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blueprint is just good thinking written down. You have to do the good

thinking part first and the writing down second. One of the many secrets
of good thinking is to learn from those who have suffered before you. Over time,
design, architecture, software engineering, and usability have all developed many
good rules of thumb to help us avoid making the same dumb mistakes our pred-
ecessors did. This chapter covers a few that I've found relevant to information
architecture. As you design and read about design, you’ll add your own to this

list. But let’s begin with these eight principles.

Principle #1: Design for Wayfinding

A few years back, | read an interesting study’ that showed that women navigate
through the world by landmarks (turn right at the Quickie Mart, turn left at the
white house) and men navigate by their sense of direction and space (go five

miles east, then two miles north).

1. Georg Grén, Arthur P. Wunderlich, Manfred Spitzer, Reinhard Tomczak, and Matthias W.
Riepe, “Brain Activation During Human Navigation: Gender-Different Neural Networks as
Substrate of Performance,” Nature Neuroscience 3, no. 4 (April 2000): 404-408.

Or in English rather than scientist-ese:

“Study: Sex Affects Navigation. Men Find Their Way More Easily in Unfamiliar Settings.”
Available Online at http://www.abcnews.go.com/sections/science/DailyNews/
brain000320.html.
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On the web, everyone’s a woman. You cannot use your sense of direction; it's a
physical attribute, and physically you haven’t moved an inch from your monitor,

no matter how many web sites you’ve journeyed to.

To assure that people can return to items of interest, and also to assure that they
can find new ones, Information Architects can borrow from an architecture disci-

pline called wayfinding.

Wayfinding is typically employed in disorienting places such as malls, airports,
and subways to help people get from one point to another. The goals of wayfind-

ing are to let people know

O Where they are
O Where the things they’re looking for are located

O  How to get to those things they seek

Wayfinding does this using not only signs, but also architectural cues and interior
design choices. Think of an airport: Main corridors are wide not only to let mass-

es of people through, but also to let you know that’s where you should go;
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access to employee areas is provided by small corridors tucked into corners. The
design is finished with an “Employees Only” sign; but if the design is good, you
will never find yourself facing that sign. On Amazon, the main section of the page
is devoted to the bulk of the customers. Down along the bottom is a small link,
Associates, which is for those folks who sell items for Amazon. A normal book

buyer would not accidentally trip over the sign in Figure 2.1.

- 1n Cell Phones & Service

Associates \ Save up to $200 on Sprint PCS Phones
Sell baoks, music, = g S up 10 8200 on our eni lineup of awesom Sprist DS phores when you
videne, and more from ) @ @V pivate service. We have all the hottest handsets, including the Touchpoint 5250 and
your Web site, Start = Eup; n%
Larning today! = the Samsune A400, Hurry, offor capires May 12!

- $200!

N 7 -
Where's My Stuff? Shipping & Returns Need Help?
« Track your recent arders « Sce our shipping rates & policies « Forgot your password? Click here.
o View or changs your orders in Your Account. e Return an item (here's our Returns Policy) o Redsem or buy a gift certificats
* See our animated demo! ® visit our Help department.
search |4l Products =l for | @
www.amazon.com

Amazon provides the employee entrance at the bottom of the page, out of the way
of the customers.

You want to let visitors to your site know the same things that the visitor to the

airport needs to know...

Where They Are

Time to use the big “You are here” sign as well as subtle design clues to indicate
location. Logos remind people whose site they are on; headers, breadcrumbs?, a
navigation bar that shows where you are, and color-coded sections are all proven

ways to orient a user within the site (see Figure 2.2).

2. Breadcrumb is the term for the navigation that lets you move up and down a hierarchi-
cally organized collection of stuff. You probably first saw it on Yahoo when you were
researching Jane Fonda'’s breathtaking performance in Klute and followed this trail:

Home > Entertainment > Movies and Film > Titles > Drama > Suspense

And you found Klute just like Hansel and Gretel following breadcrumbs to their parents’
home. It’s a useful tool that allows users to widen their search.
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FIGURE 2.2

PC World uses a colored tab to let you know what section you are in,
breadcrumbs so that you can move up the hierarchy, and colored numbers
to show the page you're on.

Where the Things They’re Looking For Are Located

As you prepare to design your navigation system, take a moment to consider,
“What do the bulk of the visitors coming to my site want?” And ask yourself a
follow-up question, “What do | want them to be able to find easily?” Once identi-
fied, you want to keep these items in front of your site’s visitors as they travel

throughout the site.

A software site, for example, usually needs to offer product information, down-
loads, and support. It is useful to allow users to always be able to find their way
easily to these key places. This can be done a number of ways, although global

navigation is the most common.

Global navigation is a set of navigation tools that are consistent throughout a
web site. Here you see three software companies’ global navigation: Apple,
CoffeeCup, and Adobe. CoffeeCup is a tiny software maker, Adobe is a major
graphics software maker, and Apple is Microsoft’s only known rival. All sport
prominent links to Products—it’s the one thing they all want you to find. It does-
n’'t matter if you’re a big company or a small one. If you’ve got something to sell,

you had better get it in front of your potential customer or you are in trouble.
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FIGURE 2.3
Global navigation for Apple.
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Global navigation for Adobe.
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How to Get to Those Things They Seek

“How to get there” is achieved through intelligent navigation design. In good nav-
igation design, links look clickable. They have clear labels that set expectations
of what lies beneath, and they are grouped with similar options so that they gain
meaning through context. Macintosh as a link means something very different
when placed next to London Fog Trenchcoat or Jonathan Apples or IBM Think
Pad. Navigation can be tricky. That’s why this book has a big section on naviga-
tion in Chapter 8, “Eat Me, Drink Me, Push Me.”

Principle #2:
Set Expectations and Provide Feedback

On the web, you don’t know what to expect when you click a link, submit a form,
or push a button. It is the designer’s job to set expectations for every action and
clearly present results of those actions. There are many little ways you can keep

people in the loop.

For instance, you can let folks know it hasn’t happened until it’s happened. The
Snapfish web site allows user to store, edit, and print their personal photos. The
tool for cropping keeps a small image of the original photo in the corner of the
page while you edit, to assure you that your original photo is still intact, and you
can start over at any time (see Figure 2.6). Photos are precious to people, and

this can provide the level of comfort needed to allow people to edit unafraid.

You can also remind people where they are in a process. Drugstore.com’s shop-
ping bag is always on the left side of the page, letting you know how much

you’ve spent and what you’ve selected to buy (see Figure 2.7).

Occasionally, the server has to run a long process that takes some time. To let
people know it isn’t their computer that is running along sluggishly, you can
display a message letting folks know what’s going on. Animation is key to this—
movement gives a sense of activity. A still screen is worrisome...Has my com-

puter died? Have | lost the connection? Is their server down?
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On the left, you can see a small version of the original photo along with an
invitation to start over.
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FIGURE 2.7

On the left, you can see the shopping bag with all your items.
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Expedia animates a series of small dots to let you know they are searching for
flights (see Figure 2.8). The users can’t tell how long the search will take, but at

least they know everything is working.

Flash movies often take a while to load. Egreetings handles potential user anxiety
by displaying both a message that the card is coming and a status bar that slow-

ly fills with red as the animation loads (see Figure 2.9).

FIGURE 2.8
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H Y
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loading!
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FIGURE 2.9

As the Flash movie downloads, the status bar slowly fills with red.
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Principle #3: Ergonomic Design

When you’re designing in digital spaces, remember an often forgotten fact—
human beings have bodies, and these bodies vary widely. In the real world, it’s
easier to remember; Herman Miller went to the bank when he tripped over
this fact and his designers created a chair that could be adjusted endlessly—

the Aeron.

www.hermanmiller.com

Herman Miller designers Bill Stumph and Don Chadwick took the humble chair to
a new pinnacle of comfort by designing the Aeron chair—endlessly adjustable for

the wide variety of human bodies.

But tall and short doesn’t mean much on the web. On the web, the body parts

engaged are hands, eyes, and ears.

Hands

When designing for hands, consider such things as scrolling distances and
scrolling frequency. Think about designing shortcuts for people with repetitive
stress injury (RSI). When Razorfish Germany redesigned the Audi site3, they did
extensive testing of navigation on the right side of the screen with potential web

site visitors (see Figure 2.10).

3. “Challenging the Status Quo: Audi Redesigned” James Kalbach tells the story of how a
web design firm, Razorfish Germany, redesigned the Audi web site to be as innovative as
the product they sell (see http://www.boxesandarrows.com/archives/002695.php).
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FIGURE 2.10
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This was an innovation. Almost all web sites have gone to navigation on the top
and/or left side of the screen. In user testing, Razorfish discovered that not only
did the users not mind the change, but it provided easier access to the scrollbar

for faster navigation and made it easier to concentrate on the content.

Eyes

When designing for eyes, consider blindness, color blindness, nearsightedness,
and farsightedness.* PeopleSoft designed its site with very small, elegant type—
so small and elegant, it’s too small to read if you don’t see very well, which often

happens as one grows older.

PeopleSoft might want to ask itself who tends to have a need for financial soft-
ware? Teenagers with perfect eyesight? Or people in their forties and fifties—

those lovely years when reading glasses and bifocals go on the shopping list?

A tool that comes built in to the browser enables you to resize the text size.

Many with poor eyesight eventually discover it.

4. To learn more about attending to the needs of the blind, the color-blind, and the girls
who wear glasses, please check out the wonderful Americans with Disabilities Act web site
at http://www.ada.gov (though, no, they can’t help with the “seldom make passes” part).
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However, the person who writes the code for the site can disable it. This means

no matter what your users do, they can’t read about your wonderful products.

File Edt View Favortes Took Help Hum @] posttoMTBlog &) Windows ] Dreamhost (@] AslomarWiki Astomar ik

valdate page (W3C) D

i | Tool used to resize text.

Qe - @) - BIEL ‘ ) search 5 Pavortes @Y vedia @‘ 2 ;

L) B A [ o

Ackress [] htzp:fonm.bm.com

Largest

T He

= Larger
= = 3 PageRank = = B
Google o[ | Bpsesrchweb Ggsearchste | P28k @pageinfo - (e - Arictiohe

Smaller

Smallest

PeopleSoft.

Products : Product Lines : Financial Management Solutions

Entarprisa Strategies

Assess Your Neads

General Ledger

Consulting + Hosting

Find Pradusts

Custamers + Partners

Froduct Madule

Felated Suites

General Ledger

Features || Tech. Info || Next Steps

Part of aur new PeopieSoft §.4 Financial Management Solutions release—now
generally avalabie

PeopleSoft General Ledger delfvers an extensive financiel marmgemert solution

Implement that goes beyond traditional ledger functions. Our Pure Irternet Architecture™
Support enables users to manage global financial performance on a browser,

>[SEARCH

Search Tips | Site Index

Features List

# Flexible acoounting structure: Defins how you wart to capturs and
0253 YoUr financial Information based on your Unidue requirements
Go beyoand traditional accourting information to include actusls, budgets,

statistics, and forecasts t support the demands of your organization's

Find What You Need

financial reporting. Globial organizations can use muliple Generaly

About PeoplaSeft
Investor Relatisns

Careers

Docurmert Archive

Accepted Accounting Frinciples (GAAFs) with the same sccourting
system.

Comprehensive journal processing: Colect and cortrol data
efficiertly. Import high valame journals from spreadshests., Create
templates for recurring transactions. Record transactions wikin
business units and betwesn muliple independent business urits
Acoept BCCOUNNG entriss from other PeopleSott applications

Summarize accounting data from PeopleSaft or third-party systems.

PeopleSoft.

Enterprise Strategies

Assess Your Needs

Consulting + Hosting

Find Froducts

Searsh

S[SEARCH

Search Tips | Site Index

Find What You Nead

sbout Pacplesoft
Investor felztions
Evertz
Careers

PeopleStore

Find Products : Product Lines : Financial Management Solutions

General Ledger

Customars + Partnars

Froduct Module

Related Suites

General Ledger

Features || Tech.info || Next Steps

Part of our new Peapleaft 5.4 Financial Management Solutions release—now
generally avalable.

PenplsSott General Ledgsr delivers an extensive financial management soition
that goes beyone tradtional letiger functions. OUr Pure Interret Architecture™
enables users to manage gobal financial performance on a browser.

Demos: » PeopleSoft Genersl Ledger
Features List

# Flexible accounting structure: Define how you wart o capture and
access your financial information based on your unigue recuirements
Go beyond tracitional accounting information to incluede actuals, budgets,
staistios, and forecasts to suppert the demands of your organizatior's
financial reporting. Global oraanizations Gan use mutipls Generally
Acepted Ascourting Principles (GAAPS) with the sams accounting
system

Comprehensive journal processing: Collect and cortrol date
efficiently. Import kigh volume journals from spreadsheets. Create
templates for recurring transactions. Recore transactions ‘within
huginess units ane ketween muliple independent business units
At AcooUnting entriss from other PaopleSatt apgications

Summarize accourting data from PeoplsSaft or third-party systems

www.peoplesoft.com

FIGURE 2.11

This is PeopleSoft at a
default text size setting of
Medium.

FIGURE 2.12

This is PeopleSoft with the
text setting changed to
Largest. Notice that only the
space between the text has
grown larger.
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FIGURE 2.13
IBM also uses an annoyingly small font size.
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FIGURE 2.14

However, because they have coded the site to resize, those folks who
set their browser to “Larger” get larger text. Just as God and Bill Gates
intended.
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Ears

When designing for ears, remember not only deafness, but also people who may
be listening in public spaces. Who hasn’t been in a quiet office when suddenly
loud music floods the room from a nearby cubicle? Background music on your
site sounds like a good idea in a design brainstorm, but it will annoy people surf-

ing at workplaces that use cubicles rather than offices.

The body, and the world the body inhabits, matters even in the digital realm.

Principle #4:
Be Consistent and Consider Standards

Your web site is probably not the first web site your visitors have ever been to.
This means that the moment someone types your URL into their browser win-

dow, they’ve got some expectations of what you will give them.

For example, it’s a common web convention that a link to the jobs available area
is in the navigation on the bottom of the site. This is where job hunters will look
first. You can see that these three companies follow that convention on their

web sites.

Before designing a site, take a tour of competitors’ sites and related web sites.

Look for best practices patterns you can adopt.

Do be thoughtful, though. You don’t have to slavishly copy what sites are doing;
rather, try to see why they have done what they’ve done. Is it a best practice? A

common practice? An idle whim?

Your repeat visitors also have expectations. Did you call the help section
“Information Support” on the home page? It had better not be called “Help” in
the interior pages, or confusion ensues. Consistent labeling and design also
gives an air of professionalism; it doesn’t look like you’ve got 30 interns running

around building web pages without talking to anyone.
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People & Chat Dorts Bustralia
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Pets & Animals Trensportation, Irip Planning. )
Travel Deals Online ; City Directories
Spedial Online Deals Library Bersonal aflanta
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P Find an Article
Search for news and magazine articles on any topic at
Eindérticles.com,

» Build the Directary
Jain the Zeal ity and have fun while building the
Looksmart Directory

About Us, Submit a Site, Jobs, Privacy Policy, Terms of Service, Help Build the Director
© 2002 LookSmart, Ltd. Al rights reserved.
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www.looksmart.com
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Hand your kids

Notice where Jobs at
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Regitwy Lomecpaanziat:  GONSCY wwtamg o oo s Walmart.com is located.

Refill your prescription iy, visit our trusted partner Baby
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a reminder. @ Sar's club

Register for your shower,
design birth announcements,
shop for baby gear and

We're Working Hard to Roll Back Prices
Find Rollback

Tofind a Wal-Mart store  * Company Information
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_Find| +Jobs at Wal-Mart

INTERNET SERVICE per month

Ordering Help Shipping & Returns Help  Store Help 5till Have Questions?
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Company Information | Jobs st Walmart.com | Sits Map.

www.walmart.com
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As you design, you need to keep track of conventions that have arisen over the
previous few years and break them with caution. You also need to keep a running

style guide of your own decisions to ensure that your own design is consistent.

Principle #5: Provide Error Support—
Prevent, Protect, and Inform

Life is hard. People make mistakes. People then feel stupid. To avoid contributing

to this sad state of the world, try to keep errors to a minimum by

O Preventing. Use clear, brief, conventional language in your instructions
and dialog. Figure 2.18 shows a good example of this.
Free Membership Sign-Up * required fields

Email, Username, and Password

* Enter d Email A

I
I v o)

Tao campl ih, you must later reply to a confirmation email sent to this

nugt include 1 letter of the alphabet.

will be visible to the public if you participate
so0 choose carefully!

www.live365.com
FIGURE 2.18
Live 365 lets people joining their service know what rules they have for choosing
a password.

O Protecting. Save user-entered information. Nothing is more frustrating
than writing a long e-mail and then losing it. Right now, because of
limited web technology, there are very few ways to protect information
entered into forms. However, you can still offer features such as
Yahoo! Mail’s “Save Draft” to let savvy users protect themselves (see

Figure 2.19).
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Yahoo! Mail for cwodtke@yahoo.com

VAHOO!,

¥ahoo! - My Vahoo!  Options - Sign Out - Hel]

—& Mail e D) = utal (2) Agdromses 9 Catondar ) hotapas
Mail Home
Check Mail Send | SeveDratt | SpellCheck | Cancel
Compose Insert addresses from A ddrecs Book or enter nicknames (separated by commas)
Folders Toi
Addresses Subject
Ce: "
Search e Bec: |
Options ™ Sendvia free ZixMailaet* whars st ¥ Save copy to Sent folder
Mail Add-ons Switch to Plain Version Send an Invite or a Greeting Card
Help Desk |[Paragragh [Fent =[5z 21| T view HTHL Source
Sign Out s m@ls 2 v|B o=

‘5A lort ne when
1 gt neve mail
Gend s Grssting
Sand 55 to 3 Frisnd

Insusance

et Quotes

&=

FREECre dit Report

I Use Signature
h @one) AddDelete Attact

Video: (oney Add New! wurc oo

Spell Check | Cancel
" oz

i L 18 el i Aail ot b

Send | Save Draft

i i "

FIGURE 2.19

Notice that there is a Save Draft button on the Yahoo! Mail compose page.

O Informing. If an error occurs, tell users exactly what’s happened, use

a nonjudgmental tone, and try to help them recover. For example,

Expedia.com explains why the search was not successful and helps

users avoid further error by providing a drop-down list of potential

choices (see Figure 2.20).

Soak up the sun, snorkel, hike, and go on a luau "i

Expedia.com® yvecons, christina, sunin ssin o

Frome YUY ool cors] "52iies cruisos ceai gueo | maps  businss
SteMap | (O7 My Trivs | ¢fB) MyProtie | Custormer Suppan
o We need you to correct or provide more information. Please see each marked section.
Flight wizard b
Fare Compare
Fare Calendar
Timetable Search

Roundtrip search

O G Roundtrip M\ € Oneway Y C Multiple destinations

Flight Status
Airline Fare List

Flight Price Matcher

[l Where and when do you want to travel? AR s

- Hew! Web fares:

Leaving fram:
Ely for less!

[Ban Francisco, CA (SFO-San Francisco ntl)

- View top air deals
For il destinstions:

@ More than one aiport matches paris’ Please type a new aimort
name or code, or select an airport fram the list
Gaing t:

J - Expediia Bargain Fares
pans Sawe up to 50% on flights.
Paris. France (CDG-Charles de Gaulle)
Paris, France (ORY-Orly)

Paris, France (PAPANl Airports)

TRAVELER TOOLS

Deperting: (VMIDDIYY)

67572002 [E] [anyime =l

* Flaht Status
* Aiport Information
* Eare Tracker

@ Please check your date. Type all dates Month/Day/¥ear using
numerals o, 1o select a date from a calendar, click the Calendar
buttan.

Returning: (MMDDYY)

| r—

* Currency Converter.

* Driving Cirections: [

www.expedia.com

FIGURE 2.20

There is a lot right with
Expedia’s error messaging:
it is polite, the errors are
shown in red next to the
area that needs correction
making them easy to spot,
and advice is given on how
to correct the problem.
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Principle #6:
Rely on Recognition Rather than on Recall

Most humans have dicey memories. Not only do we forget to pick up bread from
the store on the way home, we have trouble remembering long phone numbers,
the address of our dentist, or that word for when you think you’ve seen some-
thing before but you haven’t. Research has told us even more about human
memory abilities. Familiar items are easier to remember than unfamiliar, short
words easier than long, and it’s easier to remember in no particular order than in

a particular order.5

Unlike humans, computers are pretty terrific at remembering long strings of
characters. So why make people remember something if the computer can do

so instead?

Mapquest takes advantage of this by storing addresses you’ve typed into their
search box and then displaying them in the driving directions tool (see Figure
2.21). Not only does that save lazybones from having to type, and reduces errors
caused by typos, it saves users from having to drag out their address books to

look up the information.

Recognition also means that you should be always seeking ways to keep
information before the visitors’ eyes. Figure 2.22 shows the control panel for
DreamHost, a company that provides hosting for web sites. It’s the place where

web site owners should be able to manage their web sites.

Let’s say you want to see, by checking the log files, how many people are com-
ing to your site. So where is that link? You look at the log’s previous month...Is it

under Domains? Goodies? Users? Nope, it’s under Status (see Figure 2.23).

5. A. D. Baddeley, “The Magical Number Seven: Still Magic After All These Years?”
Psychological Review 101 (1994): 353-356.
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[N Netscape [ b ) [ o Msps | [im

. F Special 2-Hour Season Prémiere.
— Mmugs E - 1 CHBi SUN, JUNE 16

. o . 8PM ET/PT /
YELLOW PAGES
driving directions

- North America RO
* Europe
* Saved Routes

Select from Address History*
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[Address Histary =l
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Address Hi
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Abbrauistions Abbrauiations

Country; Country:
United States United States
Optienal: Find locations within [2 | miles of my route (US Only}.

- sen - @
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www.mapquest.com
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Mail
Goodies
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www.dreamhost.com

1
S
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Where can T view my
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FIGURE 2.21

Notice the stored addresses.

FIGURE 2.22
DreamHost's control panel.

FIGURE 2.23
Statistics is under Status on
the control panel.
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Admittedly, the labels are a big part of the problem. The label Status does not
connote Statistics, and it fails as a memory trigger. But rather than struggling to
find a label that will work, why not simply display the links? Showing all the links
avoids forcing users into this game of hide and seek. Although listing all the links
will cause the page to scroll, scrolling is still much faster for users to do than
clicking each option, then the Back button, and then another option as they try to

find where the log files are hidden.

Anytime that you can take the burden off the user’s poor overtaxed memory and
place it on the computer, you are making your site just a bit more valuable to

your customers.

Principle #7:
Provide for People of Varying Skill Levels

A web site user is a beginner only for a short time. By approximately their third
visit to a site, they’ve become an intermediate. They stay this way for a very long
time, perhaps never advancing to expert; they don’t need to. Intermediate use
means they can accomplish nearly everything they want and have no desire to
learn anything beyond that. Experts are much less common. Experts continue to
learn how a web site or piece of software works until they use the power fea-
tures. Yet we design simple sites for beginners and then build shortcuts and spe-
cial features for experts. We are spending all our time designing for the least

common users.

It’s time to consider “the user” as a person in motion, in time, changing and
learning all the time. Your design should assist users in moving to a level of
accomplishment that is satisfactory. You don’t need them to become experts—
just design the interface to help move people to a place where they are happier

with their results.

The International Herald Tribune is a great example of a site that caters to inter-

mediate users (see Figure 2.24).
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@ Atroubling plot twist for Hollywood: Attack of the Cloners

Jon Healey and Richard ¥errier Los Angeles Times

Saturday, May 11, 2002

LOS ANGELES A week hefore the fim's
release, an unaUthorized copy ofthe nest
"Startfvars* sequel has already hitthe
Intemet, offering a stark termonstration of
Hollywaad's growing prablern with piracy
in & diaital age.

“Starars Episode II: Attack of the
Clones" reached the Infernet on Thursday,
the latest example of how high-guality
hootleg versions of hiockbuster movies
appear online long before they are
availaltle in video stores, or even hefore
they appear in the theaters. "Spider-Man"
for instance, made its debut on the
Intemet a day before its official premiere.

Impraved picture qualiy, combined with
the praliferation of high-speed Inernet
links and easy-lo-use piracy tools, means
thatillegally copied mavies are rapidly
reaching the mass market, not just a
cadre of Netaddicted geeks. Studio
executives fear that hootiegged movies
will be as popular and as easy to obtain
as pirated music i taday.

And with the popularity of the " Star Wars”

franchise, the pirated version of "Atiack of
the Clones' could attract an
unprecedented pre-release audience.

“& million people will have seen 'Star
Wars' before Its apened " said Brucs
Farest, an independent media-echnology
consultant and an sxpart in piracy. “Thats
never happened before "

Many industry ohservers do not expectihe
boolley copy of "Aflack of the Clones” o
cutinto box office receipts, but same worny
ahoutthe impact on videotape and DvD:
sales, which that make up & significant
partion of a studio's profits

*The experience in theaters is a thousand
times more dyramic than you would ever
geton a computer sereen at home, 50
what people will be getting is just some
sense ofthe plot line ofthe film, withaut
the full impact of the special effects * said
Richard Jewell, assnciate dean of the
school of Cinerna- Teleision at the
University of Southem Califamia

ancy Newhouse Porter, a Los Angeles

entertainment lawyer, said: "Where its a
complets disaster s in the home video
business. how they can make copies and
ship digital fils5 to places liks Ghina
where we have a really hard fime
enforcing our copyriht laws "

The pirating of *Atack of the Clanes”
lends fue to the film industry's efiarts in
“ashingtan 1o crack down on piracy.
ihile the studios' rade association steps
up its enfarcement, their lohbyists are
pushing for laws that would require
computers and consumer eleconics ta
e modified to deter unauthorized

copying

“It's an extremely serious threat,” said
Jean Munell Adams, head of the litigation
departrent al Dreamidiorks SKG. "I'm not
surprised that's its on the Internet. | talk to
pirates because |want ta find outwhy
theytre doing this. And what Ive been told
is that iney were eagerly anlicipating who
would be firstto da this. It's a challenge
for them.”

The baotieg version of*Attack of the

£ subsariptions 11 E-mail Alerks

About the THT : Frivacy & Cookies : Contact the IHT

Site Feadback | Tarms of Use | Contributor Palicy

IHT

www.iht.com

FIGURE 2.24

The International Herald
Tribute offers gadgets for
intermediate users.

The site looks like a typical newspaper site. It is simple to use; you learn the

interface as quickly as you learn to read a paper. After reading a few articles, you

start to notice the gadgets. You play. Intermediates quickly learn how to adjust

font size or column layout. It’s located conveniently next to the Next Page link.

Experts eventually find the clipping service. But those experts are few; and the

special features never get in the way of the daily reader, which is the role most of

us will stay in.

Principle #8: Provide Meaningful
and Contextual Help and Documentation

Help is consistently poorly offered around the world. Your VCR manual has been

translated from Swedish into English by someone who speaks neither well. Your

software manual was written by an engineer who wanted to knock it out so he

could get back to coding. When you need help while writing, you find yourself

stalked by a menacing paper clip in MS Word. The Help section on a web site...

well, you’ve probably never looked at it because how could it possibly help?

Every other time you looked at a manual, it just confused matters.
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Meanwhile the kind of “help” people do think might actually help, such as
phone assistance, is expensive for the company and often annoying to the
caller. “Press 1 for Spanish, press 2 for Chinese, press 3 for French, press 4 for

Laplander...”

People doing any kind of vaguely complex task will inevitably require help—and
resist asking for it. What you can do as a designer is offer the right help at the right
moment in the most unobtrusive way possible. Place information in clearly labeled

locations, rather than grouping it all under the generic and menacing “Help.”

Figure 2.25 shows a page from the Schwab stock analyzer, with which I’'m trying
to evaluate IBM. I’'m financially clueless, and this page offers me explanations of
the mysterious language of the stock market. Schwab teaches how to evaluate

stocks while you analyze the stock. Thus learning is far more relevant because it

is tied to an important task. Schwab’s Help is relevant and meaningful.

Perhaps in the future, the Help section will again seem helpful; for now, don’t just

say Help—be helpful.

Login » | Open an Account | ContsctUs | Home
R 0 L You may need over 70% of your current
income far retirement. Find ou I youra

CharlesSchwab prapared at olr Ratiremant Wa rkehap

e UMAEZTAEN Quotes and Research
Overview | Quotes and Research Demo | Stock Analyzer

Charles Schwab Stock Analyzer™
Financial Fundamentals - INTERHATIONAL BUSINESS MACHS (IBMENYSE) Glossary

Site Map | Dema | Help

Research Steps
Getling Started
Business Summary
Financial Fundamentals

In this section, you will leam about some of the key financial
fundamentals, like profitahilty, retumns on assets and deht-to-equity

What is the company’s Return on Equity? Why is it important? Retums and Risk
Return on Equity (ROE) measures how well a company generates Waluation

income on its shareholders investment. (Mote that itis not the return on

the company's stock) In its simplest form, ROE reflects 3 company's Comparison

profit margin, its eficiency in the Use of assats, and fts financial leverage
In general, look for a return on equity higher than the industry average,
indicating thatthe company is generaling higher income on shareholder
investment

Return on EqUIty rovi

INTERNATIONAL BUSINESS
MACHS

31.3% 17 1% T2%

"The Matet epresents the ausrage of the companies in the S&P 1500 index

Industry Market

Is the company Profitable?

Frofitability largely depends on a company's marketing strategy, cost
efficiency, and competition. In general, look for companies with higher
profit margins than the industy average. There are exceptions o this
general rule. For example, some new husinesses may sactifice short-
term profits in order to invest in future growth

Profit Margin

Industry Market

MACHS
9.0% 5.7% 3.6%

www.schwab.com
FIGURE 2.25

Charles Schwab Stock Analyzer provides a Financial Fundamentals section.
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“This Chapter Will Self-Destruct in
Five Seconds”

Remember what | said about memory? About it being dicey? You do remember,

right? Yep. That's what | thought.

These principles are best used if you can manage to get them off the paper and
into your head. Because when you’re in a project, you’re going to be hit with so
much information that your brain is going to want to make some room. And what

I’'ve explained in this chapter could go up in a puff of smoke.

| guess it would be easier to remember if | said, “Just put seven links on a page

and all will be fine.” But it wouldn’t be fine. Humans are just too complicated.

Beware of easy-to-get, easy-to-remember answers.



