Ensuring Usability

Objectives and Outcomes

This chapter will help you accomplish these outcomes:

m Characterize usability and understand the crucial role that its principies
play in allowing people to accomplish tasks

Understand factors that characterize usability and usability testing

Differentiate and use text-based testing, expert-based testing, and user-
based testing '

Identify, plan, and conduct various types of usability tests based on user
and task analyses

- m Define accessibility and understand the relationship between
. . accessibility and usability




hink about the last time you used directions to assemble or use a plét:.' of
equipment. Were the directions clear, well organized, and helpful? Now
consider the last time you encountered new computer software or used a

Web site to accomplish a task. Did the design of the software or Web site help or K

hinder your ability to complete your task? Documents and interfaces that are
difficult to understand or use or that make your experience unpleasant indicate
poor usability, To be usable, communication — including documents, software
interfaces, Web sites, and other media ~— must succcssfully meet the needs of the
people using them in complex situations.

Although ensuring usability is an important step in creating documents,
designing Web sites, and developing software interfaces, it too often receives
inadequate attention or may even be overlooked during product dcvelopmcnt.
Time constraints, tight budgets, and lack of expertise in usability often limit
usability testing of print and online texts. In the long run, however, attending to
usability throughout the design and development processes saves time and money.
Good usability reduces costs incurred through fixing problems later, reduces the -
need for user support, and increases customer satisfaction. Within a company,
high usability also reduces costs by increasing employee productivity.

hilitv sites

This chapter beins with a discussion of principles that guide usablhty and
then defines usability testing, identifies various types of usability testing,'and:".
considers their i importance. The majority of the chapter focuses on ¢ondiicting
usability tests and reporting the results. The final section discusses accesslbllity,
which is an important corollary of usabxhty '

)

.

The goal of usability is to place user concerns, rather than text features, at the
center of the design and' development processes. Usability responds to the needs,
goals, skills, and contexts of people who are completing a process or usmg a
product. o ;

This chapter focuses on the way that texts interact with users to aﬂ'ect
usability. 'Iexts :Lffcctmg, usability may be dlsplaycd in various materialities and,
thus, ne(# | cxpa.ud the meaning of the term “text.” For example, the texts
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)« is usability defined

in your discipline or
profession? Why is}:*
usability important in
your discipline or

Definition.of Usability

In technical communication, usability is the degree to which texts, regardless of
their materiality or mode, cffectively and casily enable people to accomplish their
goals. Usability is one aspect of the larger concern of usefulness. Usefulness also
encompasses wzility, or the degree to which a product and related texts are
adequate for the intended purpose. Thoughout this chapter, you will see that
usability, usefulnc_:ss_. and utility are interdependent. As researcher Barbara Mirel
suggests about software interfaces, “Fase of use involves being able to work the
program efficiently and easily; usefulness involves being able to use the program
to do one’s work in context effectively and meaningfully. Stripping usefulness
from ease of use and focusing primarily on the latter is an incomplete recipe for

usability or user-centeredness.”* The same can be said of all types of
communication. '

.
i

£

Critical Principles

Usability is guided by five critical principles that can be applied to many types of
print and electronic texts, oral presentations, and visuals. These principles apply

equally to the usability of texts, objects, and processes with which people
interact.*

w Learnability. How easily can people leatn to use the text and the product?
How quickly can they become productive using them?

m Efficiency. How productive;aré;pcople using the text and the produci?

W Memorability. How well do people remember how to use the text and the
product from one use to the next? AR "

PR o
’ R

m Error Recovery. How many errors do people make using the text and the

product? How serious are the errors and how quickly can users correct ‘
them? ’ -
W Satisfaction. How satisfied are people with the performa%q@ei of the text and
" the product? Do they enjoy using them? o ,

‘ o

These five principles can be used to assess the usability of different types 'of ~ Inter)
texts that technical communicators and technical professionals typically. develop:: - - influencec
Figure 9.1 provides representative quiestions you can ask when yowuse these 1y the users’
principles’) assess usability of software interfaces, Web sites, and print information:: complexit

'

v
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ect any one of the
other usability principles
and explain how it
might be interpreted in
various situations, both
simple and complex
and with both print and
electronic documents.

automatic teller machme (ATM) falrly quickly and then learn to use other ATMs
even more quickly because the task is simple, the instructions are short, the ‘
sequence of steps is usually intuitive, and the process is very similar from one
situation to the next. What determines learnability in this situation? A simple
measure could be that a person could make a withdrawal from virtually any
ATM, whether in the United States or in another country.

However, people typically take much longer to learn more complex tasks such
as manipulating digital images. When faced with a new software for manipulating
digital images, they may be faster than the first time th{:y ever tried this type of
software, but they probably won’t be speedy. The task is complex, the instructions
are usually long, the sequence of steps is not necessarily intuitive, and the process
is usually idiosyncratic from one situation to the next. What determines
learnability in this situation? Unlike using an ATM, using software for
maﬁipuiating digital images is a complex process, so measuring its learnability is
more complex.

%«v

rative is an adjective
that means

“repetitious.”

= In computer program-
ming, iterative de-
scribes a sequence of
instructions that can
‘be performed multiple
times. One pass is
called an iteration. If
the sequence is exe-
cuted repeatedly, it is
called a loop.

m In software develop-
ment, iterative
describes heuristic
planning and develop-
ment processes; an
application is devel-
oped in small
sections called
iterations. Each
iteration is reviewed
and critiqued by the
software team and
potential end-users.

m In usability testing,
iterative describes
the cycle of testing,
rewriting, and
retesting.

Now that you have a basic understanding of usability principles and the
complexity of measuring them, this section focuses on defining usability testing,
identifying the types of such testing, and considering the importance of
iterative testing.

Definition of Usablllty Testing

As you've learned, usability is the degree to which texts (regardless of thelr
materiality or mode) effectively and easily enable people to accomplish their goals.
Usability testing is a structured process that gathers information about specific use
from people similar to the intended users. This user-centered approach to testing
allows people involved in all aspects of design and development to assess usability
by observing people i mteractmg with products and texts. Usability testing provides
a realistic context (whether in natural workplace settings or in testing labs) for
measuring learnability, efficiency, memorability, error recovery, and user
satisfaction.

Purposes.  Usability testing has both immediate and long-term purposes. The
immediate purpose is to identify problems prior to the release of a text so the
problems can be fixed. A long-term purpose is to maintain a historical record of
test results and benchmarks that can be referenced during development. This is
particularly helpful for future editions of documents, for the development of’!
additional materials,.or for new versions of Web sites or interfaces.; - - iy,
+In usability. testing, test administrators elicit feedback: from: subJect matter; ;i
experts, dqslgn and development professionals, and either actual users.or testers.

v
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Hecessarily representative. Usability tests, whether conducted in usability labs or in

who represent various user groups: With effective planning, implementation, and
evaluation, usability testing provides specific and useful information.abdir how
well texts meet usability principles. Choices of testi ng procedures and selection of

test participants provide information about the ways in which users think, believe
feel, and perform:

m Cognition. How are users thinking about the text?

W Perception. How do:users understand the text? Envision results of use?

m Affect. What are users’ attitudes toward the text and the process they’re
engaged in? .

u Performance and behavior. What do users actually do with the text (and,

of course, with the product)? How do they try to solve problems? What do
they do when faced with a problem?? '

Quality Standards. Usability testing is one method of ensuring high-qualicy |
texts. When a text is not usable, various kinds of minor, moderate, or severe
problems result. Minor problems probably irritate users, but they do not actually
delay the completion of the task. Moderate usability problems actually hinder
completion of the task, but users usually can develop workarounds. However, i
severe usability problems prevent the completion of the task or “result in |
catastrophic loss of data or time.” '

Many types of communication benefit from careful testing: Web sites,
software interfaces, online help and user manuals, form letters, advertising copy, |
product descriptions, spec sheets, and standard sections of proposals (such as the
boilerplate sections about an organization). Usability testing should not be limited
to the language sections of communication; other components should be tested as
well, including visuals and the overall design. Your goal is to determine the
effectiveness of communication quality for the intended audience.

W W Ww i

esting results are only as good as the tests; they can be accurate but not
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}t validity is the

extent to which tests
measure what they

claim to measure.® Test

reliability is the extent
to which results on
tests are repeatable
and yield consistent
scores.” Valid tests are
always reliable, but
reliable tests are not
necessarily valid. In
what ways might weak
reliability or weak
validity of usability tests
distort the results and
lessen their usefulness?

Testing in Siemens’ ICM Usability Lab.® One of
the benefits of testing Is eliminating expensive
design changes at late stages of development.
This Is ane of the reasons that many companies
have g usability lab, The test participant in this
Photo is jn the Siemens' ICM Usability Lab,
testing a cell phone to determine how easy it is to
OPerate. Other typical users test the menus and
keys on cell phones and cordless phone in all
stages of development to determine their
ergonemic comfort, In various scenarios, users in

the lab Might use the phones themselves, print °
directions, or access online help.

e ————
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work sites,
> . i e
so when you're designing a test, you need to consider these limitations:

W Test participants. The usefulness of test results de
test participants who reflect the needs and attitud

es of the actual end users.
®m Test situation.

Testing doesn't guarantee a communication’s usefulness. In
order to be generalizable beyond the specific situation, tests need to be
carefully designed to reflect a variety of situations in which the
communication will be used.

W Tést techniques. Test techniques must be appropriate at various stages of

text development. Different stages require different procedures. For example,
user testing does not replace evaluations such as expert or technical reviews;
it supplements them. Your goal should be to desi

gn appropriate testing for
each stage of development,

W Testing procedures. Testing procedures can also affect results.

with effective planning, implementation, and evaluation, testing can provide
more specific and useful information than other forms of feedback
postpublication satisfaction surveys).

However,

(such as

Benefits

Everyone involved in the design and develo pment of technical communication —

writers, designers, technical experts, managers, designers,

editors, prepress
technicians,

print/production managers — agrees that testing takes time. The -

can't be conducted on every potential user and in every likely situation,

pends in part on choosing
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benefits, though, are undeniable, because a well-planned usability tc:srillg program

can provide invaluable information for revising and editing commurication,

Successful testing looks for unrecognized problems so that they can be eliminated;

testing communication for flaws you've already identified wastes time and energy.

Organizations must make testing part of their process development and
production schedules, or it simply will not get done. As the value of testing
becomes more widely recognized, more organizations are employing some kind of
testing. In the long run, testing during development and revision is much more
cost effective than dealing with the results of poor communication. Testing
throughout the development process increases the chances that serious usability
problems can be avoided. Waiting until the project is completed to do some kind
of testing usually means that no time will exist to incorporate necessary changes.

Three broad categories of testing — text-based, expert-based, and user-based
testing — are distinguished by the ways the information is collected and by the
nature of the feedback. Each type of test provides a different kind of feedback that
can be used to improve communication quality. When you have access to
information from several kinds of testing, you can suggest changes to improve the
functionality as well as the technical and textual accuracy of communication.
Perhaps more important, you can make communication more accessible,
comprehensible, and usable for your intended audience.

Most kinds of testing can be structured (that is, planned to include specific

- ‘Questions and tasks) or unstructured (that is, asking for feedback without specific

EBLINK

What important
information about
usability might you miss
if you just asked users
to recall the path they
took in moving through
a series of steps to
activate online banking?
To sort materials into
recycling bins? To store
hazardous products
according to OSHA
guidelines?

e ———
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)g:‘ne a technically

accurate text that is
assessed as having a
Flesch-Kincaid score of
8.0, but the lab
technlcians (all with
two-year or fouryear
college degrees)
consistently make
errors in implementing
the new process. What
factors in the text might
contribute to the
problem even though
the reading level says
“eighth-grade”?

questions or t;sks). And most kinds of testing can take place in an actual
workplace or in a usability lab.

Text-Based Testing

People doing text-base testing examine a range of local-level language, visual, and
design features and then draw conclusions about changes that are necessary to
improve the text’s accessibility and co mprehensibility, Text-based testing can
incorporate a variety of guidelines and checklists, readability tests, and computer
programs to assess structural and stylistic features (for example, types of sentences
or active versus passive voice). It can also incorporate analyses of the visuals and
the design, including comparisons between two (or more) design alternatives.
Figure 9.2 identifies the general functions, benefits, and limitations of four
common types of text-based testing,

Several simple text-based tests for consistency can be performed at any time
in the development process on selected pages or individual documents using
word-processing software such as Microsoft Word®. After checking the spelling
and grammar in a text, Microsoft Word displays two types of readability test
scores of your text: Flesch reading ease and grade-level ratings.

& The Flesch Reading Ease score claims to indicate how easy the text is to read.
It rates chunks of text on a 100-point scale; the h igher the score, the easier the
text is presumed to be. Standard documents aim for a score of approximately
60 to 70. Lower scores indicate that the text might be more difficult.

W The Flesch-Kincaid Grade Level score rates text on a U.S. grade-school
level. For example, a score of 8.0 means that an eighth-grader should be able
to understand the document. Standard documents aim'for a score of
approximately 7.0 to 8.0. However, the purpose(s) and audience(s) must be
considered in determining the grade level. '

Unfortunately, readability tests are not a uscful measure of the difficulty that
actual users will have reading the information. Why? These readability scores are
based on various ratios between word len gth and sentence length, While these
scores do little to reflect the actual difficu] ty of the text because they omit ;
consideration of critical factors such as content complexity, use.of explanatory
examples, use of visuals, and document design, these scores can be useful to) |
determine the relative c[i_ﬂﬁculry and the internal consistency of text. For example,
if you're testing pages for 2 Web site and some pages score 80 in the Flesch test
and others score 30, the range of scores indicates incongisténcy_ in the writing:
across the site. Consistency is an issue that should be resolved before the site is
tested with actual users. B R e Ry s

Text-based tests are useful for identi fying specific errors and for establishing
the presence or absence of common textual, visual, and design features. Quick
and inexpensive, text-based testing reminds writers and designers abour things
they need to check. However, such tests do have drawbacks:

verbal anc
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Test Types Phases in Development Functions Benefits

Post Release

“ -.

® They provide generalized information without criteria for assessing how
effectively a feature has been used.

m They ignore contextual factors.
® They do not assess the technical accuracy of a text.
® They do not indicate how actual users will respond to a text.

- Despite the obvious limitations, text-based testing can help assess a whole
- tange of factors related o language, visuals, and desi gn, such as adherence to

?erbal and visual coherence, adherence to visual conventions, and consistent

‘Ianguage conventions, consistent terminology, sentence structure, documentation,

Limitations

Can you think of any
circumstances in which
text-based testing alone
would be sufficient?
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‘ :Wy Isn't technical

accuracy sufficient for a

text?

at kinds of texts do
you think should be
reviewed and tested by

experts in several
areas? What areas
might benefit from
expert testing in
addition to those in

identified in Figure 9.3?

Phases in Development Functions Benefits Limitations

Test Types

design features: Since writers and designers have a difficult time seeing their own
errors, this kind of testing can be very helpful.

Expert-Based Testing

Expert-based testing includes several kinds of reviews: technical reviews by
subject-matter experts, substantive editorial reviews, and design reviews. Expert-
based testing is particularly useful for assessing technical accuracy and also for
selecting supporting evidence and for identifying the level of detail for the
intended audience. Recent workplace research supports the practice of using
several kinds of experts in testing. Figure 9.3 identifies the general functions,
benefits, and limitations of two common types of expert-based testing.

“Expert” does not just mean technical subject-matter expert (SME). For
example, consider the expert testing conducted for a user man ual accompanying
impendance spectroscopy software for a multinational market. The manual
benefited from review by three kinds of experts: experts in engineering, in
information design, and in nonnative readers of English.”

Expert-Based Testing
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Many large companies and agencies have formal review boards that.redd eyery
publication that goes out of the company; both to ensure techn ical
to ensure that writers are not unintentionall y tevealing proprietary information (that
is, guarded ot secret information such as production processes). Su

ch committees are
also somictimes charged with ensuring that texts adhere to the organization’s policies

and practices regarding publication, which might include anything from checking
the correet bibliographic format to assuring that the texts are coherent.

Formal review is a process that is mandated by some organizations. It is a
sequence or cycle that texts go through to be assessed for consistency and appeal in
format and design. Documents may move back and forth between writer, editor,
designer, and SME and then back two or three times, or perhaps a dozen or more
times. Similarly, a text may cycle back and forth between experts, for example, the
SME and a graphic designer. In many organizations, texts cycle through a review-
revise-review sequence several times, with different reviewers at different levels in

the organization who iden tify problems in textual and technical accuracy.

Informal expert-based testing doesn’t follow such 2 rigid process. Rather,
informal expert-based testing generally means stopping by the office of a colleague
and saying, “Sandy, I'd appreciare it if you had the time to read through this ro
check X You fill in the X, asking for a review of technical content, logic of your
argument, organization of information, and so on. As you develop a significant
text or presentation, you may sce that it receives dozens of these informal reviews
by various kinds of experts.

Although experts can examine both specific and overall features of a text, they
cannot predict how actual users will respond, largely because they know so much
more than the intended users. However, feedback from experts is important
because they can identify areas that need improvement in accuracy, completeness,
coherence, consistency, and appeal for the verbal and visual aspects of a text.
Revising and editing are much easier when you have expert feedback.

[ccuracy as well as

User-Based Testing '

Because text-based testi ng and expert-based testing aren’t always sufficient
predictors of usability, user-based testing elicits information directly from users.

Revisions based on user feedback is so important that the U.S. government urges

federal departments and agencies to user-test their documents. Figure 9.4
identifies the general functions,

benefits, and limitations of five common types of
user-based testing.

Information collected from users as they read and use a text is called

concurrent testing. Information collected from users after they have finished using

4 text is called retrospective testing. Generally, writers have their choice of two
kinds of concurrent testing,

oncurrent Testing.  One of the most effective kinds of concurrent testing

- 1nvolves creating brief, realistic scenarios to which users can respond. Scenarios are

*

Experts know an
immense amount about
their area of special-
ization, certainly much
more than average
users. Why can't they
assume the role of
users and identify
problems in a text?
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what usability researcher Ginny Redish calls an “intersection of user analysis, task

analysis, [and] context (environment) analysis” that capture a story of who, what,

why, and how." For example, imagine that an online airline reservatiof system is

et testing whether a new site design is accurate, fast, and hasslé-frée for users. Based
i | on profiles of typical users, notes from observing other users, and conversations

with individual users about situations: they encounter, the test designer creates this
scenario; . e . ol :

f
I . .

Amelia James, 'a’ 26-yedr-old engineer who lives ‘in“Jackson, Mississippi, is-
considering a job offer in: Houston. The company-has asked her to come to-
Houston for an on-site interview next. week. While the:company will pay for her
travel expenses, she has been asked to provide an airline itinerary, arriving
Wednesday evening or very early Thursday morning and leaving Friday evening.
Amelia prefers nonstop flights. She has less than 15 minutes hefore her next
N ' meeting to find the informatien and e-mail it to the company in Houston so the
Human Resources Department can purchase the ticket she p(éfers.

Or imagine that a professional association offers its members the choice of
receiving its quarterly publication in print or electronic format. The association
wants to assess the accuracy and ease of completing an online form for switching

to the online journal. The test desi gner creates a scenario based on file

information about members, observation notes from previous testing, and
conversations with individual members: ' C

You're busy and have little storage space in your office, so you've decided to shift
from a print to an electronic journal for one of your primary professional
organizations. You want to be able to receive upcoming publications electronically
as well as access back issues electronically, You also want to be able to forward
citations about interesting articles with your comments to colleagues and to
bookmark articles you want to refer to again. You want the site to keep track of
what you've already accessed. Complete the form provided by the association.

Concurrent testing often involves watching users’ behaviors as they perfarm a

task (in a scenario or not). Whether in a natural worlkplace setting or in a
usability testing lab, as you observe the usets, you can iden tify places where they
have difficulty interpreting or completing the information. For example, you can
. observe the amount of time or apparent ease or difficulty they have in locating
| information or performing individual tasks or sequénicés of tasks. You ¢an keep

- notes on any number of factors, from the number and type of errors they make to
. their attitudes while using the document.
. " Another kind of concurrent testitig asks users to read and think aloud — that
s, not only to read aloud but also to say aloud all their comments, reactions, and
s opinions, Users' comments are tape-recorded as they read a document, browse a
. Web site, or use a software interface. By reviewing the tape; you can identify
| Specific places where information is confusing or tasks are difficult for users.

What do you see as
benefits and disad-
vantages of conducting
tests in @ natural
workplace setting or in
a usability testing lab?
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I )V is user testing

often considered the
most important kind of
usability testing?

| }mg retrospective

testing, why would
some test participants
make up what they
think they probably did
while completing a task
| | rather than saying, “I

| don’t remember”?

-

If you conduct user-based testing with several individuals, you will begin to
see patterns of problems signaling areas in the text that need revising and editing
or features of design and navigation that need improvement. As few as five to
eight test participants gives you usable data for revision, Concurrent testing rakes
time, requires trained testers, and involves costs that are not incurred in text-based
and expert-based testing. But the advantage is that writers, designers, and
developers receive critical feedback directly from actual users. '

Retrospectlve Testing. Retrospective testing includes such methods as
questionnaires, interviews, focus groups, and audience feedback cards, Although
retrospective testing does provide information from actual users, it should be used
cautiously because readers’ memories are not necessarily accurate, and the
information they provide is often vague. Despite the challenges of retrospective
testing, it provides invaluable information. Using this feedback, you can revise
and edit communication so that it is more accessible, comprehensible, and usable
for the intended audience.

In order for testing to ensure usability, you must carefully plan tests and ‘
incorporate them at various stages of the project. This section suggests preliminary
steps for conducting testing. These generic steps will need to be modified to fit
specific situations. ‘ '

Creating a Usability Testing Plan

Before starting the testing process, define the broad goals and scope of your
testing plan and determine what types of usability tests will best meet your goals,
when they should be conducted, and how the results will be reported and used.
Consider the following issues as you plan your testing.

1. Goals. Establish the goals for your testing, What do you want to find out?
Ways to reduce time on task? To increase accuracy? To reduce calls to the
helpline?

2. Griticality. Assess the importance of the text you plan to test and decide
what kind of testing feedback you need. For example, Web sites and user
manuals require rext-based, expert-based, and user-based testing. Howeyer,
this degree of testing would be excessive for a document such as a monthly
progress report. : ey St o ek 1

3. Constraints. Identify the constraints thar you have to work with. They .
typically include available expertise (someone to conduct and interpret the
tests), available test participants, time, and budger. + iy A

.

A
software i
restfhg at
the design
observed 1
words, ins
product w
under cert
testing hel
in which ¢
User-baseg
developme

320

Part I Managing Critical: Processes




gin to
editing

e to

1g takes
»xt-based

ot
‘hough
[ be used

ective
revise

d usable

Pl vl

reliminary

i to fit

0

our .
yur goals,

d used.

y find out?
115 to the

id decide
and user
. However,
a monthly

1. They
terpret the

»

Schedule.

i ) Build the time for testing into the project schedule, and provide

for thar testing in the project’s budget. Establish a schedule t}}_ar, Jif ac all

possible, includes testing of different kinds as an ongoing part of the
project.

o

Involvement. Explain the
all key personnel on the p
cooperate with the testing

purpose and procedures of usability testing to
roject so that they understand the goals and

@

Timing. Test products and texts at various points in the development
cycle, including the initial stages. Feedback on early design is essential for
] test results to become part of the design process.

7. Goodness of fit. Test procedures should elicit data that is appropriate and
relevant to your specific goals. You may, for instance, need to test
separately for information retrieval and for reading.

8. Ease of use. Test procedures must be casy for test participants to
understand and for testers to facilitate.

9. Usable form.

Manage the production of test data so-thar usable results are
achieved.

Updating. Determine how the test results will be used as part of the
development and revision process.!!

A well-planned program of testing for a complex document, Web site, or

software interface generally incorporates text-
testing at various points in the project cycle.
the design and development process,

observed use and problems rather tha
words, instead of working from guess
product works with actual users (e.g.
under certain circumstances,

based, expert-based, and user-based
When user-based testing is part of
decisions about usability are based on

n drawn from untested speculation. In other
es (even educated guesses) about how a
“When the users perform a particular task
the result is probably going to be this.”), user-based
4 testing helps product developers get answers to practical questions about the ways
| in which the product will function (“What happens when the users do this?”),

- User-based testing can answer questions at various stages during iterative
"dewzfopm;:nt while changes can be made relatively easily,

Which of these issues
will be most challenging
for you? Which will be
the easiest?

Many organizations
expect a testing plan to
be presented and
approved as part of a
project. Which of these
Issues would you
choose to address in a
testing plan in your
discipline or fielg?

EBLINK
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)e examples of how

the complexity and time
requirements of these
steps will change in
different situations.

} questions in Figure

9.5 are representative,
not inclusive. What
additional questions
can you add?

LS
Testing processes vary considerably, depending on the kind of test you're g
conducting; the following steps are typical, although their specific form differs R i
from situation to situation: - - _ '
™ Analyze the users and tasks for which you are preparing communication.
m Locate representative test participants.

m Develop strategies for inquiry.

Identify and prepare a test location and test materials.
Explain the test procedures to participants.

Conduct the tests.

Report test results so the information can be used to improve design:

Analyzing Users and Tasks

When you design documents, Web sites, and software interfaces, you often
focus attention on content, design preferences, and perceptions of the task or
activity that the communication is meant to facilitate. This fociis may mean 3
you don't adequately account for the needs of actual users, the demands of 4
their particular situations, and the tasks and liitations of the users in those
situations. ' ‘ :
Three major components affect the effectiveness of communication: the
people, the activity, and the context. Testing helps you focus on users and their
tasks so you can better deal with important usability issues. For example, when
you develop a Web site, you probably have in mind a target audience of people
who are most likely to use your site. Since you can’t know about everyone who
will visit your site, focus your analysis on your perception of your intended
audience or representatives of actual users,

User Analysls. Many users have signiﬁcantly different skills, af?itudcs,

expectations, and experiences than the writers and designers. What do you need

to know about your users, and how do you find out? Usability experts Joann

Hackos and Janice Redish, in User and Task Analysis for Interface Design,

recommend that writers and designers investigate the ways thatusers think 4 \
about what they do (“jobs, tasks, tools, mental models”) and “how they differ 4 s
individually (personal, physical, and cultural characteristics, as well as '
motivation).”*? When analyzing your ‘users,-consider: the uset characteristics '+
listed in Figure 9:5. R T R N

i

ity to answer as many of the questions in Figure 9.5 as possible about your |
intended audiences. Use the information to write brief user profiles that you can o
use to guide your design and development. To address the many different needs
and situations for which you develop communication, you need to recognize that
usability is determined by how well the text works for users: who 'wane to
accomplish specific tasks.

'

i
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Task Analysis. Once you have completed a preliminary user analysis, select ' i
representative users who fit the profile of your target audiences and begin assessing 3 ;
the tasks in which they are involved. Whether you are writing a technical manual b
or designing a Web site, understanding the tasks people will accomplish with your %
communication is a critical part of assessing and improving usability. Several 1 1
strategies are available for gathering information about workplacc tasks: : . .

1. Interview users about their tasks and, if possible, observe them Workmg _ :
Ask them to show you what they typically do and what they do. most - ] E
frequently. ] 1

2. Prepare a list of i 1mportant and frequent tasks people do with the type of - X
communication you're developing. Note the important tasks that your -
communication should support.

3. Focus on the most important tasks in detail. chcnl aspects of ta‘:ks are.
particularly important: '

m Task Steps. What individual actions are required to compleLe the task? .
Do some users use shorteuts? Conflate steps? What variations in steps
and methods are possible?

m Resonrces. What tools do users need to complete the tasks (documents,
computers, databases, search tools)? What information do they need?
What processes do they use? ‘ :

m Constraints. What limits, such as time or knowledge, aﬁecr thc task? 1

m Task Environment. Where is the task performed —an oFﬁcc, rcnnl ; :
store, factory? Does the communication need to be portable? What
aspects of the environinent, for example, noise or interruptions, affect
task performance? '

m Problems. What problems are common? How can they be avoided? If
problems occur, what information can best be given to help. thé users
resolve the problem?

m Frustrations. What aspects of the task or task envuonmcnt irsitate users?
What aspects of the type of communication you're prcparmg confuses users?

Once you understand the audience for your communication’ and the tasks in 1 | 2
which they’re involved, you'll be better ible to prepare tests and identify test
subjects.

Implementing the Test Plan

Once your plan has been completed and- you have carefully :malyzcd your users |
and their tasks, you're ready to implement the plan. This involves salccnng test’ k|
partlc;pants, developing and then piloting your test questions or: scenarios, '
preparing the setting and materials, introducing the procedures to the test

participants, and conducting the tests themselves.

Locate Rt
participant
profile shon
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numbers o
identify 80
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gelees Locate Representative Test Participants. Locate and schedule :
~assessing participants for your test. If you have com pleted user and task analyses; your user
. manual profile should identify test participants who are representative of the intended
with your X5 users. Successful user-based testing doesn’t require the participation of large
eral 1 numbers of people. In fact, accordi ng to usability expert Jakob Nielsen, you can
identify 80 percent of usability problems by testing your site with five to eight
& people.'* Make sure, though, thar your test participants have various levels of
cking. experience with the type of communication you are developing.
ost i
' Develop Strategies and Pliot Test for Inquiry. Develop a list of questions,
ype of . r scenarios, and key points that you want to explore during testing, For exam ple,
rour ! you may ask users to participate in a think-aloud protocol in which they respond
; : orally to questions such as these, about a Web site:
ts are ® Describe the first items you notice on the page.
® Identify which elements on a‘page are actionable/clickable.
1e task? - : ® Explain what you expect to find behind this link.
1 Steps ! : m Given the situation of X, show what steps you'd take to resolve it.
' B Please describe your experience when trying to complete X task.
t:;zr:ts’ Before testing with participants, “test the test” with-a trial or pilot run of the
' test procedures with other people in your class, department, or com pany. Pilot
tests can help you identify any adjustments that you need to make to the test
: task? before testing with participants.
retail
Vhat Identify and Prepare a Test Location and Materlals. Find an
, affect appropriate place to conduct tests that is free from serious distractions or
‘ interruptions (no one works in com plete silence, so a little background noise will
ided? If not interfere with your test) and keep the setting of the evaluation informal and
= users comfortable. Make sure the space you choose is large enough to accommodate
both test participants and test administrators without making anyone
) . uncomfortable.
fuses usets? ' Regardless of where the test is held, prepare and inspect the room the day
.- . prior to the test. Organize all the required supplies, including copies of
1e tasks in documents you're testing; pencils, pens, and forms for recording test activities;
Gt computers and software if applicable; tables, chairs, and sufficient lighting, Prior
to your test procedure, make sure that everything is working properly.
_ Explain the Test Procedures to Particlpants. You should consider the
JuF USers value of writing an introductory script summarizing the test purposes and
fing test E Procedures that can be explained by a test administracor or read individually by
s, _fi“: participants. A script ensures that each participant hears or reads the same
- *‘-lﬂtl‘{)duct()ry information about what a usability test is, how it worlks, and what

- <an be done to help you get the best information.
-4

Why should you not
have all navice users or
all expert users?

Conducting pilot tests
adds time, effort, and
expense to a project.
What do you lose when
you skip them?

When you are

administering a usability

test, are you more

comfortable using a

script, a full outline,

notes, or your own good I
memory? What are

advantages and

disadvantages of each?
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Observation Room in IBM Lotus Usability Testing Lab. This corporate usability testing lab
provides a room for the test participants and one for the text administrators to observe the
participants.The 42-inch monitor in the observation room shows two inputs: each useqj’s.
computer screen and each user's face. The large monitor enables test adm[n'rstraturs‘tré see
exactly what the user is clicking on. The audio speakers are strateglcally placed S0 test
administrators can hear what the user is saying.

’

Test administrators should put part1c1pants at ease, $0 before testxng starts, l:e]l
participants the following information: - L

i 3
' B

. Please be honest in your responses. I didn’t design the [document, Web 31te,
interface, manual . . .] you are testing, so'your comménts wor’t hurt my ‘-

feelings. 7 FTEW T
m The test is meant to evaluate the text’s performance, not yours. We expect

you to encounter some problems, but if the text were perfect, we w0uldnt
need to test it.

. . . 5 & i i . i D
m Do things just as you would if you were at home or at work. (Partici pants
may try too hard to complete tasks to please the test administrator. For

example, make sure they don’t spend, more time reading i Instructions tha_n
they normally would.)

Remind participants that they are helping you by restmg the text, |1clpmg you to
identify places that need to be revised in some way — reworded, defined, more

fully explained, or illustrated: And remember to'thank them:-  « =+ i,
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Conduct the Tests. While the duration of user-based tests depends on the
complexity of the communication you're testing, individual rests generally range
from about 20 to 90 minutes. Test administrators should avoid asking questions

conversation rather than an interview. However, test administrators should focus
on the user’s perspective and refrain from giving their opinions about the features
of the communication being tested.

During the tests, record test results by taking notes, by audio or video taping,
or both. Note-ta king and tapin g both have benefits and limitations, If you choose
to take notes, you can determine in advance how you will record information and
you can focus on specific aspects of the testing, On the other hand, note- taking
requires you to divide your attention between observing the participants’ activities
and writing down their reactions and comments as el as your own observtions.
Recording frees you to focus on the user, byt yields a considerable amount of
“unfiltered” data from which you'll need to rake notes later.

Test administrators who keep these additional tips in mind will generally
obtain more useful data:

m Ask participants for cl rifications when necessary, but avoid leading
questions. If youre not sure abourt a participant’s response, paraphrase what
you think the user s saying and ask if your interpretation is correct, For
instance, you might ask, “Just to clarify, I think [ hear you saying that
following the directions o Page 10 was difficult becauge you're not told
what results to expect. Is that accurate?”

® If participants become confused or frustrared, request that they move on to

to remind participants that their performance is nor “wrong.”

® When participants identify problems, document them clearly. Ask
participants what they would fecommend to eliminate the problem. Also,
tecord information aboy aspects of the communication that users find
particularly effective or satisfying,

® When most participants notice the same deficiency or encounger the same
problem repeatedly, note the pattern and eliminate the question or task from
the test. Once the presence of a problem js clear, you don’t need to continue
testing thar aspect of the communication,

® Pay attention to participants’ actions, facjal expressions, and body language.
What users do durin 8 4 test s as important as what they say. Nonverbal
Communicarion alsg conveys significant information. Yoy may be able to
discern when participants are confused, frustrated, satisfied, of confident,

Why are writers ang <

designers Wypically bag
choices to act ag test
administrators for their
own work?

What are you likedy tt<

choose as ways to
record information
during testing? Why?

Arrange practice restr(

sessions with
classmates or
colleagues to try out
these suggestions as
You test drafts of your
own documents.

Chapter 9 Ensuring Usability




.. . . .
Dufing the test itself, be flexible and depart from your planned questions
when necessary. If users testing a text or Web site bring up issues that you didn’t
anticipate, encourage them to talk about what they notice.

5,

Reporting Test Results

When you follow a testing plan that includes text-based, expert-based, and user-
based testing, you will-collect quite a bit of raw data to review, organize, and
report. Your first task will be to review your data from each test to identify key
quotes, recurring comments, and i 1nterest1ng findings. Then determme which
findings are most critical. ‘ ‘

Organize critical findings, using categories that will be helpful in
determining revision priorities and goals. For example, you might organize
your findings by the asséssment criteria presented in Chapter 1 of this text:
accessibility, comprehénsibi]it}é and usability. Or you might focus on types of
usability areas such as learnab1hty, efﬁc1ency, memorablhty, error recovery, and
user satisfaction. . : ‘

You may also need to determine way$ to: quantify some results. Decisioirs
about quantification should be decided prior to administering the test, because
the way you decide to evaluate the tests may affect the type of test tasks and
questions you include. Consider these possibilities: ‘

m Time — how long test participants take to complete tasks
m Error rate — how many errors occur during various tasks,

B Number of similar comments — how often different test partlcxpants note
the same usability issues

User satisfaction is more difficult to q‘u’a’ntify However, you mighit ask questiofis
about user satisfaction with various aspects of thé communication using a leert
scale. = '

Once key findings are identified and prlorltlzed prepare.a test report: Clearly
identify your test procedures, participants, and findings. Also provide analyses of
your findings that help you and others make judgments about what changes
should be made to the communication you tested, Your goal for the written
report is to prepare a useful and readable document. for the. designers.and.often
for clients, not just a compilation of data without conclusions.

Well-written testing reports are casy and interesting to read. Figure 9.6
presents an excerpt from a testing report thar describes usability tests conducted
by the Narional Cancer Institure (NCI) on two Web-based booklets thar they
created for patients. Notice that the report provides readers with background
information about goals, materials, test participants, and mcrhodology. before
presenting results and recommendations. By conducting tests with a variety of
users, including patients and clinicians, the developers were able to identify and
report on specific usability problems with the booklets.
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Excerpt from National Cancer Institute Web ‘TéSting Reportic l

Goals of the Usability Tests
We wanted to find out more about issues that may make an online booklet more usable:

m Will users have more Success using a “detailed” table of contents (a set of links showing primary
and secondary headings) or a “minimal” table of contents (a set of links showing only primary
headings)?

u What makes a heading informative enough to help users find the information they are looking for?

= Do anchor links (links at the top of a page that take users to information further down that page)
help users?

= Will users scroll through long pages of text? Can they easily find what they are looking for by
scrolling?

u How much of a booklet do users want to print at one time?

= How much explanatory text is heeded to go with icons that indicate other ways of getting
a booklet? Icons include “print,” “pdf,” and “order” (for a paper copy).

What Was Tested

We tested two online booklets: Chemotherapy and You and Facing Forward: Life After Cancer Treatment.
Primary audiences for the booklets include patients, their family, and friends. The secondary audience is
the health care professionals who provide the booklets to the patients.

Both online booklets are written at the eighth-grade reading level,

Chemotherapy and Yoy has information on what to expect during chemotherapy and what
patients can do to take care of themselves before and after treatment, Facing Forward: Life
After Cancer Treatment addresses issues faced by patients who have completed treatment.

Who Participated In the Usability Tests
Fourteen participants tested the booklets:
= O clinical nurses
= 1 clinical assistant
® 2 cancer patients
® 2 family members of cancger patients

Most clinicians were very Web sawy. The patients and their family members were not as Web savvy.

Methodology Used
Each participant used the two online booklets for about an hour spending one half-hour on each booklet.
During this time they:
= Answered questions on who they think the booklets are for, what they think the booklets
are about, and what they would do with them
» Used each online booklet to search for specific information.
® Answered questions about their impressions of the online booklets

B Answered questions specifically about the format of the icons in the booklets, the format they
brefer, and reasons for their preference.

Chapter 9 Ensuring Usability




Figures 9.7 and 9.8 show two of the recommendations included in the
report — what the NCI report calls “Lessons Learned.” Each separate ; ;
“lesson” includes the same categories of information: a recommendation, : 4
an explanation of that recommendation, a suggestion about how to :
implement it, and a visual example and text summary of the problem. This
deductive organization of each subsection makes understanding the argument . 4
casy: the point is made in the recommendation; the rest of each subsection 3 4
provides support. The evidence is credible, in large part because readers are ! b
, presented with an annotated screen capture that illustrates the problem. As 1
a result of the organization and the evidence, the recommendations are easy
to accept.

Excerpt from National Cancer Institute Web Site Redesign:
Classiflcation Problem®”

4. Organize Information In a way that users understand, and then write
headings. ;

Once the infi Is propriately, wite hoadings that are de riptive of
the Information. On the Web, page bacome finks out of context on a
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should cloady oxplain to users what page they are about o link to,
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FIGURE 9.8 Excerpt from National Cancer Institute Web Site Redeslgn:

6. Use terms that are clear and readlily understandable by all audiences. Avald
Jargon. .

Commenl: The patients and family members who participated in the testing were
nat familfar with the term ‘complementary Whermpy," a key link to critical health

' Informatloa. Only one patient, wiho had been in treatment for several years, kiew
: 3 what Il means, (Comy tary pies are ait heraples, such as g
| ] Iherapy, yoga, etc.)

To find out the best words 1o usa for Uncommon terms and phrases, you can use
stnrveys, interviews and olher data collection techniques,

For more information, look at hitp: bt letion, b

Chcnmlhnmpy and You

)
Patlents and family mombers did not understand the
term “C Y Theraples.” Only clink were
famiilar with the term.

As part of improving usability, designers of communication, whether print or

electronic documents, oral presentations, or visuals of various kinds, should also
consider accessibility, an important aspect of usability that focuses on providing

| access to information and services, especially to people who have disabilities,

. Despite the growth of the Internet and advancements in computer hardware and

| software, barriers to information and to technologies used to communicate, exist

i for many people. Technical communicators and technical professionals should

. Promote access to information and services for all people. In thinking about

. audiences for all types of documents, presentations, and visuals, consider

‘i-difﬁ:rcrmes in users’ vision, hearing, dexterity, cognition, and other learning and

\Perception areas as well as limitations in their economic, educational, and physical
¥ .
ﬁnwronmcnts.

< iad
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you know someone
in the United States
who has a disability
that affects
communication?

m Nearly 3 million
people in the United
States have speech
impairments.

u Approximately
3 million people in
the United States are
color blind.

u Over 8 million people
in the United States
have visual
impairments.

s Approximately
22 million people in
the United States are
deaf or hard of
hearing.

u More than 40 million
people in the United
States are affected
by dyslexia.*®

WEBLIN

Mobility Hearing
m difficulty reaching equipment m selective hearing loss
m difficulty manipulating physical m total deafness

objects or parts Cognition
Vision m memory disabilities
m color blindness m perception disabilities (e.g., dyslexia)
® low vision m problem-solving disabilities

m total blindness m conceptualization disabilities

Barriers to communication are created when designers don’t consider the full
range of users’ abilities.

Sometimes you design and write for very specific audiences with whom you
are familiar, such as safety engineers using a tutorial about hazardous waste
disposal or pharmacists reading about possible complications with a new
medication. However, much of the time, you write for a broad audience, one that
is so diversified that it doesn’t have an identity defined by a singular purpose,
education, ability, or technological expertise. The greater the variability in the
audience, the greater the likelihood that some members of the audience will not
be able to access the information.

How can users vary? Purpose. Education. Ability. Access to technology. How
much of the audience in the United States have various kinds of impairments that
affect their ability to access information? 1 million people? 5 million? 20 million?
Check the marginal annotation for demographic data.

Principles of Accesslbllity

In an effort to address the differences and reduce barriers to communication,’
a group of architects, product designers, and environmental design researchers
has identified seven principles for evaluating existing designs, guiding-the
design process, and educating both designers and consumers about the
characteristics of accessibility, in products themselves and in the environments
in which they’re used. These researchers and advocates have collaboratively
established universal design principles to guide a wide range of design
disciplines, including communication. Some of these principles overlap the
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general principles of usability, although not all the principles are applicable in
all instances:

® Equitable use. The design is useful and marketable to people with diverse
abilities.
" W Flexibility in use. The design accommodates a wide range of individual
I - preferences and abilities. ‘

Hyslexiz) w Simple and intuitive use. The design is easy to understand, regardless of the
user’s experience, knowledge, language skills, or current concentration level.
; . . u Perceptible information. The design communicates necessary information
ull AR effectively to users, regardless of ambient conditions or the user’s sensory
- ' abilities.
m you w Tolerance for error. The design minimizes hazards and the adverse
e consequences -of accidental or unintended actions.
® Low physical effort. The design can be used efficiently and comfortably and
one that with a minimum of fatigue. y
G m Size and space for approach and use. Appropriate size and space are
.the provided for approach, reach, manipulation, and use, regardless of user’s
gil;not body size, posture, or mobility.
ry. How
ents that
million?

Accessibility and Electronic Cdmmunlcation

With people’s increasing reliance on computers and the Internet for information
and setvices, hardware, software, Web sites, and Web-based applications pose
challenges for designers because of the diversity of the audierices. For example, to

' design Web sites that are usable by and accessible to the largest number of

. potential users, designers need to understand accessibility concepts in a number of
- arcas including hardware, software, and design principles.

e

ication, %
.earchers i

the {8

i

4
onmentsiss

i
ively L

tp the

In what ways do <

universal design
principles overlap with
usability principles?

ldentify a text or a p
of software that you
have used recently that
violates one or more of
these universal design
principles. How might
the application of one
or more of the
principles make the
particular text or
software more

accessible?
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While accessibility can be restricted because of physical or cognitive barriers,
technology provides a remarkable variety of tools to help overcome such barriers,
Figure 9.9 summarizes technology rhat helps address problems with mobility,
vision, hearing, and cognition. While technology is powerful and effective, it may
be expensive, incompatible with existing hardware and software, wo complex to
use easily, infrequently accompanied by easy-to-use and tho roughly tested
instructions, and insufficiently supported by knowledgeable technicians and

e usable online help.

Ayl l Why are accessibilicy principles so important to Web-based products?

ge; It's i Technical communicators are increasingly involved in the design of Web sites and
e ! Web-based applications, as you'll read in the ethics sidebar below; thus, they must
ki f : be aware of all aspects of usability, including accessibility. In addition, recent

[foy jl regulations pertaining to disability and information technologies require that
does : : certain Web sites, software, and other communication products meet accessibility

standards. Most important, meeting the needs of people who use information
technologies is ethically responsible as well as practical and profitable.
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her: to translate t
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. Operator:

Captain:
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~ Catst
.Captaln:-

L

Main screen turnion:
It's Youl

How are 'youigentlemen! All your: base!are belong to'us. You are on

the way.to destruction.
What iyou say!:

Would you know how to take off your 2|g ’? ! ; o
e O course poor translat|ons from Engllsh to other Ianguages occur as weII For )
Tnstance Coca Cola ﬁrst |ntroduced its.brand-name dnnk in China. wnth a translated
name that means “blte the wax tadpole.” Coca-Cola corrected the unforrtunate
mlstake renamlng the drlnk with'a‘word'that roughly translates to Engllsh as
- “he _'ness in'the' mouth Liz Elting of Transperfect Translations notes that “One of:
.the blggest‘fajlures of'a.product was for:the Chevy NovainiLatin: Amencan SEERT i
. coUntnes' ‘Noiva! ln Spanlsh means ‘no go; not a: good name brandi for. aucar"z“ '
The results ofibad translatlons may. be funny, and'they can'be costly from al
'marketlng perspectlve but imagine poorly translated information on| package |nsert
';"Wlth prescrlptlon medlcme the unusable results could be dlsastrous‘ i¥ ‘ :
And what happens |f no translation is provided at all?. Accordlng t Andrear; o
Perer' .of the Phlladelph/a Inqwrer "Nearly 30 percent of people surveyed |n three 2

|s crltlcal as well

grammatlcal aspects [of text.

P

V

. You' have: no.chance to survive make your time. HA' HA'HA HA .

because they werent sure what their prescrlptlon sald More than half Fof‘the. _'
Spanlsh speaklng partlmpants sald they found |t mpossnble to fully understtand

Unlted States are seeklng ways to rectlfy the problem by translatlng prescrlptlon
9% dlrectlons |nto vanous languages

5.Take off every ‘zig'! You know what you domg Move zrg For great
Y Justlce 22k }

_Do hlre a reputable translator withia track record who is ﬂuent in’ both the ongmal

. language and the target language of the translation. bt : :

i Make sure the translator is conversant with the'subject’ matter The translators
understandlng of technlcal terms in areas such as medlcme |aw and englneenng

s Don t depend on ||teraI word for-word translatlon to convey |nformat|on Good :
. translations reﬁect cuIturaI contexts and norms as weII as correct IeX|caI and

u Don t sklmp on trans]atlon costs, The real costs in terms of usablllty w1|l be. 5
hlgher in'the long run. Aeet '

: } dl S R AL Y
: Unders__tandable text — I|n any language — is a usability issue. -
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Accesslbility and Government Regulatlons

“Accessibility” often refers to the Americans with Disabilities Act. In the case of

technical communication, this means Section 508 of the starure,

which requires
that the electronic and information technology of federal agencies, vendors, and

contractors be accessible to people with disabilities, including empl
members of the public.

As a result of this far-
reducing these barriers so

oyees and

reaching federal act, government agencies have been
that their Web sites are accessible to broad audiences.
Many of them have statements that announce their efforts,
Figure 9.10, which provides recourse to users who believe ¢
accessible to them.

such as the one in
hat the site is not

What example of <

compliance with
accessibility do you see
on your campus or
workplace, both in the
physical environment
and in the electronic
environment?

W ww

EBLINK

Home = Search Subjact = Organization « Freject = Faclilties = Resources = People

NASA Web Accessibility Statement

The Web page you just visited has been reviewed to be accessible to Individuals with disabilities in
rdance with provisions of Section 508 of the Workforce Investment Act and the Rehabilitation
Act. If you experience problems accessin this information please contact the Web site curator
ir 1y. I your initial request is not acknowledged within five business days, contact the

21 ation Compl: Manage at2|6-433-2323.orwr!teto!l1e0ﬂicenf ual
OPPONIIIIIIY Programs, NASA Glenn Research Center, Mail §top 500-311, Cleveland OH 44135,
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ACCESSIBILITY AND ATTITUDE

Accessibihty in_the workplace has to do with bilding access: as well'as with'screen resolutlon and font
size: But jtalso has to do\with'attitude and the way yoll commumcate that attitude;

When you prepare communlcalmn for others, one-of the most |mp0rtant responsmlhtles' you'have is to
represent the needs and concerns of the people in your audience. Anomer is to recagnlze how language can
either exclude and stigmatize people or include and empower them.

Read the following scenarios and cons;der how language can be as much a barnelj.(to:fuil partlclpation as other__

 factors'in the workplace enwronment AS you read them and formufate a posmon declde how you would
behave In each sittation,

SG ENAR 0 1 ] b [
Yuu lse a wheelchalr to get araund, Your il 3
\ris{:}ng you in youp home'and invites you to go out to

het; favorite restaurant for lunch: Yol accept the 2
\invitation but'say, | assume the restavrant s S R
accessible.” 1

The friend. then decldes to callito’ make a resenral!on, e
\using your speakerphone so you can listen in. The:
fiend beging by saying, *I Want ta\make a reservation
. for lunch:but | also need to find out ifyour
establistiment has handicapped fapilities since my,
friend; who is a victim of polio, Is\wheelchairbound,®
The manager of the restalirant responds, “Oh yes, we
complyiwith il 'of the handicappedirequirementssWe
have handicapped parking, a/ new wooden hand!cappad
ramp at the back door and a newly remodeled resimom
withigrab-bars: It hasa handlcap sink with'a sloped’
mirrer. We are proud to, serve our friends wllh special
needs:” , ¢
Your'reaction Sdsele el El s e stronm Pk You also do not. understand why the! ramp is at
You are disappointed that your friend Hecided, tomake the 11 back door, Why shiould you have to have a'separate, | _
call inyour behalf; especially now that you Know how the: - stigmatizing expenenc enter, the; buiidmg. an why did. |
conversation\went. You resent the demeanlng tcne ol‘ the ."-they chonse toiinstall @ Wooden famp? You alsu question b | N
conversation on bothi ends of tha. phone i why they: safected a special sinkiwith & 'alopec[ mirror. el | A
) i 0 Spegialisinksiare unnemassary and: expensh.re and: sloped [14= EF T
* mirrors doinotiwo; |l fon standing peoples An opens o '
“lcounterwith'a mirronitt ni foithe topiof the
~leounter'works well for everyone, ragardless of a PEFSON'S.
height or standlng or seating, position: You belleVe that the'
choice of a *sgecial fixtire with & sioped mirron® reflects

. an amtude of the: owner/manader, who appamnt{y thinks of .

your friend's reference tolyou as a *yictim® of polio: You “accesslbility accommodations as providing extras, rather. 3

are also not “bound” to your wheelchair; it IS Simply a: than serving everyone on‘an‘equial basis. ™ )

device you usa to get from place to place. - : Feie FRITERE |
X & B g You do.not.feel 'handicapped by oldior poorly rempdeled i y

bulldings nearly as much ‘as by peoples attitudes:

Both Your friendiand the managw ot the restauran sec
the'term *handicapped.” You know, lha cunnotaticms of me
word *handieap,’ which has, itsiorigin from beggars .Wh.ﬂ
put thelr caps initheir hands on street cornersi You take:
offense atthe terny, especially when'it 1s'Usedin'a
condescending manner to descrbe you. You'do not !ike

] L e N

ics

As forthe restaurant'managen you question why
everytning, Incltiding: parking, restrooms, sinl@s and mirrors

e

SCENA
You use i
home an
You acce
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The frien
to find @l
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‘When th)
walt. You
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sitelor as ‘general as attitudes eXpressed through communication.‘When yoll {magine yol

’ poss‘?ble."_ A

SCENARIO 2 _ s b e
You use a wheelchair to get around. Your friend [s Visiting you in your 1 g
home andilnvites you'to 2o olit to herifavorite: restaurant for lunch.
You:acoept the invitation bt say, !l assume the restaurantiis:
accessible : : ;
The friend asks you if you think It/is a good ideatolcall the restalrant:
10 find’out If reseryations are needed and to make sure the

restaurant Is‘aceessible Yol agree that it Is 8'£00d [dea. Your friend
asks you if.you would like to make the call. You say that.you viould [
like to'make the call, '

When the omer/rhanéger._an_swers. You begin by asking if there isaly
Walt. You alsolask'if the festalirant is 'accessible: The manager
responds, *0urirestaurant is fully accessible. Do you have any _
specific guestlons for me fegarding access?" You answer, “| usea ' .
‘wheelchair. WIll I have any diffictilty getting in, getting seated, ar using
thelrestroom?™ The manager says *No, | don'tbelicie 50, bt if you
doiexperisnte any problems with our:building; our service, or our e
menu iters, l\welcome wour, suggestions on howiwe can make
Improverments. ot Al i =1

Your reaction ' _ ) ' ‘ /i
Yo appreciate your friend’s invitation to lunch ‘and the concern about, M
the restaurant befﬁg_zacc_:e_sslble. You appreciate your frien_c} asking you'

if yowwould Iikeito make the cally instead of ith friend assuming thats

the call needs to be done for you, Yot appreciate theirestautant
oWner/manager's candid fesponses and the fact that you were given
the Opportunity to make ‘Sliggastions for imprevements toithe 1

Most ofall, you dppreciate being treated with respect by oth your friend an d
patronizing terms being used [n the conversation, LRy

the restaurant owner/manager without any
The barrler'sl People face cah be as specific as the lack of access to the

MW@@wﬂSM@@gumbwﬁmmaW@

OUSEItiin the position of others n

the workplace, you ean begin to. assess the ways, that barriers. Il'ritft'a'lr'fg'éfé W \peapl
workplace tasks-and activities, In your communications with'and for others, identify

=3 ity

lloped
BN
afithe
son's

& Do Arvid B Osterberg s a professor of architecture at Towa State Universicy where le reaches
L ind conduces research in the areas o safety
- Healsg conducts bu'dcling, assessments and does consulei

e s coauthor (with DonniJ,'Kain) of Access for Loeryone: A\Guide ro Acessibility with
Rfﬁmn.'c: wADAAG, ! :

y accessibiliey, historic preservation, and desiga.

ng on safecy and accessibiliey issUes,
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cl
1. Evaluate a software application. Write a review of a software application =
you've recently used. Evaluate the usability of the software. Prepare this w
review for publication in a local Society for Technical Communication
(STC) newsletter so that other technical communicators and professionals .
who might use this software will have access to your assessment. m
2. Plan usability testing. Select a print or Web document that you are
working on that would benefit from usability testing, Prepare a usability test 1 Mirel
plan;, drawing on the questions in Figure 9.5 to hel p you focus on the mbmf‘
critical issues. Write the test plan as a memo to your instructor or to the Mahw
client for the project. 2 Adapt
3. Conduct usability testing. Select 2 print or Web document that you are * Retrie
working on that would benefit from usability testing. Prepare a testing 3 Adapu
report that includes these three parts: ‘ Retrie
(@) Your best shot before usability testing — that is, what you consider the e ﬁ::r/xl,
’ “very bést you can do in preparing the document. - 5 Usabil
(b). The usgbility testing results. You must include at least one kind each of hetp://
text-based, expert-based, and user-based testing. Identify the tests you , 6 Bigwm
selected and justification for the selection, the test results, and your ‘Newsl:
analysis/interpretation of the results. 7 Neill,
- " (o) The revision of your best-shot document based ofi the testing results Retrie:
" and your analysis/explanation of the changes. uoes ; 2Es§°[
4 Assess and redesign a Web site. Go to http://uaweb.arizona.edu/resources/ ’ }Sllteth/e/J
makeovers/demo_shtml to study two versions of the same Web site, one _ img%:
inaccessible and the second one revised to be compliant with section 508. 9 For fu
(a) Carefully read the features that made the old site inaccessible, Then testing
review the revision. L
(b) Select a site to analyze thar you believe is inaccessible for a portion of < 1 Eedls/}/
the intended audience. List the problems (as in the example above) and " S(t:;i;n
write specific recommendations for revision, ' préces
5. Do all Web sites need to be accessible to people with vision impairments? : i FL: Ac
Yes, if it’s a federal Web site or a site provided under contract to a federal | $: 12 Hacke
agency. Should other sites be accessible? Yes, if they want to reach the i : York: "
broadest audience. To learn more abour access guidelines developed by the ] i 13 Hacke
Web Accessibility Initiative of the World Wide Web Consortium, go to ] 3 Yogk:
these Web sites; 14 Nielse
_ heep:/
http:z(usgbllltx.govgaccessIbMyﬁndex.htm!#understandlng o 15 [BM.
http://usability.gov/accessibility /508.htm| | ‘ k ' useins
Docur
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tanding

e (Airernativu!y, go to www._eggjish.wadsworth.com/hurnetj.ﬂ:_ and then
.- | Chapter 97 accessibility for direct link: .) After you have reviewed the
] information, prepare a presentation that

could be used in a workplace
workshop inrroducing accessibility.
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