User and Task Analysis
for Interface Design

JoAnn T. Hackos and Janice C. Redish

WILEY COMPUTER PUBLISHING

WILEY

John Wiley & Sons, Inc.

New York » Chichester « Weinheim ¢ Brisbane * Singapore * Toronto



Aboutthebook ... i xiv
Acknowledgments. ... ... xviii
Chapter 1. Introducing User and Task Analysis for Interface Design .................cooiiiiia, 1
Whatisthisbookabout? ........ ... i i i 3
What is interface design? .......... ...ttt e e 5
What makes an interface usable? .. ..... ... . . i 6
What is user and task analysis?. . . ....... ... . i 7
When should you do user and task analysis? ...............c ittt 8
Why do user and task analysisatall?. ............ ... o o i i 11
Why isn’t this done all the time already?. ............. oo i i 13
Where does user and task analysis come from? ......... ... .. ... oo i i 14
References cited inthechapter. . ......... ... . o i i i i 19
Other books and articles for furtherreading . .......... ... ... o i il 19
Part 1. Understanding the Context of User and Task Analysis.................oooiiiiiit, 21
Chapter 2. Thinking AbOUt USers. . ......ouvtiiuuttiiiiiiiitiiietiiiiieniineeronnneees 23
Why StUAY USEIS? . . ..ottt e s 25
WHho are yoUr USers? ... ....uuutittutittitiii ittt 27
Starting a user and task analysis. . .. ...... .. i 31
What do you want to know about your users? . ......... ...t 35
Jobs, tasks, tools, and mental models: How users define themselves ..................... 35
Individual differences . ... 43
What are the trade-offs? .. ... ... 49
References cited inthe chapter........... ..o 50
Other books and articles for furtherreading .. ........... ..o 50



vi B User and Task Analysis for Interface Design

Chapter 3. Thinking About Tasks .. ....coov v e e 51
Whatis task analysis? .. ...t 52
Starting with users’goals . ... ... .o i i 54
Identifying different types and levels of task analysis ................ ... ... .. L 60
Combining workflow analysis and jobanalysis ................ ... ... ool 67
Task analysis to develop a task list or task inventory ... ........... ... .o oL 69
Process analysis, task sequences. . ......... .. ..o i i i 71
Task hierarchies. ... i 73
Procedural analysis. ... ... .. ..o 75
Thinking of users according to their stagesof use............ ... ...l 76
References citedinthe chapter......... ... oo i 89
Other books and articles for furtherreading .. ............. . ... ..ol 90
Chapter 4. Thinking About the Users’ Environment . ...........coooiiuiiiiiiiiiiiiiinan... 91
Why is environment important? . ........ ...ttt 91
What aspects of the environment are important? .......... .. ... ... 93
What should you look for in the physical environment?. ............... ... ... . ... 98
What should you look for in the social and cultural environment?. ..................... 106
What are the trade-offs? . . ... ... i 109
References cited inthe chapter. ........ ... . o i i 109
Other books and articles for furtherreading .. ........... ... ... oo L 110
Chapter 5. Making the Business Case for Site Visits ..........cooiiiiiiiiiiiiiiiiiiiiiinnenn, 111
Challenging or verifying your assumptions . .............cooiiiiiieininn e, 111
Countering objections to doing user and task analysis................ ... ... ..ol 115
Preparing a business proposal . . ... ... . i 121
References cited inthe chapter. ... ... .. . i i 126
Part 2. Getting Ready for Site Visits. .......ooiiiiii i i 127
Chapter 6. Selecting Techniques. .. .. ..ottt ittt ittt 129
Observing, listening to, and talking withusers ............... ... ... ..., 130
Interviewing usersand others . ........ ... . . i 135
Working with users away from their worksites............ ... ... ... ool 142
Using more traditional market research techniques ................... ... ... . ..., 145
Using more traditional systems development techniques.............................. 150
SUMMATY . ¢ .ttt e et 153
References cited inthe chapter. . ..... ... ..o i i i 153
Other books and articles for furtherreading . . ............ ... ..o ool 154
Chapter 7. Setting Up Site Visits. . ..ottt ittt ittt ieeiiiaes 155
Issues and ObJectives. . . ... ..ottt 156
PartiCipants . ... ..ottt e e 160
LoCations . ... e 171
Schedule. .. ..o 175
ReCTUItING . ..o e e 179

Data collection techniques. ......... .. .. i i 189



Contents W vii

References cited inthe chapter. ... ... . i i 192
Other books and articles for furtherreading ............ ... i i 192
Chapter 8. Preparing for the Site Visits ............ i i 193
Issues to consider as YOU PrePare. .. ....ovuevet ettt tneeneeeereereneennnnnennennnns 194
Organizing theteam ... i 194
Trainingtheteam ... o 198
Materials for the site VISits . ....... .. o 200
What materials will you need for the team to use during the site visits? . . ............... 209
What materials will you need to facilitate information gathering?. .. ................... 216
Will you videotape? Audiotape?. ... ... i 218
Deciding what you willdowiththedata. .......... ... .. ... o 222
Staying organized (building in record keeping) . ........... ... ... ool 227
Site Visit Plan. . . ..o oo 228
Site visit plan for SuperSales. . . ... .. e 229
Reference cited inthe chapter ........... . it 240
Part 3. Conducting the Site Visit. . . .. ..o o oo e e 241
Chapter 9. Conducting the Site Visit—Honing Your Observation Skills ........................ 243
Handling the site Visit. ... ... e e e 244
Learning more about theuser ... ... .. i 246
Taking notes on the user’s environment .. ...........ouuttetiiiiiiietinie... 249
Understanding the users’ goals. . .. ... .o i e 250
Understanding the users’ tasks. .. ...t e 257
Asking the user to talk to youand to thinkaloud .......... ... .. ... ..o ool 258
Noting where the user startsthe task. . ........ ... ... . i i 259
Noting what triggersthetask........ ... i 260
Taking down the level of detail you need for yourissues. ...................c..ooo.... 262
Capturing interactions with other resources: people, paper, programs.................. 263
Separating observations and inferences as you watch users ...................ooou... 264
Noting where the user ends the task (what happensnext) ............... ... ... ..., 267
Noting whether the user successfully metthegoal. ............ ...t 268
Going on to the next observation or the next part of the site visit...................... 268
Thanking the user, distributing presents, and taking yourleave........................ 269
References cited in the chapter. .. ... . i i 271
Other books and articles for furtherreading .. ........... ... . ..o il 271
Chapter 10. Conducting the Site Visit—Honing Your Interviewing Skills....................... 273
Listening—the most important part of interviewing ..............cooiiiiiiiean... 275
Setting expectations about roles and knowledge ............... ... ool 276
Planning the questions or issues for site visit interviews. .................cooven... 277
Knowing what you are tryingtolearn.......... .. ... i 278
Realizing the power of different types of questions............ ... ..., 279
Asking neutral QUESTIONS .. ...ttt e 281
Respecting silence . ... ... e 287

Watching body language and other signals fromusers . ............ ... . ... . ... L 287



viii B User and Task Analysis for Interface Design

Capturing exactly what the usersays. . .........oveitiniii ittt 290
Staying close to your site visit plan .. ........ .. o i 291
Being flexible. . ... ..o e e e 292
Giving users opportunities to answer the questions you didn'task...................... 293
Handling questions from users . . ... ....oiuitinin it 293
References cited in the chapter. . . ... ... i it 294
Part 4. Making the Transition from AnalysistoDesign ................... ..., 295
Chapter 11. Analyzing and Presenting the Data You Have Collected ........................... 299
Methods for organizing and analyzing yourdata ............. ... o il 302
Other methods for analyzingyourdata ........... ...ttt 329
Methods of enhancing your presentations. . ...........ovueiieeineeiieenneenneennn.. 333
Selecting the best methods for your analysis ............ ... il 336
Selecting the right methods for analysis depends on team issues. ....................... 339
References cited inthechapter. . ... ... ittt i 344
Other books and articles for furtherreading . ............ccoiiiiii ..., 344
Chapter 12. Working toward the Interface Design...........cocoiiiiiiiiiiiii i i, 345
Designing from what yow'velearned. ............ .. ..o il 347
Qualitative usability goals and measurable objectives. .............ccviieeiinnnn.... 348
Objects/Actions: Nouns/Verbs. . . . .....oviiiiiiii it i e i 351
Metaphors for the interfacedesign .......... ... ..o i 353
USE SCOMATIOS . . .o v vttt ittt et e e e 359
USE SEQUEIICES . .o v vttt ittt ittt ittt ettt 361
Use flow diagrams. . .. ...ttt i e 364
Useworkflows . . ... oo e e 365
Usehierarchies ... ... i i e e 367
Storyboarding and sketching........... ... .. i i 369
Video dramatizations . . .......couuuiinniinii ittt e 372
References cited inthechapter. . ........coiiiiiii i e iieeeeens 374
Other books and articles for furtherreading ............. ..., 374
Chapter 13. Prototyping the Interface Design .........ovvtiiivieenirieneennneennenns e 375
Setting thebackground. .......... ... .o i i 376
Building prototypes . . ... ..outin ittt e e e 381
Evaluating ProtOtyPes. . .. vvut ettt ettt e e et 386
Continuing the Process. . . .....ovut ittt e e 401
References cited in the chapter. . .. ... ottt e et eiieee e 403
Other books and articles for furtherreading ..............c i i, 404
Chapter 14. User and Task Analysis for Documentation and Training.............cooovuiiuinn.. 405
What types of documents and training materials need user and task analysis? ............ 406
What counts as documentation or training in a software application? . .................. 407
Why are there so many types of communication in software? .......................... 409
Who should prepare documentation and training materials? .......................... 411



Contents B ix

What might you do during site visits if your focus is documentation or training? ........ 413
What can you do with the information you gather during site visits? .. ................. 418
How do you move from decisions to prototypes? .........c.vvuiurieeerrennnnneeenn.. 423
User’s manuals: Why is organizing by users’ tasks so important?....................... 425
Getting started manuals: What is minimalism? ............... ... ..o oot 427
Online help: What do people wanttoknow? .. ........... ... i, 428
On the screen: What is an embedded performance support system?.................... 430
What about the Web? . ... e e 432
What about computer-based and Web-based training?. ................ ... ... 435
N0 ¢+ 15 1 P 436
References cited inthe chapter........ ... .o i i it 436
Other books and articles for furtherreading ............ ... ... o i, 438
Bibliography ..o e e e e 439
Appendix A. Template fora Site Visit Plan ........ooiiiiiiiiiiniiniiiiiiiiieiiennennnnns 447
Issues and ODJECtIVES . . . ..ttt e e e 447
Participants . ... ..o i i e 448
o 14 1o o T 448
Schedule for the field study project . ...... ...t 449
ReCIUiting. . . ..o e 450
Data collection techniques and schedule for each site visit............................ 450
TOAMIS « .t e s 451
Materials. . ..o e e e 451
Media ...t e e e 452
Data analysis and reporting . . . .......ouuuutetiiiite ettt 452
APPENAIXES. . oo ettt e e e e 453
Appendix B. ReSOUICES .. ..uuuuiiiiiiiiiiiiieinneeersesesesesencossasasancennnaaanes 455
Appendix C. Guidelines for User-Interface Design ...........ccvveereeenerenrenenennanans 457
MenUS. .. e it 458
WINAOWS .« ..ttt et e e e e e e 460
Dialog DOXeS. . . oo e e e 464
CONTIOLS . . vttt e e 467
10T ) 1T 471
107 ) 473
Behavior. . ... e e 475
Language ... e 477



