
The Story: We’re on page 4
In our last post, we looked at page 3 of “the form”
(detailed applicant information). Today, we’re looking at
the 4th and final page- and it’s all about the visa!



First thoughts: Well This Sucks
Having just clicked to continue to this page, we’re
actually presented with what could be either a Server
Error (500) or what might be a Page Not Found Error
(404).

If these types of errors happen (which they do) the
the error page should clearly explain in non-

technical language what happened, why it might
have happened and what to do next (recovering

your form might be nice).

We took a punt, and just started the whole form
again

Seems the website isn’t entirely sure what happened. But
that’s ok, we just need to contact the system
administrator.





It’s great that the Visa Service has been prefilled from
the previous selection made. However, there is no way to
change this choice if the user needs to. It is set in stone,
unless you want to run the gauntlet of trying to move
back through to page 1 of the form.

Fields: Visa Service

Which you can’t by the way as there is no
navigation to do this (unless you use the

browser back button)



The reason you get 2 inputs here is because there is a 35
character limit on both. It might suffice for those
planning on fewer destinations, but not everyone.

Fields: Places To Be Visited

This isn’t user friendly. Other options might be
type > find > select destinations, instead and not

impose a character limit.



A great pre-qualifying question that isn’t pre-selected
and doesn’t show currently irrelevant information. We like
it. But if you select “yes” ...

Fields: Hotel / Resort Information

Then it would be helpful to inform the user at the
start of the form that this information could be

required so they have it to hand.



We’re not quite sure why we’ve been pre-filled with a
Double entry as we’re sure we’ll only be entering once.
But you can’t change this.

Fields: Entries, Ports & Exits

If information has been determined then explain
to the user why, and if it there is a chance it

might need to be edited, then allow the user to
do that easily.



Another long list of possible options in the Expected Port
of Exit select drop down. Whilst it’s not as long as some
that we’ve seen on the form, it would still be nice to be
able to type and search options.

Fields: Entries, Ports & Exits

Potentially add a qualifying question such as “Is
your expected Port of Entry the same as entry
([entry port name])?” As this information as

been asked already.



A choice has already been made here for the user and
the related information already shown. Making an
assumption and then increasing cognitive load by
presenting irrelevant information is not great.

Fields: Previous & Current Visa Information

Users should also be informed if information
might be required before starting the form, in
this case previous visa information and travel

details 



If you’ve never visited India before, you are asked if entry
has previously been refused (but actually “yes” is
selected by default). If so, then you have to fill in more
information. But can you tell us what “Control No.”
means?

Fields: Refused Entry

Nope, we don’t know either... and we wonder
why the assumption is that if you’ve never

visited India before it’s because you got refused
entry.



Finally! A searchable drop down for a country list. The
downside it is doesn’t work, when you search for a
country and then try to select it from the list shown
nothing happens, you can’t select the required country.

Fields: Countries Visited

Ensuring core functionality works as expected
should be part of any QA process



Do you know off the top of your head what a SAARC
country is? We have no clue until we read the tool tip
which explains what SAARC stands for. But what it
doesn’t do is provide a list of those countries to see if
any are applicable to the user.

Fields: SAARC Countries

If you reference something that might be
unfamiliar make sure you provide enough
information to allow the user to make the

correct choice.



But wait! If you decide to err on the side of caution and
select Yes, then you helpfully get a list of those SAARC
countries. The issue here is that the user need to know
these before making a selection on the previous
question.

Fields: SAARC Countries

It sound’s cliche, but don’t make your users
think. They shouldn’t have to play whack-a-

mole with binary questions to understand what
the question is they’re answering



The Law of Proximity states that stuff that is close
together is perceived as related, whereas those farther
apart are seen as separate. We don’t know why the + / -
functions are floating in the white space ether but they
clearly don’t appear related to their purpose.

Fields: SAARC Countries

It sound’s cliche, but don’t make your users
think. They shouldn’t have to play whack-a-

mole with binary questions to understand what
the question is they’re answering



They actually allow you to enter another “row” in case
you have visited more than 1 SAARC country, but it really
isn’t clear that’s what they do, nor is there any textual
indicators of their purpose.

Fields: SAARC Countries

Additionally, if you hit “-” you can only delete
the last entry you made. For example, if you had
4 entries but needed to delete the first one, then

you have to delete all subsequent entries to
remove that 1st one.



This is a mandatory section of the form. But we can’t
help wonder what happens if you don’t actually have a
reference in India to tell the authorities about?

Fields: Reference

Provision of logical fall back options can help
users progress confidently to completion. Be

mindful of “but what if...” scenarios and
incorporate them into your forms.



Every single option here is default selected as yes. We
can’t help to think we’ve been judged already and should
be locked up for eternity.

Fields: Additional Questions

Whilst we understand the idea behind it (forced
action & explicit consent) it leaves a bit of a sour

taste



Note also the instructions state that if you select YES
then you must give details... can you see where to do
that?

Fields: Additional Questions

Keep guessing...



You can’t immediately, is the answer. The only way you
can enter the details is to select “NO” and then select
“YES” again. Then you’ll be presented with an input to
provide details.

Fields: Additional Questions

And that’s sort of it! We didn’t want to continue
to the final confirmation page after this for fear

of something very official happening.



Use non-technical language for error
messages

1.

If something is pre-filled, make sure it
can be amended

2.

If you are asking for complex
information that won’t be readily to
hand, let the user know this at the
start

3.

Add qualifying questions & logic to
reduce the number of questions the
user has to ask

4.

QA the form to ensure core
functionality works

5.

Use language that makes sense to
the user

6.

Don’t use defaults unless there is a
good reason to do so

7.

Action Checklist: 



Coming next...

The summary! We run down
the top issues from this form
and how to fix them for the

better.
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Spoiler: It’s actually helpful.
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