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[logrotoBka 1 nnaHMpoBaHue 13abunuTu-
nccnegoBaHuUs

[1na nnaHnpyemoro o-nccrnegoBaHns onpeaennTb:

1) uenu (uccnegoBaHue «dopmMmumpytoLlee» Unm
UTOrOBOE);

2) 3agayn — cueHapuu nccneagoBaHus;
3) rpynnbl nonb3oBaTenen-y4acTHUKOB;

4) TexHonornn coopa n aHanmaa gaHHbIX
(nabopaTopHOE TECTUPOBAHUE, OH-JTaNH-
TEeCTUpOBaHME U T. I.);

5) OlOXeT 1 BpeMs NpoBeaeHUs.

Thomas Tullis, William Albert Measuring the User Experience:
Collecting, Analyzing, and Presenting Usability Metrics. —
Publisher: Morgan Kaufmann. —2008. — 336 p. — The Morgan
Kaufmann Series in Interactive Technologies.
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1 [TokasaTtenu Nnpon3BOoANTESTIbHOCTHA

Mepbl
NpPou3BOANUTENBbHOCTU
(performance metrics)

=

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13.



[TokasaTtenu Nnpon3BOoANTESTIbHOCTHA

Ycnex 3agaHus (task success)

Ha3Ha4vyeHue [TokasaTb, CKONbLKO MonbL3oBaTesien C IErkOCTbo JOCTUTHYT
CBOEW Lenun, pewlast TMnm4yHble angd npoaykra sagaydn.

O6nactb * YHMBEpcanbHaga mepa (Besae, rae nepeq nonb3oBarenem
npUMeHeHus BO3MO>XHO YETKO ChOopMynnpoBaTth 3agadvy, MOXXHO U3MEPUTb
YCNELIHOCTb €€ BbINMOMHEHWUS], HANPUMEP, MPWU OHIANH-MOKYMNKe
npoayKunun, Npu Nnonucke oTBeTa Ha onpeaesi€HHbIN BONPOC Unn
Npuv 3anofHeEHNN OHTanH-POopPMbI 1 Ap.).

NoaBuabl * «BOUYHbI» YCNeX 3afaHuns;
* rpagaums yCneLwHocT 3a0aHus.

Mpoueaypa * NS KaXXO0W 3a4a4M YETKO onpenennTb KOHEYHOE COCTOAHNE eé
peLleHnd (onpeaennutb KpUTepun yCreLwHoro saBepLueHmns
3aga4ym nnm CTon-KpuTepun);

* MONy4YNTb OTBET OT Nosib3oBaTtens (BepbanbHbI, Ha bymare,
Yyepes OH-NTanH UHCTPYMEHT; B MPOM3BOSIbHON UIN
CTPYKTYpMpOBaHHOW popme);

* peacTaBuUTb pes3ynbTaT B HarnagHom oopme and aHanusa.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13.




1 [TokasaTtenu Nnpon3BOoANTESTIbHOCTHA

Ycnex 3aganus. «[1BOUYHbIN» ycnex

Kak cobupaTb AaHHble Ang namepeHusi IBon4Horo

ycggxa . £ =AVERAGE(B2:B813)
I A AW c | D[ EJFT
| [Participant _ Task 1 Task2 Task3 Task4 Task5

0 =Task failure

3Ha4vyeHne Mepbl A

1 =Task success «ABONYHOIO»
ycnexa

(«success rate»)

[ 11|P10

[ 12|P11

13 |P12

14 |Average
Confidence
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Calculated based on
binomial distribution

FIGURE 4.1

An example of how binary success data should be organized. Confidence intervals were
calculated based on a binomial distribution.
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1 [Mokaszatenu npon3BoanNTENIbHOCTH

Ycnex 3aganus. «[1BOUYHbIN» ycnex

Kak aHanusnposatb 1 npeacrtaBnAaTb IBONYHLIN

cnex 100%
1) CTon6=|aTa9|y b
AvnarpaMmsrasHsiM 3agaqam; 80%
* [0 nonb3oBaTensm, 2
3 60% T -
Hanpumep: ® i
=  4acTo/peaKo UCNonb3ykT § —
3 40% L
NpoayKT, i
. €eCTb/HEeT NpeablayLmmn 20 1
onbIT paboTbl ¢ °
NPOAYKTOM, 0%
" Maro/MHOrO 3HaHWi B Task 1 Task 2 Task 3 Task 4 Task 5
npeameTHon obnactu
npoaykTa, FIGURE 4.2

. Mo BO3pacTy. An example of how to present binary success data for individual tasks. The error bars

represent the 95 percent confidence interval based on a binomial distribution.
NMpobnema 06006LWeHNA NOSTYYEHHOIO YPOBHS YCNexa Ha BCKO COBOKYMHOCTb NOfb30oBaTeneu:
1) nponopumua (% Tex Yy4aCTHUKOB, KOTOpPble CnpaBuUIinCb C 3agadven BEPHO) — He HaOEXHO;

2)  BbIMMCNUTb AOBEPUTENbHbLIA MHTEPBAN (HAaNpPUMep, CM. KarnbKynsaTop ASs BblYMCNEHUS
A0OBEpPUTENbLHOro MHTEepBana aAns ABOUYHOro ycnexa -
http://www.measuringusability.com/wald.htm

Mpumep (80% cnpaBUNUCH):

* ecnu4unsof 5ycnewHo pewwnnun 3agady, To 4OB. UHT. (95%) — OT 36 A0 98;

ecnun n3 16 of 20 ycnewHo pewwnnn 3agady, To 40B. UHT. (95%) — oT 58 0 93;

ecnu 80 13 of 100 ycneLHo peLlunnu 3agady, To 4OB. UHT. (95%) —oT 71 o 87.
[MpoekTupoBaHue NHTepgenca nonb3osartens. Jlekuma Ne13.




1 [Mokaszatenu npon3BoanNTENIbHOCTHA

Ycnex 3aganus. «[1BOUYHbIN» ycnex

Kak aHanuaupoBatb 1 npeacrtaBnAaTb IBOUYHbLIN

2) CTon6anaﬂyﬁH§|2§)aM Ma — «CKOJNIbKO Y4aCTHUKOB CrnpaBnsanucb/He cnpaBnsanmcb
C BCEMM 3a8a4amm, u ¢ Kakon YacToTon?»

KOnm4yecTBO

7

6

yHaCTHA QR .ency
w B

2
1 ]
O 1 1 1
<50% 51%— 61%— 71%— 81%— 91%—
60% 70% 80% 90% 100%
FIGURE 4.3

[ Original
[l Redesign

Frequency distributions of binary success rates from usability tests of the original version
of a website and the redesigned version. Source: Adapted from LeDoux, Connor, and Tullis

(2005); used with permission.
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[Mokaszatenu npon3BoanNTENIbHOCTH

ycnex 3agaHud. 'pagaumna ycnelHocTn 3agaHua (levels of

success).
Kak cobunpatb gaHHble Ans 3amepeHnsa ypoBHEN
Bo3moxHBIE G bBAHNna ana YpOBHMU 110 cmerneHu
rpagaumm ycrnewHoCTH 3asepwéHHoCcmMuU 3a0daHusi:
3aAaHus: } 1) MNOMHbLIW ychex:
1) cTeneHb 3aBEPLUEHHOCTU e CMOMOLLBIO;
3agauu;

 0e3 nomMoLyu;
2)  OnNbIT BbINOSIHEHUSA 3a4AaHUS 2)

: YaCTUYHbIN yCMex:
(pasmep ycmnumn);
3) n\l'l'l_ nelledisa sanaduia

* CMNOMOLLbIO;
aKOB «MOMOWb -, ' « ©e3 nomoLm

. FBAQB@%BE&%%'M M o 3) npoBsan 3agaHus:

COCTOSIHMUE CUCTEMbI A5 HOBOW NOMbITKY;

* MoJepaTop OTBETWUS NpeaocTaBusl * YY4aCTHUK OLWNBOOYHO
MHJOPMAaLIMIO, MOMOratoLLY0 HAaNTU peLleHune; peLUnn, YTO 3aBepLUST
*  norb3oBarterb BOCMNOMb30Basics CNpaBoYHbIM ’
PYKOBOOCTBOM CUCTEMbI, OHJTaH-CrpaBKoM, 3aflaHnNeE;

NO3BOHWI1 KOIJiere n Aap. ° yqaCTHMK CﬂaﬂCﬂ

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 11



[Mokaszatenu npon3BoanNTENIbHOCTH

ycnex 3agaHud. 'pagaumna ycnelHocTn 3agaHua (levels of
success).

Kak cobupaTtb JaHHble NS U3MePEHUs YpPOBHEN

yCcnewHoCTn
YpOBHM 1o onbimy YpOBHM 1Mo nymu peweHust
nosib308amejisi. 3adayu (no omeemy Ha
1) 1=npobnem He BO3HUKIIO; 3adaHue) :
2) 2 = He3HauuTernbHble 1) Bec onTUMaribHOro oTBeTa —
npobnemsi; 1.0;
3) 3 =cepbé3Hble NPobnemMsbi; 2) Bec npviemnemoro oTeeTa —

0.75 unun 0.5 (B 3aBUCUMOCTU
OT KayecTBa OTBETA).

3) HetToTBeTa-_0.

4) 4 =3ajada BbINONIHEHA HEe
BEpPHO/nonb3oBaTesib cAarcs.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 12



1 [Mokaszatenu npon3BoanNTENIbHOCTHA

Ycnex 3agaHus. ['pagaums ycrnewHoCTy 3agaHus.
Kak aHannM3npoBaTb U NMpegcTtaBIiaATb rpagaunto

. CnelwHOCTU -
1) JinHenyaTasa guarpamma, 2) «CpegHMM BeC» yCNEeLWHOCTH
AEMOHCTpUpYyoLLasa pas3nnyHble YPOBHMU 3apaHuM.
yCMEeLHOCTH. Kak Ha puc. 4.2, HO no ocu OY
Hanpumep, rpagauma ycnelwwHOCTU No CTENEHU BMECTO «% successful» OTNOXUTb
3aBEPLUEHHOCTN 3a4aHus: «CpefHnn BeC ycnexa» («average
100%
[ ] 1 success score»).
80% 100% - -
2] 80% T T i -
£ | =g— s -
S 60% — g Jr L
2 & 40% | -
% 2
20% - —
E 40% |-
o 0% . ; . ‘
8‘2 Task 1 Task 2 Task 3 Task 4 Task 5
200/ FIGURE 4.2 . _
° | Failure/quit et eroeat catibnteelen) baswlmnimiteedil Al
0% l I | l | [] Some problem
Task 1 Task 2 Task 3 Task 4 Task 5 [ No problem He nyTaTb «nokasarernb
FIGURE 4.4 ycnexa» («success rate» ) C

«BECOM ycrnexa» («success

Stacked bar chart showing different levels of success based on task completion. score)

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 13



1

[Mokaszatenu npon3BoanNTENIbHOCTH

Bpems BbINonHeHUA 3agaHus (time-on-task)

4yeMm 6bICTpee yYaCTHUK BbIMOMHUT 3agaHne, Tem ny4yuie UX (ONbIT B3aUMMOAENCTBUS);

NUCKITHOYEHNA: Urpbl, o6pasoBaTeanb|e nporpamMmmbl U T. I1.;

Ba’>XHO 114 4aCTO NOBTOPAKOLNXCA 3aau.

Kak cobupaTtb AaHHble ANst UBMEPEHUSI BDEMEHM BbINONHEHUS

3a4aHus

UHCTPYMEHTDI:
1) mMoaepaTop C CeKyHOOMEepPOM;
2) BMOeo3anuchb c
oTobpaxeHNnem BpEMEHU;
3) aBTOMAaTU3NPOBAHHLIE

NHCTPYMEHTbI U3MepeHns
BpeMeHU (HanMeHbLUee
BNUAHME Ha COCTOAHME
nonb3oBarens). Hanpuwmep,
Usability Testing Environment
(UTE, http://utetool.com).

Table 4.1 Time-on-Task Data for 20 Participants and 5 Tasks B CEKYHAax
Participant  Task 1 Task 2 Task 3 Task 4 Task 5
2l 259 112 135 58 8
P2 253 64 278 160 22
P3 42 51 60 57 26
P4 38 108 115 146 26
P20 76 62 108 185 245
Average 86.6 91.5 124.2 91.35 80.3
Median 58.5 85 111.5 83 66
Geometric 65.216 85.225 104.971 73.196 60.323
mean
Upper bound 119.8 108.0 158.5 116.6 110.2
Lower hound 53.4 75.0 119.9 66.1 50.4
Confidence 33.2 16.5 19.8 25.2 29.9
interval

14
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1 [Mokaszatenu npon3BoanNTENIbHOCTHA

Bpems BbINonHeHUA 3agaHus (time-on-task)
Kak aHalMmM3npoBaTb U rNMpeacTaBJiATb BPEMSA BbINMOJTHEHNA

3aaHus
lNokasaTenu: 60
1) cpedHee speMsi % s0 }
8bINONIHEHUS 3a0aHusi i I ;
= - T
(BU3yanusauus -“é“o I i B
pPa3HULbl MEXOY S 30 H . }— = { [ — T %—i
(o)
3agaHnsaMn). = & = T - ]L
® 20 1 EEEEE —
(<]
E 10— MH — ——
0 T T T T T T T T T T T T T T T T T T
- NN O T U O NN O O O AN O T U © N~ 0O O
gt N N wigt el GGl N N A@ W Wm ¥ UM v D e e AR T
A N EEEEEEEEEEEEE
FEEREEREEEFEFEISEAEEEREER
FIGURE 4.5

Mean time-on-task for 19 tasks. Error bars represent a 95 percent confidence interval.
These data are from an online study of a prototype website.
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1 [Mokaszatenu npon3BoanNTENIbHOCTH

Bpems BbINonHeHUA 3agaHus (time-on-task)

Kak aHalMmM3npoBaTb U rNMpeacTaBJiATb BPEMSA BbINMOJTHEHNA

3aaHusA
NMoka3aTtenu:

2) ANS KaXxaoro 3agaHust: NOCTPOUTb AUCKPETHbIE 8peMEHHbIE UHMepP8aribl,
COMOCTaBMUTb KakgoOMy U3 HUX KONMNYECTBO Y4aCTHNKOB — pa3bpoc
BPEMEH BbINOMHEHNA 3a4aHNs y4aCTHUKaMMW.

3) nopozosbie 3Ha4YeHUsI: CKONbKO Y4aCTHUKOB YIOXUITOCb B NpUeMnemMoe
BpeMsa? [JononHUTENbHO BbIYNCIUTbL % Y4ACTHMKOB B 1 3a Npeaenamu
nopora?

45%

: 40%
40% * O4YNCTUTb AaHHbIE OT

BbIOPOCOB — «O4€EHb

OonNbLUKX» N «OYEHb

20% MarnblX» 3Ha4eHNN BPEMEH,

20% 0COBEHHO B Crlyyae OH-
navH uccnegoBaHus;

*  BblYMCNATb 4NS BCEX

5 3aaHun UNn TONbKO TEX,

ks Task 1 | Task 2 | Task 3 | Task 4 | Task 5 | HTO 3aBEPLLEHbI yCMeLHo?

*  BMUSIHME NpOTOKONa

«MbICJIN BCITYX»

25%

Participants

FIGURE 4.6

An example showing the percentage of participants who completed each task in less
than one minute.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 16



1

[Mokaszatenu npon3BoanNTENIbHOCTH

Ownobkun

B obLLeM crny4vae owubka — 310 Ntoboe AencTBMEe, MeLLatoLLEE NONb30BaTeNto
BbINOMHUTb 3afaHne Hanbonee addHeKTUBHLIM CNOCOOOM;
n3mepeHue oLLIMOOK NoMe3HO B criydae, Koraa HeobXxoauMo NOHATL, Kakue

KOHKPETHble OEeNCTBMUS MOTYT NPUBECTU K NpOBany 3agaHusi, U Kak pasnuyHble
BapuaHTbl An3anHa MOryT COKpaTUTb/YBENUYNTb KONMNYECTBO OLLNOOK.

O6nacTb NpUMeHeHus:

1)

2)

3)

nucm IAI.LOI GENERAL ELECTION
PALM BEACH COUNTY, FLORIDA
W 7.2000

(REFORM)
PAT BUCHANAN raesivent
EZOLA FOSTER wes resinent

(SOCIALIST)
DAVID McREYNOLDS arsinent
MARY CAL HOLLIS - wice parsioew

(CONSTITUTION)
HOWARD PHILLIPS patsicewr
J. CURTIS FRAZIER wice raesionnt

IWORKERS WORLD)
MONICA MOOREHEAD presioent
GLORIA La RIVA wce aesioonr

WRITE-IN CANDIDATE
'Inhl-lm candidate, follow

the
Sicections on the lung stub of your ballot card.

Koraa oLnbKa NpuBOAUT K i oty s o | i
CyLLeCTBEHHOM noTepu I
NPOn3BOAUTENBHOCTU, HANPUMeEP, K T !i
3aMETHOMY CHUXKEHUIO CKOPOCTU DICK CHENEY e il <
RATIC) =
BbINOSIHEHUS 3aaHWS, K NOTepe yxe ﬁ?t‘.?m"‘-ﬁ?m i ®
- VKK PRESIDENT :‘ <t
BBEOEHHbIX AaHHbIX; P L >
Kora ownbKka NpuBoauT B i L o <~
{A vote for
CYLLECTBEHHbIM 3aTparam, | "‘""';:',".;‘.,."""'“ WARORA LsDUE wamsor i
RS) ]
Hanpyvep, yBenmyeHne 3BOHKOBB (| I Sl 5
cnyx0y nogaepku unu ysennyexme || :
Yyucna BO3BpaToB NPOAYKTa; i

Korga owumnodka npuBOAUT KNPOBany  feure ;;_7

3agaHund, HanpuMep, NPOros1I0COBATb  The ballot used in the 2000 presidential election in Palm Beach County.

He 3a TOro KaHauaaTa, KynuTb He TOT
TOBap U ap.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13.
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1

[Mokaszatenu npon3BoanNTENIbHOCTH

Ownbku
Kak cobupaTb AaHHble A8 N3MepeHus
OLUMOOK
MNMpoueaypa:
1) onpeaennTb MHOXECTBO KOPPEKTHLIX AENCTBUN ANA peLeHns 3aa4u;
2) onpenenuTb, CKOMbKO BO3MOXXHO A0MYCTUTL OLWMOOK (OWNOKM BBOAA, OLLNOKNK
HaBuraumm, ownbku Bbi6opa, oLNOKM MHTEpnpeTauumn);
3) (onuuoHanbHO) BbIOPATb TMM OLINOKN ANS UBMEPEHUS;
4) owmnbKkn nogcunTaTb NPU NPOCMOTPE BUAeO3anmcu (B nabopatopumn) nnm
aBTOMaTM3NpOBaHO (OH-NanH nccrnegoBaHne);
5) cocCTaBuUTb Tabnuuy «nofnb3oBaTernb-3agaHne», BmcaTb KOSIMYECTBO

caesiaHHbIX BO BpeMA nccrnenoBaHuA OLLNOBOK.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 18



1 [Mokaszatenu npon3BoanNTENIbHOCTH

OLwnoku
Kak aHannaupoBaTb U NpeacTaBnaTb

OLLMOKN

3agaHus c eQUHCTBEHHOM
BO3MO)XHOCTbIO OLUUOKMU:

1)

2)

BbIYNCNUTb YacTOTY OLLUNOOK (error
rate) ONa KaXkaoro sagaHus
(konnMyecTBO OLLINDOK, AENEHHOE Ha
YNCII0 YHACTHUKOB, BbIMOMHSABLUMX
JaHHOEe 3aJaHune);
oOLWLNI B3rNsA4 Ha «Kak y4aCTHUKM
BbIMNONHAOT 3a4aHNA B LLENOM»:

* YyCpPeaH!Tb NnokasaTesb owmnbok
(error rate) no 3agaHuam (ansa
OTYETOB);

* YyCpPeOHWTb NnokasaTesb owmnbok
TONBbKO MO TEM 3a4aHNAM,
KOTOpbIE MMEIOT ornpeaeneHHoe
KONM4YeCTBO OLLNOOK (Hanpumep,
50% 3aJaHun UMELoT NokKasaTerb
owmnbkn 10% n donee).

35% T
30% % T T !
0 - LB

20%

QWERTY
e
|

15%

10% —

% Login Attempts with Ermror(s)

5% —

00/0 T T T T T T T T I

3 N g A

O & . av -0(\"5 o .0(\‘0 .é‘b « -00%
g & & & F & ¥ &

000 Oo(\ C)OQ Oo(‘ 000 Oo(\ 000 Oo(\

pasnnYHble 3KpaHHbIe

FIGURE 4.8

An example showing how td‘dﬂm{ayfb)r?!ngle error opportunities. In this study, only
one error opportunity per task (entering a password incorrectly) was possible, and the graph
shows the percentage of participants who made an error for each condition.

Mpumep c
KnaBuatypamm

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 19



[Mokaszatenu npon3BoanNTENIbHOCTH

Ownobkun

Kak aHanu3npoBaTtb 1 NpeacTaBnsTb
OLLMOKN

3agaHusA C MHOXXeCTBOM BO3MOXHOCTEW ANns OunOOoK:

1)
2)

3)
4)

ANA KaXXO0ro 3aaHns ypaBHOBECUTb YMCIO0 OLLNMOOK MO KONMYecTBy
BO3MO>XHOCTEWN A1 OLLMNODOK;
YCPEOHUTb KONNYECTBO OLIMOOK MO YMCIy YYaCTHUKOB A1 KaXXgoro
3agaHus;
CpaBHUTb NMokasaTesib OLWMOOK C JOMYCTUMbIM MOPOroBbiM 3HAYEHNEM;
Npu HeOBXOANMOCTU Yy4ECTb CTEMNEHb BaXKHOCTU KaXKoM OLLUNGOKM —
B3BECUTb:

* 1-He3HauuTenbHas, 2 — YyMepeHHas, 3 — cepbe3sHasi;

*  BblYMCINTb «BEC OLUMOOK» AN KaXXO0ro 3agaHus U ycpegHuTb no

y4YacTHUKaM.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 20



1

[Mokaszatenu npon3BoanNTENIbHOCTH

ApdekTnBHOCTb (efficiency)

06bEM yCI/IJ'II/IIZ And BbINOMHEHUA 3a4aHNA: KOTHUTUBHbIX (MOUCK MecTa Ons
BbINOJTIHEHNA 3aaHUA, Bbl60p cneaywouiero HeobxoaMmMoro 4ENCTBUS,
MHTEepnpetauund pe3yanaTOB) 7 CbVI3I/IL-IeCKVIX (nepemelleHne MblLLKW, BBOL TEKCT,
nepekxnyeHne BbikNYvaTena u ap.);

aHanus yncna 4eNCcTBUN U LWaroB, BbINOMNHAEMbIX y4aCTHUKaMn Onaq peleHns

3ajauu.

1)

2)
3)

4)

5)

Kak cobupaTb gaHHble ANa N3MepeHUs
adopekTUBHOCTH

onpenenuTb AENCTBUS, Noanexaline N3MepeHuto,
onpenenuTb «MNoNOXUTENbHbIE» OENCTBUS;
onpenenuTb Havyarsro 1 KoHel AeNCTBUS;

nogcunuTaTb AEUCTBUSA (BMOEO3annuch Unm
aBTOMaTuU3npoOBaHHbIE CPeaCcTBa);

Kaxgoe OeNCTBME OOIMKHO NPeacTaBnATh YBENUYEHME
KOrTHUTUBHbIX UITN PU3NYECKNX YCUITNI;
paccMaTpuBaTthb TOSIbKO yCheLlHble 3a4aHuns.
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1 [Mokaszatenu npon3BoanNTENIbHOCTHA

ApdekTnBHOCTb (efficiency)

Kak aHannanpoBaTb 1 NpeacTaBnsThb
1) Kakas sapaya TRESREKTHRSRETRX younmii?

* [NS KaXO0W 3a4a4un yCpeaHUTb Mo YMCNY YY4aCTHUKOB KONMYECTBO AENCTBUN.
2) [ns Web BblMMCNIUTL NOKa3aTenb NOTEPSAHHOCTb (lostness):

.‘\‘r == ( )

= =U, §s=8

) == »

Home 1 Home 1‘ =

Page 1 Page
2\
| | |2 “adle 7|
Category Category Category Category Category »| Category
Page A Page B 2 | pageC Page A Page B Page C
Product || Product || Product Product || Product || Product Product || Product || Product Product || Product || Product Product || Product || Product Product || Product || Product
Page A1 || Page A2 || Page A3 Page B1 | | Page B2 | | Page B3 Page C1 || Page C2 || Page C3 Page A1 || Page A2 || Page A3 Page B1 || Page B2 || Page B3 Page C1 || Page C2 || Page C3
3 5 8
FIGURE 4.9 FIGURE 4.10

Actual number of steps a participant took in getting to the target item on Product Page C1. Note

Optimum number of steps (three) to accomplish a task that involves finding a target item ;
that each revisit to the same page is counted, giving a total of eight steps.

on Product Page C1 starting from the homepage.

2
\ &

SL]I‘[[( N 5 —_ IJ'Z b [ [‘).“‘."‘.\y = ) l

N — KONMYECTBO pas/iuyHbIX BES-CTpaHuUL, NOCELEHHbIX NPU BbIMNONIHEHWUM 3a4aHUS;

S — obuwee KonNn4ecTBO BEG-CTPaHUL, MOCELLEHHBIX NPY BbINOSTHEHUN 3a4aHNS (B NOBTOPHbLIMU
noceLieHnamn);

R — MUHUMarIbHOE (ONTUManbHOE) KONMMYECTBO CTPpaHUL, HeobxoaMmoe Ansa noceLweHnsa ans

BbINONMHEHNA 3adaHNA. .
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1 [Mokaszatenu npon3BoanNTENIbHOCTHA

ApdekTnBHOCTb (efficiency)

Kak aHannanpoBaTb 1 NpeacTaBnsThb

3) AchchekTnBHOCTEIRREMBARHRHT Fcnexa 3ananms 1 Bpems Ha ero BbINonHeHue:
* Common Industry Format (CIF) ana OT4€ToB no to-nccrnegosaHunsm (Usability
Test Reports) (NIST, 2001): «OCHOBHast Mepa 3 EKTUBHOCTU — 3TO OTHOLLEHME
nokasarens ycrnexa 3afaHusi K cpeqHemMy BpEMEHM ero BbINofHEHNs» ( ycnex
B MUHYTY).

Table 4.2 Calculating an Efficiency Metric

Task Completion Rate Percentage Task Time (mins) Percent Efficiency

1 65 15 43
2 67 1.4 48
3 40 2.1 19 80%
4 74 1.7 a4 g 70% ‘} _}
5 85 1.2 71 % 60%
= o, T
6 90 1.4 64 2 50% _} —I__ %
7 49 21 23 g 40%
8 33 13 25 2 30% T
§ 500 L ‘E
£ BN
W 10% 1
0% : . , . . : ;
Task 1 Task2 Task3 Task4 Task5 Task6 Task7 Task8
FIGURE 4.11

An example showing efficiency as a function of completion rate/time.
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1 [Mokaszatenu npon3BoanNTENIbHOCTHA

ApdekTnBHOCTb (efficiency)
Kak aHanu3npoBaTtb 1 npeacTaBnaTb

Mpumep achdekTetbPRKEURERERRaLms ycnexa 3apganus 1 BpeMeHu Ha ero

BbIMNOJIHE

1.65

1.60 F

1.55 —= —

1.50

1.45 S

1.40 i JL

1.35

1.30 1L

Tasks Successfully Completed per Minute

1.25

1.20 T I T
Prototype 1 Prototype 2 Prototype 3 Prototype 4
FIGURE 4.12

Average number of tasks successfully completed per minute in an online study of four
different prototypes of navigation for a website. More than 200 participants attempted 20 tasks

for each prototype. Participants using Prototype 2 were significantly more efficient (i.e.,
completed more tasks per minute) than those using Prototype 3.
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1 [Mokaszatenu npon3BoanNTENIbHOCTH

ObyyaemocTb (learnability)

* 06y‘~laeMOCTb — BpemMA n ycuinnmsd, noTpad4eHHble Ha OCBOEHUNE Yyero-nnoo, Harpy3ka Ha
MNamMAaTb NOJ1b30BaTeESIA,

*  MNMPUMEHATb TaMm, rge BaxXHO 3HaTb KaK U KOorga noJjib3aosartesin AOCTUrHyT yBepeHHOIo
YPOBHA BllaA€HUNA NHCTPYMEHTOM ANA peLlleHnA 3agayi.

Kak cobupaTb gaHHble ANa N3MepPEHUS
1)  CHRAYHAENDRETHE MHorokpaTHO:

* UCNbITaHUA (trial) NPOBOAUTL TaK YaCToO, KakK
nnaHUpyeTcsa Ucnonb3oBaThb NPOAYKT (MO
BO3MOXXHOCTMW);

* onpeaennTb KONUYEeCTBO UCMbITaHUN.

2) HabniogaTb 3a TeM, KaK pasnmyHble Mepbl
3O PEKTUBHOCTN U3MEHSAIOTCS CO BPEMEHEM (BpPEMS Ha
3ajaHne, Konn4yecTBo OLMOOK, YMCIIO LWaros, nokasaTernb
yCNewHOCTN 3a4aHn B MUHYTY).

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 25



1)

2)

1 [Mokaszatenu npon3BoanNTENIbHOCTHA

ObyyaemocTb (learnability)
Kak aHanuaupoBaTb 1 NpeacTaBnaTh

obyyaeMocCTb
[MpencraBntb mepy

9P PEKTUBHOCTU KaK (PyHKLNIO OT
onbiTa nosib3oBaTens.
O6paTuTb BHUMAHWUE Ha:

*  HaKIIOH KpMBOW 0By4eHus;

*  TOYKY, B KOTOpPOU rpadoumk
Ha4YMHaEeT BblpaBHUBATLCS
(Y4aCTHMKM Hay4Ynnncb Ha
CTONbKO, YTO AarnbLue Marno
BO3MOXXHOCTW A5
COBEpPLUEHCTBOBAHUS
HaBbIKOB);

*  pasHuUy MexXay min U max no
ocK OY (CKOMNBbKO HYXXHO
oby4yaTtbcs, 4ToObl 4OCTUYD
HanbonbLuen
NPOU3BOANTENBLHOCTH);

*  KONWYECTBO UCMbITaHUN,
npuBOAALLMX K HanbornbLlemn
NPON3BOANTENBHOCTW.

60

50

g ||
o 40 —
§ al
IE 30 - 7 —
o
£ 20
'_
10
0 T T T T T T
Trial 1 Trial 2 Trial 3 Trial 4 Trial 5 Trial 6 Trial 7
FIGURE 4.13
An example of how to present learnability data based on time-on-task.
30
A
B
25
o0}
D
. 20 —e— Control -]
g - =— Condition 1 %
g Condition 2 |
[= Condition 3 |
10 RN cann T
—»— Condition 4
5 —e— Condition 5
—+— Condition 6
0 . —=— Condition 7
Trial 1 Trial 2 Trial 3 Trial 4 Condition 8
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[TokaszaTenu, OCHOBaHHbIE Ha acnekTax Asis obcyXaeHns 13abunutu (Issues-Based Metrics)

[Mpumepbl acnekToB Anga obeyXaeHns 13abunnmtu

OTpVILI,aTeanbIe dCNeKTbl:

BCE, YTO MeLlaeT yCrneLwwHoMy 3aBepLUeHnio 3a4aHus;

BCE, 4YTO cOMBaeT nonb3oBaTterns C NyTn peLleHnsa 3ajauu;

BC?, 4YTO BBOAMT Mornb30BaTerns B 3aMeLlaTensCcTBo; oTpULATENbHbIE

BCE, 4YTO NPUBOAMUT K OLLNOKE; acnekTbl yKasblBaloT Ha
He 3aMeYeHO TO, YTO JOIMKHO BObITb 3aMeYeHO; BO3MOXHbBIE

BCE, YTO OLLUMOOYHO NPU3HAHO KOPPEKTHbLIM yryyLLeHuUs NpoayKTa
(3aBEPLUEHHBIM);

HernoHMMaHwne Hasurauum;

ap.

=> «OJ1IE3HbIE»

NMonoXxurternbHble aCNeKTbl:

=> MONOXUTEIbHbIE

sICHoe oTobpaskeHne CroXXHon nHdopmaLmm (B NPOCTOM nepeuncnsioTcs,
cbopmaTe, MOHATHOM |'|OJ'|b3OBaTeJ'II'O),' YyTOObl HE ObITb
0by4yeHne 6e3 ocobbIx 3aTpar; NoTepAAHHLIMMY B
noaaepkka nornb3oBaTtens B BbINOSTHEHUN CITOXXHOW AanbHENLWmnxX
TpaH3akuun Hanbonee acppekTMBHBLIM 0bpa3om 1 6e3 MTEPaLInAX
NPOEKTNPOBaHNA

MnyTaHULUbI.



[TokaszaTenu, OCHOBaHHbIE Ha acnekTax Asis obcyXaeHns 13abunutu (Issues-Based Metrics)

Kak BbISIBNIATb acnekTbl A4 O6cy)K,El,eHI/IFI

Cnoco06bl BbiSiBNeyFEAMTEATAB ANA 06CyXaeHNA
H3aounuTn:
1) B naboparopuu unun Npu TECTUPOBAHUM MO TeENEdOHY:
* HabniogeHua 3a noBegeHMeM rnonb3oBaTenen n
YTOYHEHUN MO OKOHYaHNKN CECCUMU;
* HecKonbKo Habnoaareneu;
*  MPOTOKOS «MbICIN BCAYyX» (4TO, KaK, NoO4YeMy U
OXuaaHus).
2) OH-NavH TeCTUPOBaHUSA:
« cbop KOMMEHTaPUEB, PENTUHIOB U T. M. (B
CTPYKTYPMPOBAHHOM N OTKPbLITON dhopMme).
3) akcnepTHas oueHka lNA.

AcnekTbl Ana oocyXxaeHus K3adbnunnTtu:
1) UCMUHHBbIE:
*  OONbLKMHCTBO Y4AaCTHUKOB CTOSTKHYSTIUCb C HUMU;
*  CTOJSKHYJICS TOMbKO OAMH YesioBeK (Manoe 4Yncro
Yy4YaCTHUKOB); BbINOSIHEH aHaNM3 ero noBeaeHns,
«NOrMKn» oBbHapyxeHa.
2) JI0XHbIE:
*  CTOJSKHYJICS TOMbKO OAMH YesioBeK (Manoe 4Ynmcro
Y4YaCTHUKOB); BbINOSIHEH aHaNM3 ero noBeaeHns,
«norvka» He oBbHapyXeHa.

NPUroTOBUTLCS K TOMY,
4YTO MOTyT BbITb
HangeHbl COBCEM He Te
t0-acnekThbl, YTO
oXuaganucb
n3Ha4yanbsHo. Npumep
«Apple Presents Apple».

[deTann3aumnsa acnekros:
1) 6ornee OemaribHble, HaNpUmep:

HEeBEPHO NOHATa NoANUCh
K Moso BBOAA.

2) MeHee demaribHble, HanpuMep:

3anyTtaHHas opraHusaums
BCEro cauTa;

CITMLLIKOM BblCOKas
NSIOTHOCTb MHOPMaLUNK
Ha CTpaHuLe,
nosfib3oBaTesnto TpyaHo
3aMETUTb HYXHblE
CCbIJTKMW.



[TokaszaTenu, OCHOBaHHbIE Ha acnekTax Asis obcyXaeHns 13abunutu (Issues-Based Metrics)

Kak oLleHnTb acnekTbl Ansa 00cyXaeHus

YpoBeHb cepbé3Hacsa (uemerity) acneKkToB:

1)

2)

Nno cTteneHn BIMIMAHUA Ha Oriblm roJib308amersis, Few users Many users
experiencing a experiencing a
Harnpumep: problem problem
*  HU3KUI, UNN «KKOCMETUYECKUWN» (LiBETA); S el ipeton
° N — the user
Cpe'D'H W — aCnekT AocaxaaeT unn experience Low severity Medium severity
paccTpanBaert nosrib3oBartersid, HO HE
NPUBOANT K CPbIBY 3a4aHuS . esdien
experience Medium severity High severity

(HeonTUManbHLIN MYTb);
BbICOKUI — NPMBOAUT K CPbIBY BbINOSNMHEHNS  Feure 5.1

Severity rating scale taking into account problem frequency and impact on the user experience.

3alaHund, notepe JaHHbIX; Source: Adapted from Nielsen (1993).
«KaTacTpoduieckuin» - be3so3BpaTHas

noTeps AaHHbIX, Bped, NPUYMHSAEMbIN

annapaTtHomy obecneyeHnio/lNO;

no koRTGINPEURA MG PeRHSRRANBRIENEKB306aHUS U enUsIHUS Ha BU3HEC-UenU.
Handﬂmﬁb’*ﬁﬂﬁ LKanbl:

BNnsiHMe Ha UX (1=Hn3Koe, 2=cpenHee, 3=BbICOKOE);

npegnoniaraemas YyactoTa Ucrnosib3oBaHuA (1=HMU3Koe, 2=cpefHee, 3=BbICOKOE);
BNusiHne Ha busHec-uenu (1=Hn3koe, 2=cpeaHee, 3=BbICOKOE).

CYMMapPHbIA PEUTUHT —OT 3 0 9.

v/ BbibpaThb WwKany cepb€3HOCTU U NCNOMb30BaTb €€ A1sl BCEX
ncecrieqoBaHum



[MokasaTtenu, OCHOBaHHbIE Ha acnekTax ans obcyxaeHns 103abunutu (Issues-Based Metrics)

AHanu3 n npeacTaeBneHne nokasarenemn ans 3adbunutu-
1) Kakosa aCnRsmoBabunuTu NpoaykTa?
2) YnydwaeTcsa nv nokasaTtenb 3abunnTty oT ntTepaumm K nTepaunm NpoeKkTMpoBaHns?
3) Ha uyéwm cdhokycnpoBaTb BHUMaHME Npu garbHENLLEM YIyYLLEHNN?
Noka3aTenwu: 16
1) obuiee KonMYeCTBO YHMKAlbHbIX 103abUNUTK-
acnekToB (6e3 penTuHray):

« 0e3y4yéTa ypOBHSA CEPbE3HOCTHU;

* CYYETOM YPOBHS CEPLEIHOCTU
(KONIMYECTBO YHMKASbHbIX 103a0UNUTU-
acCnekToB, KflaccuuunpoBaHHbIX MO
PEUTUHTY CEPBbE3HOCTN).

14

12

10

8

6

Number of Unique Usability Issues

2 NG

0

—_
BN

Design 1 Design 2 Design 3

—_
N

FIGURE 5.2

Example data showing the number of unique usability issues by design iteration. Ideally,
the number of issues decreases with each new design iteration.

—_
(=]

il
.
| n

Design 1 Design 2 Design 3

Number of Unique Usability Issues
«©
|

[ Llow [ Medium [ High

FIGURE 5.3
Example data showing the number of unique usability issues by design iteration,

categorized by severity rating. The change in the number of high-severity issues is
probably of key interest.
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2 MokasaTenu, OCHOBaHHbIE Ha acnekTax Ans 06CcyXaeHus 13abunuTin (Issues-Based Metrics)

AHanu3 1 npeacTaBneHne nokasartenen ans 13abunmtm-

acrnekToB
Moka3zaTenu:

2) cpenHee KonM4ecTBO H0-aCnekToB MO BCEM YYaCTHUKAM:
« 0e3Yy4yeTa YPOBHS CEPLE3HOCTH;
* CYYETOM YPOBHS CEPLE3HOCTH.

\l

6e3 y4yéTta ypoBHSA CEpPbE3HOCTHU

D
!

(6]
!

BN
I

w
!

N
]

Average Number of Issues per Participant

o
]

Design 1 Design 2 Design 3

FIGURE 5.4

Example data showing the average number of usability issues encountered by participants
in each of three usability tests.
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[TokaszaTenu, OCHOBaHHbIE Ha acnekTax Asis obcyXaeHns 13abunutu (Issues-Based Metrics)

AHanu3 n npeacTaeBneHne nokasarenemn ans 3adbunutu-

acnekToB
NMoka3aTtenu:

3) KOMWYEeCTBO YY4aCTHMKOB, CTOSTKHYBLUMXCHA B KOHKPETHLIMU
« 0e3Yy4yeTa YPOBHS CEPLE3HOCTH;

l0-npobnemamum:

* CYYETOM YPOBHS CEPLE3HOCTU (B Ka4ecTBe ounbTPa K-aCcrneKkToB Unn

019 arpermpoBaHna JaHHbIX MO YPOBHAM CEPbE3HOCT
7
6
P 6
[ =
85
(]
2 4
:
S 3
D
2
€2
=3
1
Z 1 |
0 T T T 1
Did not see Confused by Did not know Confused
checkout link navigation how to return about shipping
choices to shopping options

FIGURE 5.5

Example data showing the frequency of participants who experienced specific usability issues.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13.

n).

Hanpumep,
CpaBHeHNe
OBYX ntepauyum
npoekTa
OTHOCUTENBLHO
KOHKPETHOIo
anemeHnTa .
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2 MokasaTenu, OCHOBaHHbIE Ha acnekTax Ans 06CcyXaeHus 13abunuTin (Issues-Based Metrics)

AHanun3 1 npeacTaBneHne nokasaTtenen ans 3abunuTu-

acrnekToB
Moka3zaTenu:

4) KOnn4yecTBo H03abunnTtu-npobriem, pasbuTbix Ha OOLLIMM KaTeropusim
(kornMyecTBO KaTteropmmn ot3 4o 8).

Number of Usability Issues

Navigation Terminology Content Functionality

@ Design 1 [l Design 2

FIGURE 5.6

Example data showing the frequency of usability issues categorized by type. Notice that both
navigation and terminology issues were improved from the first to the second design iteration.
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[TokaszaTenu, OCHOBaHHbIE Ha acnekTax Asis obcyXaeHns 13abunutu (Issues-Based Metrics)

AHanus u npeacrtasreHne nokasarenemn ansi 1o3adbunutu-

ClNeKToB
OoKa3aTtenwu:

5) nokasarenu 3abunutu-npobnem, pasdbnTbix Ha
3aga4vyam:

* KONWYECTBO YHMKarmbHbLIX 10-Npobnem ans Kaxaou
3aJauu (C KakmMun 3agavyamm cBa3aHo HamnbonbLlee
YMCIO H0-BOMPOCOB?);

* KONMYEeCTBO Y4aCTHMKOB, CTONKHYBLUMXCS XOTH Obl C
OAHWNM HO-BOMNPOCOM MPU BbINONTHEHNUN KOHKPETHOMN
3aga4u;

* KOJINYECTBO 0-BOMNPOCOB BbICOKOIO YPOBHS
CEPbE3HOCTU, CBA3AHHbLIX C KaXXd0W 3aayen.

aHann3 NO3UTUBHBbIX K03abUNMNTN-acnekToB aHanorn4yeH
adHalJin3dy HeraTnBHbIX;

¢/ BO3MOXEH aHanun3 OTHOLLEHUA Yncna NO3UTUBHbLIX HO-
dClNneKkToB K HEraTUBHbIM.



[TokaszaTenu, OCHOBaHHbIE Ha acnekTax Asis obcyXaeHns 13abunutu (Issues-Based Metrics)

AHanus u npeacTtaBneHne nokasareneun ans t03a0nNNTN-

dCleKToB

q)aKTOpbl, Blindrouine Ha

BbisiBJIeHUe 103abunuTun-son POCOB:

1)

2)
3)
4)

5)

6)

y4acmHuKU (pasHasi MoTuBauus,
YPOBEHb OMNbLITHOCTU B
npegmeTHoun obracTty,
TexHn4yeckasi rpaMoTHOCTb 1 Ap.);
3adaHus (popmMynupoBKa,
obnacTtu npoaykTa u T. n.);
memood uccriedoeaHUus;

opma rpodykma («bymMarkHbIN»
NPOTOTUM, NONYJPYHLUMNOHASbHbLIN
NPOTOTUN N FOTOBLIN MPOAYKT);
cpeda (NpsiMmoe/KoOCBEHHOE
B3aMMOJENCTBNE, OCBELLEHNE,
paboyee mecTo, Habnogarenu,
BUaeo3anncb N T. n.);
Modepamopel.

KonunyecTBO y4aCTHUKOB:

* C KaKomn BEPOSATHOCTbI Mbl BbISSCHUM
HOBbI€ H0-acneKTbl Npu
nccnenoBaHMn noBegeHns HOBOIO
y4yacTHuUKa?

* [Nielsen&Landauer, 1993]: p = 30%;

100% -
o —

80% =
60% /
40%

20%

Percent of Issues Identified

09’0 T I T T I T 1
1 2 3 4 5 6 7 8 9 10

Number of Participants

FIGURE 5.9

Example showing how many users are required to observe the total number of issues in a
usability study, given a probability of detection equal to 30 percent with each participant.



3

CamoroBopsiLuune nokasartenu (Self-reported metrics)

Camorosopsawue
NoKasaTenu

[

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13.
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

COop 1 aHannM3 camoroBoOpPSILLINX
METPUK

NMpumepbl TOro, YTO creayeT BbIACHUTD:

* 06wWwun ypoBeHb YOOBETBOPEHHOCTY;

* MpPOCTOTa UCMNOJSIb30BAHUS;

*  3(p(eKTMBHOCTb HaBMraLmu;

*  ACHOCTb TEPMUHOIIOTNY; CybbeKkmusHble
*  OCBEOOMIMEHHOCTb O KOHKPETHbIX PYHKLMSK; OaHHble

*  BU3yanbHasi NPUBMNeKaTenbHOCTb;

« unap.

NMoaxoAabl K cO0opy AaHHbIX:

*  LUKasbl OLEHKN (PEUTUHIN);

*  OTKPbITble BOMNPOCHI («NepeyncnnTte Tpm oCoO6eHHOCTHU
NpoayKTa, KOTopble BaM NOHPaBUINCE BosbLLE BCEro»);

*  CMUCKKW aTpuUbyTOB;

* WUT.N.

[MpoekTupoBaHue nHTepdenca nonb3osartens. Jlekuma Ne13. 37



3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

COop 1 aHanM3 camoroBopsILLINX
Buabl WKan oueHKn MeTPUK
1) Llkana Jlukepma [Rensis Likert, 1953]:

* HEYETHOEe YUCIIo cTeneHeun cornacus (5, 7 no3mumin) B HEKOTOPbIM BbIPaXXeHMEM,
OT MNoJsitoca K Nosiocy;

* HanpumMmep:
P P . Strongly disagree

. Disagree

. Neither agree nor disagree
. Agree

. Strongly agree

O S S R

ke

2) CemaHmu4yecku dughgbepeHyupyrowas wkana [Charles E. Osgood, 19571]:
* Napbl NONAPHbIX MO 3HAYEHMIO NpUnaraTenbHbIX, BbipaXatoLwmxX OTHOLEHWUE;
*  MEXY noncamMmm HeYETHOE YMCIO NO3NLNIA;

* HanpwumMmep:
Weak o0 © 0 0 0 © o Strong

Beautiful o o0 © o o o o Ugly
Hot © o o ¢ o o ¢ Cold
Light o o o o 0o o o Dark
AHanuns pesynbrara:
1) HasHa4YUTb KaXXOou No3nLMN PENTUHIA YACIIOBOE 3HAYEHWE, YCPEOHUTb MO

yyYaCTHUKaM;
2) paccmartpuBaTb TOMNbLKO MO ABa KpanHMX 3Ha4YyeHud (top-2 and bottom-2-boxes),
Hanpmmep: MpoekTnpoBaHue nuTepderica nons3osarens. Jlekuns Nei3. 38
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

C6op 1 aHanu3 nokasartenen. lNMocne Ka)kaoro 3agaHus

Kakue 3a4aHus camble TpyaHble?
Kakme obnacTtu npoaykTa 0cobo Hy»KaalTcs B COBEPLUEHCTBOBAHUN?
NOMYYNTb OLIEHKY Y4aCTHUKOB BbIMONTHEHUS Ka)kOoro 3afiaHus Mo HECKOMbKUM LLIKanam.

NMokaszaTtenu:
1) Jleeckocmb ucriosib308aHUS:

* wkana JlukepTta c BblpaxeHnem «3T0
3agaHne ObIN10 NErko BbIMOSTHEHO;

* CeMaHTMYecKn guddepeHumpyroLias
lwkana — «Jlerko/TpygHo».

2) After-Scenario Questionnaire (ASQ) [Jim Lewis,
1991]:

* «¥ ynoBneTBOPEH NEerkocTbto BbIMOMHEH
3agaJd B JaHHOM 3a4aHuK (CueHapun)»;

* «f ynoBneTtBOpEH OOBLEMOM BPEMEHHbIX
3aTpaT Ha BbINOMHEHWE 3a4a4 B JaHHOM U3 OnpeaeneHns
3afaHumn (cueHapun)»; to3abunuTL:

I < NPOAYKTUBHOCTbL (N.1),

* «flyooBneTBOPEH COMYTCTBYHOLLEN NPOVM3BOANTENBHOCTD (1.2),
NHpopmaLmen (OHNanH cnpaBska, YOOBMETBOPEHHOCTS (1. 1-3)
COO0OLLIEHMS, OOKYMEHTaLMSA) Npu
BbIMOSTHEHUM 3a4a4».
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

C6op 1 aHanu3 nokasartenen. lNMocne Ka)kaoro 3agaHus

MokaszaTenu:

KOHKYPEHTHbIE
3) [lokazamerib npeumyLLecTaa
OXUOaHUs/orbIm: e .
*  BbIACHUTb Nepea ol A <—-—0 —{ Fromots It L
BbIMNOSIHEHMEM 3a4aHu4A 5 \o ) ' \s “Don’t touch it”
W 4 /
oXxudaHusi g 5
OTHOCUTENbHO E 4 .
nerkoctb/TpygHoctnero X i =l
BbINONHEHUS; S B . “gig_ o [
S ‘ <« opportunity” ( \
*  y3HaTb nocne g 5. \ J | opportunty L b [P ittast
< N
BbINONHEHUs, Ha s bty | :
1
CKOJIbKO Nerko/TpyaHo ! > - ; = . Z
OKasaJsloCb Ha camMoM TPYAH Average Expectation Rating nerk
0ersie BbINOSIHEHNE 3TOM0  QyguRE 6.2 o
3aaHunA, Comparison of the average expectation ratings and average experience ratings for a set of
e ONd KaXkgoro 3agaHus tasks in a usability test. Which quadrants the tasks fall into can help you prioritize which
d o tasks to focus on improving. Source: Adapted from Albert and Dixon (2003); used with
BbIYUCIUTL CpedHULl eI,
rnokasamerib oxudaHusi
(average expectation
rating) n cpedOHul
rnokaldameJsib oribima
8bIOMHEeHUA (avﬁggéeTmpOBaHme NHTepdenca nonb3osarens. Jlekumna Ne13. 40

experience rating).



3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

C6op 1 aHanu3 nokasartenen. lNMocne Ka)kaoro 3agaHus

NMokaszaTenu:

3) OueHka senu4uHbl t3abunumu (Usability Magnitude Estimation) [Mick McGee, 2004]:

* [aTb BO3MOXHOCTb NOSIb30BaTEN0 cCaMOMY NpuayMaTh JIMHENKY AN OLEHKU
03adUNUTK;

NnokasaTtb Nosfib30BaTesnto ABa BapuaHTa Au3anHa, «MnoxXon» U «XOPOoLUUN»;
oUeHMBaTb 3aaHNA OTHOCUTENLHO 3TUX BapUaHTOB.

Task 1

(three times better
Reference “Bad” than “bad” design) Reference “Good”
Design

Design
! / 100 !
| | | |

Task 2
(half as good as
“good” design)

FIGURE 6.3

Example of a participant’s "usability ruler® and how it might be used for assessing the
usability of the system for various tasks.
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

C6op 1 aHanu3 nokasartenen. lNMocne Ka)kaoro 3agaHus

JKCNepuMeHT No cpaBHEHUIO NoKa3aTenemn:
1) CpaBHI/IBaeMbIe rnokKasarterin:
. JIEerkoCTb NCMNOJ1Ib30BaAHUA MO LWKale ﬂMKepTa;
. JNIerkoCTb NCNOJib30BaHUA MO CEMaHTUYECKIA ,u,mcbcbepeHu,Mpyrou.l,eﬁ
wKkane;
* [Ba nepBbix Bornpoca n3 ASQ (6e3 cnpasku);

4) panbHeunwee

nccnegoBaHme nokasano,

YyTO:

* Ha «bonbLIOn»
BblIOOpKe Bce 5

TEXHUK AatoT
*  MoKasaTenb «OXuaaHue/onbiT»; !

OJVHaKOBbIN
« ananor OueHKu eenuYuHbI o3abunumu — oueHUTb OT 1 A0 100 (BblLle

pe3ynbrar;

3HayeHue — nyytue onbiT).
2)  OH-naviH uccnegoBaHue, 6 3aaHNin, FOTOBOE NPUIOXKEHNE (pestome
COTPYAHUKOB), 1131 y4aCTHUK, NO OOHOM TEXHUKE Ha YYaCTHUKA;
3)  BbIABUTb B3aMMOCBSA3b C «0ObEKTUBHbIMU» AAaHHbIMU — NOKa3aTenamm
NPON3BOANTENBHOCTU (GURARHbIV yCNeX 3a4aHus U BpeMs Ha 3afaHue).

*  Ha «maromn» Bolbopke
(<10 y4yacTHUMKOB)
camasi HagéxHas
TEXHMKa — nepBas

160% \ - /(Camas npocTas).
o

140% \ . 90%
> e~
§ 120% 3G 85%

[« %]
— = © % —+—
£ 100% 28 80%
w 28 75% +—
S 80% T s3 70%
§ 2 "
E 60% T £ S 65% _—
15 / N\ 38 60%
g 40% T — o H
a 55% -
20% T — 50% . ‘ I :
0% . . : \ l : Task 1 Task Task 3 Task Task 5 Task 6
Task 1 Task Task 3 W Task 5 Task 6 FIGURE 6.5

FIGURE 6.4 Average subjective ratings across all techniques. Ratings are expressed as a percentage of
Performance data showing that participants had the most difficulty with Task 2 and the least the maximum possible rating. Similar to the performance data, Task 2 yielded the worst
difficulty with Task 4. Source: Adapted from Tedesco and Tullis (2006). ratings, while Task 4 yielded among the best. Source: Adapted from Tedesco and Tullis (2006).
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)
Cbop 1 aHanu3 nokasartenen. B KoHLe ceccum

TecTupoBaHUA.
» 0buwee BnevatneHune od onbiTe BEINOSIHEHNS 3a4aHnin NOCpPeaCTBOM NPOAYKTa;
e [ONd CPaBHEHUS pe3ynbraTa pasfMyHbIX UTepaumin NpoekTUPOBaHNS;

* AJ1d CpaBHEHUA C aHANOIMM4YHbIMU NMPOAYKTaMMW.

Strongly Strongly lNokasaTtenu:
‘ ‘ disagree agree . .
1.1 think that | would like to T T T T 1)  YcpedHEHHBIU noka3amesib OUeHKU 10
use this system frquently. 1 2 a3 2 5 a a
2. | found the system unnecessarily [ | | [ ¥ ] |1 om eanb”\_/{ saoadam:
complex. 1 2 a 4 5 * He OaeT npeacraerieHne o CHMMKe
3. {thOUth the system was easy [ [ J [ l ] ] 1 Bne4yaTtiieHn4a B KOH U,e ceccun.
0 use.
A 2) Lllkana ro3abunumu cucmemsbl (System Usability
4. 1 think | would need the
support of a technical person to (Y ] | | | |4 Scale) [Brooke, 1996]
be able to use this system. 1 2 3 4 5
® 5 NONOXUTENBbHbLIX N 5 oTpunuaTeribHbIX
5. | found the various functions in [ [ v l ] ] ] 1 .
this system were well integrated. - > 3 n 5 Bblpa>XeHnd 1 cteneHn corrnacus,
6. | thought this system was too [ [ l ) I I Ig * MTOFOBb"‘;l BeC — OT 1 LI,O 100
inconsistent. o
1 2 ® ¥ B * (pbopmyna: U3 BeCOB NS Bblpa)KeHU
7.1 Id i ine th |
eadd é%;%?iée%ﬁ?y‘s?fﬁupe N A s Ne1,3,5,7,9 BblYEeCTb 1; U3 5 BbIYECTb Beca
very quickly. -~
B — ANs Ans BbipaxeHuin Ne2,4,6,8,10;
1
sl o R me CYMMMPOBATb 3HAYEHMST; YMHOXUTb Ha
9. | felt very confident using the [ [ ] l l v ]4 KOQC*)C*)VI U,MeHT 2,5
system. 1 2 3 4 5
10. | needed to learn a lot of [ [ ) ] ] [ ]3 KaKOﬁ BeC SUS XOpOUJ (HHOX)?
hi before | Id i o
with tis system, o o0 i 2 B & ° *  HWKe 60% - HN3KUI YPOBEHD
Total =22 SUS Score=22x2.5=55 OrbiTa B3aMMOAeVCTBIS;
FIGURE 6.8 e Bbllle 80% - BbICOKUMN.

SUS, developed by John Brooke at Digital Equipment Corporation, and an example of

scoring it. Source: From Brooke (1996). M6k rypoBaHme uHTepdeiica nonbaosatens. Mekums Ne13.



3

Moka3aTenu:
Computer System

3)

Usability Questionnaire

(CSUQ) [Jim Lewis,

1995]:

NoNesHOCTb
CUCTEMDI;
KayecTBO
MHdOpMaLnW;
KayecTBO
nHTEpdenca;
obuwas
yAOBIIETBOPEH
HOCTb.

CamoroBopsiLuune nokasartenu (Self-reported metrics)
Cbop 1 aHanu3 nokasartenen. B KoHLe ceccum

TECTNPOBAHUA I

1. Overal, I am sansBed sl how casy it s 10 use this systean B fh‘lms’}' O
sagres

2. It was ample to use thas system iecagly ()
diragres

3 I can effectrwely complets my work wsing thas spstem 2 ;"!WEJP Q
sagres

4, T sen able to complets my worl gquickly using this system D ::mw O
1agrea

5 I am able to efficiently complets my work using this system D :;1':0:]9 O
isagree

6. I feel comfortable usmg ths system @ steeagly O
disagyes

7. It was easy to leamn to use this system @ iweagly O
diragres

3. Ibeliewe I became productrve cuackly using this ssstem 2 ;"_1506’!-' O
sagres

9. The syercen gives exyer meseages thit cleatly tell me how to B2 problems 3 :m‘-s)y O
1agrea

10 Whenever 1 males & mostake uang the system, [ recover sasity and quecldy O :'umdy O
isagyee

11 The wformation (such as online help, on-screen messages, and ofher doctznentstion) prowded  steeagly O

vath this system = clear 0 dishgre

12. Ir 8 eagy to Gnd the xformation I needed B steagly )
isagreo

13 The mformation peoand=d foe the system iz sasy to understand 2 shoagly O
disagres

14 The wlormation 5 effectre 2 bekousa me complete the tasks and scenanos @ ::WG!V Q
sagres

15 The orgamization cf rformaton on the system screens is cear D icagly O
diragres

16. The interface of this system is pleasant 2 steogly O
disagres

17. I like useoa the zueeface of this system D steagly O
diragre

18 Thes system has all the finctions and capabithes ] expect it to have D :l'-!COrJ&' O
isagy e

19 Overal, T am satsBed with thos system 2 streegly O
disagres

1

FIGURE 6.9
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The CSUQ. Source: Adapted from the work of Lewis (1995); used with permission.
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)
Cbop 1 aHanu3 nokasartenen. B KoHLe ceccum
TECTUPOBAHWS « ;

1525030 40| E5) 560 5758 19 NA

1B trible O O O O O O © O O © wonderitd O

20 Wt O O OO0 OO0 O O Oy O

n°Ka3aTenM: N fustiating O O O O O O © O O O saustymg (@)

4)  Questionnaire for User Interface 40 equisponi § 6.0 0 0.6 6 6 0 6 mizowi §

. . . . 5 P WOOOO0OO0O0O0C OO OQstmilsting O

SatISfaCtlon (QU'S) [Chln, D|eh|, & 6. O IO OO0 0000 O O O feible o
Norman’ 1988] SCREEN O 2N S22 S N ) L T v B NA

7 Readmg characters on the screen @ bd O D OO OQO QO QO Q Q ey O

° O6I-L'|aﬂ peaKL'-Mﬂ; & Highlighting simplfies task 3 widd O O 0000 QC O O O vaymuh (9]

. 9KpaH; 9. Organization of mformation B confusing O O O O O O O O O O vauyclear o

10. Sequence of screens D canfusing O O O O O O © O O O veyclew (o]

* TepMUHOrorna n TERMINOLOGY AND SYSTEM INFORMATION N EREEEEE NA

. 11. Use of terms throughout system 3 meonsistent O O O O O © O O O O consistent O

I/IHd.')OpMaLI,I/IFl, 12, Termmology relared to task @ OO0 O0O0O0O0O0 OO0 O Uy ©

° 06yquV|e} 13 Postion of messages on screen 3 meengistent O O O O O O © O O O consistent O

° I'IpOI/I3BOLI,VITeJ'IbHOCTb 14. Promgpts for mpu O confusing O © O O O O © O O O clen &)

15 Computer informs about ts progress @ v O O OO OO0 O O O uwy (o)

CUCTEMBbI. 16. Eeror messages O whelpfl © O O O O O © O O O hepfid o

LEARNING 021552 53 4| 181 565 5T 18 |19 NA

17. Learnang to operate the system O dffielt O O O O O O © O O O easy O

18. Explonng new features by tnal and error 3 dficilt O O O O O O © O O O ey O

19. Remembering names and use of commands 3 dieik O QO O QO QO O Q O O © sy (@]

20 Performng tasks is straightforward @ vt O O O 00 QO O O Q ways Q

21 Help messages on the screen D wmhelpfl O O O O O O © O O O helpidl (@)

22 Supplemental reference matenals O confusing O O O O O O © O O O clem (®)

SYSTEM CAPABILITIES O PY 62 &3] 043 ES]) 00 2% c8 [9 NA

23 System speed 3 woslow O O O O O O © O © O fastenough (9]

24, System reliabilty 3 varehsble O © O O © © © © Q © relisdle (&)

25 System tends to be @ sy O C OO OO0 O O O quist (@)

o 26 Correcting your mustakes 3 dfict O O O OO O O O O O easy (@)

OHnainH aHkeTbl/onpockl OT GARY 27. Designed for alllevels of users D W O O 00O00O0 0O 0w o
PERLMAN (QUIS, ASQ, CSUQ 1 ap.): IR EEEERsE NA

http://www.acm.org/perlman/question. FIGURE 6.10

html Questionnaire for User Interface Satisfaction. Source: Developed by the HCIL at the University
of Maryland. Commercial use requires a license from the Office of Technology Commercialization

at the University of Maryland. Used with permission. 45
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)
Cbop 1 aHanu3 nokasartenen. B KoHLe ceccum
TeCTUPOBaAHUS

NMoka3aTenwu: Usefulness Ease of Learning
. . * |t helps me be more effective. * | learned to use it quickly.

5) Usefulness, Satisf thl on,. and * |t helps me be more productive. * | easily remember how to use it.
Ease of Use Questionnaire * Itis useful. * |tis easy to learn to use it.
(USE) [Arnie Lund, 2001] : ¢ |t gives me more control over the actiyities in_ my life. » | quickly became skillful with it.

«  NONE3HOCTH: * It makes the things | want to accomplish easier to
' get done. Satisfaction
* yOOBINETBOPEHHOCTb; |« Itsaves me time when | use it. * | am satisfied with it.
° nerkocTb ¢ [t meets my needs. ¢ | would recommend it to a friend

It is fun to use.

It works the way | want it to worl
It is wonderful.

| feel | need to have it.

It is pleasant to use.

¢ |t does everything | would expect it to do.
Mcnonb3oBaHUA,;
i J1EerkoCTb 06yHeHI/IF|. Ease of Use
¢ |tis easy to use.
¢ |tis simple to use.
¢ |tis user friendly.
* |t requires the fewest steps possible to accomplish
what | want to do with it.

* |tis flexible.
e Using it is effortless. -
* | can use it without written instructions Lisere reto agreament with heso
! ; : § : . statements on a 7-point Likert
* | don't notice any inconsistencies as | use it. scale, ranging from strongly
* Both occasional and regular users would like it. disagree to strongly agree.
» | can recover from mistakes quickly and easily. Statements in italics were found to
« | can use it successfully every time. weight less heavily than the others.
FIGURE 6.11

The USE questionnaire. Source: From the work of Lund (2001); used with permission.

46
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)
Cbop 1 aHanu3 nokasartenen. B KoHLe ceccum
TECTUPOBAHUS

The Complete Set of 118 Product Reaction Cards
Accessible Creative Fast Meaningful Slow
lNokasaTenu:
Okasate Advanced Customizable Flexible Motivating Sophisticated
6) Kapmquu C peaKyusmu Ha Annoying Cutting edge Fragile Not secure Stable
r[pody[(m om Ma lepOCOd)m Appealing Dated Fresh Not valuable Sterile
(Product Reaction Ca rds) /A\ﬁpro?chable gijlra::le irler:dl)t(. (l\;lcz/el §:Im~U|::fmg -
; ractive ifficu rustrating raightforwar
[Benedek&Mmer' 2001] ' Boring Disconnected Fun Optimistic Stressful
. Y4aCTHUKA BbI6MpaPOT Business-like Disruptive Gets in the way | Ordinary Time-consuming
KapTO4KU, Hauny4dwmnm Busy Distracting Hard to use Organized Time-saving
06p830M oTBevarLmne nx Calm Dull erlpful . Overbeanng Too technical
6 Clean Easy to use High quality Overwhelming Trustworthy
Bre4aTneHunto ot padoTtbl C Clear Effective Impersonal Patronizing Unapproachable
NPOAOYKTOM; Collaborative Efficient Impressive Personal Unattractive
. OOBICHUTL N9Tb caMble Comfortable Effortless Incomprehensible | Poor quality Uncontrollable
Bblpa3nTEnbHbIE KAPTOYKY; Compatl‘ble Empow§rlng Inconsr*lstent Pow?rful Unconventional
Compelling Energetic Ineffective Predictable Understandable
[ ]
BbIYMCINTL OTHOLLEHNE Complex Engaging Innovative Professional Undesirable
NO3NTUBHbIX KApPTO4eK K Comprehensive | Entertaining Inspring Relevant Unpredictable
HeratTUBHbIM. Confident Enthusiastic Integrated Reliable Unrefined
Confusing Essential Intimidating Responsive Usable
Connected Exceptional Intuitive Rigid Useful
Consistent Exciting Inviting Satisfying Valuable
Controllable Expected Irrelevant Secure
Convenient Familiar Low maintenance | Simplistic
FIGURE 6.12

The complete set of reaction cards developed by Joey Benedek and Trish Miner at Microsoft.
Source: From Microsoft—"Permission is granted to use this Tool for personal, academic and
commercial purposes. If you wish to use this Tool, or the results obtained from the use of this

47
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)
Cbop 1 aHanu3 nokasartenen. B KoHLe ceccum

DKCMNEPUMEHT MO CpaBHEHUIO TeCTMp?anHMﬂ X .
nokasarene [Tullis & Stetson, . S ‘
2004]: g s :
2 80% .
1) CpaBHvBaeMmble nokasarenm (aHKeTbl - R -
aganTupoBaHbl Ans aHann3a Beb- 8 0% / / —
caunToB): S 0% | ,
+ SUS; QUIS; CSUQ; KapTOuKM C S . )
peakuuamuy; 2 // e @
« cobcTBEHHas TEXHUKa (9 § 40% v ‘; auis
NO3UTUBHbIX BbipaXX€HMS U LLKana & 30% : —— CsUQ
Jlnkeprta). s R , , | Words
2) OHNaMH-TeCTMpOBaHWE, OLIEHMBALOT ABa 6 10 12 14 «— Study's
Beb-nopTana, 123 y4yaCTHUKA, KaxXgomy Sample Size
YyYacTHUKY No 2 3agayu, no 2 seb- ducoiiictind . '
noprana, o ofHoMY BUAY 0Npoca; R e PR e T D
3) O6L|J,V|l7| pesysibrar: the full dataset at the different sample sizes. Source: Adapted from Tullis and Stetson (2004).

*  nepBblii BeG-nopTan 3ameTHO
npeanoYTMTENbLHEE BTOPOro (Mo
BCEM TeXHUKaM) — «KOpPEKTHOe
3aKnoYeHne»;

*  BbIICHUTb KaK U3MEHMUTCS
pe3ynbTarT (To eCTb CNOCOBGHOCTb
faBaTb «KOPPEKTHOE
3aKnoYeHne») B 3aBUCUMOCTb OT

BENNYMHbI BbIOOPKIALOT/ 62044 viHTepdelica nonbaosarens. Mekums Noi3. 48



3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

Cobop n aHanna nokasarternen. OHNnanH-cepBuUChHI
« obpaTHad cBs3b OT Nonb3oBartenemn Beb-cantos («Voice of the Customer», nnun VoC.);
¢ aHalor CaMoroBop4ALnx nokasarteneu B KOHLE ceCCUN TECTUPOBaAHUA,
* (a) cnyyanHoMy nNonb3oBaTeENto BCNIbIBAOLWMIA ONPOC, HAaNpuMep, Npu Bbixoae 13

CNCTEMBbI,

BapiHIRBRRTHEN SBAMB P

1)  Website Analysis and
Measurement Inventory
(WAMMI—www.wammi.com)
[Human Factors Research Group
of University College Cork in

Ireland]:

*  BbIpOCIo 13 Software
Usability Measurement
Inventory (SUMI);

e  [JOCTYMHO Ha
OonbLKHCTBE
€BPONENCKNX A3bIKOB;

* CpaBHEHWe peasynbratac
B[] y>xe oLeHEeHHbIX BED-
canTos (!);

*  OLEHKM NO KaTeropusim.

90 -g npeacraBjieHUe pe3ynbTaTa
0

0

. _m

50 i -_
At é cpeaHnn Bec
=

20 ﬂ%

10 —%

Median: 44 53'% 63 70 511 562
Scale: Attractiveness Controllability Efficiency  Helpfulness Learnability Global

Usability
FIGURE 6.18

Sample data from the WAMMI online service showing average scores in each of five
categories, plus an overall usability score. Reprinted with permission from Dr. J. Kirakowski,
Human Factors Research Group, University College, Cork, Ireland.
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3 CamoroBopsiLuune nokasartenu (Self-reported metrics)

Cobop n aHanna nokasarternen. OHNnanH-cepBuUChHI
WAMMI

7
IARAAAA

Statement 1-10 of 20 Strongly.  Strongly Statement 11-20 of 20 Strongly  Strongly
Agree Disagree Agree Dizagree

This web site has much that is of interest to me. | don't like using this web site.

It is difficult to move around this web site. | can easily contact the people | want to on this web site.
| can guickly find what | want on this web site. | feel efficient when I'm using this web site.
This web site seems logical to me. It is difficult to tell if this web site has what | want.
This web site needs mare introductory explanations. Using this web site for the first time is easy.
The pages on this web site are very attractive. This web site has some annoying features.
| feel in control when I'm using this web site. Remembering where | am on this web site is difficult.
This web site is too slow. Using this web site is a waste of time.

This web site helps me find what | am looking for. | get what | expect when | click on things on this web site.

@ @ @ 0 606 o 60 O e ©
@@ @ 606 8 6 6 6 & @& O
@ & & 0 &6 &6 o 6 ©o
e & & & @@ 6 & & 0o O
@ & & 0 0 & 0 & 6 e
® @ 6 & 6 & & & 6 o
G & 0 @& 868 & &6 & 6 o6
@ &6 o 0 6 &6 6 0o 6 ©°
e @ & & 0 0o 6 & o O
e & & &6 6 0 &6 6 O o

Learning to find my way around this web site is a problem. Everything on this web site is easy to understand.

Copyright @ 2005 WAMNMI

FIGURE 6.17

The 20 rating scales used by the WAMMI online service.Source: Reprinted with permission from Dr. J. Kirakowski, Human Factors Research
Group, University College, Cork, Ireland.
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COop n aHanma nokasarenen. OHJ‘Ial/IH -CEpBUCHI

BapuaHTbl 06paTHOM CBA3MWU:
2)  American Customer Satisfaction Index

FUTURE

. QUALITY .;., COMPOSITE BEHAVIOR
(ACSI—www.TheACSl.org) [Business School b, | SCORES GAEIE]  SATISFACTION SCORES
SR SCORE

of The University of Michigan]: S By
*  MCMonb3yeTcs Ha G M
www.ForeSeeResults.com.

W
iContent 76 26 0.5

“rFunctionality 70 23 1.3

“lookandFeel F1 20 1.5

“Navigation 65 3.0 1.1

““Search 66 =+ 1.6

Site Performance 80 <2.6 0.6
-

w 2.7 Likelihaod to 86 -a.1

Return
& 4.0 Recommend 78 1.7
a

Average :

HIGH | (C7 Status Quo Required Maintain or Improve Sl
FUTURE BEHAVIORS
Site Performance (80, 0.6) QUALITY
Content (76, 0.5) Look and Feel (71, 1.5) S”#-?FCE%gN
A Al
g - =l
S “Monitor "TOP PRIORITY | — —
FIGURE 6.20
o Sample results from a ForeSee Results analysis for a website: scores for six quality areas (/eff)
Navigation (65, 1.1) F”'éif;‘iﬂﬁ"{éé??.’s}s) along with values estimating the impact that each score has on overall customer satisfaction
(centen); scores for two *future behavior® areas (right) along with values estimating the satisfaction
L impact on those areas. Source: From ForeSee Results. Used with permission.
LOW
LOW Impact HIGH
FIGURE 6.21

Sample results from a ForeSee Results analysis for a website. High and low scores for the six

quality areas are represented on the vertical axis, and high and low impact scores are shown on
the horizontal axis. The quality areas that fall in the lower right quadrant (Functionality and Search)
should be top priorities for improvement. Source: From ForeSee Results. Used with permission.
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Cobop n aHanna nokasarternen. OHNnanH-cepBuUChHI

Customer Satisfaction ' G |
Survey FORESEE

REBULTE

Thank you for visiting our site. You have been randomly selected to take part in this survey to let us

know what we are doing well and where we need to do better, Please take a minute or two to give us AC I
vour opinions. The feedback you provide will help us enhance our site and serve you better in the

future, All responses are strictly confidential.

1: Please rate the quality of information on this site.
1=Poor 10=Excellent
1 2 3 4 5 6 7 8 [ 10 Don't Know
O O O O O O O O O ®) O
2: Please rate the freshness of content on this site,
1=Poor 10=Excellent
: 2 : £ 3 $ 2 2 2 2 Ron't Know 9: Please rate the reliability of site performance on this site
6 6 6 6 6 6 0 o O O o 1=Poor 10=Excellent
3: Please rate the convenience of the services on this site, z 5 S 2 > . i g H a Dot koo
1=Poor 10=Excellent O O O O O O O O O O O
é é 6 6 (5) 6 6 6 (') 8 D"“g""" 10: What is your overall satisfaction with this site?
1=Poor 10=Excellent
. : 1 2 3 4 5 6 7 8 9 10
4: Please rate the ability to accomplish what you wanted to on this site,
1=Poor 10=Excellent O O O O O O O O O O
1 2 3 4 3 6 7 8 9 10 Don’t Know 11: How well does this site meet your expectations?
(@) (@) @] (@) (@] (@) (@) O O O (@] 1=Poor 10=Excellent
1 2 3 4 5 6 7 8 (] 10
5: Please rate the clarity of site organization.
1=Poor 10=Excellent o o o o o o O o & o
1 2 3 4 5 6 7 8 9 10 Don't Know 12: How does this site compare to your idea of an ideal website?
O O O O O O O O O O o 1=Poor 10=Excellent
1 2 3 4 H 6 7 8 [ 10
6: Please rate the clean layout of this site. (@) (@) [0) (@) (@) (@) () (0) (@) (@)
1=Poor 10=Excellent -
1 2 3 4 5 6 7 8 9 10 Don't Know 13: How likely are you to return to this site?
© 6 0 0 0 0 0 0 O O o B
7: Please rate the ability to find information you want on this site. O O O O O O O O O O
1=Poor 10=Excellent 2 : =
1 2 3 a 5 6 7 8 9 10 Don't Know }fn l—tlzw Illi‘ilyl are you to recommend this site to someone else? P
O O O O O (@) O O O O @) B T 3 4 5 6 7 s e 10
8: Please rate the clarity of site map/directory. (@] (0] 0] O O O (@] @] O 0]
1=Poor: 4 4 4 i . . ’°=E"‘:"°"t - — 15: How frequently do you visit this site?
o o) o) [®) 19} o) o) [®) O [®) o) | Please Select Vl
16: What would like to see improved on our site? (optional)
[
]

Thank you for taking the time to complete this survey, We value your input as we strive to continuously
improve our site to serve you better,

FIGURE 6.19

Typical questions in an ACSI-based survey for a website. Used with permission.
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Cobop n aHanna nokasarternen. OHNnanH-cepBuUChHI

opinionlal, e

New OnlineOpinion Toolkit
's easier for you to

er experience

opinionlah 0

New OnlineOpinion Toolkit
Now it's easier for you to

rexperience

BapunaHTbl o6paTHOU CBA3MU:
3) obpamHas ces3b om OpinionLab

(www.OpinionLab.com):

optimize

ery page of your ¢ page of your

/7. Contact us

*  NOCTpPaHWYHbIN aHanor
TECTUPOBaHUSA «IOCe Kaxagomn
3aga4qn».

24/7. Contact us
e information.

more o

News & Events

PLEASE CLICK HERE
TO GIVE US FEEDBACK

(@ (b)

FIGURE 6.22

Web page (a) containing OpinionLab’s feedback mechanism (lower right). This animated icon .
stays in that position while the user scrolls the page. Moving the mouse pointer over the icon opinionlab @
reveals another version (b). e g
_ Choose 3 topic faryourcomments.. &) Content O O 9 ? 9
: Flease enteryour comments zhoutthis . O O O O O
page. Design
+ PRI s S )
PLEASE USE THE | —
SCALE TO RATE =] Fasedfusa seser
THIS PAGE. =
‘HRNK TOU. — 1000 ¢haracters remaining Owverall -(.?' (_> 9 (P b
—— - Privaoy Polioy Abeui thiz system -
Q_QE_M_L? -I '? a opinionlab @_Opm. Inc. All fights rasenred
(a) (b)

FIGURE 6.23

Examples of OpinionLab mechanisms for capturing feedback about a web page. The version
on the left (a) allows the user to give the page a quick overall rating. The version on the right (b)
allows for more detailed feedback on a few different scales.
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Ha 4yto oOpaTtnTb BHUMaHMe NPU UCNOSIb30BaHUU
OHNauH- CPeacTB:

1) KOnn4yecTBO BOMPOCOB;

2) nobpoBOfIbHOCTL OOpPAaTHOM CBA3M (CKNMOHHOCTL K

oTpuuaTenbHbIM OT3bIBaM);
3) aybnunpoBaHue AaHHbIX (OT O4HOro
nonb3oBaTens).
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