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Queues at the TVMs: were they necessary?
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Basic TVM Usability problems:

m  T[he time taken to issue a ticket is very long (65 sec)

m  The management of banknotes fed into the TVM is
difficult as it obeys a logic hidden from the user.

m The organization of the screen commands is not
optimized

m [he terminology used on the screen is not clear
m  The TVM creates delays at every step.



" S
Dimensions of Usability

S5E’s

m Efficient

m Effective

m Error tolerant
m Easy to learn
m Engaging



S
Objective:

To demonstrate which basic rules of Usability
have been violated and what alternative
solutions exist so that the issue of a Ticket will
be SIMPLER & FASTER.
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m Step #1: Language selection

[ Is it necessary? Are they in the right order according to frequency?
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The use of voice commands demands an
accurate sync with the written commands and
with the machine’s actions.

This is not always true.

Eg: the ticket is issued long before the voice
command “pls pick up your ticket”.
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Step#2

m \What is a “product™? Do they mean the
“ticket”;

[ Ayopé npoidvrog

[ Online Kp&tnon ] [ 'E'nt&;':"ﬁ'\oh

Nicw
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Step#3

m The 1st choice is the least used !!
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[ 5 AraSponés
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mthe most frequently used item, should be
placed on the upper left corner.

ml believe that the best arrangement is:
90 AetTTWOV 24 wpwv S NUEPWV
2 AladpopEg 5 Al0OPOES 10+1 AladpOouES

Or, the heavily promoted option “10+1 Aiadpouéc” should be placed on top of
all.
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"
Why WAIT?

B n pnxavn 0gv KAvVEl KATI QUOKOAO yia va {nNTAEgl TNV UTTOUOVN
Jag: uttoAoyilel Ta ATTOOEKTA XOPTOVOUIOMATA KAl KEPUATA.
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HHIbH
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S
The «YmoAoimo» is wrong |

“Change” should be 6.50€, not 0,00€
This screen is displayed at the moment the voice command says: “the

required amount has been received”

2]

OCUYKOIVWVIES

adnvadyv
FTovolAo: € 13,50

ANYOEv Nnoco: € 20,00
YnoAoimno: € 0,00
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"the printing of your ticket is in progress”

Voice: Pls wait for your change

PRl . 1L

I"Ippdm)us_nspluévérs I ;rl'

‘ | | Haftflﬂmunrﬁqmdprhq PBpiokeral o€ efthEn
i | I i |
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“the printing of your receipt is in progress”

m Delays....

H skTUnwon TG anodei&ng ayopdg PpioKeTal OE eEEAIEN

ngpaxa,'tu) NEPILEVETE
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Side effects

m POZOJ\I’" Ve

1s’To EKAOTIKO MHxANHMA

AEN BrAzel EIZITHPIO
TSN 0.60¢

2:TIA EXAOZH M ees rkal 3|EisITHPION

L AEXETAL XAPTONOMIsHA TON 5.00€
3: 1A EkAOZH [4 o5 xar T E1s1THPISN
7 AEXETAlI xAptorlomisMa T2 10.00¢€
STNA Exao=H [B8 aisituried wa e
AEXETAI XAPTONOMIZMA TON__20.00€
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Side effects
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Cancelling the Ticket on a Bus#1

Given that the Ticket info stays on the screen for 2 secs only, itis
important to highlight the following info:

1.YTTOAEITTONEVEC DIadPOMEC (remaining journeys)
2.YTTOAEITTOMEVOC XpOVOC  (remaining time)

YrroAe; MOpsvec
SwaSpopéc- 10

Y"Olftndut‘uoc Y 2 E
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Cancelling the Ticket on a Bus#?2
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A pessimistic outlook

The Athens Metro Ticket review, reinforces the
pessimistic outlook about the quality of
software developed by large organizations.

It seems that monopolizing a market, (ie lack of
competition) is part of the problem.

The time lag between specifications and

software delivery is the other part of the
problem.



" S
Usability Test

O £AeyX0C TNC EUXPNOTIAC EVOC TTPOIOVTOC gival
aTTAOC: To POVO TTOU XpPEIadeTal €ival va UTTOUUE VIO
Aiyo oTn 6€on autou TTou Ba TO XPNOIUOTIOINCEI.
AUTO UTTOPEI va Yivel oav dlavonTIKN Aoknon, aAAd
OEV Eival TTAVTA €TMITUXNGS MEOBODOC OUTE ATTOKAAUTITEI
OAA T1a TrpoAnuara.

O KAaAUTEPOC TPOTTOC £ival VO OTPATOAOYNOOUME
TTPAYMATIKOUG XPNOTEC YIa va UTTOBAAAOUV TO TTPOIOV
o€ OlIAPOPEC TTPOKABOPICUEVEC DOKIUATIEC KAl VO
KOTAYPAWOUUE TA TTPOBAAMATA TTOU OCUVAVTOUV.
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Utopia?

Usability
aims
to reduce
Training & Manuals

to
ZERO |
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UI is very important. UX measures it.

m Instead of talking about “complex software”, let's
concentrate on “complex Ul” instead.

m “‘complex” is subjective. UX research will give us the
“average” and “extremes’.

m Software is being built by experts, but used by (usually)
untrained people.



Bellis’s Law

m For years | have been testing the following idea:

Bellis’s Law: For every computer problem, even
many hardware problems, there is a simple
solution to the user interface, often as simple as
improved wording.
(http://www.usabilityinstitute.com/articles/moreTech.htm )

and it seems to me that it works!


http://www.usabilityinstitute.com/articles/moreTech.htm

..a more realistic view:

Minimum Usability:

1. Reduce Number of Clicks =» Simplicity

2. Don’t Make Me Think

3. Error Prevention (Murphy’s Law: if something can go wrong, it will)

4. Error Recovery

5. Put Help text exactly where it is needed (ie: on the screen)

T. Makpng - EuxpnoTia HAekTp. EioiTnpiou



" SN
Example of Belli's Law




To complete a task, the User must perform a
sequence of 6 actions. Difficult to memorize!!

Seamenlist  Seaman - 1379

Code*: 1379
Last Name™: [KARAGEORGIS Midelle Name: Rank : |Chief Engineer - Vessel Type : |BULK CARRIERS A
First Name™ : [PANAGIOTIS Nationaiity : [GR -

Details | More | Bank Details/Family/Allotees | Certificates /Diplomas | Documents | Other | Sea Services” elearning Sessions | Evaluation Report List | Medical History | Greek Details | Remarks/Orders list | Comments | Training Needs

DoneDate | Training Package Package Courses Package Compl. % Package Score %
(CHENGR (5P, 5T,VP,RH,DC,PMS) PMS, SPARE PARTS, VESSEL PERFORMANCE, STORES & PROVISIONS, F
<
i 2 2
Lessons Presentation Units Progiess  0.00%
Course Done Date_|Course Compl. % | Course Score% |Weight|Weighted Score [T Presentation [compl.%s]  Done Date
[¥|pras 0,17,
| |spare parTS 0,17,
|| |VESSEL PERFORMANCE 0,17,
| |sToRES &PROVISIONS 0,17 n <Ho data to display >
| [resT Hours 0,17,
| |pocumenT conroL 0,17,
N Test-Simulation Progress: 0,00%
[ [ score%e | Done Date
<Ho data to display >
Averages : 0,00 0,00

[Not on Board || View Web App Audit

[ || Created by OK on 02/06/2017 19:08 Last Updated by OK on 07/06/2017 12:58
[) Sysiem Date - NI 07/08/2017 UM © [5375]| Data Exchange I¥essel KAVO ALKYON HModule Sy




Put Help text exactly where it is needed

Seamenlist  Seaman - 1379

L/

Code®: 1379
Last Name™: [KARAGEORGIS Midelle Name: Rank : |Chief Engineer - Vessel Type : |BULK CARRIERS A
First Name=: [PANAGIOTIS Nationality : G B

More | Bank Details/Family/Allotees | Certificates / Diplomas | Documents | Other | Sea Services elearning Sessions | Evaluation Report List | Medical History | Greek Details | Remarks/Orders list | Comments | Training Needs
DoneDate | Training Package [ Package Courses Package Compl, % Package Score %
CHENGR (5P, 5T,VP,RH,DC,PMS) PMS, SPARE PARTS, VESSEL PERFORMANCE, STORES & PROVISIONS, F
"
To Create a new eLearning Session, click "Session" on the left, then click "Edit", click OK to Approve or Modify the Credentials, Select the "Training Packages" you want, click "CREATE
NEW SESSION", then you can Close the Tab to save your choices. Or you may "Cancel" or "Complete" the selected session.
14 - -
Lessons Presentation Units Progiess:  0.00%
Course | Done Date[Course Compl. % [Course Score%|Weight [ Weight=d Score | [T Presentation [compl.%s]  Done Date
[¥pras 0,17,
| |spare parTS 0,17,
|| |VESSEL PERFORMANCE 0,17,
| |sToRES &PROVISIONS 0,17 n <Mo data to display >
| |resT HouRs 0,17,
| |pocumenT conroL 0,17,
N Test-Simulation Progress:  0.00%
[ [ score%e | Done Date
<Mo data to display >
Averages © 0,00 0,00
[Not on Board || View Web App Audit

[ || Created by OK on 02/06/2017 19:08 Last Updated by OK on 07/06/2017 12:58
[) Sysiem Date - NI 07/08/2017 UM © [5375]| Data Exchange I¥essel KAVO ALKYON HModule Sy




Put Help text exactly where it is needed

Browser Search + IEE

' Search Options | | 48 Fiing Ciitesia

3| Bromse Layoul

¥ Genersl Oplions
Sentto
Sent 1o Address
Maruel Attention
Ward Search
Keywords
with st
Vg Created By
dentfed as..
/out Device
with Subject

TIP: 1. To 80r¢h for mags with aftachinvents, st Akd a det
2.T0 Bearch 10f MYSUS With 4 s of ATACHMENT, Ad the typs, og: “POF"
3. To search 1of MegS Wth 1he Name of an AACTIN, Use the Word Search and
e sk, o driw’

User Folders
Fiing Folders
Fiing Criteria

Add Remave




Put Help text exactly where it is needed

GetGuote  Evauators Zone | gt = Peossie  Heb v Logoul [ adminietrator |

ServiceDesk" mmm-mmm-m e [ EEENIETTN

v | Desktop contral | v

Helpdssk

ooz Configuration Wizard Bzt 2z
Helpdesk - Categary
Category List Tree View
e
M Catey] (e sbaa] mien] [Duse) ([lmtkncag
Woto  act rocon} have baen marked i gy color. @ Et opton can ba usad o ackvals h record
Category Descripton Technician Change Manager
. = [R—— Hartars Frobiars
. w Gonera Genral Prodlams:
. o= e st rtate prodiams
_— atworh Htvorkrlated qusris
. ow osratng Systen Oparaing Systereisted auerss
. 7 Prinirs Priner Pcbleims
155 Type: . & Rouss Roul related Prcdlens
an Tompt . = Semices efaned que
is - L g Software Problems
= . = srnes Sulicnes resated prosiems
o & . o= . Usersiated ausres
Usars ®
ProblemiChangs mansgement bl g =F
Project Management
R . yaucancsaty anarct g (Eranel A1 e b g cfrr can o clsseduncdr o chagny S ) A errcy f Gty = Sucalngry i g g i B e o can
O J To Create Mew Category
Software ® Click Maw Catagory bytion This dspiays the category fm
P o i S L L G e e e
Salacthe ach box. AN isues rlated 0-his category wil b assigned  th sefectsd lach
User Survey s Clck Sawe o 1 save he de Catagury peang isked e casgary st iew

Clc S AT A S0 Ce0U bl 1 ave It 8L A1 803 BNOTIT 10 coegery

Gael

To Create Mew Sub Categery

Ik Mo Sub Catoryuson Tis dispays e sul-catagory fom
Spacify e Sub Cat ‘grven taxtai, For ax Fapsr, This & 3 mandatory i
Soacly elevantniomanon soot e e cInId 8 chtgoyn I Descriion i
Selacihe Category o the comba bos. For . This s 3 mandalory el

To Creats New lem

Iick W Mo bumn, ThE displays 8 ey s
Sy it W i B P . P, Thi 4 e nalry b
Specif relevant informaton about ihe newly creatzd #em in the Deseription field
Salactia SUD Catagory Tom e como bas. For £x. F3par. This 15 8 mandsary Hsi0
Click Save bufion fo save the defals.

G You GaN 8156 300 e SUb CatE0Oy & Ne o V8 CAIB00TY Mo 18 C1E00ry LISt e
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triving for a perfect User Manual

Online, Multimedia, Searchable, Context Sensitive, User Editable

0
Deutsch | Francais | ltaliano | Espariol | 838 | English ® Home

3 informe
AbOUt thIS gUer « Confirm your console version
This guide brings together existing knowledge base information on how ta configure your Windows + Understanding network types
network computers so you can deploy Sophos security software to them using the central console. It « Confirm your domain functional level
structures the information into a series of steps and provides additional information when necessary :
Note: Set endp
= This guide is an extension of the product documentation & and describes the required deployment « Preparing computers for deployment

steps applicable to the most common customer networks and settings
oy 9 « Allowing computers to report

In this guide we assume you already have a Sophos console installed. If not. use the startup
guides (available from our documentation page &) for further guidance. If you are do not have a
supported version & of the console installed you need to upgrade your console @ to the latest
version « Discovering endpoint computers

« Refer to the Glossary of terms for any term that you do not understand. + Installing endpoint software

« Troubleshooting installation errors
What are the key steps?

« Post deployment recommendations
To successfully deploy security software to endpoint computers and manage the software from the

Extra Info
console you must complete the fallowing steps Extra Info

« Glossary of terms

- Videos [
1 Check the version of Sophos console you have Confim your console version « Useful links
2 Determine if you have a domain or workgroup network type Understanding network types + Feedback & Support

If step two showed you have a domain: determine your domain
functional level
Othenwise skip to step four

Confirm your domain functional
level

w

Prepare your workstation computers to allow remote installation  Preparing computers for
of Sophes endpoint software deployment

=

5 Prepare your workstation camputers so they can report back to

the management server Allowing computers to report

Populate the console with a list of endpoint computers connected
to your network

@

Discovering endpoint computers

Deploy security software to your endpoint computers from the
console

=

Installing endpoint software

Troubleshoot any issues that occur with either installation or
ability to report to the console. Troubleshooting installation errors
Othenwise skip to step nine

o

Return settings enabled for deployment to default
Note: Any settings changed to allow endpoints to report to the Post deployment recommendations
management server must not be changed

@

Updated: June 2015
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AMMITEC’s Software Quality Guidelines

https://www.ammitec.org/images/AMMITEC Ma
ritime_ Software Quality Guidelines v1.pdf



https://www.ammitec.org/images/AMMITEC_Maritime_Software_Quality_Guidelines_v1.pdf

" <M

Reading List

XpAoIholI CUVOETOIL:

https://www.nngroup.com/articles/usability-101-introduction-to-usability/

https://www.usability.gov/how-to-and-tools/methods/running-usability-tests.html

http://www.uxbooth.com/articles/the-art-of-guerrilla-usability-testing/

https://www.nngroup.com/videos/attention-leans-left-websites/

https://www.nngroup.com/articles/test-when-you-know-answer/
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https://www.nngroup.com/articles/usability-101-introduction-to-usability/
https://www.usability.gov/how-to-and-tools/methods/running-usability-tests.html
http://www.uxbooth.com/articles/the-art-of-guerrilla-usability-testing/
https://www.nngroup.com/videos/attention-leans-left-websites/

Thank you !
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