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What we’ll cover in this session

= What do I mean by Guided Help?

® "Traditional” demonstration and
eLearning applications

® The limitations of these applications

® Guided Help technologies
¢ Microsoft Guided Help
¢ Gteko GTAgent and GTSolve
* Rocket Software’s ActiveGuide
e Solan Technologies eTracker

® An alternative: Training Card Help
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What do | mean by Guided Help?

® Help that leads users through a real
task using the real/normal
application UI, adding the following:
« Highlighting of controls

o Captions with step-by-step instructions
and additional information

» Error-trapping
e Optional automation
® Guided Help is not:
* A Flash-based simulation

e A Wizard

Matthew Ellison
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My first experience of Guided Help

= 1986: creating computer-based training for
Digital’s ALL-IN-1 office automation suite

= Menu options:
e CM (Create Mail)
e ED (Edit Document)
¢ TR (Training)

= TR option launched script that displayed
instructional content and requested user
input

= Correct input was passed to the application

Matthew Ellison
Consulting

Copyright © 2008, Matthew Ellison Consulting Ltd



Guided Help: A Revolution for Software Help and Support?

ALL-IN-1 computer-based training

Normal Operation

ALL-IN-1
>
User application

Training Mode

Training Script
\ -IN-
User ‘ > ALL-IN-1
application
+ Displays Instructions
+ Traps errors Matthew Ellison
 Provides Feedback Consulting

“Traditional” software demonstration

and elLearning applications
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“Traditional” software demonstration

and elLearning applications

= Simulate the application
= Record task either as key screens or
full-motion video

® Play back task as either:
e full-motion video (demonstration) or

e interactive screen images
(training simulation)

= Uses Flash or other video playback
technology
= Usually viewed in a browser
Demonstration

Matthew Ellison
Consulting

Pros and cons of simulation

Potential Advantages Potential Disadvantages

Does not require the application to | Users can’t actually complete real
be available tasks as they learn

Provides “safe” environment for Training simulations are restricted

training and practice to predefined set of “correct”
actions

Enables tasks to be performed Localisation requires the task to be

“out of context” re-recorded with the localised
application
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Microsoft Guided Help

/ = Available through Help in Windows
/ Vista (online only) — one of CNET's top

w 4

— 5 things I love about Windows Vista

= Can be downloaded from some
Microsoft Knowledge Base articles
(see http://tinyurl.com/oey82)

= Authoring tools available only to
Microsoft and OEMs

= Relies on good accessibility in
application code — uses Microsoft®
Active Accessibility (MSAA)

Matthew Ellison
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Microsoft Guided Help

o = Two modes:
A\ ¢ Do it automatically (why wouldn’t you?)

e Show me step-by-step

= “Show me"” mode is not a Wizard
because it uses the normal UI (with
superimposed captions and highlights)

Demonstration
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So why did Microsoft remove it from Vista?

® Maintenance and test costs:

e Every Windows Update required Guided
Help topics to be retested and potentially
updated

= Security:
e In the past 3 years there have been 5

critical-level security bulletins relating to
HTML Help and its ActiveX control

¢ Guided Help topics are just as powerful
and represent a potential future security
threat

Matthew Ellison
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Other examples of Guided Help

Two main areas:

= PC fault diagnosis and automated
support

= Electronic Performance Support
Systems (EPSS)

Matthew Ellison
Consulting

Copyright © 2008, Matthew Ellison Consulting Ltd



Guided Help: A Revolution for Software Help and Support?

Support or Help?

= Many Guided Help solutions are
targeted at the Support sector

= Automated support can result in great
savings for large OEMs and ISVs

= Guided Help simulates an expert taking
control of your PC

® Too helpful to be considered Help?

= Ts there an artificial barrier between
Help and Support?

Matthew Ellison
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Gtelco
A Microsoft Subsidiary

= “Networking and support software for
the digital home”

= Making complex PC technology easier
for home users
= Major customers: HP, Dell, Canon, NEC
= Acquired by Microsoft in November
2006
= Key Guided Help technologies:
e GTAgent
e GTSolve
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Where you can see Gteko technologies in

action

= PCPal —
a free downloadable tool
that runs checks and
fixes on your PC

= Branded OEM support
systems (such as DELL
Support)

& Fix lt

T Den'tshow this message sgain

®OHO G Matthew Ellison
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PCPal — Automatic Fix

@ pcpal Support Center - PC Checkup

Home | Detected Issues: 0 High Priority, 4in total | [ )
Detected Issues i Scheduled Checkup: Every 7 Days ‘ Recheck

PC Checkup
Category | ¢ [ Tite
Offers Clean Up Your Startup Applicatof]  1NValid Startup Application List Entries
o f Your computer's Startup Applicat This Auto Fix removes from your Startup Application List links to programs that do
‘ ‘ eans that some startup applicat]| ot exist on your system. This should speed Up your computer’s startup process.

To start the Auto Fix, dick Continue,

Prevent Radio Interference

Accelerate Your Internet Connec

SetUp a Sareen Saver

@ee‘

Continue | ‘ Cancel
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PCPal — Automatic Fix

@) pcpal Support Center - PC Checkup
Fle View Options Help

Recheck
e

Detected Issues: 0 High Priarity, 4in total
| Detected Issues : | Schedhued Checkup: Every 7 Days P

PC Checkup

Category | ¢ | Tite

offers Clean Up Your Startup Applications List 22232 W &
S Yfour computer's Starkup Applications List contains some invalid entries, This -
means that some startup applications wil not load, More details. .. Fixt It >

V Fixed successfully

Prevent Radio Interference from Wireless Devices 5-1811 @ ¥

Accelerate Your Internet Connection 30205 @ ¥

o
LY

SetUp a Screen Saver 21003 W ¥

nrattTew —mson
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PCPal - Auto Fix

@ PCPal Support Center - PC Checkup
File View Options Help

[ Detected Issues i Detected Issues: 0 High Priority, 4in total

Scheduled Checkup: Every 7 Days \m:c—heck)\

PC Checkup

Cle

Screen Saver Configuration

This Auto Fix shows you how to set up a screen saver for your screen, A screen
saver is a program that automatically blanks the screen or displays moving
images when the computer is not active, This protects your screen from damage.

Ta start the Auto Fix, dick Continue.

Please do not use the mouse andjor keyboard while the Auto Fix is running.
Tao stop the Auto Fix, press the Escape [ESC] button on your keyboard.

Continue | Cancel
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DELL Support

Activate the System Restore tool

o ‘

Vaur PC's current settings prevent
the use of the System Restore tool
Thizs means that you cannot create
TEIEMm restors Kups for your

PC Mare Detailz

TS

© Fixlt

fill Don't show this message again

() @ (\ (O] 303

Provides regular step-by-\\
step instructions as an
alternative to the Auto Fix

© D@L Support

Activate the System Restore tool

The System Restore tool creates periodic and triggered backup restore
points. Atthese restore points, the System Restore tool creates a backup
ofthe PC’'s components that are essential for its proper function. These
backups would enable you to reverse harmful changes to your PC without

losing valuable data.

What Should | Do?

Ta resolve this issue automatically, close this window and click the Fix It
button. If you prefer to resolve this issue manually, perform the following W

steps:
. From the Start menu, select Control Panel.

2. Click Performance and Maintenance and then clickthe System icon.

3. Click the System Restore tab

A Varifs that tha antinn "Turn Aff Guetam Pactara an all Arivac” ic nnt o

>
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DELL Support

% Auto Fix

System Restore Feature Activation
This Auto Fix activates Microsoft's System Restore feature. The Syst|
Restare feature backs up your computer at different points of time an
you to restore your computer to these points without losing your recer

To start the Auto Fix, click Continue.

& Cancel & Continue

% Auto Fix

DéLL

The Auto Fix has been completed successfully.

Click Finish to close.
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DELL Support - beneath the surface
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Rocket Software’s ActiveGuide

= Targeted at EPSS market

= Aim is to reduce/eliminate documentation

through “smarter” applications
Rocket = Enables you to create interactive or
‘ do-it-for-me Help

= Runs client-side JavaScript to overlay
additional UI components on a Web-based
application

= Doesn't touch the code on the server

= GUI-based authoring tool
(no JavaScript skills required)

= ActiveGuide dialogs contain standard HTML
and can potentially be edited by users
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ActiveGuide demonstration

1. Gross Distribution

1

PAVER's Name [2a. Taxable Amount

: I 4
FAYER L
AVER's A dress Mext you choose the level of support you
would like for this task. Your options are: l
2b. Taxable amount not
:f | I = ‘ | "E'EE;"‘“’ e BENBEm a. The Walk-Through gives you an animated
.| -State - |+

preview of the steps in the task you chose.

PAVER's Federal ID#

4
3. Capital gain (included in b. The Guide coaches you through the task, i
RECIFIENT's Social Security |box 23) 4 Federal ineome taxwithted || giving you the directions yau need at each
{ i
] g
E

$| ‘ § step.

5. Emplayes or |5 Net i
v incurance premiums in employers securitias c. The E-Z Pass automates part of the task
RECIPIENT's Hame & Address $| ‘ ” far you
p . L
7 Distribution \RAISEP! You'll be able to experience all three of them
Code SIMPLE |8. Other in this demo.
1 O I )
9. Your percant of total 9b. Total Employes Click OK to display the choices. 4

distribution contributions 9
: T ;

¢ 10. State Tax
1 ithheld q
Fia Moo, | peennlly SlateiP ayers tai
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Authoring tool: ActiveGuide Studio

F2d IntroDemo - Web Studio
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Address: Ihttp ! fwnan rocketools, comytrai Studio

-- 3.11 Patient Type

daNew | I Edit | 54 Delete|

. Move to 0,0

D ——

1. Highlioht Patient Tune Flash a r Enable Accompanying Defaults... | E— | Redraw |
2. Highlight Patient Type 1 e —

3. Highgwlght Patient Type 2 i~ Text Balloon Content

4. Enable page -

5. Manage Clickable ohjects l? r | u |i| :I EI INnrmaI j'
6. Highlight Patient Type 3

7. Wait For Type to change:

8.

Capture Type ko status You must first determine the patient's status as: La
Audio toal [Ctrl+Shift+A]

Click tool [Ctrl+3hift+C] Ad
Dialog tool [Ctrl+Shift+D] Normal HTHIL o
I
Flow toal [Ctrl+Shift+F] [ Tewt Hntien
o ool L triSni Transparent [ [ Text Balloon Location—————— Back l:”vl
Highlight kool [Ctr-Shift+H] Leading Margin ™ = = = = = F Automatic Size

_ Bordr [ || Hanignted Torget [T | g [F
Multi kool [Ckrl-+Shift-+] EBorder = = = = -

Color -|'| I 1 I I LT wickh: 10 v
Wailk kool [Chrl4+-Shift-+] >

I AEE S

on

| | 4
Help Cancel n_surtling

[=]
S
3
a

Copyright © 2008, Matthew Ellison Consulting Ltd



Guided Help: A Revolution for Software Help and Support?

ActiveGuide issues

= You don't need to be a programmer to
create ActiveGuide content, but the
level of technical skill is higher than
required for a typical HAT

= Poorly coded applications may not be
accessible to ActiveGuide

= Changes to the server-based
application can cause problems for
ActiveGuide

Matthew Ellison
Consulting

o ermiopr PSR

= Real-time on-line Navigation
Guidance & Monitoring Tool

= Runs as a non-intrusive overlay for any
application (including Web apps)

= Can run either in silent or active
modes

= Can provide seamless guidance for
tasks that involve multiple applications

= Monitors users’ performance

Matthew Ellison
Consulting
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Solan Technologies Pt 3 eTI"a@D@@[F‘I

® Choice of modes to suit the needs of
novice through advanced users

AL ATt
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>
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Solan Technologies Pt 3 ETI"a@D@@FI

= Text caption
e e e OVEFIAYS liVE
{ 'Fill in the "Priority" of the task, | app||cat|on
3 your default will be 500 (for an
urgent task give a "stronger | L|nk to more
_ priarity™), when finish click on . i
l Resources ] Advanced ] the Pop-up. WMore info |nf0rmat|0n
Iﬁ— Durstion; | | [[]__Click sfter finishing action | [ | Ca pt|on is
gil Prioriky: ’—il Conp'nUOUSIy
positioned
§ oo e | [ correctly
. s gl s o ophatint oLl
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Solan Technologies '2;‘ eTracker

= Authoring:
e No programming skills required

e Tasks are "recorded" and then captions
and branching added

e A complex scripts can be created in 4
hours

Matthew Ellison
Consulting

A low-tech alternative:

Training Card Help

= Available with Microsoft HTML Help

= Two-way communication between
application and Help

= Requires significant co-operation from
application programmers

= See EC Software’s TNT Screen Capture
for an interesting example

7 TN,
\\\\\\\\\

anananan

Demonstration
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= Guided Help is potentially very
powerful and effective

= However, there are significant
maintenance and security issues —
these have caused Microsoft to drop
Guided Help from Vista

= Guided Help excels for critical
troubleshooting and fix issues — can
we use the same techniques in
software user assistance?

= The technology exists and is becoming

more widely available
Matthew Ellison

Consulting
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