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Interface design is the combination of navigational
strategies, visual design and information
organization that influences the way a reader
experiences the online work.

“Developing a User Interface
for an Online Document” - 1993
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So many words...

Technical communications « Usability Interface
design ¢ Information architecture « Performance
support ¢ Interaction design ¢ Ethnography e
Experience design « User experience design ¢ Brand
design * User-centered design « Market research
Document design « User interface design ¢ Interaction
architecture « Human factors ¢« Marketing » Writing
Human-computer interaction ¢ Industrial design
Graphic design ¢ Information design ¢« Ergonomics
Interactive design « Customer experience ¢ Quality
control

...are they the same thing?

Brand Technical
Design Writing
Ergonomics Experie Audién ce
Desi An sis
) ._ Training
Hs 5 ,/
~ HCI
User —M Com puter
Interface Usability Science
Design
Information : rmation
Ar cture [}
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Design
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Elements of user experience

Application Information

= Focused on doing ~ = Focused on finding
things or actions information

= Relyon task = Rely on content
analysis analysis

= Built on user " = Build on information
interface design architecture

= Need good . = Need good navigation
interaction design design

S CErties

Both are built on understanding user needs

“The Elements of User Experience” by Jesse James Garrett

Plan for user success

Plan for UCD

Include usability
in the project plan

Specify context of use

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

Evaluate designs Program meets What are the business and

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

Produce design solutions
Prototype the design,

building from initial concept to Success!
complete design specifications

1SO 13407: Human-centred design process
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Two different users...

Jerilynn
Office Clerk

Toni
Citizen

= Likes helping people and « Busy life with work and
knowing how to get things family - never has enough
done time

= Dislikes constant change = Needs help with something,
and the new computer but doesn’t know exactly
systems what agency to turn to

... have different usability needs

Effective

Engaging

Error Engaging
Tolerant

Effective
Effective

Efficient Engaging

Error Engaging
Tolerant
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What do we know about the use...?

l " How often is the aﬁﬁlication used? "

Only occasionally Daily, for long
and briefly sessions
Design Design
for ease of learning? for efficiency?

How difficult or intimidating is the task?

_II_II

General Some domain Detailed specialist
knowledge only knowledge knowledge
Design

to engage the user?

What do we know about the use...?

How well do users understand the task?

General Some domain Detailed specialist
knowledge only knowledge knowledge
Design Design
for ease of learning? for efficiency?

How important is the outcome?

4 11—

Trial and error is Mistakes are Mistakes are difficult
part of the task annoying to correct

Design Design
for effectiveness? for error tolerance?
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What is the relationship?

Calculator: No relationship

|
j

* No need to log in
* No work maintained between sessions

Register Your Car: One-time transaction
« Identification through a document ID
» Transaction completed in one session

i  Long-term memory not part of the web
S— service

Online Banking: Ongoing relationship
e Personal log in

» Used over time, and maintains
history
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Relationship changes the design

Qualiying eligibility questions

1. Are the applicant, SpouSe s e e
or any of their dependents, | sy ey
regardless if applying for '

coverage, currently...

. Are 1 spalicand, co-applicant and svery ramed depandent undar ag

Qualifying hiealth questions

e & no
be insured ever bad 80 & ey & g
been T
rafession for
ples (AR
*au da not
1 you hava chtained 3 ganetic test, the resulis of a
ve AIDE test recult obtained al an aaonymous
plicart, co-applicant or any depancent 10 be insured sver lested & ves @ hg

oy 16 AIDE or HE
DT tests w12 limiad 10 FOA-Branzed blond testz. ¥au da not

recult ohtaned S AN 540N AOLE

y tepandent 10 be asuiad ever been disgnoses with, trested
cenzad practianer for

) Angina; Angioplasty; Comnary Bypass: Afrial orentncular  © ves @ hg
Seplal Defe i ol

by Stoke, G . Faly ity Disvase, ar Addisons Diaease? e b
€] Down's Syndrome; Corebral Palsy, Museular Dysteophy; or Gystic ez @ hio
Fibrosis?

Caroline Jarrett: Three Layer Model of the Form

www.formsthatwork.com
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Usability is a balance

Effective
Users can accomplish their goals...

Efficient Effective
...in a reasonable time...
Engaging

...in a pleasant and satisfying way

Error Tolerant El

Engagin:
Talerant Rk

...without 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

Types of applications

E-Commerce Customer Self-Service
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Interaction styles

Reports or Data View Transaction ‘Desktops’
= |+ Information-focused * Activity-focused
= 2| -« Goalis knowledge * Goal is complex mix of
5 7| . Knowledgeable knowledge and task
% relationship « Strong relationship
5 E-Commerce Customer Self-Service
L * Browsing towards single * Browsing towards
é transaction multiple transactions
= | + Goalis purchase * Goal is transaction
+ Casual or “as needed” + Use may be ‘stressful’
relationship
Looking Doing
INTERACTION

Interaction style

Customize Group

Message approval: u
Reply to: u

Group type:

Step 2 of 3. Customize testwy

C'o you wand 1o approve messages before they are delivared?
re delivered immediataly. Cetaur

Fquine sriy sppival

from new mambers require ry approval. Leam More

Message replies should go to
& All group members. Leam More  cefault
© Only to message sender. Lesm Mare

Cio you want 1o use group's web features, such as photos, fles, calendsr, pollz, and chat?
€ Yew, Lwanl Lo use the group's web lealures.  Dafach

& Mo web features; this is a railing list anly. Leam Mare
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Interaction style

+

Be informative

Don’'t make users
guess what to do
or howto do it

What can | do
here?

@(uliw-i-' @

]

Online ; :
Registration Renewal . 1

A simple 4-step process!

1. ENTER YEHICLE INFORMATION
2. ENTER OWMER INFORMATION
3. PAY FEES

4. PROVIDE FEEDBACK (optional)

Make sure you have the following ready:

» Your registration renewal form

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

=S |miEA
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Provide direction

Balance freedom of
navigation and
structure within a task

step [

........

e p
Select Payees WesRipoeed

o D] S o e e

[ - T o
L= 1 I rors.

sep 11 H

oy
Sehedule Payments
Wi At

[iwrent Chackng mizimETE 3

Make the
complexity of the
interaction
appropriate for
the users and the
task

Step 2a: Update Address
Information

1s your address corvect on your vehicle renewal form?

Both of these are
right for me...in
the right context

BEEEEIEa:

Whitney Quesenbery | whitneyg@WQusability.com | www.WQusability.com



Be tolerant

Don’t make the user do bayment viatod
work the computer can Gredit Card Type: © American Exprass
dO  Discover

© MasterCard
© Visa
, Credit Card Mumber: ITEE‘I*TD?EW*MW
Why can't | enter cepration: [ ][] ooy
the rest of my

Other Payment ¢ Please send me fbill

credit card
number?

1234-107517-43006

Allow for different needs

Ll MAH ¥ ALstion. T ALSION & cuirrines b 90

Let the user & The politics of Nutella

By Elisabetta Poveledo Inermationsd Herald T
Custo m | Ze th e BRA, Italy s Nutella, It o chifs and waibers in It's only here that peops say that

chocolste hazekut spread, laft i srmeall b in porthern Laly Al el wéhile & bath is
or nghtwing? g e

page view ——

& The patscs of fuasta

Friday, Denmber 10, 3004

hrdcrvar

hehada
“Al ganeralions

Let me control my
own experience.
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When I'm working on a problem, I never think
about beauty. | think only how to solve the
problem. But when | have finished, if the solution
IS not beautiful, | know it is wrong.

- R. Buckminster Fuller

Whitney Quesenbery
Whitney Interactive Design
+1 908-638-5467
whitneyq@WQusability.com
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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.

She is President of the Usability Professionals’ Association and the Director of the
UPA Voting and Usability Project. She was recently appointed to a US government
committee on guidelines for voting systems for the EAC (Elections Assistance
Commission)

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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