Chapter 11
User support

INTERACTION

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

* Types of user support
— quick reference, task specific help, full explanation,
tutorial

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

— same design principles apply to both

e
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 know 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

MAN-COMPUTER
INTERACTION
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Requirements

* Availability
— continuous access concurrent to main application
e Accuracy and completeness
— help matches and covers actual system behaviour
« Consistency
— between different parts of the help system and paper
documentation
= Robustness
— correct error handling and predictable behaviour
= 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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Command assistance
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'ommand Prompt - help cop
C:\Documents and Settings“ramoBBl.EC>help copy
Copies one or more files to another location.

COPY L[-D1 [-V1 L/N]1 [/¥ § ~-¥1 [/EZ]1 [#A | /B 1 source [/A | ~/B1
[+ source [#A ! #B1 [+ ...1]1 [destination [/A ! ~B1l

sgul‘ce Specifies the file or files to he copied.
A1

Indicates
Indicates
Allow the

an ASCII text file.

a hinary file.

destination file to be created decrypted

the directory and/or filename for the new fileds).

destination Specifies
A

/N

erifies that new files are written correctly.
Uses shovrt filename. if availabhle, when copying a file with a

non—8dot3 name.

Pe's Suppresses prompting to confirm you want to overwrite an
exizting destination file.
Causes prompting to confirm you want to overwrite an
existing destination file.

AL Copies networked files in vestartable mode.

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

FPress any k to continue .
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Finding a command

information on a specific command. type HELP command—name
Displays or nmodifies file extension associations.
Schedules commands and programs to run on a computer.
Displays or changes file attributes.

Sets or clears extended CIRL+C checking.

Displays or nodifies access control lists (ACLs> of files.
Calls one batch program from another.

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

Displays the name of or changes the current directory.
Checks a disk and displays a status report.

Displays or modifies the checking of disk at hoot 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 Files.
Displays or alters the compression of files on NIFS partitions.
Converts FAT volumes to NIFS. You cannot convert the
current drive.

Copies one or more files to another location.

Displays or sets the date.

Deletes one or more files.

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

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

o
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Approaches to user support (ctd)

Copy
Copies the selection to the Cliphoard.

Context sensitive help

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

On-line tutorials

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

— can be useful but are often in flexible.

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.
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Command prompts - not in DOS

nmand Prompt

C:\Documents and SettingssramoBBl.ECrcopy ~ZZ
The syntax of the command is incorrect.

IC:“\Documents and SettingsSramoBBl.ECrcopy zz
The system cannot find the file specified.

IC:“\Documents and Settings“ramo@81.EC>_
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Context sensitive help

Save in:

savens
le-ml &

| [ Comp Sci

AN-COMPUTER
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2x
B x Tools =

Click the drive or folder that contains the file you
wiant, The list of files and folders displays the
contents of the drive or folderyou select.

Faworites

&

Flaces

Iy Network

)y and pubs
_)Deputy Halr

My Documents ) Executive committes

) Faculty staffing
ileave and T&S Claims
[IPBRF

__)Research committes

) 5abbatical

) 5taff Student committes
) Tutors Staff

2K4Ttblesz.doc
I 4

Mo Help topic iz associated with this itemn,

p pi
000 _Dept_Annual_Report,doc
2001_Dept_fnnual_Report,doc
002_Dept_Annual_Report, doc
2003_Dept_Annual_Repaort, doc
_T_Commitkes_notes_June-04,
Acadenmic Critte Minutes, doc
cademic Pragramme.dac
AcademicAdminDuties, doc
Academy - student info,doc
C3-RA-Q01.doc

Air conditioning survey 4th Floor,
it conditioning survey Sth floor,
B8 aish_caADRIA_shstract,doc

File name: ISE research review,doc

-
d Save

Save as bype! IWord Document (*,doc)

- C |
J ancel )
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On-line documentation
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1. Tvpe keywords

Clear |

2. Or choose keywards

il
OE<<C > S5
QontenlslAnswerW’izard Index | v show all =]

Copy a file

1. Onthe Standard taclbar, click Dpen .

box, click the drive or Folder that contains the file
Wil want ko copy.

3. Inthe folder list, locate and open the Folder that

accent
access
action item
activate
Activer
add-in
3ddition

3. Choose a topic {56 Found)

i’ contains the file wou want ko copy,

4, Right-click the file you want to copy, and then click
Copy on the shartout menu.

S, Inthe Look in box, click the drive or Falder you

LI want ta copy the File ko,

6. Inthe folder list, locate and open the Folder you
wank to copy the file o,

Collect and paste amon

Copy an object

Duplicate slides within a presentat’
Maove or copy information betwee

Copy all Formatting from one obje « 7. Right-click anywhere in the Folder list {(make sure
| wour pointer is not resting over a file in the list), and

then click Paste on the shartcut menu,
rogranm

time,

(Copy slides with the slide finder I How?
Duplicate 3 slide master

2. Click a shortcut on the Places Bar, of in the Look in

MNote ‘ou can also select more than one File o copy at a

T

Wizards

‘welcome to the MearkFar Designer Setup program.
Thiz program will install Mear&F ar Designer on pour
computer,

It iz strongly recommended that you exit all‘windows programs
before running thiz Setup program

Click Cancel ta quit Setup and then close any programs pou
have mnning. Click Next to continue with the Setup program.

WIARMIMNG: This program is protected by copyright law and
international reaties.

Unauthorized repraduction or distribution of this pragram, or any
portion of it, may resulk in severe civil and criminal penalties, and
will be prosecuted ta the maximum extent possible under law.
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Cancel

T

Wi

zards and assistants

e wizards

— example: résumé

— 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

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

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

Wew tn

P bty Den B et b

L L)
“lwr

A =« - wwhat would you like to do?

s e w A
@ Copy all formatting from one
object to another

@ Duplicate slides within a
presentation

Assistants @ Move or copy infor mation

between programs

@ Collect and paste among
programs

@ Copy a file

W See more...

Options Search

s [P
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Smart tags

| GhSE reseaech reviom.dac - Macrosalt Word . STTEY
[ [t Yew  [nost  Pgmat  Jook  Tabls  Wndow ek Acobst Tvre 3 question For help [0
Doy SRV | LmRad < QO N S|B9 o -G, TE-
gy Noma = TemesNewRomen = 12 = n_{ulE‘]-..}g‘,‘_i_-_,:-_,: Clx - A~
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P . . Department, and
Government. Joint papers between rezearch students and SIRG members 12 the norm and
students are encouraged to attend conferences and present thew papers (dependant upon
awailable funding farn the department and research projects) The number of PRI and
MEe studentz working in thie domain over the last Bve years 12 ag follows: SIEG

ol

I
195 2000 2001 2002 2002
FhD 1 0
MEe E g 15 13
Publications

Menibers of SIRG are active in their research domains leading bo many publicotivus,
often in the more highly ranked journals and conferences of theur fields (2.2, ACM
Traneactions on Darsbase Systerns, IEEE Multimedis, IEE Software), Over the last five
years there have been approximately 200 publications from this group, the vast majority
in refereed cutlets. A summary +f publications per year is shown below,

1999 | 2000 | 2001 | 2002 | 2003
Books (authored & edited) 1 1 3 2
Book chapters 1 2 - 3
Befereed journal articles 4 7 4 ] 4
Ralecaad cocly - S = g | =g
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Knowledge representation
User modelling

INTERACTION

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

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

* Problems
— knowledge requirements considerable
— who has control of the interaction?
— what should be adapted?
— what is the scope of the adaptation?
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Approaches to user modelling

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

= 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




Knowledge representation
Domain and task modelling

INTERACTION

e Covers
— common errors and tasks
— current task
e Usually involves analysis of command
seqguences.
e Problems
— representing tasks
— interleaved tasks
— user intention

EssEn——" T
Techniques for knowledge
representation

INTERACTION

rule based (e.g. logic, production rules)

— knowledge presented as rules and facts

— interpreted using inference mechanism

— can be used in relatively large domains.
frame based (e.g. semantic network)

— knowledge stored in structures with slots to be filled
— useful for a small domain.

network based

— knowledge represented as relationships between facts
— can be used to link frames.

example based

— knowledge represented implicitly within decision structure
— trained to classify rather than programmed with rules
— requires little knowledge acquisition

Knowledge representation :
Advisory strategy

INTERACTION

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

« few intelligent help systems model advisory
strategy, but choice of strategy is still
important.

Problems with knowledge
representation and modelling

INTERACTION

» knowledge acquisition
e resources

= interpretation of user behaviour
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Issues in adaptive help
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= Initiative
— does the user retain control or can the system direct the
interaction?
— can the system interrupt the user to offer help?

« Effect

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

— only model what is needed.

= Scope
— is modelling at application or system level?

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

Emeeseme:

Presentation issues
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e How is help requested?
— command, button, function (on/off), separate
application
e How is help displayed?
— new window, whole screen, split screen,
— pop-up boxes, hint icons
- Effective presentation requires
— clear, familiar, consistent language
— instructional rather than descriptive language
— avoidance of blocks of text
— clear indication of summary and example information
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Designing user support
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= User support is not an ~add on’

— should be designed integrally with the
system.

e Concentrate on content and context of
help rather than technological issues.
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Implementation issues
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Is help What resources are
— operating system available?
command — screen space
— meta command — memory capacity
— application — speed
Structure of help data Issues
— single file — flexibility and extensibility
— file hierarchy — hard copy
— database — browsing




