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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the
work. In the field of information technology, ISO and IEC have established a joint technical committee,
ISO/IEC]TC 1.

International [Standards are drafted in accordance with the rules given in the ISO/TEC Directives, [Part 2.

The main tasi of the joint technical committee is to prepare International Standards. DraftIaternational
Standards adopted by the joint technical committee are circulated to national bodies for yoting.
Publication af an International Standard requires approval by at least 75 % of théational podies
casting a votd.

Attention is drawn to the possibility that some of the elements of this documént may be the suljject of
patent rights.[ISO shall not be held responsible for identifying any or all such.patent rights.

ISO/IEC 250643 was prepared by Joint Technical Committee ISO/IECUTC 1, Information techhology,
Subcommitteg SC 7, Software and systems engineering, in collaboration with Technical Committee
ISO/TC 159, Ergonomics, Subcommittee SC 4, Ergonomics of human-system interaction.
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Introduction

The human-centred design approach of ISO 9241-210[4] is well established and focuses specifically
on making systems usable. Usability can be achieved by applying human-centred design and testing
throughout the life cycle. In order to enable a human-centred approach to be adopted, it is important
that all the relevant types of information related to usability (information items) are identified and
communicated. This identification and communication enables the usability of a system to be designed
and tested.

This International Standard provides a framework and consistent terminology for describing the context

of use of an interactive system. It is intended to assist developers in documenting and communicating

usability-related information through the system development Iife cycle. ™
N

The Cpmmon Industry Format (CIF) for Usability family of International Standakds iy described in
ISO/IBC TR 25060[19] and is part of the SQuaRE series (ISO/IEC 25000[17] to ISO/IEC 25099)) of standards
on sysfems and software product quality requirements and evaluation. Q@

The CIF family of standards uses definitions that are consistent with the 9241 serieg of standards
(Ergornomics of human system interaction), as this is the terminolo%cc}iat is normally|used for this
subjecf matter. \\

CIF stdndards are planned for the following information items:\%

N

— Cdntext of use description (ISO/IEC 25063); << O
— Uder needs report (ISO/IEC 25064); QQ

— Uger requirements specification (planned ISO,(@ 25065);
— Uder interaction specification; \\QQ

— Uder interface specification; ‘\®$

— Evjaluation report (planned ISO/,L@I 25066);
— Figld data report. ‘\(\)j“

The C|F standards are part of the “Extension Division” of the ISO/IEC 25000 “SQuaRE” series of
Internptional Standard%@e Figure 1).

&Q Quality Model Devision
Q‘.\ 2501n
O Quality Quality
% Requirements Quality Management Devision Evaluation
C) Devision 2500n Devision
\@ 2503n 2504n
Quality Measurement Devision
2502n

Figure 1 — Organization of SQuaRE series of International Standards

Context of use is defined in ISO 9241-11.12] The system quality model in ISO/IEC 25010[18] incorporates
context of use.

© ISO/IEC 2014 - All rights reserved \%
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Context of use

« ISO/IEC 15288 6.4.1
“Stakeholder requirements definition process”
* ISO/IEC 9241-210 6.2
“Understand and specify the context of use”

+ ISO/IEC 25063 “Context of use description”
+ ISO/IEC 25064 “User needs report”

Derived
requirements

Evaluation
results

+ ISO/IEC 15288 6.4.2
« ISO/IEC|15288 6.4.6 “Verification process” v “Stakeholder requirements analysis process”
* ISQYIEC 9241-210 6.5 “Evaluate” « ISO/IEC 9241-210 6.3
* ISO/IEC 25062 “Common Industry User needs “Specify the user requirements™
Format ([CIF) for Usability Test Reports” « ISO/IEC 25065
+ ISO/IEC 25066 “User requirements specification”
“Evaluation reports”
+ ISO/IEC 2506x
“Field data report”

+ ISO/IEC 15288 6.4.3 “Architectural design process”
« ISO/IEC 9241-210 6.4 “Produce design solutions”
+ ISO/IEC 2506x “User interaction specification”

+ ISO/IEC 2506x “User interface specification”

Legend
Standards listed in bold

Designed solutions represent CIF process output

Figure 2 — Relationship of CIF documents to user céntred design in ISO 9241-210[4] and system
life cycle processes inISO/IEC 15288I7]

Figure 2 illugtrates the interdependence of these information items with the human-centred [design
activities degcribed in ISO 9241-210[4] as<well as the corresponding System Life Cycle prdcesses
described in ISO/IEC 15288.[Z] The figure-depicts the activities as a set of intersecting areas. Thecircles
overlap to repjresent that the activities are not separate, but rather, overlapping in time and scope and
the outcome of each activity providesthe input to one or more other activities. As each human-cgentred
design activitly can provide input.to any other, there is no starting point, no end point, or linear pgrocess
intended.

Human-centrgd design relies‘on user needs that are first identified based on the Context of Use aralysis.
User needs afe docuniented in the User Needs Report (ISO/IEC 25064), which is an internjediate
deliverable that links.the Context of Use Description (ISO/IEC 25063) that contains Informatior] about
the users, th¢ir tasks and the organizational and physical environment, to the user requirements.
These items pr'e/developed during the Stakeholders Requirements Definition Process descriPed in
ISO/IEC 152884

The “Produce design solutions” activity focuses on designing user interaction that meets user
requirements. This activity takes place during the Architectural Design, Implementation, and Integration
processes described in ISO/IEC 15288[Z] and produces the information items “User Interaction
Specification” and the “User Interface Specification”.

The “Evaluate” activity starts at the earliest stages in the project, evaluating design concepts to obtain
a better understanding of the user needs. Design solutions can be evaluated multiple times as the
interactive system is being developed, and can produce various types of evaluation report, and usability
data such as that described in ISO/IEC 25062[20] can support the ISO/IEC 15288IZ] validation process
that confirms that the system complies with the stakeholder requirements.

vi © ISO/IEC 2014 - All rights reserved
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Systems and software engineering — Systems and software
product Quality Requirements and Evaluation (SQuaRE) —
Common Industry Format (CIF) for usability: Context of use

description

1 Srnpr-\

This In
of use

The cd

for an existing, intended, designed or implemented system, product or servicg.

ntext of use description is applicable to software and hardware systems, produd

(excludling generic products, such as a display screen or keyboard). The description of

use is
such a

This Ix

ntended to be used as part of system-level documentation resulting from developm
5 those in [SO 9241-210 and ISO/IEC JTC 1/SC 7 process standards:

ternational Standard does not prescribe any kind of methed, life cycle or process.

The context of use information item can be integrated into anytype of process model.

NOTE

the for
thetyp
manag
for the

For the purpose of establishing process models, ISO/IEC TR 24774[16] and I1SO/IEC 155
mat and conformance requirements for process models, respectively. In addition, ISO/IEC 1

bment. ISO/IEC 15504-5[10] and ISO/IEC 15504%6{11] define work products, including infqg
purpose of process capability assessment. Process models and associated information it

centred design of interactive systems are containéd'in ISO/TR 18529[13] and ISO/TS 18152[12], re

This Ix
and id

While
it doeg

ternational Standard also describes‘the purposes for which context of use descript
bntifies the intended users of context of use descriptions.

this International Standardspecifies the required content elements of a context of ug
not prescribe any particular structure or layout for documenting the context of us

2 Conformance

A desc

elements specified-in Clause 5.

ternational Standard specifies the contents of both high-level and detailed desetiptions of context

ts or services
he context of
ent processes

04-2[91 specify
5289[8] defines

esand content of information items developed and1sed in process models for system and software life cycle

rmation items,
ms for human-
Epectively.

ions are used,

e description,

ay

ription of the'context of use conforms to this International Standard if it contains all the required

3 TTrms and definitions

For the purposes of this document, the following terms and definitions apply.

3.1

accessibility

extent to which products, systems, services, environments and facilities can be used by people from
a population with the widest range of characteristics and capabilities to achieve a specified goal in a
specified context of use

Note 1 to entry: Context of use includes direct use or use supported by assistive technologies.

[SOURCE: ISO 26800:2011, 2.1]
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3.2

context of use
users, tasks, equipment (hardware, software and materials), and the physical and social environments
in which a system, product or service is used

[SOURCE: I1SO 9241-11:1998, 3.5, modified — In the definition, “product” has been replaced by “system,
product or service”.]

Note 1 to entry: In this International Standard, equipment is described as part of the technical and technological

environment.

3.3

effectiveness
accuracy and

[SOURCE: ISO

34
efficiency
resources exf]

[SOURCE: ISO

3.5
goal
intended outd

[SOURCE: ISO

3.6
human-centi
approach to
focusing on t
techniques

Note 1 to entry
that this stand
users. Howevel

Note 2 to entry]
wellbeing, avoli

[SOURCE: ISO

3.7
information
separately ide

completeness with which users achieve specified goals

9241-11:1998, 3.2]

ended in relation to the accuracy and completeness with which users achieve goald

9241-11:1998, 3.3]

ome

9241-11:1998, 3.8]

ed design
ystem design and development that _aims to make interactive systems more usg
he use of the system; applying hungan factors, ergonomics and usability knowled

The term “human-centred design” is used rather than “user-centred design” in order to em
ard also addresses impacts.or' a number of stakeholders, not just those typically consid
,in practice, these terms aré often used synonymously.

Usable systems canprovide a number of benefits including improved productivity, enhanc
dance of stress, increased accessibility, and reduced risk of harm.

9241-210:2010, 2.7]

jteny
ntifiable body of information that is produced and stored for human use during a s

ble by
be and

bhasize
bred as

ed user

ystem

apsucla

or software li

Tyt

[SOURCE: ISO/IEC 15289:2006, 5.11]

3.8

interactive system
combination of hardware, software and/or services that receives input from and communicates output

to users

Note 1 to entry: This includes, where appropriate, packaging, branding, user documentation, online help, support

and training.

[SOURCE: ISO

9241-210:2010, 2.8]
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https://iecnorm.com/api/?name=fb8ea6ed1892101868d0c59bf44d215d

ISO/IEC 25063:2014(E)

39

persona

representation of a type of user that includes a concise summary of the characteristics of the user that
is most informative to the design or illustrative of specific user requirements

Note 1 to entry: A persona typically includes behaviour patterns, goals, skills, attitudes, and environment, with a
few fictional personal details to make the persona a realistic character.

3.10

requirement

condition or capability that must be met or possessed by a system, system component, product, or
service to satisfy an agreement, standard, specification, or other formally imposed documents

Note 1|to entry: Requirements include the quantified and documented needs, wants, and expectations of the
sponsof, customer, and other stakeholders.

[SOURCE: ISO/IEC/IEEE 24765:2010, 3.2506]

3.11
satisfgction
freedom from discomfort, and positive attitudes towards the use of the product

[SOURLE: ISO 9241-11:1998, 3.4]

3.12
stakeholder
individual or organization having a right, share, claim,or interest in a system or in its|possession of
charadteristics that meet their needs and expectations

[SOURLE: ISO/IEC 15288:2008, 4.29]

3.13
system
combihation of interacting elements organized to achieve one or more stated purposes

Note 1 fo entry: A system may be considered as a product or as the services it provides.

Note 2 [to entry: In practice, the interpretation of its meaning is frequently clarified by the use of an associative
noun, ¢.g. aircraft system. Alternatively the word system may be substituted simply by a confext-dependent
synonym, e.g. aircraft, though this may then obscure a system principles perspective.

[SOURCE: ISO/IEC 15288:2008, 4.31]

3.14
task
activities gequired to achieve a goal

[SOURCE:1S0 9241-11:1998, 39]

3.15

usability

extent to which a system, product or service can be used by specified users to achieve specified goals
with effectiveness, efficiency and satisfaction in a specified context of use

[SOURCE: ISO 9241-210, 2.13]

3.16
user
person who interacts with a system, product or service

Note 1 to entry: A person who uses the output or service provided by a system. For example, a bank customer who

visits a branch, receives a paper statement, or carries out telephone banking using a call centre can be considered
a user.

© ISO/IEC 2014 - All rights reserved 3
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[SOURCE: ISO 26800:2011, 2.10]

3.17

user experience

person’s perceptions and responses that result from the use and/or anticipated use of a product, system
or service

Note 1 to entry: User experience includes all the users’ emotions, beliefs, preferences, perceptions, physical and
psychological responses, behaviours and accomplishments that occur before, during and after use.

Note 2 to entry: User experience is a consequence of brand image, presentation, functionality, system performance,
interactive behaviour, and assistive capabilities of the interactive system; the user’s internal and physical state

resulting from priorexperiences, attitudes skills and pprcnnn]ify; and the context of use

Note 3 to entry: Usability, when interpreted from the perspective of the users’ personal goals, can incljide the
kind of percepfual and emotional aspects typically associated with user experience. Usability Criterialcan be
established so ps to assess aspects of user experience.

[SOURCE: 1S0[{9241-210:2010, 2.15]

3.18
user interfage
all components of an interactive system (software or hardware) that protide information and c¢ntrols
for the user tq accomplish specific tasks with the interactive system

[SOURCE: 1S0O[9241-110:2006, 3.9]

3.19

user need
prerequisite ientified as necessary for a user, or a set of users, to achieve an intended outcome, implied
or stated withjin a specific context of use

[SOURCE: ISOfIEC 25064:2013, 4.19]

3.20
user requirements
usage requirgments
requirements| for use that provide the basis for design and evaluation of interactive systems tp meet
identified usefr needs

Note 1 to entry: User requirements are derived from user needs and capabilities in order to make usg¢ of the
system in an efffective, efficientysafe and satisfying manner.

Note 2 to entry: User requirements specify the extent to which user needs and capabilities are to be mdt when
using the system. They are not requirements on the users.

Note 3 to ent}yz In-“software-engineering terms, user requirements comprise both “functional” and “non-
functional” requixements based on user needs and capabilities.

[SOURCE: ISO/IEC TR 25060:2010, 2.21]

4 Purposes and types of context of use descriptions

4.1 General

The description of the context of use provides common information that is needed for use in conjunction
with the other information items that are to be produced relating to human centred design. Information
about the context of use provides a basis for designing a product that is usable in the intended context of
use, and helps maintain a human-centred design focus within the project.

4 © ISO/IEC 2014 - All rights reserved
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Context of use information can be captured in a variety of forms, and descriptions of the context of use
can be formatted to meet the needs of particular audiences.

EXAMPLE1 Sources of context of use information include:

— Documentation of conducted interviews with users.

— Documentation of observations of users in their real environment.

— Diaries completed by users over a period of time describing their real context of use.

— Documentation of conducted observations of users.

J— DC cumentation of ucor norformancoa moacuromaents
F

— Video files of individual users showing them in their real environment.

EXAMKRLE 2 Examples of different representations that can be used to describe the ¢ontéxt of hise (or parts of
the context of use) include:

— Complete descriptions of users, tasks, equipment (hardware, software and materials), and the physical and
sofial environments that constitute a detailed context of use description tising a structured format (such as
Arnex C).

» o« » o«

— Ndrrative descriptions of the context of use (referred to as “scenarios of use”, “context scqgnarios”,
scenarios or “problem scenarios”) for each user group, typically based on user interviews.

as is”

— Ddscriptions of users in terms of personas, which represent-a type of user by providing a copcise summary
of |characteristics of an instance of a user, and can include)issues such as goals, tasks, skills| attitudes, and
en[ironmental conditions.

The mjost common types of context of use descriptions are listed below, described in rhore detail in
the sup-clauses indicated. Depending on the patticular design and development situatipn it could be
necesdary to describe some or all of these.

4.2 Injtial outline of the context of use
4.3 Daqtailed context of use descriptions

4.8.1 Current context of use

e

.B.2 Intended contextof use

‘-P

.B.3 Context of ds¢Specified as a part of user requirements

‘»-P

.B.4 Contexbof use of the implemented system, product or service

‘»-P

.B.5 Coentext of use of the deployed system, product or service

N

4.4 Colntext of use for an evaluation

-~

4.5 Context of use as part of a system, product or service description

The potential users of each type of context of use description are listed in Annex B.

A context of use description should be treated as an evolving repository of information. The content of
the description will grow as an increasing amount of detail is added in the course of the design process.

NOTE Information about a particular context of use can be used in the development of more than one
interactive system.

© ISO/IEC 2014 - All rights reserved 5
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4.2 Initial outline of the context of use

An initial description of the context of use can be based on the assumptions of the project (often derived
from the business case). At this stage it will not be complete, although some aspects, such as the potential

users, will be

known. For more details, see Annex A.

4.3 Detailed context of use descriptions

4.3.1 Current context of use

Analysis of the context of use of existing or similar systems, products or services (including manual

systems ifap

and baseline ]
used to identi
of the future s

NOTE 1 Sonj

NOTE2 Ifa
isused asther
the goals of thd
be relevant for

4.3.2 Inten

The purpose
product or se
and the envir
existing conte

The intended
of use.

EXAMPLE 1
clinical setting

patients, and their carers, in their own hemnies.

The context ¢
remain fixed

EXAMPLE 2
given technica
can be designe

EXAMPLE 3
given technical

vels of performance and satisfaction. Information about the current context of usé
y needs, problems and constraints that might otherwise be overlooked, butwhich
ystem should take account of.

e aspects of the current context will persist, even if the system is highly novel.

broduct conceptis available or an existing product (such as a predecessof or a competitive p
pference point for a new design, information in the current context ofuse will provide an o

users of such a product, their tasks and the way in which the tasks\are to be performed t
the intended context of use.

ded context of use

of this description of the context of use is to provide a basis for designing the s
'vice for the types of users who are intended to:use it, the tasks that are to be unde
bnment(s) in which it is intended to be used. Ilt‘will incorporate the relevant aspect;
xt of use, if there is one.

context of use of a system, product or-Service might include changes to the current g

A manufacturer of monitoring equipment, which is currently used by medical practitio
s, wishes to respond to the inereasing demand for monitoring equipment that can be

f use description sheuld differentiate those components of the context of use th
ind those componerits of the context of use that can be subject to change.

When designihg-an interactive whiteboard for a primary school, the teaching room is par
environmént; that can’t be changed. When designing a whole teaching room, the teachin|
H in conjungtion with the interactive whiteboard.

Whéndesigning a universal remote control, the products to be remote-controlled are par
environment, that can’t be changed. When designing a remote control as part of a specific p

encies
can be
design

roduct)

111tline of

at will

ystem,
rtaken
of the

ontext

ners in
sed by

at will

t of the
o room

t of the
roduct,

the remote cor

1 £l 1 1 . 1
LITUTLS Ppdl'UUTUIT S ySICIT LU DT UCSTEIICU.

NOTE The intended context of use will be refined iteratively, taking account of an evolving understanding
of user and business needs and practical constraints including the development time and budget, until a realistic
range of user types and characteristics, environmental characteristics and tasks can be specified as part of user
requirements for which the system is required to achieve specified levels of usability.

4.3.3 Context of use specified as a part of user requirements

The context of use should be specified as a part of the user requirements specification to clearly
identify the conditions under which the requirements apply. Each relevant user, task and environmental
characteristic needs to be identified in order that the full range of contextual issues can be taken into
account in design.

© ISO/IEC 2014 - All rights reserved
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This makes the scope of user requirements explicit by defining the contexts of use in which the system
product or service is required to achieve acceptable levels of usability (derived from the intended context

of use)

NOTE

The specified context of use could be documented separately for use in conjunction with the user
requirements, or the relevant parts could be embedded in the user requirements.

Practical constraints could mean that the specified context of use is a subset of the originally intended
context of use, or the results of user research could result in a specified context of use that is wider than
the originally intended context of use.

4.3.4

Context of use of the implemented system, product or service

The dd
detaile
user iy
the sp
part of

NOTE

bscription of the context of use of the implemented system, product or service
d than that specified as part of the user requirements, for example includingydetai
teractions. This additional information should be documented and should-ptfovidg
pcific context(s) to be used for evaluation (4.4) and context of use infopmation that
the product description (4.5).

Any differences between the originally intended context of use,the/context of use sp

of the yser requirements, and the context of use of the implemented systenirieed to be identifie

differe

4.3.5

hces could affect the usability of the system.

Context of use of the deployed system, product or service

text of use of the system, product or service aftef\deployment takes account of any|

Thec
syster(Ilis being used, and is typically determined by follow-up evaluation studies.

NOTE

requirg
carry d
using t
may re

4.4 |

Depen

Follow-up evaluation studies can be aimed.at'determining if the system/product/servic
ments or at determining how its use is evolviiig. For example, users often find ways of usin
ut tasks not included in the original context of use, or user groups not previously anticipa
he system. Differences between the spegified context of use and the context of use of the d
Huire changes in the design to accommeodate the changed context of use.

Context of use for an evaluation

ding on the purpose of‘the evaluation, the description of the context of use that

s often more
s of tasks and
b the basis for
is included as

ecified as part
, in case these

new ways the

eis meetingits
o the system to
fed might start
bployed system

is part of an

evaluation report will be derived from the current context of use of an existing or implemgnted system,

produ

The cd
testing

Some
tasks 4

't or service, the intended context of use or the context of use in which user requirg

ntext of use for evaluation needs to be described as part of the test scenarios f
I, and for eéxpert inspections when these are based on usage scenarios.

components of the context of use are not applicable for every type of evaluation
re‘net used for some types of inspections).

ments apply.

br user based

(for example,

NOTE 1

For user-based testing, the context of use for evaluation needs to reproduce the key asp

of the context of use in order for evaluation results to be valid.

NOTE 2

ects of a subset

A future CIF standard is intended to provide requirements and recommendations for the content of

usability evaluation reports. When published, the provisions of that standard will supersede the provisions in
this International Standard for the context of use to be used for evaluation.

4.5 Context of use information included in a product description

A product description intended for potential acquirers of interactive systems or users should include a
description of the intended context of use of the product.

NOTE

The level of detail can vary, for example a description on the Web might contain

information than a printed product description.

© ISO/IEC 2014 - All rights reserved
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5 Elements of a context of use description
5.1 General

5.1.1 Overview of requirements and recommendations

A detailed description of the context of use as described in 4.3 (current, intended, part of user
requirements, for the implemented system and for the deployed system) shall include all the elements
specified in 5.2 to 5.6.

Other types of context of use description described in Clause 4 (initial outline, used for evaluations,
used as part I'a product description) only need to Include the items indicated In the relevant.cC lumns
in Table 1.
Table 1 — Items that can be included in a context of use description
Context Coptext
Initial Detailed of yse as
- - of use as
outline of | description artofan | P2 tofa
the context | of the confext| P . product
evaluation .
of use of use degcript-
report ﬂion
Subject of this fontext of use description (5.2)
The_systt_am, pI‘OU‘jl.lCt, service or concept (for which the context of shall shall shall shall
use is being desgribed).
The purpose of the system, product, service or concept from the
perspective of the intended users of the context of use descrip- shall shall shall shall
tion.
Summary of anyf preconditions and/or constraints that affect the
. . - shall
design of the inferactive system.
User groups (5}3)
Identification of all the user groups. Separate description of each
distinctly differpnt user group of the system, product'or service. shall shall shall[1] spail
Identification of other stakeholders who could‘have an impact on
. shall shall
the use of the syjstem, product or service
The relationship between each relevant user group and the sys-
L . shall
tem, product orfservice in terms of kéy\goals and constraints.
The characterisfics of each user,group including any users whose
physical or psydhological charactetistics are at the extremes of shall shall[1]
the normal range.
Description of characteristics that are judged to be likely to
affect usability with @hexplanation of the basis for the judge- shall shall*
ment.
Goals (5.4)
Alist of the goals of the different user groups described as
intended outcomes that people are trying to accomplish (includ- shall shall shall[2] shall
ing personal goals when relevant).
Any goals defined by the organization that provides and/or shall
develops the interactive system that are likely to affect usability.
Any responsibilities that are judged to be likely to affect usability shall shall*
Tasks (5.5)
A lls_t oftasl_<s that are to be carried out by each user group to shall shall*
achieve their goals.
For each task, the characteristics that are judged to be likely to
affect usability with an explanation of the basis for the judge- shall shall*
ment.

8 © ISO/IEC 2014 - All rights reserved
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Table 1 (continued)
Context Context
Initial Detailed of use as of use as
outline of | description art of an partofa
the context | of the context| P . product
evaluation .
of use of use descript-
report .
tion
Environment(s) (5.6)
All actual or intended usage environments. shall shall*
Characteristics that are judged to be likely to affect usability. shall shall*
KEY
shall = fequired, blank = optional, * = if applicable,
[1] = the groups for which usability is being evaluated, [2] = the goals that are within the scope of the evalugtion

The assessment of which characteristics are likely to affect usability should be based on |
knowlgdge and any previous experience with this type of system, product or sefvice.

EXAMH
the des
pointin

There s always some uncertainty about which characteristics ofthe context of use will dg

usabil

judgement of the likelihood of the impact of each characteristic on usability. There are ris

with e

A desd
report

5.1.2

A cont
of use

Thede
tasks 4

52

5.2.1

The sy

LE It would not be necessary to include “sufficient electrical power” and “absence o
cription of the context of use of office software, even though vibratidns would negativel
g accuracy, and a power outage would stop the system altogether.

ty and which will not. Therefore the extent of the description of the context of use

ther underspecifying or overspecifying the contextof use.

ription of the current context of use can include any identified problems that ar
ed (see 5.7).

Scope of the context of use

n which the system, product or’service is used, or in which it is intended to be useq

scription could also clarify.how the context of use changes with time (for example, us
nd usage environments$ could change as users gain more experience with using a s

bubject of the context of use description

System, product or service and its purpose

jJuman factors

f vibrations” in
y affect mouse

finitely affect
is a matter of
ks associated

b observed or

ext of use description can be of one\instance of a context of use, or could include a range of contexts

.

brs’ expertise,
ystem).

'stem, preduct, service or concept (for which the context of use is being described) shall be
identiflied.

EXAMH

LE1 A new plqnning tool for erganomic seating dpcign istobhe dpvplnppd Thereisnao

imilar product

available, nor a detailed product specification. There is a concept of the product, focusing on the characteristics of

the pro

duct’s capabilities, design guidelines and innovations to be introduced in the product.

The purpose of the system, product, service or concept shall be described. This description shall be from
the perspective of the intended users of the context of use description (for example the development

team).

NOTE

©150/1

This provides the basis for identifying and describing the context of use. It is important to identify and
resolve any discrepancies between the intended or assumed purpose of the system, product or service, and the
actual usage identified as a result of user research.

EC 2014 - All rights reserved
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The scope of what is the subject of design or evaluation will determine what needs to be described as
part of the context of use.

EXAMPLE 2

When designing or evaluating software for an existing model of cell phone, the software is the
subject of the context of use description and the physical cell phone is part of the technical environment that is
described in the context of use. When designing or evaluating a cell phone and its software, both the cell phone
and the software are the subject of the context of use description (so the cell phone would not be described as part
of the context of use).

5.2.2 Preconditions and constraints

In a detailed descrlptlon of the context of use, precondltlons or constralnts that could affect the design

of the interac
the subject of]
description (t

NOTE Thi
content to the

The precondit
preconditions
developing th

Design preconditions and/or constraints (not imposed by the organization) include the following:

Legal con
Available
Business
Competit
Seasonal

Development
the following

— Corporat
Budget ca
Time con

Strategic

Confident

the context of use descrlptlon and detailed in the relevant sectlons of the context
ypically the organizational environment).

can be regarded as the context of use of the design and development process ((but with d
ontext of use of a system, product or service).

ionsand/or constraintsinclude design precondition and/or constraints,and organiz
and/or constraints. The former are imposed from sources other than the organ
b system, product or service whereas the latter are imposedby the organization itg

siderations (also jurisdiction);

Information (e.g. existing knowledge, research findings);
intelligence;

on; and

determinants (e.g. number of userswaries because of holiday season).

e design;

nstraints;

straints for the duration of development and deployment;
focus of(business;

iality policies; and

fferent

htional
zation
elf.

organizational preconditions and/or constraints (imposed by the organization) include

Access to

users.

5.3 User population

5.3.1 Users and other stakeholder groups

All the user groups (existing or intended users, or for an evaluation report the groups for which usability

is being evalu

Users include

ated) shall be identified.
both:

— users directly interacting with the system; and

— users of the products or service provided by the system (indirect users).

10
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Users can be classified as primary or secondary:
— primary users carry out the tasks that produce the intended output of the system; and
— secondary users carry out support tasks (such as administering or maintaining the system).

User groups can be differentiated by the tasks they are performing, their jobs, the environment in which
they are using the system, product or service, or in terms of their characteristics, capabilities or personal
style. If user groups have been identified but are not further documented for the system to be designed
or evaluated, these user groups should be stated.

In an initial outline or detailed descrlptlon of the context of use, the context of use description shall
: : : r service (for

EXAMRLE1 A medical advice call centre is set up supported by an online system. Thefstaff in|the call centre
are usdrs of the online system, and the callers receiving information are users of the sefvice provjded by the call
centre./Administrators monitoring use of the system would be secondary users. Otherstakeholders include the

NOTE Applying a classification to the users of an interactive system provides information o which to base
user ngeds research and user requirements specification.

EXAMRBLE 2 The users of a mobile phone are expected to be 80 % English speaking, 10 % French speaking and
10 % speakers of other languages. User needs research will have to address users with different njtive languages
and larjguage specifics.

In a defailed description of the context of use, the relationship between each relevant user group and the
systenp, product or service shall be described in ternis of key goals and constraints.

NOTE 2 Important aspects of the context of use can,be communicated using personas.
5.3.2 | The characteristics of each user group

5.3.2.1 General

In a defailed description of the context of use and a context use for evaluation, the charactdristics of each
user group shall be documented.

The dgscription of the characteristics shall include the range of actual or intended users|including any
users Wwhose physicalorpsychological characteristics are at the extremes of the normal range.

NOTE1 The inchision of information about the characteristics and capabilities of users with dlisabilities will
enable [the designto take account of accessibility as well as usability objectives.

There |are(Sometimes alternative ways of identifying user characteristics: either by describing the
specificpsychological, social, physical and sensory characteristics, or by identifying group$ with specific
tasks, jobrotesor dcuwgl aphit.a thratareassociated-with pat ticutarcharacteristics:

NOTE 2  The characteristics of a user group can also be documented by exclusion, i.e. by describing who does
not belong to the user group.

EXAMPLE “All users who are aged between 18 and 25”.

5.3.2.2 Psychological and social characteristics

Any variations in psychological and social characteristics that are judged to be likely to affect usability
shall be described in a detailed description of the context of use and when applicable in an evaluation
report. An explanation of the basis for the judgement shall be provided. Any other variations in
psychological and social characteristics that could potentially affect usability may also be identified.

© ISO/IEC 2014 - All rights reserved 11
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The following list gives examples of characteristics that could be relevant:

a)

Cogn

Lang

b)

Know

User expe
skills. Eve
interactig

Motiy

Expe

Resis

Willi
Dept

Polic

NOTE1 ISO
processing tha

NOTE2 Use
the ways in w
identified as s
whose charact

5.3.2.3 Phy

Social angl organizational characteristics:

Long term characteristics:

itive abilities, including memory and reaction time;

Cultural background, including conventions, stereotypes and mindsets;

uage(s); and

Level of literacy.

Task-related characteristics:

rledge and skills.

en with a new product, people can have experience with similar products,er a par|
n style, so the type of previous experience needs to be understood:

ration; and

rtise, power users.

tance to change;

ngness to take risks;

1 and type of organizational structure; and
 driven versus choice driven.

9355-1:1999,[5] Annex A provides informative material describing aspects of people’s infoy
f are relevant.

s can vary in their understanding of products both in terms of the functionality they of]
hich they are operated. Where the results of accumulated knowledge and prior experie
urces of markedly different mental models of use, they can give rise to different user
bristics need to be separately described, e.g. expert and novice users.

kical and sensory characteristics

Any physical 3
inadetailed

nd senspfy characteristics that are judged to be likely to affect usability shall be deg

ctations and mental models based on their previous experience can affectknowledge and

ficular

mation

fer and
hce are
broups,

cribed

scription’of the context of use and when applicable in an evaluation report. An explanation
of the basis fr the judgement shall be provided. Any other characteristics that could affect ug
may also be desefibed.

ability

The following list provides examples of characteristics that could be relevant:

a) Body dimensions.
NOTE1 For information on the global distribution of the user population’s body dimensions, see
SO 7250-1.11

b) Biomechanical capabilities.
NOTE 2  Variation of biomechanical skills (the ability of a person to use their body to perform a task)
within populations is likely to be greater than variation between populations.

c) Haptic capabilities

12 © ISO/IEC 2014 - All rights reserved
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forms with the fingers can be important for user interface design.

d)
sh

e)

NOTE 4

ould be taken into account.

Handedness.

The ability to detect single or multiple touch of fingers or other parts of the body and distinguish

Visual and auditory abilities. The possibility of various types of visual or auditory impairments

While body sizes vary between ethnic groups, the distribution of functional characteristics (i.e. the

visual, auditory, biomechanical and cognitive abilities) can be considered as equivalent for user interface design.

EXAMPLE

An operator for a machine control must have a good visual and haptic ability to see and recognize

and operate machine controls as well as the physical capability to manipulate large mechanical handles.

5.3.2.4

Any d
descri
basis f
be des

NOTE 1
charac

NOTE }
strengf
such ag
or skill

EXAMH
import

EXAMH

54 ¢

5.4.1

A list (
goals {
are try

NOTE
User g
When

} Demographics

bmographics that are judged to be likely to affect usability shall be deéscribed
btion of the context of use and when applicable in an evaluation report’An expls
pr the judgement shall be provided. Any other demographics that ceuld affect usah
Cribed.

Demographics identify groupings of particular physical,\sénsory, psychologic
eristics.

For a context of use for evaluation, many general physieal and psychological characte
h, visual acuity and cognitive capabilities) can be adequately sampled through demogr
age, gender and education. The main exceptions are réléyvant previous experience, speciali
5 and culture.

LE1  Agehas profound effects on both psychelegical and physical user characteristics. T|
ant to know the age range of the intended uset’population.

LE2  Gender especially affects physicaldifferences, body dimensions and strength.

oals and responsibilities ofithe user group and the organization

User group goals

f the goals of the user groups identified in 5.3.1 shall be provided (for an evaluati
hat are within theseope of the evaluation), expressed in terms of intended outcom
ing to achieve,(@and without reference to any specific means of achieving them.

When yged for design, this will help shape the concept of an interactive system.
Foup goals can be derived from organizational goals (5.4.2) or responsibilities (5.4.

the€ user’s personal experience is important, relevant goals can also include th

in a detailed
ination of the
ility may also

hl and social

ristics (such as
hphic variables
zed knowledge

hus it is always

bn report, the
bs that people

).

e individual’s

perso

al goats meeting needs SUCHT as 10 acquire New RNowledge and sKiits, To commun

identity and status and to provoke pleasant memories.

cate personal

In most cases, the list of goals can be limited to the most important, frequent or representative goals.

Goals can be documented in a hierarchical way to document their relative importance and the dependent
goalsifappropriate. A detailed hierarchy and analysis of the goals can be elaborated during user research
activities like user needs analysis and user requirements specification.

For a consumer product, creative concepts from existing products can provide input to the list of user
goals. If the list of user goals (or tasks, see 5.5.1) is based on assumptions (e.g. from creative concepts or
from organizational sources), the user goals stated in the early versions of a context of user description
should be qualified as assumptions, to be verified and detailed during subsequent human-centred
design.
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It is important to identify any discrepancies between the intended or assumed goals for the system,
product or service, and the goals identified as a result of user research. Discrepancies can also occur
because different user groups have different goals. These differences will need to be analysed and to be
resolved in the requirements specification.

5.4.2 Organizational goals and policies

In a detailed description of the context of use, any goals and policies defined by the organization that
implements the interactive system that are judged to be likely to affect usability shall be described,
and be listed and denominated as such in the context of user description. An explanation of the basis
for the judgement shall be provided. Any other goals and policies that could affect usability may also be
described.

The followinglist gives examples of organizational goals and policies that could be relevant:

task perf¢rmance times;

efficiencyf metrics;

payment procedures;

design guidelines;

corporat¢ design policy;

promotinig specific products and services; and

security issues.
NOTE To 3
clearly differer
also occur. Wh
resolve these c

als are
5 might
mpt to

void a mix-up of organizational goals and user, goals it is important that organizational gd
tiated from the user’s perspective. A contrdadiction of user goals and organizational goal
ere such contradictions occur, it is not the“role of the context-of-use description to attg
bntradictions, but merely to identify their occurrence.

EXAMPLE The organization states that entering a phone number is essential for authentication of uger data
and provides ithportant marketing data. User.yesearch indicates that users would prefer not to provide thfis data.

5.4.3 Responsibilities

Any responsi
description o
influence the
judgement sh

Jobs often cre

bilities that are judged to be likely to affect usability shall be described in a d
the context ofuse’and when applicable in an evaluation report, if they could pote
design or evdluation of the system, product or service. An explanation of the basis
1l be provided. Any other responsibilities that could affect usability may also be des

ate responsibilities that will result in user goals.

Consumers cg

ptailed
ntially
for the
‘ribed.

ndlso accept responsibilities (for example when using internet resources).

5.5 Tasks of the users

5.5.1 Task attributes

A list of tasks that are to be carried out by each user group to achieve their goals shall be included in
the context of use description in a detailed description of the context of use and when applicable in an

evaluation report.
NOTE The level of detail used to describe tasks will depend on the complexity of the tasks.

In a detailed description of the context of use and when applicable in an evaluation report, any
characteristics of each task that are judged to be likely to affect usability shall be described, and any
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other characteristics that could affect usability may also be described. An explanation of the basis for
the judgement shall be provided.

The following list gives examples of task attributes:

goal of carrying out the task;

task result or outcome;

e frequency and importance of the tasks;

variability in inputs to be handled;

a)

b)

c) th
d)

e) in
f) an
g) ta
h) ta
i) ta
j) ta
k) se
1) ro
m) al
n) ta
If the
syst
be qu
5.5.2
Tasks

element of a context of useidescription, but is usually documented separately.

The
a)
b)
‘)
d)
e)
)

fo
w
ta

u

ormation needs related to the task;
y potential negative consequences if the task is not completed or is completed.inco
5k duration;

5k complexity;

5k dependencies;

Fial/parallel activities;

les and responsibilities of those performing the task;

ocation of function between people, and between people and technology; and

5k load (see 1SO 10075-2[61).

lified as assumptions, to be verified and detailed during subsequent human-centre

Task representations

will usually need towbe-analysed and represented. This information is logically p4

lowing techniques are examples of task representations:
prkflow didgrams;

5k sequiences;

5k invariance, or flexibility and discretion in whether and how to carry out the task;

rectly;

list of tasks is based on assumptions:based on creative concepts or use of a sipilar existing
eljx, product or service, the tasks statéd in the early versions of a context of use desc

[iption should
d design.

rt of the task

r/m sk matrices:

procedural descriptions of tasks;

ta

ta

sk flowcharts and hierarchies; and

sk scenarios.

NOTE Task scenarios are sometimes called use cases, scenarios, user stories, epics, task

storyboards.

These techniques provide information that can be used as an input to the user interaction specification.

© ISO/IEC 2014 - All rights reserved
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5.6 Environment(s) of the user

5.6.1 General

Identify all actual or intended usage environments. Each separate facility or environment should be
described separately.

5.6.2 Technical and technological environment

In a detailed description of the context of use and when applicable in an evaluation report, the used,
intended or anticipated computing or other technological facilities that are judged to be likely to affect
usability shal
used, intende

also be descriped.

whether multiple monitors are used;

The following
a) tools, equ
b) hardwarg
devices;
c) screen(s)
d) inputdev
e) software
f) connectiy
g) mobility:
dissimila
h) assistive
i) documen
j) personal
NOTE For

environment c

5.6.3 Socia

In a detailed
and organiza
An explanation of the basis for the ]udgement shall be prov1ded Any other social and organizational
environment(s) that could affect usability may also be described.

bedescribedAmexptamationrof-thebastsfor-the judgculcut shattbeprovided: AT
1 or anticipated computing or other technological facilities that could affect usabili
list gives examples of the technical and technological environment:

ipment and support materials;

configuration(s): e.g. processor speed, memory size, networkStorage, input, and

e.g. resolution, and colour depth; if relevant, also include display (monitor) si

ice(s): e.g. keyboard, pointer device, touchscreen,camera;
configuration(s): e.g. browser version, operating system version, database;

ity: e.g. hard wired internet, wireless intethet, cell network, stand alone not conne

" environments;

fechnologies available to users'with disabilities;
fation and information (paper or online); and
protective equipment.

custom products,the facilities could be quite precise, for consumer products the te
uld be described as an acceptable range or an anticipated environment.

/organizational environment

Hescription of the context of use and when applicable in an evaluation report, the

other
[y may

putput

ve and

cted;

e.g. single fixed physical environment, multiple similar physical environments, mjultiple

chnical

social

ional pnmrnnmpnf(d that are mdcmd to he llkplv to affect usability shall be des

cribed.

The following list gives examples of the social and organizational environment:

a)
b)
‘)
d)
e)

16

group wo

rk dynamics, leadership and team morale;

time pressures and constraints;

interruptions;

supervisory practices;

monitoring conditions and incentives;

© ISO/IEC 2014 - All rights reserved
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pport or availability of assistance;

e alone or as a member of a group;

h) organizational culture and values;

i) management system requirements;

j) so

cial connectivity;

k) inter-organizational responsibilities and obligations;

1) legal constraints; and

m) sh

NOTE

extern
precisg
static i

EXAME
Deploy]
manag

EXAME
phone

5.6.4

In a de
enviro
basis f]
(for ex

The fo

a) sp

hred information.

The information environment could include: a) Information source, e.g. totally-interna

hformation.

LE1 Due to security policies, users of an Enterprise Data System¢ave no access to ext|
ment of product support must consider availability of web based hélp, documentation
bment.

LE 2  Users of call-centre software are likely to work undef.stress and will have keep in
fommunication could be monitored for quality reviews.

Physical environment

tailed description of the context of use and when applicable in an evaluation repor
nment(s) that are judged to be likely to:affect usability shall be described. An expl
pr the judgement shall be provided. Anly other physical environment(s) that could a
ample if a product might be used outside its usual environment) should also be des

lowing list gives examples of the physical environment:

ace;

b) time, location;

c w
EX
ve

d) lig

e) ex

prkplace characteristics;

AMPLE Qpen-plan office, multi person office, single user workstation, control ro
hicle.

hting,sunlight, darkness;

treme temperatures;

, mixed, totally

1; b) Information destination, e.g. totally internal, mixed, totally external; c¢) Information| reliability, e.g.
, generally correct, estimated; d) Information time sensitivity, e.g. dynamically changijg information,

ernal websites.
and/or update

mind that their

[, the physical
hnation of the
fffect usability
cribed.

m, shop floor,

f) ambient noise, traffic;

g) motion or crowding; and

h) vibrations.

For other examples see [SO 9241-5[22], ISO 9241-6[23] and ISO 11064-6[24],

© ISO/IEC 2014 - All rights reserved
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5.7 Problems

5.7.1 General

The description of an existing context of use can include any identified problems that are observed or

reported.

NOTE1 Problems can be related to the performance of the whole system, or particular components of the

context of use.

NOTE 2  Identified problems can be an input to a User Needs Report (ISO/IEC 25064), and are documented
using the same structure as in ISO/IEC 25064.

5.7.2 Probles description

Problems car] be identified in trouble reports, from customer service representativées,-and by user

surveys, focus groups, etc.

The following information should be provided when documenting a problem:

— Descriptipn of the problem in terms of what is wrong or seems to be wrong.(é.g. user cannot p¢rform

a particular activity, system crashes when user does x);

EXAMPLE|1

— Source offidentified problem (trouble reports, surveys, etc.);

EXAMPLE|2

System crashes when users enter incorrect code for pufchase item.

Trouble reports, customer service representatives reports.

The following information could also be provided when the problem is likely to be further analyded:

— Probablelcause (judgement as to what might mastlikely caused the problem);

EXAMPLE|3

— Probableleffect (positive and negative);

EXAMPLE4

— Value of resolving (e.g. cost/benefit).

EXAMPLE[5

higher cugtomer satisfaction.

5.7.3 Deficlencies. ineffectiveness, efficiency or satisfaction

Incorrect code error processing\routine not functioning properly.

Lost sales of items inronline catalogue and decrease in customer satisfaction.

Cost of solying”estimated to be 6 h of programmer’s time with a benefit of more safes and

Deficiencies i effeetiveness, efficiency or satisfaction occur when the output of the task or the respurces
tg ot acceptable and/or the user is not satisfied with the system, product, service dr task.

that it takes akent

The following information should be provided when documenting a deficiency:

— Condition under which the deficiency occurred;

— User group that produced the deficient output;

EXAMPLE 1

Customer Service Representatives.

— Description of the output (including its characteristics, e.g. format, media);

EXAMPLE 2
software.

Verbally and in print (if requested) proposed solutions for customers’ problems with

— Requirement for the effectiveness and/or efficiency and/or satisfaction);

18
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EXAMPLE 3  Solution has to be correct, provided within 10 min, and customers must be satisfied (rating at
least 5 on a 7 point scale).

— Deviation from the requirement (e.g. missing data, incorrectness of information, response time
deviation);

EXAMPLE 4  Solutions are incorrect 20 % of the time, provided in over 10 minutes 40 % of the time and
customer satisfaction averages 4 on the 7 point scale, users report high levels of stress.

— Source of identified deficiency (subject matter experts, supervisor, trouble reports, etc.);

EXAMPLE5  Supervisor information and customer satisfaction surveys.

— Mg¢thod of measurement (€.8. errors, time measurements, satistaction scorej;

EXAMPLE 6  Errors (asreported by customer follow-ups and supervisor reviews, tasktime gnd satisfaction
scpres (from customer satisfaction surveys).

— (CQquse(s), penalties and value of solving (e.g. cost/benefit).

EXAMPLE 7  Causes: lack of sufficient information on system features and [problem solutigns available in
daftabase; Penalties: loss of business by unhappy customers.
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Annex A
(informative)

Initial outline of the context of use

An initial outline of the assumed context of use can be based on the assumptions of the project (often
derived from the business case). Even for new products with an intended innovation, some aspects of

the context o

text of

use can provigle a basis for identifying users and undertaking user needs analysis. In turn, the identified
user needs (that can be documented in the user needs report, ISO/IEC 25064) provide informati¢pn that
can be used t¢ verify and elaborate the context of use. Such a “high-level” context of use might co

number of m
of use.

Even in projq
innovation on
first step.

NOTE Typ)
including their
groups (persor

a descriptions).

e conceptual statements and assumptions, and might not cover all elements of the g

cts where the existing context of use will change (e.g. for new products, an in
a change to the current use model) an outline of the assumed«ontext of use is a

cal formats for documenting high-level context of use descriptiens can include lists of user
major attributes (e.g. responsibilities and frequent tasks]and summary illustrations g

htain a
ontext

ended
useful

groups
f users

EXAMPLE Table A.1 shows the type of high-level information that might be provided for one of several user
groups.
Table A.1 — Example of a high levekdescription of the context of use
Context of Use Element Group 1 Group 2

System, prodiict or service

Aid te parking

General title

bf user group

Car drivers

Example job titles (if relevant)

Driving for work, domestic and leisure use

Demographiqddata (if relevant) All those holding a driving license
(Age, Gender,|specific physicalattrib- |— Male or female

utes) — Ageover 18

Goal — To parkacar

assumed taskK

Assumed tasks to be'supported and

competence

— Get the car out of the flow of traffic into a
place where it can be left

Assumed org

hnizational / social envi-

— No one available to assist

ronment

Assumed physical environment

Weather, road conditions, available parking
places

pletion

Assumed equipment used for task com-

Passenger car

20
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Annex B
(informative)

Users of the context of use

Context of use descriptions are intended for the following types of uses and users; listed b
of their use situation identified in ISO/IEC/TR 25060.[19]

elow in terms

a) High-level statement of the context of use:

—{ Business Analysts, Requirements Developers or Usability and Accessibilit
specifying user requirements for a product to be developed or identifying req
improving an existing product;

—|{ Product managers estimating required resources for a deyelopment based
requirements;

y Specialists
lirements for

on specified

— Marketing Specialists monitoring that market requiremernts are met in developmlent.

b) Cyrrent context of use:

— Developers, Requirements Developers or Usability and Accessibility Specialis
requirements for improving an existing product.

c) Infended use of an interactive system:

—| Business Analysts, Requirements Developers or Usability and Accessibilit
specifying user requirements for a‘product to be developed or identifying req
improving an existing product;

— Product managers estimating required resources for a development based
requirements;

[s identifying

y Specialists
llirements for

on specified

—|{ Marketing Specialists'monitoring that market requirements are met in development.

d) Specifying the contextof use in which user requirements apply:

—| Business Analysts, Requirements Developers or Usability and Accessibilit
specifyinguser requirements for a product to be developed;

— Quality” Managers conducting comparative evaluations of products based
requirements.

y Specialists

on specified

ol £ 1 .
e) CLIILU)&L OI'usSC 101" CVdAIUdLIUILS.

— Usability specialists setting up usability evaluations;

— Usability specialists associated with preparing reports of product usability for product

descriptions;

— Business Analysts deciding on “make or buy” based on specified requirements, or conducting

comparative evaluations of products based on specified requirements.

f) Context of use as part of product description:

— Business Analysts or Corporate purchasers specifying requirements as the basis for a

comparison between potentially suitable products;

— Suppliers providing evidence that products meet specified requirements;

© ISO/IEC 2014 - All rights reserved
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— Corporate purchasers collecting requirements as the basis for acomparison between potentially
suitable products;

— Marketing Specialists providing evidence that products meet specified requirements;
— Retail Shop Owners proposing specific products based on specific customer needs;

— Union Representatives and staff councils assessing evidence whether products meet specified
requirements.
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Annex C
(informative)

Example of a context of use checklist

Table C.1 is an example of a checklist of issues that could be relevant in a professional working
environment. (A different checklist would be needed for other types of context of use, for example, for

consu

Any ch
could
accouf

erproducts)
r J

Table C.1 — Example of a context of use checKljst

aracteristics that are likely to affect usability need to be described, and that could aIffect usability
be described. Characteristics that are unlikely to affect usability, or that)have
ted for in another category, can be ignored.

already been

1.1

User Groups

Decide whether the users need to be considered as distinctly differ

Dividing users into groups can incur.significantly more work, a
should only be carried out where thedifferences are likely to af

ent groups.

hd therefore
ect usability.

1.1.1

User types being

considered

Decide whether different user types need to be identified.

If the user population contdins'groups of people who use the sy
form different sets of tasks, or who have considerable differenc
experience, then divide:them into separate user groups.

EXAMPLE Users with disabilities can have different requireme
abilities compar€d-to able-bodied users; accounts clerks who re
system mighthave different levels of ability and requirements d
managers-who need to access the same system occasionally.

When listing user groups, use the formal job title of the user gr
example Systems Analyst, Trainee Programmer, or a descriptio
salient features, e.g. expert frequent user, occasional user.

Etem to per-
s in ability or

nts and
gularly use a
ompared with

up; for
h of their most

a)

User groups
identified.

List the user groups you have identified.

b)

User groupsto be

described

List each user group from a) above that needs to be described sep(

This is the first occasion when filling in the Context of Use form|
need to consider the Context of use for evaluation. When listing v
user types identified in a) above are going to be involved in the
you will need to take several factors into account:

1) What s the relative importance of the different user groups

rately.

that you will
vhich of the
bvaluation,

2) Ifnlanninag an ovaluation van will neod to cancidor roacaoure
J P rJ

constraints.

How many users will you have access to? (If you require statisti

of measures and metrics, a minimum of 10 of each type is usually recom-
mended). Will the cost of their time and expenses be included in the overall
budget? Does the budget cover the time needed to analyse several groups of
users?? Will any future evaluations which are to be used for metrics compari-
son have access to users of the same type? Do you have access to the same

type of users for any systems that are being used for compariso
product?

NOTE

of these types.

If you have selected more than one user type, you will need to com-
plete Subsections 1.2 - 1.6, Section 2, and possibly Sections 3, 4 and 5 for each

cal reliability

n with this

1.1.2

Secondary or
indirect users
who:
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Table C.1 (continued)

a) |interact with the |List any individuals who interact with the product, but not for its primary pur-
product pose.

An example is an engineer who is required to service and maintain the prod-
uct. In some cases, where you realise that these users do make significant use
of the product, it will be appropriate to ‘promote’ these other users to be one
of the identified user types; however, in most cases it will just be necessary to
list them as other users.

b) |are affected by |List any individuals who do not interact with the product, but rely upon output
its output produced by the users.

ThisTamrinciode imdividuats whodo ot iteract witir the product; butgse
the results produced to carry out their own tasks. An example is shopp¢rs
who use the receipts produced by electronic tills to check their shoppinjg bills
without directly interacting with the till.

1.2 Bsychological This subsection asks you to provide some details about the.formally angl
dnd social char- |informally acquired skills and knowledge of each of the user types listed for
dcteristics Question 1.1.1.

REMINDER If there is more than one user type, thenthe following sectfions
should be completed separately for each user typé.you selected in Sectipn
1.1.1.b.

1.2.1 Training and How much practical experience does this gkoup of users have in performiny,
gxperience in the |either manually or with any automated,system, the tasks that this product sup-
processes and ports?
ihethods which EXAMPLE For a financial packagé, how much experience do these userfs have
the product sup- . . , X

orts of the accounting procedures performed using each of the product’s majin
I functions? Without experience of accounting procedures, it could be diffficult
to use some functions. Opf6r an ATM (cashpoint machine), when a task |s
withdrawing money from'a bank account, if users are experienced in wjth-
drawing money overthe counter, but not in using the cashpoint, their experi-
ence with the product will be low, but task experience considerably higher.

1.2.2 Experience in:

a) |ysingthe prod- |How much(ractical experience have users had in using the product for its|main
yct functigns?

b) |ysing other prod- | How much practical experience have these users had in using other produgts
ycts with similar |[performing similar functions?
main functions List for each main function.

c) |ysing products |For computer-based products only: state how much practical experience ufsers
\L/lith the same have in using the operating system or environment on which the product i
interface style or |based.
perating system EXAMPLE For a UNIX®-based product, state experience with othér

UNIX®-based applications; for a WINDOWS® -based product state expefrience
with other WINDOWS®-based applications.

1.2.3 Training in This includes formal training as well as less formal methods such as open

learning packages, video instruction or training manuals.
State the amount of training users have received in each of the following areas:

a) |tasks supported |In performing tasks supported by the product’s specific functions (as listed for
by the products |Product Question 1.1.4), manually or with any automated system.
main functions

b) |usingthe prod- |In using the product itselfto perform the specific functions, as listed in the
ucts main func- |Product Report.
tions

c) |using other prod-|in using other products to perform similar functions.
ucts with similar
main functions
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Table C.1 (continued)

d)

using products
with the same
interface style or
operating system

For computer-based products only: In using the same operating system or envi-
ronment, or other products based on it.

EXAMPLE A one day course of instruction in using WINDOWS™.

1.2.4 Qualifications What range and distribution of qualifications might members of this user group
typically have?
Include formal and informal qualifications; e.g. degrees, apprenticeships.
1.2.5 Relevant input What input device skills do they possess?
skills EXAMPLE Regular user of mouse; touch typing (60 to 90 wpm), fast two
finger typing or slow ‘hunt and peck; familiarity with a touchysdreen, etc.
1.2.6 Linguistic ability |State any deficiencies users could have in the language in which tRe product and
its documentation have been written.
1.2.7 Background Is there any general background knowledge that is indiréctly reledant to the
knowledge users’ performance of tasks with the product?
Background knowledge is knowledge whichsis n6t directly conrlected to the
product, the task, or IT, but which users cauld*have due to membership of
a social, cultural, organizational, regionalniational or religious group. An
example of background knowledge coeuld be that company telephone opera-
tors are not on duty after 6.00pm,
1.2.9 Intellectual abili-
ties
a) |distinctive abili- |Do the users possess any distinctive intellectual abilities?
ties
b) |specific mental |Do the users have any specific relevant mental disabilities?
disabilities
1.2.10 Motivations How positive.or'negative are the attitudes which the users displayf
(give reaseons where helpful):
EXAMPLE Highly satisfying work despite low rates of pay, proyid of products
produced, suspicious that the introduction of IT will lead to losq of jobs, lack
ofitrust with higher management.
a) |attitude to job
and task
b) |attitude tojthe
product
c) |attitude to infor-
mation technol-
ogy
d)’ |employees
attitude to
the employing
organization
1.3 Physical and This subsection is concerned with the physical characteristics of the user type.
sensory charac-
teristics
1.3.1 |a) |Agerange What is the age range of the user type?
EXAMPLE Age ranges between 16 and 70 years.
b) |Typical age If appropriate, state the typical age of this user group.
1.3.2 Gender What is the male/female distribution of the user type?

EXAMPLE 10 % male, 90 % female

© ISO/IEC 2014 - All rights reserved
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Table C.1 (continued)

1.3.3 Physical limita- |Describe any physical limitations or disabilities of the user type.

;;)il;ist?el;d dis- This includes general physical limitations - such as reach distances, as well as
physical disabilities. Examples of such disabilities are short sightedness, col-
our blindness, loss of hearing, loss of limbs, reduced psychomotor capabilities

1.4 Social/ organiza- | This section is concerned with details about the jobs carried out by users, i.e.
tional environ- |collections of tasks.

ments If the product is not being used in a work environment, then this subsection
will not be relevant. If this is the case, go straight to Subsection 1.6.

1.4.1 Job function What is the purpose of the user’s work?
List the main objectives and responsibilities of the job, as carried out\by the
user
1.4.2 Job history
a) |howlong Typically, how long have users been employed by the organiZation?
dmployed
b) |howlongin cur- |How long have users been doing their current job in this obrganization?
ilent job
1.4.3 l|lours of work /
gperation
a) |hours of work What hours do users work?
Provide details about the hours of work of the user, including shift worl,
irregular hours, home working hoars, etc.
b) :Iours using What hours do users spend using the product?
roduct Provide details about when‘the product will be used; for example, the product
is used throughout the shift which can either be early, i.e. 0500-1300 hdurs or
late i.e. 1300 to 2200-hours. Workers alternate between weeks on early|and
late shifts.
1.4.4 Job flexibility Can users decide-how to approach the job, organize their time and carry oyt
tasks?
1.6 Tasks Definethe-tasks for each user type.
What eonstitutes a task is determined by the major functions of the product
(i.e>the major productive goals which a user can achieve using the product),
as listed for Question 1.4 (Major Functions) in the Product Report.
In almost all cases, there will be more than one task. You are asked to lipt all
tasks users carry out with the product, and then to select those you thihk
should be evaluated.
a) |tasksidentified |List all tasks that users perform using the product.
26 © ISO/IEC 2014 - All rights reserved
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