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« IS Intrinsic to any product, from It's packaging and display to
Content
detailed instructions on how to use it. However, while there Is a
tremendous focus in the industry on user-centered design for the
packaging, display and most crucially, for the interface of products,
It does not follow through for content. Traditionally technical writers
approach writing for, or about, a product from the technical content

which could be far removed from the user-centered design approach

and so affect the usability of your content.



Graphic design and brand identity for Swedish urban smoothie brand Froosh by
- Pearlfisher. Image and information source: The Dieline.com
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DuPont Awards for packaging innovation 2008.
Image and information source; DuPont.com
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Sample

An award winning technical documentation site. Image and information source: Microsoft.com
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ULePesaRtei* What do writers need?

+ user roles

+ Work/play environment

+ user aptitude

+ knowledge levels

+ training

« familiarity with product

+ access to media

+ user tasks

+ What devices users use
+ complexity of tasks

+ support



Typical sources of our information

Closest to the “user”, but these
talk about how the product
“should” work “after” it has been
designed




Now we know - why design for writers
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A large part of the work done in design is User Research. It provides

Insights that have a direct
bearing upon the content

the type of help

what content to focus on
the tone
language

Hlaicement of and access to
elp

Insights into visual design

+aesthetics
+«colours

=graphics



What does user research yield?

+ user profiles
+ user work flow
+ Wish lists

+ pain points with the existing systems



Gathering data

+ Access people with the data: Ul designers, customer-interface groups,
customer support groups

+ Access studies, reports: Data may be already available (user studies,
profiles, personas, surveys, customer support data, card sort data,

+ Utopian to join the user research team
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Some methods, tools and resources

+ Questionnaires

+ User-task analysis

Source of sample questionnaire: dbarham.net

7) If your native language is not English, how well do you read English?
|

Poorly, I have trouble reading documents in English

® Adequately, I read well enough to get around
[

C

Fluently, I read almost as well as a native English speaker

I am a native English reader

8) How would you describe your general level of computer experience?

C None, I have never used any software applications
[ o

Low, I have used only one or two software applications

C Moderately low, I have learned and used between three and ten different software
applications

C Maoderately high, I have learned and used more than ten different software
applications but have no programming skills

C High, I have used many different software applications and have some
programming skills

¥ Other (please specify)

An example of Matrix 1:

Tasks User in role of
system administrator

User in role of
personal computer user

Add new computer to system | sometimes

never

Source of task matrix: Janice (Ginny) Redish, Redish & Change personal preferences | never

Associates, Inc.

Add new users to system frequent never
Change users' privileges frequent never
Print reports on system usage | frequent never
Send electronic mail frequent frequent
Print personal files and letters | never frequent
sometimes



Presenter
Presentation Notes
at whatever stage you are entering the process, ask your own questions - ideally to users directly or proxy users at best
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Some methods, tools and resources

+ Card sorting
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Heuristic Evaluation Questionnaire
by Donn DeBoard

Effective
(What is the completeness and accuracy of your work? What percent of your goals were
reached successfully? How well was a task completed?)

+ Heuristic evaluation

1) Isit clear where on the screen to find the help system?

Very Unsatisfied | I 2 3 4 5 WVery Satisfied

Severity Ranking Low  Moderate High Question is
Not
Applicable

2) Isitclear how to begin to use the help system? (Is it obvious how to invoke the help?)

Very Unsatisfied 1 2 i 4 5 WVery Satisfied

Severity Ranking _ Low ~ Moderate ~_ High Question is
Not
Applicable

Card sort exercise source: Donna Spencer, Todd Warfel in Boxes and Arrows; Card sort results source: designforuse.net; HE list source: Donn DeBoard


Presenter
Presentation Notes
method for finding patterns in how users would expect to find content or functionality

Do the users want to see the information grouped by subject, process, business group, or information type?

How similar are the needs of the different user groups? >

How different are their needs?

How many potential main categories are there? (typically relates to navigation)


Some methods, tools and resources

+» Focus Groups
+ Contextual Inquiry
+ Interviews

+ Simple observation of users



Bridging the gap

+ correlate
+ research findings into
+ help design and authoring decisions

+ and increase usability



Correlate findings to decisions

+ When and where do users
perform a task? What's the
surrounding environment?

Are there device constraints?

Are there confidentiality needs?

Is there assistance and training available?

Not at their computers always
- provide a printer friendly version?

Operate machinery in different locations
- posters or job cards

Break down topics into small, relevant
chunks

Extremely concise, brief content
Minimal scrolling

Password protect content?

Content design harmonious with the other
material? Does it duplicate it?



Correlate findings to decisions

+ How frequently does the user Enable users to dock the help content on
their screen

Interact with the product? Is it
regular, continuous,

0 Sééliﬁéeﬂ@r Sedichjior Search functionality, an Index, or both,
information? .
a link to the customer support
documentation?

Brief instructions, prominently placed next to

How quickly must the user act?
action buttons

If complex - include workflows, graphics

What is the information involved? Is it
If simple, use tables, charts, text

complex or simple?



Correlate findings to decisions

+ What do users find appealing,
memorable?

Users’ lifestyle traits and motivations,
personality characteristics, attitudes

Colours, images, photos, graphic elements
to use for warnings, notes, feedback, ask-
a-question, chat windows

Tone and voice - casual, formal, first person
(almost always first person to keep users
engaged)



Design principles

+ Recognition over recall

Vi

sible status at all
mes

.

+ Consistency

E’:ontr(')Af)Utonomy (user

* Efficiency

+ Match between real world and product
+ Use metaphors well

content Minimalist + Visible navigation

+ Good old ‘readability’ principles

+» Engage users



Engage users...example

+ DO It

Microsoft | TechNet

Home Library Wiki Learn

TechNet Support
o Search for a Solution

Find answers to a technical issue, look up a KB article or search by error code.

Search all sources:

Lockup KB articles:
p Entar K8 2 p

Lookup Events & Errors:

O

Don’t overdo it

Draw in the user with brief, but
clear and helpful instructions,
instead of leaving the boxes blank

You have encountered an error

You came to
this website

You broke
something

This error page
was displayed

You are

confused and a
little hurt...

Yed

Hit *F5" to reload
the page a whole
bunch of times

Isue sobved. Good
kick & Godupeed

Royosre and bask in
-
yOur ruivy found web
page]

Contact us and we'll

try o get throwgh
this togethes

TechNet Support, source Microsoft Error message source, article by An Jay at http://www.smashingapps.com



http://www.smashingapps.com

Visibility and navigation

Gmail (Search Help)
Gmail Help

Help articles Gmail » Help articles » Your Account » Signing in » Signing in with multiple Gmail addresses Tl'all

Your Account Signing in with multiple Gmail addresses &2 Share () Comment @ Print
Your Messages

If you've registered more than one Gmail usemame and you'd like to switch addresses:

Other ways to

g 1. Click Sign out at the top of any Gmail page.

2. On the sign in page, enter the username and password for your other address.

i 'l w - “ o
Troubleshooting If clicking Sign out doesn't take you to the login screen, please use our troubleshooter to resolve the issue.
Help forum .
What's New Was this information helpful? O Yes () No

N

Visible, relevant navigation

Screen source: GMail Help pages



System matches the real world

Find the right service for you:

All services at a glance »

parcels, freight, warehousing, supply chain, mail

Icons source: DHL website home page



Efficiency

- -

New! Sharing just got easier. ;

. You can now set the visibility of each of your
at Google Docs files to be as public or private as you
want. And you can still add individual editors or
viewers.

) Public on the web
Anyone on the Intemet can find and access.

£) Anyone with the link
wr i Anyone who has the link can access.

[/L & Private
1 Onl le explicitly gr d issi |
Instead of searching for a small ti e Ly s S L L
close button, users can simply i B
say no, thanks Wl

. T = —————————.

Screen source: GoogleDocs



Recognition over recall

Flights [ Your past flight searches :)
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Image source: Jet Airways online booking website



Resources

+ Websites

. Www.stcsiqg.org/usability/topics/index.html

. Www.stcsig.org/usability/index.html

. Wwww.boxesandarrows.com

. www.usability.gov/

. www.waqusability.com/

. WwWw.useit.com

Books


http://www.stcsig.org/usability/topics/index.html
http://www.stcsig.org/usability/index.html
http://www.boxesandarrows.com
http://www.usability.gov
http://www.wqusability.com
http://www.useit.com

Thank you
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