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How important are words?
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Definitions overlap

Usability Document Design
The extent to which a The field concerned
product can be used with creating texts
by specified users to (broadly defined) that
achieve specified goals integrate words and
with effectiveness pictures in ways that
efficiency, and help people to achieve
satisfaction in a their specific goals
specified context of for using texts at home,
use school or work

ISO 9241-11 Karen Schriver, Dynamics in
Document Design
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Disciplines converging

Brand Technical
Design Writing
Ergonomics Experie Audién ce
Design An 5is
7 Training
Factor , ;’
4 HCI
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Inter_f.ace Science
Design
Information rmation
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. Quality
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Document
Design
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Topics for today

The role of language

The importance of context

Rules to live by
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1. The role of language

How are words used as part of
the user interface?
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Is this...

User interface?

A simple 4-step process!

Instructions?
1. ENTER VEHICLE INFORMATION
2. ENTER OWNER INFORMATION
3. PAY FEES Help?
4. PROVIDE FEEDBACK (optional) o
Training?

Make sure you have the following ready:

« Your registration renewal form

« ‘four Social Security Number (SSN)
« Your Insurance |dentification Card
« Avalid credit card:

USING LANGUAGE TO IMPROVE USABILITY | WHITNEY QUESENBERY

Even simple pages have many words

Step n
Sign up for TypePad

Follow the steps below to register for TypePad, Headlngs

o Select your user name and password

Your user name iz the name that you will use ta log in to Typeﬁu\

Your member name can not be longer

Member Name: I than 25 characters and should not contain

any spaces.

Instructions

Your pazsword should be between & and

Password: I < 15 characters and should not contain
Password I— F|e|d |abe|S

(again):

Password - -
| What iz your mother's maiden name’? j

I In the ewent that wou lose or forget wour
pazzwiord | the system will mail y‘\?w’ 1
»>” Explanations

recowered password. To author
mailing , you will be asked for the answer
to the question you specify here.

Recovery:
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Words affect usability

St rattera. com Healthcare Professionals Area

m Wvhat Is Strattera? How to Take Strattera I Research Results I What Is ADHD? | Strattera News

Does this mean:

“Take this medication three
times a day, with food”

or

“When and why to take this
medication”

%strattera“ /
atomoxeting HO!

ABOUT STRATTERA TAKING STRATTERA CHILDHOOD ADHD ADULT ADHD HEWS
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Conversation

In the three-layer model of
forms...

Appearance

Conversation

Relationship

...conversation is the jam in the
middle of the sandwich

Caroline Jarrett: Forms That Work
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2. Context of use

“Know thy users (for you are
not them)”
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Identifying the participants

DQualifying eligibility questions.
1. Does the aoplicant, co-applicant or any named dependent cumently have © Yes O hp
any af the followang hospital, major medical ar medical insurance coverage?

2. Ave the apglicant, co-applicant and every named dependent a citizen of the vaz & N

1. Are the applicant, spouse

United States?
or any of thelr dependents, :.ea?)n the apphcant and co-applicant reside in Wisconsin at least 6 months a Yot & No
4. A2 the spglicart, co-applicant and avery named dependent under age 657 € Yes & Mo

regardless if applying for
coverage, currently...

Qualifying health questions
Plote: Corverage cannot be mrued to anp indradual who snzwers Yes ko ons of thees 5 question:.
1. Avz the apalicant, spause or any of ther dependents, reardless if spalying Yes & ho
far caverage, curently pregnant or an expectard parent?
2. Has the apglicant, co-applicant or oy degentent 1o be isued, ever had 80 Yes & ho
argan transplant?
3. Has the apglican, co-applicant or any depengent ta b insured been © Yes & o
diagnosed as having, or bean traated by 3 mambar of the medical prafassion for
Acquired Immune Dsiiciency Syndome (4ID3), AIDS Relsted Comples (ARC)
ar Human kmunogefciency Vinus (H
WOTE: HIV or AIDS tests ara limitod 1a FDA-Rcensed blood (ests, You da ot
hava {0 disclose whether you hava obtained a ganetic test, the msults of a
genetic 1est. of & postive AIDS test recult obiained 5t an sronymous
coungeling or 1esting sile.
Wh t 4. Has the apalicant, co-applicant or sy degentent 1o be insured everlested  © Yes & no
at are posiles for the sntibody Lo AIDS or HVY
MOTE: HIV or AIDS tests ara limited to FOA-cansed blood tests. You da not
ou v 10 disciose whether you have obtained 3 ganstic test, the resuls of a
y enetic 1851, or & posdive AIDE tesl resull obiained a1 an Sonymous
launseling ar tosting site

aSkI ng Has the applicant, co-applicant or any depandent 1o be imsured ever been diagnosed with, treated
r, seen or consuiied wilh a physician o licensed paacidioner
me’)?' | a) Anging; Angioplasty; Heart Attack; Connary Bypass; Atial oventricular £ Yes & Mo
LA Septal Defects, Heart Vahe Replacement?

b} Stoke, Cirhosis, Palycrstic Kidney Disease; or Addisons Disease? Yoz & no
©) Dowm's Syndrome; Carsbral Palsy: Muscular Dystrophy: or Gystic € Yos & ho
Fibrosis?
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eligibility questions
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3 Cermt ba issued b any individual veho enorvers Vs o oms of these § ouesens.
applicant, spause or any of their depandents, regardless if spalying
¢, curerlly pregriant or an expectart parent?

co-applicant or any dependent to be insured, ever had an

applicant, cotapglicant or any dependent to be insured been
3 having, or bean Yregled by 3 mambar of the medical prafession for
rmmune Oeficiency Syn (AIDS), AIDS Related Complex (ARC)

ded 10 Fm'nsvd blood tests You da not
close whether you have cbtained a gaffalg test, the rasults of a
5 positive 2105 test result obtained a\'smpmnymuus
Zaunseling or festing sile.
d. Has the applicant, co-applicant or any dependent to be mguneﬂegsr tested
positoe for he antibody Lo AIDS or HIVY
NO or AlDS tests ara limiad 10 FOV-Bansed blond tests. You da fe,
A T you haws obrained @ ganetic tst, the rsuls of 3
genetic test, o a postive A0S test result chiained &l an anonymous
counseling or festing site.
5. Has the applicant, co-applicant or any depsndent 1o be insursd ewer been diagnased
far, seen or consufed wilh & ghysician of licensed practdioner for
jina; Anginplasty; Heanl Attack; Comnary Bypass; Atral otventicular = el
Seplal Defects. Hea Vahe Replacement?
b) Stroke; Cirthosis, Palycystic Kidney Disease; or Addisons Disease?

©) Dovmis Syndme; Carebral Palsy, Muscular Dystrophy, or Cystic
Fibrosis?
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Jerilynn

Grandkids Tom
and Jerome
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Worked in her office for 20
years

e Age: mid-50s

e Some post-high school
education

e Family life very important
Likes
¢ Helping people

e Knowing how to get things
done in the bureaucracy

¢ A job that doesn’t compete too
much with her life

Dislikes
e New computer systems
e Constant change and pressure

e Age: late-20s

e Married, with husband and two-
year old

e Works full time in a local shop
Daily life

¢ Work and household chores

e Time for family

¢ Handles family finances and
medical appointments, and
plans vacations

Frustrations

e Never enough time to get
everything done

e Living up to expectations

USING LANGUAGE TO IMPROVE USABILITY | WHITNEY QUESENBERY 16



Dimensions of usability

Effective
Users can accomplish their goals...
Efficient

...in areasonable time...
Engaging

...in a pleasant and satisfying way
Error Tolerant

...in a product that helps them
prevent mistakes...

Easy to Learn
...and that is easy to learn to use.

What Does Usability Mean: Looking Beyond ‘Ease of Use’
Whitney Quesenbery, Proceedings of the STC, 2001
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Jerilynn & Toni have different requirements

Effective

Engaging

Error Engaging

Error Tolerant
Tolerant <

Effective
Effective

Efficient Engaging

Error Tolerant
Error Engaging

Tolerant
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Design based on context of use

Understanding of users and
their scenarios for meeting

their goals... ...leads to design
that helps them

succeed L
Plan for UCD k]
Include usability —\‘ o
in the project plan
Specify context of use

Who will use the program and
/ under what conditions? \
Specify requirements

Evaluate designs What are the business and
Test the design with users, user goals for this program?
to ensure that it meets business
and usability goals

Program meets
usabilty and
business goals

Produce design solutions

Prototype the design,
building from initial concept to Success!
complete design specifications

ISO 13407
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3. Rules to live by

(And why this is part of a
writer’s job)
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Usability heuristics*

1. Matches user tasks and mental model
2. Speaks in user’'s language
3. Appropriate, minimal visual design
4. Visibility

5. Consistency
6. Support for standards
7. Supports user actions
8. Prevents errors

9. Provides shortcuts
10. Supports learning

* Heuristics
Principles or rules of thumb Jakob Nielsen (and many others)
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Usability heuristics*

. Matches user tasks and mental model
. Speaks in user’s language

. Appropriate, minimal visual design

. Visibility of current status

. Consistency

1

2

3

4

5

6. Support for standards
7. Supports user actions
8. Prevents errors

9. Provides shortcuts

1

0. Supports learning

* Heuristics
Principles or rules of thumb Jakob Nielsen (and many others)
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Be informative

Don’t make users

Oy HHHH
guess at what the *Registratio lhrhﬂ#l
application will do, A simple 4-step process!
and how it will do it et

3. PAY FEES

4. PROVIDE FEEDBACK (opticral)

What can | do
here?

Will this let me
accomplish my
task?

Make sure you have the following ready:

« ‘Your registration renewal form

» Your Social Security Number (SSN)
+ Your Insurance Identification Card
» Avalid credit card:

=S J=EER

USING LANGUAGE TO IMPROVE USABILITY | WHITNEY QUESENBERY

Be informative

Anchor 7 Link
T i N What's an
Toget | =] HREF?
Mame |
Tte | - Is this the
B [— ALT tag?
Fiel | ;I Rey | LI
wAn = | [~

T Link | Cancsl | Help

Use words that are meaningful to the
audience (they may be technical, but only
when appropriate)
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Be helpful

Sign up for TypePad

Follow the steps below to register for TypePad.

Provide instructions
th roughOUt the process1 o Select your user name and password
not just at the beginning Your user name is the name that you will use to log in to TypePad.

Your member name can not be longer than

An swer q u est| ons Member Name: [ | 25 charscters and should not contain any
before they even ask Password: B

Password l—

(again):

15 characte s and should not contain
spaces

ord
[Fwihat is your mother's maiden name? =]

Récovery:
In the event that you lose or forget your

password, the system will mail you your
recovered password. To authorize this

miailing, you wil be asked for the answer
to the question you specify here

How many steps?

Can | use my usual
password?

Why do you want to
know my mother’s
maiden name?

USING LANGUAGE TO IMPROVE USABILITY | WHITNEY QUESENBERY

Be helpful

Use the web’s “information
nature” to make questions
easier to answer.

Customize Group

,Message approval:
Reply to:

Step 2 of 3. Customize test-wy /
Do you want to approve messages before they are deliversd?
& Mo, messages are delivered immediately. cefaul: Group type:

© Yes, messages require my approval

© Only messages fram new members require my approval. Le

Message replies should go to
& Al group members. Learn More  Default

© Only to message sender. Learn More

They won't
read it

anyway, will
they?

Do you want to use group's web features, such as photos, files, calendar, polls, and chat?
© Yes, |want to use the group’s web features.  befault

& Mo web features; this is a mailing list only. Leam More
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Be consistent

Same word = same meaning

Different word = different meaning

B Hardware Control Panel
Lowrn gt the hardware comtres el

@ Printer Commaris
A0 itrodudgon

0 priver commands and Languages ||

'
start the Remote Control Panell |
'

“Printer
Control”
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Be tolerant

Don’t make the user Payment Mathod

do work the computer e e T Amercan Exss
Can do ::aszlerCard

n Accept any valid format Credit Card Number: [T234-107517-4300
for codes, card . Exgirators [ [ (mmiyyyy)
ther Payment C-Flease send me a bill
numbers, dates and
other data fields

1234-107517-43006

Why can't | enter the rest of ‘
my credit card number?
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Test the product to design the documentation

Enter or edit your member information in the spaces Finished | Cancel

provided. Be sure to click Finished when you're done.

Birthdate: et displayed for security reasons Why?
Gender:lfemale - our
member
Industry: |CUmputers!E\ectmmcs j details are
. - used to
T|t|e:|D99|gner j e

personalize
Yahoo!'s
semvices.

Why?

These

Language & Content: English - United States general
Time Zone: IU.S Eastern j E?nttlrug\shuw

Prompt for Password: |Every Day 'I Yahool

displays your
personalized
information

Finighed | Cancel
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Specialization:

Enter or edit your member information in the spaces provided
Be sure to click Finished when you're done.

Test the product to design the documentation

0l x|

Agdress =] oo [ues

CHANGE YOUR ADDRESS ONLINE

Choose move type

Thot o MO’ (blo) & diddual  © Family  © Business

Dt 10 Begin Forwarding Mak iy [#ea =] [12 =] [Z00 =]

Far Temparary Mave Only

Dite to Stop Forwardng Mail. g [Mertn =] [0 =] [vrre =]

|&] bore Date ta Stap Forwarding Mail

For a humporary meva, lasse indcate the dale
when you want us 10 stop forwarding mail 1o the
temporary HEW ADDRESS. Your Move Retum Uste
Fiust b f Rt Jwe waks oty Than drd wiliin
iwetve monit:s of the Start Date thal you praviousty
eriired.

I oo dre et gure when you will retum, plesse
indhcate your best estimate. In any case, if this date
should ehange, be sure 1o nobly the post office st your
OLD ADDRESS of the new date to stop forwarding
your mail.

| Close wWindow

TR el Dake to Stop Forwsnding - Microsoft Tnbenme e (= ||
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What instruction
will help users
get started

What
terminology or
options need
more
explanation?

What tips, hints
or reminders will
help prevent
errors or avoid
confusion?

= Where should

the help go...

= Prompt

= On-screen tips

= Popup help
window

= Documentation

And...how can
the Ul be
improved to
eliminate the
need for some
help....

29




Why is this part of a tech writer’s job?

Why not?

= Documentation as the first
“‘usability test”

= Improve the “learnability” of
the product

= Start something new

(You might not even need a passport)
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Contact Information

Whitney Quesenbery
Whitney Interactive Design

p: 908-638-5467

e: whitneyq@WQusability.com
w: www.WQusability.com

Whitney Quesenbery is a user interface designer and usability specialist with a
passion for clear communication.

She is an expert in developing new concepts for product designs and has
produced award winning multimedia products, web sites, and web & software
applications.

Whitney is the President of the Usability Professionals’ Association (UPA) and
past-Manager for the STC Usability SIG, where she runs its popular web site.

Before she was seduced by a little beige computer into the world of usability,
Whitney was a theatrical lighting designer on and off Broadway. The lessons and
stories from the theatre stay with her in creating user experiences.
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