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INTERACTION

Lecture 20 - Chapter 11
User support

e Issues
— different types of support at different times
— Implementation and presentation both important
— all need careful design

e Types of user support

— quick reference, task specific help, full explanation,
tutorial

e Provided by help and documentation
— help - problem-oriented and specific
— documentation - system-oriented and general

— same design principles apply to both
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Requirements

e Availability

— continuous access concurrent to main application
e Accuracy and completeness

— help matches and covers actual system behaviour
e Consistency

— between different parts of the help system and paper
documentation

e Robustness
— correct error handling and predictable behaviour
e Flexibility

— allows user to interact in a way appropriate to experience and
task

e Unobtrusiveness
— does not prevent the user continuing with work
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Approaches to user support

e Command assistance

— User requests help on particular command
e.g., UNIX man, DOS help

— Good for quick reference
— Assumes user knows what to look for

e Command prompts

— Provide information about correct usage when an
error occurs

— Good for simple syntactic errors
— Also assumes knowledge of the command
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Command assistance

e Command Prompt - help copy

C:sDocuments and SettingssramoBBl .EC>help copy
Copiesz one or more files to another location.

coPY [-D1 [AU] [/H1 LAY + ~—¥]1 [7Z]1 [AA © /B 1 source [#A | ~B]

[+ source [AA | ~#B]1 [+ ...11 [destination [-A | ~B11]

Source Specifies the file or files to he copied.

oy Indicates an ASCII text file.

~B Indicates a bhinary file.

<D Allow the destination file to be created decrypted

destination Specifiesz the directory andsor filename for the new file<s).

<U Uerifieszs that new files are written correctly.

<N Uses short filename, if available. when copying a file with a
non—8dot3 name.

<Y Suppresses prompting to confirm vou want to overwrite an
existing destination file.

<Y Causes prompting to confirm you want to overwrite an
existing destination file.

oL Copies networked filesz in restartabhle mode.

The switch /Y may be preset in the COPYCMD environment variable.
Thisz may be overridden with -¥ on the command line. Default is
to prompt on overwrites uwunless COPY command is being executed from
within a batch script.

to continue
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Finding a command

e+ Command Prompt

For more
ASSO0C
AT
ATTRIB
BREAK
CACLS
CALL
CD
CHCP
CHDIR
CHEDS K
CHEHTFS
CLS

CHD
COLOR

information on a specific command, type HELP command—name
Dizplays or modifies file extension associations.
Schedules commands and programs to pPun on a computer.
Displays or changes file attributes.

Sets or clears extended CTRL+C checking.

Displays or modifies access control lists CACLs)> of files.
Calls one batch program from another.

Displays the name of or changes the current directory.
Dizplays or sets the active code page number.

Dizplays the name of or changesz the current directory.
Checks a disk and displays a status report.

Dizplays or modifies the checking of disk at boot time.
Clears the screen.

Starts a new instance of the Windows command interpreter.
Sets the default console foreground and background colors.
Compares the contents of two files or sets of fFiles.
Displays or alters the compression of files on NITFS partitions.
Converts FAT volumesz to NTIFS. You cannot convert the
current drive.

Copies one or more fileszs to another location.

Dizplays or sets the date.

Deletes one or more files.

Displays a list of files and subdirectordies in a directory.
Compares the contents of two floppy disks.

In unix we’d use “man —k” to find commands related to a keyword




e+ Command Prompt

C:sDocuments and SettingssramoB@l .ECrcopy ~ZZ
The syntax of the command is incorrect.

C:»Documents and Settings“ramoBBl.ECXcopy ==
The system cannot find the file specified.

C:»Documents and Settings“ramoldBl.EC>_
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Command Prompts - contd.

e The system should offer help on correct syntax
when a user gets the command syntax
Incorrect

e In WIMP systems, the menus provide a degree
of command prompting and error avoidance

— First, the menus (and toolbars/buttons) identify
available commands

— Second, the parameters of a command are set out
by the dialog of the command itself

— Third, any file parameters can usually be achieved by
browsing to a file



Command Prompts in GUI

e A GUI can prevent overt syntax errors through the

dialog structure

e Of course,
this doesn’t
mean the
users can’t
still make
errors in the
sense of not
achieving what
they wanted
(and possibly
not knowing
that they don’t
have what they
wanted)

Find and Replace

Find Replace | Go To
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Find what: |

Options:  Sounds Like (English)

Replace with: |

Search Options

Less %
All v

Search;

|:| Use wildcards
[v]iSounds like (English)!
[ ] Find all word forms (English)

Replace

Cancel
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Copy

.. Copies the selection to the Cliphoard.
e Context sensitive help

— help request interpreted according to context in which it
occurs. e.g. tooltips

e On-line tutorials

— user works through basics of application in a test
environment.

— can be useful but are often in flexible.
e On-line documentation
— paper documentation is made available on computer.
— continually available in common medium
— can be difficult to browse
— hypertext used to support browsing.




ALAN DIX, JANET FINLAY,
GREGORY D. ABOWD, RUSSELL BEALE

HUMAN-COMPUTER

INTERACTION

1IRD EDITION

Context sensitive help

saveAs 2 x|

Save in:

=) Comp Sci

-

Fawarites

.'i.'.U

|

Py Netwnrk
Places

LI awings
| 1CY and pubs

) Deputy HaD

) Executive committes
| JFaculty staffing

| JLeave and T&S Claims
|_IFERF

|_)Research committee

) Sabbatical

) Skaff Student committes
) Tutors Skaff

2K4Tthlesz  doc

4 |

Click the drive or folder that containg the file you
weant. The list of files and folders displays the
contents of the drive or folder you select.

a1 8 X T FEH - Toos~

Mo Help topic iz azsociated with this item.

@EDDD _Depk_ .ﬁ.nnual _Report, |:||:u:
@EDDI_Dept_.ﬁ.nnual_RepDrt.dnc
@EDDE_DEpt_.ﬁ.nnual_Repnrt.u:Iu:u:
@EDDE_DEpt_.ﬁ.nnual_Repnrt.u:Iu:u:
@.ﬁ._T_Cu:ummittee_nu:utes_June-Elf-l.
@.ﬁ.cademic iZmtke Minutes.doc
@.ﬁ.cademic Prograrnme, doc
@.ﬁ.cademic.ﬁ.dminDuties.dnc
@.ﬁ.cademy - skudent info.doc
®acs-rA-001 . doc

@.ﬁ.ir conditioning survey 4th Floor,
@.ﬁ.ir conditioning survey Skh Floor,
) aish_cCasDRIA_abstract.dac

*

File: marne: SE research review, doc

[ 2ave I

2ave &5 BYPe! |word Document (*,doc)

- Cancel |
e r
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) Microsoft PowerPoint Help - 0] x|
Mo - &
.
Contents I Bnewer Wizard  Index | AL _I

Copy a file
1. Tvpe keywords —
I.;.;.py; 1. ©nthe Standard toolbar, click Dpen =

| | H 2, Click a shortcut on the Places Bar, or in the Look in
Clear Searc bz, click the drive or Folder that contains the file
voul wank bo copy,
2. Or choose keywords 3. Inthe folder lisk, locate and open the Folder that
accent H contains the file wou wank ko copey.
access
action item 4,  Right-click the File you want to copy, and then click
achivate Copy on the shorkout menu,
:;3";? 5. Inthe Look in box, click the drive or Folder wou
- wank to copy the file to,

addition hd .

6. Inthe Folder list, locate and open the Folder wou
3. Choose a bopic (56 Found) wankt ko copy the file to,
Copy all Formatting From one obje 7. Right-click arywhere in the Folder lisk (make sure
Duplicate slides within a presentat™ woulr poinker is nok resking over a file in the list), and
Move or copy information betwee then click Paste on the shortcuk menu,
Collect and paste among progra Mote ‘“ou can also select maore than one file to copy at a
Copy an object Hme. 11
Copy slides with the slide finder P How?
|Duplicate a slide master




wizards and assistants
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e Wwizards

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

example: résume

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

must allow user to go back

e assistants

monitor user behaviour and offer contextual advice

— can be irritating e.g. MS paperclip

must be under user control e.g. XP smart tags

12



Welcome ta the MearkFar Dezigner Setup program.
Thig program will install MearkF ar Designer on pour
computer.

It iz strongly recommended that you exit all \Windows programs
befare running thiz Setup program.

Chick Cancel to guit Setup and then cloge any programs pou
hawe running, Click Mest to continue with the Setup progranm.

WAHMIMG: This program iz protected by copyright lav and
international treaties.

IInautharized reproduction ar distribution of thiz program, or any
portion af it, may rezult in zevere civil and criminal penalties, and
will be prozecuted ba the maximum extent possible under law.

_. ........ H E:.:t} ........ .\_I Eaﬂcel

................................
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Assistants

[E] Microsoft PowerPoint - [Lecture 17 User support.ppt] =1l =|
@] Ble Edt Vew Insert Format  Jooks  Sideshow  Window Help  Acrob s copy - X
8. DEEean 8y« ae s oo il What would you like to do?
: Times -2 -\ B I U & EE S| A 4 |E :
shdes 2 ® Copy all formatting from one 2 pr——— v
object to anather Teut Layauts e
@ Duplicate slides within a
presentation T
Assistants @ Move or copy information
between programs 2
@ Collect and paste among =
o iy prograrms peet
B3
Copy a file e
14 ‘
See moare. ..
ent Layouts
s ==
e 2| e
s || —
= EEI .
6 . =
B Search —
TR
P e — | 7
ggﬁ ﬂ ki j ;t::orwl-:::::::serting new slides - 14
ED[aw'@ Autoshapes » ™. w EIOA[:::‘: o] [ &vivévf_- = m il .
Slide 11 of 22 Elank English (Mew Zealand) 5 v
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Smart tags
Let you know the system has a series of options available with
respect to the most recent action (e.g., after Edit Paste)

il SE research review.doc - Microsoft Word

=10l x|

Type a question for help = 2

TE.

Fil=  Edit

Wi  Imsert  Format  Tools  Table Acrobat

Se-o- | QBEORE= S BT 0% -3,
4 Mormal v TimesMewRoman = 12 - B T U E I=- itz i [~ & - i'
L] q-|-1-|-2-|-3-|-4-|-5-|-5-|-?-|-s-|-~3-|-1n-|-11-|-12-|-13-|-14-|-15_ ZI
e LS e R e S S s S b '
TIF, competitively awarded scholarships from o, Faculty, Department, and
Government. Joint papers between research students and SIE G members 15 the norm and

Window  Help

-

" students are encouraged to attend conferences and present thewr papers (dependant upon
N available funding from the department and research projects). The number of PhD and
N Llsc students working in this domain over the last five years 15 as follows: SIEG

.

: 1595 2000 2001 2002 2003

N PhD 1 0 3 3

. M=c 5 8 15 13

7 Publications

N Ilembers of SIEG are active in their research domains leading to many publications,

= often in the more highly ranked journals and conferences of their fields (e g, ACH

T Tranzactions on Databasze Systems, IEEE Multimedia, TEE Software). Ower the last five

vears there have been approzimately 200 publications from this group, the vast majority
in refereed outlets. A summary of publications per year 15 shown below.

- 1959 | 2000 | 2001 | 2002 | 2003
= Books (authored & edited) - 1 1 3 2
N Eook chapters 1 - 2 - ]
= Eefereed journal articles 7 d & b
= Feferead rFanferenre v or eedin oo 11 e e L] M
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Adaptive Help Systems

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

e Problems
— knowledge requirements considerable
— who has control of the interaction?
— what should be adapted?
— what is the scope of the adaptation?

16
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Knowledge representation
User modelling

e All help systems have a model of the
user
— single, generic user (non-intelligent)
— user-configured model (adaptable)
— system-configure model (adaptive)

17
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Approaches to user modelling

e Quantification
— user moves between levels of expertise
— based on gquantitative measure of what he knows.

e Stereotypes
— user is classified into a particular category.

e Overlay
— Idealized model of expert use Is constructed
— actual use compared to ideal
— model may contain the commonality or difference

Special case: user behaviour compared to known error
catalogue

18
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Knowledge representation
Domain and task modelling

e Covers
— common errors and tasks
— current task

e Usually involves analysis of command
sequences.

e Problems
— representing tasks

— interleaved tasks
— user intention

19
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e If we give agents a ‘face’ the
metaphor is of an
‘intelligent’ assistant

— Patti Maes espoused
assistant agents in the '90s
for sorting news, email, etc.

— Combines probability with
agency
— An agent is something you
can ‘trust’ to do a task for
you
e E.g., an e-commerce agent
might make purchases or

sales for you within
specified parameters

» |t seems more like an agent
and less like a tool when its
reasoning is opaque

LInsure
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Eric. | I'd ke o caich up on plans for the conl.
'dikeocaxchuponplansiorbeconl. || T e

sassion on decision making. How about spealing by phone sometime round Zpm on
speaking by phone sometime around 2pm on Fit EUWWFMW.

Fi? Looking forward to dinnq

rdmiomuponpmmrm conl
s@ssion on decision making, How sbout 3
speaking by phone somebme around 2pmon
Fii? Looking forward to chatling. :

~Robert 1

I'd like to cetch up on plans for the conl,
su56i0n On dedision making. How about
spaaking by phone sometime eround 2pmon
Fii? Looking forward fo chattng, &

=Roben

Figure 2. LookOut sequence showing its operation in its explicit social-agent modality. A new message (top left) is analyzed
and a decision is made to engage the user in a dialog (left). After receiving confirmation via speech input, the system creates
an appointment and presents its guess to the user for refinement (right).

http://www?2.sims.berkeley.edu/courses/is296a-4/f99/papers/horvitz- 21
chi99.pdf#search=%22lookout%?20outlook%20horvitz%22
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Including ‘buggy rules’

e A great application of adaptive Ul is in online
learning environments
— Also known as ‘Intelligent Tutoring Systems’

— Want to represent the ‘syllabus’ (what user should
know)

— And an overlay template for each user (how well
they know each concept)

— And possibly common ‘bugs’ or errors that users
make

e Ways they commonly get a program or procedure
wrong

e They you can recognize the bug and give special advice
on how to avoid it

22
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Knowledge representation
Advisory strategy

e involves choosing the correct style of advice
for a given situation.
e.g. reminder, tutorial, etc.

e few intelligent help systems model advisory
strategy, but choice of strategy is still
Important.

23
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Issues in adaptive help

e Initiative
— does the user retain control or can the system direct the
interaction?

— can the system interrupt the user to offer help?

e Effect

— what is going to be adapted and what information is
needed to do this?

— only model what is needed.

e 5Scope
— iIs modelling at application or system level?

— latter more complex
e.g. expertise varies between applications.

24
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Designing user support

e User support is not an add on’

— should be designed integrally with the
system

— Common problem is that user support gets
sgueezed out as a project runs over time
(bad mistake!)

e Concentrate on content and context of
help rather than technological issues

25
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Presentation issues

e How iIs help requested?
— command, button, function (on/off), separate
application
e How iIs help displayed?
— new window, whole screen, split screen,
— pop-up boxes, hint icons
e Effective presentation requires
— clear, familiar, consistent language
— Instructional rather than descriptive language
— avoidance of blocks of text
— clear indication of summary and example information

26
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Implementation issues

Is help What resources are
— operating system available?
command — screen space (problem with
— meta command (i.e., a online help is that it occupies the

same screen as the application!)

command option) _ memory capacity

— application

— speed
Structure of help data
. . Issues
— single file (XLM?) - -
: . — flexibility and extensibility
— file hierarchy hard
— database — hard copy
— browsing

27
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D@S'gn 1-0 user WordPerfect 11 Template
: - Right end
le i Fi F2 F3 F4 | of Template
| | RR 2} oo INSF =m0
heeds | e 0| o g i
GRAMMATIK AULER el HIO JUSTIFY LEFT L i_
- THESAURUS | FiD PREV | REVEAL CODE|  ENAT wi | PAG JUSTIFY RIGHT R
] WHAT'S THIST|  FIlD HEXT BANE WEWDOL | wev | UL REOD i |[@®=
& _g HELP SAVE AS OPEN P mmtmﬂ v I® Eij
Left end | b et -
f l l.i_ SET KETROARD FREFERENCES T0 WFWIN 11 KEYBOARD L 3
® The User SUppO rt Wienpiaie Templates are 14" x 1-5/16"

plan must fit the users’ needs

— Possibly multiple strategies for multiple types of
users

— Must fit the flow of work that you expect from the
user

e Will they have time for online help when they actually
have a problem (in air traffic control)?

e Can they reasonably be expected to do a tutorial or
training course in advance?

e Can we design a keyboard overlap template or quick
reference card (Word Perfect had a great overlay)

28
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