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Overview

This document constitutes a preliminary draft of a UI Requirements Document that defines the application's users and their needs. These requirements will be part of a set of documents that also include business development, engineering and marketing requirements.

My goal in this draft was to capture information gathered to date from various sources: training sessions, internal developers, and so on. In addition, I wanted to make note of client reviews of the product, specifically Walter Landor.

All of this initial information, gathered in the early stages of the user experience process, will need to be expanded and validated through further research into the needs and goals of our target users in the next stage of development.

The result will be a document, used for development, whose purpose is to:

· define key users and their needs

· document all UI requirements in conjunction with engineering and marketing requirements

· identify opportunities and challenges that the UI should address in this new version of the application 

User experience objectives

Based on the overall target customers for the PRISM application, we believe the core user experience objectives for the product are usefulness and usability. The user interface which is designed specifically to facilitate interaction with functionality, is key to the overall user experience and must therefore reflect these objectives.

USEFULNESS

Usefulness is the perceived result of how well the product delivers on its intended value to users. This value, in the form of the user benefits, is defined by the product strategy and requirements prior to design and development. The criteria for usefulness are based on how well each feature: works, supports the objectives, delivers on these benefits. 

Users of PRISM will perceive its usefulness through the following four key areas.
Optimized UI

· easy to use, learn and remember 

· requires less training and less learning curve

· supports convenience and time saving value

· reduces complexity of user’s job or task

New features and functionality 

· incorporated seamlessly into the application

· valued-added benefits exceeds prior version functionality

· reduces complexity of user’s job or task

Increased configurability

· client can easily customize presentation layer 

· meets client needs for high quality front end 

· extends current configurability beyond top portion of screen 

Enhanced performance

· maintains or exceeds speed of application and of tools 

· supports true application use via the web

· offers convenience and time saving 

NEXT STEPS

· informational interviews with key internal  stakeholders 

· informational interviews with key customers 

· gather specific information regarding business requirements for application in order to refine benefits

results

· Staff/stakeholder contributions and integration of input across company

· Validated information about user types

· A complete set of user interface requirements

USABILITY

Usability is how well users can actually do their work using the product. In the case of the current implementation of the application and proposed version in PRISM, usability should focus on:

· conceptual and mental models

· navigation and hierarchy

· user tasks and workflow

· visual design and language
Although it currently features an inconsistent interface, lack of clarity and inconsistencies, we know that users see the value of the application. They are willing to work around these problems because the users experience the application as delivering tangible benefits. 

Similarly, as we have seen in client feedback and in a training session, the frustration level of users is high. While many of the issues dealt with in the training have apparently been addressed, it was still clear that inconsistencies in the interface require as much training for the workarounds as for the actual functionality. Creating a consistent and easy to use application will reduce training time and user frustration from the beginning.

Another Way to Look at the Cost of Usability

Development 

The earlier we can identify problems in product development, the less it costs to correct them. Why? Because other processes involved in releasing a product are dependent on the product's design. There are user guides, online helps, marketing, advertising, promotional material, and training packages that must change with the product. For a product on the market, the cost to correct a flaw can easily become 500 times what it would have cost at the design stage!

Documentation 

A usable design needs less explanation. Writers can focus on explaining the process, not "documenting around" design mistakes. More documents are required to support a weak product, and any change to the product affects one or more of these documents.

Training 

When a system or application is hard to use, training costs increase. The user has to fit into the program's environment instead of the other way around. To do this requires a lot of training, because the user’s expectations of how the product behaves don't match the design. By making the product easier to use, training costs can be lowered.

Customer Support 

For products already released, the customer support staff is the most reliable source of feedback on usability. As customers find flaws in a product, if we’re lucky, they call for clarifications or workarounds. The longer these flaws exist, or are not corrected, the sooner customers start using a different product, The company’s credibility, and its customer base, can vanish.

Solving some basic issues (outlined below) will have a profound impact on the perception and usage of the product. 

conceptual and mental models

Definition

A good conceptual model let s users predict the effect of their interactions with the product. We form explicit models through experience, training, and instruction. A good model provides some deep understanding of even complex applications so that we can resolve issues when things don’t go as expected when we are trying to use the product. The user’s model is developed out of interaction with the visible structure of the system and the visible part of the program is the interface. 

Currently

Generally, the training materials are helpful in outlining the concept of assets, how to find and manage them, and use the system overall. The implementation hinders users’ (particularly the first time users’) ability to apply that abstraction to what they think they know. People struggle to deal with the ambiguity of differing behavior and look for repeating actions. A good portion of the training has to focus on workarounds – making the places where the behavior is not right or consistent more obvious to user s so they can get around it and won’t apply it to their “model.”

In MAMBO 2.5, the conceptual model for understanding assets and their management, is not delineated clearly enough. First-time users, for example, struggled to make sense of the overall model in relation to the inconsistencies of behavior. The object behaviors and interactions in each context need to be made more visible and clear up front.

Goals:

· make model visible through mapping, controls and relationships

· make it easy to use because possible actions and controls are obvious

· make the application easy to learn and understand

· promote consistent behaviors and interactions within application 

· be familiar to users and meets their expectations

· map to existing programs and processes users already use

ACtions

· gather feedback from customers using existing application

· propose clarification of the model through prototypes and user feedback 

results

· high-level  user guidelines for  the organization and display of information

· basic conceptual model  (paradigm)  which can drive UI development 

naviGAtion and hierarchy 

Definition

A well-designed information architecture for navigation and hierarchy allows a user to move quickly and to efficiently locate relevant functionality. It’s imperative that there be a structured hierarchy that is consistent and predictable across the entire application. Ease of navigation means the absence of unnecessary steps to get to a task and perform it. Web-based applications must choose whether to mimic traditional or common applications that lessen navigational needs by using common and standard toolbars.

Currently

The application is not always easy to navigate. There seem to be a number of extra steps in many of the processes that could be streamlined. The disconnect between navigation to “places” like MAIN screen or COLLECTIONS, and “actions” like SEARCH and CATALOG make the hierarchy unclear and hard to model.  Additionally, all the critical information nested in a huge number of drop-downs can obscure a general sense of visibility that users need to feel they know where they are and what the choices are in each place.

Goals:

· create and support a “sense of place”

· give a sense of context  within a “place”

· make the general organization of application more apparent ( too many drop-downs)

· reinforce and make obvious user’s current location within the application 

· promote consistency in all appropriate areas and from screen to screen

· impose a logical grouping of functionality and tasks

· emphasize clarity

· order and group elements in visually meaningful ways 

ACtions

· determine overall functionality and location of features

· model the information architecture visually through maps where global , local and  contextual navigation is apparent across the application

· standardize information architecture based on core user tasks

results

· a predictable structure that matches users’ expectations

· navigation and hierarchy that delivers user’s benefits

· a logical, accessible, easy to use product

user tasks and their workflow 

Definition

A task is any sequence of questions, prompts and results that constitute accomplishing a goal. A workflow can be comprised of many tasks, either by linear or non-linear steps. An application’s primary purpose is essentially to enable user s to accomplish their workflow, in the largest sense of the word. (This is more than what’s addressed in the area of the 3.0 application labeled “Workflow.”) A well-designed system with an efficient workflow can accommodate both the infrequent or new user who needs help doing tasks, and the more typical  “power user” who is quite proficient and impatient of any roadblocks. 

Currently

Common tasks, or the essential processes most users require, are not apparent in any helpful way. There are no helpful or articulated steps to help users know what to do, how to accomplish common tasks, and how many steps there are in a process. Power users may adapt, but everyday users will potentially struggle to remember how to do something if the model seems ambiguous and inconsistent and the application does not help the user’s understanding of how to accomplish a task all along the way.

Goals

· streamlined user orientation

· core users understand and are guided

· easy access to key task flows

· logical presentation that breaks up tasks into logical order and groupings 

· contextual orientation using numbering and presentation elements

· user’s status within the workflow is apparent

· online help and instructional copy is clear and contextual

ACtions

· meet with users to inform workflow process

· collaborate with internal team  to develop informed and clear use cases

· address importance of clear workflow in prototypes and testing

results

· the application accommodates and empowers users 

· reduced learning curve and training time with explicit  task processes

· users retain context without confusion even when they use the application infrequently

visual Design and language

Definition

Visual design is the graphic treatment of the application’s interface elements. It is also the representation of the company and its product’s brand through visual elements and overall style. A visual design language is a fundamental aspect of the UI, as it aids in the understanding of how to use the product and how to navigate through tasks. 

Currently

The product does not apply standard, well-known graphic design or interface principles to the visual elements and layout. While style sheets have been applied to upgraded versions, there is still an enormous potential to enhance the overall product and experience.  An underlying information and organizational grid needs to be in place to group elements in a meaningful order, organize information throughout the application and help the user understand the functions and steps through each part of each section. 

A simple and well-designed visual presentation layer will go a long way to address client feedback, their needs and overall ease of use. Standard graphic design and interface principles applied to the visual look and feel of the interface will greatly reduce the confusion, inability to perform tasks and general user frustration.

It seems particularly important to address visual design for a customer base whose job it is to manage brand resources. Their sensitivity to design, visual elements and the integrity of those elements is very high. This product should reflect WebWare sensitivity to this as well.  

Goals

· incorporate branding and identity

· standardize screen layout

· implement consistent visual devices

· develop consistent and use-appropriate terminology and nomenclature

· establish a functional vocabulary leading to consistent, predictable behaviors and actions

ACtions

· establish relationships with internal marketing group

· review competition

· review “best of breed” examples

results

· deliver on the expectations and standards of customers

· support professionalism and reduced sales and marketing cycles 

· clear, consistent and repeatable branded style to be used by internal development

User centered design

User-centered design gives us a clear picture of who the target customers are and consequently ensures that the team has a solid understanding of our audience in the design and development phases. 

Clarity around user types allows the whole development team to make cohesive decisions concerning engineering, creative, production and UE issues that are in line with users’ goals. Specifically, this clarity ensures that the tone, interactions, behaviors, navigation, organization, language and visuals all work coherently together to make the application usable and engaging for each of our target users.

User modeling helps us to identify and personify MAMBO’s primary users. Creating scenarios about how people might use and value the application are not only helpful at the beginning stages; these scenarios are also used to construct user paths through the application. They help to define and validate ease of navigation, feature sets, and eventually the use cases that engineering will need to actually build the application. Design for each user, not all users!
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actions

· target user segments and create corresponding user profiles

· understand user models for application based on long-term business goals

· assess key opportunities and challenges based on user needs and goals

· make recommendations for product scope based on integrated knowledge

Results

· discover who within an organization will use or does use the product , how often and for what purpose 

· identify a variety of customers for a good representative sample of users

· document  different circumstances to illustrate customer needs to inform the product development strategy

· use customers’ direct experiences to model task and process-based scenarios for rapid prototyping sketches

· build a relationship with willing customers to call on for reactions to prototypes and other developments throughout the UI process  

OPPORTUNITies and KEY Challenges

Included here is a specific list of issues that should be addressed in the new version of the product. This is not a complete list, but reflects a first pass at some of the key challenges based on feedback and observation.

BIG-PICTURE APPROACH

Opportunity to step back, review and design the whole system as a unified application. 

· much new and great functionality has been added over time

· time to market development can hinder  a unified approach

· opportunity to revisit the unifying metaphor/ themes (e.g., windows paradigm with actions and buttons)

WHOLESTIC VIEW AND DEVELOPMENT

Opportunity to integrate user interface into the design and development from the beginning.

· bringing UI, engineering and marketing together and with users

· establish UI practices to apply to this version and future development

· greatly enhance product with attention to UI

INTUITIVE WORKFLOW

Opportunity to integrate and support the newer addition of “workflows” within the application. 

· incorporating a task-based steps approach for different types of users

· logical sequencing between consistent screens

· reconciling inconsistencies (.e.g. frames vs. pop-ups)

COLLECTIONS

Reconcile the users’ need for collection directories to map consistently to their own production server directories.

· review organized metaphor like windows file system

· ability to move branches, copy, insert a directory

· map functionality of collections directories to typical directory behavior

SECURITY MODEL

Develop a more robust and accessible security system.

· determine how to better manage and provide access 

· allow publishing of the model so users are aware of access and limits to it

NEW TYPES OF BRAND ASSETS

Extend the model of brand assets to include and support new format types and behaviors. 

· create an asset model which can scale to include new types of assets in the future

· incorporate video and streaming media capabilities 

Configurability

Enable more complete and system-wide configurability by the customer.

· create style sheets and user preferences which make it very easy to customize

· apply customizability to entire application, not just masthead

· create style sheets which aid and support global brands and localization

Metrics for success

Being dedicated to utilizing a user-centered product development process should enhance the product and reduce overall risk. Delivering the value to the customer through a well-designed user interface helps ensure the following measurements for success:

· enhanced customer satisfaction and loyalty

· extensive word of mouth marketing

· accelerated sales cycles

· recognition as a category leader

· reduced training and customer support costs

· more cohesive and integrated development process

· reduced internal development cycles 

· increased opportunities for partnership and developers 
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		PRISM: Preliminary User Profiles

		USER GROUPS		USER EXAMPLES		COMMON TASKS		FREQUENCY OF USE		GROUP SIZE		ATTITUDES AND CHARACTERISTICS

		PRIMARY

		Consumers of Assets		Client of branding agency Walter Landor		Find assets		Infrequent		Large		Low-level users

				Graphic artist at Martha Stewart Omnimedia		Route assets						Restricted access privileges

				Art Director at Harcourt		Configure private collections						Not very tech savy

				Product Distributor for DuPont		(3.0) Manipulate contents of asset clipboard						Will not adopt system they find dificult – low tolerance

						(3.0) Configure private workgroups						Require good help and instructional content or intuitive, no-instruction-needed

						(3.0) Configure private workflow templates

		SECONDARY

		Producers and Distributors of Assets		Production Manager or Group Lead		Find assets		Most frequently		Small		high-level users

						Route assets						non-restricted access privileges

						Configure private / public collections						fairly tech savvy

						Catalog assets

						Upload assets

						Edit asset metadata

						Configure events

						Generate reports

						(3.0) Configure private / public workgroups

						(3.0) Manage asset lineage

						(3.0) Manipulate contents of asset clipboard

						(3.0) Configure private / public workflow templates

				Librarian or Asset manager		Find assets		Most frequently

						Route assets

						Configure private / public collections

						Catalog assets

						Upload assets

						Edit asset metadata

						Configure events

						Configure asset/collection/event schema

						Configure Subjects

						(3.0) Configure search and display pages

						(3.0) Manage asset lineage

						(3.0) Manipulate contents of asset clipboard

				Administrators		Manage users		Infrequent

						Edit group properties

						Generate reports

						Edit Lists menu items

		TERTIARY

				Retail buyer of wholesale clothing		only search/display of assets is possible using WDA)		Variable		Large		lowest level users

				Movie poster distributor for WB		Browse assets						very limited access or options

				Product distributor for DuPont		Find assets						users of WebWare Dynamic Access

						View asset thumbnails and metadata in WDA templates

						Download assets from WDA templates
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