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Chapter 1

Providing alternate paths to enlightenmeng $1 1 6 0 OOU O1 AAT A A OOAO

Boy:Do not try and bend the spoon. That's impossible.
Instead... only try to realize theuth.

Neo:What truth?

Boy:There is no spoon.

Neo:There is no spoon?

Boy:Then you'll see, that it is not the spoon that bends,
it is only yourself.



Bending spoons is a metaphor for getting users to click where you want them to click and think the way
you want them to think. You have as much chance of forcing a user to do what you want aygou ha
bending a metal spoon with your mind.

Every website and every application has features. Sometimes these features are simple and obvious.
Other times the features are complicated and awkward. You, the decision maker on your project, are
faced with tioices about how to present functionality to the user. Your goal is to have the user
complete their task quickly and enjoyably with minimal errors. This is where the spoon bending comes
in.
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Most applications force users to accomplish their goals inspeeific
way. However, users do not always know the way that works best.
They rely on past experience to make an educated guess. More oftef
than not, they are incorrect and must guess again. Users will keep
guessing until one of those guessgdght or give up trying.When a
dza SNJ R2 S & (0 Kubldlirkg. A tser il muOdiefthfoGgR & Y
randomly trying every possible way of completing a task until one \-
works. At that point, they will imprint the way that worked in their minds. In this fashiears often
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Forcing a user to keep trying until they find the right choice is like bending their natural tendencies
towards your own. The better way is to let go of youm preferred task model. The truth is that there
is no best way.

There are specific techniques for helping the user complete their tasks on their first try. They are
repetitive navigation,omni-directional task completion angserinterface flexibility We will cover
these techniques in detail in this chapter.

Repetitivenavigationis indicating in multiple placeshere the user is and hothey cango somewhere

else. Omndirectional task completion breaks the task down into building blocks andHetager go in

any order they wantFinallya flexibleUl hasmany ways of helping the user get the job done. A full
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they may be) are the correct ones.

Having a bad user experience does not always equal failure. Sometimes (many times, in fact), a
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itself. The main goal of UX is to give the application aBd thdzda SNE G KS 06Said OKI
a look at a wildly successful web application that still has significant flaws in the user experience.
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CASESTUDY: GMAIL Compose Mail Quote of the Day - Ben Sweetland - “Success is a joumey, not a destination "

An example of how a popular Inbox Aechive | [ Repot Spom | [ Delete | More actions «| Refresh
. Starred W
program can gO Wrong by bendmg Cliata O Select: All, None, Read, Unread, Starred, Unstarred
= v commadot » [commadot.com] Comment: "Oper

users is thgpopularweb program senthial P ¥ commadet

Deafts » [commadot.com] Pingback: “The F

Gmail. If they were tan-bendon All Mail Emily, Glen » Open Source CRM
. . Spam (1850) Penny Pgyfirs » Mel
some interface options, then task 7., Gien Horiny (4) O

, Glen (2) » more documents - WCA database
Dan, Glen (2) » example

completion for those features would contacts

rise. Take alook at how you have *» ¢ Glenlipka Glen, Jim (2) » Periodic Table
tof F6St oOoF @1 ®F.® @ Dan, Glen (2) » WCA Database
B ¥ Labels commadot » [commadot.com] Comment: “The |
) ) _iQuery (5519) seanzim, Glen (6) » Re: Screenshot
The most obvious way is to drag ani _auery Admn Glen, Dan (6) S oae o

drop the message into the I&bf @ CKFG R2SayQi 62N)] @ b2 1S&02l NR

the message to do it. No icon available to click
on. In fact. there is no indication of how to do Quote of the Day - Ben Sweetland - "Success is a journey. not a ds

this very common task. The answer is hidden in [ Awchive | [ Repot Spam | [ Delete | (fviore actions. . =)
z A , A = v s . A - Maore actions
iKS$S aVY2NB F OG0 A 2 )/ 3¢ 38+ Sect. All, I'\Jonec,I F:.ead, Unread, Starre r'ul'lark S
commada Add star i
> ¢ commadot NN | —— £

So, of all the methods they could have chosen, _

. . ] Emily, Glen (6)
Gmail provides exactly one way. All of my =
guesses failed until | found the right choice. | -

Penny Peters
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like the pogram overall and | am willing to put up with it.

Task completion is something to constantly test and keep in perspective. Some believe that a single

path to task completion makes Q&A and support easier. QAilgh this is true, it still idesirableto the
userto havealternate methodgo getting the job done. As the web matures, we will see richer and
more diverse interfaces.

The user does not need to know that alternative choices exist. They are pedeatint with the ways

they have discovered, even if that they only find one. Do not feel the need to explain the choices to the

user. As long as yaweate success in every directidhen the user can not go wrong.

To illustrate, we can imagine prasng astrangerwith five boxessealed withdecorativewrapping
paper, sealed with ribbons You have hiddenl3n one of the boxesThe strangers told that hecan
have the money if they find.it

Statisticallyspeaking, people will find the money 20% of the time on the first try. The success rate will
diminish from there because people will quit trying. Very few will guess incorrectly four times and still

keep trying. The majority of people will assume ttiety have been trickednd there is no money
anywhere



Abetter approach to the problem would be to hidd # every single box. That way the user will guess

right 100% of the time. This is the basis of all great interaction design. Transform alposhiele

guesses the user could make into valid choices to drive the task. Let the user bend the application how
heorsheseesfith ¥ O2dzNBSX G(GKAA&A YSIya &2dz KI @S G2 Ay@gSai
problem. This is equivalent to the effart programming alternative choices in an application. Itis a

tough pill to swallow, but investing in these techniques will give you a significant edge on the

competition.
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every box the user tries to open.
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TheUl Five is a family of task completiarterfaces or modesUsers will try all of these modes to
complete their task, so it is important to represent as many of them as youMast project teams will
feel the temptation to cut up to four of these modes for the sake of project schedihés kind of
decision puts the schedule first and the user secolibst applicatiors havevisible traces of these
decisions.

To me, itis a falsenoice becausequ get the benefit of reusable codehen approaching an application

with a diverse Ul in mindBy creating multiple ways of doing the same thing, you are essentially calling

the same code multiple times, from multiple places. With thisind, you can enforce reusability in

@2dz2NJ O2RS YR a2t @S GKS dzaSNDa LINBofSya G GKS al

It is best to think of your users as small cartoon people falling helplessly through the air. Itis your
FLILX AOFGA2Y GKIFG KI & G@temOthei Wilkrall (siled)Yad take their Busindss R 2 y Q
elsewhere.



| love icons!

Anykeyboard
shortcuts?

How about right
Of AO1 Ay 3K
that be better?

Some engineers believe that users are illogicalthatiby providing only a single method of completing

the task,the userwill be trained to think logically You see, thengineersare performing a public

aSNIAOS® ¢tKSe FNB KStLAYy3a dza aol Ol s+ NRa FT2f1¢ oS
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Remember, there will be users who try to use these modes whether you provide them or not. A polite

and lovable application is one that allows the user to use whichever mode they prefer. Although we will
go into detail orthese later in the book, it is useful to get an

introduction. et A
Icons. A picture is worth a thousand wordé. simple printer icon will bug =W
give plenty of indicationfg KI § Al R2S& FyR Al eyl @i1€ S dz) YdzOK
Additionally, always use icons inside metm&elp the user scan and ~ beckepen - e
find the action they are looking for. ao 5 =

Icons also breathe life into your site or application. Their little splash of color will brighten up your
application. Details about icons including sizes and how to implement are cawnerkdpter2 The Ul
Five in Detail.



b | New Ad Group Menus. Sometimesaword is worth a thousand picture§ometimes the
N action you are trying to provide just does not break down into a neat 16x16
[ Activate Campaign . ; . o ) .
icon. Use words with your icons when this is the case and provide torisis
@  Delete Campaign menus to organize your actions. If your menus are consistent then your
E»  Open Campaign application will be scalable and easy to use.
Bids Optimizer ] ] ]
Budaet Menus are very valuable tools to save space and organize functionality or
udge . . . . .
navigation, but they have many pitfalls. Details about oeeare also in
Schedule
chapter2.
Targeting

Keyboard ShortcutsSome people are mouse people and some people are

keyboard people. | happen to be a keyboard person. | press control and blayboard tomake

this bold. Someone else might press ALT and find the pridé@er in a menu, using nothing but the

keyboard. Keyboard shortcuts are very often left out of applications. This is a great opportunity to get

Gdzy SELISOGSR 2h2¢ 2dzi 2F &2dzNJ OdzaG2YSNBE® | 2dz gAf €
discover thesdeyboard shortcuts. Plus, visually, your application requires no additional screen real

estate to add in keyboard functionality.

Context menus.Also known as rightlicking, a context menu is incredibly powerful for the user. One of
the most powerful ways context menus can enable the user is in an explorer tree. A tree is a very
popular way of navigating a large application and the abilityyght-click on tree items is critical to
creating some fastrack paths for the user. Users will love you for every rigitk menu that you add

to tree nodes. Make sure to do thight thing!

hyS 2F GKS 2t RSail 7Tdzy Ol Aitthgsbeen afourd foivshloni Ang 8 uskdso at NRA Y
often, it has received ample attention in its user interface. Printing is a great example of a function that
uses all five user interface methods.

CASESTUDY: PRINTING

The following table shows how one carirpiiin the Windows® operating systerAlmost every Win32
program leverages these ways of printing that the Operating System provides. Other OS flavors like
MacOSX® and Linux have similar functionality baked into the foundation so that applicationgpdan al
in the same way.



Take a look at all the ways a user can print.

Icons. Small graphic that looks like a printer, usually o
a taskbar at the top of the screen. bed &

Menus. Often grouped at the top left of the Edit View Inset Format Help
application. The most common placement for print i New... Ctrl+N l
in the first menu because it is such a frequent action Open.. Crl+0

Sawe Ctrl+5 i

Save As..,

Print... Ctrl+P

Print Previe]h.

Keyboard shortcuts.ControlP and F12 are common
printing shortcuts. Menus can also be accessed via
keyboard shortcuts too. Menus are usually accesse
with the ALT or Option Key.

Context Menus.Right clicking will result in different 1] sampl— T
menus depending on what you clich.oRight click on -
the document file and you get a print option. New

Print

T Convert to Adobe%JF

Drag and Drop.Although it is the least used, you can + HP Laserlet 4000 Series PCL 5
. : : : : /

also drag a file _onto a printer icon, which will cause t ..-:;4

document to print. s V]

Tablel.1: The fie major user interface methods daisk completion

Printing is an example of great interaction design. No matter how crazy of a plan the user has to print,
most likely it will work. Users will try everything. In this case, there are five different ways to print the
same document. A usevill find at least one correct way to print on their first try. Without having to
guess wrong a user will feel confident and productive.

It is important when introducing these techniques to think about how the user sees the application as a
whole. t@® Say Qi YI 1S &Sy aSPwaldphdd But dorBroBivduidinot kbR y 1{ydl f
are going to introduce a Ul mode, then you have to use it throughout the application, not just in one
spot.

In the worst case scenario, a feature will be availablene spot and confuse the user. Consistency is

1Ay3a Ay (GKS $62NIR 2F dzaSNna SELISOGI ljssttyadddrag L G A &
and drop to one spot This is because users will not understand why the Ul method works iplace

and not another.



In addition to the five major Ul components there are two techniques that should be employed to give

0KS 0SadG dzASNI SELISNASYOS LI2&a&A0ft SdrectiohhaskS | NB aw$s
I 2YLX SGA2Yy ¢ O I Gues/val providé aisSfetyiingt 2thraiigh @iiicyi none of your users

will fall. It will also make your application easy to \e&sy to learrand easy to love

The most common problem in an application is the user
losing track of where they are. | have seen many people
RAAYA&Aa GKA&A LINPofSYZ odzil] AG A& Foaz2fdziStfg ONRGAO
enough to put one indication on the pagéwhereyou Be sure to make information
are. You should put as many road signs as possible. Tioséepetitive so that, no matter

familiar with the application may claim the indications ar¢ ~Where theylook, they will get
redundant or even repetitive, or possibly redundant. the message.

However, a new user will feel comfortable with the addeg
clarity.

In generalpeople do not read web pages or web applications. They scan the page in a random and
OKF2GA O YI yySN® I Oldzr ttex AldQa y2id NIyYyR2Y 2N OKI
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applied to 18' century painters still applies today. Composition, balance and vepigee play a critical

role in helping the user find the useful navigation that you have placed so carefully on the page.

In 2006, Jakob Niels& conducted an eye tracking study which showed a clear F or E pattern on many
websites. This means the user scanned the page quickly, looking on the left first, and then in brief
horizontal motions. This knowledge helps the designer place the indicatimhgaavigation in the

proper places.

I like to think of users as very intelligent, as well as, very distracted
people. Maybe even people with little children orworkers running
around. | imagine my users are mulisking like crazy when they are
onmy site or application. Imagine your users are intelligent human
beings during Halloween trying to use your application when the
doorbell rings every two minutes. In this sort of world, you have to be
persistentto get their attention
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For instanceyou have to constantly remind the user where they are, what they are doing and what they
should read. Knowing that you only have a brief moment to catch their attentmnhave to be clear

and concise. Knowing that people scan information and ignore ictsbtns, you have to put information

in multiple places in a variety of styles. Do not bend the user to your will by making them look in one
and only one place for the information. Make information repetitive so that, no matter where they
look, they willget the message. Use every method at your disposal including titles, headers, trees,
cookie crumbs, status bars, and other Ul elements to increase task completion.



CASESTUDY: INTUIT.COM
In arecent web page that | created, | paid special attention to telling the user where they are and how
to move around. This resulted in a significant bump in task completion and user satisfaction.

&m B MyDownloads (g MyAccount |3 Order Status W Quick Links

Corporate Profile Intuit Logos

v Press Room
Use of these 10gos cons! s agreement (o abide by these Logo Guidelines.

Press Releases
“Inturt

Intuit (biw)

Company Fast Facts
SIF-120K
Press Kits
Media Contacts
Intuit in the News
Investor Relations

» Careers @ Intuit

Executive Profiles

Notice the global and local navigation, where the siterggaaized to help the user know where they are.
Ly (G4KAa OFasSzs 6S IINB Ay (GKS a! o62dzi LyGdzAaGé 3t 20
[ 2 3 2 &sectigndZthe parent objects and the sibling objects are easy to read.

Additionally, we povided the Search on the top right with the Quick Links above it. These dynamic tools
help the user find exactly where they want to go in the shortest possible time. This is important for a
public, high trafficked website like Intuit. However, in aplagation, it becomeseven more critical

because users spend much time per day in your application than on a brochure site like this.

Search and QuickLinks have become increasingly important in websites and applicatiots ladikethe

user get what thg want quickly and efficientlyThe ability to quickly navigate to a desired location and
performataskr @ 06S (KS RAFFSNBYyOS 06Si6SSy e2dz I yR (GKS
than three times to get where they need to g@he key poinis to use all means at your disposal to

reinforce, where the user is, and how they can get to another place.

Omnidirectional task completion is not as simple as just adding navigational clues. Itis a broad
applicatonpih f 232 LJKe& |yR y20 2dzad | airAy3atsS StSySyido
will, this has to do with the possible chronological order that a user can complete a complex task.
Whether it is an eéeommerce website or a workflow applicationgtte are diagrams that get produced
which show how the user is supposed to go about their task.
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These diagrams are written in a logical and clear
fashion. They show how a user can complete their
task with the minimum of errors. The unfortunate
aspect ofthese diagrams is the assumption that the
order they go in is the only one available. The
jdzSatAz2y 2F0Sy NRaSa:z
The answer to this problem has traditionally been
The Wizard.

The Wizard was invented to stop users froningoin the wrong order. They are

fA1S GKS aLGQa | {YIFff 22NIR ! FGSNI ! f¢¢
can only move one painful step at a time. The wizard usually gives a next, back

and cancel button. Most-eommerce sites force you to dg/our billing

information first before your credit card information. Wizards keep the flow of

the application clear and unambiguous. They also bend the user to the will of the
designer and engineer. They do not allow user driven task completion.

Not dl case studies need to be websites and technology. Every task that can be
conceived can be micnmanaged. A great analogy is worth at least three real

world examples. The following case study ismaragd: y I f 23&> a2 AdQa
two real world exarples

PreviousAnalogy Next Analogy
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My small children are interested in cooking. | realized that the order you apply ingredients to your dish
is important in many cases. However, it is not critical in every case. | started to deconstruct my
breakfast to see where | could leave the orderto the individual cook and where | needed to be strict.

Fry Eggs Pour Juice

> @ © © © >

Toast Bread Serve

The straight and narrow path of task completion has important benefits. It is predictable and easy to

YSI &adz2NB yR GSado 52y Qi dzy RSNBalGAYl GS ésoks. O f dzt
However, they are not valuable to the user. Inevitably, the user will want, as they often de, to re

arrange the order that they do things in. My kid/chef Jared requested to make the juice before the

toast. He explained that Juice starts witland it should come first.

(@]}

Although that seems like a fairly normal breakfast request, | am always surprised how often computer
F LILX AOFGA2ya R2 y2G Fff2gg (GKS dzaSNJ G2 32 2dzi 27F 2
Death*¢

A more naturabnd lovable way to model your application -

is to allow users to build the objects that make up the final < )

object in whatever order they want to go in. This means —

AONJ LILAY3I GKS 2ATIFNR Y2RSt FyR GF1AY2 I Y2NB az2o2
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separately and then combine them together when the time

is right. @

Of course, the wizard is sometimes the only logical way to Serve

get the job done. Every Ul tool, including the wizard, has its

place. The key is to be creative and come up with lagtsthe user could build reusable objects and
put them together to make the result, rather than walking them down a straight and narrow (ke
SEFYLX S 2F K26 ONBLIOGAGAGe OFly 68 dzaSR A& Ay GKS O

* Definition: Wizarding to Death
[wiz-erd-ing too deth] ¢Verb
Like death by chocolate, except with more
Next, Back and Cancel button&nd no chocolate.



