User Types, Goals, and
Expectations



Q Objectives

After this module, you will be able to:

m Specify how often people use help systems
m Describe the stages of use

m |dentify user expectations

m Explain how users interact with help



Q User expectations and preferences

m How often do users use documentation?
m How do users use documentation?

m \Who uses documentation?

m What do they need and expect?




How often do users use

documentation?
1%
never used
39%
used help at least 60%
ohcelfweek used printed doc at

L// least oncefweek

99%

- Smart, K., DeTienne, K. B., and Whitting, M. E. (1995).
"Documenting design decisions: accounting for customer
preferences.”" In ACM SIGDOC Conference Proceedings.
Savannah, GA.



Q How do users use documentation?

m Web users normally scan about 75% of
the page.
m Users focus on headings and summaries.

Morkes, J. and Nielsen, J. (1997). "Concise, SCANNABLE, and
objective: how to write for the Web."
http://www.useit.com/papers/webwriting/writing.html

"Eye movement tracking research." Stanford Poynter Project.
http://www.poynter.org/eyetrack2000/


http://www.useit.com/papers/webwriting/writing.html
http://www.poynter.org/eyetrack2000/

Q Who uses documentation?

Teenagers are 1,150% more likely to use an
online reference than older (50+) users.

- Baird, P., Mac Morrow, N., and Hardman, L. (1988). "Cognitive
aspects of constructing non-linear documents: HyperCard and
Glasgow Online." In Proceedings Online Information, 88(6-8),
London. 207-218.



Q Users settle for "good enough”

m Rather than maximizing efficiency, most
users seek to produce satisfactory results
with minimum effort.

- Kellogg, R. (1994). The Psychology of Writing. New York: Oxford.



Q Users want quick information

m Efficient designs are preferred 75% of
the time.

- Nielsen J. and Levy, J. (1994). "Measuring usability: preference
versus performance.” Communications of the ACM 37(4), 66-75.



@ Stages of use

m Novices
m Advanced Beginners
m Competent Performers

m Proficient Performers
m Expert Performers

Dreyfus, H. L. and Dreyfus, S. E. (1986). Mind Over Machine. New
York: The Free Press.
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Q Stages of use

Casual Users 80%
m Novices
m Advanced Beginners

Power Users 20%
m Competent Performers

m Proficient Performers

m Expert Performers



Q What defines a casual user?

m Don't want to learn, just do

m Are often intimidated, nervous, stressed
m \Want to be led

m Are afraid of failure

m Have difficulty troubleshooting

- Moore, J.D., and W. R. Swartout (1990). "Pointing: a
way toward explanation dialogue." In Proceedings of
the eighth national conference on artificial intelligence,
Menlo Park, CA ,AAAI Press, 457-464.



Q What do casual users want?

Online

m [Oours

m Wizards

m Embedded assistance
m Field-level help

Print
m “Getting Started” guides
m User Guides



What types of questions do
casual have?

m 57/% procedural ('how do |?")

m 24% validation ('is it ok to type here?')

m 12% assessment ('iIs my cursor in the right
position’)

m 3% functional (‘what Is this icon?')

m 3% why (‘why did that word disappear?’)

m 1% planning (‘can | perform another task now?")



UA for casual users — example 1
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Q UA for casual users — example 2

Microsolt Intermnet Explorer
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Q What defines a power user?

m Frustrated by oversimplified information
m Look for shortcuts, tips, and tricks

m Know everything about the product

m Serve as resources for other users

m Troubleshoot on their own

m Only 1-2% of users reach the expert
stage



Why don't all users become power
users?

Motivational Paradox

Reluctant to explore

Don't see the ROI of learning how to use software
efficiently

Concentrate on achieving the task at hand

Carroll J. M. and R. L. Mack (1992). "Learning to useaword
processor: by doing, by thinking, and by knowing." In Thomas, J.
C. and Schneider, M.L. (eds.) Proceedings of CHI 92, human
factors in computer systems, New York, ACM Press & Addison
Wesley, 13-51.



Q What do power users want?

Online

m Conceptual topics

m Knowledge bases

m Online communities

m Technical specifications

m Troubleshooting information

Print

m “Getting Results™ guides

m Reference guides

m Troubleshooting information



Why do experts have trouble
designing for novices?

Curse of knowledge

Experts have trouble ignoring their own
superior knowledge In trying to make naive
predictions.

- Camerer, Loewenstein, C. G., and Weber, M. (1989). "The
curse of knowledge in economic settings: An experimental
analysis." Journal of Political Economy 97, 1232-1254.



UA for power users — example 1

E? Windows Help =] E3
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Q UA for power users — example 2

% Microsoft Word Help

e - 86

Cortents Ignswer Wizardl Index I

Print a list of shortcut keys

@ Editing and Sorting Text ;I 1. <nthe Tools menu, point to Macro,
@ Checking Spelling and Grammar and then click Macros,
@ Farrnatting ﬂ
. sh il
@ Changing the Appearance of vour Page =Tow T8 _
@ working with Graphics and Drawing Objects 2. Inthe Macros in box, click Word
@ Creating and Customizing T ables =
@ working with Long Documents 3. Inthe Macro name box, click

@ Using Your Office Settings on Another Computer ListCommands,
@ Sharing Information with Other Users and Application

@ Converting File Formats 4. Click Run,

@ Wu?urkmg njwth Online and [nteret Du:u:uments“ 5. Inthe List Commands dialog box, click
@ Using Mail Merge to Create Form Letters, Maiing Lab Current menu and keyboard

@ Frinting settings.

@ Customizing Microgoft Word
@ International Features
= [:gl Using Shortcut Keys Mote If yvou made changes to shortcut key

9 Abaout using shaorteut k assiu;|n_rm3nts_J the changes are included in
P SR the printed list of shortout keyvs, Shortout

fink 3 list of shorteut keys keyvs you assigned to macros are not
@ K.epboard Guide included.
@ Azsigning Custom Shortcut Keps
@ Recovering Carupt Files
@ Staring Text and Graphics for Reuse
@ Templates and Wizards
2 \:".iewing Du:n:uments_ -

A, On the File menu, click Print,

additional resources




UA for power users — example 3

"a RoboHelp Community - Knowledge Baze - Microzoft Internet Explorer
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@ Uszing this Knowledge Base
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easy-to-use interface, complete with a table of contents, index, and full-
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@ RoboHelp Clazsic
@ RoboHelp HTML
@ RoboHelp Office Tools
@ Suggest a Knowledge Base Arti
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check same of the other resources awvailable to you:

s Post your question to our popular Help Authar or Developer forums,

Review and download one of the available Sample Projects

Check out the Articles or Tips and Tricks section

You can also use our on-line support form to contact RoboHelp
Technical Support.

If wou did not find the topic you were looking for but would like to see it
added, we want to hear from you. You may not be alone. If you would

like to request a topic be included in the Knowledge Base please use our
on-line submission form. Our Knowledge Base Administrator will review

your suggestion and will keep you informed of the status of your request. |
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Q Discussion Problem 1
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Discussion Problem 2
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Q Discussion

m Select a problem
m Select a group (casual or power users)

m Describe how you would provide
assistance for the problem
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