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Human Computer Interface Design 
Chapter 10 – User Documentation and Support 

 
 
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.   
 
Outlines 
 
1- User performance/learning curve and needs for support 
2- Users documentation, tutorials, tutors, simulations, demonstrations 
3- Online help systems, coaches, advisors, wizards and electronic performance support 

systems (EPSS) 
4- Task-sensitive UI, intelligent UI, adaptable and auto-adaptable UI 
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System complexity versus human ability 
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Predicted versus observed human performance 
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Performance/learning challenges 
 

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

 
2- 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.  

 
3- 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. Ideally, we expect the novice can understand the system 
functionalities and structure from its visual appearance without any support.   

 
4- 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.  

 
5- 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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OOnnlliinnee  hheellpp  ssyysstteemm (Three main services: Browse, Search, Index) 
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 Help balloon: What this feature in Office Help 
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CCoonntteexxttuuaalliizzeedd  ppoopp  uupp  mmeennuu::  wwhhaatt  ccaann  II  ddoo??  
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TTuuttoorrss  ((IInntteerraaccttiivvee  ttuuttoorriiaallss,,  ttaasskk  sscceennaarriioo--bbaasseedd  ddeemmoonnssttrraattiioonnss,,  ssiimmuullaattiioonnss  eettcc..))  
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EElleeccttrroonniicc  ppeerrffoorrmmaannccee  ssuuppppoorrtt  ssyysstteemm: Windows 95 Printer Wizard 
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Coach  
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AAddvviissoorr  
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TTaasskk--sseennssiittiivvee  uusseerr  iinntteerrffaaccee::  QQuuiicckkBBooookkss  ((bbuussiinneessss  mmaannaaggeemmeenntt  ttooooll))  
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TTaasskk--sseennssiittiivvee  uusseerr  iinntteerrffaaccee::  QQuuiicckkBBooookkss  ((bbuussiinneessss  mmaannaaggeemmeenntt  ttooooll))  
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Adaptable UI: Office assistant customization (attributes that control how the system 
works) 
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AAddaappttaabbllee  UUII::  ccoonnffiigguurraattiioonn  ooff  UUII  ((llooookk  aanndd  ffeeeellss,,  vviissiibbllee//hhiiddddeenn  ffuunnccttiioonnaalliittiieess))    
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Case study: EasyStep system in QuickTax (Quicken)   
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Case study: EasyStep System in QuickTax (Quicken)  (Complex EPSS) 
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Case study: Office Assistant (Tips, Advisor) 
 

 


