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OF USE AND USERS

USERS(elderly ,home care staff,administrator )

What will the users of  this software be doing?

Elderly  
The users will use the software to query the information of  their own. For instance,the times they need the home care,the price of  the home care every time,what kind of home care they have called(i.e,the hospital home care or the staff  who cook for them),when do they call the home care staff. They can have an appointment for the home care.When they need the home care,they can choose which part of the home care they want and the persons which they like by themselves. They also can  query the information  of the home care staff and send e-mails to communicate with the home care staff  to give them their suggestions. They can also use it to pay for the home care.
HOME CARE STAFF

The users keep the information of the elderly.Although,there are several different kinds of  home care staff(i.e,some are nurses and doctors,some are chef),they can share the informations of the elderly and each others,because for instance,the doctors know what they like to eat and whether it is good for their health,and give them suggestions what kind of food they would better to eat,and the chef will cook it for them,if the elderly don’t follow the doctor’s suggestions,the chef will communicate with the doctor and the doctor can communicate with the client  and give them a strongly request,maybe.There contains a map of the city,they can search the place where they need to go.
ADIMINISTRATOR
The administrator always manage the database.He communicate with the staff and modify some informations of the clients and services.

What will they be trying to accomplish?

Elderly 

They communicate with the home care staff and select what kind of home care they want and have an appointment .After the service ,they use it to pay for it or they can pay for it when they have the appointment.
HOME CARE STAFF 

They will communicate with their own partners when they get the messages,then they can phone the person who apply for the home care sevice to make sure the appointment and go to the place where the client live. 
What do they need from the system to accomplish it?

Elderly 

They need the information of home care services,what kind of home care sevices they support and the price of  the services.The method  to communicate with the home care staff.

HOME CARE STAFF

They need the information of services which client apply for and the way to contact to the client to make sure the appointment. 

How should the system supply what they need?

The clients can use the search box to find out the service what they want,of course,they can browse the interface of the software and to see what they interested in.

What in the system is not working or is ineffective?

I think the useless function is sending the emails to the staff.Because most of the clients will give their suggestions when the staff are together with them.Or they just phone the company to complain the services.

How could the system be made more effective in supporting use?

The best way to improve the software is communicate with the clients.

One method is to give the clients a questionnaire every month,they can tell you what need to be improved.

We can train some trainers to help the users to familiar with the software.

But I think the ideal way is to do face-to-face interview.In some fields,it hard to implement,because when you call the users to come or make an appointment,they always refuse to come.But in this field,home care,I think it is very convience.When the client need the services,you just come to visit him and have the interview.
USER ROLE MODELS

ROLE MODELING

Who would  or could use the system?
Anyone who want to use it.The elderly people,staff or the relatives of the elderly people who need home care service.

What is the general class or group to which they belong?

The elderly people and their relatives belong to the clients(end users),the staff are the users,administrator is the manager of the software.

What distinguishes how they would or could use the system?

I think one of the distinguishes is the functions which can be used by different groups.

The users can use the common functions,i.e.,make appointment,query,search.

The administrator can use some more functions,for instance,modify the price of the services,add ro delete the services which they support.
The users always use it to make appointment and pay for fees,the staff always use it to receive the reactions of the clients.  

What characterizes their relationship to the software?

The elderly people and staff are the users of the software,especially the elderly people,their suggestions always help the technicians to improve the software.
The administrator  update and maintain the software.
What do they typically need from the software?

Clients need to know how to become a member of the home care service company or quit,what services they support, the price,how to contact with them.

Staff need to know the time,the services they want,where they live and how to get there. 
Administrator need to know whether they have new members or lose some clients,any change of the price of the services,it is convenience to modify the database.
How do they behave in relation to the software,and how do they expect the software to behave?

They expect the software rapid,easy to operate,contains standard formats.It doesn’t  occupy too many space.
ROLE CONTENTS
Incumbents:
the users may only want to know how to select the service and make appointment;the home care staff want to know how to check the appointment and contact to clients,find the right place where clients live.

Proficiency:
the users and staff may need to be intermediate level of usage;the administrator can be expected  to be the expert level of usage.
Interaction:

Frequency:some need home care service everyday,some need it on weekend,some need them during Monday to Friday.

Regularity:There is a regular period.

Continuity:essentially continuous

Concentration:usage is concentrated several events 
(Intensity:)
Complexity:simple

Predictability:They are relatively predictable

Locus of control: interaction is driven by the users.

Information:

Input origins:the users know what they really want well,maybe sometimes follow the suggestions from the doctors and their friends.

I think the information flow is not laregely to users,it can be always clear,efficient and understandable.
TASK MODELING

User requests Service 

	User action 
	System response

	login
	

	
	Request identity information

	Enter identity information
	

	
	Verify the information

Display the menu

	Click on the Calendar
	

	
	Display the timetable on that day

	select the time
	

	
	Check the schedule to make sure there is no collision 

	Select the staff which they like
	

	
	Contact to the staff and Confirm 
response to users 

	Make appointment 
	

	
	Confirm the appointment and reponse to users

	Back to the homepage and enter into leave-message system
	

	Write some suggestions
	

	
	Keep the information and display it on the BBS of the company forum

	logout
	


Staff

	Staff action
	System response

	login
	

	
	Request identity information

	Enter the information
	

	
	Verify the information

Display the timetable of the service he should finish this week

	Familiar with the information of users and search the places which he doesn’t know on the map.
	

	Enter into the diary system and see the diary to see whether he had called the service before(if he did,just familiar with the work flow previous time and think about how to do it well this time) 
	

	logout
	


Pay fees
	User action
	System response

	Enter webpage of login 
	

	
	Request the p-number,pin code and password

	Enter the p-number,pin code and password  
	

	
	Verify the information 
Display the service option menu

	Press key 
	

	
	Display the introduction content of the service  and  fees

	Press the key to select 
	

	
	Verify the selection and fees

Display the information they choose and fees they pay 

	Confirm the information and press button(OK)
	

	
	Back to the service option menu

	Logout(if they don’t need any more)

Or

Press key to select contiunously
	

	
	Display the homepage of  the home care company

Or

Verify the information of user’s selection


ESSENTIAL USE CASES:

	User intension
	System responsibility

	Identify self
	

	
	Verity identity

Offer choices

	Choose and pay fees
	

	
	


SCENARIO FORM:
Today is Wednesday, old Billy lived alone, who used  to be a professor in CS deparment of Uppsala university is retired for 5 years,want someone to make lunch for him this Friday,he open the laptop and enter into the software,he check the schedule of  home care service on Friday,it supports the lunch service,then he read the introduction of the lunch service,there many kinds of traditional food he like,but he want to try something new,so he choose the asian food,the Chineses food named tomato fried eggs suddenly catches his eyes,it looks very delicious,he choose this food,then he read the information of the chef,there are 3 Chinese persons who cook this food,after that,he decides to choose the chef who looks like one of his Chinese student in the university,he check the fee of the service,he thought it is reasonable,then he make the appointment and pay the fee immediately.

The staff receive the information of appointment and contact to the chef,the chef receive the message and he find the place where Billy lives on the map,then he  prepared for the work.
On Friday,the chef come to his place to cook for him,Billy has a happy conversation with him,he likes the food very much,he determines to choose this chef  every time when he order the Chinese food.  
USE CASE MAP

[image: image1]
INTERFACE  CONTENTS
User request service

Timetable
Staff Information
Calendar
E-mail system
Help system

Leave-message system

Obviously,we need a timetable to display the information of making appointment,which part of time is available and which of them are occupied.We need a weblink between the Calendar and timetable,if clients want to  check the timetable,for instance,on 27th Feb,they just need to click 27th Feb on the Calendar,they don’t have to enter the digitals themselves.We also provide the information of staff which makes the choice very convience.E-mail system is used to keep contact between the users and company.For example,when users make appointments,the system send an email to the company automatically,and after the staff of the company confirm the information,he send back an confirmed email.  For they always forgotten exactly how to finish the work on the system,they can ask the help system for help.So they needn´t to ask somebody else or even call the company staff.The help system can provide some normal answers of the problems they face to,they can read them first and check whether it could help them,if they still have any other problems,the help system will provide some selections of the problems which they may have,and then they choose the selections step by step and finally solve their problems.If their problems are still can’t be solved by these methods,they can send email to the company to ask for help.About the leave-message system is used to let the clients give some suggestions or complains after the home care service.It also an important facor to judge the work of the staff.
Staff 
Map system

Timetable 

Client information

E-mail system

Diary system
Of course,most staff know the places in the city well,but some of them who work  not for a  long time sometimes don’t familiar with the city,to support them,we provide the map system,the staff  enter the name of  the address,and the map would show you the position and  many different ways to get there,so you can choose the nearest way to get there followed by the direction on the map. The client information contains the address,the telephone(cell phone) number,some basic information of the client himself(name,age…) and e-mail address.Home care staff could contact to the client by himself to communicate with the client,it helps the staff and client understand each other well as soon as possible which can help him to do the work well. The staff could have their own diary system,they can write down what they do and how they do the work after one-day’s work,I think it could help the staff to summarize the experience of the work and improve their services next time.
Pay fees
Service information

Toll system
Email sysem

First,the clients read the service information and decide which kind of service they want.They can send email to company if they have some suggestions to the services.After the service, they use the toll system to pay fees.When they call the home care service,we will give them a card which contains many 4-digital numbers which we called pwd-card.When he need to pay the fees,they scratch one pwd and enter it,then press the button(*ok*),then they will see another webpage to confirm,they scratch another pwd and enter it to confirm.After that,it is done.If they need a new card,they could phone or send email to company,and company will send them a new card by mail. 

[image: image2]INTERFACE CONTEXT,CONTENTS
First thing is the focal interaction context,because the focal interaction context is the primary point of interaction  between the user and the system.We should have a full-screen interaction model,it takes place in one separate screen between users and system.So the users will feel clear in this way,they will understand what the system need or what they should do when they just see the window.For some reasons that the resizeable windows or movable dialogues are not good enough,we prefer the mutiple-document models,although the Multiple Document Interface under Windows may have an uncertain future.I think it is very easy to operate on a number of documents or files at a time.We also have the tabbed notebook pages which make users easier to understand and work with. For most of the users are elderly people,maybe some of them are not very familiar with the computers,they feel hard to operate it,we implement these in the software could help them to learn to use it easier and quicker.
We try to make the software easy and simple to operate,we can start with some assumptions .

For users,when the users begin to user it ,first thing they need to do is loggin,when they open the software,they suddenly will see the loggin webpage with a beautiful background image,request their ID and password,after loggin,they may want to browse some informations of services and price,we should provide them two links to service and price,the users also have the ability to browse forward or back through a series of screen images.
For home care staff,after they loggin,they want to check the schedule more,we make the users and home care staff have different way to register(the information system need is different),so the system can check the who has logged in,when home care staff loggin,they will see the timetable first.They click on the timetable of the date they want to check,it will show the information on that day and they also can see a map search box,they can use this function to make sure the place users live. 

HELP SYSTEM
The elderly are always forgetful,they usually forget how to accomplish an necessary task,so when it happened,they can turn to on-line help system. 

We have summerized the common helpcases(seekingidentification,seekinginstruction,seeking suggestion,seekingclarification,seekingreminder,seekingelaboration,seekinglocation,exploringfeatures),when the clients first use the software,they always think about how to start or what to do next,their intention is seekingsuggestion,the system responsibility is something like `enter you ID and password`.The most important thing is we should organizing help by use cases,because they represent the basic interests of users.On-line help can be presented in a number of different ways(i.e.,on the status bar),I think the best way is at the cursor or pointer,because it catches the users’ attention best.

We write the help documentation and on-line help in simple way.The aim is to help the users understand as soon as possible.When the users don’t  what the pin-code used for,we’d better tell them it is used to loggin instead of tell them what the pin code is or why we use the pin code.There many factors help we do the help works best.I think we should train technical support staff first,because I think people’s face-to-face talk is more efficient.There some message models(errors,alerts or warnings,progress,completion,confirmations),we use error messages inform the users that they enter the wrong id or password,we plan to use warnings model to reminder the users they don’t have enough money in credit card when they pay for bills,we give them a confirmation message before the finish the step of paying.
We summarize the novice usage:most users are elderly,they always make mistakes when they loggin because they ususlly remember the wrong id or password,they have slower operations,they depend on guide when they use the software and they don’t realize they can use the help system for help.
Intermediate usage:they can operate it rapidly,they know what they want to do after they loggin,they always use the help system to solve the problems they face to.They know how to pay bills on internet and how to communicate with the home care staff by emails.
There are also some summary of expert usage,but I think the software which we use is not so complexity,the expert usage may the users can use the system by keyboard instead of  the mouse..

Because the first priority is maintaining high visibility in the user interface without overwhelming or confusing the user.We design the system by the concept of WYSIWYN(what you see is what you need),as I mentioned in the report,after the user loggin,they will see the services information and price information,I think these things are important to them,the home care staff will see the timetable which is convience to check what they need to do everyday,and also a map search box which makes them easy to find the place where the clients live.
A well-designed transition facilities supply users with a simple,visible and easy-to-learn mapping between acquisition facilities and production facilities.First,we would provide more immediate and straightforward access to a larger number of software features.For instance,after they loggin,they will see the home care information and help system immediately,they needn’t to spend time to find it.Second,novice often do some basic and easy actions at first,but as the usage progresses,they will want to use keyboard instead of the mouse.,so we try to design a well-design transition facilities which help users to improve their performance. 
To design for progressive usage,first we could set some shortcuts in default, for instance,set F1 as the shortcut for help,we should try to set the default setting as good  as we can,because it can radically reduce the number of steps needed for complex and repetitive tasks and can simplify use by beginners,the users also can change them as they want.We should let users choose and change how to interact with the system as their needs and working habits change.Transition help help that  supports progressive usage,we can arranging tools into well-organized and visually distinct collections can make learning how to use them easier.I think set hot-keys to users is also one of the content of transition help.
Operational Modeling

There four factors that can affect user interface architecture and detail design:

Characteristics of users and user roles ,Aspect of the physical work environment,Features and limitations of operating equipment and interface devices.  

Some of the users are patient,when they failed to operate the system,they would try to do it again and again,they are very kind even don’t complain,I think these clients will learn fast and operate the system rapidly very soon;Some of them are a little unpatient,when they failed one or two times,they began to complain everything of software,the functions or how hard to operate it,so we should pay more patient to these users,we should explain the advantages of the software,and teach them how to use it step by step,also focus on their questions.

Their operating system are different(i.e,Windows,Unix),so our software should be highly attuned to its environment.It should be used well on different platforms.The software often be used at users’ home and staff’s company.The general operational risk factors is that sometimes there is something wrong with the internet when we want to pay for bills or make appointment,sometimes the computer is affected by virus.The specific operational risk factor we need to face:there are always problems on the PC,different users have different problems of their own,when we intall the software for them or after home care service when they fail to pay the bills,we should help them to solve the problems.
Enviromental Adaptation

Each of  the emerging contextual factors in the operational model is reviewed to ascertain its potential impact on the user interface design:

How does it affect the design objectives?

What implications does it have for specific aspects or parts of the design?

What impact does it have on the project design guidelines and user interface standards?

After teaching some users to use the software,we would know which part of the design is good and which part is not good enough,the reason of  users rarely use the help system is they even don’t know what it is used for,they don’t use leave-message system because they prefer to give suggestions by emails,etc.So we know how to improve our software design,which function is important and which one is useless or always be ignored.We also can find the  functions are still needed which we don’t implement in the software.How to design could let the beginners learn it easily,speed up the operation,how to make the interface more beautiful and easy to understand.When we design the software,we image many different scenarios,but there are still many factors we don’t have in mind,some specific factors only happened when we use the software in practise,after we solve the problems,we could improve software by adding some functions or re-design some parts.With all these operational context,the impact on many different design objectives,such as ease of learning,use of sound or placement of controls.
Incumbent Profile

It may not be possible in all cases to know in advance what sort of  people are likely to make use of a system,but,in many instances,reasonable assumptions can be made.

For instance,the user we face today is a retire man who worked in a software company for more than 30 years,the deep domain knowledge usually help him learn fast and feel easy to use,but it can also carry expectionsabout how information will be presented.We don’t need to do any training to him.But I think he is not the typical user we hope to face to.Because what he can learn it by himself ,operate it rapidly,when he complained something,we just thought he is so professional that his request may be too restrict,we would ignore some of his points,so the softare seemed to be perfect which actually not.We couldn’t judge the usability from the effect of  his performance.Ideally,we choose the person who don’t have much computer field education background,graduated from university,worked as a officer and 60 years old.
Enviroment Profile
I think the evriroment profile is mainly in two parts:

Users:always at home

Staff :many different locations,in a private office,in the hospital and so on.

Device contraints profile

There always something wrong in the device of the computer.

Operational risk profile

If  the users work in a mixture environment, they  fogot to logout when they finish the tasks,their accounts may be easy to be stolen.

Web Design For Use
Purpose profile

There are many different purposes(presence,public relations,advertisement,product promotion,sales and sales support,customer support,technical support,on-line publishing,information resource),we should design our website with these purpose,we should present ourselves well on the website,when people browse our homepage,they could easily find the introduction of the company,the content of our work,the information service which make them interested in.We published the most important content in the middle of the homepage(I think it should be the information of services we provide),we also update it if we have some new services.We provide a search box on the top of the website,people could search whether we provide the service he want directly.We have a linklist at the left part of the webpage,they provide the staff information and service information.
Hit me

I think we can’t judge whether the  website is good or bad  just by the hit rate.The home care service is face to some special persons,not most people in the city,so it won’t be hit by many times in a week or a month,although it is well behaved,well organized and interesting.
Same but different web woes
The website is designed to satisfied different kind of persons,the most important thing we need to do is to improve its usability.To improve usability,take back control over the screen real estate,controlling the sizes,positions,and relationships among visual elements.We should put the most important function in the middle of the webpage and provide some normal functions which are very easy to understand and use.We also needn’t to divide the information too finely,it makes the browsers confused.
Just the  FAQs

We should design the FAQs page into three parts:

Table of contents or topic list

List of questions organized by topics

Index

At the top of the FAQs page is the title-*common questions*,there is an index in the introduction of the ‘common quesiton’ which includes an in-page link back to the table of contents.At the end,if the users can’t find the answer they wish,we provide them search box to solve the problem. 
The QubIt  Makeover

As many web-site projects make the mistake of starting with wish lists of contents and features and then proceeding directly to graphical design,in my opinion,we put the company news and service advertisement in the middle page,we provide lists of service information and staff information,FAQs regarding the service,FAQs regarding the staff.

Improve by inspection and review

The most important thing to learn is where you went wrong.When we finish the project,we don’t know what we are doing or unsure of the results,we could take an expert evaluation,peer reviews and user reviews.I think the most important one is the user reviews.You can sit beside them when they try to work out solutions.The result will be valuable for usability.

For instance,one user use it the first time,he browse the website,and he thinks that he want to call a home care service of cleaning,at first,he may browse the main content of the service information in the middle of the webpage,but soon he try to find a search box which can make him find the result quicker.(If we don’t provide the search box or we just provide a search link on the left part of the webpage,he repeatedly ask questions such as,where is the search box?Then,he may drop and  quit.)He enter the information which he want to know in search box,and then find a searching  result.Luckily,there is the service he prefers.Then he register and loggin,he find the service information and the price, he want to know how to pay for it,then he asks the help system,this question is a normal one,he can find it easily on the  FAQs page,afterthat,he checks the schedule and makes appointment,then he logout.In this process,he never use the email system,so we could ask him why,maybe he don’t know why he need to use it,because we still have the leave-message system or he prefers to his own email address.Now we could supposed that the email system is not necessary temporality. In this process we need to pay attention to avoid leading users or giving hints or providing helps unless requested.
To do the collaborative inspection,we should have an inspection team consists of a lead reviewer,inspection recorder,continuity reviewer,user and domain experts and usability specialists.

Interactive inspection
Scenario

Find the super service,make an appointment and pay for it.

The user try to finish this task.When he browse this the website,the lead reviewer ask for first impressions such as what do you want to see or what do you try to find,because he notice that the user feel a little confused.After each scenario has been completed in the interaction inspection phase or following each screen or major interaction context,the lead reviewer should ask for comments aobut what features or characteristics of the current design seem to work effectively and should be preserved.The user’s answer will be like “the search function is helpful,I prefer the help system,I don’t know why we need an email system or maybe we could  add some more functions”,these can be noted by the inspection recorder in a separate document or file to be delivered to the developers after the inspection is complete.
The second pass is the static inspection.After get the comments from the user,we should attempt to inspect every interface composite.We may find some icons make the user hard to understand,layout is not good enough,because it can’t represent the main idea clearly.

Finaliztion and follow-up:consider that fatigue can reduce the effectiveness of the inspection team,so we’d better not to drag on too long.Then we need to follow up the inspection:
The defects are some functions we needn’t to use,the website design we should improve it,we need to an English version of the webpage beside Swedish.Users don’t use the email system many times,so we could use the leave-message system intead of it,users also can communicate with company staff and home care staff by using  their own email addresses.We should improve the homepage of the website,we put too many link lists on the left part,we could divide these links into several child pages.
What we should mention is,defect is identified does not mean it will be corrected,but it is better to know of the usability defects than to remain ignorant.

In all the process of inspection,the leader reviewer should make sure that everyone participates, the users input come first and enact the the scenarios,the developers enact the softaware,all of us try to find the defects and consistencies,the defects are always expained and justified,but never explain or  justify the designs,if users face  problem and complain about it,make sure that we won’t argue with them,we just listen and record what they speak.I think these are the important  rules to do inspection.

Measuring Usability In Practise
Uses and abuses of metrics
The design of the project is good,I think.We give the users an easy to undertand interface which make them feel interesting,they would like to browse the website and find imformaiton after they first see it.But actually,I am not so sure that the design is good enough,in my opinion,we should let as many as possible users to use it,grouping their comments after they finish and improve the design again and again,then the design will be good enough.Some of the approaches are good enough in this project,for instance,the help system,the only thing we should in this part is continuing summarizing the normal questions and provide a more strong function of this system.When we make some changes,we drop the email system and add leave-message system,I think it makes the design good,uses could communicate with the staff on-line by using leave-message system,the email system which used rarely by users is not necessary.If we do it this way,it is likely to be more efficient and easier to understand.We think the best way to get the comments from the users is give them an evaluation table every month,so we decide to add evaluation system,this function li likely to be more usable,we always get many comments every month,we could summarize them together,in some parts we could make sure what the users really want,in other parts which we could be sure then we could add these content to the evaluation table and wait for the users’ answers.The different between these alternatives are substantial,the users would understand the system better and learn how to use it faster,we could get the comments more efficient and nicety,it helps us to improve our design better.The way to make sure this design is better than the other one is to collect the suggestions of the users,we may have an evaluation after it is punished for one month,and compare to the previous one and find the parts of  we improve of the  design are satisfied the clients,or make them feel more confused.
We use the preference metrics ot assess usability.We find how much the user likes the design,some of them think the design is not good enough,because it is hard to find the main content of the webpage,or they think some functions are not necessary,or some feel good to operate the system,because they think the FAQs page is helpful.The documents are supportive,for most persons the software is eay to explore and master.
But sometimes users will prefer designs that are actually harder to user or less efficient.For instance,when user browse the webpage,he want to find the a search box,but at first,he failed,after browse the page again and again,he find a search link instead,then he click the search link and search for information.When the lead reviewer or the designer ask he the question about this,his answer is ok,this is a typically behavior of the user,sometimes they are too kind that don’t express the real idea,it is good for the user,but obviously,the design is bad,although the reflection from the user is good,but we can’t ignore the bad design part.
User interface design metrics
There are structural metrics,semantic metrics and procedural metrics.I think procedural metrics is more useful.We could expect the designers to get more practical direction from content-sensitive and task-sensitive measures than from simple structural metrics.We are not  suppose to have too many metrics one time,because it will cost too much time that would make them don’t know what to really want to know at last.The metrics should be sound,simple and easy to use.For instance,the practical metric is “If we want to make appointment,how should I do?”,this question is easy to interpret,has a trong rationale and simple conceptual basis,the user will try to finish the task,first thing is to find a service they want,they browse the webpage and try to find the service information,because the main information of the service  is in the middle,they easily to find and they click the weblink and browse the child webpages to find whether there is the right service they want,if they can’t find it soon,they will doubt that whether the company has this kind of service or not,then he backtrack to homepage and try to find a search box,the search box is at the top of the page,then he enter the information and find the service,after read the introduction of the service he decide to call the service,he check the timetable when the home care staff have time and apply for it,which means make the appointment.

Laboratory and field testing of usability

Usability testing comes in two major variants:laboratory testing and field testing.The laboratory testing is a little ideal in practise,I think,because users often tell you they don’t have the time to do the usability tests,it is hard to contact them.The field testing take s the usability tests into the workplace.Usability testing in the field requires only a trained observer outfitted with a notepad. Because we are provide the home care services,the work environment of our staff is always in the clients’ houses,when they make the appointment,we could soon contact to them,and ask them for a help to do the usability test,after finish the service,we could have a face-to-face talk,we try our best to let them know how important the usability to both of us and make sure it will not take them too much time,at that moment they may have no reason to refuse.And then,we should pay attention to one of the cardinal rule of all usability testing—not to influence the subjects which developers always give the users hints with conscious or unconscious.For instance,when the users face some problems and don’t know how to do it,the developer say “Why don’t you use the help system or maybe you should check the timetable first before you make appointment”.You can ask the user to “think  out loud”, maintaining a running monologue about what they are doing as they are doing it.In this way,we can know what the user is thinking about and what their intentions are as they try using the system.

For exmple:
Okay,I want to see the introduction of the company.En..I think the company provides many kinds of  services,it must be a really big company with many staff.Do they provide the service of cleaning on weekend?Let me see….oh,there are too many information,I think the best way is to use a search function.Where is the search function?Oh ,no,I can’t image there is no search funcition,maybe I should scroll it down,there is still nothing at the bottom,but wait,there is a search link on the left part,okay,I could use this instead of the search box.But I think even you don’t have the search box,the search link should be put at the top of the webpage.Okay,I find the information of the service,the price is reasonable and there is still one staff available,I’ll choose this service.I want to make appointment on Saturday afternoon at 2:00,why there is dialogue box come out when I make the appointment,the cotent is “It is had been occupid”,It means I  can’t apply for it on that time,I am not a little unlucky today,When do they have time then?let me check the timetable,I can apply for it on Sunday at 1:30,I think it is ok.Do I need to pay the bill now or after the service?
The goals and objectives of the tests is find the lack of the design and improve it.From this scenario,we find out why the user confused when they use the software,at that time if they don’t know what to do,we should give them a hint to use the help system,maybe the location of the FAQs page is not obvious,the user just ignore it.So we may need to improve the design.In this way,we can do many usability tests,and summarize and analyze the results,formulate the conclusions and recommendations,compile and communicate findings.
Organizing and Managing the process
Users in the cycle

Waterfalls and whirpools,let users do it ,full participation

We should use our users in the right way.They always get tired of too-frequenct meeting with developers,they think they are boring,always refuse to come to do the usability tests.We should let the users do it.Often,developers and usrs have very different perspectives on users doing design.Both of them always think in different ways,but we should respect to the users’ idea.Some developers always design in the way  what they like to do,they want to add these functions which they consider they are important,but the users just don’t care about it.They felt weird that why they need this function,it almost useless.Of course it is useful,but may not in this system.For instance,the users always use their own email addresses intead of the email system of the software.Mostly,they prefer to use the leave-message system which makes them feel convience and comfortable.The developers’opinion is email addresses is important for any system.Obviously,they have the opposite opinions.Now the developers may follow the suggestions of the users,take the leave-message system instead of the email system.Users should take full participation.Participatory design places high demand on both users and developers.We prefer to make a practice to sit down with users at their home for collaborative review and refinement of paper prototypes.
Users in usage-centered design

We have noted that there are some difficulties,the users have basically no knowledge of user interface design,they always tend to ask questions about what they should do or want to participant the design work unconsciously.This is what we always try to avoid.Some users like to talk about how to design the interface,how to design the layout and something like that.But in practise,far better results are obtained when users are intensively involved in setting requirements and in other carefully targeted activities.When they want to find information,their requirement is search function,when they try to make appointment their requirement is to find a timetable and check whether there is a collision or not.What they need to do is to set the requirements.Some of them likely to say “we should put the search box at the top or can we put the FAQs index here”,when this happened,we just ignore and reminder them they should be expected to do design.
Essential requirements

What is the primary purpose of this system?

The system is used to help the users to realize the service of the company,and choose the service they prefer.The home care staff could use the system to finish their work in an efficient way.
How would you expect to use this system?

Users  expect the system is easy to understand when I see it first time,I don’t want cost too much time to read manual ,I can familiar with the common operations of the system soon and remember some hot-keys,I can know all the functions of the system,and what they are used for.

What would you expect to accomplish with such a system?

Users would expect to make appointment of the service,pay bills,give some suggestions by using the leave-message system,I also want to find the answers of questions on the FAQs pages.The staff would expect to use the map search function easily and always find the exact position,they read the suggestions from users and improve their work time after time.They use the diary system to record the work experiences and summarize them.It would also help them to do the work well.
What is the reason to do particular task?

We do particular task to check the good and bad points of our design.For instance,We let users to use it as they want to find what  function is still needed and what function is popular.We want to know what the users want to know when they first use it.
We should explain here is,users always have their own fantasy of the system,but we needn’t and we also can’t implement them all.

We have face-to-face interviews and discussions define requirements,watching the users doing  work both with the developers’ software and with existing or competing systems,including manual ones.Never ask users how they like a particular design.The question implies that you are there to please users rather than to serve them.Hand-draw paper prototypes are often best because users are less likely to fixate on unimportant details and will not be misled into thinking tant decisions are already coded in concrete.
Usability in the larger context
We have three groups:usability standards group,usability testing group,software usability assurance group,and usability consultancy or center.User interface standards and style guides overlap to a considerable degree.For example,all modal dialogue boxes must have both an OK and a Cancel button.Because the standards are not always the same,we could change the standards  to assure that they are valid,relevant.Marketing and sales often dominate the thinking of upper management.To do the market research is important. Learning about markets from (would-be)customers is something like learning about requirements from (would-be)users.We could  try to find why they (don’t) want to buy the product,from the customers,in this way,we can improve our bad design parts and keep the good parts.If we want to sell the products well,we should try to improve the usability,especially when greater efficiency or reliability can be both claimed and demonstrated.What should we do when we find the customer is wrong is not a easy question to answer.When we sale our products to the customers,we should be careful to point out their problems,because we may lost them when we point out their mistakes directly.I think a good method is to tell them next time by pretending to give them some good suggestions unconsciously.
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