall 

2 Omaha Fire 
Dept. 

When clicking on the Carbon Monoxide link on the "Safety 
Information" page, the website redirects the user to another page, 
but there are no breadcrumbs or indication of the nav path. 
Services nav choice is not highlighted indicating that this page is 
under the "Services" menu. (See Screenshot 12) 

Consistency & 
Standards 

2 Omaha Fire 
Dept. 

When clicking on the Deaf and Hard of Hearing link on the "Safety 
Information" page, a new tab will open and the navigation category 
is highlighted, indicating where the page falls under. This finding is 
inconsistent with Finding 31. (See Screenshot 13) 

Match Between 
System & the Real 
World 

3 City of Omaha 
Human Rights 
and Relations 

The CC-1 Search navigation option is not clear. There is no 
information about what a "CC-1" is. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Human Rights 
and Relations 

On the CC-1 Search page, a user can only search by Business 
Title. They cannot search by the business address, city, state, or 
action. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Human Rights 
and Relations 

The Events Calendar Search does not clearly indicate what kind of 
keywords the user can enter to pull results like event title, or event 
date. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Human Rights 
and Relations 

On the Events Calendar page, when a user is able to pull results, 
the search field moves under the search results, forcing users to 
scroll down the page to change their search. 
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Heuristic Severity  Location Violations Details 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Human Rights 
and Relations 

On the Events Calendar page, when a user is able to pull results, 
the user cannot filter their results by title, date, or place. This 
problem prevents users from narrowing down the search results. 

Recognition Over 
Recall 

2 City of Omaha 
Human Rights 
and Relations 

On the Events Calendar page, the search results are color coded 
by what type of event it is. There is no legend visible on the page, 
forcing users to search for what the colors mean. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Parks 

On the Find a Park page, when the site retrieves search results of 
park names, if the user wants to change their search, they would 
have to go back to the previous page. The search bar is not there 
with results. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Parks 

On the Parks Finder page, there are icons placed on the map to 
depict what type of facilities they are, but the legend is not readily 
visible. The user would have to click on an icon, “Expand", but it 
does not clearly communicate that it is where users can find the 
legends. 

Flexibility & 
Efficiency to Use 

2 City of Omaha 
Parks 

On the Parks Finder page, the search field says "Find address or 
place". The field does not indicate what type of address a user can 
enter. Should they enter a park address or their home address? 

Flexibility & 
Efficiency to Use 

2 Omaha Police 
Dept. 

On the Events Calendar page, when a user is able to pull results, 
the user cannot filter their results by title, date, or place. This 
problem prevents users from narrowing down the search results. 

Aesthetic & 
Minimalist Design 

1 City of Omaha 
Main Page 

The "Skip Navigation" link only scrolls the user down to the main 
container, making hero images invisible. 

User Freedom & 
Control 

4 City of Omaha 
Main Page 

On the mobile view of the website, the menu options are not 
visible. (See Screenshot 14) 

Consistency & 
Standards 

4 City of Omaha 
Main Page 

On the mobile view of the website, the menu options are not 
visible. On the desktop view, the menu options were visible on the 
left side of the screen. (See Screenshot 14) 

User Freedom & 
Control 

4 City of Omaha 
Main Page 

On the mobile view of the website, users are unable to go back to 
the City of Omaha main page using the "City of Omaha" link that 
was on the desktop view. 

Consistency & 
Standards 

3 City of Omaha 
Main Page 

The "Subscribe to Newsletter" option is not visible on the mobile 
view of the website. (See Screenshot 15) 

Consistency & 
Standards 

4 City of Omaha 
Main Page 

On the mobile view of the website, users are unable to access 
other department sites from the main page. (See Screenshot 15) 
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Heuristic Severity  Location Violations Details 

Aesthetic & 
Minimalist Design 

2 City of Omaha 
Main Page 

On the mobile view of the website, the Home page has a lot of 
elements with strong colors and a distracting picture as its 
background. (See Screenshot 15) 

Consistency & 
Standards 

1 City of Omaha 
Main Page 

On the mobile view of the website, the Skip Navigation link, that is 
visible on the desktop view, disappears. (See Screenshot 15) 

Consistency & 
Standards 

3 City of Omaha 
Main Page 

On the mobile view, the departments' subsites have menu options 
unlike the City of Omaha Main page. (See Screenshot 16) 
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Screenshot 1  
 

 
 
 
Screenshot 2 
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Screenshot 3  
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Screenshot 4 

 
Screenshot 5  
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Screenshot 6 

 
 
 
 
 
 
Screenshot 7  
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Screenshot 8  

 

Screenshot 9 

 
 

Screenshot 10  
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Screenshot 11  

 
Screenshot 12 
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Screenshot 13  

 
 
 
 
Screenshot 14 
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Screenshot 15 
 

 
 
 
 
 
Screenshot 16 
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