Designing Embedded User Assistance for an Inductive Ul

Designing Embedded
User Assistance
for an Inductive Ul

. Matthew Ellison
WritersUA Annual Conference .
Consulting

matthew@ellisonconsulting.com

What we’ll cover in this session

What exactly is an inductive UI?

What do we mean by embedded user
assistance?

What types of information does the
user assistance for an inductive Ul
need to provide?

What is the best way to provide this
information?

How can we cater for the diverse
needs of a mixed audience?
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Designing Embedded User Assistance for an Inductive Ul

What exactly is an inductive UI?

Inductive: inducing or influencing;
leading on

Inducing: leading or moving, as to a
course of action, by influence or
persuasion

Inductive Ul design says:

"a screen with a single, clearly stated,
explicit purpose is easier to understand
than a page without such a purpose".

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA

Compare to
eCommerce web applications

Goal-oriented
Task-based

One task step per screen
Text-rich

Application designer has a significant
interest in users completing tasks and
achieving goals successfully
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Designing Embedded User Assistance for an Inductive Ul

Fast Page Mode
Performance Memory

Server Memory
Printer Memory
Flash Cards and Readers
CompactFlash™
Secure Digital™
(Secure Digital ™}
MultiMediaCard™
Reduced Size MMC™
Memory Stick® PRO Duo™
xD-Picture Card™
Card Readers

mini’

ePurchasing a memory upgrade

Potentially a technical and difficult

task, made simple by an inductive Ul

Search

The Memory Experts™

Support _ Tracking  Basket

=1

Lo In

(LYY Memory Upgrades | Flash Cards | USB Flash Drives | Graphics Cards | Mac

NOT SURE WHICH MEMORY "FCRAZZ VOU NEED?

Want to eliminate the hassle and

risk of getting the wrong

memory—guaranteed, or your

money back?

Select your computer's

manufacturer, product line, 2 1d

CRUCIAL MEMORY ADVISOR™ TOOL

T~

your computer or motherboard.
GUARANTEED!

model in the Crucial Memory \dvisor

tool.

If you don't know these details a. aut

your computer, try the Crucial
Systemn Scanner below to find the

recommended upgrade
automatically.

Manufacturer

In 3 easy steps... find the right memary for

Selectamanufacturar v -

A ,

Productline ~ Model
Product Information

the tap 3 choices:

Already know what kind of flash card vou need? Here are

ctFlash™ MultiMediaCard™ Secure Digital™

ePurchasing a memory upgrade

The user is led through a series of
simple decisions

Search

Support  Tracking  Basket
=) i
Logn

Home | Memory Upgrades | Flash Cards | USB Flash Drives | Graphics Cards | Mac ‘

Shiping to other courdries:

CRUCIAL MEMORY ADVISOR™ TOOL

Product Search

]

DDR2

DDR.

SDRAM

EDO

Fast Page Mode
Performance Memory
Server Memaory
Printer Memory
CompactFlash™

Secure Digital™

miniSD (Secure Digital ™)
MuktiMediaCard™
Reduced Size MMC™
Memory Stick® PRO Duo™
xD-Picture Card™

Start / Toshiba / Tecra

Select your Toshiba Tecra
model:

b T | popular Toshiba Tecra

Selectyour Toshiba Tecra mocdel

| Or choose from the most

models:
* Tecra 8000 PII3EE

Manufacturer

Product Line

Model

0T SURE WHAT YOU
? NO PROBLEM.

knows the exact
Tyour cormputer, the
rucial System Scanner car
scan your computer hardwar
to automatically detectyour
systern canfiguration and giv
wou a report onwhich upgrad
is right for you.

Memory Buying Guide

Dontworry—upgrading is
easy. Our memary upgrade
buying guide has all you
need to find the right mema
for your system
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Designing Embedded User Assistance for an Inductive Ul

ePurchasing a memory upgrade

Screen contains lots of text and few
controls (buttons)

- Search _ Support _ Tracking Basket
1c1
rucia The Memory Experts™ T
TECHNNKOLOGY Loaln
A Dition ofkron
Home | Memory Upgrades | Flash Cards | USB Flash Drives | Graphics Cards | Mac ‘
e
=r £

E EU Out of 110,000 possible upgrades, the Crucial Memory Advisor™ Szl Rt &
Shipping to gther courtriss tool lists only the upgrades that are guaranteed compatible with

your Toshiba Tecra M1 Series.
ot s |

Al C i Wrculcial R 1 W
Start / Toshika / Tecra { Tecra M Series
System Type Need a R dation?
LaptapMotebosk eed a Recommendation?
Mo erory o ecommends
2048MB
Standard Memory 200-pin SODIMM | L.
20 oo Transition buttons
Slots/Banks 2 P
2 (2 benks of 1) are action-oriented
;E;‘,Qﬂ';"g?;x;&"f;ﬂp These 200-pin SODIMM modules are compatible with your systeiin
&3 shipped from the . S ) .
Embedded user DDR PC2100- CL=25-
5 t cTa19227 LY = MON-ECC » £91.99 ex. VAT
DR2B6= 2.5V« e % 64 £108.09 inc. WAT*
__assistancé _-— B \ =
| || DDR PC2100- CL=2.5- ]

ePurchasing a memory upgrade

Progress toward objective
is clearly signposted

ke CRUCIAL SECURE CHECKOUT ﬂ

My Basket

SHOPPING BASKET SUMMARY

Shipping Cost Estimator (optionsl)

Part Description Price {ea.) Qty. Select the Country for the shipping address and
select a shipping method to estimate shipping
Part Mo. CTZ96307 512MB, charges

200-pin SODIMM Upgrade for 2
Toshiba Tecra W1 Series

System

1 £31.99 Shipto Country: | United Kingdom ~— »

Subtotal £31.99

Shipping Method:
| Free Shipping within UK £0.00 »

Shipping Charge B

WAT calculated =t 17.5%
for United Kingciom: £5.60

You can use the optional Shipping Cost Estimator
above to approximate your total, or you can continue
withaut an estimate

Estimated Total

Return to the Crucial Stare

Click the Continue Checkout button below to maove
to Step 2, where you will enter your shipping andfor

billing address
Continue Checkout

Copyright© Matthew Ellison Consulting 2006 Matthew Ellison
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Designing Embedded User Assistance for an Inductive Ul

ePurchasing a memory upgrade

All checkout screens contain Helpful
Information (FAQS)

intormation page.
City
Region
Postal Code
Country United Kingdom
Phone Humber .
e Scree_zn requw_ed
scrolling to bring
this into view
[contnue crackout o1
HELPFUL INFORMATION /

Click on atopic to expand view for full information:

Q Can | have my order shipped somewhere other than my credit card hilling address?

( Doyou shipto PO Boxes?

& Does Crucial deliver gutside the UK?

° Is a signature reguired for delivery of Crucial mermon?

o Wyhere are Crucial orders shipped from?

Features of inductive Ul

One task (or activity) per screen —
not one control per screen

Text explanation of task and controls

Web-like navigation controls to other
tasks

Sequence or flow of screens to achieve
an overall objective or super-task

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA
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Designing Embedded User Assistance for an Inductive Ul

Extract from Microsoft Inductive Ul
guidelines

"lIUl is an extension of the common Web-style

interface.

Good Web design means focusing on a single
task per page and providing navigation
forward and backward through pages.

Similarly, inductive navigation starts with
focusing the activity on each page to a single,

— In the Web environment, pages have to be
simple and task-based because each piece of
information has to be sent to a server over a
relatively slow connection. The server then
responds with the next step, and so on.

primary task."

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA

Flow of inductive Ul
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Start

Optional steps

\
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WritersUA Annual Conference
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Objective achieved
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Designing Embedded User Assistance for an Inductive Ul

Consumer example:
Microsoft Digital Image 2006

™ 100_5227. JPG - Microsoft Digital Image Starter Edition 2006 Editor
Eile Edt Wiew Insert Tegk Format Touchup Effects Tools Help

D2 &L Q&N A\koc#cﬁaa

(= Common Tasks | &3] Files (= stack | o | k[ BB DS

| >

Traditional menus

: :
- organized by function

() Color and Saturation...
&% Exposure and Lighting. ..
(= Fix Red Eye...

¢ Smart Erase...

*# Blending Brush. ..

T Unsharp Mask, ..

Batch Edit in Mini Lab...

@ Rotate... /i
- Crop Canvas..., ’ 8
7 Straighten Picture. .
[ Resize Image...

Ak Flip...

Task-based organization
: and wording
[cdoes  ~]

A Text -

AR shaped Text »

zoom (5] [l 5] [ 50%] 4 [1[60

@

100_52z7.]

. Line | & 7.10% 5.3 inches HY: ARCE

Single-screen task

™ 100_5227. JPG - Microsoft Digital Image Starter Edition 2006 Editor
File Edit Wiew Insert Text Format Touchup Effects Todls Help

x|
]

zoom (2] [ 31| H‘@

Controls are numbered
and Iabeled Wlth actlons

2} Adjust crop

Set 5 size!

width Height

:»

Show guidelines far the
rule of thirds,

» Addltlonal text prowdes
sense of flow

& Reset

‘Done’ conveys sense of
task completed

Dione Cancel Y ARGH

Copyright© Matthew Ellison Consulting 2006

Matthew Ellison

7



Designing Embedded User Assistance for an Inductive Ul

Multi-screen task

™ 100_5128.JPG - Microsoft Digital Image Starter, Edition 2006 Editor,

Eile Edt View Insert Text Format Touchup Effects Tools Help

D@ = YA 9CH O A
= Common Tasks R o) ¥ Zoom (-] (]

Common Tasks

Quick Links

&2 Digital Image Libr.

=
Creste aPhoto

Auto Fixes Click an orientation:

& Colar Auto Fix [ ] ®erartrait
Exposure duto Fi

L 1 OLandscape

(P Contrast Auto Fix

wl Levels Auto Fix Select a layout on the right,
To place your picture(s)

9 CameraPhone A4 o the ayout, dlick Hext.

Touchup

(&) Color and Saturat
&4 Exposure and Lig
[=] FixRedEye. ..
o Smart Erase...
*# Blending Brush, ..
1 Unsharp Mask...
Batch Edit in Mini

[Ciext> ) [ cancel | 47105536 nche ¥ ARCH

Multi-screen task

Unsaved Projes

Eile Edit Wiew Insert Text Format Touchup Effects Tools Help
e

x]

= Common Tasks | 8] Fles Stack. Selection | k

ot Zoom (<) [ o7 |+ E[||ﬂ

a Photo Collage 0 s Page 1 of 1

To complete the layout
¥ou can:

Fill with the selectsd picture
Fill with all pictures

Open more pictures...

or

Drag a picture from the

Files palstte to

an ares on the layout,

ID Fit the selected picturs to

the area:

(3) Crap to fit

) Seale to fit

O Let me adjust it

) ou can also:
add another page...
& Delste this page

Wiew advanced options...

& reset Image
Print this Collage...

L]

000_0404.1

000_0356.]...

J [ cancsl | 45801100 mches ® & RGE
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Designing Embedded User Assistance for an Inductive Ul

Professional example

@ Morton Ghost
((‘}))I:iveUpdate

Help &

j Options Support T

Backup

| Norton Ghost ||
|

Back Up Moy
é Back up rmy cormputer by creating a new recovery point
== immediately, or define a new backup schedule,
Edlit My Backup Schedules
Edit backup schedules I have created or that were autormatically
= created for me.

L]

tatus

Tasks may be

PErfOrMEd
g Wiewy Progress and Performance
Infrequently - & Wienw a running backup's progress and adjust backup operation
inductive Ul | s S
i %, Copy My Hard Drive (Advanced)
rEdUCES Iearnmg when upgrading or adding a second hard drive, copy all existing
curve = files, programs, and settings directly onto the new drive,

Norton G h (0] st ~10.0

, symantec.

What do we mean
by embedded user assistance?

Cheryl Lockett Zubak:

— “User assistance that is part of the real
estate and behavior of the software,
rather than a separate window that
(sometimes) floats above the
software”.

“Assistance and knowledge in the
interface (performance support)”.

“not just context-sensitive, but
becomes an aspect of the user
interface...without user request”

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA
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Designing Embedded User Assistance for an Inductive Ul

Advantages
of embedded user assistance

Offers assistance at the point of need

Keeps users on task and does not
interrupt workflow

Can provide links to more information

Users see embedded user assistance
as part of the application rather than
“Help”

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA

So there's an overlap...

Copyright© Matthew Ellison Consulting 2006

By definition, an inductive Ul contains
embedded user assistance

Inductive Ul Embedded UA

e Action-based labels
WritersUA Annual Conference * Instructional text

April 9-12, 2006, Palm Springs, CA
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Designing Embedded User Assistance for an Inductive Ul

Traditional Help information types

Information Type Included in | Additional
inductive Ul | UA required
Field/control descriptions M (M detail)
Dialog/screen descriptions M (M detail)
Quick ref. (shortcuts, etc.) M
Procedures M
Troubleshooting 4|
Concepts (&) 4|
Application overview M
Process overview M
Orientation/getting started M

Procedural information

"How to..."

system

itself!

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA

Often the core of a traditional Help

Provides a sequential layer on top of
essentially non-sequential Uls
Separate step-by-step Help is
redundant for inductive Ul

Risk of procedural Help being less
intuitive and more complex than the Ul

Copyright© Matthew Ellison Consulting 2006
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Designing Embedded User Assistance for an Inductive Ul

Microsoft Digital Image 2006

7§ 100_5128.JPG - Microsoft Digital Image Starter Edition 2006 Editor
File Edit View Insert Text Formak Touchup Effects Tools Help

Traditional Help busier and
more complex than Ul

Click an arientation:

] @ partrait
[ CLandscape
B Select a layout on the right,

To place vour picture(s) & Q wiork with objects and selectio #
on the layout, click Next.

a
Hide Options

Contents | Index | Search || Favorites Create a photo collage
A photo collage is a collection of pictures that you can
arrange and print on a single sheet of paper. Digital Image
provides a broad selection of collage ternplates to choose

fraom, and you can print in portrait or landscape orientation,
If you have more pictures than will fit on one page, you can
hoose to print multiple pages.

Alburm Cof
Phot}

To create a photo collage:

1. ©Open all the pictures that you want ta use in the
collage.

& File menuy, click Create a Photo Collag

3. Choose the orisntation for youl It or

o
landscape) and click the collage ternplate that you want
to use.

. Click Next.

. Arrange pickures in the collage.

. Optional: Adjust the pictures in their collags frames.
. Optional: Add additional pages to the collage.

. Optional: Tweak the collage with advanced options.

. When the collage is complete, click Done. The caollage
will appear in Digital Image, ready to be saved, printed,
or edited,

“wéork with test
i @ work with edges and barders
= @ Use animation

Duplication

=T Pt Coter Sutamansaly
@ Adjust contrast automatics
E Adiust exposure automatic.
[2] Adiust levels automatically
[£] Riesize and mtate pictures

] & 71055 38 ing 5] Save changes in Mini Lab

[] View pictures in Miri Lab

wom o R

@ Make a panorama N;‘]h: h ) Kinle pi
Baspesie @ The first tims that you try to print multiple pictures on a
page or print on both sides of a paper, Digital Image may
< > perform a short print test to determine how paper should be

Inaded inorour nrinter Tf o later find that nichires are

So what kind of user assistance is
appropriate for an inductive Ul?

Any answers to frequently asked
questions

— Discover these by testing wireframes of
application
Answers to:
"What if...?"
— "How do I solve the problem of...?"
— "Why would I...?"
— "Tell me more about..."
— "Why can't I...7"
— "What are the restrictions on...?"
WritersUA Annual Conference — "What does ... mean?"

April 9-12, 2006, Palm Springs, CA
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Designing Embedded User Assistance for an Inductive Ul

Embedded Help components

Static snippets of user assistance
throughout the Ul

Dedicated user assistance pane
Links to pop-up user assistance
Links to Help window

Notes:

All the above need to be designed in
from the start

A user assistance specialist must be
involved in the Ul design/creation
WritersUA Annual Conference p rocess

April 9-12, 2006, Palm Springs, CA

Dedicated user assistance pane

Useful for providing screen overviews
and related concepts

Takes up valuable screen real estate,
therefore benefits need to be
compelling

Ideally optional (user can switch it off)
May contain:
— User assistance

— Links to user assistance
— Mixture of both

Vertical or horizontal orientation
(fight for left or top position)

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA
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Ul

Vertical user assistance pane

<2 PowerQuest Drive Image 7.0 (EHELP-SERVER)

Console  Wiew Tools Help

Yiews 3

[ Advanced View

Status 3

@‘ Feady
)

LearnAbout

Pick a backup task...

K*QE B.al::kUpDri\Tres .

-

—
4 Back Up Drive
%) FRestore Files and F..
&) Restare Drive Restore a Drive
4 Copy Drive A

) Partitiontd agic

a drive from

<

or upgrade your hard drive...

f‘* Copy One Drive to Another

@ Bill O Credit

“endar: ‘ “Zl Ref &

Amount Due:

Terms: | Net 10 2]

Bill Date: |09/10/2004 =

Due Date: |09/20/2004 =

Memao: ‘

The hiemo does ot appear on printed bill payments

Links to user assistance

[Iustumervyh;@.

Billablez Taxz
E |E

B O | O

Related Activities How Da I...

» Enter Vendor Credits
» Pay Bills

* Pay One Wendor

» Spend Cash

* Track expenses?

» Enter a hill?

* Track 1099 payments?
b Edit abill?

[ save X Make Recurring

feedback | support]

QuickBooks Online Edition

Copyright© Matthew Ellison Consulting 2006
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Designing Embedded User Assistance for an Inductive Ul

Pop-up user assistance

Useful for:

— defining terms

— explaining concepts

— describing controls

Pop-up topic may contain a link to a

separate Help window for more
detailed information

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA

Pop-up providing conceptual
information

Copyright© Matthew Ellison Consulting 2006

e e it e T T T T e

PO —
"jlng Card Deskiop Background

= v

K
L

.-n..m'____.. .

£

E—
g;unllng card Customize your dezkliop

“ar phetals) backgound

}:. What does this mean@

L x
i

.l_J ‘ou can use your photos to decorate the background of
{,' wour computet's screen (called the Deskiop). Wou can

i select either & single photo, or arrange mulkiple photos,

ST

E ~‘____ — i

_—
L, ..,»-—'--‘-‘_,____,.,F_“ -

e

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA
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Designing Embedded User Assistance for an Inductive Ul

Pop-up providing inductive information

This user . Snaglt
aSS|Stance Caph ‘-!r) Mow, capture with these settings,
or save them as a profile.

proaCtlver ~ Capture Seﬂiﬁ“s%'—

identifies the ‘ Profile:  (Unsaved) \—}
next Step in £ Aregionto File as 256 colors %
the workflow Hotkey: Global <CHl-ShiftF> f wmj
Mode: @] ABT E e
Image| Text “ideo ‘Web mé

| : .

s 0

= d
| -

Options: & @ E ’é

3 (e . Savellmer Seypﬁ TechSmith Snaglt 7.0

WritersUA Annual Conference

Online Edition

Reports

Company Customers
a

1. Type beginning of keyword

Help eb Page Dialog
Or select a keyword...
| Back | Index. [JPrint.. | Clase Resize: & ‘ B |
128-bit encryption B
accepting cradit Eardfpaymemﬁ onli Why enter a customer for an expense?
accepting payments from customer:
ECEEES fﬂg‘é Choose a customer for an expense only if the expense is
account numbers =1 directly related to the customer (for example, you are buying
account summary lumberforthat customer's construction project), and you want
account types o
accountants & Track how much you're spending on that customer, and/or
access to other companies ™ = not appear on pArted Bil payments. s Bill the customer for the expense. How do | bill for
expenses?
A You can run an @ Incorne by Customer Summary report to see
it wihich? | Amount income ¥s. expenses for each customer,
Wihat if | don't see a Custamer field?
=
[ Recalculate ]
L EiClchitnehoylonis | hetps: faccounting auickbocks. comjc | @ Tnkernet

Can't find something in the Index?

How Do I...
https: ffaccounting. quickbe | & Inksrmet T ?
s rack expenses
® Pay Bills * Enter a bill?
* Pay One Yendor * Track 1099 payments?

» Spend Ca X
= QuickBooks Online Edition |

Copyright© Matthew Ellison Consulting 2006 Matthew Ellison
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Designing Embedded User Assistance for an Inductive Ul

Don't design embedded Help in
isolation

Embedded
UA

App

Separate
Help

Email from

Tech Support
Web-based Help

Web-based Knowledge base
User forum

resources Tutorials
FAQs

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA

Catering for mixed audiences

Enable users to choose whether or not
they see the user assistance
— Use hyperlinks to user assistance (in
pop-ups or separate Help window)
— Enable users to close or collapse the
Help pane
— Automatically hide user assistance after
a specified level of experience
— Enable users to express their
preference for the level of user
assistance

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA
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Designing Embedded User Assistance for an Inductive Ul

Getting Started Tips - Quick Red Eye Tool E‘

To fix red eve, dick the red area on each eve. %

For best results, zoom in on the red area using the zoom slider or your mouse whesl,
Maove the eyes inta view using the Pan koal, Press the spacebar on your keyboard to
temporariky display the Pan tool and move the eyes into view.

Moke - this kool also works on "green eve" problems in photos of your pets!

If the Quick Red Eye results aren't quite right, use Advanced Red Eve For more
control,

[ mon't show these tips next time

To:
10 & Coming back : 16 & 10
month dlay mont
@ Retum  Open dated
Shaow instructions?
retums &

Jaken to have read, understond and accepted the Lenal Statement

Putting the user in control

e Wiew Tools He\p!

] ech i']" & Snaglt Help
J’ Fﬁ f :‘X G snaglt Add-Ins Help
-

Tip of the Day...

‘.aRture.
%-— e

Reset Balloon Tips ‘/ & “
Capture .\S”EEULI’@/

Erequently Asked Questions

icheck Far Upgrads
TechSmith on the Web 3
About Snaglt
0 A TEETTETT T
3 A menu with time delay option
AR Text from awindow

B Link View Il @ Toals | @ HTML Editors Il E‘ Srnart
® General | (0 ToolLocatons | "8 BugHurter | %] Version:
Options

[[] Save without prompt Default language: E-Enghsh

Use underscores in file names [[]5haw Tip of the Day at sta‘rlup
[] Check for system HTML editar BT is
[ Auto-compile outdated files

[#] Use Offine Help T yeskasketarpaelE s

ozt recently used fils list

Key tips and guidelines for designing
Help for an inductive Ul

WritersUA Annual Conference

April 9-12, 2006, Palm Springs, CA

Answer users’ real questions
Reduce the amount of thinking required

Provide definitions, examples, reasons, tips,
shortcuts — where possible, within the Ul itself

Enable the discovery of new features

Constantly consider the experience of new or
infrequent users

Provide access to a separate Help system as
text hyperlinks

If possible enable users to switch off or
customize the embedded user assistance

Copyright© Matthew Ellison Consulting 2006
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