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Recognize the importance of user support system
Describe different user supports and their
features

Learn the steps in developing a help manual

.s User Interface Design (UID) @
UCSC

Prof. K. P. Hewagamage




10.1. Types of user supports
10.2. Features of user supports
10.3. Interactive user supports
10.4. Writing help manual
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Introduction

There is often an implicit assumption that if an interactive
system is properly designed it will be completely intuitive
to use and the user will require little or no help or training

The user will require assistance at various times and
design this help into the system.

Users need different types of support at different times.
Hence, the design, implementation and presentation of
help system are very important
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Introduction

We see many terms and types of help systems used in
the context of system: "Help,"” "Support,” "FAQ,"

"Docs,

Knowledge Base," etc. All these intend to

provide assistance to users.

Breaking them into
topics and subtopics
when the help system is
large
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Google Help Centers

Yisit our Help Centers to leam the ins-and-outs of Google products and solve any problems you encounter,

For help accessing a Google product, visit the Google Accounts Help Center
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Types of user support

quick reference

a reminder to the user of the details of tools he is basically familiar
with and has used before.

It may, for example, be used to find a particular command option, or
to remind the user of the syntax of the command.

task specific help

Task-specific help is required when the user has encountered a
problem in performing a particular task or when he is uncertain how
to apply the tool to his particular problem.

The help that is offered is directly related to what is being done.
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Types of user support

full explanation

The more experienced or inquisitive user may require a full

explanation of a tool or command to enable him to understand it
more fully.

This explanation will almost certainly include information that the
user does not need at that time.

tutorial

This is particularly aimed at new users of a tool and provides step-
by-step instruction of how to use the tool, using some working
through examples.
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Quick Reference

HERE'S THE MANUAL FOR YER NEW
SOFTWARE ... ALL 16 VOLUMES.

THANKS, BUT | THINK I'LL WAIT FOR
THE READER'S DIGEST VERSION.

© 2009 Ben Minson

http://www.writersua.com/articles/quickref/index.html
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Quick Reference

it is like a short version of a manual, which shows
information of hundreds of pages in one page.

The mot important information will be shown using few
words with clarity.

Situations where quick reference guides will be helpful.

One-time setup : The product requires one time set-up process
which will work continuously afterwards

Limited functionality : The product has a small set of tasks

Core tasks: The users perform core tasks of the system very often
Transition from legacy systems

Large documentation set

Busy users
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Quick Reference

Challenges that will be faced when developing a quick
reference guide

Time and associated cost to create

Limited reuse of content

Learning curve

Accommodating requests to add more

Localization

Advantages of having a quick reference guide
Communication is simple
Can develop design skills
Perfect solutions for handouts
People will actually read and review
Using the documentation is easy
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Help Advantages

1.

Customer Satisfaction

The main advantage of a help desk is to improve customer
satisfaction.

Customers know exactly where to go for information
because the contact information is clearly visible on
product brochures and company websites.

Some companies outsource their help desk services to
offshore companies.
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Help Advantages

2. Quality Improvement

Help desks can contribute to improve the quality of a
company's products or services.

When customers call a help desk, specialists typically fill
out problem reports describing the call.

Companies can use software to tabulate and track these
reports from initiation to resolution.

Designers can review these problem reports to implement
improvements.

If several customers call with the same problem, the help
desk might alert quality control and possibly senior
management so that the company can fix the problem
quickly.
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Help Advantages

3. Process Efficiencies

A central help desk department means customer support
calls come to the same people.

This enables staff members to build on their skills and

become experts in several technical areas, which in turn
leads to faster problem resolution.

Help desks are often part of corporate information

technology departments, which can enhance process
efficiency
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Context Sensitive Help

This can be implemented using,
Tool-tips
provide a terse brief narrative of a GUI widget
display a complete topic from the help file

Button
Changing the pointer shape to a question mark %? |

Test

Test the Query

http://www.answers.com/topic/context-sensitive-help#ixzzinV4geHan
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Context Sensitive Help

Mainly there are two types of context sensitive help.

Window level context sensitive help
This displays help in a specific window.

It can also be designed to display the table of contents and other
navigational features.

Field level context sensitive help
This displays one help topic for each object.
It displays either in a specific help window or in a popup.

This is easier for the user because the help will be shown at the
request.
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Context Sensitive Help

ﬂ Day of Week Calculator

Lizts the available folders and files. To see where the current
Dﬂy Of WEEk CGICUI ﬂ‘l’Dr‘ falder iz located in the hierarchy of folders on your computer,

click the arrow.

The box below lists the folders and files in the zelected

Year location. To open ary falder ar file, click itz name in the list.

To open the folder one level higher, click on the toolbar.

Type the value for the year, from 1900 to

2100, E? Day of Week Calcul . [Ij[=]E3

Month Year

Click the down arrow and select the month

from the list. Type the value for the year,

from 1900 to 2100,
Day Ll

Type the value for the vear,
Type the value for the day, from 1 to 31, from 1900 to 2100

Calculate Day of Week button

Click to display the day of the week for the
entered date.

window level context view help Field level context sensitive help
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Features of User Support

Availability
User should be able to access the help system
without quitting the application, and it should be

available on the demand

Accuracy and completeness
User should be able to get help according to actual
functionality/behaviour of the system. When the
version upgraded is done, this is a common issue

with the help system

Consistency
Different description between different parts of the

help system and paper documentation should not be

appeared
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Features of User Support

Robustness

User should be able to get help based the error or wrong
actions committed

Flexibility
allows user to interact in a way appropriate to

experience and task. In some cases, hypertext based
help systems is a flexible approach

Unobtrusiveness

Help system should not prevent the user continuing with
work
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Help Systems

Help Window

These are the help windows that are use to display some descriptive
information with regard to a control.

Specialty in this help system is we can not add any images to these
windows in addition to texts.

Example of a help system: Microsoft Office Help
Help documents

This help systems are produces PDF files that are platform
independent.

Benefit in these help systems is it is familiar for the users to use and
easy to sear content.

Example of a PDF help system: Stata reference manuals
http://www.stata.com/manuals13/gsw4.pdf
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Help Systems

Help on the Customer control E] Acrobat Reader - [Software Manual.pdf]

'E File Edit Document Tools View Window Help - 8 x
& This contral is used ko enter ron
\y the customer name, (= E &' {E - &4 ﬁ v 4 4 b bWl € % {fr? @l T T - ! ;ﬂ
Caution; Only the name musk
be entered. The First name will (= 61% - @ D @ 0 -
be entered in the "Firsthame" N
Eral, -
contro f EB- Bookmark T :‘
= [ ] Table of Contents - The Toolbar
E . Thea Mair Tooltar, as shomn balow, gives you bulTons to sakect waricus functions within
-"é D IﬂtdeUCtlﬂﬂ EasyHaln. Soma of tha functons ara listad bakow.
& |- » OFEN
'_ﬂ Fart 1 & EE;IErE
}D Chapter 1 : |-r\sest-1-' IMAGE
Th'E Tﬂﬂlbﬂr _____ D Inatalling * INSERT THELE iﬂ'?
The Main Toolbar, as shown below, gives you P [ Menu B W b m e G L = T
buttons to select various functions within ehtl Dar
EasyHelp. Some of the functions are listed o D Toolba EE L s |
below. -] Chapter 2 =
-] Chapter 3
» COPEN I]F'El't 2
» SAVE
+ COMPILE L] Chapter 4
» INSERT IMAGE -] Chapter 5
+ INSERT TABLE ] Appendixes
-] Appendix A
-] Appendix B
=@ b 0% | ¥ @ |11 Appendix C
| L) W 4] 20f12 » M 226x1183n O = & 4|
X 1t & & 2 —
Contents Index
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Why help systems?

23

If the user doesn't know all the services provided by the
system they can use help center and get aware of what else
can be done with the system.

If the user doesn't know how to begin the interaction with
the system they can use the help center.

If they don't understand what are the special icons or
buttons are for then user can get help from the help center.

Because of the poorly designed help systems most of the
time users get in to the wrong track so finally they decide
not to use the help system any more.
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Why sometimes users do not use help system?

Poor user interface design
Users unaware that there is a help system
Takes too long to access

Users expecting one kind of information and getting
something different

User is an expert in the field and need less help
Poor usability
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Developing help system

Rule 1: Don’t force users to move between topics to solve a problem
Rule 2: Only index the main theme of each Help topic

Rule 3: Don’t require users to make a conscious decision to access Help
Rule 4: Only include images when they add value

Rule 5: Write topics that answer users’ questions

Rule 6: Don’t be a slave to consistency

Rule 7: Don’t be tempted to provide too much information

reference

http://www.ellisonconsulting.com/downloads/Seven Golden Rules of
Online Help Design.pdf
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Designing documentation level help

Use clear structure with headings to provide signposting.
Organize information according to user tasks.

Keep sentences short, to the point and jargon free. Use
simple but unpatronizing language.

Set out procedures in order and number steps. Highlight
important steps.

Use examples where possible.

Support searching via an index, contents, glossary and free
search.

Include a list of error messages.
Include Frequently Asked Questions (FAQ) with clear answers.
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Offering Effective Online User Support

What types of assistance should you offer your web users?

Contextual Help

Frequently Asked Questions or Knowledge Base

Training Media files such as video, audio or presentations
Online User Guides

User Forums/Message Boards

Interactive Assistance
Email
Real Time Chat/Conferencing
Online Help Desk or Ticketing System
Phone
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Interactive User Support: wizards and

assistants

wizards

task specific tool leads the user through task, step by step,
using user’s answers to specific questions

example: MS Office Wizard to resumeé

useful for safe completion of complex or infrequent tasks
constrained task execution so limited flexibility

must allow user to go back

assistants
monitor user behaviour and offer contextual advice
can be irritating e.g. MS paperclip (office 97)
must be under user control e.g. XP smart tags
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Wizard

E InstallConstruct Wizard - Package Type
Inﬁta" Y'ou have options to create:;
Construct

{(®) & zingle package installer
Create a Setup file and package your filez into a zingle installer.
[ Multiple-volume package.
() & Setup file with cabinet file
Package your files into cabinet file and create an installer.
[ ] Multiple-volume cabinet files

(3 AwWeh Contral Inztaller
FPackage your Cantralz inta CAR file for Internet Cormpanent D awrload.

() A CO-ROM and Metwork Installer
Create an inztaller.

() A single package Web Installer

Create a Setup file and package your files into a single installer, and
add it into a CAB file for Internet Component D ownload.

[ Installin zlent mode without user choices

Create/Tools [] Create M5 Installer

[ < Back ” Mext > l [ Finizh ][ Cancel ] [ Help
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What is a Wizard?

This is also called a setup assistant which provides the user
with a series of dialog boxes or forms so the user can get
the tasks done easily. This will guide the user through
predefined steps, that will make complex and unfamiliar
tasks easy.

Few characteristics of wizards

Provides a form or set of forms that gathers information from the
user

Provides navigation buttons (such as the standard Next, Previous,
Cancel, and Finish buttons) that make it possible for the user to
move back and forth between pages

Provides the ability to launch the wizard either from a command bar
control or by creating a new document based on the wizard
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Advantages of using wizards

It's easy to use
It's good for the beginners
You can give detailed instructions on each frame of the wizard

Saves time because the user does not have to think about where the
information is placed in the final document.

Disadvantages of using wizards

Time consuming
Lack of flexibility
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It appears you are robhing an Alliance-
secured hospital. What would you like to
do?

= Q@ Uz pultmonary stimulstors and cardiac
infusers.

o [+] Apply the cortical electrodes.

Q Ching-weah TSAD duh liow mahng. Shiny.

[%] Apply them... electrodes.

W See more, .,

& Tps @ Options @ Close
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Interface agents

Due to the strong negative responses from users as well as
Microsoft employees the default assistant clippy feature
was turned off by default in Office XP.

However Clippy ends up in Office as a floppy disk ejecting
pin for Macintosh computers.

Some reasons for the above negative response:
Annoying and distracting characters (Some users claim that,
“The agents are cute the first time, silly the second time, and an
annoying distraction the third time")
Poor market performance
Users' lower feelings of control and self-reliance ( Users should have
the feeling of they did the work, not some magical agent)
Lazy programmers and quickly references (agents make programmers
lazy, because then the program has the right to be quirky)
can deceive, confuse, and mislead users
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Interactive Agents

an interactive instant messaging agent built by Colloquis, Inc.
http://www.wikihow.com/Use-SmarterChild-to-Find-Information-Through-
Instant-Messenger
This agent can search for you, fill on-line forms for you and answer your
queries.

Interactive agent called 'Peddy’ from Microsoft. Microsoft's intent is that this
interactive agent can be authored for educational and a variety of other
uses.You can get more information from this link:
http://ldt.stanford.edu/~slater/pages/agents/main.htm

MS agents called Merlin, Genie, and Robby. Merlin is the only one included on
Windows® operating system. There are more information about MS agents in
this web page: http://rainbow.arch.scriptmania.com/merlin/index.html

= &
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What is the Adaptive Help Systems?

Use knowledge of the context, individual user, task, domain
and instruction to provide help adapted to user's needs.

In detail:

Adaptive help systems attempt to address problems of users
by adapting the help that they provide to the individual
user who is making the request and by actively suggesting
alternative courses of action of which the user may not be
aware.

They are special class of Intelligent Systems
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Ask someone

When you have a problem, you may prefer to ask how to do
it by someone rather than searching documentation.

Someone = local expert

These local experts could help you depending on your
background as well as the problem in hand.

This is the real world adaptive system.
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Poor Help Messages

Failed to print document

-

Printing is not supported on this printer.

Close

Error Reminder

O

B |
You will receive an error message
in the future. Get error message:

Delete free space

#iKeyboard not plugged

P [=] B3

Windows 95 was unable to detect

vour kevboard. Press F1 to retry or
F2 to abort.

)

Warning

Proceeding with the operation 'Delete’ wil
erase the contents of your hard drive.
What do vouwish to do?

Proceed

Delete

Internal Error

A

|
A application from a vendor other than Microsoft has been
detected. Thiz iz a violation of the Microzoft End User Licenze
Agreement [ELILA) Windows will now cloze, Pleaze contact
Mizrozaft technizal zupport at 300-976-\WAIT [$2.55 per minute]

20060730 Jardan

DI Distant..

[+~ Found Mew Hardware
Windows needs to install driver software for your Mass
Storage Controller

Emar

(S |

6 The aperation completed successfully

< Ad
Wil prilog on.
| 4] 8 |
T Do
Your device will not functicn until you install dmver scftware,
|_ Cancel |




" “four windows has been nurrarg bor 10h 37m 230 - B :
vy Mliciosoil dows ot alosy & wirsdows: Systen bo s longer Hhan that. You are trying to do something useful, for this

That it why wou compubes wll now crach you require a proper computer, and a mouse
with more than one button, Ask an adult to

-f_ help you buy one.

Thunh?

WFnZip n—

# '-."-.'lnflp could not save your regrstration crecentials i
| o sl 4
CAPro :_;lr.fnlr:'.eld'.'n.f-\.'llw ip .-.":.'||1?|F:.\.|.|n.~:_;|.

Windows Problem Reporting has stopped
Could not write data to file, error code = 3 ity working
A problem cauted the program Lo stop working correctly.

Windows will cloze the program and notify you if a solution is
DK available,

| Clase pragram

en Picts Won 1152007 938 PM 1.,

Windows Explorer X ST |

& Error Code 42 User Error, It's not our fault!

@ The folder 'C:4' does not exist.

Filezilla Error E|

@ DDE execute request failed: a request for a synchronous execute transaction has timed out,

Ok
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@ Did you know...

... that you're missing tips file.

¥ Show Tips on StartUp st Tin | Close I

Microsoft Help and Support Center

Microzoft Help and Support Center has encountered a 9
problem and needs to cloze. We are zony for the _/’I
INnCoONYenience.

|f oy were in the middle of zomething, the information pou were warking on
might be lost,

For more information about thiz emar, click here

Debug |

% Reserved Battery Level l =l | — |_ihl

¢ Plugin or find another power source

Your battery power is low (7%5). If you don't plug in
your computer soon, it will do nothing automatically.

= E e
Macromedia Dreamweaver lii-J

Mo error occurred,

MO! - Bad Useril

Mow wou've made us cakch this worthless exception and
Do mak da Ehis again.

j You've been warned 3 times that this file does nok exisk,
L

Microsoft Help and Support Center

Microzoft Help and Support Center has encountered a @
problem and needs to cloze. We are sory for the _/I
INCONYENIENCE.

we're upset,

[f you were in the middle of zomething, the information pou were warking on

might be lozt,

Faor more infarmation about thiz emar, click here,

Diebug |
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Web Browser

Stop unningthis st install ]

A script on this page is causing your web browser to run slowly, Corrupt installation detected.
If it continues to run, your computer might become
unresponsive.

ez l | [
e S —— Fatal Application Error
Tl reason i rod clea
Jazz Jackrabbit 2 Shareware zighaled the following intermal error:;
—k memalloc] Armnesia Error Out of memany
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Writing Proper Help Messages

It is important to write clear and understandable messages to maintain
the proper interaction at all levels of users

Users need to understand the terminology that is familiar to
them

Avoid using technical terms
Message should help the user to solve the problem

Message should be based on the context of the problem
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Help Documents Vs. System Documents

|dentify the target users
Help Documents - End Users
System Documents - Administrators or Maintenance Staff

Objectives
Help Docs. : Problem-oriented and Task specific
System Docs. : System-oriented and general requirements

Not a replacement for bad design but essential requirement
A perfect system may not require a help facilities

Writing Style: People do not like to read manuals
They need a help to solve the problem
Integral part of the system, not a separate thing
People perform better with improved help documentation
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Guide to writing help manuals

Table of contents (ToC)

Very important section

Mapped to static structure (e.g. Menu sysetem)
Index - important quick reference
Each section:

Explain reason(s) for concepts in the section
Describe concept in task-domain semantic terms

Show computer-related semantic concepts
Offer syntax

Try to predict common states and problems
Anticipate errors

Keep reading level simple

Develop manuals early and pilot test

Iteratively refine |
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