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Foreword

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

Internatipnal Standards are drafted in accordance with the rules given in the ISO/IEC Directiveg, RPart 2.

The main|task of the joint technical committee is to prepare International Standards. Draft Intérnational
Standardp adopted by the joint technical committee are circulated to national bodies for voting.
Publicatipn as an International Standard requires approval by at least 75 % of th€)national bodies
casting aote.

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

ISO/IEC 25063 was prepared by Joint Technical Committee ISO/IEC {TC 1, Information technology,
Subcomniittee SC 7, Software and systems engineering, in collaboration with Technical Committlee
ISO/TC 1%9, Ergonomics, Subcommittee SC 4, Ergonomics of human=system interaction.
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Introduction

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

e Common Industry Format (CIF) for Usability family of International Stand 3 'is des
D/IEC TR 25060019 and is part of the SQuaRE series (ISO/IEC 25000[17] to ISO/ 099) of s
systems and software product quality requirements and evaluation. q/

e CIF family of standards uses definitions that are consistent with th@'%é}l series of {
rgonomics of human system interaction), as this is the terminologo at is normally use

&
%°

Context of use description (ISO/IEC 25063); QQ

F standards are planned for the following information items:

User needs report (ISO/IEC 25064); 5\0
User requirements specification (planned ISO‘&& 25065);

User interaction specification; . ®$
K\

xO

Evaluation report (planned ISOQ@?SO%)

User interface specification;

Field data report.
e CIF standards are pa the "Extensmn Division” of the ISO/IEC 25000 “SQuaRE”

cribed in
tandards

tandards
d for this

series of

fernational Standards (O
,\CO Quality Model Devision

C' 2501n

Q~ Quality Quality

v Requirements Quality Management Devision Evaluation
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& Quality Measurement Devision

) 2502n

Figure 1 — Organization of SQuaRE series of International Standards

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

co

ntext of use.
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Context of use

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

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

Derived
requirements

\/ * ISO/IEC 15288 6.4.2
“Stakeholder requirements analysis process”

User needs * ISO/IEC 9241-2106.3

“Specify the user requirements”
« ISO/IEC 25065
“User requirements specification”

Evaluation
results

O/IEC 15288 6.4.6 “Verification process”
* ISO/IEC 9241-210 6.5 “Evaluate”
ISO/IEC 25062 “Common Industry

Fmat (CIF) for Usability Test Reports”

+ ISO/IEC 25066
“Evaluation reports”
+ ISO/IEC 2506x
“Field data report”

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

+ ISO/IEC 2506x “User interface specification

Legend
Standards listed in bold

Designed solutions represent CIF process outputs

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

Figure 2 fillustrates the interdependence of these information items with the human-centred design
activities| described in ISO 9241-210[4] as:well as the corresponding System Life Cycle procesdes
described in ISO/IEC 15288.[Z] The figure'depicts the activities as a set of intersecting areas. The circles
overlap tp represent that the activitie$.are not separate, but rather, overlapping in time and scope ahd
the outcome of each activity providés'the input to one or more other activities. As each human-centrgd
design activity can provide input{to any other, there is no starting point, no end point, or linear procgss
intended.

Human-centred design relies on user needs that are first identified based on the Context of Use analysgis.
User neefls are documented in the User Needs Report (ISO/IEC 25064), which is an intermedigte
deliverable that links the Context of Use Description (ISO/IEC 25063) that contains Information abqut
the usery, their tasks and the organizational and physical environment, to the user requirements.

The “Produ ' ' 3 OTTITE 2 2
requirements. This activity takes place during the Architectural Design, Implementation, and Integration
processes described in ISO/IEC 15288[Z] and produces the information items “User Interaction
Specification” and the “User Interface Specification”.

0 v, OCISO OT ols ST USeT P OT . Pr—— 0

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

vi © ISO/IEC 2014 - All rights reserved


https://standardsiso.com/api/?name=fb8ea6ed1892101868d0c59bf44d215d

INTERNATIONAL STANDARD ISO/IEC 25063:2014(E)

Systems and software engineering — Systems and software
product Quality Requirements and Evaluation (SQuaRE) —
Common Industry Format (CIF) for usability: Context of use
description

1| Scope

This International Standard specifies the contents of both high-level and detailed descriptions pf context
ofluse for an existing, intended, designed or implemented system, product or service’

The context of use description is applicable to software and hardware systenis, products of services
(excluding generic products, such as a display screen or keyboard). The destription of the ¢ontext of
ude is intended to be used as part of system-level documentation resulting.from development processes
sufch as those in ISO 9241-210 and ISO/IEC JTC 1/SC 7 process standards.

This International Standard does not prescribe any kind of method; life cycle or process.
The context of use information item can be integrated into a1y type of process model.

NQOTE For the purpose of establishing process models, ISOZIEC TR 24774[16] and ISO/IEC 15504-3[9] specify
the format and conformance requirements for process models,respectively. In addition, ISO/IEC 1528981 defines
the types and content of information items developed and used in process models for system and softwate life cycle
management. [SO/IEC 15504-5[10] and ISO/IEC 15504<6[11] define work products, including information items,

for the purpose of process capability assessment. Process models and associated information items fpr human-
ceptred design of interactive systems are containe€d’in ISO/TR 18529[13] and ISO/TS 18152[12], respectively.

This International Standard also describes-the purposes for which context of use descriptions|are used,
arld identifies the intended users of context of use descriptions.

While this International Standard specifies the required content elements of a context of use defscription,
it floes not prescribe any particuldr structure or layout for documenting the context of use.
2| Conformance

A fescription of the.context of use conforms to this International Standard if it contains all thg required

el¢ments specifiedin Clause 5.

3| Terms-and definitions

Fc1r the-purposes of this document, the following terms and definitions apply.

31

accessibility

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

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

[SOURCE: ISO 26800:2011, 2.1]

© ISO/IEC 2014 - All rights reserved 1
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context of use
users, tasks, equipment (hardware, software and materials), and the physical and social environments
in which a system, product or service is used

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

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

environment.

3.3

effectivepess

accuracy pnd completeness with which users achieve specified goals

[SOURCE{]1SO 9241-11:1998, 3.2]

3.4

efficiency

resource§ expended in relation to the accuracy and completeness with which users achieve goals
[SOURCE{ISO 9241-11:1998, 3.3]

3.5

goal

intended putcome

[SOURCE{1SO 9241-11:1998, 3.8]

3.6

human-dentred design

approach|to system design and development that.@ims to make interactive systems more usable
focusing pn the use of the system; applying hunian factors, ergonomics and usability knowledge a
techniqugs

Note 1 to entry: The term “human-centred design” is used rather than “user-centred design” in order to emphas
that this dtandard also addresses impacts on a number of stakeholders, not just those typically considered
users. HowWever, in practice, these terms‘are often used synonymously.

Note 2 to gdntry: Usable systems can provide a number of benefits including improved productivity, enhanced u
wellbeing)avoidance of stress, increased accessibility, and reduced risk of harm.

[SOURCE]1SO 9241-210:2010, 2.7]

3.7

informatfion item

separatelly identifiable body of information that is produced and stored for human use during a systg

or softwdre lifecycle

A faraWA & nl

by
hd

as

er

[SOURCE!

3.8

o4000 FaVa Vel it - |
IOVU/TLG 10407.4UV0, J.11]

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

to users

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

[SOURCE:

ISO 9241-210:2010, 2.8]
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persona

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

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

3.10

requirement

copdition—or—capabilitythatnust-benet-oerpossesse asystem Sy stem—compones oduct, or
sefvice to satisfy an agreement, standard, specification, or ot 5

Ndte 1 to entry: Requirements include the quantified and documented needs, wants, and expectations of the

inflividual or organization having a right, share, claim,-or interest in a system or in its posgession of

combination of interacting elements organized to achieve one or more stated purposes
Ndte 1 to entry: A system may be con§idered as a product or as the services it provides.

Ndte 2 to entry: In practice, thednterpretation of its meaning is frequently clarified by the use of an dssociative
noun, e.g. aircraft system. Alennatively the word system may be substituted simply by a context-Hependent
syponym, e.g. aircraft, though this may then obscure a system principles perspective.

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

3.14
task
acfivities réquired to achieve a goal

[SPURCE=1SO 9241-11:1998, 3.9]

3.15
usability
extent to which a system, product or service can be used by specified users to achieve specified goals
with effectiveness, efficiency and satisfaction in a specified context of use

[SOURCE: ISO 9241-210, 2.13]

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

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

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

© ISO/IEC 2014 - All rights reserved 3
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[SOURCE:
3.17

25063:2014(E)

ISO 26800:2011, 2.10]

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

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

Note 2 to entry:

interactiv
resulting

Note 3 to
kind of pe
establishe

[SOURCE

3.18
user inte
all compg
for the us

[SOURCE

3.19

user nee
prerequis
or stated

[SOURCE

3.20

user req
usage reg
requirem
identified

Note 1 to
system in

Note 2 to
using the s

Note 3 to
functionall

fbrand im rforman
behaviour, and assistive capabilities of the interactive system; the user’s internal and physical st:
rom prior experiences, attitudes, skills and personality; and the context of use.

rceptual and emotional aspects typically associated with user experience. Usability,.criteria can

d so as to assess aspects of user experience.

1SO 9241-210:2010, 2.15]

rface

er to accomplish specific tasks with the interactive system

[SO 9241-110:2006, 3.9]

il
ite identified as necessary for a user, or a set of tisers, to achieve an intended outcome, impli
within a specific context of use

ISO/IEC 25064:2013, 4.19]

hirements
uirements
ents for use that provide the'basis for design and evaluation of interactive systems to mg
user needs

hn effective, efficient;Safe and satisfying manner.

entry: User reqiitements specify the extent to which user needs and capabilities are to be met wh
ystem. They at€ not requirements on the users.

entry: Iivsoftware-engineering terms, user requirements comprise both “functional” and “n
" requirements based on user needs and capabilities.

entry: Usability, when interpreted from the perspective of the users’ personal goals, camin€lude ghe

be

nents of an interactive system (software or hardware) that provide information and contrgls

et

entry: User requireménts’are derived from user needs and capabilities in order to make use of ghe

n-

[SOURCE

ISO/IEC TR 25060:2010, 2.21]

4 Purposes and types of context of use descriptions

4.1 General

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

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

EXAMPLE 1  Sources of context of use information include:

Documentation of conducted interviews with users.
Documentation of observations of users in their real environment.

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

Documentationof conducted ohservations of users

EX
th

T}
th

i

N

4

4.

.B Detailed context of use descriptiens

.4 Context of use for an evaluation

Documentation of user performance measurements.
Video files of individual users showing them in their real environment.

AMPLE 2 Examples of different representations that can be used to describe the eontext of use (|
e context of use) include:

br parts of

Complete descriptions of users, tasks, equipment (hardware, software and 4naterials), and the pljysical and

social environments that constitute a detailed context of use descriptiop-using a structured form,
Annex C).

» o«

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

bt (such as

» o«

bs”, “as is”

Descriptions of users in terms of personas, which represernta type of user by providing a concisq summary
of characteristics of an instance of a user, and can include.issues such as goals, tasks, skills, attifudes, and

environmental conditions.

e most common types of context of use descriptions are listed below, described in morg detail in
e sub-clauses indicated. Depending on the pdrticular design and development situation itf could be

cessary to describe some or all of these.

P Initial outline of the context of use

4.3.1 Current context of use

4.3.2 Intended context of use

4.3.3 Context of use-specified as a part of user requirements

4.3.4 Contextof'use of the implemented system, product or service

4.3.5 Context of use of the deployed system, product or service

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

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

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

NOTE

interactive system.

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

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

4.3 Detailed context of use descriptions

4.3.1 Current context of use

Analysis pf the context of use of existing or similar systems, products or services (including manyal
systems if appropriate) can provide information on a whole range of context issues including deficiencies
and baselfine levels of performance and satisfaction. Information about the current context of use can pe
used to identify needs, problems and constraints that might otherwise be overlooked, but which design
of the futfire system should take account of.

NOTE 1 |[Some aspects of the current context will persist, even if the system is highly novel,

NOTE 2 |Ifaproductconceptisavailable oran existing product (such as a predecessor'0r a competitive produft)
is used as the reference point for a new design, information in the current context ofuse'will provide an outling of
the goals ¢f the users of such a product, their tasks and the way in which the tasks.ate to be performed that will
be relevarnt for the intended context of use.

4.3.2 Intended context of use

The purpose of this description of the context of use is to provide a basis for designing the system,
product dr service for the types of users who are intended touse it, the tasks that are to be undertaken
and the epvironment(s) in which it is intended to be usedxlt will incorporate the relevant aspects of the
existing dontext of use, if there is one.

The intenfded context of use of a system, product or Service might include changes to the current contgxt
of use.

EXAMPLE[1 A manufacturer of monitoring-egquipment, which is currently used by medical practitioners|in
clinical seftings, wishes to respond to the. inereasing demand for monitoring equipment that can be used |by
patients, and their carers, in their own homes.

The cont¢xt of use description should differentiate those components of the context of use that wjill
remain fiked and those compomnents of the context of use that can be subject to change.

EXAMPLE|2  When designing-an interactive whiteboard for a primary school, the teaching room is part of the
given techjnical environment;that can’t be changed. When designing a whole teaching room, the teaching rogm
can be dedigned in conjunetion with the interactive whiteboard.

EXAMPLE|3  Whén designing a universal remote control, the products to be remote-controlled are part of ghe
given techhical envitonment, that can’t be changed. When designing a remote control as part of a specific product,
the remot¢ cofitrol is part of the system to be designed.

NOTE Tetmtended comntext of use witt be Tefined tteratively, taking accournt of amr evolving understanding
of user and business needs and practical constraints including the development time and budget, until a realistic
range of user types and characteristics, environmental characteristics and tasks can be specified as part of user
requirements for which the system is required to achieve specified levels of usability.

4.3.3 Context of use specified as a part of user requirements

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

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

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

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

4.8.4 Context of use of the implemented system, product or service

The description of the context of use of the implemented system, product or seryice’is often more
dgtailed than that specified as part of the user requirements, for example includingdetails of fasks and
user interactions. This additional information should be documented and should\provide theg basis for
thp specific context(s) to be used for evaluation (4.4) and context of use inforrhation that is irjcluded as
pdrt of the product description (4.5).

NOTE Any differences between the originally intended context of use, the\context of use specified as part
of the user requirements, and the context of use of the implemented systénmneed to be identified, in [case these
differences could affect the usability of the system.

4.8.5 Context of use of the deployed system, product orservice

The context of use of the system, product or service after.deployment takes account of any newf ways the
system is being used, and is typically determined by folow-up evaluation studies.

N(QTE Follow-up evaluation studies can be aimed,at-determining if the system/product/service is iheeting its
refluirements or at determining how its use is evolying. For example, users often find ways of using thg system to
cafry out tasks not included in the original context of use, or user groups not previously anticipated rhight start
usfng the system. Differences between the specified context of use and the context of use of the deployfed system
mdy require changes in the design to accommniedate the changed context of use.

4.4 Context of use for an evaluwation

Dgpending on the purpose ofithe evaluation, the description of the context of use that is part of an
evialuation report will be derived from the current context of use of an existing or implemented system,
prioduct or service, the intended context of use or the context of use in which user requirements apply.

The context of usefor evaluation needs to be described as part of the test scenarios for uger based
testing, and for expert inspections when these are based on usage scenarios.

Sdme compenénts of the context of use are not applicable for every type of evaluation (for[example,
tapks are.hot used for some types of inspections).

NOTE 1.' For user-based testing, the context of use for evaluation needs to reproduce the key aspects pf a subset
of khie-context of use in order for evaluation results to be valid.

NOTE 2 A future CIF standard is intended to provide requirements and recommendations for the content of
usability evaluation reports. When published, the provisions of that standard will supersede the provisions in
this International Standard for the context of use to be used for evaluation.

4.5 Context of use information included in a product description

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

NOTE The level of detail can vary, for example a description on the Web might contain more detailed
information than a printed product description.

© ISO/IEC 2014 - All rights reserved 7
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5 Elements of a context of use description
5.1 General

5.1.1 Overview of requirements and recommendations

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

Other types of context of use description described in Clause 4 (initial outline, used for evaluatiots,
used as pprt of a product description) only need to include the items indicated in the relevant columns
in Table 1f.
Table 1 — Items that can be included in a context of use description
Contex{
Initial Detailed Jontext of use a$
- s of use as
outline of | description art of an partofa
the context | of the context| P . produc
evaluation .
of use of use descript-
report tion
Subject of|this context of use description (5.2)
The_systt_am, prodl_lct, service or concept (for which the context of shall shall shall shall
use is being described).
The purpofe of the system, product, service or concept from the
perspective of the intended users of the context of use descrip- shall shall shall shall
tion.
Summary ¢f any preconditions and/or constraints that affect the
. . - shall
design of the interactive system.
User groups (5.3)
Identificatjon of all the user groups. Separate description of each
distinctly dlifferent user group of the system, prodtictor service. shall shall shall[1] shall
Identificat|on of other stakeholders who could have an impact on
. shall shall
the use of fhe system, product or service
The relatignship between each relevant user group and the sys-
Lo . shall
tem, product or service in terms of key goals and constraints.
The charadteristics of each usergroup including any users whose
physical oif psychological charaeteristics are at the extremes of shall shall[1]
the normal range.
Descriptiop of characteristics that are judged to be likely to
affect usalfility with @n‘explanation of the basis for the judge- shall shall*
ment.
Goals (5.4)
Alist of th¢ godls of the different user groups described as
intended outcomes that people are trying to accomplish (includ- shall shall shall[2] shall
ing personal goals when relevant).
Any goals defined by the organization that provides and/or shall
develops the interactive system that are likely to affect usability.
Any responsibilities that are judged to be likely to affect usability shall shall*
Tasks (5.5)
A lls_t oftasl_<s that are to be carried out by each user group to shall shall*
achieve their goals.
For each task, the characteristics that are judged to be likely to
affect usability with an explanation of the basis for the judge- shall shall*
ment.
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Table 1 (continued)
Context Context
Initial Detailed of use as of use as
outline of | description art of an partofa
the context | of the context L})valuation product
of use of use descript-
report tion
Environment(s) (5.6)
All actual or intended usage environments. shall shall*
CHaracteristics that are judged to be likely to aIfect usapllity. shall shall™
KEY
shiall = required, blank = optional, * = if applicable,
[1) = the groups for which usability is being evaluated, [2] = the goals that are within the scope of the gvaldation
The assessment of which characteristics are likely to affect usability should be based on humgn factors
krlowledge and any previous experience with this type of system, product or service.
EXAMPLE It would not be necessary to include “sufficient electrical power’7and “absence of vibfations” in

the description of the context of use of office software, even though vibratjens*would negatively affect mouse
pofinting accuracy, and a power outage would stop the system altogether.

T}

ere is always some uncertainty about which characteristics of the context of use will definif

ugability and which will not. Therefore the extent of the description of the context of use is a

jufigement of the likelihood of the impact of each charactepistic on usability. There are risks g

wlth either underspecifying or overspecifying the context of use.

A description of the current context of use can inclade any identified problems that are ob
reported (see 5.7).

5.1.2 Scope of the context of use

A ¢ontext of use description can be of ong instance of a context of use, or could include a range o

of|use in which the system, product exservice is used, or in which it is intended to be used.

T}

tapks and usage environments.could change as users gain more experience with using a syste

5.2.1 System, product or service and its purpose

The system, spfoduct, service or concept (for which the context of use is being described
identified,

EXAMPLE1 A new planning tool for ergonomic seating design is to be developed. There is no simil

avpilable, nor a detailed product specification. There is a concept of the product, focusing on the charac

e description could also clarify-how the context of use changes with time (for example, users’

5.2 Subject of the context of use description

h v dict’c ool libine dacign o dalisnac o d t oyt oot abadntradicad 1o tha o d ot

ely affect
matter of
ssociated

served or

[ contexts

pxpertise,
m).

shall be

hr product
feristics of

the-preduet's-capabilitiesdesigngridelinesandinnovationste-beintroducedinthe product

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

NOTE

This provides the basis for identifying and describing the context of use. It is important to identify and

resolve any discrepancies between the intended or assumed purpose of the system, product or service, and the
actual usage identified as a result of user research.
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The scope of what is the subject of design or evaluation will determine what needs to be described as

part of th
EXAMPLE

e context of use.

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

5.2.2 Preconditions and constraints

Ina detailled description of the context of use, preconditions or constraints that could affect the desi

of the int
the subje

descriptipn (typically the organizational environment).

NOTE
content to

The preca
precondit
developin

Design py
— Lega
— Avail
— Busiy
— Comy

— Seas

Developnjent organizational preconditionsand/or constraints (imposed by the organization) inclu

the follow
— Corp
— Budg
— Time
— Strat
— Confi

— Acces

bractive system in a way that affects the usability shall be summarized in the description
Ct of the context of use description and detailed in the relevant sections of the context of u

This can be regarded as the context of use of the design and development processc(but with differé
the context of use of a system, product or service).

nditionsand/or constraintsinclude design precondition and/or constraints,and organizatior]
ions and/or constraints. The former are imposed from sources gther than the organizati
g the system, product or service whereas the latter are imposed by the organization itself.

econditions and/or constraints (not imposed by the organization) include the following:
considerations (also jurisdiction);

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

less intelligence;

etition; and

nal determinants (e.g. number of usersSwaries because of holiday season).

ring:

brate design;

et constraints;

constraints for the.duration of development and deployment;
boic focus ofbusiness;

dentiality,policies; and

S towusers.

N
of

nt

al

5.3 User population

5.3.1 Users and other stakeholder groups

All the user groups (existing or intended users, or for an evaluation report the groups for which usability
is being evaluated) shall be identified.

Users include both:

— users directly interacting with the system; and

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

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

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

In[an initial outline or detailed description of the context of use, the context of use descniption shall
influde other stakeholders who could have an impact on the use of the system, product-orservice (for
example managers of users).

EXAMPLE1 A medical advice call centre is set up supported by an online system. The.staff in the fall centre
arg users of the online system, and the callers receiving information are users of the setwvice provided |by the call
ceptre. Administrators monitoring use of the system would be secondary users. Othet,stakeholders ipclude the
sppnsors who might determine the care pathways to be followed.

NOTE1 Applying a classification to the users of an interactive system praovides information on which to base
usgr needs research and user requirements specification.

EXAMPLE 2 The users of a mobile phone are expected to be 80 % English speaking, 10 % French sp¢aking and
10[% speakers of other languages. User needs research will have to.address users with different nativellanguages
and language specifics.

Infa detailed description of the context of use, the relationship between each relevant user groyp and the
sygtem, product or service shall be described in terms of key goals and constraints.

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

5.8.2.1 General

Infa detailed description of the context of use and a context use for evaluation, the characteristics of each
user group shall be documented.

The description of the characteristics shall include the range of actual or intended users inclfiding any
users whose physicalorpsychological characteristics are at the extremes of the normal rangg.

NOTE1 The inchusion of information about the characteristics and capabilities of users with disaljilities will
enpble the designte’take account of accessibility as well as usability objectives.

There are<sometimes alternative ways of identifying user characteristics: either by descijibing the
specificpsychological, social, physical and sensory characteristics, or by identifying groups with specific
tapksjob roles or demographics that are associated with particular characteristics.

NOTE 2 The charactertstics of a USer group can also be doCUmented by excliusion, e, by describing who does
not belong to the user group.

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

5.3.2.2 Psychological and social characteristics

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

a) Long

term characteristics:

— Cognitive abilities, including memory and reaction time;

— Cultural background, including conventions, stereotypes and mindsets;

— Language(s); and

— Level of literacy.

b) Task-
— K

User
skillg
inter

— N
— H

related characteristics:
[nowledge and skills.

pxpectations and mental models based on their previous experience can affect Khowledge a
. Even with a new product, people can have experience with similar produets-or a particul
hction style, so the type of previous experience needs to be understood:

lotivation; and

xpertise, power users.

c) Sociall and organizational characteristics:

— R
—
— [
— H

NOTE 1
processing

NOTE 2
the ways
identified

esistance to change;

Villingness to take risks;

epth and type of organizational structure; and
olicy driven versus choice driven.

IS0 9355-1:1999,[5] Annex A provides informative material describing aspects of people’s informati
F that are relevant.

ar

Users can vary in their understanding of products both in terms of the functionality they offer and

n which they are operated. Where the results of accumulated knowledge and prior experience 2
as sources of markedly different mental models of use, they can give rise to different user grou

whose chdracteristics need to be separately described, e.g. expert and novice users.

5.3.2.3

Any phys
in adetail
of the ba
may also

The follov

Physical and senseby characteristics

cal and sensoi'y characteristics thatare judged to be likely to affect usability shall be describ
ed description of the context of use and when applicable in an evaluation report. An explanati
bis for thie judgement shall be provided. Any other characteristics that could affect usabil
be deséribed.

ving list provides examples of characteristics that could be relevant:

a) Body

NOTE 1

dimensions.

SO 7250-1.11

b) Biom

NOTE 2

echanical capabilities.

within populations is likely to be greater than variation between populations.

c) Haptic capabilities

12

For information on the global distribution of the user population’s body dimensions, see

Variation of biomechanical skills (the ability of a person to use their body to perform a task)
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NOTE 3  The ability to detect single or multiple touch of fingers or other parts of the body and distinguish
forms with the fingers can be important for user interface design.

d) Visual and auditory abilities. The possibility of various types of visual or auditory impairments
should be taken into account.

e) Handedness.

NOTE4  While body sizes vary between ethnic groups, the distribution of functional characteristics (i.e. the
visual, auditory, biomechanical and cognitive abilities) can be considered as equivalent for user interface design.

EXAMPLE AT Operator for a machine control must nave a good visual and naptic ability to see and| recognize
and operate machine controls as well as the physical capability to manipulate large mechanical handids.

5.8.2.4 Demographics

Ay demographics that are judged to be likely to affect usability shall be deseribed in 4 detailed
dgscription of the context of use and when applicable in an evaluation reportsAn explanatjon of the
bgsis for the judgement shall be provided. Any other demographics that ceuld affect usability may also
bg described.

NOTE1 Demographics identify groupings of particular physicaly Sénsory, psychological gnd social
chpracteristics.

NQTE 2  For a context of use for evaluation, many general physical and psychological characteristi¢s (such as
strength, visual acuity and cognitive capabilities) can be adequately sampled through demographi¢ variables
sufh as age, gender and education. The main exceptions are relevant previous experience, specialized knowledge
or(skills and culture.

EXAMPLE1  Age has profound effects on both psychelogical and physical user characteristics. Thus it is always
important to know the age range of the intended user\population.

EXAMPLE 2 Gender especially affects physicaldifferences, body dimensions and strength.
5.4 Goals and responsibilities.of the user group and the organization

5.4.1 User group goals

A list of the goals of the user-groups identified in 5.3.1 shall be provided (for an evaluation r¢port, the
gdals that are within the.scope of the evaluation), expressed in terms of intended outcomes tHat people
arg trying to achievesahd without reference to any specific means of achieving them.

NQTE When uSed for design, this will help shape the concept of an interactive system.
Uder group goals can be derived from organizational goals (5.4.2) or responsibilities (5.4.3).

When the user’s personal experience is important, relevant goals can also include the individual’s
pdrsonal goals meeting needs such as to acquire new knowledge and skills, to communicate personal
identity and status and to provoke pleasant memories.

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

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

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

5.4.2 Organizational goals and policies

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

The folloyving list gives examples of organizational goals and policies that could be relevant:
— task performance times;

— efficiency metrics;

— paynjent procedures;

— design guidelines;

— corpgrate design policy;

— promjoting specific products and services; and

— security issues.

NOTE To avoid a mix-up of organizational goals and user goals it is important that organizational goals dre
clearly differentiated from the user’s perspective. A contradiction of user goals and organizational goals might
also occull. Where such contradictions occur, it is not therole of the context-of-use description to attempt|to

resolve these contradictions, but merely to identify their occurrence.

EXAMPLE The organization states that entering a phone number is essential for authentication of user data
and provides important marketing data. Userresearch indicates that users would prefer not to provide this dafta.

5.4.3 Rpsponsibilities

Any resppnsibilities that are judged to be likely to affect usability shall be described in a detailpd
descriptipn of the context ofuse and when applicable in an evaluation report, if they could potentially
influence|the design or evaluation of the system, product or service. An explanation of the basis for the
judgement shall be provided. Any other responsibilities that could affect usability may also be describg¢d.

Jobs ofter) create responsibilities that will result in user goals.

Consumefs can.also accept responsibilities (for example when using internet resources).

5.5 Taskseftheusers

5.5.1 Task attributes

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

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

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

The following list gives examples of task attributes:

a)
b)

‘)

goal of carrying out the task;
task result or outcome;

the frequency and importance of the tasks;

d)
e)
f)
g)
h)
i)
i)
k)
D)
m|
n)
If

Sy
bd

Ta
el¢

Th

variability in inputs to be handled;

information needs related to the task;

any potential negative consequences if the task is not completed or is completed.ificorrect

task duration;

task complexity;

task invariance, or flexibility and discretion in whether and how,te.carry out the task;
task dependencies;

serial/parallel activities;

roles and responsibilities of those performing the task;

allocation of function between people, and betwéen people and technology; and

task load (see ISO 10075-2L8]).

the list of tasks is based on assumptions*based on creative concepts or use of a simila
stem, product or service, the tasks stated in the early versions of a context of use descripti
qualified as assumptions, to be verified and detailed during subsequent human-centred de

.p.2 Taskrepresentations

sks will usually need to-be/analysed and represented. This information is logically part o
pment of a context of use-description, but is usually documented separately.

e following techniques are examples of task representations:
workflow diagrams;
task sequences;

user/task matrices;

—_—

Y

" existing
bn should
Kign.

[ the task

nroceduraldescrintions of tasks:
r r 7

task flowcharts and hierarchies; and

task scenarios.

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

These techniques provide information that can be used as an input to the user interaction specification.
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5.6 Environment(s) of the user

5.6.1 General

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

5.6.2 Technical and technological environment

In a deta

led description of the context of use and when applicable in an evaluation report, the us

intended
usability
used, inte
also be dé

The folloy
a) tools

b) hardy
devid

C) scree
whet|

d) input
e) softw
f) conn

g) mobi
dissi}

h) assis
i) docu

i) persq

NOTE
environmgd

5.6.3 S

In a deta
and orga
An explal

or anticipated computing or other technological facilities that are judged to be likely to affg
hall be described. An explanation of the basis for the judgement shall be provided. Any oth
nded or anticipated computing or other technological facilities that could affect usability m
scribed.

ving list gives examples of the technical and technological environment:
equipment and support materials;

vare configuration(s): e.g. processor speed, memory size, network,.storage, input, and outg
es;

n(s): e.g. resolution, and colour depth; if relevant, also include display (monitor) size a
her multiple monitors are used;

device(s): e.g. keyboard, pointer device, touchscreen, camera;

rare configuration(s): e.g. browser version, operatiing system version, database;

milar environments;

five technologies available to users.with disabilities;
mentation and information (paper or online); and
nal protective equipmefit:

For custom produets-the facilities could be quite precise, for consumer products the techni
bnt could be described as an acceptable range or an anticipated environment.

bcial/organizational environment

led description of the context of use and when applicable in an evaluation report, the soc
hizatlighal environment(s) that are judged to be likely to affect usability shall be describg

ectivity: e.g. hard wired internet, wireless intérnet, cell network, stand alone not connected;

d,

ut

4

ity: e.g. single fixed physical environment, multiple similar physical environments, multiple

Fal

nation of the basis for the judgement shall be provided. Any other social and organizatior

environn

£ 1 3 11 3 3 3 -3 3
CIIL(S5) Uldt COUId d11eCU USaDIIILy ITIdy dI5S0 DE UcsCTriped.

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

a) group work dynamics, leadership and team morale;

b) time pressures and constraints;

c) interruptions;

d) supervisory practices;

e) monitoring conditions and incentives;

16
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f)
g)
h)

j)
k)
D)
m

N(
ex
pr
st

EX
D¢
m

EX
ph

In
en
ba
(fd

T}

d)
e)

.p.4 Physical environment

ISO/IEC 25063:

support or availability of assistance;
use alone or as a member of a group;
organizational culture and values;
management system requirements;
social connectivity;

inter-organizational responsibilities and obligations;

2014(E)

legal constraints; and

shared information.
TE The information environment could include: a) Information source, e.g. totally internal, mi3
ternal; b) Information destination, e.g. totally internal, mixed, totally external; c) Information reli
bcise, generally correct, estimated; d) Information time sensitivity, e.g. dynamically changing in
tic information.
AMPLE 1  Due to security policies, users of an Enterprise Data System.haye no access to externa
ployment of product support must consider availability of web basedhelp, documentation and
inagement.

AMPLE 2 Users of call-centre software are likely to work under‘stress and will have keep in mind
one communication could be monitored for quality reviews.

a detailed description of the context of use and when applicable in an evaluation report, th
vironment(s) that are judged to be likely toaffect usability shall be described. An explanat
sis for the judgement shall be provided. Any other physical environment(s) that could affect
r example if a product might be used outside its usual environment) should also be describ

e following list gives examples of-the physical environment:
space;
time, location;
workplace characteristics;

EXAMPLE Opén-plan office, multi person office, single user workstation, control room, §
vehicle.

lighting;Sunlight, darkness;

extreme temperatures;

f)

ed, totally
hbility, e.g.
formation,

websites.
or update

that their

e physical
ion of the
usability
pd.

hop floor,

ambient noise, traffic;

g)
h)

motion or crowding; and

vibrations.

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

5.7.1 General

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

reported.

NOTE 1
context of

NOTE 2
using the s

572 P

Problems

surveys, focus groups, etc.

The follov

— Desc
a par

EXAM
— Sour
EXAM
The folloy
— Prob
EXAM
— Prob
EXAM
— Value

EXAM
highe

5.7.3 Deficiencies ineffectiveness, efficiency or satisfaction

Deficienc
that it taK

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

; ed
ame structure as in ISO/IEC 25064.
roblems description

can be identified in trouble reports, from customer service representatives;’and by ug

ving information should be provided when documenting a problem:

[iption of the problem in terms of what is wrong or seems to be wronag(e.g. user cannot perfof
ticular activity, system crashes when user does x);

PLE1 System crashes when users enter incorrect code for purchase item.

re of identified problem (trouble reports, surveys, etc.);

PLE2  Trouble reports, customer service representatives reports.

ving information could also be provided when the problem is likely to be further analysed:
hble cause (judgement as to what might mostlikely caused the problem);

PLE3 Incorrect code error processing routine not functioning properly.

hble effect (positive and negative);

PLE4 Lostsales of items in dnline catalogue and decrease in customer satisfaction.

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

I customer satisfaetion.

es in effectiveness, efficiency or satisfaction occur when the output of the task or the resourd
es aremot acceptable and/or the user is not satisfied with the system, product, service or ta

The follo

m

PLE5  Cost of solying’estimated to be 6 h of programmer’s time with a benefit of more sales and

es
k.

\ing information should he prnvidpd when dn(‘umpnfing a deficiency:

— Cond

— User

ition under which the deficiency occurred;

group that produced the deficient output;

EXAMPLE1  Customer Service Representatives.

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

EXAMPLE 2 Verbally and in print (if requested) proposed solutions for customers’ problems with
software.

— Requ

18

irement for the effectiveness and/or efficiency and/or satisfaction);
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EXAMPLE 3  Solution has to be correct, provided within 10 min, and customers must be satisfied (rating at

least 5 on a 7 point scale).

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

deviation);

EXAMPLE 4  Solutions are incorrect 20 % of the time, provided in over 10 minutes 40 % of the time and

customer satisfaction averages 4 on the 7 point scale, users report high levels of stress.

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

EXAMPEES SUpETviSor IfOTTITation ad CUSTOIET Satisfaction SUTveys.
— Method of measurement (e.g. errors, time measurements, satisfaction score);

EXAMPLE 6  Errors (asreported by customer follow-ups and supervisor reviews, task time and s
scores (from customer satisfaction surveys).

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

database; Penalties: loss of business by unhappy customers.

htisfaction

EXAMPLE 7  Causes: lack of sufficient information on system features and\problem solutions aailable in
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Annex A
(informative)

Initial outline of the context of use

An initial outline of the assumed context of use can be based on the assumptions of the project (often

derived from the business case). Even for new products with an intended innovation, some aspects
the contekt of use (such as the potential users) will be known. A high-level description of the context
use can provide a basis for identifying users and undertaking user needs analysis. In turn, the identifi

of
of
ed

user needs (that can be documented in the user needs report, ISO/IEC 25064) provide inforthation that
can be usgd to verify and elaborate the context of use. Such a “high-level” context of use miight contain a
number of more conceptual statements and assumptions, and might not cover all elements of the contgxt

of use.

Even in projects where the existing context of use will change (e.g. for new\products, an intend
innovatign or a change to the current use model) an outline of the assumed context of use is a use

first step

ed
ul

NOTE Typical formats for documenting high-level context of use descriptions can include lists of user groyps
including fheir major attributes (e.g. responsibilities and frequent tasks) and summary illustrations of usgrs

groups (p¢rsona descriptions).

EXAMPLE Table A.1 shows the type of high-level information that might be provided for one of several uger

groups.

Table A.1 — Example of a high leveldeéscription of the context of use

Context of Use Element

Group 1

Group 2

System, groduct or service

Aid to)parking

General title of user group

Car drivers

Example jjob titles (if relevant)

Driving for work, domestic and leisure use

Demographic data (if relevant)

(Age, Gernlder, specific physicalattrib-
utes)

All those holding a driving license
— Male or female

— Ageover 18

Goal

— To parkacar

Assumed|tasks to be:supported and
assumed|task conmipetence

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

Assumed|organizational / social envi-
ronment

— No one available to assist

Assumed'ph'ysi'eal envirenment

AL 41 pa i alalal e
vvldllIlT, TUAQU CUITUILIVUILS, dAVdIlldUIT lJCll l\llls

places

Assumed equipment used for task com-
pletion

Passenger car
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Annex B
(informative)

Users of the context of use

Context of use descriptions are intended for the following types of uses and users; listed below in terms

of
a)

b)

d)

f)

their use situation identified in ISO/IEC/TR 25060.[19]

High-level statement of the context of use:

— Business Analysts, Requirements Developers or Usability and AcceSsibility S
specifying user requirements for a product to be developed or identifying require
improving an existing product;

— Product managers estimating required resources for a develgpment based on
requirements;

— Marketing Specialists monitoring that market requirements‘are met in development.
Current context of use:

— Developers, Requirements Developers or Usability and Accessibility Specialists ig
requirements for improving an existing product,

Intended use of an interactive system:

— Business Analysts, Requirements . Developers or Usability and Accessibility S
specifying user requirements for a~product to be developed or identifying require
improving an existing product;

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

— Marketing Specialistssmonitoring that market requirements are met in development.
Specifying the contextof use in which user requirements apply:

— Business ,Analysts, Requirements Developers or Usability and Accessibility S
specifying user requirements for a product to be developed;

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

Context of use for evaluations:

pecialists
ments for

specified

entifying

pecialists
ments for

specified

pecialists

specified

— USaDIIIty speclallsts setling up usabllity evaluations;

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

descriptions;

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

comparative evaluations of products based on specified requirements.

Context of use as part of product description:

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

comparison between potentially suitable products;

— Suppliers providing evidence that products meet specified requirements;

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

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

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

Example of a context of use checklist

2014(E)

Table C.1 is an example of a checklist of issues that could be relevant in a professional working

environment. (A different checklist would be needed for other types of context of use, for exa

copsumer products.)

Any characteristics that are likely to affect usability need to be described, and that could“affect
could be described. Characteristics that are unlikely to affect usability, or thatchave alre
acpounted for in another category, can be ignored.

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

imple, for

usability
ady been

=
=

User Groups

Decide whether the users need to be considered as distinctly different g

Dividing users into groups can incur significantly more work, and th
should only be carried out where the differences are likely to affect y

roups.

erefore
sability.

User types being
considered

Decide whether different user typesneed to be identified.

If the user population contains groups of people who use the system
form different sets of tasks,or who have considerable differences in
experience, then divide(hem into separate user groups.

EXAMPLE Users with disabilities can have different requirements ¢
abilities comparged-to able-bodied users; accounts clerks who regula
system might-have different levels of ability and requirements comp
managers who need to access the same system occasionally.

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

to per-
ability or

nd
Ily use a
ared with

or
heir most

a)

User groups
identified.

List the user groups you have identified.

b)

User groups\to be
described

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

This is the first occasion when filling in the Context of Use form that

need to consider the Context of use for evaluation. When listing WhicH of the

user types identified in a) above are going to be involved in the eval
you will need to take several factors into account:

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

2) Ifplanning an evaluation, you will need to consider resource con

[y.
you will

ation,

straints.
bliability

How many users will you have access to? (If you require statistical r'

£ 1 . . £40 L loie 11
Ul IIIT4AdS Ul ts dlIU ITITLLIICS, 4 THITITITIIUIIT U 1U UL ©dlll Ly }JC 5 ubuau_y I'T

mended). Will the cost of their time and expenses be included in the

budget? Does the budget cover the time needed to analyse several groups of

users?? Will any future evaluations which are to be used for metrics
son have access to users of the same type? Do you have access to the

type of users for any systems that are being used for comparison with this

product?

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

of these types.

tom-
overall

compari-
same

1.1.2

Secondary or
indirect users
who:

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

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

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

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

This can include individuals who do not interact with the product, butruse
the results produced to carry out their own tasks. An example is shoppeérs
who use the receipts produced by electronic tills to check their shopping bills
without directly interacting with the till.

1.2 Psychological This subsection asks you to provide some details about theformally and
and social char- |informally acquired skills and knowledge of each of the user types listed for
acteristics Question 1.1.1.

REMINDER If there is more than one user type, then/the following sections
should be completed separately for each user typeyou selected in Section
1.1.1.b.

1.2.1 Training and How much practical experience does this graup of users have in performing,
experience in the |either manually or with any automatedssystem, the tasks that this product sup
processes and ports?
methods which EXAMPLE For a financial package;-how much experience do these users haye
the product sup- . . , .

orts of the accounting procedures performed using each of the product’s main
p functions? Without experience of accounting procedures, it could be difficulf
to use some functions. Or-for an ATM (cashpoint machine), when a task is
withdrawing money frot’a bank account, if users are experienced in with-
drawing money over.the counter, but not in using the cashpoint, their experj
ence with the product will be low, but task experience considerably higher.

1.2.2 Experience in:

d) |usingthe prod- |How much practical experience have users had in using the product for its maif
uct functions?

B) |using other prod- | How.much practical experience have these users had in using other products
ucts with similar [performing similar functions?
main functions List for each main function.

d) |using products’ |For computer-based products only: state how much practical experience users
with the same have in using the operating system or environment on which the product is
interface-style or |based.
operatirg system EXAMPLE For a UNIX®-based product, state experience with other

UNIX®-based applications; for a WINDOWS® -based product state experieng¢e
with other WINDOWS®-based applications.

1.2.3 Fraimimgin Thisimciudes formmat traimng as wettas tess formmat metiods suciras open

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

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

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

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

d)

using products
with the same
interface style or
operating system

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

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

1.2.4 Qualifications What range and distribution of qualifications might members of this user group
typically have?
Include formal and informal qualifications; e.g. degrees, apprenticeships.
125 Relevantinput Whatinput-device-skitls-do-they-possess?
skills EXAMPLE Regular user of mouse; touch typing (60 to 90 wpm)Mast two
finger typing or slow ‘hunt and peck; familiarity with a touch-screen, etc.
1.6 Linguistic ability |State any deficiencies users could have in the language in which the prqduct and
its documentation have been written.
1.2.7 Background Is there any general background knowledge that is indirectly relevant fo the
knowledge users’ performance of tasks with the product?
Background knowledge is knowledge which is\miot directly connectefd to the
product, the task, or IT, but which users could have due to membership of
a social, cultural, organizational, regional,.national or religious group. An
example of background knowledge could be that company telephond opera-
tors are not on duty after 6.00pm.
12.9 Intellectual abili-
ties
a) |distinctive abili- |Do the users possess any distinctive intellectual abilities?
ties
b) |specific mental |Do the users have any Specific relevant mental disabilities?
disabilities
12.10 Motivations How positive.or negative are the attitudes which the users display?
(give reasons where helpful):
EXAMPLE Highly satisfying work despite low rates of pay, proud of|products
produced, suspicious that the introduction of IT will lead to loss of j@bs, lack
of trust with higher management.
a) |attitude to job
and task
b) |attitudedo the
product
c) |attitude to infor-
mation technol-
ogy
d) |employees
attitude to
the employing
organization
1.3 Physical and This subsection is concerned with the physical characteristics of the user type.
sensory charac-
teristics
1.3.1 |a) |Agerange What is the age range of the user type?
EXAMPLE Age ranges between 16 and 70 years.
b) |Typical age If appropriate, state the typical age of this user group.
1.3.2 Gender What is the male/female distribution of the user type?

EXAMPLE 10 % male, 90 % female

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

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

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

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

ments If the product is not being used in a work environment, then this subsection

ill + 1 1 £ 1€l 2o+ £ ialkt o Co o1 43 14
wil-reotberelevanttHihisisthe-ease go-straightto-Subseetion+-6-
14.1 Job function What is the purpose of the user’s work?
List the main objectives and responsibilities of the job, as carried out by the
user
1.4.2 Job history

how long Typically, how long have users been employed by the organjzation?

employed

how long in cur- |How long have users been doing their current job in this\organization?

rent job

1.4.3 Hours of work /

operation

hours of work What hours do users work?

Provide details about the hours of work of the user, including shift work,
irregular hours, home working hours, etc.

hours using What hours do users spend using the product?

product Provide details about whelrthe product will be used; for example, the produlct
is used throughout the;shift which can either be early, i.e. 0500-1300 hours ¢r
late i.e. 1300 to 2200 hours. Workers alternate between weeks on early and
late shifts.

1.4.4 Job flexibility Can users decide-how to approach the job, organize their time and carry out
tasks?

1.6 Tasks Define the tasks for each user type.
What constitutes a task is determined by the major functions of the product
(i-e~the major productive goals which a user can achieve using the product),
as listed for Question 1.4 (Major Functions) in the Product Report.
In almost all cases, there will be more than one task. You are asked to list all
tasks users carry out with the product, and then to select those you think
should be evaluated.

tasksidentified |List all tasks that users perform using the product.
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