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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
o : . e ) . X . L and IEC
te¢hnical committees collaborate in fields of mutual interest. Other international organizations, goernmental
d non-governmental, in liaison with ISO and IEC, also take part in the work. In the fieldwof ipformation

ernational Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2.

THe main task of the joint technical committee is to prepare International Standards. Draft Infernational
Standards adopted by the joint technical committee are circulated to national bodiées for voting. Publication as
an International Standard requires approval by at least 75 % of the member/bodies casting a vote.

Attention is drawn to the possibility that some of the elements of this document may be the subjec} of patent
rights. ISO shall not be held responsible for identifying any or all such(patent rights.

ISP/IEC 18019 was prepared by Joint Technical Committee’ ISO/IEC JTC 1, Information technology,
Sybcommittee SC 7, Software and system engineering.
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Introduction

Anyone who uses application software needs accurate information about the correct way to use it. If the
information is supplied in a convenient form and is easy to find and understand, the users can quickly become
proficient at usmg the product Consequently thelr view of the product is posmve wrth the result that their view

of the supplie
reduce thée

suppliers.

cost of training and support but also enhances the reputation of the product its producer and

to
its

Although many software products aim to have user interfaces that behave so intuitively that verylittle’ separate

document
Documen
failure of

sees, and

Users of

ption is needed, this is rarely possible.

ation is an essential component of any product. Documentation design is cracial; the success
an entire product can depend on it. The documentation can be the first tangible item that the us
so influences the user’s first impressions of the product.

application software products generally have one important featurevin common: they might

experts in
applicatio

Although the guidance given in this International Standard covers all:the activities and all the design decisio
that need|to be made, some of the activities can be extremely simple to carry out in some environments,
demonstrated by the following examples.

e If ther
produ
e If the
define

ISO/IEC 1

the tasks for which they wish to use the software, but they are not, initially, experts in using {
software itself.

e are already established typographic and illustfation standards and established development a
ction routes, very little design and planning wilkbe needed in these areas.

d tasks, very little user analysis will be.needed.

8019 is based upon British Standards BS 7649:1993 and BS 7830:1996.

or
er

be
he

product being developed is for a single type of user with well-known user characteristics and well-

viii
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Software and system engineering — Guidelines for the design
and preparation of user documentation for application software

1| Scope
ThHis International Standard gives guidelines for the design and preparation of user-documentation for
application software. It describes how to establish what information users need, how_to\determine the way in
which that information should be presented to the users, and how then to prepare thetinformation apnd make it
avpilable.

Fdr the purposes of this International Standard, application software includes-the types listed below.

e | Consumer software packages, that is, software products designed and sold to carry out identified tasks,
where the software and its associated documentation are packagéd for acquisition as a unit.

o | Software for office applications such as word processors, spreadsheets, databases and electronjc mail.

¢ | Business software, for example, software for recording-and monitoring business activities, such as stock
control and order processing.

e | Specialist software for use by professionals,-such as accounting systems, graphic design systems and
engineering design systems.

THese guidelines may also be helpful fer_déeveloping documentation for the following, although i{ does not
cover all the issues relating to them.

o | Software engineering products for use by computer professionals.
e | Software for programmable’electronic or mechanical systems.

THis International Stahdard is for use by people responsible for specifying, designing and preparing user
dgcumentation for application software and people who manage these activities, including.

o | Developers 6f tools for creating hardcopy documentation.

e | Prodiict'designers.

o | ‘Application developers.

e Project managers.
e Authors.

e Programmers.

e Translators.

e Localisation staff.

© ISO/IEC 2004 — All rights reserved 1
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It is intended for use in all types of organisations, whether or not a dedicated documentation department is
present. In all cases, it can be used as a basis for local standards and procedures. Readers are assumed to
have experience or knowledge of software development or documentation development processes.

This International Standard may also be useful to.

e Developers of tools for creating on-screen documentation.

e People who are evaluating existing or proposed application software.

2 Terms and definitions

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

21
accessibllity
successful access to information and use of information technology by people who have disabilities

NOTE Although "accessibility" typically addresses users who have disabilities, the cencept is not limited to disabjlity
issues.

2.2

active arga

area of a screen interface that responds to user input
EXAMPLE A window, icon or text field.

23
active text
text displgyed on the screen that responds to user input

24
alpha testing
first stage|of testing before a product is considered ready for commercial or operational use; often performjed
only by ugers within the organisation developing the software (see also 2.11)

25

analysis
investigation and collection phase of development, that aims to specify types of users and their information
needs

2.6
applicatign software
software dlesigned-to help users perform particular tasks or handle particular types of problems, as distinct
from softwaredhat controls the computer itself

27
application window
window (on-screen location) that presents an environment or application

238

appreciation information

awareness information

information that introduces the product to potential users, tells them what the software can do, how it can be
used and helps them decide whether the product is appropriate to their needs

2 © ISO/IEC 2004 — All rights reserved
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29
audience
category of users sharing the same or similar characteristics and needs (e.g. purpose in

using the

documentation, tasks, education level, abilities, training, experience) that determine the content, structure and

use of the intended documentation

NOTE There may be a number of different audiences for a software product's documentation (e.g. management,

data entry, maintenance).

[ISO/IEC 15910, definition 4.3]

2.10
aythor
person designing or developing user documentation

2.1

bgta testing

fingl stage of testing for a computer product prior to commercial or operational release; normall
sending the product to beta test sites outside of the company for real use expasure (see also 2.4)

2.12

bybble help

hagver help

flypver help

embedded documentation, in the form of on-screen help inférmation consisting of small boxes
concise text that describe items on the screen

NQTE A help bubble appears when the user moves the pointer to an item and disappears when the user
pojnter away from the item.

213
change control procedures
actions taken to identify, document, review and authorise any changes to a product being developed

NQTE The procedures ensure that the.validity of changes is confirmed, that the effects on other items ar
anf those people concerned with the development are notified of the changes.

2.14

cHrome

that part of the application 'or web browser window that lies outside the content area of the window
NOTE Title bar, 'status bar, scroll bars, menu bar, tool bar and location bar, are all examples of elem

browser window that are part of the chrome. Web browser windows can be opened with or without elements
vigible by the inclusion of appropriate programming in the page to be displayed.

2.15
cdnfiguration management
te¢hnical and organisational activities comprising configuration identification, control, status accol

y involves

containing

moves the

b examined

ents of the
of chrome

nting and

a 'iiillg (bUU atso 2.50)
[ISO 10007:1995, definition 3.9]

2.16
context sensitive help
information relevant to the user’s current context in the application displayed when requested by the

217
context sensitivity

user

ability of on-screen documentation systems to react differently according to the state of the user's interaction

with the application

© ISO/IEC 2004 — All rights reserved
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2.18
customisation
process of adapting a product to the needs of a particular user or group of users

219

design

phase of development concerned with determining what documentation will be provided in a product and what
the nature of the documentation will be (see also 2.33)

2.20

development
process df preparing documentation including phases for objectives, analysis, design and implementation,
which are[planned and controlled as a unit

2.21
display, roun
informatioh presented on a screen or in a window of a screen

2.22
document, noun
equivalent to an item of documentation

[ISO/IEC 15910, definition 4.10]

2.23
documentation
printed user manuals, on-screen information and help text that describe how to use a software product

[ISO/IEC 15910, definition 4.11]

2.24
documenttation plan
written stdtement of the essential elements of the documentation project

[ISO/IEC 15910, definition 4.13]

2.25
documentation suite
complete follection of documents.comprising CDs, online help, printed manuals, etc. provided to support the
user of a goftware product

2.26
embedded documentation
informatioh that is delivered as an integral part of a piece of software (see also 2.53 and 3.1)

EXAMPLE On-screen help.

2.27
entry field
area on a screen or in a window in which data is entered

2.28

escrow

source code and documentation kept in the custody of a third party until specified contractual conditions have
been fulfilled

4 © ISO/IEC 2004 — All rights reserved
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2.29

fragment

small piece of information about a single object such as an icon, a word or a field, that can be retrieved or
displayed separately (see also 2.58)

EXAMPLE Text that appears in a help bubble (see 2.12).

2.30
function
part of an application that provides facilities for users to carry out their tasks, such as a module, a command, a
dig A i i ralen

means of presenting information online with connections (called hypertext links) between ong piece of

graphic displayed on the screen that represents a function of the computersystem or application or [on-screen

process of developing information so that it is suitable for an international audience and can be localjsed

2.39

on-screen documentation

information about the software that is intended to be read on the computer screen by the user while using the
software

2.40

printed documentation

information about the software which is either provided in printed form, or in electronic form and primarily
intended to be printed by the customer or user

© ISO/IEC 2004 — All rights reserved 5


https://standardsiso.com/api/?name=43070f20eb7cacbba67c805b0203ba08

ISO/IEC 18019:2004(E)

2.41
picture
illustration that shows the actual appearance of physical objects

EXAMPLE Photographs, drawings or a reproduction of a screen display.

2.42
platform

computing environment with a particular user or programming interface, including hardware and operating

system, supporting execution of application programs

2.43
pop-up

menu that, when requested, is displayed next to the object it is associated with; it contains choices appropriate

for a given object or set of objects in their current context

2.44
primary window
window infwhich the main dialogue between the user and the application takes place

2.45
process
set of intefrelated activities, which transform inputs into outputs

[ISO/IEC 12207:1995, definition 3.17]
2.46

product
software groduct

complete [set of computer programs, procedures and associated documentation and data designed

delivery td a user

2.47
product guthority
person with overall responsibility for the capabilities and quality of a product

2.48
project
set of actiyities for developing a pew-product or enhancing an existing one

2.49
project manager

person with overall respensibility for the management and running of a project

2.50
quality mpnagement
coordinated-activities to direct and control an organisation with regard to quality (see also 2.15)

for

[ISO 9000:2000, definition 3.2.8]

2.51
real world object

entity that exists in a three dimensional form, and by association infers similar properties or behaviour to

software functions

EXAMPLES Printer, filing cabinet, file folder, sheet of paper.

6 © ISO/IEC 2004 — All rights reserved
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2.52

secondary window

window containing information that is dependent on information in a primary window and is used to
supplement the information in the primary window

2.53
separate documentation
information that is provided independently of the software (see also 2.26 and 3.1)

EXAMPLE Printed manuals and free-standing hypertext systems.

2.t4
signpost

text, symbol or a small graphic used to help the user identify where particular types of information afe given or
where the information in the current display fits into the whole

NQTE Information of different types may be indicated by symbols or graphics of different\types

2.55
sdftware
part of a product that is the computer program or the set of computer programs

TE For the purposes of this International Standard, the term software\does not include on-screen documentation.

person responsible for providing an author with technical.information about a product or for chgcking the

ividually named chunk of information on a single subject that is presented within the printed docymentation
or|that can be retrieved and displayed separately as part of the on-screen documentation (see also 2.29)

NQTE For on-screen documentation, the system may present a topic without user intervention.
EXAMPLE Instructions on how to print the current document.
.59

2

ugability

e%lent to which a product can be used by specified users to achieve specified goals with effgctiveness,
icieney and satisfaction in a specified context of use

[190793407:1999, definition 2.3 and 1SO 9241-11:1998]

2.60
user
person or business organisation that uses the software product to perform a specific function

2.61
user documentation
information that is supplied with the software to help the user in their use of that software

2.62

user interface
ensemble of software and hardware that enables a user to interact with a computer system

© ISO/IEC 2004 — All rights reserved 7
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2.63

window
information window
area with visible boundaries that presents a view of an object or through which a user conducts a dialogue
with a computer system

2.64
wizard

form of user guidance that automates a task through dialogue with the user

3 Ove

3.1

For

There are

embe
docun

printe

These cls
classificat

Examples

conte

wizarg

mater

bubbl

NOTE

Examples

printe
suppo
help f

docun

r'view

ms of documentation

of separate documentation are:
1 documentation,Such as manuals;
rting web sites;

es which*are not context sensitive;

a number of different ways of classifying software documentation, for example:

néntation delivered as read-only, viewable or printable electronic files on a CD.

Hlded documentation, which is delivered as an integral part of the software versus separate

nentation, which is provided independently of the software;

I documentation versus on-screen documentation.

ssifications overlap. This International Standard covers software documentation in all of these
ons.

of embedded documentation are:

t-sensitive help;

S,

al that appears automatically without astequest from the user;

 help.

Embedded documentation is intended primarily to be read on-screen.

NOTE

Separate documentation can be read either as on-screen information or be printed and read on paper.

This International Standard may be helpful for developing the following types of documentation, although it
does not cover all aspects of them:

documentation of products other than software;

multimedia systems using video and sound;

on-screen tutorials and computer-based training (CBT) packages;
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¢ maintenance documentation describing the internal operation of software;
e dynamically generated documentation.
3.2 Deciding what form of documentation to use

3.21 General

The major factors that should influence decisions about where and how information is provided to the user
are:

e | audience and task profiles;
e | the environment in which the information will be used;
e [ convenience to users;

e | the range of technical facilities, including resources and the product; ‘available for develpping and
delivering on-screen documentation;

¢ | information characteristics;

o [ cost of delivery and maintainability.

3.2.2 Information that needs to be on the screen

THere is usually some information that the user needs.tohave as on-screen information, including:
¢ [ names of all elements of the user interface;

¢ | functions of all elements of the user interface, including commands, icons, buttons and dialogue [boxes;
e | error and other messages;
e | help information;

¢ | information explaining.what the system will do, is doing or has done as a result of the user taking some
action.

3.2.3 Information'that generally needs to be on paper

THere is usually some information that the user needs as printed documentation. Often, when|a system
becomeswhusable, it can be the only help available to the user. This information includes:

e | (roduct and version information needed to select the package

NOTE ISO/IEC 9127 provides guidance on the minimum information recommended for inclusion on software
packaging.

e instructions for handling the package;

e pre-requisite information, saying what equipment, system environment and so on, are needed to run the
application;

¢ instructions for configuring the hardware to run the application;

e installation instructions;

© ISO/IEC 2004 — All rights reserved 9
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e diagnostic and migration information;

e instructions for starting the application;

e what to do when all else fails, such as where to call for support or help.

In addition to the items listed above, the following types of information should be considered for presentation
on paper or in a printable electronic form:

e initial familiarisation information;

e long gxamples;

e structlired reference material, particularly for advanced features of the software;

e check

e guide
or on

NOTE
not be ade

intervention tasks".
3.3 Overview of the structure of this International Standard

3.3.1 Gg¢neral

This Interpational Standard contains two types of guideline:(process guidelines and design guidelines) and

structured

NOTE

3.3141
The proce

If the sef
componer
screen do
whole, no
can also b

The six pr|

ists;

5 to use of the keyboard and other input devices, which may be better provided’on the device its
h template attached to the device.

Video clips can be incorporated into electronic documents and are very usefulfor showing sequences that g
Huately covered by a series of VDU screens, for example "How to load paper into the printer”, that is "hum

to reflect this.

Annex G provides an illustration of the relationships of ISO/IEC 18019 to other related standards.

Process guidelines
ss guidelines cover the phases’involved in designing, specifying and producing user documentatiq
ts need to be specified together. Therefore, the specification of all the documentation, including ¢
cumentation and(printed documentation, should be a part of the development of the product as
a separate exercise. Authors should be included in the development team as equal members; th

e very useful €arly testers of the product.

bcess phases are as follows:

. objeclf

Ves: finding out the documentation policy of the enterprise, what the project is about and what h

elf

an
an

is

n.

arate components of(an application are to appear to the user as a coherent package, all the

n-
a
ey

to be achieved (see Llause 4 and ISU/NMEL 12207, 6.1.T.1),

e planning and control: drawing up the documentation plans for the project, including monitoring and
controlling it (see Clause 5, and ISO/IEC 12207, 6.1.2.1 and 6.1.3.2);

e analysis and design: collecting information about the product and users, their tasks and their needs for
information, and designing documentation based upon those needs (see Clause 6 for process guidance

and C

lause 9 for design guidance and ISO/IEC 12207, 6.1.2.1);

e development and review: using the enterprise, project and product (internal) standards (for example,
templates) to develop the product, and preparing master versions of the documents (see Clause 7 and
ISO/IEC 12207, 6.1.2.3);

10
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e evaluation and updating: evaluating the documentation with the rest of the product (see Cla
ISO/IEC 12207, 6.1.4);

use 8 and

e production: preparing the printed documentation on suitable media (see Annex E, and ISO/IEC 12207,

6.1.3).

Although there is probably a clear starting point for developing documentation, and a clear end point, there is
not a single sequence of activities that can be followed in all cases for all products and all types of information.
For example, design and implementation activities for on-screen documentation are very closely inter-linked,

as are analysis and design, and the way they link together varies between projects.

In[developing each product, therefore, draw up a detailed plan showing what documentation activif
carried out and in what sequence.

Although accurate user documentation cannot be completed until the software product has
dgveloped, the user documentation and the product both benefit from concurrent deyelopment. In
the activities described in this standard should be initiated along with the following activiti
ISP/IEC 12207 development process (5.3).

NQTE ISO/IEC 15910 can be used as a contractual document to define and ‘enforce the process b
organisation developing the documentation and the organisation buying it.

ISP/IEC 12207 addresses documentation as part of the software: life’ cycle. In many cases 1SO/
may state that the result of a process shall be documented or may imply the need for a documen
frgm a task. Figure 1 shows a comparison between the doCumentation processes in ISO/IEC 1
ISP/IEC 18019.

ISO/IEC 12207 - Software Life-Cycle Process

ies will be

been fully
particular,
bs of the

btween the

EC 12207
t resulting
2207 and

|mp|F;rr?1cé?ﬁ;tion Design and -Deyelopment Production | Majntenance
Planning
Objectives ‘
i i . . Eyaluation
Analysis and‘Design Development and Review Production and
Updating
IBO/IEC 18019 - Guidelines for the design and preparation of user documentation for application|software
Figure 1 — Comparison of documentation processes between ISO/IEC 12207 and ISO/IEC|18019
3.3.1.2 Design guidelines
THe design guidelines cover the wording, format and presentation of the user documentation. They ipclude:

° vibat tao-taoll tha icar 1n ancolh fhvna of Ao e ant Doy avaormanla ot e maationtotneluda in od r\h SOrt Of
wiat tO e trC— oSt T CatT Tty pC O GOTOTTICTIC T O CATT T oreT ot ot raaorT o moroac—TT—ocal

topic being provided in the documentation;

¢ how to structure the information and what facilities to provide for navigating the on-screen documentation;

o styles and techniques for writing documents and producing illustrations. Additional information
Annex D;

e how to present information so that it is easily understood.

is given in

Design guidelines are addressed in Clause 9, with additional recommendations for printed documentation

given in Annex E.

© ISO/IEC 2004 — All rights reserved
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3.3.2 Checklists

The checklists in Annexes A and B can be used at each stage of the documentation development to check
that the appropriate steps have been carried out.

4 The objectives phase
41 General
The objectives phase has the following purposes:
e to understand the project, particularly the work that will require user documentation, including:
o thg project objectives;
e thg requirements and objectives for the product.
e to gadge the scale of the project particularly the work that will require user docymentation;
e to understand the documentation policy of the producer of the software product;
e to formulate, where possible, an initial strategy on how the software is 10 be documented.
NOTE It may be necessary to view the wider context of the whole preject, to understand the requirements for
documentajtion components.
The objectives are used to find out:

e what has to be achieved;

e what ¢pportunities exist;

e what ¢

4.2 Collect and interpret project'requirements and constraints

4.21 Gg¢gneral

The types|
in4.2.2to

Interpret t
account o

onstraints may apply to project finances, time, staffing and equipment.

of objectives, réequirements and constraints that should be considered for every project are cover
4.2.20.

he initialirequirements and check them thoroughly to ensure they are accurate and realistic. Tg
the following:

e cost

baodiilis aatrainias
OUTToUTmTyg oUTTSTanItsS,

e market requirements. For example a document with a particular title, such as a 'User guide' or a
'Reference card’;

e suggestions about the style and content of the documentation. Following review, these may be rejected,
or may become formal requirements;

e page size and book format;

e specific constraints on the maximum number of pages (for printed documentation) or file size (for on-
screen documentation);

12
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number of languages the documentation is to be translated into;
how to make information easily translatable;

selling price of books, identifying which ones to distribute free with the software.

NOTE 1 For example, subjective requests for 'lots of pictures' or for 'not too much detail' may be re
statements about the expected audience or usability targets.

solved into

NOTE 2 If the same information is needed in both embedded and separate documentation for users carrying out the
Sa o tCAOII\O, thUll that ;IlfUllllat;Ull lIICIy bU UOUd ;II buth tyPUO \Jf dU\JUIIIUIItCAt;UII, ;II Uuuh H:GI\JU Otl uutulcd GIPPIU iately.
NQTE 3 Constraints based solely on a personal preference should not be treated as requirements for the
dofumentation.

If the stated requirements limit the design options, so that users cannot be given a suitabble set of
dgcumentation:

In
do
un

question the requirements, explaining the reasons for the perception;
suggest alternative solutions.
the design of the documentation, work within the constraints t@ give the user the most ¢

cumentation possible. For example, do not assume all printed~documentation has to be a book]
less this is a stated requirement. Consider other forms suchlas’keyboard templates, wall charts &

if fhhese will better match the users' needs.

4.;
Th
do
SO

Al

p.2 Product objectives

e overriding project objective should be to develop a product that meets user needs. Constrai
cumentation should not be allowed to change the product in terms of the real problems which
ve, and the range of hardware and operating systems for which it is being developed.

thors need the following information:

What is the purpose of the product? What will it do?

Is there a previous vefsion? If so, which features have to be changed and which have to r|
same?

Is the product stand alone, or is it part of a suite of products?

When willithe product be available? (The product schedule may help determine the types and
documéntation.)

Afe there plans for future versions?

onvenient
or a card
nd labels,

hts for the
it should

emain the

amount of

©lI

On what platforms will the product run at this release? Are there plans for other platforms later?

Is the product being developed for a specific organisation or organisations? If so, will that always be the

case?
Will localised versions of the product be required?

Is there a need to provide extra information, such as the working procedures of the users' organ
information about the product itself? If so, is that information readily available?

How will the documentation be maintained and updated?

SO/IEC 2004 - All rights reserved
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423 Sa

les objectives

For printed documentation, the important features of the product's sales objectives are:

e the target quantity of the product over its projected lifetime;

e the expected profile of sales over time: will demand be steady or will there be a period of peak demand?

4.2.4 Scheduling objectives

When the
e remer
e remer
allowd

o all

de

e idg

e all

o all

e M3

de
e Wwh

an
Authors n
e When
e What
e Howl
e What
e What
o If the
localis

project schedules are being defined:

nber that documentation development cannot be finished until after the software design is frozen;

nce for them in the project's schedules;

yelopment stage;

ntify technical work necessary to include the embedded documentation-in the product;
pw time for the graphics to be created and screen captures to be taken;

bw time for technical contacts to supply information and to:check the accuracy of drafts;

ke draft documentation available for product validationfield trials and usability trials (documentati
Velopment schedules for preparing such drafts will affect the timing of these exercises and trials);

en the documentation has been developed, allow time for translation, if required, and for printi
1 packaging.

bed to know the following about the product schedule.

will the alpha, beta and acceptance testing start, and be completed?

s the delivery date for the finished product?

bng before the delivéry date does the documentation need to be ready?

pther milestones,apply to the project, such as dates for early releases?

are the major dependencies between different activities in the overall project?

product is to be localised or customised, what are the required delivery dates for the vario

nber, the amount of time needed for the following activities may be significant; make adequate

bw time for authors to observe and use the software or prototypes of the software during the

on

ed_and customised versions and how long before those delivery dates does the documentati

need to be ready?

Once a date for delivering the application has been agreed, it is important that it is used in all phases of the
planning (see Clause 6).

Authors and the project manager should agree on the overall schedules for the project. Once the schedules
are agreed, authors can design documentation that can be prepared within the required time and cost.

14
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4.2.5 Usability objectives

When the usability targets are set and measured for the product, treat the documentation as an integral part of
the product. Measures of the usability of the documentation, independent of the usability of the software,
might include the following:

o the time taken to learn about the contents of the documentation, particularly if more than one document is
supplied;

e the time taken to understand the document structure and to learn how to use it;

e [ the time taken to find information, once the user is familiar with the documentation;

¢ | the time taken to learn how to do a specified task using the instructions in the documentation;
¢ | the time taken to incorporate amended pages.

Measures of satisfaction for the documentation could use responses to questions'suich as the following.
¢ | How satisfied are you with the layout of the document?

¢ | How satisfied are you with the time that it took you to find the information you needed?

e | Treating each topic separately, how satisfied are you with the.ecompleteness of the information?
e | Can you accomplish the task in hand using the documentation?

Sat durability targets for individual printed documents*according to the type and amount of use they will have.
4.2.6 Accessibility objectives

Tq meet accessibility needs or objectives, the documentation may be required to:

e | provide a high level topic titled\"Accessibility" and describe the accessibility features of the software
product;

¢ | be accessible itself. Foron=screen documentation, file formats would need to be able to be read|by screen
reading programs, which in turn can output to speech synthesis or refreshable-Braille outpyt devices.
Graphics and illustrations should have meaningful titles and descriptions;

¢ | be given spetial consideration concerning the logical structure, graphics, “page turning”, alert messages,
entry fields, headings, hypertext links, etc, of on-screen documentation.

NQTE TFhe US Government has published specific requirements for software accessibility, known as Se¢tion 508 of
the Rehabilitation Act. Details of Section 508 can be found at the URL listed in the bibliography.

4.277 NModification requirements

Review plans for making modified versions of the product available to users because modifications can affect
all aspects of the documentation design.

Find out the plans for future modifications of the application, using the following questions.
o  Will completely new versions of the product be issued?
e Will amendments be made available to existing users?

e At what intervals will the product be modified?
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e jss

e iss

e iss

What different levels of modification will there be, for example, for:

uing temporary corrections?
uing interim versions?

uing major upgrades?

What are the time scales for making modifications?

What

How V

4.2.8 Infernationalisation and national cultural requirements

Determing

e Willth

e Ifg

e Ar¢ localised versions to be developed?

e Arecl
o Ifs

The answ
following:

e sched
e costs;
e usert
e writing
e prese
For produ
whether s

language,
main prod

are the cost constraints?

ill the documentation be updated?

the following:
e application be used by an international audience?

0, in what countries?

stomised versions to be developed?
o, for which organisations?

ers to these questions affect the design of thexdocumentation. They also affect some or all of {

ules;

psts;
style;
htation.
Cts to be made available in other countries using the same language as the source country, consig
becial versjons of the documentation should be prepared for those countries, using appropriate lo

dialeets, or conventions. Consider cultural issues, which need to be taken into account, both in t
uct’and in the documentation, especially in examples. A national of the target country should che

er
cal
he
ck

all the use

r documentation to ensure it is suitable for use in that country.

4.2.9 Translation requirements

Make a lis

t of the human languages that are required. Consider the following.

e For some products that are to be exported, there might be a legal requirement for the documentation to be
translated.

e Avoid

16

translating documents until they are complete and have been approved.
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NOTE 1 To give the translators more time to complete their work, the translation process could begin when the
documents are almost complete. When complete, any subsequent changes to the documentation are identified

electronically and then translated.

Arrange for all translations to be made by native speakers of the target language, not by native speakers

of the source language.

NOTE 2 Be aware of variations in the target language: for instance Spanish versus Mexican Spanish, and UK

English versus US English.

After translation check that the main prndur‘t and its documentation are consistent

As
as
Th

If
ea

a first step in the translation process, translate the list of terms and their definitions that has-beer
described in 9.10. Do not translate the documentation until the translated list of terms hds| been
is is especially important when more than one translator is involved for a language.

naccuracies or ambiguities in the source text are found during the translation process, remove t

the vernacular, jargon, humour, idioms and metaphors that might not translate”correctly. Use s

an

Nd

4.]

Th
fo

Nd
IS

4]

alogies with care.
TE 3  Annex E of ISO/IEC 15910 provides further guidance to authors writing’in English for translation.
.10 Packaging requirements

e packaging requirements for the entire product affect the documentation design. Consider a
owing:

whether the main product and the documentation are to be packaged together;
whether there is a house style for packaging;

what medium will be used to distributelthe product;

what methods will be used to physically ship the product;

whether the packaging should be the same as used for previous versions or for similar products

TE Further guidance, on the minimum information recommended for inclusion on software pack
D/IEC 9127.
.11 Legal requirements

broduct may'have to satisfy legal requirements. Consider the following and take legal advice if ned

requirements set by national legislation;

prepared
approved.

em at the

rliest opportunity. Clarity and simplicity are particularly important in documents-that will be translated. Avoid

miles and

least the

aging is in

essary:

©lI

copyright status of the document itself;

copyright issues for text included in the documentation from elsewhere;
data protection;

acknowledgements;

trademarks;

escrow conditions;

SO/IEC 2004 - All rights reserved

17


https://standardsiso.com/api/?name=43070f20eb7cacbba67c805b0203ba08

ISO/IEC 18019:2004(E)

e licensing;

e what presentation requirements apply (for example, proprietary platform-compatible products are typically
identified by special logotypes on the packaging and in the documentation);

e intellectual property rights;

e professional bodies;

e warranties and guarantees.

4.2.12 Security

Specify s¢g
e thepr
o thepr

Determing
accidenta

curity requirements, including:
bvention of copying of the software and its documentation;
btection of sensitive information.

whether it is necessary to check the integrity of on-screen documentation to allow for deliberate
changes to its content made by the user.

4.2.13 Standards and conventions

Maintain 3

e Intern

e nation

e indust

e indust

e acces

list of the standards the product has to follow. Consider:
htional Standards (e.g. ISO) publications;
al standards for the countries in which the product will be used;
ry standards for the system on which the‘preduct will run;
ry standards for the system on which.the on-screen documentation will be viewed;

Sibility standards and requirements;

e company, product or operating 'system standards and conventions.

List local
suitable b
arrange th

On-screer

the pr

fules and house styles if they exist. Check whether any local, company or product standards &
y comparing them with the recommendations in this International Standard. If they do not ex
at they be established consistent with this International Standard.

documentation should retain the 'look and feel' of one of the following:

bduct's own software;

or

re
st,

other products in the same suite, or the parent product of the suite;

the operating system;

e other on-screen documentation with which the user may be familiar.

ISO 9241 defines the ergonomic requirements for office work with visual display terminals (VDTs). Apply all
relevant parts.

18
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4.2.14 Cost constraints

Allow for the documentation costs, including the following:

design and development costs;
production costs;

maintenance and updating costs.

N(
noj

N(
of
for

N(
m3

TE 1 [T documentafion design is not taken into account In the design of the main product, the documen
be adequately concise, and hence documentation development costs might be higher than necessary.

TE 2 Similarly, if the product is to be translated or localised and those costs are not taken into-account in
the software and the documentation, they may be significantly higher than necessary. The highercosts will
every translated or localised version.

TE 3 If future versions of the product are planned, but not considered in the design of the documentatiol
y be significantly higher.

O
\

Rgcommendations for estimating costs are given in 5.2.7.

4.2.15 Documentation delivery and viewing mechanisms

If {he new product is part of a suite of products, consider the“use of any tools already specified for d

m
If

w4
de

4]

Al
ou

In

4]

At
te

Td
in

Inlernational Standard aré jfecommended to operate a quality management system, which

tain estimates of the costs of carrying out documentation development and production activj
iety of documentation types to assist in the negotiation ¢ofi"documentation cost c

intaining, delivering and viewing documentation for. that suite.
he customer or organisation for which the produet'is being developed has existing systems with

nt the new product to be consistent, consider'how this may dictate the use of particular docy
livery and viewing mechanisms.

.16 Quality management

the documentation development'activities recommended in this International Standard should
t under the control of the quality management system being used for the product development. Us

ependently assessedfor {ISO 9000 compliance.

P.17 Provision,oftechnical information

the start ofithe project, the project manager decides who is to be responsible for supplying the &
thnical information about the product.

gether with the author, those responsible should specify the methods to be used to supply in

ation might

the design
be incurred

h, the costs

ties for a
bnstraints.

eveloping,

vhich they
mentation

be carried
ers of this
can be

uthor with

formation,

luding:

©lI

consultations with technical contacts;
written specifications;

the product itself (possibly development or prototype versions).
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4.2.18 Approval authorities

At the start of the project, appoint the product authority and specify who is responsible for the following:

e usabi

technical accuracy of the documentation;

lity of the documentation with the main product and vice versa;

e suitability of the documentation for the market;

o editorfal quality of the documentation, including both text and illustrations;

o legal

issues;

e produttion of the documentation, including tools support;

e ftransl

ation;

e packaging and shipping of the software and the documentation;

o final approval of all the documentation.

4.2.19 Canfiguration management

4.2.19.1

Application of configuration management

All the dofumentation development activities recommended.insthis International Standard should be carri

out under

of this Irfternational Standard are recommended to _@perate a configuration management system,
addresseqd by ISO/IEC TR 15846.

4.2.19.2

Configuration control

Set change control procedures for the projectin accordance with the configuration management system in u
Take accqunt of the requirements of the.decumentation activities as follows.

e Documentation can be greatly.affected by changes to the design of the software or to the training
suppdrt plans. Therefore the.implications of such changes should be assessed before approval is given

ed

the control of the configuration management system being used for the product development. Usgrs

as

or

e When| product changes-are made, immediately inform authors, so that they work only with up-to-date
information.
NOTE Small changes to a system can cause major changes to documentation, whilst major changes to a system|do

not always
the softwa

require,major changes to the documentation. For example, altering a system menu might be a small changg

to

ely
he

e itSelf but might have major implications for the entire structure of a user manual. In contrast, complef
revising th'E methods used within the software for some complex operation might be a major task in developing
software, bUt might not aifect the Users view ol the soitware at all, an erefore might need no changes 1o

documentation.

Authors s

hould be members of any body responsible for approving changes.

4.2.20 Availability of resources

he

Establish the availability of resources needed for developing documentation at the start of the project.

Consider:

e hardware and software for using prototype or other versions of the software;
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laboratory space;

prototype or other versions of the software to be used by authors to obtain information about the software

being documented;

technical contacts who will supply information, discuss technical details with authors, answer technical

questions, and check drafts of the documentation;

graphic designers and illustrators;

printers and packaging vendors;
authors or other staff who will editorially review drafts of the documentation;
hardware and software for producing the documentation itself;

usability staff;

legal reviewers or contacts;

translation.

B Documentation Proposal

e Documentation Proposal should record the decisions’made during the objectives phase. Keep
e subjects described in 4.2 can be used as,a starting point for the contents list for the Docl
pposal. Figure 2 shows an example contents list for a Documentation Proposal.

TE Not all of these sections will_ be.used in all proposals. The sections used will depend upon the n
rticular project.

testing to ensure the documentation matches the installation and operatienal use of the software;

record of
ffirmed.

mentation

beds of the

1

)

)ocumentation Proposal
ontents

Introduction

Overview of the product

Objectives (This section sets out the requirements specified for the project, and gives the sourc
pquiteents statement)

b of each

arget audiences

Usability

Schedule

Cost

Internationalisation and localisation

Accessibility

©lI
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Security

Customisation
Future modifications

Legal requirements

requirements

International Standards and conventions to be followed

Docume
Safety
Docume

4 Invest
in sectio

History o
History o
History o
Evaluatic
Evaluatic
Customg
New pro
Possible

5 Propo
constrair

Preliminary schedule

aton delivery ana viewing constraints

Nt maintenance

gation (This section outlines the investigation work that has been done to establish the proposa
n 5)

[)

f documentation development schedules

f documentation development costs

f the use of documentation development tools

n of existing documentation

ns of localised and/or internationalised documentation
r or user feedback from previous versions

Huct features

solutions

sal (This section outlines the decisions that can be made about the documentation based upon the
ts arising from section 3)

Develop

Costs

Localisafion and custemisation of separate documentation

Localisafion and customisation of embedded documentation

ent of base doclmentation

Assumpt

International Standards

Dependencies

ions

Prerequisites

Resources
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Risks

6 Future modifications

Software

Documentation

Figure 2 — Example contents list for a Documentation Proposal

5| The planning phase

5.1 General

THis clause describes how to plan and control documentation projects. Most of th€ principles outlined here are
standard IT project management practice.

Although Planning is shown here before Analysis to be consistent with ISO/IEC 12207, analysis gnd design
may have to be completed before planning is done, particularly in small projects.

THe audiences for the document plans and documentation suite plah are:

¢ | the people doing the analysis and planning;

e | the product authority;

o | the project managers who will be looking afterthe document development;

e | customers who may need to know what.the documentation will look like when it is complete;
o | writers, editors, artists, software developers, and others involved in product development;

o | the people doing the translation, production and usability testing;

o | printers and other external suppliers.

Record the results of thé)planning process in:

¢ | a set of documentation plans, one for each document;

¢ | if necessary, a documentation suite plan, which brings together all of the individual document plgns.

NQTE ISO/IEC 15910 refers to a 'Documentation plan', which incorporates both of the above. ISO/IEC 15910 is
intended as a contractual document, and specifies the content of a documentation plan in such a way that compliance can
be determined In a court of law.

5.2 Documentation plan

5.2.1 General

The documentation plan should include (or reference) all of the material developed in accordance with
Clause 6.

New material that should be developed for each documentation plan (or referenced, if it is to be common
across multiple documentation plans) is described in 5.2.2 to 5.2.15.
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5.2.2 Standards

Identify standards that need to apply to the document, including house standards, documentation suite

standards

5.2.3 Ve

, hational and international laws and standards.

rsion control and change control

Wherever possible, use the same configuration management system as used for the software development.
This will usually have some features appropriate for the documentation, particularly the on-screen elements.
The essential version control and change control aspects are:

° the le
orto g
° the la

tests;
e howc
e how
e the bg

e howr

o at what stage, if any, the documentation becomes part of the software for version control purposes.

5.2.4 Pdrsonnel

The persQ

e exper
engin

e graph

working together to design the presentation of the documentation on the screen;

e usabil

limitatjons and accessibility-

Make plar
required f

e to write the téxt;

to dra

el at which version control is to apply, for example, whether it applies to a single file of informati
Il the information for a particular module;

ndmarks within the project at which new versions are to be created, for example, after each set

hanges to each version are to be controlled;
ersion control is to be applied to localised and customised versions;
ck-up and archive procedures;

pcords are kept about the history of each version, so old versiohs can be recreated if necessary;

nnel resources for the project should include:
enced authors for developing user documentation (rather than using software designers or softw4
bers to do the work);
¢ designers with expertise in‘electronic media, user interface designers and ergonomics expe

ty specialists for conducting usability tests and advising on matters concerning human abilitig

s to provide peeple to carry out those of the following tasks that are relevant; the number of peo
br each activity will depend on the scope of the work needed in each area:

vthe illustrations;

of

rts

ES,

=4

e

e to edit the text;

e to buil

d the on-screen documentation systems;

e to provide specialised accessibility features (see 4.2.6);

e to test the on-screen documentation at each planned testing stage;

e to carry out reviews at each technical review stage;
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to run user tests at each planned trial;

to be the users in user tests at each planned trial stage;
to provide legal review;

to translate the documentation;

to prepare the localisation instructions and manage the localisation;

5.]

to prepare the customisation instructions and manage the customisation;
to prepare and distribute material to the printers (production staff);

to coordinate the packaging and shipping of the documentation and the product.

p.5 Equipment

Make plans to provide equipment and software tools for:

5.

using the software, so authors can find out how it operates and how users will have to use it;
writing, laying out and editing the text;

writing on-screen information and compiling help files;

drawing the illustrations;

reviewing the documentation;

testing the documentation;

conducting user tests, including tests of accessibility.

P.6 Responsibilities

Idgntify people who are to_take management responsibility for the following, as necessary:

technical specifieation of the documentation;
interface design for the documentation;
provision‘of technical information to authors;

technical accuracy of the documentation;

correct operation of the system features of on-screen documentation;
style and quality of illustrations;

editorial quality of the documentation;

tools support;

training for authoring tools;

usability of the documentation;

© ISO/IEC 2004 — All rights reserved
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e suitability of the documentation for the market;

e legal issues concerning the documentation;

e approval of completed documentation as ready for localisation and customisation;
e translation of the documentation;

e approval of the translated versions of the documentation;

e approyal of localised and customised versions of the documentation;
o final approval of all the documentation.

5.2.7 Cqgst estimates

Estimate the cost of developing the proposed documentation by including where relevant:

authof costs for development and for reviewing drafts;

e technical staff costs for briefing authors and reviewing drafts;
e illustration costs;

o typogtaphy costs;

e projedt management costs;

e editorfal costs;

e tools gupport costs;

e training costs;

o testing and validation costs;

e expenses for other staff;

e equipment costs;

e mater|als costs;

e bulk cppying.and/production costs, for example, copying and packaging disks;

e costs pf-system tests, reviews and user tests;

e evaluation costs;
e maintenance costs;
e costs of delivery to customers or users;

e translation costs for each language, which may include fees, travel and communications.

NOTE Annex F of ISO/IEC 15910 describes how to estimate the time needed for development tasks.
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When estimating the cost of producing copies of the printed documentation, consider the following:
e the number of pages in the document;

o the size of the pages;

e the use of colour;

e the preparation of special illustrations;

e | the number of copies required of each document;
e | printing costs;

¢ | binding and packaging costs, including materials;
o [ distribution costs.

5.2.8 Schedules

Prepare a separate schedule for developing each document, in step with the schedule for other parts of the
product.

NQTE Consider scheduling awareness and appreciation documéents’to be prepared last, so all the knowlpdge of the
software and the users amassed during the preparation of the otherdocuments can be applied.

Fdr each activity, particularly system tests, reviews and User tests, allow time for the results of the gctivities to
bg incorporated. Plan for:

e | creating a new version of the documentationto correct errors found in the documentation itself;
¢ | keeping the documentation matched {o the software:

e updating the documentation to_take account of changes to the software following software tesgting;
e re-testing the changed.documentation and also handling the results of those tests.
Allow time for:

¢ | learning how to@se any new tools;

¢ | becomingfamiliar with the software (preferably by using it);

¢ | software developers to provide information to the authors and to answer questions;

o | legal reviews.

If schedules need to be adjusted during the project, review the plan; do not remove activities such as system
tests, reviews and usability tests from the schedule to save time.

5.2.9 Prototypes and drafts
Validate documentation designs and the development of prototypes or drafts of each type of document, to test

that the documentation does provide users with what they need within the usability objectives. Test prototypes
for all combinations of equipment that will be used for the finished application.
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Plan:

e the stages at which prototypes will be prepared;

for each prototype:
e its purpose: what information is intended to be collected based on testing or trials of the prototype;

e its scope: what part of the application will be covered and what types of documentation will be
included;

e how tll\e tests and trials will be carried out;

how the results of the tests and trials will be recorded;

how the results will be used in subsequent phases.

5.2.10 System tests

Include tefts of both embedded and separate documentation in system testing. Vierify that:
e the cqrrect information is displayed in each given situation;

e the links and cross-references work correctly;

e the ingtructions in the documentation have the desired effect when carried out.

Plan:
e provisjon of the resources required for testing;

e timings and schedules for the tests;

e prepafation of test scripts;

e methdds for classifying the results of the tests;

e methqds to be used for the tests;

¢ methqds for recording-the results of the tests;

e methdds for detertnining whether the tests succeed or fail;

e methdds and-plans for incorporating the results of the tests into the next version.

5.2.11 Reviews

The review activity includes technical reviews, reviews against standards and reviews of the accuracy and
understandability of the text, and focuses on the content of each element of the documentation.

Plan:
e provision of the resources for reviews;
e timings and schedules for the reviews;

e provision of versions of the documentation to be reviewed;
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o level of detail (as a percentage of the complete documentation) to be reviewed at each draft;
e methods for conducting the reviews;

e methods for recording the results of the reviews;

e methods for classifying the results of the reviews;

e methods and plans for incorporating the results of the reviews into the next phase of the project.

5.2.12 Usability testing
Plan to carry out user tests for the different audiences at predefined stages in the project.

NQTE User tests are the most acceptable method of checking that the information providedhin the documentation is
what users need, and that users can find it, understand it and apply it.

Plan:

e | provision of the resources for user tests;

¢ [ schedules for the trials;

¢ | methods for conducting the trials;

e | methods for recording the results of the trials;

¢ | methods for determining whether the objectives have been met;

e | methods and plans for incorporating the.results of the trials into the future design and deyelopment
activities for the project.

5.2.13 Localisation and customisation

Specify:

e | who is responsible for thejprocess;

¢ | who will prepare th€’instructions for localisation or customisation and when;

¢ | where the lggalisation or customisation will be carried out, and by whom;

¢ | when and how the product will be delivered to the staff who will carry out the work;

e | how the localised and customised versions will be tested;

e when and how the localised or customised versions will be delivered,;

e who is responsible for the quality of the localised or customised versions;

e who is responsible for the usability of the localised or customised versions.
5.2.14 Approval

Plan the mechanism that will be used to approve finished documentation. Specify:

e who has authority to approve and sign off the documentation;
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e what conditions must be satisfied before sign off:

e the process has been followed?

e the testing has been carried out and is complete?

e adraft has been reviewed and corrected?

e usability objectives have been met?

o jft

o legd

e how the documentation will be signed off.

5.2.15 Maintenance, updating and future developments

Integrate
to the soft
for issuing

The proje
product is

For printe
pages, tah

If a compl
each time

NOTE
reissued: rq
working wi
pages. Wh
versions of]

5.3 Rey
Check the

NOTE
developme]

ne product is to be translated, that the localisation instructions have been prepared and approved?

al approval has been obtained?

blans for modifications to the on-screen and printed documentation with/the ‘plans for modificatig
ware. If the on-screen documentation is being provided separately from-tfie software, produce pla
new versions in the same way as for printed documentation.

to be modified or updated and if so, how this should be doneg,

] documentation, consider estimates of time and costs fer-both complete replacement and amend
ing into account the authoring time and printing costs.

the product is updated, there should be no neged to issue changed pages to the users.

bplacement pages can be lost and do naot.always reach all holders of a document, so there is a risk users will
h out-of-date documents. Only large(documents with few users should be updated by issuing replacem
erever possible, documents should -be designed so that, when a new version of the product is issued, n
the documentation are issued as.well.

riew of detailed documentation plans
detailed documentation plans thoroughly.

It is more difficult and more expensive to make major alterations to document structures or styles or
ht has started than it is to alter the design at the planning stage.

Approve th
procedures with ‘the rest of the project plans. Reviewer responsibilities are listed in 5.2.6.

Ct requirements and constraints for on-screen and printed docutentation should specify whether

ed

btely new version of the product, including the printed documentation, can be bought or is distributed

Where alterations to the product are issued; it'is more convenient for users if complete, printed documents are

be
ent
ew

ce

e deeUmentation plans with the rest of the product and place the plans under change control

6 The

analysis and design phase

Depending on the software in question, a number of the items in this clause may apply more to a
documentation suite than to a particular document. For example, one piece of software may have a manual

for end us

30

ers, a manual for administrators, a manual for the application program interface, and so on.

© ISO/IEC 2004 — All rights reserved


https://standardsiso.com/api/?name=43070f20eb7cacbba67c805b0203ba08

ISO/IEC 18019:2004(E)

6.1 Audiences

6.1.1 Audience analysis
Prepare a list of all the intended types of user of the product. Classify users into audiences according to:
o the users' background, experience and training;

e which languages the users are familiar with;

¢ | how the application will be used;

e | users' learning stages (for example, how much experience they have with this application);

e | frequency of use (some users use an application or feature frequently, some infrequently);

e | users' working environments (do they do most of their work at a desk, or up a'telephone pole?).

Egch audience consists of a group of users whose background, experience and use of the application is
sirilar.

Figure 3 shows a sample list of audiences for part of an order fulfilment'system:
Uge both a 'bottom-up, and a top-down' approach to check that alluser types have been considered

e | Bottom-up — Consider who will use the product “and determine all the types of user. For some
applications, the audiences can be identified by theifjob titles, such as 'accountant'. For other applications,
audiences may have to be identified by the role they are performing, such as 'letter writer'.

e | Top-down — Consider the whole organisation or the total functionality of the application and [preak this
down until a set of audiences or roles is(feached. This set of audiences can be used to check the results
of the bottom-up analysis.

Uger roles may not correspond to people in a 1:1 relationship; the same person might have morg than one
role: for example, salesperson and inventory taker.

Cansider grouping audiences.into a hierarchy, so individual documents can be targeted at several qudiences.
Uge the hierarchy to group together audiences who will have the same type of interaction with thg software;
dqg not (necessarily) reproduce the user organisation's organisation chart. Figure 4 is an example|of such a
higrarchy.

Call_céntre operator.
Call centre supervisor.

Webmaster.

Warehousepicking-staff:
Warehouse manager.
Finance manager.
Accounts manager.
Accounts payable clerk.

Accounts receivable clerk.

Figure 3 — Sample list of audiences for part of an order fulfiliment system
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Users

External

— Customers
— Suppliers
Internal

— Warehouse

— Picker
— Warehouse manager
— Call centre

— Operator
— Supervisor

Figure 4 — Example of an audience hierarchy

6.1.2 Learning stages and frequency of use

Sometimg
using the
e learni
e using
e using
e exploi
If the prog

informatio
varied. In
the user
experienc
document

6.1.3 W

Collect dsg
media for

s it is necessary to split audiences of otherwise similar users_according to how long they have be]
bpplication, or how often they use it. For example:

ng to use (tutorial);

occasionally or infrequently (and so may need reminders);

or normal use);

ling advanced features.

uct being developed is a consumer software package, it may not be possible to gather any use

this case, concentrate on the tasks that the user will carry out and the learning stages through wh
vill go. Where there might be a wide variety of types of potential user, with a wide variety

btion for users at thatTevel.

brking environments

presenting information to them; there are other factors.

ful

h about typical users' jobs and. background, for example, because their jobs and skills are very

ch
of

b, skills and knowledge, define the least experienced of the potential users and prepare the

tails of users' working environments. These details are one factor in deciding the most convenignt

Collect as
document

to provide. For example, if the software is to be used in a storeroom or warehouse:

e will printed documents have to be carried around?

¢ will there be convenient places to store them?

e will users have the equipment to view the information on-screen?
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6.1.4 Audience profiles

For each type of user, draw up an Audience Profile that records all of the information that has been gathered.
This profile will be useful both in planning and as a guide for writers and illustrators.

Record this information either in absolute terms, for example special qualifications of one audience, or as how
users' experience varies from the norm.

Figure 5 illustrates the types of information that might be included in an audience profile.

AUdience: TicketAgent

Background: Ticket agents have knowledge of the travel industry and)of
customers’ needs and concerns.

They may not have any previous knowledge cof-computer
booking systems.

Languages: Ticket agents may have a command \efvEnglish, but not
necessarily as their first language.

Use of the Ticket agents use the application while they are on the
application: telephone to customers or whén the customer is present, and
make ticket bookings immediately.

Learning stage: All ticket agents will have*attended a one-day training course,
SO NO Users are Noviees.

There may be at least one expert user in each office all the
time.

Frequency of use: Ticket agents may use the application all the time throughout
an eight-hour shift (with breaks).

Working Offices can be noisy and very busy.

environment:
Ticket agents sit at desks to work. Agents may have access to
a computer to use throughout the shift. In some offices, agents
share printers.

Offices may have a photocopier, fax machine and scanner.
Ticket agents may use headsets for the telephone.

Not all offices will have:

e Shelf space to hold a small library of books

e Drawer space in the desks.

e Wall space available for displaying wall charts.

Figure 5 — Example of the types of information to include in an audience profile for a ticket agent
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6.2 Tasks

6.2.1 Task analysis

Collect information about what users do, if possible by asking users questions, or by observing users and
recording what they do. If this cannot be done (for example, if the software is still under development), then
consider the tasks, or use other sources such as use-case design documents.

Figure 6 shows an example task list for an electronic mail system.

It might He useful to group related tasks, tasks that are similar, or tasks that involve similar steps,in a
hierarchy ps illustrated in Figure 7.

Check for incoming mail.
Send|or forward a message.
Print & message.

Attach a file.

Read|an attachment.
Creatp a mail folder.

Move|mail to a folder.

Figure 6 — Example task list for.an electronic mail system

Tasks

——Members
I:adding a new member
changing a member's details
——Accounts
I:creating an account
changing account details
—Reporting
generating ad hoc reports
generating weekly reports
generating monthly summary reports
—Enquiries
enquiring about member details
enquiring about an account

DCOTOTS

L—debtor follow-up

Figure 7 — Task hierarchy
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6.2.2 Mapping audiences to tasks
Record details of which audiences carry out which tasks. Consider using a matrix, as illustrated in Table 1.

This example shows which types of user will be carrying out a set of security-related tasks and what their
learning stages will be.

Table 1 — Audience mapping matrix

Audience DIC SUP MAN AUD ACC FC SO |FA |SA
Task

Adding a new user N

Deleting a user N

Giving a user permission to N

dccess a function

Withdrawing a user’s N
permission to access a function

\{iewing a user’s permission to N
gaccess functions

Changing your password O 0] O O 0] 0] O 0] 0]
Changing another user’s NE

password

\liewing the security log N N
Ipvestigating security breaches NE NE
Arinting security reports NE NE

Legend to Table 1

Keyto audiences Key to learning stages

DIC Data input clerk O | Occasional use

SuUpP Supervisor N | Normal use

MAN Manager E | Exploiting advanced features

AUD Auditor

ACC Accountant

FC Financial controller
SO Security officer

FA Function allocator
SA System administrator
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6.2.3 Ta

sk characteristics

Consider the following information about each task:

e why the task is carried out;

e how frequently the task is carried out (to help determine whether users will remember how to do it);

e the ways in which the user is likely to be operating, for example, doing tasks that take several hours, or
working in a real-time situation where transactions have to be carried out whilst a customer is present;

e what cl!iscretion the user has in how or when the task is carried out;

e these

o thepr

e how fault-tolerant the task is, that is, how important it is that the user carries out the’task correctly;

e the co

6.2.4 Task profiles

Record al

6.3 Infdq

6.3.1 Information needs

Decide wi
only the i
(because

There ma
only what

Take the Qiser's view of the application. If possible, consult potential users or observe users performing typi

tasks.

6.3.2 Cag

Each com
needs to

e isthe

quence in which the user carries out the set of tasks;

brequisites for the task;

nsequences of the task.

of the details of each task in a Task Profile.

dbrmation

at information is needed for each audience, and for each task or group of tasks separately. Inclu
hformation that users actually need to, Carry out the tasks, and remember that some audieng
bf their prior training or experience) already have some of the information they need.

y be a lot of information available about the software and how it carries out its functions, but inclu
is necessary for the user to perform the task.

ntext of use

bination of.audience and task has a context of use, which affects the way in which the informati
e presented. For example:

es

de

cal

on

nformation needed only temporarily, or should it remain visible (persistent)?

e does the information have to be available at the same time as the user works with the application?

e howgq

uickly does the user need an answer to be provided?

e does the information need to be available when the application is not available, such as information about
finding help when the product will not run?
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6.3.3 Volume/amount of documentation

Select a measure of how much information there will be. Use this to make sensible choices about delivery
methods and delivery media.

Volume estimates will vary according to the type of information. It may not be possible to find the volume of
the information precisely, but set some measure of scale.

Consider the following techniques.

¢ | Countidentifiable items, for example, icons, tasks, steps, dialogue boxes, transactions.

¢ | Assess how much information is needed about each item, for example, the average“and [maximum
number of steps for a task, or the approximate number of words needed about a concept.

e | Prepare a sample for one item and use its size as a basis for calculations.

¢ | Refer to documentation for comparable users, tasks and applications, and assess from that how much
information will be needed for the current application.

6.3.4 Media

THe combination of audience, task, information needs, context of\Use and volume, as well as congiderations
such as cost, maintainability, usability and marketability will)determine what media are used {o present
information.

Dag not assume that one medium will suffice for one product, or for one audience, or even for ope task or
context. Often a solution involves the use of multiplé.media. Consider media from Table 2, plus any others
that might be available or invented to suit the particular project.

NQTE Most of these media are for separate~documentation. Other media can be either for separate or|embedded
dofumentation.

Table 2 — Advantages and disadvantages of various media types

Medium Advantages Disadvantages

CD ROM/DVD Can contain many documents. Requires suitable hardware.

Easily searched.

Book Easy to annotate pages. If large and heavy, can be difficult
to carry around.

Can be expensive to produce.

Card Suitabteforasmatamourntof fdisptayedomawatt, onty onesid
quick reference information. is visible.

Information that is needed
frequently can be on one side and
information that is needed
infrequently can be on the other

side.
Wall chart Suitable for a large amount of Requires a relatively large clear
quick reference information. wall space for display.
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Table 2 (continued)

Medium Advantages Disadvantages
Keyboard Always in sight for the user. Care is needed to ensure that users
template or have only one such item to use at a
sticky labels time, taking into account the
for keys operating system and other
software.
3‘0&0@ to Suitable for 2 emall amaount of nangnr of cli |Hnring up tha
ttach to the information that is always needed | computer with too many small
¢omputer at the computer. notices.
&eaflet or Suitable for awareness
rochure information that does not need to
be retained.
Can be convenient for tutorials.
QOn-screen Available at the press of a key or | Not suitable for leng passages of
help a mouse click. text.
Suitable for quick reference Embedded documentation is only
information. available’when the application is
running.
Yideo Easy to absorb complex Can be expensive to develop.
information.
Distribution on tape can be
Widely-used medium which\is expensive.
acceptable to most users:
If distributed as a tape, needs
appropriate hardware for viewing
If distributed as a file, needs audio
equipment on the computer.
Web site Updateable without contacting Users need web access.
users:
Can be launched automatically
from the application.
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Record all the source data and design decisions for each audience/task combination in an Information Profile.

Figure 8 shows an example of an Information Profile.

Task: Get a quotation for a journey Audience: Ticket Agent

Information needed Volume Same time  Permanent Urgency Medium
as the or
application  temporary

Task instructions for Upto 10 4 Permanent  Quick On-sCreen

getting a quotation task steps help,system

including finding and task topics

entering departure and

destination locations,

entering dates, party

sizes, ticket types,

checking availability

and finding a price

Reference list of Hundreds v Temporary  Quick Context-

location codes sensitive
help

Reference list of ticket ~ Up to 50 4 Temporary  Quick Context-

types sensitive
help

Reference list of Maximum . Vv Temporary  Quick Context-

passenger categories of 10 sensitive
help

Field use information One line 4 Temporary  Quick Display on

for date formats the user

interface

6.4 Usability

6.4.1 Define usability goals

THeCusability of the complete product is very important and is not separate from the usab

Figure’8 — Example Information Profile for one task and one audience

lity of its

documentation. HOWEVET, the purpose ol this clause IS 1o provide guidance on usabpllity aspe

software documentation.

cts of the

Once details of the users, their tasks and the information they need have been collected, define usability goals
in detail. Keep usability goals independent of the method to be used to provide the information to users.

There are two aspects to ensuring that the documentation is usable.

e Apply human-centred and software ergonomics principles to the design. ISO 13407 and ISO 9241

address such design advice.
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Evaluate the design and the software product to assess how usable the software product will be in
practice. ISO 13407 addresses such design advice.

Usability cannot be added at the end of documentation development; it must be built into the behaviour and
appearance of the documentation and supporting software. Therefore, specify the documentation’s usability
requirements, and the method of testing them, in the analysis phase where other user needs are being
determined.

The usability targets for the computer system and the documentation will affect the usability test methods to

be used.

Once an
translate

If usa

hose requirements into usability goals for the documentation. The goals,are the qualitative

quantitatiie targets which are measured in usability tests. Figure 9 illustrates the progé€ss in the context of
electronic|mail system.

40

Step|1. Define the user’s objectives.

tp find in the help menu the instructions for sending a message;
tp summarise the task in the user’'s own words;

tp send the message.
Step|2. Define the usability measures for those objectives.

The measures are:

Step| 3. Define-acceptance criteria.

Iser’s objectives are:

Effectiveness: is the right information found?

gfficiency: how long does'ittake to find the information? Is the shortest search route or method
ysed? Does the help text’have to be re-read (to be understood or remembered)?

Satisfaction: what\are the user’s attitudes towards the help?

Criteriasare:

ssured level of usability for the whole system and the documentation is high, use quantitative-tests.

ility of either the documentation or the software and its documentation is less critical orif resourg
are limited, consider qualitative methods.

[

analysis of usability requirements has been made and the appropriate testing' method selectgd,

or
an

lI—the user finds the information within g cpnr‘ifind time _then the structure and nn\/ignfinn

organisation and retrievability are acceptable.
If the user's summary of the task is correct, then the information is accurate and suitably clear.

If the task could be performed correctly at the first try while following the instructions, then the
help was acceptable, task-orientated and complete.

Figure 9 — The process of defining the usability goals of an electronic mail system
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6.4.2 Record usability goals

Record the usability goals in a Usability Goals Document.

6.5 Structure of the documentation suite

6.5.1 General

First, work out what information needs to be provided and what will not be provided (see 6.5.2). Second,

de

cide what documents are necessary (see 6 5 3)

6.

Td
of
no

N¢

elements may be better delivered through training, or in some cases even hy defining the expected |

an
bu
inf
pr
Tq
of

6.

Fg

—
Q)

5.2 Decide what information needs to be provided in the documentation

decide what information to deliver in the documentation, examine the Information Profile{(6.3.5) 3
the context of use (6.3.2) and decide which needs will be supported by the documentation and
t.
t all of the information in the Information Profile needs to be delivered<in the documentati
d experience of the audiences to include additional training. Some of(the information may be dg
ilding it into the user interface of the software, or by providing a community of practice for user
ormation. Some information may already be available from other-sources (user documentation
pbducts, tertiary education or commercial training courses).

refine the list of information needs into a list of information. to be provided, taking into account t
use, refer to the descriptions of different sorts of informatien in Clause 3.

5.3 Group information needs into documents
r guidance on deciding whether information should be delivered on the screen or on paper, see 3.
ke the following into account when deciding how to group information into documents.

Information for different types of-user can be in the same document provided those users ca
same groups of tasks in the Same way.

If the information is on{paper, different quantities may be needed for different documents. For
might be shared between several users.

Information,néeded by users who work in different environments can be in the same documen
that the desument can be designed to suit all the different environments.

Do not include secure information needed by some users in the same document as informatio
users. For example, do not include information about administering the security of a multi-user

nd details
which will

on. Some
nowledge
livered by
5 to share
for other

he context

ry out the

example,

each user may need g copy of quick reference information, but a single copy of a getting started tutorial

t provided

h for other
system in

the same document as information for end users. Instead, provide a reference to the locafion of the

©lI

information.

Do not create a proliferation of short printed documents, nor combine a lot of information into one

cumbersome document. If a document becomes too large consider splitting it by:

e putting the appreciation and tutorial information in one document, and the reference info
another;

o keeping different types of comprehensive reference information separate, for example, one
for concept-related procedural information and another for task-related information.

SO/IEC 2004 - All rights reserved
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Figure 10 shows how the audience and information needs can be grouped into documents, where multiple
audiences need the same information. Figure 11 is another example of grouping information into documents,
showing the sorts of information to be included in each document.

Management manual

Audience Manager [ | Maintenance \ Operator Auditor
) Developer
Information

7 \
Alogorithms used X X X
Hardware
requirements X X
Code structure X ‘

~_

A “
Report definitions [ X X X J
Programmer's manual Reports online help

Key: X indicates that this
audience needs this information

Figure [10 — Example of how the audience and.information needs can be grouped into documents
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Printable on-screen Printable on-screen
Security Guide Design Guide
Audience Administrator Casual user Professional user
Type of
information
Overvi ( N N
verview Overview of Overview of Overview of
security features design features design features
esign concepts Simple design Simple design
concepts concepts
Advanced design
concepts
G J
Thsks . . . . f A
Security tasks Simple design Simple design
\_ Y, tasks tasks
Maintenance tasks \ Advanced design
Slamples to copy ] ) Online
Sample design$§ Sample designs help system
. //
Rleference . . . . . . )
Quick reference details Quick reference details Quick reference details
of each screen and field of each screen and field of each screen and field
J

Figure 11 — Example of grouping different sorts of information into documents
6.6 Individual document structures

6.6.1 Prepare a list of contents
Dgfine the structure of each-document using a draft table of contents, a topic list or a list of web pagés.

Tq specify the size ©f)each document, give a count of the expected number of pages or topics. Include in the
lisf any navigation\pages or topics, such as the contents list itself, indexes, glossary and bibliography.

General advice on structuring different types of information within documents is provided in 6.6.2.1, whilst
6.6.2.2 t0v6:6.2.6 gives advice on structuring specific types of information.

6.6.2") Define the document structure

6.6.2.1 Main factors

The main factors for determining the structure of the information within a document are:
e the way in which the user uses the information;
e the way in which the user accesses the information;

e the structure of the software as seen at the user interface.
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Select a structure for each document that is appropriate to how the document will be used. For topic-based
documents, design the structure as it will be perceived by the user, for example through a contents list or an
index. This structure is not necessarily the same as the structure in which the topics are held electronically.

Select the most appropriate of the following schemes for structuring information or displaying the structure to
the user:

e tutorial sequence, starting with simple tasks and moving on to more complicated tasks;

e performance sequence, arranged according to the order in which tasks have to be carried out;

e type sequence, grouped by type of task;
e produft sequence, grouped by parts of the product;
e alphabetical or numerical sequence, arranged by names of items or tasks.
NOTE| If Alphabetical sequence is used and the documentation is translated, the sequence, might be changed.

If a documpent comprises information for different contexts of use, for example, a'getting started tutorial apd
some nortnal use information:

e for seuential documents, create separate sections or a separate part©f the document for each context

o for topic-based documents, allow the user to find the correct topics for each context, for example, by using
differgnt sorts of topic titles or using a table of contents.

6.6.2.2 |Awareness or appreciation information
Include onje main section or topic for each major subject.of interest to the audience, starting with the subjegts
in which they are most interested. Keep sections short. Use few levels of heading; often, one level is sufficignt,
but use n@ more than three.

Consider jncluding references to other docUments about this product or a related product that might be|of
interest to|the same audience.

6.6.2.3 Installation instructions

=4

List very dlearly at the start of the-instructions everything that users need to have available before the software

is installed. Then follow theecommendations for task instructions in 6.6.2.5.

6.6.2.4 |Tutorials

Divide tutprials_intd manageable task sections. For getting-started tutorials, if possible design each tgsk
section to[take a’'maximum of 10 minutes for an average target user to work through.

Use two section Tevels: major task and sub-task.

Give general and basic information once, at the beginning of the tutorial. When this information is needed later
in the tutorial, remind the user where the information was given. This approach reduces the size of the tutorial
and avoids annoying those users who can remember the information.

Arrange getting-started tutorials as the user needs them, to avoid forward references. Since getting-started
tutorials are intended to be used sequentially, an index is not required, because it might encourage users to
dip into the tutorial, rather than follow it through in the correct sequence.

Do not repeat information that is available in quick reference form; teach users how to use the reference
documentation.
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6.6.2.5 Normal use task information

You may be providing several types of information for normal use, such as process descriptions, task
instructions, reference information and background concept information. For each type of information for
which separate topics being provided, decide what tasks, or what subjects a user might want to find when they
are working with the product, and provide one topic for each of them. This results in one topic being provided
for each process in which the user is interested, one for each task, one for each major concept and so on.

Allow users to find specific sections or topics by including them in the table of contents and the index and
making them available through the search mechanism if there is one.

When designing the structure, consider the following for each sort of information being provided,

e | Process information. Process topics may explain what tasks are possible, or may specifyithe sgquence in
which tasks should be carried out. Provide cross-references or links to the task “instructigns or the
reference information for how to carry out each task.

e | Task instructions. If tasks are long or complicated, consider splitting a sifigle task into smdller tasks,
perhaps with a process topic to show how the smaller tasks relate to.€ach other. Include aphy related
concept and reference information the user needs to carry out the task, or refer to it usjng cross-
references or links.

e | Concept information. Concept information explains concepts that users need to understapnd before
selecting what task to carry out, or before and while carryingtout a particular task. If separate concept
sections or topics are provided, refer users to related task/instructions and related reference information
using cross-references or links.

¢ | Reference information. Give cross-references or.links to reference information from processes, task
instructions and concept topics that need it. Reference information will not be used sequentially. Do not
assume that in any section or topic the useriwill have seen any of the information coveref in other
sections or topics; use cross-references or links.
¢ | Quick reference information. Either include quick reference information at the place where it is [needed in

task instructions or refer to it using:cross-references or links. If possible, make quick reference ipformation
available directly from the product at the points it is needed.

6.6.2.6 Exploitation of advanced features

THere are different sorts, 6f exploitation information, such as processes to follow, concept ipformation
explaining advanced features or tasks for exploiting advanced features.

Prpvide separatesections, topics or groups of topics for each category of exploitation information.

In¢lude exploitation information in the table of contents either alongside the normal use information for the
same funetional area or task, or in its own exploitation section.

Fdrstructuring exploitation information, follow the appropriate advice in 6.6.2.5.

6.6.2.7 Quick reference documents

The content of quick reference documents varies so widely that it is not possible to recommend a preferred
structure; however, take the following points into account.

o Present the information in quick reference documents so that the user can quickly find the relevant entry
when they have a problem, and hence quickly find the answer. This usually means structuring the
information by the user's questions or problems, rather than by features of the application. For example,
quick reference information explaining which product features or keyboard keys the user needs to use to
achieve a particular result should be structured by the result the user wants to achieve, not by the product
feature or the keys that they need to use.
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e For documents such as cards and charts, do not include a contents list, an index, appendices, a
bibliography or a glossary.

6.6.2.8 Comprehensive reference documents

Comprehensive reference documents will not be used sequentially. Do not assume that, at any point in the
document, the user will have seen any of the information covered in earlier sections; use cross-references.

Divide information into topics. The topics can be either divisions of the product, such as modules or entries on
a main menu, or tasks the user will want to perform.

The structLre chosen depends on how the user needs to see the information. If there is no preference, Use Jhe
divisions of the product.

In comprghensive reference documentation provided as hypertext documents, allow the user-10. choose the
topic they|wish to view by both the product feature to be used and by the task the user may want to carry out.
Structure the documentation to support one of these views.

6.7 Doc¢ument writing style

6.7.1 General

A style glide gives advice to the authors on the specific forms of writing and illustrations to be used in a
particular document.

Advice abjout what to put into writing style guides for particular types of document is addressed in Annex|F.
Naturally the authors will also be given all of the audience, task; 6ther analysis and design documentation.

Use a wrifing style that is appropriate to the target users-and the learning stage that the document suppoits,
and to thelway the document will be used.

Make the| writing style appropriate to the users of the document, but do not make any unnecessary
assumptidns about personal characteristics ofndividual users, for example national culture, gender and age.

6.7.2 Awareness and appreciation information
Keep parggraphs short.

Use shortand clear section headings that motivate the user to read the text.

Avoid conpplicated tables,\except for important reference information such as sizes or prices.

6.7.3 Installationinstructions

The task [pf.installing the software is normally carried out only once, so the user is normally installing l]he
software fprihe first time. Keep the instructions simple, clear, and complete.

NOTE Software dependencies may be critical during the installation process. These dependencies may include
legacy software, previously installed versions, proprietary installation software, etc.

Avoid using any terms with which users might not be familiar. In particular, although terms might be explained
in other user documents, do not assume that the user installing the software has read those other documents.
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6.7.4 Tutorials and task instructions

If users need to understand certain concepts to carry out some tasks, describe these concepts but clearly

se

parate them from the detailed instructions for carrying out tasks.

Present a sequence of instructions as a numbered list.

Put into each list item the instructions for just one action, and, if it is helpful, a description of any effects

the user should see.

Nd
ily

If
the

Pr
a

If

Include any messages that might be displayed and instructions for responding to them (see 9.9)

Where possible, start items with a verb, instructing the user to do something such as)'press
'select'.

t is helpful, consider illustrations of screens or other software displays:
to show general features of the product's screen displays;
to help users to check that they have reached the correct stage in a sequence of instructions.

TE Be cautious of providing too many illustrations. A simple task can ‘appear long and complicated
strations are used.

b screen illustration is used, state clearly whether it shows_the display before, during or after an
b accompanying text.

pvide worked examples and test them to make sure'they are correct. Where examples are used t
bequence of steps, make the examples consistentthroughout the sequence.

Lsers need to understand the effect of functions of the software (for example, because they hav

them from menus), explain those functions fully.

6.]

Us

Cl

Us

Us

.5 Quick reference information

e words and short phrases rather than complete sentences.

parly label each set of quicK reference information with a relevant but short heading.

e headings for lists and tables to give clear information about what the entries contain.

e only good,‘tested examples, because when using quick reference documents, users often just

th¢ document\to find the information that they need. If wrong or bad examples are used, even

illy

strations\of what to avoid, there is a danger that users may copy them. Therefore, caution is

thg¢se are~used. Ensure that they clearly labelled as wrong or invalid.

[, 'type' or

f too many

activity in

D illustrate

b to select

glance at
simply as
needed if

6.’

. L=

Use tables, charts and illustrations wherever appropriate.

Only use illustrations of software displays if they are required to clarify the text.

Present information in tables in the sequence in which users need to refer to it, rather than according to what
the software does.

Refer to information represented in an illustration or table from the text, do not repeat it in the text. Use text to
clarify or explain an illustration or a table.

©lI
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NOTE Users of reference information often look at the illustrations and tables without reading the related text.
6.7.7 Diagrams
Consider using diagrams for:

o llustrating processes to show the sequence in which activities occur, including the points at which choices
can be made;

¢ illustrating complicated concepts and showing how features relate to each other.

For each |type of diagram, examine the user profiles of the target users to ensure all types of user” ill
understand the diagram. It is sometimes more difficult for users to learn how to interpret diagrams-than|to
understand the same information in the form of a list or a table. For example, use flowcharts onlyyif.it can e
deduced ffom the user profiles of all the target users that flowcharts will be understood.

6.7.8 Graphs and charts

Use graphs and charts if they will convey the information more clearly and memorably. than words or numbeys.
Graphs and charts are usually more effective in communicating broad differengces-or general trends than|in
conveying specific quantities. They are particularly useful in appreciation and awaréness documents.

6.7.9 lllystrations of screen displays

Use illustrations of screen displays only in printed documentation, orlin on-screen training materials. To avoid
confusing|the user, do not use screen captures in any documentatien the user might display on the screen|at
the same fime as the application.

Scale illugtrations of entire screen displays and portions~of screen displays — such as menus or dialogue
boxes — gonsistently throughout a single document. At\most use two different scales: one for entire screen
displays and one for screen fragments, as illustratedqn Figure 12.
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Sample full screen

This topic shows the general layout of a complete screen at a reduced size:

(=K
- o e — — —

T Bt MO ¥ i aq®

— Zoom controls

2l

[ ]
- Liraph area
O

Sample screen fragment

This topic shows a small fragment of an application ¢

screen full size: |
13
Properties Motes op
\J
- e f"/‘ é—
Propertes | hotas| e =]
Ready %\7
Ready A$

Figure 12 — Use of two scales for screen displays

6.7.10 lllustrations of-printed output

When deciding whether to use illustrations of printed output (for example, lines of programming pode) and
what the illustrations should show, consider why the user is shown the output, in particular whetherthey need

to|read all<the text on it, or simply to see what sort of text it will contain. These considerations should
influence:

¢ | ‘thow much of the output is illustrated;

e what type of data is shown;
e the size of the text, and hence the size of the illustration;

e the importance of dates in the output.
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development and review phase

7.1 General

The development and review process begins after the design of the documentation is finished. Its purpose is
to prepare master versions of technically accurate documents as specified in the documentation plans.

Write as
informatio

complete a list as is possible of the topics, in addition to all the relevant access and structural
n. Implementation consists of writing the relevant texts and drawing the illustrations, and adding the

necessary software elements to on-screen documentation to create a working system.

Use the c?I\ecinsts in Annex B to record progress for each document.

NOTE

design, thep changes might be needed to the documentation design.
7.2 Prepare and issue drafts
Before drdfting any documentation:

e the carresponding part of the application software should exist, or

e there

For exam

features that the tasks use. Before drafting task instructions, definé the application features that are required.

Normally

Draft info
specified

document|plan.

Use the s
and conta

NOTE 1

The process of developing individual documents is an iterative one. If changes are made to_the software

5hould be an agreed definition of what features will exist.

ble, before preparing a skeleton set of task instructions, agree about the names of the application

prepare three drafts as described in 7.4.
mation, using tools and methods specified.inthe documentation plans. Include only information
n the detailed document plan. Follow theywriting and illustration styles specified in the detailed
bftware to check the tasks being documented to ensure that the information is technically accurate

Ins everything users need and nothing that is irrelevant.

A member of the project team-“may be the first person to study the working software in detail from a user's

perspectivg. Their use of the software“can provide a rigorous test of a system and give valuable feedback to fhe

development team, for example by-identifying inconsistencies.
Start devdloping drafts of/the-documentation when:
e outlings in the detailed documentation plans have been authorised;

o functipnal requirements documents have been agreed;

e suffici

ntctahla infarmatinn ahant tha caoftwara ic availahla
SHt-5Staore-H e H O Ha ROttt e-SOtWatretS5—avataore

When developing drafts, emphasise the need for technical accuracy in the documentation. Use the following
sources of technical information:

e documentation design information;

e system design information;

e programmer's information;

e perso

50

nal experiences of using the system or a prototype.
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If any of the information needed is not available by the date specified in the schedule:

e advise the project manager;

e review the project schedule.

Write all drafts to conform to the document design for structure and writing style (see Annex F).

NOTE 2 In planning printed documents, decide for each document separately, whether or not first drafts should be
presented usmg the page Iayout to be used for the flnlshed work Usmg the page Iayout for the f|n|shed document helps
thgse—coem : : i otitr wers e ate on page
layjout features |nstead of the technlcal content of the documents

NQTE 3 In planning, decide for each document whether it will be useful to provide a draft or partjal index [for the first
draft, and for reviewers to use the draft index to find topics in the draft and review the format of the-index with the rest of
the draft.

Tq avoid problems arising later in the project, at the first draft stage:

e | try out any new documentation-related methods being used in the preject, for example for greating or
capturing illustrations or for printing master pages;

e | have a sample of the text and illustrations produced using the final production method, and |check the
context-linking of topics to application features, that is, make sure the context-mapping technology is
working correctly and that the correct context identifiers are"being used.
Clearly identify each draft with a unique issue number. Ensure that both paper and electronic madter copies
are held securely. Ensure that the requirements of the software configuration management system in force for
the project are met.

Distribute all drafts to the respective authorities identified in the project requirements and constraipts on the
dates specified by the documentation schedule. Accompany all drafts with:

o | clear review criteria;

e | instructions for how to provide comments and for using review tools;

¢ | an indication of the time-to-be spent reviewing the material;

¢ | instructions concerning the return of comments to a specified person, by a specified date.

Caommission designs and artwork for covers and packaging from illustrators at this stage.
7.3 Check)and review drafts

7.3.1/ General

Before it is time for drafts to be issued and reviewed, remind all those who will be commenting and authorising
changes to drafts that time has to be allocated for this work. Review drafts for at least the following.

e Technical accuracy. The approval authority identified in the documentation plan has responsibility for the
technical accuracy of all the documentation for the product and for resolving any conflicting comments
from technical contacts.

o Completeness. Check each draft to ensure that it contains all the information that users need. If possible,
someone who is not familiar with the product should carry out the checks.
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e Ease of understanding. Check each draft to ensure that users will be able to understand it. If possible,
someone who is not familiar with the product should carry out the checks. The person checking drafts
should be as imaginative as possible about potential misreadings and misunderstandings and should
highlight them.

¢ Conformance and consistency. An author, independent of the project, should check that drafts of all the
documents follow the design plans and are consistent with each other in appearance and terminology.

o Editorial consistency and correctness. An author, independent of the project but who might be the
same one as for conformance and consistency, should check each draft for at least spelling, grammar,
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Purpose

In this subclause, the concept of ‘review’ applies to both embeddedand separate documentation. In so
, reviews of embedded documentation are referred to as testing because this better describes the act of qua
buch documents.

e information to check that each individual item of text-or document provides accurate information
e:

r level of detail on the same topic (such as_explanations of individual fields or values);

er level of detail (such as an overview(of this type of function or display);
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e someone with a detailed technical knowledge of the software, to check the accuracy of the information;

e an author or an editor, preferably one who has not been involved in drafting the information, to check the
ease of understanding of the information and the editorial consistency and correctness;

e someone with a legal knowledge to check the legal accuracy.

If possible, a panel of users should also be asked to review the documentation.
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7.3.2.3 Methods for reviews

Deliver the documentation to the nominated reviewers at the stages specified in the project plans. Different
methods of reviewing information are appropriate for checking different features, consequently different
methods of providing the information to reviewers will be required. The following are suitable methods for
reviewers to use; generally, a combination of methods should be selected for each type of information.

e Reviewing printed copies of text and illustrations. Use this method for reviewing the accuracy and level of
content of information.

NG
depcriptions of application features or task instructions.

- Tpti f concepts,

¢ | Reviewing on the screen, together with the software. Use this method to check:

e the access methods and navigation features;

e that the right information is displayed at the right times;

e that the amount of information per section is appropriate;

o that the level of information is appropriate for the context.

NQTE 2  This method is essential for reviewing the style and presentation.

¢ | Reviewing on the screen independently from the software:*Use this method to review:

o information systems that can operate independéntly of the software;

14

e information consisting of sets of items throdgh which users can navigate to find what they negd;
e indexes, glossaries and searches provided to help users find what they need.
7.3.2.4 Results of reviews

Record the results of reviews and\use these results as input to the next cycle.

¢ | Verify any changes made’as a result of the first set of checks.

¢ | Verify that any«changes to the application as a result of its own reviews and tests are reflegted in the
documentatiof system.

¢ | Ensurehat there are no unexpected results from other changes (final check).

7.3.3 A Usability tests

Carry out usability tests to verity that the usability goals for the documentation have been met. Use methods
appropriate to the level of assurance required by the client or customer for the product, including its
documentation. The base level of assurance is that the documentation content, navigation, style and
presentation conform to the general principles of software ergonomics.

NOTE A suitable test method might be to check that the design and features comply with the guidance in this
International Standard, in the relevant parts of 1ISO 9241 or an equivalent standard. This level of assessment will not
guarantee that the documentation will satisfy its users, but should ensure that no user will find the documentation totally
unsatisfactory.

This level of test should be carried out for all systems.
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As an intermediate level of assurance of usability, arrange an assessment, by a usability specialist, of whether
the documentation will meet its specified, qualitative usability goals. This assessment may be subjective or
may use analytical methods appropriate to the particular goals.

For a more accurate qualitative assessment, involve typical users working with the system and making
subjective assessments of whether the system meets its qualitative usability goals. The assessment of the
system may be made by interview, questionnaire or in a group discussion. This level of assurance is adequate
unless there is a specific contractual requirement to meet an agreed level of usability. See also 5.4.1.

The highest level of assurance requires a numerical-based scale of performance of the system from managed
user testg—in e—triafs—tsers—are—observed—-by—a—tsabit speciatistas—they—wo mentation,
performing tasks designed to test the documentation against the defined usability goals stated in terms of\user

resulting
to guarant

gerformance levels are compared with the required levels. This measure of assurance.is’necessa
ee the usability of the documentation.

There is d review of usability evaluation methods and details of the methods used to generate user feedbdck
in Annex C.

7.3.4 System tests
Test the gmbedded documentation in the same way as the rest of the preduct. Check the software elements
of the empedded documentation. Is the correct text item displayed in{each given situation? Do links wagrk
correctly?

During thg implementation phase, test all the following features of the embedded documentation:

interfgce design;

system design, to test all the routes through the documentation system;

information design, to test the way the information is divided into independent topics;

the cdmplete application, including the .on=screen documentation;
e the cdmplete application, including the embedded and separate documentation together.

NOTE Tests should be rigorous and systematic, but the degree of completeness should be determined by the leve| of
assurance [required. See 5.4.1_for_guidance on defining usability goals. For details of qualities that need to be tested,
see C.4.

7.3.5 Vdlidation and-field trials

Include the documentation in the validation phase of the project. Validate the documentation and the rest|of
the produgt together. Use the documentation during the validation. In particular, validate all the examples]in
the documentation.

During validation, test the documentation to ensure that it meets the usability objectives set for it. If possible,
the validators should be unfamiliar with the software.

Include the documentation in the field trials with the rest of the product.

In both validation exercises and field trials, identify problems with the software and its documentation together,
and seek solutions to any problems by considering the software and its documentation together.

If validation and field trials highlight major problems with the product, the whole product is likely to require

another design stage to resolve the problems. The documentation, therefore, will go through another design
phase as part of this process.
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7.4 Prepare subsequent drafts

Formally record all requests for changes to drafts and communicate them to all project team members.

Su

pply comments:

as mark-up of printed copies;

in a clearly annotated electronic form. The corrected electronic version should have changes highlighted

to enable authors to identify them;

Re

shiould keep a copy.

Where comments conflict, the product authority should make the final decision.
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as a separate electronic review document.

viewers should label their comments with their names, in case the author needs to question

ree drafts of each document should be developed.
Check the first draft thoroughly for all the features listed in 7.3.1.
Check the second draft for technical accuracy, particularly if the software design has changed
Check the final draft only for technical or typographical errors before final approval by the 4
authority.

ese drafts may not all be sent to the same set.of reviewers. It might be appropriate to send o
thnical reviewers and other drafts for editorial.@peer review.

rtial documents can also be reviewed. Fora long document, the author may wish to send a new
jeveloper for review before the wholedocument is finished. However, the author may still need t
tire document for review.

nsider assisting reviewers by-highlighting technical changes made in the second or final draft, fo
vertical lines in the margin,_t6 avoid the need to re-read unchanged text. However, use this tech
bll the sections that need.to be checked are highlighted, because reviewers will only read the

ctions.
TE If there are/too many changes highlighting can become counter-productive. One technique is t
% rule: if morethan 25 % of the document has changed, remove all highlighting and instruct the reviewer

ole document;

ndle a@ny*changes needed to the documentation as a result of changes in the system design

th

fol}mal change control procedure for the entire product, not simply by developing and issuing extr

first draft. Make sure that the comments made on the first draft’have been incorporated correctlyl
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documentation.

Prepare plans for possible translation requirements.

When the draft illustrations have been approved, prepare and check final artwork for the illustrations.

When the final draft has been approved, prepare the final indexes and table of contents.

7.5 Prepare document masters

The activities required to build the information systems depend on what types of systems are being built and
the degree to which the different types of information are integrated with the software.
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Follow the schedules and methods from the implementation plans for the product, as agreed by the rest of the
development team, to bring together the software and the documentation elements that have to be integrated.
These plans should determine the technical procedures for creating the information, which can be integrated
with the rest of the product.

Before preparing document masters, editorial staff, or a different author from the one who wrote the
documents, should:

e carry out a final check of spelling, grammar and punctuation using an appropriate dictionary;

e carry putafinar check of CroSS-Teferences;
e review the final versions of illustrations.;

e check|that the illustrations are placed correctly (see E.2.3.7) and are clear enough for the chesen method
of prepentation (on the screen or in printed form);

e proofread the text. Although automatic spelling checkers and other authoring tools,may be helpful, alwdys
make |visual checks;

if the locument is to be printed:

e defide final pagination, making sure that major sections start on‘new pages, and that lists or shprt
segtions are not split over page breaks;

e check also that:
¢ |all the pages are present;
¢ |all the pages have the correct page numbers;

¢ |all the headings, tables and figures haye the correct numbers.

7.6 Hand over the finished documentation

Hand ovel the documentation for thenéxt phase, such as a final build of the product or reproduction of free-
standing documentation systems, according to the plans agreed at the start of the project.

7.7 Logalisation and customisation

If the proquct is to be translated, instruct the translators, specifying details of what deliverables are requined
and wherg and how they are to be delivered.

Follow plgns for.reviewing, testing and trialing the localised and customised documentation, in the same way
as for the pase version.

7.8 Archiving

When the documentation is complete, archive sufficient information about it to enable new versions of the
documentation to be prepared.

Maintain a record of the versions of all the items (including text and illustrations) that were included in the
published version. This will enable the creation of a version of the documentation exactly as it was prepared.
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8 The evaluation and updating phase

8.1 General

Use the evaluation and updating process to evaluate the documentation with the rest of the product, so plans
can be made for future issues.

8.2 Evaluate the documentation

N():FE Annayx-C-add avaliuation
e oG tTre oSt o Cvaraator:

Make plans to obtain feedback from users about the documentation as a part of the overall product| Consider
using the documentation to contribute to this process, for example, by including letters to users fasking for
comment on the documentation and the software and giving addresses where the comments are fo be sent.
Cansider the following to provide feedback about a product and its documentation:
e | customer surveys;

o | visits to users;

o | usability tests;

e | reports from support desks and consultants;

e | product review magazines and reports;

e | training;

e | the product's sales team.

NQTE ISO/IEC 14598 addresses software proeduct evaluation.

8.3 Update the documentation
Maodifications result from:
o | the creation of a new.orupgraded version of the product. This constitutes a new project;

¢ | the discovery of-errors in the existing product or documentation. Consider these errors when preparing a
revised version of the product.

If & new version of the product is being created, manage the development of the new version as a ¢ompletely
new project,'which should follow all the processes described in this International Standard.

When_ providing a new version, take into account and incorporate comments from user feedback.

NOTE Much of the work done for previous versions may be found to be relevant, making the processes simpler than
they would be for an entirely new product.

9 Guidelines for the design of documentation

9.1 Introduction

Most systems will require only some of the types of information listed in this clause. These will have been
identified in the design and analysis phases.
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For each type that is provided, ensure that the information:
e s self-contained;
e gives sufficient coverage of the subject, but does not contain unnecessary detail.

If there is a large amount of text that the users can scroll through, structure it so that they can easily find the
particular subjects that they are interested in.

NOTE Aspects of design for documents specifically intended for printing on paper are included in Annex E.

9.2 Prodct copyright and version details

Take legal advice on what copyright and version details about the application have to be included, This may
differ from country to country, or between regions within a country.

If there i any vital information users need to be aware of, ensure that all users seg it, for example, |by
displaying|it either the first time or every time the application is started.

Consider the following information for inclusion:

e identification of the software, including the name, operating system, edition, version, language supported
and dates;

e date df issue;
e produft identification number;
e identification of the documentation, including the title and reference number;

¢ name|of the manufacturer or supplier of the product, with postal address, telephone and fax numbefs,
email jaddress and URL;

e the name of the publisher of the document, if different from name of the manufacturer or supplier of the
produft, with postal address, telephone and fax numbers, email address and URL;

e authorship (including, for example;-author’s name, position and qualifications);
e contagt details;
e user licence, number‘and name of the licence holder;

e copyright notice;

3 condiTons and terms of the warranty or guarantee;

e the manufaciurer's Tegal responsibilities and the consumer's rights, including fraining and related
assistance, software support, quality assurance and availability of source code;

e reference to any standards followed for the software, indicating the degree or level of conformance;
e acknowledgements.

If users need to quote any details about the application when they are asking for support, make these easy to
find.
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If the product is to be translated, carefully decide whether or not graphics are to be used as part of the product
identification information, for example, as a company or product logo. Different translated versions of a
graphic might be required for the different language versions of the product.
For printed documents, consider also the following information for inclusion:

e if the document comprises more that one part, a list of all the parts;

e country where printed;

. International Standard Book Number (ISBN).

9.3 Overview of the documentation
Give users an overview of the documentation for the product. Explain what informatien* is provided on the
scfeen and what forms the information takes. Answer questions such as 'How can’l get help?' and 'What
information is there available about this application?'

In¢lude in the structure of the document:

e | a table of contents and (excluding exceptional circumstances) an,index for all documents, exgept quick
reference documents such as cards. Follow the recommendations’in 9.15.3.2 and 9.15.3.3;

e | aglossary if it will be helpful;

o [ alist of all the documents in the set;

o [ alist of other documents to which reference is made;

e | abibliography if it will be helpful.

Prpvide details of where to find any information users might need that is not provided on the screen.
If some documentation is being provided as sets of related items that users can navigate around:

¢ | design the documentation-s@it is as easy as possible to use, so that even the most inexperierjced users
will be able to use it immediately with minimum guidance;

o | show the structure;
¢ | show the scope’of each element of the structure;
¢ | explain<how to navigate around the structure;

o | ifAlexible or complicated facilities are provided, such as annotation, the facility to insert an|electronic
bookmark, or complex search mechanisms, then also provide instructions for using them (see 9{15.3.4).

9.4 Process descriptions

Although individual users are likely to be carrying out individual tasks, explain the overall process into which
those tasks fit to help users to see their tasks in context. Use process descriptions to answer questions such
as 'What have | got to do now?, 'Why am | doing this?' and 'What happens next?'.

If the same user will be carrying out all the tasks for a process but at different times, make it clear when each
task should be carried out, for example, what event should cause the user to carry out the next task.

If the tasks are not to be carried out by the same user, make it clear which users carry out each task and,
again, when they carry them out.
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Diagrams are often helpful for describing processes. Ensure all the information needed is included and that
users will be able to see the whole of each diagram in one view. For some products, include a process
description as a section in the overview of the application.

If possible, allow users to link directly to the task descriptions for the individual tasks.

9.5 Task descriptions

Task descriptions answer questions such as 'How do | do this?', 'Do | need to do this?', 'Is this the right thing
to do?' and 'Why am | doing this?".

Give the fask descriptions for related or similar tasks a common structure, using the same subheadings.
Include:

o task name; identify the task, differentiating it from other tasks;

e purpoge of the task; explain what can be achieved by carrying out the task (the goal)-or why the task has
to be garried out;

e detaily of what needs to have happened before the task is carried out and what should happen
afterwards;

e starting point; explain the prerequisites and what inputs are needed;

e numbered instructions for the sequence in which the steps should.be taken;

e end ppint, describing what the output is or when the task is.finished.

Where negded, include optional links, or references for:

e any prerequisite tasks;

o other felated tasks;

e tasks that may be required afterwards;

e process descriptions for any process including this task.

Figure 13|is an example of a taskdescription.

If an on-s¢reen tutorial is‘available, consider giving users access to an appropriate section.

If the appljcation seféen is visible at the same time as the on-screen documentation, do not use pictures of the
application screen-in'the on-screen documentation.

If the on-gcteen documentation covers up or replaces the application screen, include illustrations of parts| of
the applicatiormscreemimthe documentatior.

Task descriptions do not include:
e general usage instructions, such as how to use the user interface controls;
e explanations of general terms.

If users need this information, provide a method of seeing it, such as a reference to where it can be found (for
example, a glossary) or the option to display it in a temporary display.
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Task name I: Creating a new contact

Creating a new contact when you find out about a person in a client company who is not

Purpose
urp L | already recorded in the system.
[ The client company must already be recorded in the system.
Client
Prerequisites Before you enter the contact, use Entity -> Open to search for their surname to find out if we

have dealt with them before. You might need to link any notes to the previous entry, or mark
the previous entry as 'left' if they have left their previous organisation.

To create a new contact:

1. Select the client company record.

2. Select Contact -> New from the menu.

Instructions

3. The system will display a box showing a choice of contact types - select Contact and
choose the OK button.

4. The system will display a blank contact panel enter the contact detailsk

5. Close the panel and save the details.

See also:

Related topics How to setup a subsidiary record

How to delete a contact

Figure 13 — Example of a task description with the elements marked

9.6 Explanations of fields and options

EXplanations of fields and options answer questions such as 'What is this for?', 'What can | do using|this?' and
'What does this mean?' when asking abaut fields or options displayed on the screen.

In¢lude an explanation of what the field is for in all field descriptions. Give other information based gn why the
users need the information, such-as for entry fields, to find out:

¢ | how to enter data, for.example using sliders, buttons, selecting from displayed lists, or typing;
¢ [ what choices are available;

e | what valuessave to be used to select particular choices.

In¢lude thexfull range of options.

NOQTE This can depend upon the type of documentatlon For guldance documentation and tutorials,| it may be

For conditional fields, that is, fields that depend on the context or on the settings of other fields, explain what
options are available in the current context. Explain all the options and the conditions that apply or include
only the available options.

Explain what the information displayed in a field means. Give the meaning of the displayed value; where
appropriate explain how this value relates to other possible values.
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9.7 Names and uses of user interface options

9.7.1 Names

Reinforce the meanings of icons or codes by providing a method for displaying their names. Provide the name
only, such as 'commit order' or 'display empty form', using the same types of names as would be used on a

menu.

For icons, display the name:

e permanently next to (above, below or to the side of) the icon; both the name and the icon should be active,
or

e tempdrarily when the user needs it, for example, in a help status line or in a bubble.

See also the guidelines in 9.17.3.

If the namles of functions and controls are given different grammatical forms, make it clear’'to users what egch

one is for| For example, one set of functions could have names 'New order', 'Commit order’, 'Cancel ord¢r’,

'Add item’[ 'Unit price'.

If a user ¢an see the names of user interface elements on the screen, provide names for all such elements,

not just sgme of them.

9.7.2 Usdes

Users maly need to find out what the elements of the user interface do. Give such information as a single

clause us|ng an active construction and starting with a verb,>for example 'commits the order to the masfer

orders file[ready for picking' or 'displays a new empty deposit form'.

If a user cpn see details of what user interface objects,are used for, describe all such objects.

9.8 Degcriptions of application functions

Applicatiop functions are the parts of thetapplication providing facilities for users to carry out their tasks. They

include the modules, transactions, screens, dialogue boxes, commands and their equivalents.

Function descriptions answer questions such as 'What is it?', 'What does it do?' and 'What can | use it for?".

Figures 14 and 15 are examplés of function descriptions.

For descr|ptions of application functions, determine whether or not users will be able to see the application

screen at fhe same(ime as the on-screen documentation. See also 9.16.2 on the use of windows.

Provide a

function description for each particular type of function, for example, commands or dialogue boxé

giving one

foryeach function of that type.

Because of the widely differing nature of application functions, there are no general rules about what should or
should not be included. However, the following guidance may be helpful.

e Use the function name as a main heading or the title of the information window.

¢ Include a short statement of the purpose of the function at the very beginning, to help users discover

wheth

er this is the function they are interested in.

e Explain the contexts in which the function can and cannot be used.

e Describe what users can achieve when using the function.
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e |If users need to understand how the application works to decide whether or how to use the function,

include this information.

e For functions of similar types, subdivide the information in the same way for each and use the same set of

headings.

Provide a way of finding other information related to the functions, either allowing links directly to it, if such
facilities are available, or explaining where users should look to find it. For example, include references to
tasks using the functions or to relevant parts of an on-screen tutorial. If direct links are available, present them

consistently, for example, always at the beginning of the topic or always at the end.

In|descriptions of application functions, avoid:
e | general usage instructions, such as how to use the user interface;
¢ | explanations of general terms.

NOTE 1 Restrict this information to the general sections of the documentation, to enable users to concen
spgcific functions.

NQTE 2 If users might need this information, provide a method of accessing.it;"such as a reference to whe
foynd (for example in a glossary) or the option to display it temporarily.

What is NIGEL?

NIGEL (Network-Integrated Graphical Entities Locator)

is a sales and candidate tracking system. It allows you

to:

o create recordsforclients and potential clients

« record who'works for each client (‘contacts’)

o setupteminders for calling each contact

o ¢ _record details of candidates

e = record details of conversations with clients

NIGEL links with OPSYS, and in particular with the job

numbering and job tracking features of OPSYS. NIGEL
also tracks sales statistics, and provides regular reports
on sales activity.

See also:

OPSYS overview

NIGEL menu structure

rate on the

re it can be

Figure 14 — Example function description for a product module
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acos

Syntax

acos(x)

Result
An anglel A in radians, in the range 0 < =A <= 11
If x is ouf of range, ERR is displayed
Examplgs
acos(0.5) returns 1.047 (11/3 radians)
acos(-1) returns 3.142 (11 radians)

Related functions

To convért radians to degrees: rad2deg

To find the cosine of an angle: cos

Figure 15 — Example function description for a spreadsheet function

9.9 Infgrmation messages

9.9.1 Fdrmat
When a condition occurs or when it(is,possible to avoid an impending condition, display a message to:

e advisg users in advance, fo-help them avoid the condition, and before the user or the system has to cafry
out the action to which it-applies.

e give cprrective action information to help users avoid, or recover from, the condition.

Write infofmationsmessage text clearly and concisely in terms that the user will understand.

e State what the condition is.

e State the consequences to the user, equipment, software, data or service.

For important information affecting security or safety, use different types of messages. Decide for each
message what its purpose is, and select an appropriate writing style. The following different types of message
may be needed:

¢ information message;

e attention message, drawing the user's attention to something;

e action message, requiring the user to take some action.
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has been created, there is little value in emphasising this with a message.

Do not issue messages at random: they can annoy the user. For example, if it is really obvious that a record

Avoid the use of technical jargon and system-oriented information. Use no more lines of lines of text than are
necessary.

Refer to established platform and operating system information messages in order to avoid giving conflicting
advice and the possibility of taking on the overall responsibility for the total system rather than just the
software application information messages.

Re

If

dig

Pr

Pr

Us

ally indicates the type of message being presented.

b not use established safety symbols that’are used to warn users of potential physical dangs
eatening situations, where none exists,\no matter how severe the consequences to the user, e.g.
ta.

fer to the operating system_user interface guidelines for further information on secondary win
ggestions for textual presentation.

he information in the Message may affect the user's decision about whether or not to carry out
play the message atthe point where the decision is being made.

bsent messages.that apply generally to a topic or section at the beginning of the topic or section.
ccede a.message by a suitable word, such as 'Note' or 'Information’.

e the following guidelines when constructing information messages.

ion on the
cation can
messages

nventions,

a specific
hformation

sults of a
nform the
te symbol

rs or life-
erasure of

dows and

an action,

©lI

Use complete sentences.

Do not use abbreviated forms of words or terms. Contractions may slow comprehension, es
technical messages.

pecially in

State the condition, its probable cause, and the action the user can take, no matter how obvious the

solution.

Make messages specific. Avoid combining more than two or three conditions in a single message. For
example, if an action cannot be performed for several reasons, present a specific message for each

reason.
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Try to
e Avoid

e Descr

offer the user "Yes" or "No" as the choice of response to the message content.
referring to assistance that may not be available to the user.

ibe the effect of the user's choice of action.

e Avoid multiple step solutions. If multiple steps are unavoidable, provide separate instructions, or add a
Help button to display an appropriate window. Always present the steps in the correct sequence.

e Present only as much information to the user as is necessary to understand the message. The information

shouldl be sufficient to allow an advanced user or support person to help to diagnose the condition. Us¢ a

‘contel

9.9.2.2

Xt sensitive’ help button to display an appropriate Topic.

Terminology

Use only terminology that the user will understand.

e Be copnsistent with words and phrasing for similar conditions. Provide guidance t6product developers|to
ensure consistent and correct terminology in the product interface, messages and\documentation.
¢ Avoid|phrases that ‘blame’ the user or imply user error.
¢ Do not imply that the application or hardware can think or feel.
¢ Avoid|the use of the word ‘please’.
D.6.12 prqvides further guidance on writing techniques.
9.10 Defiinitions of terms
Definitiong of terms answer the user’s questions, such as ‘What does this mean? and ‘What is that?’. An
example i$ given in Figure 16.
Contact
A person recorded in NIGEL who is @ssociated with a client (parent company). Compare with candidate.
Figure 16 — Example of a definition of a term
Assess which terms the,‘user will already be familiar with, and the possible meanings the user is likely|to
attach to [them. Then.prepare a list of the terms for which definitions are to be included. D.4 provides
guidelineq on choice of terms. If there is any doubt about whether a term should be defined, include it.

Distinguis

h between those terms used when applying the software, and the specialist terms used within the

appIicationp itself. For example, if some specialist term is used as the name of a field, make it clear wh

ch

meaning or the term Is Intended each tme It 1S used.

It is preferable to collect all the terms with their definitions in a separate chapter, e.g. a glossary. If the
definition of a term is also embedded in the text, the definition should be identical in all positions where it

appears.

When defining terms, ensure that no jargon or colloquialisms are used in the definitions. Keep definitions
simple. Also remember that the readers may not be reading the documentation in their native language.

See 4.2.9

66

for guidance on the translation of terms and their definitions.
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If it is necessary for the users to understand some terms before using the documentation, advise them where
they can find this information, e.g. a Glossary, or Terms and Definitions, or Terminology.

9.11 Concepts

Because the content of concepts differs according to what users may need or want information about, it is not
possible to give specific guidance. However, follow these principles.

e Give each concept item a title or heading indicating clearly what it covers.

o | If a concept makes reference to particular functions of the product, or specific tasks, allow userg to link to
information about those functions or tasks.

Ar} example is given in Figure 17.

Formula

examples

You can use a formula to carry out calculations on values,
much as a calculator does, and put the result into acells

The values used in formulae can be:
o numbers that you type in
« numbers held in other cells, givenby.cell references

« numbers worked out using funetions provided by the
system

You specify the calculations Using operators, such as + - */
Whenever you change-any of the values in cells used in a
formula, the program’ automatically updates the result of the
formula.

See also

List of\functions

Manual recalculation mode

Figure 17 — Example of a concept

9.12 Exploitation information

THere are-three types of exploitation information:

H-< 3 'H . + £ laoutth £, tH i ad . L tH HN | + |5 H

L] mmurTimraluurt aAvuUutl T1UVY U UI\'JIUIL e TuriouvilITo VIUVIUUU Lly uaure GPHIIUGLIUII, HUOOIUI’ WU Aaulinoeve uumphcated,
unusual or expert effects, or to use a range of different features in combination. Examples of this type of
exploitation information include:

hints and tips;

explanations of how functions can be used together to produce particular types of results;

e customising information, explaining how users can adapt the supplied application to suit their own needs,
for example, to alter algorithms used for some calculations;
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¢ information about the application area that will enhance the user's knowledge and hence lead the user to
exploit the functions of the application. Figure 18 shows how links can direct the user to such information.

Base decisions about which types of exploitation information to use on the results of the analysis phase.

Sample menu of exploitation information |_ (O] %]
File Edit View Go Help
' Web address: |FCD£exampIes!TMPegcq4I1 wub.htm j @]
Courses Groups and events
Beginners courses National clubs
Advanced courses Local groups
Specialist workshops National events

Local events

Teaching texts Reference books
Design Design
Working techniques Working techniques

Design hibraries

|Document: =] _/\i__( 7 | 4

Figure 18 — Example of links to information about the application area

9.13 Frequently asked questions

Produce 4 library of the types of questions users want-forask about an application; this will reduce the amouint
of supporf needed for the product.

Group thg information conveniently, so that users can find the topics they are interested in, without having|to
look at a| number of irrelevant questions.\Eor example, group questions according to which part of the
application they apply to, or to the types of task the users will be carrying out.

Answer qlestions specifically and(comprehensively or give access to, or references to, all the information

users neefd. For example, rather/than instructing users to 'reset the printer page size', tell users which function
they need|to use and what details'they need to change, or give a link to the appropriate task topic.

9.14 User-supplied content

If the technology allows, and if the analysis shows that there is a need, give a user facilities for adding their
own information_t0 the existing on-screen documentation. The facilities provided could range from adding
simple anpotations to existing text and adding new fragments or topics, to linking to the user's own on-screen
informatiop‘systems or documents (see also 9.15.14).

For networked systems used by several users, there may be different categories of user-supplied content,
such as:

e global, which can be seen by all users;
e group, which can be seen by specific groups of users;

e local, which can be seen only by the user supplying it.
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In all cases, ensure that:
e the user cannot delete information that others might need;
e mistakes can be corrected;

e the original information can be restored as supplied.

Pay attention to what will happen to the user-supplied information when the system is updated. Since it is not
known whether this information will still apply to the new version of the product, it is not likely to be helpful to

prfvide an automatic method for Incorporating this Information INto the New version of the supplied
dgcumentation. Leave this to the discretion of the user organisation.

If facilities are to be provided for users to add their own content and the technology being-uséd msg

will lose that information when a new version of the application is installed, warn users of this beforg
tofadd their information.

9.15 Navigation

NQTE In this International Standard the term "navigation" is used within the gontext of on-screen documer
Sde 2.37.

9.15.1 Introduction

Ugers usually see each topic in isolation; so, when a topic is\displayed, give users a route to find ou
example:

o | alower level of detail on the same topic (such as’explanations of individual fields or values);
e | ahigher level of detail (such as an overview of'this type of function or display);

e | procedural information (how to...);

e | other relevant topics;

¢ | immediate access to a table of contents, an index or a glossary.

Coansider the following features where the technology is available:

¢ | move to other items of information, possibly because the current one is not the one the user
because the.ser now needs to see different information (see 9.15.9);

¢ | obtain elarification or amplification of some of the current information (see 9.15.10);

o | browse through a large amount of information, possibly to see what information is available or tq
subjects are covered (see 9.15.11);

on-screen

ans users
they start

tation only.

more, for

needs or

see what

e go through a complete set of topics from beginning to end (see 9.15.12);
¢ exit from the documentation (see 9.15.13).

There are guidelines in 9.15.14 about linking to users' own annotations or documentation.

When some information consists of a collection of topics, follow the guidance in 9.15.15 about the size of

topics.
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Apply to the navigation features the conventions that are used for the documentation, as described in 4.2.13.
If the application's conventions are being followed, then, where similar navigation functions are needed, use
similar navigation mechanisms.

Consider the following general principles when deciding what navigation features to provide.

e Make navigation easy to use, understand and remember; do not provide too many different methods

which

may confuse users.

e Use methods of navigation consistently, so users can achieve the same effects in different situations with

the s

me actons.

¢ Makelthe structure of the documentation very clear, so users do not become disoriented.

9.15.2 Ac

Make the

cessing on-screen information

different methods for users to access on-screen information appropriate for the different types

informatiop. Consider the context of use (see 6.3.2) to determine the best methods of access.

Select a spitable, consistent access method from those available with the technolegy/being used.

Consider gontext-sensitivity for information about:

the cu

the cu

the cu

the cu

e ause

If it is not
and provig

If the infor

rrent field;

rrent task;

rrent application function (such as a dialogue box, a.fransaction or a command);
rrent message;

interface object.

e facilities for the user to choose other information.

Mmation is context-sensitive:

o display any item specific to:the context;

o display the relevant information at the top of the information area so it is the first information users see

the re

nuired information is a piece of some longer topic.

Table 3 prjovidesssome examples of access methods that may be suitable for different types of information.

70

of

possible to determine the context.the user requires help with, select one of the above for display,

, if
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Table 3 — Examples of access methods

Types of information Access method
Task description for the current task. Press a special key.
Function description for the current function. Click on a help button or icon.

Explanation of the current message.

Names of icons. Position the pointer over an object on the scregn.

Uses of icons. Select an object on the screen, for example highlight,
click on or touch the object, using adifferent technique

Uses of fields. from that for activating the object,

Definitions of terms.

Hrocess descriptions. Choose from a menu (s€e"9.15.3.1)
Concepts.
Hxploitation information. Find from a contents list (see 9.15.3.2)

Hrequently asked questions.
Qverview of the application. Find from an index (see 9.15.3.3)

Qverview of the documentation.

mstructions for using on-screen information,

Hree-standing on-screen book.

9.15.3 Finding the right information - linking information in on-screen documentation

NQTE The analysis,and/design phases will have set usability goals for speed and ease of access, for example, to be
able to find the right information within a certain amount of time or using a certain number of steps (see 5.4).

9.15.3.1 Menus

Méenus allowvUsers to select the item of on-screen information they wish to see. Menus normally display only
one or two levels at a time from a hierarchic structure. An example of a menu allowing userg to select
exploitation information is shown in Figure 19.
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Cross Stitch Design Lessons

&3 Stitches, how to design for and stitch them

Choosing fabrics and threads

Drawing designs

LIging scanned pictures in desions

Lsing the design librany

2 8 B B &

Printing designs as chars

Figure 19 — Example of a text menu
A menu i$ usually displayed in the information window or frame and is replaced by a topic when the user
selects orje of the entries. For example, if it is not possible to predict what sort of information a user might
want at a [particular stage, present the user with a menu allowing them t6 choose the information they want.
When they make their choice, the requested information is displayed.in place of the menu.

Present menus as:

e alist gr set of lists;

e adiagram illustrating the different levels or types(of information;

e a pictlire of some object, such as a screen.@r’a map.

If a menu uses icons and text, make an icon-and the corresponding text active together.
Allow usefs to select the level or topicthey wish to view directly from the displayed menu.
The namg¢s used in menus_need to indicate clearly what information can be obtained using each enfry.
Consider giving a brief deseription of each entry in a menu on the menu display. Do not mix menus and
informatiop. (For details of including hypertext links to other topics, see 9.15.9.)
In a hierafchy of menus, decide on the number of entries to show at each menu level and the number of levels
of menu. To reduce the number of levels offer more choices at each level. Group large numbers of entries|at

one level,|so users do not have to scan long lists of entries. If performance times may be a problem, display
several leyels,at once on each menu.

9.15.3.2 Contents lists

A contents list is usually displayed in its own navigator window, or as a separate frame in the documentation
window. The contents list usually remains displayed while the user is selecting and reading topics in the topic
window or frame, until the user chooses to close it. A contents list often shows the structure of the information
using, for example, a tree structure.

Provide contents lists for on-screen books, such as those that give users additional guidance on using the
product. Also consider providing contents lists for on-line help systems where the set of topics can be viewed
as a hierarchical structure. Contents lists help users find the information they need while understanding the
structure of the information available.
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Allow users to expand and contract the different levels in the structure, to see different levels of an outline.
Provide a way to access the information contained in the documentation described by the contents list directly
from the list.

Use headings that indicate clearly what information is contained in each section.

Consider using icons to indicate the different types of information contained in different sections of the
documentation, or to indicate different statuses. Make both the icon and the associated text active, not just the
icon.

Figure20-showsamexampteof acontentstistrparttyexpanded—

- Drawing shapes

B Adding text

- MHavigating and selecting shapes
- Selecting sections

B+ Outlining and filling \
EH;E Moving and copying

- [E] About moving and copying

- [ Moving by dragging

Moving using the kevhoard

- [E] Copying by dragging

Copwing using the keyboard

- Rotating sections

- [2] Ahout rotating

- [2] Rotating 3 skape

6§ Resizing secfians

Figure 20 — Example of a contents list

9.15.3.3 Indexes

Prpvide an index for on-sereen books, such as those that give users additional guidance on using the product.
Also consider providing.an index for on-line help systems where the user may want to find topigs about a
particular subject. Provide indexes where users may not know exactly what vocabulary to use to identify topics
toflook at.

Allow usersto\réquest topics using alternative vocabulary from that used in the on-screen documentation. To
determine the' different terms users might choose, consider why they might want to look up the topics.

ake clear reference, for example, whether or not

for each entry what type of infor

mation is provided at each

Provide simple methods to select topics from an index.

9.15.3.4 Searches

If the user will be able to search for information, determine the types of searches to be provided, based on the
methods it is expected that users would use when looking for information.

Searches may not be appropriate for novice users; give novice users another method of finding information.
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Design search methods carefully. Make the complexity of the user facilities for specifying search terms and
conditions appropriate for the audience. Avoid complex interfaces for searches and complex search
mechanisms of the types often used by librarians and researchers (which allow flexible searches for
complicated combinations of words and phrases).

Find out, preferably directly from users, what terms users are likely to use when searching for information, and
what types of information they are likely to want to search for, and include corresponding search facilities.

Ensure that the cursor is in the search text box so that the user can begin typing the search criteria without
first having to place the cursor in the box.

Avoid the

e searc
needsg

e searc

following:

h mechanisms that find every occurrence of a word; some selection of the set of subjectsifound
d;

hes that provide only the same information as would be contained in a menu, a table of contents
ex.

User-defined navigation
5sible, provide facilities for:
ng the level of information displayed, if there are different levels available;

details of the current context, so it can be restored. For.example, if several tasks are needed for
y, let the user quit the activity part way through, and return later;

hg sections of the on-screen documentation so that the user can go straight to those sections.

owing what the current information is

ous to the user the subject of the displayed information and what type of information it is.

llowing techniques; select at least.one method for each type of item.

y the information on or close-to an object, for example, next to or beneath an icon or screen field.

y a title in the infornation window identifying an application function, such as the name of
ue box or a command.

ne first heading in the text to explain the type of information. For example, task descriptions G
neadings¢Such as 'How to' or 'Instructions'. Where possible, give the name of the task, including
lion of the process and the task within the process that the instructions apply to.

S

or

an ind
9.15.3.5
Where po
e choos
e saving
activit
e labelli
9.15.4 K
Make obv
Use the fqg
e Displg
e Displg
dialog
e Uset
have
indica
e Used

fferent symbols to distinguish between different types of information.

When deciding which method to use, take account of the types of question that may have caused users to
look at the on-screen documentation. Where possible, use titles and headings to indicate what questions will
be answered.
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9.15.5 Knowing the current position within a topic

If a topic is longer than can be viewed in a single window, give the user a clear way of knowing where they are
within the topic. Apply the following techniques where appropriate; use at least one method for each such
topic.

e Structure topics of the same type in the same way, so the user knows where to look for certain types of
information. For example, give task descriptions headings such as 'Purpose’, 'Instructions’, 'Examples' and
'Related tasks'.

¢ | Number the headings so that the user is given a view of their place within the structure, rather.than simply
a measure of how far they have moved through the total amount of information.

e | Use scroll bars or other indicators, such as section numbers and end markers, to show the user [how close
they are to the end of the information (particularly helpful for sets of instructions).

¢ | If none of the above devices is available, consider splitting the topic into smaller topics to be vlewed one
after the other. Use menus to show the full set of topics and use markers tg,show which topics have been
viewed already.

Alyays make it clear if there is more information to follow and how to access it.

9.15.6 Finding the same information again

Allow for the user's need to return to information they found before, either in the current dialogue or later in the
present session or in another session.

Cantext-sensitive information can always be found again, by returning to the same context. But thi$ may rely
on the user remembering a sequence of actions.

In[other cases, for going back to the same information in the current dialogue:

e | provide a navigation control for returhing to the previous topic;

o | let the user return to any topies they have seen during the current dialogue.
Cansider these other techniques for enabling users to find the same topics again.

¢ | Maintain a cumulative list of what topics the user has looked at either in this session or if this and
previous sessions,and allow them to select topics from this list.

¢ | Allow the user to mark places they may want to return to; make bookmarks or other markers vgry easy to
find.

¢ | Make the structure clear so the same paths can be followed again.

e  ANnotate a menu 10 show wnich topics the user has Iooked at.

Whatever techniques are used, make them consistent and easy to use. For example, if a list is being
maintained, provide the same method for the user to access this list wherever it is available.

9.15.7 Switching between the application and the documentation
If the user needs information to be available while they are using the application, but there are no facilities

available for displaying the two at the same time, provide a fast, easy-to-use (and easy-to-remember) method
for users to switch between the two.
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When switching between the application and the information, do not let the user lose their place in either.

9.15.8 Printing information

Enable the user to print out some of the on-screen information, selecting for themselves how much
information to print. Enable them to print:

¢ the current topic;

e asingle illustration;

e aset ¢f topics;
e aglossary, if there is one;

e quick freference information, however it is provided on the screen, unless an equivalent.printed document
is proyided.

NOTE Users do not normally need to print out fragments of on-screen information (sueh, as those used to give the
names of igons).

9.15.9 Moving to a different topic

If the usernis allowed to move from one topic to another, make it clear:
e what they have to do to move;

e what the effect will be.

In particular, make it clear whether the new information*will be displayed as well as or instead of the current
informatioh.

This subclause describes the situation where the-new information will replace the current information (referred
to as linking). For situations where the new information is displayed in addition to the current information (see
9.15.10).

Where pogsible, provide in a consistent'way links:

e back fo the previous topicthe-User viewed, if any;

back fo the beginning, or top-level menu or contents list;

up a l¢vel in a_hierarchic structure;

o forward telarelated topic;

forward To the next topic in a sequence (see 9.15.17).

If facilities are provided to link to topics in different parts of the hierarchy, give the user some way of
understanding where they are in the hierarchy after the link. For example, in the topic heading include words
or a diagram explaining where it belongs in the structure, or highlight the new position in a contents list.

If facilities are provided for the user to link by selecting active text, distinguish this text from the surrounding
text and from active text used to obtain clarification. Collect such elements together at the beginnings or ends
of topics under headings such as 'Related topics' or 'See also’.

Provide a method for returning to the original topic (see 9.15.6).
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9.15.10 Obtaining clarification or amplification of current information

If the user needs more explanation about some information, such as a definition of a term, amplification of
some text or some part of a picture, then provide a mechanism for displaying the information temporarily, or
give users details of where the information can be found, for example, in an independent glossary of terms.
Avoid causing the user to link out of the current topic to see the extra information when it is only amplification

of something within the current topic. If they do need to link, provide a simple method to return to the current
topic (see 9.15.6).

Make—the—method—provided—for—disptaying—the—extra—information—cteartydifferent-from—the—method used for

linking to a completely different topic, otherwise the user may confuse the two.

9.15.11 Browsing through information

Prpvide several navigation aids for general information that the user may want to brewse through, perhaps to
ledrn about new subjects, perhaps simply to see what information is available.

¢ | Display the hierarchic structure of the information and allow users to select\paths through it (see(9.15.4).
¢ | Provide a default path through the topics (see 9.15.12).

¢ | In each topic include details of related topics (see 9.15.9).
e | Provide an index (see 9.15.3.3).

e | Allow searches (see 9.15.3.4).

9.15.12 Viewing topics in sequence

If {here is a natural sequence for some groups)of topics (a browse sequence), provide a method for the user to
vigw the topics in sequence both forwardsand backwards.

If {he method provided requires the Usér to use particular key combinations to move forwards and backwards,
digplay these on the screen.

In[such sequences, clearly indieate to the user when they have reached the end of the sequence, fof example,

by] de-emphasising or dimming the 'Next' or 'Previous' control, or including a marker at the gnd of the
seguence. Consider showing the start of a sequence.

9.15.13 Exiting from the on-screen documentation

Prpvide a simple method of exiting from the on-screen documentation, unless there is a standard method
used by the*operating system or the product suite.

M:er the exit method the same for all information of the same type.

9.15.14 Finding user-supplied information

If facilities are available for allowing the user to annotate the supplied information:
e make the method for adding the annotations clear and simple;

e make the annotations easy to find.

Display at least one of the following at the place where the user added the annotation: the annotation itself, an
icon or a signpost.

© ISO/IEC 2004 — All rights reserved 77


https://standardsiso.com/api/?name=43070f20eb7cacbba67c805b0203ba08

ISO/IEC 18019:2004(E)

If the annotation is displayed, distinguish it from other information. For example, if it is text, highlight it in a
different way from other text or enclose it in special symbols (see 9.16.5.6).

Make the meanings of icons clear.

Make the meaning of a signpost and the method of accessing the annotation clear.

9.15.15 Sizes of topics and fragments

Determine the sizes of individual topics or fragments delivered to users by the needs of the users, not by the
tools being used.

When dediding the sizes of topics, consider:

e how much information the user can see at once, without scrolling through it;

e how much information the user actually needs, as opposed to how much information there is available;

e what |nformation the user might want, rather than need, which might lead to-topic design where some
information is always displayed, and the availability of additional information‘is’ indicated so those who

want i can ask for it;

e how much information the user is likely to be able to absorb, taking intdo account the urgency of the need
for he|p;

e how many extra navigation steps the user would have to take.f all the information were not supplied|in

one place.

Where pofssible, make the whole of each topic visible at-Gnce. Where this is not possible, provide a way|of
scrolling gr paging and make it clear how far through thé.jrformation the user has moved (see 9.15.5).

Make the| design flexible so it can adapt easily, to a change in the volume of information resulting from
amendment or updating, or through translation.into another language.

9.16 Pressentation

9.16.1 Infroduction

NOTE 1 ISO 9241-12 gives deétailed guidance on presenting information on a screen.

NOTE 2 | In several places, there is advice on spacing of text, character size and line length. For the background to this

advice, seq reference 16.in the bibliography.
Give on-sgreen decumentation the 'look and feel' of one of the following:

e the agplieation;

e other products in the same suite;
o the operating system;
e other on-screen documentation with which users may be familiar.

Make it clear to users when they are viewing the application and when they are viewing on-screen
documentation. Use methods such as:

o adifferent style of window;
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e Clear titles;

o different colours (but see 9.16.4).
9.16.2 Windowing

9.16.2.1 Relationship of information displays to the application's displays

Apply the analysis of user needs to design how documentation windows are positioned in relation to the
application (qpp 53 9)

If jnformation is needed all the time, do not allow it to disappear when the user presses a-key |or selects
another window.

If [(nformation is needed only temporarily, remove it when the user takes the next action with the application,
sol that the user does not have to take any special steps to remove it. For example, use a pop-up window or a
ling of text in a standard position.

Present information that is needed at the same time as the application interface in at least one of th¢ following
ways:

¢ | provide the information on the application screens, instead of as documentation;
¢ | display the information and the application so both are visible;

e | provide a simple method of switching between the two;

e | provide the information in printed documents.

9.16.2.2 Arrangement of windows

9.16.2.2.1 Introduction

When several windows are to be visible on screen at the same time ensure that:

¢ | the information in each-window follows the guidelines on the size and layout of text and illugtrations in
9.16.5 and 9.18;

e | users can see a-meaningful amount of information in each window;

e | the title of eaeh’window is clearly visible.

9.16.2.2.2Default window sizes and arrangement

UgeZa,fixed arrangement of windows only if it is known exactly how many windows users will need gt one time
ard—mﬂbmﬁfﬁpe—vﬁﬁmaﬁmmkhmrmdrmm-wﬁ-be-mw f f f f f i i —Otherwise,

design a flexible arrangement whereby:

e the system determines a default placement of each window;
e users can override the default placement and sizes of windows and choose their own arrangement.
Apply a default size and placement of windows so that users do not have to move or resize the windows to

see the information they need or to carry on working with the application if necessary. Do not obscure
information such as navigation controls.
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9.16.2.2.3

Arrangement of windows

Where possible, allow users to define their own arrangement of windows.

Consider the following arrangements of windows on a single screen:

e tiled, in which the windows are arranged so that they appear side-by-side;

e overlapping, when:

o thd
e thg
of

o thg
A simple ¢

NOTE

number and sizes of windows to be displayed at different times varies;

resolution of the display screen is so low that users would not be able to view meaningfuhamou
nformation in tiled windows;

overlapped areas are not needed.
xample of overlapping windows is shown in Figure 21.

This arrangement is sometimes referred to as “cascading”.

9.16.3 Layout and grids

9.16.3.1

Grids

nts

Draw a gifid for each type of on-screen documentation window to.show how all the elements required in the

window w

Il be positioned. Take into account:

e any title of the topic;

e windo

w controls (such as close window);

e navigation controls (such as scroll bars);

e inform
e blank
e non-s

ation area;
space;

crolling and scrolling-areas;

e signpo¢sts indicating-where the current information is within the topic;

e placement of annotations;

e positid

ning.of illustrations.

If users can resize windows, allow for this in the design; plan what will happen to the following when the

window is

resized:

¢ information area;

e size of text and illustrations;

e non-scrolling areas.

Test samples of screen layouts in user tests.
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Figure 21 shows an example grid for a help system navigator and a topic window.
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Figure 21 — Example grid for a help system navigator and a topic window
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Use generous spacing for large amounts of continuous text.

In general, present text in a single column. Avoid long lines of text in the default window size. See 9.16.5.3 for
additional guidelines. If continuous text is presented in tables, ensure that the columns are not excessively
narrow, because the sentences will be difficult to read.

NOTE

For the English language, 60 characters is the recommended maximum line length [18].

Design the information area to allow users to scroll vertically through information too long to fit all at once. Do
not make users scroll horizontally to see the whole width of text or illustrations. Make text wrap round within

the text area.
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When users scroll vertically through information in the information area, allow scrolling in single units and
multiple units clear to the user, for example, a line at a time and a complete window at a time. Ideally, keep
visible the title of the information.

When displaying a web browser window of information, predefine the chrome to avoid unnecessary window
controls.

9.16.3.3 Placement of illustrations

Specify in the window grid how illustrations should be placed within the information area. Display in a
consistenf way illusirations of the same type, serving the same type of user need. Follow the guidelings]in
9.18.

9.16.3.4 |Blank space

Clearly separate the elements presented in a window. Use space rather than drawn lines or,other devices that
distract and give the window a uniform appearance, making it more difficult to identify the separate elements
(see also P.16.3.2).

NOTE Blank space is also referred to as "white" space.

9.16.3.5 |Title and path

Display a|consistently positioned title in each window that contains more than a simple name. (Do not it
fragments| of information such as names of icons.)

e

Where usgrs move between topics, indicate where the current topic fits into the total structure; allow for thig in

the grid.

If the infoqmation area is a scrolling area, maintain the display of the title when the text scrolls.

9.16.3.6 |Navigation controls

Use consigtently named and placed navigatien’controls on all displays of the same type.
9.16.3.7 |Non-scrolling areas

If possible, display the following inja non-scrolling area:

e topic tjitle (in a web browser window this can be displayed in the title bar);

e navigation controls~for moving to other topics (in a web browser navigation these can be displayed in} a
non-sgrollable.frame or as selected browser chrome);

e ‘relatgd topics' or 'examples' sections giving access to other topics.

9.16.4 Colour

9.16.4.1 Use of colour

Consider specialist advice about the use of colour both on paper and on a screen from, for example, a
usability expert. Consider specialist advice about the production of colour for use on paper from a publishing
house or printing organisation and for use on a screen from a technical expert.

Do not use colour alone to convey meaning. Where appropriate, use colour for illustrations but, where
possible, use also devices such as different types of hatching or shading patterns.
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Use colour only to guide the user, for example, to emphasise certain text or graphics, or link related elements.
Do not use colour arbitrarily.

When using colour, follow these guidelines.

Consider the effect of the use of colour on a colour-blind reader.

Do not refer to the names of the colours on the screen; some users may be colour blind, have a

monochrome screen, or have selected a personalised colour combination.

9.

Al

the user requests another change. Allow users the option to restore the system defaults.

9.

Us
co
sa

.16.4.4 Background and foreground colours

For embedded Information, check, and provide advice regarding, the colour paleties available on the

user's display devices. Might some or all users have only monochrome displays? What range
will be available? Choose a colour scheme and palette that is suitable for all the users.

Where consistency of colour is important between the embedded and printed documéntation,
proposed colours thoroughly.

Test which colours and combinations of colours reproduce or display best,and are least likely
confusion, especially with colour-blind users.

Consider cultural interpretation and usage of colours.

Colour printing can be expensive. Verify cost estimates for reproduction with printing organisati
making a decision.

Choose a printing method capable of handling colour.~Consistent reproduction of colour can k
some methods distort colour more than others.

Be aware of how the colours will appear when the content is printed on colour and monochrome

6.4.2 Customisable colours

ow the user to alter the default background and foreground colours. Maintain the user's preferg

6.4.3 Colour palette

e only colours from the -standard palette of the documentation delivery tool (if there is one),
ours correctly on users' screens. (Avoid different palettes; the user may not be able to display th
me time.)

e solid colour for background or to fill areas of the display. Avoid colour causing patterned effe
reen. Select a neutral background colour because the perceptibility of objects depends on b

of colours

check the

to cause

bns before

e difficult;

printers.

nces until

to display
em at the

cts on the
hckground

our: Take care when placing coloured objects on a non-white background.

For international audiences, consider the cultural connotations of different colour combinations.

9.16.4.5 Design in monochrome

Check how the documentation will appear on a monochrome display to ensure that they will achieve the
required effects when displayed in monochrome or are viewed by people who are colour-blind.
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9.16.4.6 Number of colours
Colours can easily distract the user's attention from the working context and may therefore decrease the

user's performance. Two or three colours are usually sufficient. Start with a monochrome design and add
colour where it provides additional emphasis to the other coding techniques being used.

9.16.5 Presentation of text

NOTE This clause provides guidelines for many aspects of the presentation of text; some of these aspects may
already be dictated by the presentation technology or overriding corporate style guide.

9.16.5.1 |Typefaces and sizes

Use typefaces that are readily available for the planned presentation technology or reproduction‘method.
Before stgrting work on a project, check that the selected typefaces provide all the special characters that gre
needed. Do not use typefaces in which the lower-case L, the upper-case | and the/fniumeral 1 gre
indistinguishable.

=4

When sel¢cting typefaces and sizes to use for on-screen documentation, take into acceunt:
o the rapge of different display screens that will be used;

e the raphge of typefaces and sizes that users' systems will have available; try to use, or take account of, the
default type fonts installed on computers;

NOTE| The use of fonts which may not be installed on a user’s computer will result in the computer replacing the
font with one of the default fonts.

e the different physical environments in which the documentation will be used;

e translation of the documentation; the required character sets for the required languages need to pe
available;

e the character sizes:

o forlon-screen documentation, select a size that will be displayed clearly on the types of screens that
might be used. At the point of display to users, upper-case letters need to be at least 3 mm high. Po
nof rely on internal settings ‘of/point sizes as the measure of text displayed on the screen; measure the
sizes of displayed text on all types of screens that will be used;

o for| printed documentation select a font with upper-case letters not less than 2,75 mm high and the
helght of a lower=case x (the x-height) not less than 2 mm. This corresponds to a size between 9 pdint
ang 11 point.

Use of nojmore.than three different typefaces and use them consistently.

¢ Headihgs) Use one typeface for headings (see 9.16.5.5).

» Normal text. The typeface can be the same as that used for headings.

e Possibly use a third (perhaps mono-spaced) typeface to represent code and information that users have
to type (see 9.16.5.12 and 9.16.5.13).

e For header and footer information in printed documentation:

e use one of the typefaces used for the text or for headings, to avoid having too many different
typefaces;

e select sizes and weights that take into account how the information will be used.
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9.16.5.2 Use of bold and italic type

The bold and italic forms of the normal text typeface can be used to convey meaning. Also use these forms to
ensure users pay attention to important information when notes, cautions and warnings are not appropriate.

Limit the use of bold to:
e headings (see 9.16.5.5);

e column headings in tables;

o [ titles of illustrations and tables.

Limit the use of italic to:

o | text that users need to type;

e | variables;

¢ | identification of screen elements, in particular, menu items;

¢ | identification of particular words or terms, such as names of fields(on a screen form;
¢ | introduction of new terms;

e | quotations;

¢ [ article and book titles.

NQTE 1 Italic fonts can be difficult to read on a s¢reen. Always check the legibility of planned type fonts 0]
digplays.

NQTE 2  Use bold and italic forms consistently throughout the same document or set of documents.
9.16.5.3 Lines of text

Fdr scripts read from left to right, align the text on the left, but not on the right (ragged right).

NOTE 1 This format js_net used in this International Standard, as it is not a software document, and 1

drafting rules.

Make the spacifig-between lines of text, measured from baseline to baseline, at least one thirtieth
lemgth and af\least twice the x-height. Check this feature; do not assume that automatic settin
satisfactory,\because the x-heights of different typefaces vary quite significantly.

Uge non-breaking spaces when appropriate, for example:

h computer

ollows ISO

of the line
gs will be

The sampling rate is 1
kHz

is not ideal and should use a non-breaking space to give:
The sampling rate is

1 kHz
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For normal text in printed documentation use a maximum line length that has been found suitable for t
language being used.

NOTE 2  For English a suitable maximum is 60 [18].

he

For printed documentation use mixed upper and lower case for text; text in all upper case is difficult to read,

and consequently the user might ignore it.

9.16.5.4 Vertical spacing

Use vertical Spacing above and below headings to indicate the hierarchical structure of the document.

o Except for the first heading on a page or on a screen topic, there should be more space beforefirst le
headings than before second level headings. Likewise, there should be more space before second le
headings than third.

e Separate each heading from its text with vertical space at least the size of the space between paragrap
of tex{.

¢ Run-ip headings and headings with no space below at the lowest level of heading will not stand out.

Select the text line spacing (the "leading") so that lines of text do not appear to'be too close together, but a

el
el

SO

to ensure[that users can easily move from one line to the next. A line spacing of two or three points greater

than the sjze of text is recommended. For example, for 10 point text, select 12 point for line spacing (i.e. 10
12 point).

Separate paragraphs with vertical space. This helps users to see Where one paragraph finishes and the n
one starts| and reduces the density of information. Do not fill:the space between paragraphs with drawn lin
or other presentation features.

NOTE Where there are spaces between paragraphs, it is‘not necessary to indent the first line of a paragraph.
Make the|vertical spacing between paragraphs greater than or equal to half the line spacing of the text

less than pr equal to twice the line spacing, provided the vertical hierarchy of headings and text is maintain
For example, for a line size of 12 points, make’'the space between paragraphs between 6 points and 24 poi

9.16.5.5 [Headings in text

Use differgnt sizes and weights of type for different levels of heading in a sensible hierarchy, limiting their u
Two or thiee different heading styles are enough for most documentation. For example:

e one slyle for a topic_orChapter title;
e one of two styles/for subheadings within a topic or chapter.

Set typogiaphie conventions for different types of heading. Consider:

on

bxt

eS

ut
d.
hts.

be.

e different sizes: limited to two or three different sizes;

e bold and italic: use in combinations to indicate different types of heading (bold adds emphasis; italics

appear lighter than the Roman equivalents);
e colours: use only in conjunction with at least one of the other devices;

e underlining: avoid unless there is no other method available for distinguishing headings, for example
text-only displays.

on

86 © ISO/IEC 2004 — All rights reserved


https://standardsiso.com/api/?name=43070f20eb7cacbba67c805b0203ba08

ISO/IEC 18019:2004(E)

If information is being displayed in topics, each of which fits in one window, use vertical spacing to separate
the headings from the text.

If the user can scroll through text on the screen, consider numbering the headings to provide signposts to

us

ers to indicate the position they have reached within the text.

If the headings indicate a hierarchy, carry out trials to ensure that the different heading styles accurately
represent the different levels of the hierarchy.

When users are reading documentation on the screen, they may have only one level of heading visible at a

tinresotheyarenmotable-todetermine-theposittonrof-the-heading-imrahierarchy—For-thisreasontwp levels of

he
fo

9.

If

TH

Se

ading are normally enough for on-screen documentation: one for the major heading at the top_ \an
headings within a topic.

6.5.6 Highlighting
t is necessary to highlight some text, draw up conventions and apply them consistently.
e following highlighting methods can be used.
Bold: adds emphasis to text and attracts the reader's attention;
Italics: can be difficult to read in large amounts and in some typefaces; use only for small amoun

Underlining: avoid if possible, but if different types of underlining are used for highlighting text, fg
for active text and for new terms, make the different types*of underlining immediately distinguish

Enclosing text in special characters: use square_ brackets and braces to enclose special typ
particularly active text;

Colour: do not use colour as the only method of highlighting.
oid using the following to highlight text'unless there is no other method available:
underlining that crosses the descenders of characters;

blinking: do not highlight words by blinking the text itself; if necessary, display a marker next
and make the marker-blink;

upper-case lettersiuse according to the guidance in D.6.11; do not use upper-case letters for
in particular, aveid long lengths of upper-case only text.

.16.5.7 Lists

t presentation conventions for lists. Decide:

d another

ts of text;

r example
able;

bs of text,

o the text

emphasis,

the number of 1evels: try 10 stay at one level of 1ist; avoid more than two nested levels,

the numbering scheme: set conventions for:

e the numbers or letters to be used for each level;

o whether the numbers or letters are to be followed by, or enclosed by, some characters;

e the characters to be used to introduce bullet list items.

Use numbers only when the sequence of the items in the list matters, for example, to number a set of steps
the user must follow in sequence.
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Avoid Roman numerals because they vary so much in length.

If the bullets are being used as navigation controls, apply the conventions in use for navigation controls. Do
not use bullets larger than the normal text characters.

Decide whether list items can have headings and, if so, how the headings are to be presented.

If a list is too long to be visible all at once on the screen, break it up into separate pieces of text, accessible
using the chosen navigation techniques.

9.16.5.8 [Tabtes
In a table,|put items that are to be read together, close together in rows not in columns.

Separate |items using space. Do not use drawn lines to separate cells that should be read_toegether. See
9.16.3.4 for guidelines on the use of space as a separator.

Remembgr that when the text is translated, the length of the text will change; the translated headings and text
may require more space.

When preparing tables for display on the screen:
o if the Wiser has to scroll through a table, ensure that the headings are always displayed;
e if scrglling to the right is used, keep the left-most column on screef;

e remember that if users resize a window, some text may not be’visible or the alignment of the text in the
columins may be altered.

If there ar¢ problems, consider:
e splitting the table into several smaller tables;

e presenting the table as a series of lists.

9.16.5.9 [Boxes and borders

—

Consider geparating items with space rather than drawn lines. Box text and illustrations if it helps users
distinguish information of particutar types or to keep associated information together.

(0]

Do not us¢ boxes and bordérs only for decoration.

9.16.5.10 | Annotations

If users cgn anpotate text in the on-screen documentation, provide a signpost or icon to identify where the
annotation belongs.

Distinguish the information itself, whether displayed all the time or only when the user asks to see it, from the
supplied text by using a different form of presentation, such as a different typeface, or one of the highlighting
methods in 9.16.5.6.

9.16.5.11 Representing the information displayed by the software application

If all the characters displayed on the screen have the same width (mono-spacing), rather than proportional
spacing, show those characters in the documentation using mono-spacing. For example:

Do you want to continue? For Yes, press Y. For No, press N

Copy text from software dialogues exactly, character for character.
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9.16.5.12 Representing information that users need to type in

Clearly distinguish information users need to type in from other text and information that the software presents.
For example, use mono-spaced bold type.

Present the information users have to type, character by character. Represent general terms for which the
user needs to substitute a value (known as variables) in italic type. If possible, avoid using brackets, braces,
the characters < and >, and single or double quotation marks. Define any formal notation in every document
that uses it, with the exception of [...] for references in a bibliography.

E AI‘V‘IPLE thc fU::UVV;IIy IIIUDanU ;a dlop:aycd UTT t:-lU QUICTCTIT.
Enter first command

Td create the first text record, type the following, substituting the name you wish the record-to have |n place of
regord-name, and then press Enter:

create record-nane

9.16.5.13 Representing individual keyboard keys

In[text, distinguish terms or symbols referring to keyboard keys frotm the same characters usef in other
contexts with a convention such as one of the following.

¢ | Use a special typeface or font, for example, small upper-case letters or bold characters.

e | Use special characters such as < and > to enclose, the term or symbol, but check carefully that those
characters themselves do not need to be represented in the same way; avoid text such ag < > > to
represent the > key or <" > to represent double.guotation marks.

If possible, copy the characters printed on the top of the key exactly.

If gifferent keyboards, with different characters on the key tops, might be used, set conventions for fhe names
of|keys such as Enter, Shift, Tab. Pefine these conventions in every document needing them. [Use them
consistently.

A fonvention is frequently neéded for representing a space character; if so, use a character not used for any
other purpose in either the_documentation or the software. Explain the convention in every docyment that
uses it.

Light characters on”a dark background should be avoided, because they give undue emphagis to the
chiaracters.

Uge pictures of key tops if possible, but if the pictures are larger than the normal text of a document, consider
putting the pictures to the side of the text, in a list or in a table.

9.16.5.14 Variables

Variables represent information for which values have to be substituted. For example, the variable filename
might be used as a general term for which a real filename has to be substituted. Present variables in italic text
(see example in 9.16.5.12).

9.16.5.15 Controls

The presentation of all controls should be designed to the same conventions as the controls for the application
or to the conventions used for the system with which the on-screen documentation is to be consistent.
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The different types of control should be presented in clearly different ways. In particular, active text of different
types should be very clearly distinguished, so that users understand what will happen if they select it. The
following need to be distinguished:

e active text or active areas causing a link to another topic, replacing the current topic;

e active text or active areas causing additional information to be displayed as well as the current topic.

Consider the following methods and select at least one for each type of active text or active area.

e Changeihe shape of the pointer as it moves over the active area.

o Presept the active areas in different ways, using different methods of highlighting or different methods| of
displaling the area.

s Use dffferent icons for the different actions.
9.17 Icops and signposts

9.17.1 When to use icons and signposts
An icon rgpresents an object, action or concept in a smaller area than an.equivalent text label or descriptign.
This savep space in the window, allowing more information to be displayed. Also, appropriate pictures gan
often show the meaning better than many lines of text.

NOTE Users have to interpret and learn the meanings of icons, whereas words are immediately understood. Usgrs
need to legdrn the whole vocabulary of icons used in the software and.inthe documentation. Consequently, users may pot
find icons gs easy to use as words.

A signpost} is simply a piece of text, a symbol or a small\gfaphic signalling a specific place. Use signposts to

e help Users understand where they are in the structure of some information, for example to show th¢m
what level they are at in a hierarchy;

e signalla particular type of information, for example some instructions, a topic or a concept.
Make graphics or symbols self-explanatory within the context in which they are being used.
9.17.2 Ddgsign of icons and sighposts

NOTE ISO/IEC 11581.'addresses the design and presentation of common icons for software interfaces.
9.17.2.1 |General‘guidelines

Use the fdllowing guidelines when designing graphics for use in icons or as signposts.

e An icon should not distract the user's attention, but should be large enough to be selected without
excessive precision with the pointer.

e Use representations of real world objects or actions if possible.
e Emphasise the graphical elements that distinguish this object from other objects.

e Simplify the representation by eliminating or de-emphasising the elements that do not contribute to the
object's identification.
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visual metaphors, scale, orientation, colour and location of graphical components.

e |f the software uses specific symbols or icons:

e use the same symbols or icons in the documentation, so that users have a simple and
method of relating the documentation to the software;

Use a consistent approach when designing and constructing icons and signposts, such as the re-use of

Use as few graphical components as possible; excess detail obstructs recognition and comprehension.

consistent

e do not invent alternative sets of symbols or icons purely for the purposes of the documentatio
e never use different symbols or icons for the same object or function;

e never represent different objects or functions by the same symbol or icon.

e | Seticon and signpost standards for all of the product’s documentation; use them consistently.

o | Do not use text in icons or signposts, unless a translated version ean*be substituted whe
language is used.

9.17.2.2 Choice of icon graphics
Sglect the icon graphics carefully to avoid misinterpretation.<For’ example, if a picture of a printe
users might be unsure whether it represents on-screen information about printers and printing, or re
w4y of obtaining a printed copy of the current topic.

Fdr international audiences avoid the use of culturally dependent graphics. If culturally dependen
are used, they should be replaced as part of the translation or localisation processes.

If @n icon represents changes in the status of-an item, use the metaphor consistently. For example,
ofja book represents a batch of informatian, pictures of a closed and an open book could be used to
twp different states. Similarly, a picture:gf.a page could be used to continue the metaphor to a differg

Adsess the suitability of the graphics during user tests.

9.17.3 Displaying the namesof icons

If {he names of the objects or functions represented by icons are displayed, consider:

e | are the words'concise to save space and avoid concealing other elements on the interface?
¢ | will usefs find the icons memorable and easy to use when they have become familiar with them?

¢ | should users be allowed to choose alternative graphics to use on the icons?

n another

r is used,
bresents a

t graphics

f a picture
represent
nt level.

e should the users be allowed to select whether to display the words permanently in addition to the

graphics?

e will those names be translated?
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9.18 Pre

sentation of illustrations

For diagrams (and line drawings if they are appropriate), set conventions for the following, to ensure all the

illustration

s within a document are consistent.

e Line thickness: make drawn lines thick enough to be clearly visible and to reproduce well using the
intended reproduction or presentation technologies. If the diagrams include text, avoid lines so thick that

they d

etract from the main message.

o Typefaces and sizes of text: use the same typeface for all diagrams and illustrations.

e Sizes
(gene

NOTE

e Shadi
grey.

NOTE

e Prese
italic,

These rea
in the finis

D.9 conta

rally visible but small).
1 ISO 4196 defines recommended arrow styles and their uses.
Ng: use shading only to convey information; avoid decorative shading, for example large areas

2 Shading causes difficulties with some reproduction and presentation technologies.

htation of titles: place the illustration title either above or below the illustration and use either bold
but be consistent. Use a style similar to table titles.

lommendations apply to the finished size of the illustrations; if illustrations are to be reduced in s
hed documentation, allow for this reduction in the conventions.

ns further guidance on illustrations.

of arrowheads and other connectors: select a size appropriate to their importance in the diagrgam

of

or
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Annex A
(informative)

Process checklists

NOTE Copyright is waived by ISO in respect of the checklists in Annex A.

THese checklists provide a means of recording decisions and actions at each stage of docymentation
dgvelopment. Each checklist is presented on one page, for ease of use.
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A.1 Objectives

Notes

Collect all relevant information that exists such as (see 4.2):

Customer requirements

Marketing requirements

Prod

uct plans

Task

analysis

Eval

Llation reports

Cust

pbmer feedback

Prev

ous versions of the product and product documentation

Find out

the objectives for the following:

The

product (see 4.2.2)

Sche

duling (see 4.2.4)

Usal

ility (see 4.2.5)

Acce

ssibility (see 4.2.6)

Futu

e modifications (see 4.2.7)

Inter

hationalisation, localisation and customisation (see 4.2.8)

Tran

Slation (see 4.2.9)

Pack

aging (see 4.2.10)

Legs

| requirements (seg)4.2.11)

Secl

rity (see 4.2;12)

Inter

hational\Standards and conventions (see 4.2.13)

Cost

5 (see 4.2.14)

Documentation delivery and viewing mechanism (see 4.2.15)

Write the Documentation Proposal (see 4.3)
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A.2 Planning

This checklist should be used at each planning stage. Not all the subjects will be included in plans at every
stage. Some may be added in the later stages.

Notes

Collect relevant documents, such as:

e Previous version of the Documentation Plan

o] Specifications

o Requirements documents

¢/ Documentation Proposal (see 4.3)

¢/ Quality Plan

Decide the standards and conventions to be followed (see 5.2.2)

Oecide the version and change control procedures (see 5.2.3)

Rlan provision of personnel (see 5.2.4)

Rlan provision of equipment (see 5.2.5)

Assign responsibilities for aspects of the documentation (see 5.2.6)

Hstimate the financial costs (see 5.2.7)

Arepare the schedules (see 5.2.8)

Rlan the prototypes (see 5.2.9)

e

lan the system tests (see-5:2/10)

e

lan the documentation-reviews (see 5.2.11)

Hlan the user tests)(see 5.2.12)

Rlan the localisation (see 5.2.13)

Rlanthe customisation (see 5.2.13)

farm threapprovatmechanismfor thedocumentatiom (see5:2714)

Decide how to handle updates and future developments (see 5.2.15)

Plan the reproduction method for the printed documentation (see E.2.1)

Agree on the form of the deliverable to be handed over for release (see E.2)

Write the Documentation Plan (see 5.3)
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A.3 Analysis

Notes

Collect all relevant documents that exist, such as:

e Documentation Proposal (see 4.3)

e Documentation Plan (see 5.2)

e  Output from systems analysis

List the qudiences (see 6.1.1)

Write a profile of each type of audience including:

e Learping stages (see 6.1.2)

e Working environment (see 6.1.3)

Draw up

or find a task analysis (see 6.2.1)

Map the

audiences to the tasks (see 6.2.2)

List the dharacteristics of each task (see 6.2.3)

Work out the information needed by users including (see(6:3):

e Confext of use (see 6.3.2)

e Volu

me of documentation (see 6.3.3)

¢ Kind

of information (see 6.5.2 and 6.5.3)

e Docyment structures (see 6.6)

Specify ysability goals (see 6.4
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A.4 Design

Notes

Collect all relevant documents that exist, such as:

e Documentation Plan (see 5.2)

Decide what medium to use for information (see 6.3.4)

Decide what tools to use (see 5.2.5)

™

esign the details of the documentation including:

o/ Content (see 9.3 t0 9.16)

o| Structure of printed documents (see Annex E)

¢/ Navigation in on-screen documentation (see 9.15)

o/ Style (see Annex D)

o] Presentation (see 9.3 and 9.18)

0

pecify the usability goals and measures (see 6.4.1)

Develop prototypes (see 5.2.9)

Rlan user tests (see 5.2.12)

Al5 Development and review

Notes

ollect all relevant documentsithat exist, such as the Documentation Plan
bee 5.2)

—~

m

xamine the prototypes-and the feedback from them (see 6.2.9)

Oraft the information (see 7.2)

Review the information (see 7.3.2)

CGarry. o0t usability tests (see 7.3.3)

arry out system tests (see 7.3.4)

Carry out validation and field trials (see 7.3.5)

Prepare subsequent draft and retest (see 7.4)

Hand over the finished documentation (see 7.6)

Hand over the documentation for localisation or customisation (see 7.7)

Prepare the archive (see 7.8)
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NOTE

Annex B
(informative)

Design checklist

Copyright is waived by ISO in respect of the checklists in Annex B.

Checklistg
a starting

B.1 Content checklist

This chec
a whole.

should be drawn up for reviews of the documentation. The checklists given here may be useful [as
boint.

list should be applied to the complete documentation suite, both embedded and,separate, taken [as
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Notes:

General information:

Is it clear what version of the software the documentation applies to?

Is the name of the manufacturer clear?

Is the information that users need when asking for support included?

Is there a copyright statement?

Qverview of the application:

Is there an overview of the application?

e Does it explain what the application is for?

e Does it explain what application functions are available?

e Does it explain the structure of the application?

Overview of the documentation:

Is there an overview of the documentation?

e Does it explain what documentation there is?

e Does it explain how to use the documentation?

Task descriptions:

Is there a task description for each task that users can perform?

Are there process descriptions that put the tasks in context?

Kields:

Are all fields explained?

Are all options explained?

Is the-information about different types of field appropriate?

l|lser interface elements:

Are all the elements of the application’s user interface explained?

Application functions:

Are all the functions of the application described?
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Messages:

o Are messages explained, if necessary?

Terms:

e Are all the terms used either defined in the documentation or already
familiar to users (see 9.10)?

e Is the terminology used consistently?

Concepfs:

e Are all the important concepts explained?

Exploitation:

e |s tHere information on how to exploit the advanced features of the
application?

Questiohs and problems:

¢ Doeg the documentation answer questions that the users may have?

e |s thére any problem-solving information provided, if necessary?

e Dpes it cover all the problems users may be expectedto‘encounter?

e Dpes it provide solutions?

Examplgs:

e Are there sufficient examples?

e Are the examples suitable?

o Are ¢xamples presented consistently?

Captions$ and callouts:

e Are gaptions and‘callouts for illustrations, tables, photographs and other
graphics effective and consistent.

User-supplied content:

L L e
[ Can theusersanmotatethetext?

¢ If so, can the original text be restored?
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B.2 Navigation checklist

B.2.1 On-screen documentation

Notes:

General:

e Is it easy to find the documentation?

Are the access methods consistent?

Is it easy to exit from the documentation?

Hinding the right information:

Is context-sensitive access available?

e If so, is the right information for the context displayed?

Are topics easy to find?

Is there an index facility, is it easy to use?

¢ Is the index comprehensive, accurate and well-edited?

e Does it make effective use of synonyms and ¢cross-references?

e s it designed from the reader's viewpaint of how to access
information?

Is the speed of access adequate?

[d)]

tructure:

Is the information structured in a logical way?

o Is the structure af-the information clear or else explained to the users?

¢ Is the information structured in the way users need to understand it, rather
than the way the program was written?

o] Is the.material split into suitable chunks?

o[ s the order of information within each chunk sensible?

Orientation:

Is it clear what type of information is displayed?

e Does each topic have a clear heading?

Can users get back to a previous topic?

Can each user find the best starting point for their needs?

© ISO/IEC 2004 — All rights reserved 101


https://standardsiso.com/api/?name=43070f20eb7cacbba67c805b0203ba08

ISO/IEC 18019:2004(E)

Links:

Are different types of link clearly distinguished?

Are t

he links appropriate?

Are all the links necessary?

Are t

he links sufficient?

Do the links go to the correct places?

Browsing:

Is it possible to browse through the on-screen information in a logical

sequ

ence?

Can

users browse backwards as well as forwards?

Scrolling:

Do the text and graphics scroll at an adequate speed?

Do ti

lles and headings remain displayed?

Can

users see how near the end they are in a scrollable topic?
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Notes:

General:

e s it easy to obtain the documentation?

e Does each user have the documents that they need?

Fiinding the right information:

Is it clear in which documents to find each type of information?

Is it easy to find the right information within each document?

Is there a table of contents for each document?

e Is each table of contents comprehensive, useful, accurate and well
edited?

Is there an index for each document in which users need to find particular
information?

¢ Is the index comprehensive, accurate and well-edited?

e Does it make effective use of synonyms and ‘cross-references?

e s it designed from the reader's viewpoint‘ef how to access
information?

Are references from the contents list/and index easy to follow?

[d)]

tructure:

Is the information structured in a logical way?

Is the structure of.each document obvious or else explained to the users?

o/ Is each docliment or each part structured into chapters or major sections?

o] Isitedsy to find the start of each part and each chapter or section?

o] Are appendices or annexes used appropriately for reference or lengthy
information?

¢ Is the information structured in the way users need to understand it, rather
than in the way the program is written?

e Is the material split into sections of a suitable length?

¢ Is the sequence of information within each section suitable for the
expected method of use?
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Orientation:

Is it clear what type of information is contained in each section?

Does each section have a clear heading?

Can each user find the best starting point for their needs?

Sequence of information:

Are s

ubjects presented in a logical sequence in each document?

Does
COITé

the sequence of information in each document or each part
spond to the way users need to use it?

Number

ng:

For ¢

ocuments divided into volumes, are the volumes clearly labelled?

For ¢

ocuments divided into parts, are the parts numbered?

Are
way

hapters or sections clearly numbered or labelled in some prominent

volu

Do t:Le page numbers in each volume or each part make it clearto which

e or part they belong?

Is th¢ page numbering scheme suitable for the type of.document?

Is th¢ page numbering clear?

sch

e?

Is théfnpage numbering scheme consistent with the section numbering

Is the section numbering clear?

Are i

lustrations that are referred to from the text numbered?

Are 1

Ables that are referred to from the text numbered?

Are preliminary pages numbered in a separate sequence from the rest of

the d

ocument?-(see E.2.3.2.1)
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Cross-references:

e Are there cross-references between separate documents?

e Are there sufficient cross-references between sections containing related
information?

e Are the cross-references appropriate?

e Are all the cross-references necessary?

o/ Are the cross-references easy to follow?
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B.3 Style checklist

This checklist should be applied to each separate document individually, that is, all the separate documents
should be examined.

Notes:

Vocabulary:

e Are terms and abbreviations defined where necessary?

e Are ferms used consistently?

o Are definitions provided for the terms?

e |s thé vocabulary suitable for the intended readership?

e Are most words in the vocabulary short and simple?

e Are definitions provided for terms?

Grammdr:

=3

NOTE When writing in the English language be aware of the differencés’between UK and US English (the defayl
setting of the available spelling and grammar checker may be US English);

e |s the spelling correct?

e |s thg grammar correct?

e Are fenses used correctly?

e Are ipstructions in the imperative?

e |s thé punctuation correct?

Style:

e Doeg the sentence length-vary?

e Are most sentencés-short and simple to understand?

e Are nost verbsvactive?

o s thf reader addressed directly (in the second person)?

e |s the writing concise?

e Do sentences lead the user from the known to the unknown?

e Do paragraphs lead the user from the known to the unknown?

o |s the style appropriate for the intended readership?

e |s the text easy to understand?
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e Are goals given for the instructions?

e Are pre-requisite conditions given at the beginnings of instructions?

¢ Is hyphenation used where necessary to avoid misunderstandings?

e Are facts written the right way round?

e Does each message explain what types of message it is?

¢/ Has giving the computer or the application an human personality been
avoided?

o Have clichés been avoided?

o| Are upper-case letters used appropriately?

Ilustrations:

o/ Are illustrations used in appropriate places?

o] Are the types of illustration suitable for the information?

¢/ Are illustrations simple and clear?

o/ Are illustrations of similar types consistent?

o| Are illustrations complete?

¢/ Is meaning conveyed using methods other than colour alone?
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B.4 Presentation checklist

B.4.1 On-screen documentation

Notes:

Windows:

¢ Does the windowing scheme accommodate the information characteristics
the user-needs?

o Are the default sizes and placements of windows suitable?

e Canlsers resize and move information windows?

e Can fthe default sizes and placements be restored?

Windowi|layouts:

e Are gimilar topics displayed in windows with similar layouts?

¢ Are Window layouts appropriate for the types of information they display?

e |s there sufficient blank space so that the windows do not seem crowded?

e |s the title of each window clear?

e Are the navigation controls in a consistent place?

e Are fopic titles and controls contained in non-scrolling areas?

Colours

e Are ¢olours used appropriately?

e Are ¢olours used consistently?

e Are ¢nly a few colours used?

e Doeg the presentation’work in monochrome?

e Can fthe userchange the foreground and background colours?

o s thT polarity consistent (for example, dark text on light background)?

e |s the contrast between foreground and background colours suitable?

Typography:

e Are only a few typefaces used?

o Are typefaces used consistently?

o Are the typefaces legible?
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e Are the typefaces used suitable for on-screen use (for example Verdana
or Arial)?

o Are the different levels of heading easy to distinguish?

e Do the different heading levels represent the hierarchy correctly?

e Is most of the text in mixed upper and lower case?

e Are the typefaces available on the users' screens?

o/ Are the upper-case letters at least 3 mm high on the screen?

¢/ Have underlines that cut through the descenders been avoided?

o/ Is the method used for highlighting words and phrases consistent?

o| Is the method used for highlighting words and phrases effective?

o/ Is the line spacing at least twice the x-height?

o/ Is the line spacing at least one thirtieth of the line length?

Uayout of information:

¢/ Do important messages stand out sufficiently?

o/ Are similar elements positioned consistently?

¢/ Is blank space used to separate elements?

o| Are paragraphs separated clearly?

o/ Are lists used where appropriate?

o[ Are lists consistent?

o/ Are lists presented-as numbered lists where the sequence is significant?

o] Are lists presented as bullet lists where the sequence is not significant

o/ Are tables used appropriately?

o| _Arerules and borders used consistently?

e |Is the presentation simple?

e Can annotations be distinguished easily?
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lllustrations:

Is the speed of display of the illustrations adequate?

Can illustrations be seen at the same time as text that relates to them?

Are the drawn lines thick enough to be seen clearly?

Is text in illustrations sufficiently large (upper-case letters at least 3 mm
high)?

Can users print the illustrations?

Are active areas clear and easy to use?

Icons and signposts:

Are the icons and signposts self-evident or easy to learn?

Are the graphics clear?

Do the graphics represent actual objects or actions?

Do the graphics use culture-independent images?

Are metaphors used consistently?

B.4.2 Pgper-based and printable documentation

Notes:

Documeints:

Doeg the presentation of each'document make it clear what the document
contains?

Is the overall size of @ach document suitable for the place in which the
document will be used?

Is thé orientation ‘'of each document suitable for its intended use?

Do tTe majority of the documents have portrait layout?

Binding:

Is the binding of each document suitable for the place in which the
document will be used?

Is the binding of each document suitable for how the document will be
used?

For documents with a printed spine, is the printing either across the spine
or running from top to bottom?
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e For documents in ring binders, is there only one document in each
binder?

e Are cards and charts folded in a suitable way?

Paper:

e Is the paper suitable for the expected use of the document?

e Are divider pages made of heavy paper or thin card?

o/ Are divider pages durable enough for their intended use?

¢| Is opaque paper used in documents printed double-sided?

¢/ Does the paper used for documents that are not leaflets or brochures
have a matt finish?

¢/ Is the material used for pages suitable for the environments in which they
are to be used (especially for damp or dirty environments)?

o/ Unless there is a special need for another colour, is the paperwhite?

Rage layouts:

¢/ Are page layouts simple?

¢/ Are page numbers clear?

o/ Is the document reference number included on the pages?

o Are common elements on pages.presented in the same position on each
page?

[¢)]

ection layouts:

Do major sections start-on a new page?

¢/ Is the heading.of'each section clear?

o] Are sectionsclearly distinguished from each other?

o| Aresimilar subjects displayed using similar section layouts?

o| CAre section layouts appropriate for the types of information they contain?

¢ Is there sufficient blank space so that pages do not seem crowded?

Layout of information:

e Are line lengths short enough for the text to be easy to read?

e Do important messages stand out sufficiently?

e Are similar elements positioned consistently?
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Are paragraphs separated clearly?

Are lists used where appropriate?

Are lists consistent?

Are lists, where the sequence is significant, presented as numbered lists?

Are lists, where the sequence is not significant, presented as bullet lists?

Are tables used appropriately?

Are fules and borders used consistently?

Colours

Are ¢olours used appropriately?

Are ¢olours used consistently?

Are only a few colours used?

If colours are used in printable documents, is the presentation clear when
printed in monochrome?

Is the majority of the text presented as dark characters on a light
backiground?

Is th¢ contrast between text and paper colours suitable?

Typography:

Are only a few typefaces used?

Are flypefaces used consistently?

Are the typefaces legible?

Are the different levels_oef*heading easy to distinguish?

Do the different heading levels represent the hierarchy correctly?

Is most of thetext in mixed upper and lower case?

For printable documents, do the typefaces print correctly on all printers

available to the users?

Is the text size suitable for the environment in which the document will be
used?

Is the method used for highlighting words and phrases consistent?

Is the method used for highlighting words and phrases effective?

Is the line spacing sufficient?
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Illustrations:

e Do illustrations occur after the text that refers to them?

e Can text and illustrations that need to be together be seen at the same
time?

e Are the drawn lines thick enough to be seen clearly?

e _|Is the text in illustrations legible?

o] For printable documentation, do the illustrations print correctly, with all
drawn lines and text visible?

B!5 Overall

Notes:

Does the documentation fulfil its objectives for the intended audience?

Does the documentation integrate all elements into a readable’,and usable
publication?

]

oes the documentation project a professional image .of-‘the publication's
ponsor?

(7))
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Annex C
(informative)

Evaluation of documentation

C.1 General

This annek is concerned with evaluating new documentation for application software; the ISO/IEC 9126 series

may also e used for this purpose. The information can also be used to evaluate existing documentation|to

determine

e whethier it is suitable for a given purpose, for example, whether the documentation is stitable for use i a
partictilar organisation for a particular group of users;

e what pnhancements or alterations should be made to the documentation in(the future, to enhance |its
qualities (see C.4);

e whethler it meets the objectives set for it.

Most evalyiations of documentation are carried out as part of an evaluation exercise for a complete application,

and there |will be the following two activities in the evaluation exercise:

e evaluating the entire application, including all its documentation both on-screen and on paper;

e evaluating the on-screen documentation elements independently.

This annek contains suggestions for:

e a prodedure for planning and carrying out-ah evaluation (see C.2);

e a set ¢f viewpoints from which the documentation may be evaluated (see C.3);

e a set ¢f qualities for which an existing documentation system can be tested (see C.4);

e evaluation methods (see'C.5).

These mdthods are used.in the reviews described in Clause 7 and can also be used in the post-production

evaluatior| described._ir8.2.

C.2 Prolcedure

To evaluate existing documentation, the following three stages should be carried out.

e Draw up statements about the required levels of performance or quality. Consider all the qualities in C.4
from all the viewpoints in C.3, selecting all those that are relevant. The statements should be specific and
measurable.

e Prepare for the evaluation exercise by specifying what measures will be used, how the evaluation will be
carried out, how the results will be recorded and how they will be analysed.

e Evaluate the documentation against the statements, using evaluation techniques from C.5, taking
measured results and analysing them.
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If the documentation was designed and developed following the guidance in this International Standard, the
objectives set for the system as described in Clause 4 will be useful as follows.

e For the existing documentation, to evaluate whether or not it meets its objectives.

e For future planning, as a basis for setting the objectives for future versions.

C.3 Viewpoints

ointof-view—Forexample, the
ntation from that of

the users
: brtant and
theéy should all be considered. A list of viewpoints relevant to the documentation being evaluated [should be
drawn up. The following are some suggestions.

¢ | User’s view. Users are likely to measure quality in terms such as:
e Does it give me all the information | need?

e How reliable is it?

o |Isiteasyto use?

¢ | Users' manager's view. Managers may be more concerngd with overall quality than with spedific quality
characteristics, and so will probably assign different \weights to certain characteristics to feflect the
business needs of the organisation.

¢ | Developer's view. Developers can have the same views of quality as the users, because they [need their
systems to meet the users' requirements. However, developers are also concerned with the| quality of
intermediate products as well as of the finished product.

NQTE However, developers are very close to the product and are more sophisticated users.

¢ | Maintainer's view. Those who(will have to maintain the on-screen documentation systems| will have
special requirements for quality .in addition to those of other developers. They will be concerngd with, for
example, the simplicity and‘clarity of the documentation structures and the ease with which ney versions
of the documentation systems can be created.

It is also useful to test the_quality characteristics of the existing documentation in relation to the currgnt state of
te¢hnology.

C|4 Quality characteristics

Tq evaluate documentation, it is important to decide in advance what features or qualities are required. To
helpfin drawing up such lists, the following list of software qualities, adopted from ISO/IEC 9126, cap be used.
For-each qua“ty characteristica—setof puaaib:c stib=characteristics—tunder—which—the—characteristic may be
considered is given. Although the words used for these sub-characteristics are complicated, the meanings
they convey may be helpful.

Use whichever of the following apply to the type of document being evaluated; they may all be appropriate for
on-screen documentation but may not all be appropriate for paper documentation.

e Functionality: what does it do? This concerns the degree to which the documentation provides users
with what they need. The following sub-characteristics may be useful:

e suitability;

. accuracy,
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e interoperability (working with other applications, the operating system, and so on);
e security;
e compliance.
¢ Reliability: how reliable and resilient is it? This concerns how well the documentation maintains its level

of performance under different conditions over periods of time. The following sub-characteristics may be
useful:

e mdturity;

o fallt tolerance;
e regoverability;
e colnpliance.

e Usabllity: how easy or hard is it to use? This concerns the effort needed to use the documentation apd
users'|views about the documentation's ease of use. The following sub-characteristics may be useful:

e unglerstandability;
e legrnability;

e operability;

e attfactiveness;

e compliance.

o Efficiency: how efficient in time and resoufces is it? This concerns the level of performance of the
documentation. The following sub-characteristics may be useful:

e time behaviour;
e regource behaviour;
e colnpliance.

¢ Maintainability: how easy is it to maintain? This concerns the effort needed to make alterations to the
documentation. Thefollowing sub-characteristics may be useful:

o a

>

hlysability (how easily it can be analysed for updating);

e changeability;

o stability;
o testability;
e compliance.

e Portability: how easy is it to transfer. This concerns transferring the documentation from one environment,
organisation or platform to another. The following sub-characteristics may be useful:

e adaptability;
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