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° Usability + E z

|SO’s definition of usability:
“The extent to which aproduct can be used

by |specified users|to achieve specified

satisfaction

goal s\with effectiveness, |efficiencyland

IN a specified context of use.”

- 1SO /DIS 9241-11 - Guidance on Usability
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Sun

mil erasystems

Time spent by development engineers for

Calculate support call costs:

= 580,000 x $200/call

Support call $200/call
200,000 product Version 1 sold
Support calls due to usability problems $116 million

Support calls/product sold

2.9 calls/product

Usability engineering done on Version
usability activities 22 hours 2
Total staff costs (160 + 60 + 22 = 242 x $15.125 300,000 product Version 2 sold
$62.50) ' Support calls to to usability problems = $52 million
- 260,000 x $200
Costs of a fully-equipped lab:
T— e @ $100/oarticioant Support calls/product sold 0.87 calls/product
articipant recruiting participan -
(9 participants x $100) $900 Reduction on support calls 2.03/product
— - Support call cost savings due to
Participant compensation @ $450 increased usability: 2.03 calls/product $152.25 million )
$50/participant (9 x $50) x 300,000 x $250/call
Videotapes @ $5/each (9 x $5) $45 Calculate increased productivi :
Percentage of lab and equipment costs = Task A improved by 3 gafilites
amortized cost of lab/hour ($200/hour x $4,000
20 hours)
Total lab costs $5,095 urly wage (from loaded head count) $62.50/hour

TOTAL COST of doing a usability study:

N\

Staff cost + lab costs = $15,125 + $5,095 {$zo,zzo }

200 users x 3 minutes x 5 = 3,000
minutes saved/day

50 hours saved/day
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50 hours x $62.50/hour

$3,125

Annual amou
increased productivity:

$3,125 x 240 work days/year

( $750,000/year )
—
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Official Florida Presidential Ballot

Follow the arrow and Punch the appropriate dot.

Bush

Buchanan
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-The Elements of User Experience

A basic duality: The Web was originally conceived as a hypertextual information space;

but the development of increasingly sophisticated front- and back-end technologies has
fostered its use as a remote software interface. This dual nature has led to much confusion,
as user experience practitioners have attempted to adapt their terminology to cases beyond
the scope of its original application. The goal of this document is to define some of these
terms within their appropriate contexts, and to clarify the underlying relationships among

these various elements.

Weh as software interface

Visual Design: graphic treatment of interface
elements (the "look” in "look-and-feel"}

Interface Design: as in traditional HCI:
design of interface elements to facilitate
user interaction with functicnality
Information Design: in the Tuftean sense:
designing the presentation of information
to facilitate understanding

Interaction Design: development of
application flows to facilitate user tasks,
defining how the user interacts with

site functionality

Functional Specifications: "feature set";
detailed descriptions of functienality the site
must include in order to meet user needs

User Needs: externally derived goals

for the site; identified through user ressarch,
ethno/techno/psychographics, ete.

Site Objectives: business, creative, or other
internally derived geals for the site

task-oriented

Completion

W, A Ml 2
sy A e =
L Alars
a2
" s omom "'- .............
Abstract Conception

Jesse James Garrett
jig@jjg.net

30 March 2000

Web as hypertext system

Visual Design: visual treatment of text,
graphic page elements and navigational
components

Mavigation Design: design of interface
glemeants to facilitate the user's movement
thraugh the infermation architecture
Information Design: in the Tuftean sense:
designing the presentation of infermation
ta facilitate understanding

Information Architecture: structural design
of the information space to facilitate
intuitive access to content

Content Requirements: definition of
content elements raquired in the site
in order to meet user needs

User Needs: externally derived goals

for the site; identified through user research,
ethnaftechno/psychographics, ete.

Site Objectives: business, creative, or other
internally derived goals for the site

information-oriented

This picture i15 incomplete: The model outlined here does not account for secondary considerations (such as those arising during technical or content development)
that may influence decisions during user experience development. Also, this model does not describe a development process, nor does it define roles within a
user experience development team. Rather, it seeks to define the key considerations that go into the development of user experience on the Web today.

G 2000 Jesse James Garrell
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v é (Interview)
~ %0 € (Task Analysis)
407 (Survey)
c|lavO (Contexua Inquiry)
¢Sxi (Focus Group)
i A %o E (Card Sorting)
“a (User Testing)
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e xV (Persona)

e ac (Scenaro)
e« 4C"USA (User Mental Model)
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