Designing Help, Program Flow,
and the Web
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Material drawn from Tim Wright and Jakob Neilsen
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Review: Gestalt Principles
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Figure/ground

Proximity
Similarity
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Connectedness

Continuity
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Errors and Help

O
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Errors and Help
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Types of User Errors
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» Mistakes generally fall into two categories:

* Knowledge-based mistake: Incorrect decision/action
because of a failure to understand the situation.

» Rule-based mistake: Understand the situation, but making
a wrong decision.

» Slips are errors where a user formulated the correct goal,
but carried it out incorrectly

» Mistakes are a failure to formulate the right intention

» Lapses: Failure to carry out an action. (Often when part
of a sequence is skipped)

« Mode errors: Action is correct in one mode of action,
but wrong in another.

¢ The difference matters because:
* The method used to fix the user interface is different: how?




Possible Causes
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Preventing Errors
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System Errors

Helping Users Learn
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« Extra feature that can confuse users

» Spreading expensive jam onto stale toast isn’t going
to make it taste better

* In a 1987 study of 52,576 help sessions:
23% of all requests found no help

36% of people who found help reported the help was useful
(28% of total requests)

» People want answers, and want them quickly

» Descriptive questions; "What is this?"

» Procedural questions; "How do | do this?"

» Guidance questions; “What should | do?”

* Interpretive questions; "Why did that happen?"

» Navigational questions; "Where am 1?*, “Where is X?”




Types of Help
O

Cost of Help
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Experts and Beginners
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Beginners
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How Beginners will Behave
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Supporting Beginners
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Experts
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How Experts will Behave
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Supporting Experts
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Unix-style Command Line

O




How Intermediates will Behave
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Interfaces for Intermediates
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Aesthetics and Visual Flow
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Contrast; Repetition; Alignment; Proximity

O




Proximity
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Alignment
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Alignment
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Repetition
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Look and Feel

Consistent, repeated elements of
software or web site design

Interaction design, and visual design
Consistency gives a sense of “place”

You know where you are

You know which program you are using

You don’t have to learn new pages from
scratch

Increases learnability and thus usability

Contrast

O

« If two items are not the same, you can make them
Really Different
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Contrast
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» Concord — typefaces drawn from the same type
family

» Conflict — typefaces drawn from very similar type
families

» Contrast — typefaces drawn from very differgnt type
families

« Avoid conflict: choose concord or contrast

» No more than two type families per screen (this slide
has too many)

Contrast; Repetition; Alignment; Proximity
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Color
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» Use color to reinforce, not as primary code

» ~10% of males (<1% females) have some form of
color-blindness

» Keep in mind that color contrast affects readability

white on black can too

red text can be painful

black on cream works well

blue on cream is pretty safe

or fatigue

Visual Flow
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» Programs have a visual flow
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Visual Flow

Visual Flow
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Visual Design for the Web
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» People read webpages in an “F-Shaped” pattern

useit.com

Implications of the F Pattern
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» People won't read your text thoroughly
o Word-by-word and exhaustive reading is rare.

» The first two paragraphs must state the most
important information

« Start subheadings, paragraphs, and bullet points
with information-carrying words




“Banner Blindness”
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» Scanning is more common than reading
» People ignore things that look like ads
e [l —

Implications of Banner Blindness
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» Avoid putting important information in the header
or side bars

» Assume that users will not see most of the fancy
details you put at the top and sides

» Corollary: people consider pages that appear to have
ads less reliable and authoritative




Representing Numbers
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* Show numbers as numerals

o Numerals catch the wandering eye
= Numbers represent facts
~ Numbers look different than the surrounding text
o 2415 looks different than two thousand fifteen in a block of text

* Numbers larger than a million are special
o Represent one million as 1,000,000
o Represent two trillion as 2 trillion, not 2,000,000,000,000
o Generally, explain numbers over a billion
= “Ltrillion (or 1 million millions)”

Formatting

O

» Fancy and non-standard formatting is often
counter-productive
o Over-emphasis causes data to be perceived as decoration




Breadcrumbs
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Conclusion
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