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= Definitions of web applications and
web-based user assistance

= Examples of user assistance currently in
use with web applications

® The usability test that WinWriters
conducted on its online registration
system

= What we learned about the way people
use Help for Web applications

What are web applications? WisWiitens

= Software programs that provide some
value through interaction with the user
— Web applications will be indistinguishable
in look and feel from traditional
applications
= Web app profile:
— Served to multiple users from a single
source
— Delivered to users via Internet/intranet
protocols

— Presented to users via a (customized)
browser

What is web user assistance? WiWiites

= The support of web apps through:
— Domain information
— Task-based procedures
— UI information

= Implementation is based on the same
Web app profile

Web applications WisWeiTees

= What are the challenges for the user?

— Frequently, the user lacks knowledge of
the domain, rather than of the procedure

—How helpful is this topic?

To open a database

1. ©nthe File menu, click Open
Database.

2. Click the database that yvou want
to open, and then click Open.

Help designs on the Web WisWiirers

© 2002, WinWriters, Inc.

= Countless web applications are
emerging

= Several prominent commercial apps
present us with models for different
forms of user assistance
—eBay
— Washington Mutual
—MSN Money
— Fidelity

Matthew Ellison
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eBay WinVWiitens

home | my et 2
Browse | Sell § Services | Search§ Help JC¢

®

= L[ = Very busy and
il ®  complex site for
Specialty Sites — buying and seIIing
= | ots of domain

eBay Stores <3 Consumer.
eBay Motors o

Premier | Live Auctions
Pi nal Services

Hal -
Categores *Digial Cameras concepts required
Antiques | At Home Networiing iddi

Sl Home Netuorking (bidding, escrow
Business & Industrial ! . !
Core: Tk, Pars *CESBids toHalp kids I reserve price

Clothing & Accessories Charity Auction N .

e R S Sl Auction)

i aum @ = Prominent Help

Hobbies & Crafts

Featured It 1
D e e ., Option on Home
page

eBay Help WiWeiions

< ® home | my eBay | site map | sign in
d) [ Browse | sell | services | search Community |
[ oo re—1 R

| billing] rules & safety|

| basics [buyer guide| seller guide|

Basics eBay Education = Natural

eBay Education offers you

You've come to the right place for help. IFyou have 2 @ more helo, Ia n g ua g e

specific question, just type it in the box below. You can eBay University, online

also find more detailed help sections by clicking on the seminars & recorded events, guided

buttons above such as "Buyer Guide” or "Seller Guide,” 10, interactive tutorials, and more. q u ery
Choose the leaming style that works

Search the Help System for you.

S—— = Education for
new users

(0.6, what is a Reserve Price Auction?)
B Increase your eBay Auction ] B y
Sales! Use Andale.com. €ba

& Looking for advi how te H
nproveyou Ganent T community
Keen, Your Personal
Advisor.

Q ¢Bay's online Community
Help forum

Check out eBay's Preferred
Solution Provider Program for

New to eBay WinWiitens

If you just want to browse... & good place
Reglonal b Page A to begin 1s our categories bist. Or, you can
(Ga1) click on the "Browse" button at the top of any
page.

eatured Items

Gemstanes
Photo & Flectranics
Pottery & Glass

Remember: If you want to bid, you'll need
to register first.

Link from Help text to actual task

eBay Registration WiWiites

a Ym [Browse | sell mse‘aifﬁff” fﬁ:ﬂ - HEIp and actual
mmmmm registration
Registration .
task are highly
Once you register, you will be able to buy, sel, and take partin the comrmunity.

Already regitered, but want to change your email or other information? Do not re-register. See helpful lnks | nteg rated

® Links to other
e 2 Help

Canada

United Kingelom H H
e information
/American Samoa OR

/Andorra

/Angala v

[11 prefer to register using a secure
transfer with SL.

Please select the country you live in: Register at eBay using:

Washington Mutual WisWarrens

W Washington Mutual, Inc.®

Wamu.COM PERSONAL BANKING Log On | Apply Now | Find Us | Contact Us | Site Help | Your Privacy | Home

AGCOUNT LoANS & onuNE cusTomm
‘Holas CREDIT CARDS BANKING echre

®

WMy
COMPANY STORE

® $ ®
+ v w accoues [EPRRRIE R
Account Details accou mts

» Download

Logort Download transactions for MATTHEW ELLISON

z Select the date range of the transactions you wauld like to export for FREE
putyour home CHECKING. Click Nowt to downioad the transactions.
1o wod £AUIRY

loan

Account:| FREE CHECKING /123456768 v

My questionm:m
What does “downloading
transactions” mean?

(ramids

CANCEL NEXT

Washington Mutual WisWerrens

© 2002, WinWriters, Inc.

W Washington Mutual, Inc.”

Wamu.COIM PERSONAL BANKING

PERSONAL SMALL BUSINESS
ACCOUNTS & LOANS ACCOUNTS & LoANS

® e = ] assumed I

was in

» siteMap

RS sSite AY n
map Help

ot froe checks,
avelers chacks and mors!

the Plus
Package

— = So, I scrolled

o Corporate Profile

SOt down to
online
sl BT banking...

o FAl
= About Waty FAQ
o Investor Relations
© lnvestor Info
= Investor Info

= Finanril

Matthew Ellison
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Washington Mutual

i
WisWimees

= %M Morning Repart
 Merchant Card Services
= Payroll Services

» Returned Item Handling

 Online Banking
o Wiew My Accounts

v ultiple Bills
v a Sindle Bill

ending Payments
ayment Histary

» Pending Transfers

= History
o Demo
o FAQ

& Custsmer eCare

= .and
selected
Download

= Guess what I
got?

Washington Mutual

i
WisWimees

W Washington Mutual, Inc.®

wamu.com

ONUINE BANKING | COMPUTER SUPPORT

what's new in site helper

welcome to Washington Mutual's site helper where you will find step -by-step answers to
your *how-to" questions. To find your answers, you can select from the categories below,

view a list of Common Questions, or use the Search Helper,

Online Banking

Learn abou Ty Started o

Learn how &g yieu aur Accounts Jhiine.

Learn how toPmmideaalion

Learn how to Transfer Funds from ane acsaunt to anather anline.
Learn about Custorer ecare online.

Computer Support
Learn how to use your Brouser.
Learn about brawser Canfigurafions and Settings.

earn about Security and Privacy online

This looks more
promising!

Washington Mutual WiWiites

U Washington Mutual, Inc.®

7z « LogOn | Apply Nows | Find Us | Contact Us | Site el | Your Privacy | Home
Wamu.COIM PERSONAL BANKING Lt ! ! ol ’
Accoun Lons & onune cwstomer wany
o cRiDiT Eatds aaNKING it comANY stoRs
& ® ®
& & g S
- Vitw wr Accounts | PAYBILS | TANSIERFWNOS | Faa
Batances
Transaction istory
Account Detatls
accounts
Account settings
» Download
Log OFF Download transactions for MATTHEW ELLISON

Selsct the date range of the transactions you would like to export for FREE

putyour home CHECKING. Click Next to dawnload the transactions

house ' equity
towork! ot

Account: [FREE CHECKING /123456789 |

: From: | |7o: ]
S (m/ddfyoys) (nmiddfvuys)
- @

Back to where I started!

CANCEL NEXT

Washington Mutual WiWiites

¥iew Your Accounts

® How do I wiew my Balances?

= But I already
know how to
download
my account
history!

= Domain Help
is missing

e How do I view my Transaction History?

» How do I wiew my Account Details-CD?

® How do I wiew my Account Details-Checking?

» How do I wiew my Account Details-Savings?

» How do I view my Account Details-IRAT

» How do I download (export) my account history?

® How do 1 Log off?

Pay Bills

» How do I use the Pay Bills feature?

® How do I Pay Multiple Bills?

Washington Mutual

WinWWiitens

W washington Mutual, Inc.®

SEARCH HELPER

Wamu.COM sITE HELPER

UMV IO compuTer sUPPORT

How do I download (export) my account
history?

To download (expert) your account history, perform the following steps:

® After Iogging in, from the Online Banking menu, click VIEW MY ACCOUNTS

W washington Mutual, Inc.”

WaImu.COM PERSONALBANKING "

SMALL BUSINESS <
ACCOUNTS & LOANS 84

o

Procedural
topic appears
to be telling me
what I already
knew...

What about that FAQ option? WisWirTens

A long list
requiring a time-
consuming
search

fag

pnline Banking

© 2002, WinWriters, Inc.
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MSN Money

WinVWiitens

Fidelity

WinWirrees

tornst Explarer

[= [ %] 3 msN me

i | =[5 ring | © i opics |

Fidelily.com Home | Open an Account | Help H:l

o R R

Forhelp onthis page, licka topic

My Fidelity | Accounts & Trade | Quotes & Research | Planning & Retirement| Products & Services

Wednesday, January 9, 2002

msn*

Money

RelatedLinks

MyMSN  Hotmail

Home MyMoney Investing [Banking Planning

ALCINIBEC sstnotine My accounts 6Py Faznc

Manage All Accounts

Account Last Updted
Washington Mutual
Banking WA

search  Shopping

“The folowing accounts are included in your My Accounts senice. For mare
information, click an account name.

s | Nocton areves Bl -
B W5 7o sagan secountiony
o secounts

[ [Sign Out . 2 To delete an account from My
counts.

2 vihat shoulg 1 do i think my
accountinfomation is
inaccurale?

2 Toview account deais

2 Whatis he Wy Accourls
feature?

2 Howdo know my information
in Hy Accounts s Secure?

For help on MSN Honey

| [ e

Balance.

Showmy balsnca here

= Context-sensitive
“Pane” Help

Fidelity

WinWiitens

Select an Acc:

ount | Account Summary

Account | Help

Qpen an Account

Genera

Tresting in and trading stocks, mulual iunds. 30T
giher securities (The Fidelity AccountS™)
Retirement Investing

* Roth or Traditional IRA

* Changing jobs or retiring and need to

Welcome to
Fidelity Investments®

(2 Select your investment need to begin

employer-sponsored plan assets (Rollover IRA)

The Fidelity Difference

v el

loyed (SEP-IRA, Keagh, SIMPLE)

Other Investing
* Saving for a child (529 Plans, UGMA/UTIMA)

*  Business Accounts

Tax-deferred annuity for retirermnent savings

Trust, Ectate, or Non-Trust Fiduciary
* Charitable giving (Charitable Gift Fund

* Life Insurance

= Complex site
= | ots of domain
knowledge required

= Help embedded within
application window

Fidelity

WinWirrees

Fidelity.com

Individual Account

Individual Fidelity Account="

Reviewthe details of the Fidelity Account™

Planning & Retirement | Products & Services

Wednesday, January 9, 2002

Personal Information | Account Owner

“ Step 1 of 4z Personal Information
Help
Choose a topic bsiow for more information.

The Fidelity Account
Choose an account:

Account Registration

Account | The Individual Accountis a registration type of the

description | Fidslity Account, a brokerage account with trading
and cash managementfeatures, for eligible
customers.

Customer | This account can be opened by investors 18 and

profile older. The account offers comprehensive features

for mutual fund and stock traders alike,

Imvestment | Stocks, bonds, options, and over 4,500 mutual

choices funds from Fidelity and other well-known fund
companies. Qualified traders can access margin,
trade options, and access IPOs,

© Individual
An Individual Account is an account fg
purposes and is owned by one persg

O Joint
A Joint Account is an account for general investment puroses

Sacial Security number

Date of birth cmmiddiyy) !

Firet name

E-mail address
Middle narne Drivers License number
Last name E-mail Address

By providing us your email

address you will receive

; personalized Fidelity news and
information, and at yaur request

[you can receive notifications of

Notable
account
features

Minimums.
and fees

« Lower pricing for online stock commissions
(888 the Brokerage Commission and Fes
Schedule under the Products and Senices

and is limited to two owners only. Accaunt Details

O Individual and Joint (Mutual Funds only)

tab by selecting Brokerage for complete

account access.
Features for Everyday Finances™" include
unlimited checking, Fidelity BillPay™, Fidelity
American Express® cards and electranic
funds transfer using Fidelity Money Line®.

« Minimun to open account: §2500

Higher actount minirmurn applies to cetain
cash management features.

Fees: An actount fee may appy for
Brokerage customers. (See the Brokerage
Commission and Fee Schedule under the

) tors et ang = Additional details about
the Account displayed
in a secondary window

= Not formally labeled
Help, but helpful

Country of citizenship
Country of tax residence

E-mail address

Driver's License number

Qus O Other
Ous O Other

online staterments, confirms,
and when available, Fidelity
mutual fund prospectuses and
financial reports. fou rmay
[withdraw your consent, change
orverifyyour preferences or
update your e-mail address at
the "My Profile & Preferences”

Driver's License

Permanent Addre
Address line 1

Address line 2

City

section of Fidelity.com

Field level Help
available

Products and Senices tab by selecting v

ofa stack exchange, NASD or municipal securities broker-dealer, you

vy

WisWarrens

symool |[EI

18M

MAGHINES

Datail

INTERNATIOHAL BUSINESS

Tude Ressarch Addto Wateh List
Real Time Quates (loain

austesffre delaved Y teast 20 minutes and are
ctegarhomposite quotes.

Symbol Loskup.

Last[Tiag 124,490 +1 The date the fund was last
change P the last Net Asset Valus (HAV)
caloulated
* Change ¥ 0475 For Fidelity variable annui
B e investment option quotes:
- wa investment option was last price
Open 12470 Index quotes: The date and|
the indexxwas last valued.
volume 6,822,900 . .
Date and time are in
Day High 12830 i
by Low 12415 This infarmation is provided for infarmation
purpases anby and should net be used or
Pravious Close 12470 constiued as an indicator of future
Fravious Ciosa bata | om0z pefformance, an offer to ssll, a solicitation of

ty Investments - .. [= B
&

Fidelity.com

Date and Time Help

Stock and option quotes: The date and
time o the last order for hares of the security.
The quote s delayed at least 20 minutes
Hote that delayed quotes will only display
composite quotes. 4 compnsite quate lists the
lasttrade. best bid and ask, and wolume for
all wxchangss whers a secuiity fradss.
Mutual funds, money market, and
Fidelity Sefect Portfolios® quotes:

Link to Help from
term in application

an offarto buy, or a rscommendation for any
securty. Fidality cannat guaramtes the

© 2002, WinWriters, Inc.

The usability test

kil

VisWrrrens

= Based on the WinWriters Conference

online registration process

= Objectives:

— Refine the process for future conferences

— Compare the usability of the various Help
designs on the Web

— Learn more about how users complete
web-based tasks

= The task:

— To register 3 authors with varying
requirements (seminars, certificate
schemes)

Matthew Ellison
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The usability test Wiliiees

A four-page registration form WWitens

= Focus on providing domain knowledge...

— Do I have to be studying full-time to
qualify for the Student discount?

—What is the LaunchPad Certificate
Program?
...rather than procedural Help:
—How do I select a seminar?
—How do I move to the next screen?
= Focus on context sensitive
implementation of the Help

WixWRrrers Onling Help corference
ONiiNeEgistrznin'm

Step 2 of 4 - Registrant Information

Please enter the contact information

Name (required) Title
Organization Email Address (required)
Address (required) Employee Mail Stop and Department
-]
ZIP/Postal Code Gountry (if not U.5.A.)
Phone (required) Fax
P
Group Gontact Person (required for group registrations)

Move to Step 3 Resetfam

Five versions of the online &
registration process Wosterins

No Help information WWitens

1. No Help information

2. Side-by-side, field-level Help

3. Page-level Help in a separate window
4. Field-level Help in a separate window
5. Help built into the user interface

WisWeirers Online Help coierence

ONLINE

Registration

Step 1 of 4 - Session Selection

General Sessions » Monday through Wednesday

single registrant o $1,395
Returning attendee o $1,195
Group of 2t0 5 o $1,325
Group of 6 or more $1,195
Student $695
None ®

Improving Help Design through User Site Visits » D25 ® 4205
Rob Houser, User First Services

None @

Working with Microsoft HTML Help 1.x "Under the Hood" ® W13 o

Cheryl Lockett Zubak, Work Write © $195
Greating WebHelp with Robotelp HTML Version 10 » T44 p 105

Ghar James-Tanny, JTF Associates

Side-by-side, field-level Help WiWiifins

Page-level Help in a separate window |y

. Help
WixWerrers Online Help conirence Overdewof step 1

In Step 1, you need to supply the
following infarmation:

ONLINE
Registration « The applicable fee for the
General Sessions (if you plan
to attend them
Step 1 of 4 - Session Selection * The Sunday seminars that

you require
o Whether you would like to
enrall in the LaunchPad

General Sessions s Monday through Wednesday

Single registrant (Help) O $1,395
Returning Conference attendee (Help) O $1,195
Group of 2 to § (Help) O $1,325
Group of 6 or more (Help) O $1,195
Student (Help) o $695
None (Help) ®
Improving Help Design through User Site Visits e D25 o) $205
Rob Houser, User First Services (Help)

Sunday Morning Seminars ® 9:00 am - 12:30 pm

Working with Microsoft HTML Help Lx “Under the Hood" W13 | o | ¢ 100
Cheryl Lockett Zubak, Work Write (Help) ©
Creating WebHelp with RoboHelp HTML Version 10 » T44 N

Certificate Program

Note: You do not have to attend
the General sessians in arder to
register for the Sunday seminars

The fee for General Sessions covers
all Conference sessions from
Monday February 11 through
Wednesday, February 13. There is
a separate fee for each of the
Sunday seminars, As you make
your selections, the fees ars
totaled at the bottom of the table

w N  Fenth nnuat |

INWRITERS Onling Help Conference

3 WinWriters Conference Registration - Microsoft Internet Explorer BEEX
a

Be g uen raows Do ted
] Bl index 6 search - search- @
= = 7 Help on Step 1
[loverven of theRogstratonprocsss. | SLCP 1
o heastran
[2proBaoster Certiicate Program In Step 1, you naad to sugpy the follwing sday
Registering for the Conference: information;
i O $1,00s
2lstep2 » The applicable fee for the General Sessions
1,195
%Stevl (if you plan to attend them) © 1
step 4 o $1,325
+ The Sunday seminars that you require
o $1,195
. . uld like to enroll in the ° $695
A single long topic for freserresrn
@

each entire step of the oimniear
process o e

pssions covers all Conference

February 11 through

®
Wednesday, February 13. There is a separate fee
for each of the Sunday seminars. As you make o
& 3 vy Compiter o $105

© 2002, WinWriters, Inc.
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Field-level Help in a separate window  yiius

)
&
@
B
@&
o
&
3

Jal sessions in order to register for the Sunday seminars.
The fee for General Sessions covers all Conf February 11 through Wednes

Il Conference sessio day, Februan
There is 3 separate fee for each of the Sunday seminars. As you make your selections, the fees are totaled at the
battom of the table

General Sessions « Monday through Wednesday

y 13

single registrant C $1,395

i o $1,195
Group of2to's o $1,325
Group of 6 or more o $1,195
Student o $695
None @

o $295

Help built into the user interface WWitens

ONLINE

Registration

Step 1 of 4 - Session Selection
In Step 1, you need to supply the following information:

+ The applicatlle fee for the General Sessions (if you plan to attend them)
« The Sunday seminars that you require
o Whether you would like to enroll in the Launchpad Certificate Pragram

Note: You do not have to attend the General sessions in order ta register for the Sunday seminars

The fee for General Sessians covers all Conference sessians from Monday February 11 through Wednesday, February 13. There is 4
separate fee for each of the Sunday seminars. As you make your selections, the fees are totaled at the bottom af the table

General Sessions » Monday through Wednesday
Single registrant o $1,305

Returning Gonference attendee - Select this option if you attended the 2001 Winwriters Online
Help Conference in Santa Clara. Your 2002 fee is then reduced to $1,195. No other discounts e} $1,195
apply. The discount is not transferable.

Group of 2ta 5 - Select this option if you are a member of a group of two to five individuals

registering at the same time. The fee is then reduced to $1325 per person, No other discounts o $1,325
apply

Group of 6 or mare - Select this aption if you are a member of a graup of at least six individuals

registering at the same time. The fee is then reduced to $1,195 per person. If you think there may

be more than six, you can add the extras at a later time and we will hanor the price of §1105 © $1,105
However, you still need to enter the first six now with guarantee of payment. Flease note that no

ather discounts can be combined

Student - Select this option if you are attending classes full time (12 credit hours or squivalenty N ioo

Advance orientation WisWiitens

An orientation page
preceded the
registration form for
step 1 < Fricing vl for Gararal Sesions the versions with

o Single registrant (no discount), o

wry; : "
= 20m canterence avendes, o | DiSCrete Help Topics
o Member of group of 2-5 registran - . -
o Member of group of 6 or more regl @[ He|p in the UI
o Student
s The Sunday seminars that you require
o Whether you would like to enroll in the CIUFCHPET CEFTMICSTE PIOQTaTT

The Registration Process
Registering for the WinWriters Conference is a 4-step proce
each of the steps is as follows:

Step 2 Name and contact details of attendes
Step 3 How you want ta pay for the Canference
Step 4 How you heard about the Conference

If you are registering a group of attendees, you need to register each attendee separately. This means
that you need to repeat the entire process from Step 1 ta 4 for each of the people in your group

Move o Step |

What we learned about orientation |y

= Orientation information at the start of
the task was critical to success
— Participants didn't seek this information

— However, when it was presented to them,
they read it and benefited from it

Without orientation... Wislitens

= “What's throwing me here is that I'm
registering a group, but the seminars
seem to be for individuals. It seems
clear that I should choose the group,
and deal with the seminars later on.”

= "That's interesting - I've told them I'm
registering 2-5 people, but they only
have one name...I'm worried about
sending the registration now - they only
have one name.”

With orientation... WisWaiters

© 2002, WinWriters, Inc.

= M: “Happy?”
P: “Yes - it's good that it has all this
information.”
M: “What are you trying to do?”
P: "I'm trying to register Ann Kirkman"

= “So, I've registered one person - I have
only identified that person yet... I have
to do each person individually. It did tell
me on page one that I had to do the
whole process for everyone.”

Matthew Ellison
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What we learned Wiliiees

What we learned WisWWeiees

= Participants did not generally read
guidance information unless it was
embedded within the task

™
WixWrirens Online Help conference

= Participants frequently required
prompting to select the Help option

— They did not expect “Help” to provide
domain information

Step 1 of 4 - Session Selection

Help on Step 1

P: “She wants the
student rate - there
must be some way

to find out about

that...”

essions ® Monday through Wednesday

O |$1,395
O [$1,195
O [$1,325
O [$1,195

O $695

ONLINE . B that y
Registration Process fram Step 1 to 4 for
Bac e people in your
The Registration Process areup.
Reqistering for the Winwriters Conference is a 4-step process D|d nOt
read this
(outside of
participant’s
focus)
1 VTV
Further evidence WisWiitens

Participants learned to use the Help |y

LaunchPad Certificate Program
[] sign me up for the LaunchPad Certificate Pragram (Help)

[ MovetaStenz | [ Resetform |

M: “How confident are you that is the correct scheme?”

P: “Not really, but it's the closest thing there is - there
is no way to be completely sure.”

= From:
— M: “How sure are you that Kylie qualifies
for the Student discount?”
— P: [On considering Help link]: “I hate going
to Help!”
= To:
— P: “"He's interested in the other certificate
program. Let me go check the Help again.”
[suddenly a Help devotee!]

From that participant: WisWarrens

Participants learned to use Help WisheiTens

= T think that people don't select the
Help because they think they're going
to get a lot of information they don't
need.

I've always found that, in Windows, the
Help button doesn't get you anywhere -
it's too broad.”

= Only 7 out of the 16 participants
registered the first attendee accurately

whereas...

= All 11 of the participants (who managed
to progress that far) registered the third
attendee accurately

© 2002, WinWriters, Inc.
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What we learned Wiliiees

= Text links to user assistance were
sometimes confused with actions

Single registrant O $1,395

Returning Conference attendee

P: “Well, there are 2-5, so I'll click

Group of2to 5
on that.”

Group of 6 or more
studont Selected the Help by clicking
on the link - seemed confused.

P: “It's not allowing me to select
2-5 - shall I try Single
Registrant?”

What we learned WisWWeiees

® Participants read the side-by-side Help
only when they caused it to change

— There was usually a slight delay before
they shifted their focus to the right

Manue! Gordon, Gordon & Gordon (Help) Help
None @

Sunday Afternoon Seminars ® 1:30 - 5:00 pm

Designing and Creating HTML-based Help with Dreamweaver +
Ho2

Designing and Creating
HTML-based Help with
Dreamweaver
ol sios Jason Gervich, Helping Hand
Jason Gervich, Helping Hand (Help:

g (Hele) Sunday, 1:30 - 5:00 pm pm
Experience
Level: Novice/Intermediate

Context-Sensitive Help: Crossing the Great Divide Between

writers and Developers » W16 o $195
David Locke, Wordsrmith Ltd, and Paul 0'Rear, Helpful Solutions )

(Help) — YOU WILL LEARN —

« Steps for creating HTML-base
Computer Games s D31 O $195 Help with Dreamweaver
Scott Detoach, User First Services (Help) « How to plan an HTML-based

Designing Effective User Assistance: What We Can Learn from

The separate Help window WisWiitens

Ber s Participants did not _[3@@

Ho E Yo far display the i

- navigation pane 5
(Gwsie>| unless heavily
Step 1 prompted

In Step 1, you need to supply the following information

The separate

scrolling Help
window caused

problems for

Note: You do not have to attend the Gereral sessions in order to register for the ( )
Sindsy seriners one (of four

The fee far General Sessions covers all Conference sessions from Manday February of the
11 through Wednesday, February 13. There is a separate fee for each of the iTall

Sunday seminars. As you make your selections, the fees are totaled at the bottom pa rtICIPa nts
of the table

« The applicable fee for the General Sessions (if you plan to attend them)
» The Sunday seminars that you require

« Whether you would lie to enroll in the LaunchPad Certificate Program
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Mixed response for “auto-scroll” WishVetens

Please select a method of payment helow: [ ] “I cl'cked Corporate

© credit card Help .

© Corporate Purchase Order Help PO, and |t moved me
/ © check Hely down when I was still

Clicking this reading t_he .
scrolls down the cancellation policy
page to here (above). That was

annoying!”

Payment by Corporate Purchase Order
Corporate Purchase Order Number (required) Help

= “That's nice! That's

H n”
very slick!
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What we learned overall WilViTers

= Advance orientation improves accuracy
and the experience

= Participants needed domain knowledge, but
did not seek it in “Help”

= Participants learned on the job

® Field level Help was easier to use than page-
level Help (but did not have a significantly
higher uptake)

® Participants using “Help built into the UI”
were most accurate, but not quickest

= Participants using the version with no Help
were least accurate
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