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Objective

Users need ideal systems, which can be used without reading manuals, or following
instructions. For different reasons (system complexity, user ability, usability problems), this
objective is hard to achieve. We always need to develop and integrate as part of the
system, different tools that can support and assist users. This lecture discusses and
compares different user support tools.

Qutlines

User performance/learning curve and needs for support

Users documentation, tutorials, tutors, simulations, demonstrations

Online help systems, coaches, advisors, wizards and electronic performance support
systems (EPSS)

Task-sensitive Ul, intelligent Ul, adaptable and auto-adaptable Ul
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Svystem complexity versus human ability

System Complexity

Performance gap

Human ability \ 4
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Predicted versus observed human performance

Training/Learning Period

Performance

4

Predicted Max
4

Observed Max

Predicted Min

Observed Min

Ideal user

Expert user

#"Novice

Transition to advanced

functionalities

Transition to a new
version
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Performance/learning challenges

Minimizing the initial training/learning period. Ideally, we expect the user can start without any
training and/or support.

Minimizing the transition period to advanced functionnalities and/or to new versions of the system.
Ideally, we expect the user can do his/her task with the same level of performance as he/she did
before the transition.

Minimizing the period that is needed for a novice, when he/she starts using the system, to do
his/her tasks as the ideal user does. ldeally, we expect the novice can understand the system
functionalities and structure from its visual appearance without any support.

Minimizing the period that is needed for an expert to do his/her task as the ideal user does. Ideally,
we expect the expert user can understand and use the system’s advanced functionalities as the
ideal user does.

Minimizing the period needed by a novice user to become an expert user. Ideally, we expect a
novice user can do his/her task with the same performance as an expert user does, without having
the knowledge/skills of expert user.
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Online help system (Three main services:

Browse, Search, Index)

Microsoft Word Help

Conterts |&nswerwzard I Inclex |

@ what's Mew?
@ Cetting Started
@ Getting and Using Help
@ Uzing VWard if You Have a Disahility
= [E] Inztaling anc Removing Word
[2) et is

@ Hawe the Windowss installer sutomsticall
@ About installing wizards and templates
@ Running Programs and Managing Files
@ Creating, Cpening, and Saving Documents
@ Finding Files
@ Typing, Mavigating Documents, and Selectin
@ Editing and Sorting Texdt
@ Checking Speling and Grammar
@ Formeatting
@ Changing the Appearance of Your Page
@ Working with Graphics and Draswing Okject:
@ Creating and Customizing Tables
@ Wiorking with Long Documents
@ Using Your Office Settings on Another Com
@ Sharing Information with Cther Users and £

@ Converting File Formats
4 L3

-

Install or remove individual components

If you can't find the Microsoft word or Microsoft Office
component you need, and the Microsoft Windows installer
doesn't automatically install it, you can install the component
vourself, If you originally installed Word or Office from a
network file server ar from a shared folder, run that copy of
the Setup program.

1. Close all programs.

2. Click the Windows Start button, point to Settings, and
then click Control Panel.

|84
Double-click the AddfRemove Programs icon |
Do one of the following:

If vou installed Word by using the Office Setup program,
click Microsoft Office on the InstallfUninstall tab, and
then click Add/Remove.

If vou installed Ward individually, click Microsoft Word on
the Install fUninstall tab, and then click Add/Remove.

Fallow the instructions on the screen.

Learn about the location of components in the installer,

Note If you installed Word from a CD-ROM, and you have
mapped your CO-ROM drive to a new drive letter since you
originally installed Word, run Setup again from the CD-ROM, If
wou are running anv Word files from the CO-RCM. vou must

H

iﬂStart”J ,ECDncc:rdia(...' @ImpﬁtRapid...”@SIide_Ch___ @Microsoﬂw...l ||%$<FJ-£ AL 525 M

Ahmed Seffah — Computer Science Department - Concordia University © January 2000 - Page 5




Human Computer Interface Design
Chapter 10 — Users Documentation and Support

Help balloon: What this feature in Office Help
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Contextualized pop up menu: what can | do?
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Tutors (Interactive tutorials, task scenario-based demonstrations, simulations etc.)

Exception Proceasing Tutor

Monthly Revenue

Processing an Exception
imrcehr s ident fing the Stores Comrenience

meost liksh reazon astor
did net mest its goal for a Product Revenue}

product arsa. Inthis .
exam o we sxamine the 1074 Bay Ridge £4374

drep in revenue for
SOV ENencs prd uets for 2 1111 Fomsst Dr. to4a

storss. 145 Riva Ad. $ 10 1
malsct the Tuter meds you
prafer, then press Play, Rt 2-Arncd e o

SDemo  COPractice

Parzk | Stop o Play | Mt

ancel
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Electronic performance support system: Windows 95 Printer Wizard
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Dimensional Weight Coach
About Di.n'hen!.i-.u:-n.:alw-.eight... .
Dimensionalweight 1s a pricing precedure that is used to
caleulate rates based on package size.

Determing the dimensions of the package and enter these
in the Length, Height, and Width fields.

Photo Photo Photo

Length:Measure Width: Measure Height: Measure
the longest size. Euge to edge of 1 height of

side, package.

Length: X Width: X Height: = Dim WWt.

Tutor Help
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COPLL,Oxygen Protocol Advisor

Respond to questions to review guidelines.

|5 patient a Priority 17 @Yes

|5 patient demenstrating sheck or &Y es
severe respiratory distress?

|z patient showing signs of hypoxiay @Y es

Advice:

administercxygen of S0RL- 10059 ria, appropriatie facs mazk until
medical consultation can be cbtained.

AMD

Cleeahy eenmor for decreasing ksl of conscicusness ANDIOH
Increassd respinaton distress

Help o ach Why? Dione
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Task-sensitive user interface: QuickBooks (business management tool)

% Mountain Sports Equipment - QuickBooks Pro
File Edit Lists Activities Reports Online Window Help

# QuickBooks Mavigator

Sales and i m @_f__“' J.'ﬁ"“h
Customers \_Y}, W

Employees Payroll Iltems Adjust Liabilities YTD Amounts Tax Table Print Timesheet

Purchases and
Vendars

Chequing and
Credit Cards

Payraoll
and Time

Create
Pay Cheques

Taxes and

Accountant m »
Chequing Account Papment Ciate & Create I
RO p— - v Tobe printed
Import/E xport “hequing Aoc | [2nsme = X Concel |

Company Reports
Payroll L
Show liabilities as of |1 1430498 E Sort By IF'ayroII Item x T |
arl

Business Project

Resources Memorized... J Payroll Item Payable To Amt. Due Amt. To Pay
CPP - Company Receiver General 103 46 0.00 =
CFP - Employes Receiver General 103,46 0.00

-

206.92 0.00

% Create liahility cheque without reviewing Ending Bank Balance 13.081.85
¢ Rewview liability cheque to enter expenses/penaliss
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Task-sensitive user interface: QuickBooks (business management tool)

#% Mountain Sports Equipment - QuickBooks Pro
Eile Edit Lists Activities Reports Onling  Window  Help

[y B Mavigatar |

Navigator

Customers Items &Eeruines Customize Forms Customer Hegister Statements

| Estimates vs. Actuals Summary

ize... | Filters.. | Format. .. | Header/Footer... | F

Al x| Fram | §

g
ki I‘_._,_,..-'--"_'ia

: (&
~

Estimates Invoices

Finance
Charges

RHeceive » & Deposits

Payments

= {

=

Refunds

and Credit Cash Sales

Profit & Loss
Accounts Beceivable
Sales

Project
Job Profitability Surmmary:
Job Profitability Detail

Mountain Sports Equipme

" Job Estimates vs. Actuals
All Transactions

+ Est.Cost + Act Cc

o Card » E16.00 4 6t

porah Edwards-Seath 387624 i

p Rentals 2,350.00 i

6,842.24 :

Job Estimates vs. Actuals Summary
lob Estimates ws. Actuals Detail
Job Progress Invoices ws. Estimates

Itern Profitzbility
Item Estimates vs. Actuals
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Adaptable Ul: Office assistant customization (attributes that control how the system
works)

Office Assistant

/ Gallery '3.# l]ptinns\

Aszsistant capabilities -
[+ Respond to Help key [w] Fove when in the way
[+] Help with wizards [+] Guess help topics
[»] Display alerts ] Make sounds
] Include product help in Yisual Basic Editor ] Speak alert text

Show tips about -
[+] Using features more effectively [+ Keyboard shartcuts

[»f Using the mouse maore effectively
Other tip options -

] Only show high priority tips [ Reset My Tips ]

] Show the Tip of the Day at startup

| Cancel I
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Adaptable Ul: configuration of Ul (look and feels, visible/hidden functionalities)
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Case study: EasyStep system in QuickTax (Quicken)

reférences  Fenétre  Aide

; 4 Révision

Sujet de I'entrevue : ¥ ldentification

Cochez cette case sivotre conjoint est un travailleur indépendant. Pour
ce faire, cliquez sur la case ou appuyez sur la barre d'espacement.
s Y s T E M E Cliquez sur SUIVANT lorsque vous aurez terminé.

EasyStep

Province Quebec Etat civil au 31 décembre 1999 ;

Code postal : H3S 1X6 1. Marie
MAS de wotre conjoint

280 103 425

Province de résidence le 31 decembre 1999 : Mom de wotre conjoint :
Québec Meynard Isabelle

Pravince de travail indépendant : Cochez ici sl wotre conjoint
indépendant en 1993 :

Si le statut de résidence a changé en 1999 :
Date d'entree : ou de depart Minserivez rien ici |

Elections Canada
Autorisez-vous I'Agence des douanes et du revenu du Canada (anciennement Revenu Canada)
4 communiguer & Elections Canada vos nom, adresse et date de naissance pour rmettre & jour

L TR

EﬂStﬁn”J @Cmcurdia(sunset...”mmpﬁtﬂapide i @Slide_Chapter_m...l ||§%$<HE£°1E% 9:16 P
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Case study: EasyStep System in QuickTax (Quicken) (Complex EPSS)

JFI|E Edit wi FEichier Edition Données Formulaires Qutlls Preferences  Fengtre  Aide

tl Début M] 2 Importer

") | I' :

I Morrnal | Sélectionnez les cases pertinentes i votre situation (1999) :
FEl A & Jétais un employé [T Jaifait des investissements
=E -8 SYSTEME

i) :
[T Javais une entreprise [T Javais des revenus te pension w
E asys tep [T Jétais un étudiant / |

[T Javais des immeubles

Frovince : Quebec Etat civil au 31 décembre 1999 ;

Code postal : H3S 1X6 1. Marie
MNAS de wotre conjoint

280 103 425

Province de résidence le 31 décembre 1939 : Mam de votre conjaint :

Queébec Meynard Isabelle
Pravince de travail indépendant : Cachez ici si vatre conjoint etait travailleur
indépendant en 1999 1 I:I

Si le statut de résidence a changé en 19599 :
Date d'entree : ou de depart Ninscrivez rien ici | | |

Elections Canada
Autorisez-vous lAgence des douanes et du revenu du Canada (anciennement Revenu Canada)
4 communiguer § Elections Canada vos nom, adresse et date de naissance pour mettre 4 jour

- = e i

iﬂStart"] QCDncordia(sunset...”mlmpﬁtﬁapide T @Slide_Chapter_m...l |[?;E@<Eg§¢) 18% 917PM
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Case study: Office Assistant (Tips, Advisor)
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