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PREFACE

This Standard was prepared by the Joint Standards Australia/Standards New Zealand
Committee IT/15, Software Engineering. This Standard is identical with and has been
reproduced from BS 7830:1996, Guide to the design and preparation of on-screen
documentation for users of application software.

The objective of this Standard is to provide designers of application software with guidelines
for the design and preparation of user documentation for on-screen covering content,
navigation, style and presentation.

The term ‘informative’ has been used in this Standard to define the application of the annex to

which it applies. An ‘informative’ annex is only for information and guidance.

As this Standard is reproduced from a British Standard, the following applies:

(a)
cover and title page.

(b) In the source text ‘this British Standard’
Standard’.

(©)

References to British Standards
Australian/New Zealand Standards:

Reference to International Standard
BS

7649 Guide to the design and
preparation of documentation for
users of application software

BS EN

29241 Ergonomic requirements for office
work with visual display terminals
(VDTs)

29241-1 Part 1: General introduction

29241-2 Part 2: Guidance on task
requirements

29241-3 Part 3: Visual display
requirements

ISO 9001  Quality systems. Model for
quality assurance in design,
development, production,
installation and servicing

BS

ISO/IEC 12119 Information technology—
Software packages—Quality
requirements and testing

ISO/IEC

9126 Information technology—
Software product evaluation—
Quality characteristics and

guidelines for their use

should be replaced by

Its number does not appear on each page of text and its identity is shown only on the

should read ‘this Australian/New Zealand

A full point should be substituted for a comma when referring to a decimal marker.

references to the following

Australian/New Zealand Standard

AS/NZS

4598 Guide to the development of
application software

4598.1 Part 1: Software user
documentation

ISO 9001  Quality systems—Model for
quality assurance in design,
development, production,
installation and servicing

4366 Information technology—
Software packages—Quality
requirements and testing

4216 Information technology—

Software product evaluation—
Quality characteristics and
guidelines for their use
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ISO/IEC AS/NZS

12207 Information Technology— ISO/IEC 12207 Information technology—
Software life cycle process Software life cycle process
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AUSTRALIAN/NEW ZEALAND STANDARD

Guide to the development of application software

Part 2:
On-screen documentation

Information about the application can be given to
users in all parts of the product. However, the most
convenient place for delivering information to users
about how to use their application is usually with
the application itself, either on or accessible from
the application’s own screen displays.

Figure 1 shows some of the methods that can be
used to deliver information to users about an
application.

This British Standard covers the methods shown in
bold type. This British Standard covers the decisions
about where angd how information to supplement the

application’s user interface will be delivered to users,

taking all the different methods available into
account. It goes on to describe the process for
developing information for delivery on the screen,
and gives guidelines about what each type of
on-screen information should be like.

There is a whole range of different technigques
available to application developers for delivering
information on the screen, such as bubble or balloon
help, context-sensitive access to different types of
help topic, indexes, glossaries, on-screen books, and
searches. This British Standard helps those who are
designing the documentation to decide what
information users need and what the best technique
is for delivering each type of information.

This standard is about providing information to users
about how to use software. However, the term
documentation is used in many places instead of the
term information, to avoid any confusion with the
information that the software manipulates,

On-screen
information

Paper manuals

Cards and

chartg ————————p

Help desk /

On-screen
book

e

Free-standing
documentation system

Media label

\ Application
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screens
Computer Based
Training (CBT)
Packaging
Text files Training courses
Figure 1. Methods of delivering information to users
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Section 1. General

1.1 Scope

L.1.]} General

This British Standard gives recommendations for and
guidance on the development of on-screen user
documentation for application software. Such
documentation supplements the software’s user
interface.

This British Standard covers the process of developing
the documentation and gives guidelines for the
content, navigation, style and presentation of the
information.

1.1.2 On-screen documentation
On-screen documentation in the coniext of this British
Standard includes any information users can access on
a screen about the software they are using. It includes,
for exarnple:

- context-sensitive displays of names of user

i e objects (such as bubble help or balloon

help);

- help status lines that explain what the current

context is, or what the selected object can do;

- context-sensitive displays of instructions and

descriptions;

— sets of related topics that users can browse

through;

— free-standing documentation systems.
The guidance in this British Standard may be helpful
for developing the following types of documentation,
although it does not cover all aspects of them:

- free-standing documentation systems where there

is no related application software;

- multi-mediz systems using, for example, video and

sound;

— on-screen tutorials and computer-based training

(CBT) packages.
On-screen documentation is fundamentally different
from paper documentation in that it is not suitable for
reading sequentially, page by page. In most cases,
on-screen documentation consists of a series of
self-contained texts that are relevant to specific
situations within the application. The task of creating
on-screen documentation is to identify these situations
and to create brief, relevant, accurate texts.

1.1.3 Application software

Application software is software designed to help users
perform particular tasks or handle particular types of
problem, as distinct from software that controls the
computer itself.

COPYRIGHT
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For the purposes of this British Standard, application
software includes the types listed below:
— consumer software packages, that is, software
products designed and sold to carry out identified
tasks, where the software and its associated
documentation are packaged for sale as a unit;
- software for office applications such as word
Processors, spreadsheets, databases and electronic
mail;

— business software, for example, software for
recording and monitoring business activities such as
stock control and order processing;
- specialist software for use by professionals, such
as accounting systems, graphic design systems and
engineering design systems.
The guidance may also be helpful for developing
on-screen documentation for the following, although it
does not cover all the issues relating to them:
— software engineering products for use by computer
professionals;
- software for programmable electronic or
mechanical systems;
- medical systems and manufacturing systems that
require special safety-related documentation.
1.14 Overview

There is an overview of the contents of this British
Standard, explaining its structure, in section 2. Annex
D explains how different types of reader can use this
standard; it gives simple route-maps for the different
types of reader to follow.

1.1.5 Process

Process recommendations are in sections 3 to 7. They
cover the separate phases of developing on-screen
documentation.

Annex A gives checklists for recording and monitoring
progress through the development phases.

Annex B gives checklists that can be used as the basis
for documentation reviews.,

Annex C covers evaluation of on-screen docurmentation
systems.

1.1.6 Guidelines for on-screen documentation
Guidelines on the contents, navigation, style and
presentation of on-screen documentation are in
sections 8 to 11. Readers should refer to these
guidelines sections during each phase of the process.
1.1.7 Reference information

Annex E contains lists of books that might be useful to
readers.

Documents

Document Sharing Hub


http://www.avadocuments.com/doc/as-nzs-4598-2-1999
http://www.avadocuments.com/doc/as-nzs-4598-2-1999

1.2 Informative references

This British Standard refers to other publications that
provide information or guidance. Editions of these
publications current at the time of issue of this
standard are listed inside the back cover, but reference
should be made to the latest editions.

1.3 Definitions

For the purposes of this British Standard the following
definitions apply.

1.3.1 active area

Area of a graphic that responds to user input.

1.3.2 active text

Text displayed on the screen that responds to user
nput

1.3.3 analysis

Information-collecting phase of development that aims
to find out what types of users need what information
about an application, and why they need it.

1.3.4 application

Software part of an application software product. This
term is generally used when referring to the user’s
view of the software.

1.3.5 application software

Product that is within the scope defined in 1.1.8.

1.3.6 application window

Window that presents an environrment or an
application.

1.3.7 author

Person designing or developing user docurnentation.

1.3.8 change control procedures

Procedures that identify, docurnent, review and
authorize changes to a product being developed.
1.3.9 context sensitivity

Ability of on-screen documentation systems to react
differently depending on the state of the user’s
interaction with the application.

1.3.10 customization

Process of creating a variant of a product for a
particular organization.

1.3.11 design

Phase of development concermed with determining

what documentation will be provided in a product and
what the nature of the documentation will be.

1.3.12 development

Process of preparing on-screen documentation
including phases for objectives, analysis, design and
implermentation, which are planned and controlled as a
unit.
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1.3.13 diagram

Niustration that is a spatial representation of abstract
concepts, such as a flow chart or a tree structure.
1.3.14 display

When used as a noun, what is displayed on a screen or
in a window.

1.3.15 field

Area on a display in which data is entered or
presented.

1.3.16 fragment

Small piece of information about a single object such
as an icon, a word or a field, that can be retrieved and
displayed separately.

13.17 function

Part of an application that provides facilities for users
to carry out their tasks, such as a module, a command,
a dialogue box, a transaction screen and their
equivalents.

1.3.18 graphical user interface

Type of user interface that takes advantage of
high-resolution graphics, typically including use of a
pointing device, overlapping windows and icons.
1.3.19 hypergraphic

Graphic that includes active areas which link to other
items of information.

1.3.20 hypertext

Network of interlinked topics, including, for example,
text and graphics.

1.3.21 icon

Graphic displayed on the screen that represents a
function of the computer system or application or
on-screen documentation systern

1.3.22 illustration

Picture or diagram that is displayed on the screen
1.3.23 implementation

Phase of development in which on-screen
documentation is prepared.

 1.3.24 internationalization

Process of developing something so that it is suitable
for an international audience and can be localized.

1.3.25 item of information
Complete topic or fragrment.
1.3.26 jump

Navigation method that takes the user from one item
of on-screen documentation to another item.

1.3.27 localization

Process of creating a national or linguistic variant of a
product.
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1.3.28 menn
List of options from which the user can choose.

1.3.29 navigation

Process of accessing on-screen documentation and
moving between different iterns of documentation.
1.3.30 objectives

First phase of development. During this phase the
author finds out what the aims are for the application
and its on-screen documentation, and formulates an
1.3.31 on-screen documentation
Documentation that is within the scope defined in
1.1.2.

1.3.32 picture

Dlustration that shows the actual appearance of
physical objects, such as a photograph, a drawing, or a
reproduction of a screen display.

1.3.33 piece of information

Part of an item of information.

1.3.34 platform

Computing environment including hardware and
operating system on which application programs run,
with a particular style of user interface or
programming interface.

1.3.35 pop-up

Window that is displayed on top of the existing display,
rather than replacing it.

1.3.36 primary window

Window in which the main dialogue between users and
the application takes place.

1.3.37 product

Complete set of computer programs and associated
documentation and data designed for delivery to a
user.

1.3.38 product authority

Person with overall responsibility for the technical
capabilities and quality of a product.

1.3.39 project

Activities for developing a new product or enhancing
an existing one.

1.3.40 project manager

Person with overall responsibility for the management
of a project.

1.3.41 secondary window

Window that coniains information that is dependent on
information in 2 primary window and is used to
supplement the interaction in the primary window. For
example, a window that overlays a primary application
window and displays an item of on-screen
documentation.
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1.3.42 signpost

Fragment of text, a symbol or a small graphic used to
help users identify where particular types of
information are given or where the information in the
current display fits into the whole. Typically,
information of different types may be indicated by
symbols or graphics of different types.

1.3.43 screen

Visual display equipment on which users view
information supplied in electronic form to assist them
in using their application software.

1.3.44 software

That part of a product that is the computer program or
the set of computer prograrus. For the purposes of this
British Standard, the term software does not include
on-screen documentatiorn. The term is generzlly used
when referring to the developer's view of the software.
1.3.45 topic

Individually named chunk of information on a single
subject that can be retrieved and displayed separately.
1.3.46 usability

Extent to which a product can be used by specified
users, in a specified context, to achieve specified goals.
1.3.47 user

Person who uses a product.

1.3.48 user documentation

Documentation that is supplied with software, for
example on paper or on the screen, to help users in
their use of the software.

1.3.49 vser interface

Mechanisms provided by the application to allow the
user to interact with the application.

1.3.50 window

Independently-controliable area displayed on a screen,
usually rectangular and usually delimited by a border.
On some platforms, only one window can be displayed

on the screen at once. On others, several windows can
be displayed at the same time,
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Section 2. Overview

2.1 General In summary, the five phases of the process are as

This British Standard contains guidance of two types, ~ [CLOWS , o

which are covered in separate sections of the standard, — Objectives: finding out what the project is about
and what has to be achieved.

as illustrated in figure 2. These two types of guidance
are described in 2.2 and 2.3.

2.2 The process

If the separate components of an application are to
appear 1o users as a coherent package, all the
components need to be developed together. Therefore,
the development of all the documentation, including
on-screen documentation and paper documentation,
should be a part of the development of the product as

- Planning and control: drawing up plans for the
project and monitoring and controlling it.

- Analysis: collecting information abowt users, their
tasks and their needs for information.

~ Design: working out what documentation there
will be, deciding what medium should be used for
each type of information and designing the on-screen
elements of it.

- Implementation: preparing and delivering the

on-screen documentation.

As figure 3 shows, planning and control are required

a whole, not a separate exercise; authors should be
included in the development team as equal

rembers. throughout the project. The figure also shows that
Documentation and software should be developed in the objectives and analysis phases are common for
parallel. all documentation
The overall process for developing user documentation
is illustrated in figure 3.
Process Guidelines

What to do in what order to design and What the on-screen information should

create on-screen documentation comain and what it should be ke

Sections 3t0 7 Sections 8 to 11

Figure 2. Structure of the standard

.y | Objectives
e Section 3
Planning and
control .. l
Section 4 \
b A | Analysis
Section

B D L e S S DS UGS P DO A G S G QR

A} Design on-screen
documentation
Section 6
A .
impiementation
Section 7
Figure 3. The process
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After that each type of documentation such as paper  Together, the guidelines explain what on-screen
manuals, on-screen documentation or tutorials are information should be like. They are split into the
designed and prepared following their own folowing:

processes. This standard covers the process for the
on-screen elements which are shown in the
unshaded boxes. The section numbers in the
diagram give the sections in which the phases are
described. BS 7649 covers the design and
preparation of documentation on paper.
Although there is probably a clear starting point for
developing on-screen documentation, and a clear
end point, there is not a single sequence of activities
that can be followed in all cases for all products and
all types of on-screen information. For exarple,
design and implemention activities for on-screen
documentation are very closely interlinked, as are
analysis and design, and the way they link together
varies between projects.
In developing each product, therefore, a detailed plan
should be drawn up showing what activities will be
carried out in what order, based on the process given
in this standard, and showing how the different phases
will ink together (see section 4).

2.3 Guidelines for the documentation
The guidelines for the on-screen documentation itself
are partitioned in this British Standard into four
categories, as illustrated in figure 4.

Content Navigation

Section 8 \ _ 1/Secﬁon9

Presentation
Section 11

Figure 4. The guidelines

- content: what information to give users in each
different type of on-screen element;

- navigation: what facilities to give users for finding
the on-screen information they need;

~ style: what writing and illustration styles and
techniques to use for on-screen information;

— presentation: how to present information on the
screen

When readers are carrying out the process activities
in sections 3 to 7, they should refer to the guidelines
for any relevant details. For example, during the
design phase when decisions are being made about
what types of on-screen information there will be,
readers should refer to the guidelines on content in
section 8. The same guidelines are needed again
when readers are preparing the on-screen
information during the implementation phase.
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Section 3. Objectives
3.1 General

The purpose of the objectives phase is to find out what
the project is about, to gauge its scale and, if possible,
to formulate some initial strategy. The objectives phase
should find out what has to be achieved, what
opportunities exist and what constraints. In outline, the
process is as illustrated in figure 5. The objectives
phase has the following elements.

a) Collect all the input documents that are available.

b) Find out what objectives for the documentation
there are (see 3.2). Cover all the subjects in 3.3.

¢) Examine the objectives to determine what
opportunities there are and what the constraints are
(see 3.4).

d) Develop an initial plan and, if possible, draw up
an initial high-level analysis and design (see 3.4).

) Write a report (see 3.5). In this British Standard,
this is called a Documentation Proposal, although it
could have another name, such as a Preliminary Plan
or a High-Level Specification.

3.2 Input

Information should be collected that will help to define
what the documentation element of the project will be.
All the available sources of input should be
investigated, including those illustrated on the left-hand
side in figure 5. In addition to consulting documents,
authors should ask questions. The set of subjects in
3.3 can be used, for example, as the agenda for a
meeting.

The product authority should ensure that all the

3.3 Subjects

3.3.1 Customers or market

Authors should find out what organizations or markets
the product is being developed for. Authors should find
out any special features that might affect the
documentation, for example, whether the customers
already have established systems with which they will
want the new product to be consistent.

Information of this type should nommally be coliected
for the whole product; anthors should not need to
collect it themselves.

3.3.2 Product

The aims of the product in terms of the range of
functions it will provide and the range of hardware and
operating systems for which it is being developed
should be treated as the overriding objectives.
Authors need information about what the product will
do. They also need to know the following.
- Is the product being developed for a specific
organization and, if so, will that always be the case?
~ Is there a previous version? If so, which features
have to be changed and which have to remain the
same?
- Is the product standalone, or is it part of a suite of
products?
- On what platforms will the product run at this
release? Are there plans for other platforms later?

— Is there a need to provide extra information such

as the user organizations’ working procedures as
well as information about the product itself? If so, is

information the authors need is available. that information available?
» Customer requirements
» Marketing requirements
» Product plans
Any of these that are available; ——— g )
+ User analysis + Meetings
» Task analysis » Research
« Previous versions + Initial planning
» Evaluation reports + Initial analysis
+ Customer feedback « Initial design

Figure 5. The objectives phase

Documentation Proposal
(3.5)

- __Dacume.nﬂs
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3.3.3 Usability

It is important to set usability requirements during the
objectives phase. Usability is not a feature that can be
added to an application in the later phases of
development. Usability requireraents that are set early
can help to guide the design and implementation and
help designers and authors keep the users in mind.
They also help define the criteria for evaluation.

Usability requirements should be set for the product at
the start of the project. Documentation (both paper
and on-screen) shouid be treated as an integral part of
the product and similarly usability of the
documentation should be measured in conjunction
with the usability of the software; if the software is not
usable, it is very difficult to add 2 usable
docurnentation system.

If the project is to produce a new version of an
existing product, it might be possible to specify
usability requirements in detai} right at the start.
Otherwise, usability requirements may be specified
only in broad terms at the start of the project. For
example, a usability requirement could be that users
should be able to find the information they need about
their tasks within three selections. Then, as the
development progresses, more detailed usability targets
can be defined (see 5.5).

The main usability requirements for documentation
should ensure that users can:

- gain an overview of the product;
- find the correct information;
— understand it;
- apply it, that is, use it to carry out their tasks
correctly.
3.3.4 Schedule

Authors need to know the following about the product
schedule.

— What is the delivery date for the finished product?
- How long before the delivery date does the
on-screen docurmnentation need to be ready?

~ What other milestones apply to the project, such
as dates for interim rel 5?

— What are the major dependencies between
different activities in the overall project?
—Ifﬂleproductistobelowﬁzedorcustmrﬁzed,
what are the required delivery dates for the various
localized and customized versions, and how long
before those delivery dates does the documentation
need to be ready?

Once a date for delivering the application has been
agreed, it is important that it is used in all planning
(see 4.2.6).
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3.3.5 Costs
Documentation is often one of the least understood
aspects of a product, and the project manager is often
not prepared for the costs involved.
The project manager should be aware that, if
docurnentation is not taken into account in the design
of the software:
— the documentation might not be as complete,
usable or concise as it might otherwise be:
— documentation development costs might be higher
than necessary;
— the usability of the entire product might suffer,
resulting in dissatisfied users or customers, and lost
sales or wasted work.
Similarly, if the product is to be localized and this is
not taken into account in the design of the software
and the documentation, the localization costs may be
significantly higher than necessary. The higher costs
will be incurred for every localized version
3.3.6 Localization, customization and
internationalization
Authors should determine the following.
- Will the application be used by an internationat
audience?
- Are localized versions to be developed?
— What languages are required”
— Are customized versions to be developed? If so,
for which organizations?
The answers to these questions affect the design of
on-screen documentation. They also affect some or all
of the following:
- schedules (see 3.3.4 and 4.2.6),
- costs (see 3.3.5);
— user trials (see 4.3.8 and 6.11):
— writing style (see section 10);
- presentation (see section 11).
3.3.7 Futore modifications
Authors should find out the plans for future
modifications of the application.
~ At what intervals will the application be modified?
— What different levels of modification will there be,

such as issuing temporary corrections, issuing
interim versions and issuing major upgrades?
— What are the timescales for modifications?
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3.3.8 Legal requirements
A product razy have to satisfy legal requirements.
There may be different legal requirements in the
different countries in which the product will be
marketed, and they all need to be investigated. For
documentation, at least the following should be
investigated to see whether they apply and, if so,
appropriate legal advice should be taken:

- requirerents set by UK law;

- copyright status of the documentation itself;

~ copyright issues for text included in the

documentation from elsewhere;

— data protection;

- acknowiedgements;

~ trademarks;

- licensing;

~ intellectual property rights.
3.3.9 Security
The security requirements should be specified,
including:

- preventing copying of the software and its

documentation;

- protecting sensitive information.
Authors should determine whether it is necessary to
check the integrity of on-screen documentation to

cater for deliberate or accidental changes made by
users.

3.3.10 Standards and conventions

A list should be drawn up of the standards that the
product has to follow. Standards of all the following
types should be considered:
- national and intemational standards publications;
- standards for the countries in which the product
will be used,;
- industry standards for the systern on which the
product will run;
- industry standards for the system on which the
on-screen documentation will be viewed;
- company or product standards.
Local rules and house styles should be listed, if they
exist. If they do not exist, they should be established in
accordance with this British Standard (see also 4.2.9).
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On-screen documentation should retain the ‘look and
feel’ of one of the following, and the selection should
be made separately for each product:

- the product’s own software;

- other products in the same suite, or the parent
product of the suite;
- the operating system;
- other on-screen documentation with which users
may be familiar.
BS EN 29241 defines the ergonomic requirements for
office work with visual display terminals (VDTs). All
published parts of that standard should be applied.

3.3.11 Documentation delivery and viewing
mechanisms

If the new product is part of a suite of products, there
may already be tools specified for developing,
delivering and viewing on-screen documentation.

K the customer or organization for which the product
is being developed has existing systerns with which
they want the new product to be consistent, this may
dictate the use of particular on-screen documentation
delivery and viewing mecharnisms.

Authors should find out whether there are any such
existing requirements, because they help make the
choice between the variety of possible solutions.

3.4 Activities
3.4.1 General

Authors should examine all the subjects in 3.3 to
determine how they influence the documentation.
For particular projects, there may be other subjects
that have to be taken into account. These extra
subjects should be considered in the same way as
those in 3.3.
The objectives for all forms of documentation should
be included. because it is not known at this stage what
information will be provided on the screen and what
will be provided by other means such as paper
documents and training courses.
The aims are to:
- find out what the root requirements are (see
3.42),
- find out what the constraints are (see 3.4.3);
— draw up some initial plans, without restricting the
design options more than necessary (see 3.4.4).
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3.4.2 Finding the root requirements

Requirements are sometimes stated in terms of
solutions, rather than as the root requirement. Authors
should examine each requirement to find out what the
root requirement is and to make sure that it is valid: if
it is based only on personal preference, it should be
disregarded. Special care is needed in the following
cases.
— Specific requirements for documentation of a
particular type, such as an on-screen glossary or a
paper-based ‘user guide’ might be based on a market
requirement.
- Vague requirements for the style and content of
documentation, for example for ‘lots of pictures’ or
for ‘not too much detail’, may resolve into
statements about the expected user profile or
performance targets. Such requirements should be
checked to ensure that they are accurate.
— Authors are sometimes asked to write
documentation that can be used both on paper and
as on-screen documentation. The root requirement
may be, for example, a cost constraint, a schedule
constraint or a requirement for the product to be
consistent with other products. Authors should find
out what the root requirements are, and should
make their own decisions about documentation
design based on them (see 3.4.3 and 3.4.4).

3.4.3 Finding the constraints
Some of the requirements may result in constraints on
the documentation project. Authors should find out
exactly what those constraints are. They may include,
for example:

— finish date;

- c(st;

=~ use of particular development, delivery or viewing

tools;

— use of particular standards and conventions.

Constraints for the documentation should not be
allowed to alter or adjust the product objectives. For
example, cost or schedule objectives should not be
allowed to compromise the project to such an extent
that users are given software or documentation that
does not satisfy their needs.

If authors believe that some of the constraints limit the
design options too strictly, so that users cannot be
given a suitable set of documentation, they should
question the requirements, explain their reasons and if
possible, suggest some alternative solutions.
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3.4.4 Initial planning, analysis and design
Authors can draw up initial plans, analysis and designs
using any specific requirements and constraints. For
example:

— specific release dates can be used to define an

initial schedule;

- specific requirements for particular development,

delivery or viewing tools can be used to draw up an

initial implementation plan;

— the same information can be used to restrict the

range of design options that will be considered;

— any available analysis of users and tasks can be

used to prepare an initial anatysis of user needs;

~ any specific requirements for design features,

perhaps becanse the product has to match other

products in a suite, can be used to prepare initial

designs.
The initial planning, analysis and design should be
based only on specific requirements and constraints.
Authors should not restrict the options available in
later phases more than necessary. For exarple, if there
is no specific requirement for paper documentation,
then authors should not assume that there will be
some paper documentation, and should leave the
option open.

3.5 Documentation Proposal

The Documentation Proposal should record the
decisions made during the objectives phase. A record
should be kept of the source of each requirement, so
that, if necessary, it can be tracked back to its origins
and its validity can be reaffirmed.
‘I'hesuhjectsin&ticanbeusedasastazﬁngpointfor
the contents list for the Documentation Proposal.
Figure 6 shows an example contents list for a
Docurnentation Proposal.
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Documentation Proposal

Contents
1 introduction
2 Owerview of the product
3 Objectives
{This section sets out the requirements specified for the project,
and gives the source of each requirements statement ]
Target customers and target market
Usability
Scheduie
Cost
Customization
Future modifications
Legal requirements
Security requirements
Standards and conventions to be foliowed
Documentation defivery and viewing mechanisms
4 investigation
{This section outines the investigation work that has been done
{o estabiish the proposals in section 5.}
History of documentation development schedules
History of documentation development costs
History of the use of documentation development tools
Evaiuation of existing documentation
Evaluations of locakzed documentation
Customer or user feedback from previous versions
New product features
Possible solutions
5 Proposal
[This section outlines the decisions that can be made abourt the
docurnentation based on the constraints anising from section 3.]
Prefiminary schedule
Development of base documentation
Localization and customization of paper documentation
Locakization and customization of on-screen documertiation
Costs
Standards
Dependencies
Assumptions
Prerequisites
Resources
Risks
6 Future madifications
Software
Documendation

Figure 6. Example contents list for a
Documentation Proposal
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Section 4. Planning and control

4.1 General

Section 4 is concerned with planning and controlling
documentation projects, which includes:
~ aspects of planning, such as resources, schedules
and costs (see 4.2);
- activities to be planned and controlled, such as
analysis, design and testing (see 4.3).
Development of on-screen documentation is an
iterative process. Planning and control are the ways in
which the process is managed. The interaction of the
various inputs to the project, the plans and the
development activities are illustrated in figure 7.
Figure 8 at the end of section 4 contains an example of
a contents list for 2 Documentaton Plan,

4.2 Aspects of planning and control

4.2.1 General

Development of documentation should be managed
according to the project management system in use for
the complete product. This section concentrates on the
aspects of management needed specifically for
documentation.

Plans should be drawn up for the documentation in
the same way as for the rest of the product. They
should cover all the aspects in 4.2 and all the
development activities in 4.8 that are relevant. The
level of detail in the plan will probably increase
throughout the project.

4.2.2 Quality management

All the documentation development activities should be
carried out under the control of the quality
management system being used for the product
development. The product development quality plan,
therefore, should explicitly include the aspects and
activities required for all documentation being
produced, in the same way as for other elements of
the product.

NOTE. Users of this British Standard are advised to consider the

desirability of quality system assessment and registration against
BS EN ISO 9001 by 2 third party certification body.

4.2.3 Version control and change control

If a configuration management system is being used for
the software development, some features of that
syster might be appropriate for the documentation,
particularly the on-screen elements. The essential
version control and change control aspects are:

— the level at which version control is to apply, for
example, whether it applies to a single file of
information or to all the information for a particular
module;

— the landmarks within the project at which new
versions are to be created, for example, after each
set of tests;

- how changes to each version are to be controlled;

— how version control is to be applied to localized
and custorized versions;

Analysis

Design

Implementation

-4
\Co;trol‘/(

Specifications —_—
Requirements documents
Documentation Proposal .
' Planning
Old plan o ]
(if any) ‘
New plan
(4.4)
Figure 7. Planning and control
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— the back-up and archive procedures;

- how records are to be kept about the history of
each version, so that old versions can be recreated if
NeCcessary;

— at what stage, if any, the onscreen documentation
becomes part of the software for version control
PUrpOSEs;

- for how long each version is to be retained

4.2.4 Personnel
The personnel resources for the project should include:
— trained authors for developing user documentation
(rather than using software designers or software
engineers to do the work);
— graphic designers with expertise in electronic
media, user interface designers and ergonomics
experts working together to design the presentation
of documentation on the screen;
— usability specialists for conducting user trials and
advising on matters concerning hurman abilities and
Plans should be made for providing personnel
resources for the following tasks; the number of
people needed for each activity will depend on the
scale of the work needed in each area:
- to canry out the analysis (see 4.3.2);
- to design the documentation (see 4.3.3);
— to supply information to authors for inclusion in
the documentation (see 4.3.5);
— to write the text (see 4.3.5);
~ to draw the illustrations (see 4.3.5);
~ to build the on-screen documentation systems (see
4.3.5);
— to test the on-screen documentation at each
planned testing stage (see 4.3.6);
- to canty out reviews at each review stage (see
43.7),
— to run user trials at each planned trial stage (see
4.3.8);
— to be the users in user trials at each planned trial
stage (see 4.3.8);
— to prepare the localization instructions and manage
the localization (see 4.3.9);
- to prepare the customization instructions and
manage the customization (see 4.3.9).
Responsibilities for different aspects of the on-screen
documentation should be allocated as described in
42.8.

4.2.5 Equipment

Plans should be made to provide equipraent (hardware
and software) for at least:

~ using the software, so that authors can find out
how it operates and how users will have to use it;

— writing the text;
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- drawing the illustrations;
- reviewing the documentation;
— testing the on-screen documentation;
- conducting user trials.
4.2.6 Schedules

The documentation schedule should be in step with
the schedule for other parts of the product.

All the activities in 4.8 should be scheduled. For each
activity, particularly system tests, reviews and user
trials, the schedule should allow time for the results of
the activities to be incorporated. There are always two
components to be planned.

- Creating a new version of the documentation to
correct errors found in the documentation itself,

— Keeping the documentation matched to the
software:

- updating the documentation to take account of
changes to the software following software testing,

- retesting that changed documentation;
- handling the resuits of those tests t0o.
This component may, and often does, take a
significantly greater amount of time than simply
incorporating test findings into existing
documentation.
Time should be also be allowed for:
~ authors to learn how to use any new tools they
will have to use;
- authors to become familiar with the software,
preferably by using it;
- software developers to provide information to the
authors and to answer questions.

If schedules need to be adjusted during the project, the
pian should be reviewed; activities such as system
tests, reviews and usability tests should not be
removed from the schedule in order to save time.

4.2.7 Costs

In determining the costs of producing documentation,
the following should be considered:

~ costs for all the personnel listed in 4.2.4;

- costs for all the equipment listed in 4.2.5;

- bulk copying and production costs, for example
copying and packaging disks;

- costs of system tests, reviews and user trials;

- evaluation costs;

- maintenance costs;

- management overheads;

- costs of delivery 1o customers or users;

- translation costs for each language, which may
include fees, travel and communications.
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4.2.8 Responsibilities
The one person who is to take responsibility for each
of the following should be identified: if there are
several people involved in an activity, one of them
should be given overall responsibility for that activity:
~ technical design of the on-screen documentation
systeras;
- interface design for the on-screen documentation;
- provision of the technical information to authors;
— technical accuracy of the documentation;
- correct operation of the system features of
on-screen documentation;
- style and quality of illustrations;
- editorial quality of the documentation;
— usability of the documentation;
~ suitability of the docurnentation for the market;
- legal issues concerning the documentation;
— approval of completed on-screen documentation:
- preparation of localized and customized versions
of the documentation;
- approval of localized and customized versions of
the docurnentation;
- final approval of all the documentation.

4.2.9 Standards and conventions
Plans should identify all the relevant standards, as
described in 3.3.10. If standards, house rules or
conventions do not exist for the following then plans
should be made for developing them:

- content (see section 8);

— navigation (see section 9);

— style (see section 10);

- presentation (see section 11).
Project managers should be aware that the task of
defining standards, house rules and conventions can be
a major activity. For on-screen documentation alone,
all the topics in sections 8, 9, 10 and 11 need to be
considered and house rules agreed for them.
The conventions for the software and for the
docurnentation should be designed together and should
be consistent.
4.2.10 Maintenance and future developments

Plans for modifications to the docurmentation need to
be fully integrated with the plans for modifications to
the software. If the on-screen documentation is being
provided separately from the software, plans are
needed for issuing new versions in the same way as
for docurnentation on paper, as described in BS 7649,
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4.3 Development activities

4.3.1 General

The development activities described in 4.3.2 to 4.3.10

should be planned and should be controlled

throughout the project. Allowance should be made for:
- preparing finished deliverables at specified project
milestones;
- obtaining feedback on the deliverables, for
example, the system test results, the review
coraments or the resuits of usability tests:
- making the required alterations to the deliverables
to take account of the feedback;
~ approving the altered deliverable ready for input to
the next phase.

4.3.2 Analysis

Analysis is an information-collecting phase at the start

of development that airus to find out what types of

users need what information about an application, and
why they need it.

Some analysis is needed before any design work is

undertaken. However, in some cases, the amount of

analysis needed will be very small, particularly if there
is an existing application, if the system is being
developed for a particular organization, or if user and
task analysis has already been prepared for the
product as a whole. The following should be planned
for the analysis phase:

- who is to carry out the analysis;

- how all the required information about users will

be collected;

- how information will be collected about

documentation development and delivery tools;

- when the analysis will be carried out;

- when the Documentation Requirements document

will be delivered (see 5.7).

Analysis is covered in section 5.

4.3.3 Design

Design is a phase of development concerned with

determining what documentation will be provided in a

product and what the nature of the documentation will

be. The content, structure, navigation, style and
presentation are designed in this phase. This British

Standard concentrates on the design of on-screen

documentation.

For the design phase, the following should be planned:
— the different levels of design that are to be carried
out;

— the degree of detail 10 be included in each level of
design;

— who is to prepare the designs;

- when the designs are to be delivered;

- who is to review the designs and when;

- how the designs are to be used 2s inputs to the
next design level or to the implementation phase.

Design is covered in section 6.
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4.3.4 Prototypes
Documentation designs should be validated by
developing prototypes of each type of documentation,
to test that the documentation does provide users with
what they need and that the usability objectives can be
met. Prototypes should be tested for all combinations
of equipment that will be used for the finished
application.
The following should be planned:
— at what stages prototypes will be prepared;
— for each prototype:
- its purpose: what information is intended to be
collected based on testing or trials of the
proiotype;
— its scope: what part of the application will be
covered and what types of documentation will be
included;
— how the tests and trials will be carried out;
- how the resuits of the tests and trials will be
recorded;
— how the results will be used in subsequent phases.
Prototyping is covered in 6.10.
4.3.5 Implementation
Implementation of each type of on-screen
documentation will take place as a series of different
versions. For each version, the following should be
pianned:
— what the inputs are to be;
- what items are to be created,
~ who is to be responsible for creating the
deliverables;
— when each item is to be delivered;
— how each item is to be handed over for checking;
— how systern tests, reviews and usability tests are to
be conducted for each item;
- how the test and review results are to be used in
subsequent versions;
- if the documentation is independent of the
software, how the documentation will be
reproduced;
— what the handover procedures are.
The methods and tools to be used to develop each
type of on-screen docurnentation need to be defined.
Detziled plans should not be drawn up until an
analysis of the tools available has been carried out (see
5.6 and 6.3).
Plans are needed for integrating the on-screen
documentation with the software. They should include
details of the following.
- How each different type of information will be
integrated with the software. (If the documentation
is being provided separately, this step will not be
needed.)
-~ Who is responsible for defining the labels or codes
in the software to which items of on-screen
documentation will link and how the details will be
communicated between the software developers and
the authors.

COPYRIGHT

Full document details: AS NZS 4598.2-1999

15

The authors should specify where links are required
between the on-screen information and the software.

Either the software developers or the authors can
define what codes should be used, although the
authors usually have more interest in the codes
because they have to use them throughout the
impiementation phase.

Implementation is covered in section 7.

4.3.6 System tests

Since the on-screen documentation is itself a piece of
software, system tests should test the software aspects.

- Is the correct text item displayed in each given
situation?
- Do jumps work correctly?

The system test plans for the documentation should be
in step with the system test plans for the software.

The following should be planned:
— provision of the resources listed in 4.2.4 and 4.2.5;
~ timings and schedules for the tests;
- preparation of test scripts;
- methods for classifying the results of the tests;
- methods to be used for the tests;
- methods for recording the findings of the tests;

- methods for determining whether the tests succeed
or fail;

~ methods and plans for incorporating the findings
of the tests into the next version.

System tests are covered in 7.5.2.

4.3.7 Reviews

The review activity focuses on the content of each
piece of text in the on-screen documentation.

The following should be planned for reviews of
documentation to be presented on-screen:

— provision of the resources listed in 4.2.4 and 4.2.5;
— timings and schedules for the reviews;

- provision of versions of the documentation to be
reviewed;

- methods for classifying the findings of the reviews;
— methods to be used for reviews;
— methods for recording the findings of the reviews;

- methods and plans for incorporating the findings
of the reviews into the following phase of the
project.

Reviews are covered in 7.5.8.

4.3.8 User trials

Plans should be made for carrying out user trials at
various stages in the project. User trials are the only
way of checking that the information provided in the
documentation is what users need and that users can
find it and understand it.
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Plans for user trials should include:
— provision of the resources listed in 4.2.4 and 4.2.5;
- the schedules for the trials;
— raethods for determining whether the objectives
have been met;
~ methods to be used to conduct the trials;
- methods for recording the findings of the trials;
- methods and pians for incorporating the findings

of the trials into the future design and development
activities for the project.

The conduct of user trials is covered in 6.11.

4.3.9 Localization and customization
For localization and customization, the following need
to be planned:
— who is responsible for the process;
- who will prepare the localization or customization
instructions and when;
- where the localization or customization will be
carried out, and by whorg;
— when and how the product will be delivered to the
staff who are to carry out the work;
— how the localized and customized versions will be
tested;
- when and how the localized or customized
versions will be delivered;
- who is responsible for the quality of the localized
or customized versions;
- who is responsibie for the usability of the localized
or customized versions.
Localization and customization are covered in 7.7.

4.3.10 Approval

The mechanism to be used to approve finished
on-screen documentation should be planned. The
following should be decided:
~ who has authority to approve and sign off the
documentation;
— what will be required to obtain sign off for the
documentation, for example, will evidence be
needed of the following;
— that the process has been followed;
— that the testing has been carried out and is
complete;
— that a draft has been reviewed and corrected;
— that usability objectives have been met;
— if the product is to be translated, that the
localization instructions have been prepared and
approved;
- how the documentation will be signed off.
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4.3.11 Documentation Plan

The Documentation Plan should include all the aspects
in 42 and all the activities in 4.3 that are relevant to
the project.

Figure 8 shows an example contents list for a
Documentation Plan.

Documentation Plan

Contents
1 Introduction
2 Quality management
3 Version control and change control
4 Standards and conventions
External
Content
e
Style
Presentation
5 The analysis phase
& The design phase
High-level design
Detailed design
Prototypes
7 The irnplementation phase
Pilan for provision of information
Plan for drafting information
System test plan
Review pfan
Plan for user trials
8 Localization
instructions
Plans
9 Customization
Instructions
Plans
10 Approval mechanism
11 Maintenance and future developments
12 Personnel
13 Equipment
14 Responsibilities
1§ Schedules
16 Costs

Figure 8. Example contents list for a
Documentation Plan
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Section 5. Analysis

5.1 General

Analysis is an information collecting phase. The aim is
to find out who needs to know what information about
the application and why, and to find out what options
there are for providing the information. Analysis
establishes what information users need, rather than
what mechanisms or media are to be used to deliver
the information.

Figure 9 illustrates the process in outline and shows
the questions that have to be answered.

Analysis should address the whole product, so that the
software, the documentation, the training and the
support complement each other and do not overlap
unnecessarily.

If the application is being developed for a specific
organization. complete information about users and
their tasks can be collected directly from those users,
so the analysis can be greatly simplified.

User trials of prototypes should be considered as one
of the methods used to capture user requirements for
on-screen documentation

5.2 Users

5.2.1 General
So that documentation can be designed specifically for
the types of users who will be using it, the following
informaton is needed.
- What types of user are there? (See 5.2.2.)
- What experience do users of each type have? (See
5.2.3)
- What learning stages will the users need to be
taken through? (See 5.2.4.)
— What are the users’ working environments like?
(See 5.2.5.)

This information is needed for the whole product, and
should not have to be collected specially for the
documentation. Authors should obtain the available
information and check that they have what they need,
as described in 5.2.2 to 5.2.5.

5.2.2 Types of user

Al the different types of user who will be using the
product shouid be identified. Users should be classified
into types according to how they will use the
application. All types of user should be listed,
regardiess of whether or not they are expecied to need
on-screen documentation. To make sure that all user
types have been considered, the ‘bottom-up, top-down’
approach can be used:
a) Bottom-up.
Use a brainstorming technique to identify all the
types of user. For some applications, the user types
can be identified by their job titles, such as
‘accountant’. For other applications, user types may
have to be identified by the role they are performing,
such as a ‘letter writer”.
b) Top-down.
Consider the whole organization or the total
functionality of the application and break this down
until 2 set of user types or roles is reached. This set
of user types can be used to check the results of the
bottom-up analysis.
Figure 10 illustrates a simple list of users for a
wholesale banking system.

« Documentation Proposal
+ Qutput from systerns analysis

.

Analysis to determine:

* Who are the users? (5.2)

+ What are the tasks? (5.3)

+ What information do users need? (5.4)

« What are the usability requirements? (5.5)
* What technical options are there? (5.6)

Figure 9. The analysis phase

=

Documentation Requirements (5.7)

—.— Document:

Document Sharing Hub
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List of users for a wholesale banking system

Data input clerks
Supervisors
Managers

Auditors
Accountants
Financial controllers
Security officer
Function aliocator
System administrator

Figure 10. Example list of types of user

It can sometimes be useful to group user types into a
hierarchy so that documentation can be targeted at
several user types. The aim of the hierarchy is to group
together types of user who will interact with the
software in the same way.

For on-screen documentation, this is even more
important than it is for documentation on paper,
because there are fewer options for providing different
physical documents for different groups of users.
Ifauserh.ierarchyisused,itshouldreﬂecttheway
users will use the application, not the user
organization's organization chart.

Figure 11 shows part of a hierarchy of end users for an
electronic mail system.
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5.2.3 User profiles

So that the documentation will be suitable for the
peopie who will be using it, profiles of the users
should be drawn up giving details of the user
characteristics that may affect how they use the
application, such as the following.

— How well do they understand the application area?
- What experience do they have of similar
applications, for the same or different application
areas?
they likely to have any specialist knowledge or
skills?
— What experience do they have of using on-screen
documentation?
~ Are there any special characteristics concerning
language, attitude or culture that need to be taken
into account?
— Will they be using the application in their first
language?
This information should be stated either in absolute
terms, for example that users of one type will have
sorme experience of banking, or in terms of how users
of the type vary from the norm, for exampie that they
can type more quickly than the norm.
If the application being developed is a consumer
software package, it may not be possible to write a list
of types of user or write accurate user profiles. In this
case:
— docurnentation design should be based primarily
on the tasks that the users will carry out (see 5.3)
and the learning stages through which they may
need to be taken (see 5.2.4);
~ profiles should be defined for the most naive of
the potential users, and the docurentation should
be prepared for those users as well as for the more
experienced and more skilled users.

Part of the user hierarchy for an electronic mail system

Typing onty Typist
Limited use ——— Manager
Fuil use -~ Professional staff

Figure 11. Example user hierarchy

Secretary

Typing supervisor
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5.2.4 Users’ learning stages
To clarify what type of information users will need at
various stages, authors should analyse the way in
which the performance of users of each type changes
over time as they learn about and use the application.
The following stages are suitable for the majority of
applications:
- learning to use;
—~ using occastonally or infrequently (and so may
need memory aids);
- using (or normal use);
— exploiting advanced features.
These learning stages are used in the example in figure
14 in 5.3.3. Authors should include the information
about users’ learning stages with the other user profile
information.
5.2.5 Users’ working environments
To decide what is the most convenient medium for
presenting information to users, authors should collect
details of users’ working environments.
NOTE. The factors that concern use of paper documents are
covered in BS 7649.
For on-screen documentation, authors should collect
details of any special features that make the
environment different from the normal office working
environrent. This information should be available for
the whole product, so authors should not have to carry
out a separate exercise.
Examples of features that may affect the design of
on-screen documentation (in the same way as the
design of the application) are:
~ the size and resolution of the screens being used,
and where the screens will be in relation to the
users;
- if the operating system allows multiple windows,
the number of windows users may have open at one
tme;
- the lighting conditions and how they may vary;
- the types of input devices users will have;
— the types of output devices, such as printers or
plotters, users will have in addition to the screen;
- the noise level, because if the environment is
particularly noisy, signalling to the user using sounds
will not be suitable;
- any special clothing that users may be wearing,
such as special gloves or goggles that may affect
their use of input devices or may impair their vision
of the screen.

COPYRIGHT

Full document details: AS NZS 4598.2-1999

19

5.3 Tasks

5.3.1 General
So that users can be given information that
corresponds to the tasks they will be carrying out with
the software, the foliowing information is needed:

— what the tasks are (see 5.3.2);

— which tasks are carried out by which types of user
(see 5.3.3);
— what the tasks are like (see 5.3.4).

This information is needed for the whole product, and
should nrot have to be collected specially for the
docurnentation. Authors should obtain the available
information and check that they have what they need,
as described in 5.3.2, 5.3.3 and 5.3.4.

5.3.2 Task analysis

All the tasks that users will have to camry out should
be identified. Where possible, the tasks should be
collected into groups of related tasks. that is. tasks that
are always carried out together. tasks that are similar
or tasks that involve similar steps.

Authors should also collect information by asking
users questions and by observing users and recording
what they do.

Figure 12 illustrates part of a task list for the electronic
mail system used in figure 11.

Where relevant, the tasks should be broken down into
the sub-tasks users will have 1o carry out using the
software. If possible, these same tasks should be used
in user trials (see 6.11).

Figure 13 shows one of the tasks from figure 12, Send
a message, broken down into a hierarchy of sub-tasks
that the user will have to carry out using the software.

5.3.3 Mapping users to tasks

To help work out which users need what information,
it is useful to record details of which types of user
carry out which tasks. This helps to clarify the
different types of use, particularly where the same
tasks are carried out by different groups of users.

A matrix is a convenient method to use, as illustrated
in figure 14. This shows all the user tvpes in the
wholesale banking system illustrated in figure 10; it
shows which types of user will be carrying out the
security-related tasks and what their leaming stages
will be.
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Part of a task list for an electronic mail system

Send a message

Read a message

Reply to a message

Print a message

Check message status (to see whether the message has been read)
Send a file

Receive a file

Reformat a message

Merge some messages

Figure 12. Example task list

Part of a task hierarchy for an electronic mail system

Send a message —— Create message text

——— Address a message ——— Find directory

t—— Find name

—— Add name to address iist

Post a message
Figure 13. Exampie task hierarchy
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Task DIC SuP

MAN

AUD 1 ACC |FC (80 [ FA | SA

Adding a new user

Deleting a user

Giving a user penmission to
aceess a funcion

Withdrawing a user's
permission to access a function

Viewing a user's permission 1o
access functions

Changing your password o} o)

Changing another user's
password

Viewing the security log

Investigating security breaches

NE | NE

Printing security reports

NE | NE

Key to users

DiC Data input clerk

SUP Supervisor

MAN Manager

AUD Auditor

ACC Accountar

FC Financial controller
SO Securnity officer

FA Function allocator
SA System administrator

Figure 14. Example mapping of users and tasks showing learning stages

Key to learning stages

O = Occasional use

N = Normal use

E = Exploiting advanced features

5.3.4 Task characteristics
The following information about tasks may be relevant
1o on-screen documentation:
— why the tasks are carried out;
- how frequently the tasks are carried out (to help
determine whether users will remember how to do
them);
- the ways in which users are likely to be operating,
for example, doing tasks that take several hours, or
working in a real-time situation where, for example,
transactions have to be carried out whilst a
custoraer is present;
- motivation the user has for carrying out the
tasks;
- what discretion the user has in how or when the
task is carried out;
— the order in which the user carries out the tasks;
— the prerequisites for the tasks;
— how fault-tolerant the tasks are, that is, how
important is it that the user carries out tasks
cormrectly.
If the analysis of task characteristics raises issues that
need to be taken into account in later phases, a profile
of the tasks should be written explaining what the
issues are.
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5.4 Information needed by users

5.4.1 General

To design the full set of documentation, authors should
work out what information users need. Using the
details collected about users and their tasks as
described in 5.2 and 5.3, an analysis should be carried
out to determine:

- what information is needed: its scope (see 5.4.2);

- what kinds of information are needed, for example

some short, quick reference information. some

descriptive information and some instructions (see

5.4.3);

- what characteristics the users require the

information to have (see 5.4.4);

— how much information there is (see 5.4.5).
Some of the information users are given about the
application by means other than the documentation
may need to be repeated in the documentation, but
some may not. For exarnple, information given on a
training course may need to be reinforced in the
documentation, while information given on the
application’s own screens may not.
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Much of the information users need about how to use
the user interface and on-screen documentation
features may be provided by the operating system or
another product in the same suite, so it will not be
necessary to repeat it for the application.

The following should be examined to see whether the
information they provide affects the scope, kind or
volume of information to be supplied in the
documentation;

~ the operating system;

- other products in the same suite;

- the application’s user interface.

5.4.2 Scope
To work out the scope of the information, all the
following areas should be considered:

— the tasks identified in 5.3;

— the application in general;

— the real-world tasks or the application subject

matter;

— the application’s user interface;

- the on-screen documentation’s user interface.
First of all, authors should consider the application’s
user interface on its own. Ideally, the on-screen
documentation will need to provide explanations for
all of the following items:

- commands or functions;

- buttons or icons that cause specific actions;

- dialogue boxes, message boxes, transaction

screens and equivalent functions;

- input fields and display fields.

This will result in a list of subjects that are likely to be
written as reference information.

Next, it is important to take the user’s view of the
application. If possible, authors should consult
potential users or should observe users performing
typical tasks to work out what is needed. ¥ that is not
possible, authors should imagine users asking
questions about the application such as the foliowing.

- What is this?

— What can I do with this?

— Why did that happen?

~ Why did nothing happen?

— How do I stop this?

— How do 1 escape from this situation?

— How do I do this task?

— What do I do next?

— Will this application allow me to do this task?

— What can this application do that I do not know

about?

5.4.3 Kind of information
So that users can be given appropriate documentation,
authors should work out what kind of information it is
that users need, for example:

- a set of instructions for carrying out a task;

— a description of a process showing what tasks are

needed or what stages an object will go through;
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- a description of an application function, such as
what a particular application module, commmand or
dialogue box is for and what it does;

— a description of a concept, such as a description of
how spreadsheet data can be represented in charts;

— a message;

— an explanation of a message displayed by the
application;

- a fact, such as the name of an application feature
represented by an icon or a reference value needed
by the application;

— a collection of facts, such as the allowable values
for use in a field.

Most users come to documentation for an immediate
solution to a particular problem. (Not many users read
documentation simply to inform themselves.)
Therefore, if users need general information such as
descriptions of concepts, a means needs 1o be
provided so that they will find it when they need it

To work out what kinds of informaton users need,

authors should take the list of subjects and the list of

questions drawn up in 5.4.2 and choose one or more
kinds of information to answer the questions. The
guidelines on content in section 8 will help in this

Figure 15 lists the information needed by the wholesale

banking system’s security officer based on the task

mairix in figure 14.

5.4.4 Characteristics

Users will require information to have partcular

characteristics and these will determine where the

information should be presented. For information that
is to be presented on the screen, the characteristics are
also important in determining what type of on-screen
documentation should be used.

For each application, authors should draw up a list of

Important characteristics that apply to their users, and

should classify the information the users need

according to those characteristics. Examples of
characteristics are the following, and they are
described in 5.4.4.1 to 5.4.4.3.
- Is the information needed only temporarily, or
should it remain visible (persistent)?
— Does the information have to be available (either
on the screen or in some other way) at the same
tiree as the user works with the application?
— How quickly does the user need an answer to be
provided?

Other characteristics for a particular product might be:
- do users need information to be displayed at
particular times or after a certain time delay?

— does the information need to be available when
the application is not available, such as information
about finding help when the product will not run?

Figure 16 gives example characteristics for the

information items listed in figure 15.
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Security officer’s tasks

Adding a new user

Deleting a user

Changing own password
Changing another user’s password
Viewing the security log
Investigating security breaches
Printing security reports

Information needed

Task descriptions for all tasks

Concepts for handling security breaches

Descriptions of security handiing features of the system
Definitions of terms used on screens

Explanations of screen fields

Definitions of terms used in descriptions

Explanations of messages

Figure 15. Example analysis of what information a user needs

information Remain visible At the same Speed
(Persistent) time.as the

applicaton

{Concurrent)
Task descriptions for ail tasks 7 v moderate
Concepts for handling security breaches o X I notimportart
Descriptions of security handling features e X not important
Definitions of terms ased on screens X 7 quick
Explanations of screen fields X s quick
Definitions of terms used in descriptions X X quick
Explanations of messages X v quick

Figure 16. Example information characteristics
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5.4.4.1 Temporary or persistent

Users need some information only very briefly, and do
not need it to remain visible once they have seen it.
The decision often depends on the amount of
information the users need to be givern: if it is small,
users can remember it; if it is large, say more than two
sentences, users may need it to remain displayed.
Another factor that might influence the decision is the
number of such items users need at the same tirne.

Typically, names of icons, names of fields, definitions
of words, messages and explanations of messages are
needed only briefly.
- On the screen, information of this type can be
provided using temporary displays, such as bubble
or balloon help, pop-up windows or help status
lines.
~ This type of information can be given in
quick-reference paper docurnents.
Other information needs 1o remain availabie, for
example, so that users can ook at it while they canry
on working with the application, or so that they can
move through the information and possibly move on to
other information.
- On the screen, information of this type is typically
provided using independent documentation
windows, or completely separate documentation
systers.
- This need can be satisfied by providing the
information in paper documents.

5.4.4.2 Needed at the same time as the
application
Some information needs to be available while the user
continues working with the application. Typicaily,
instructions for carrying out tasks, or descriptions of
dialogue boxes have this characteristic.
- On the screen, this information can be displayed in
a separate window that can be controlled
independently from the application window.
- Providing the information in paper manuals will
satisfy this need (although it may not satisfy other
needs, for example, for speed).
Other information may not be needed at the same time
as the application, for example, general descriptions of
concepts, or exploitation or process information that is
not related to a particular screen display or dialogue
box.
- On the screen, the information can be displayed
using the whole screen display or a separate
window, or by using a separate documentation
system that is controlled independently from the
application.
~ Supplying such information on paper will normally
satisfy this need.
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5.4.4.3 Speed of access

In some cases, users need answers to specific
questions very quickly, as socn as the questions arise.

For example, an explanation of an error message may
be needed when the message is displayed, and details
of valid values for fields may be needed when the user
is entering data.
- On the screen, allowing users to press a single key,
or select a single option and displaying the required
information, involving no navigation through
irrelevant information, is normally appropriate.
~ Information supplied in paper manuals is not
normally available to users quickly enough to satisfy
this need, although quick-reference documents may
be suitabie.

In other cases, users want to be able io browse
through information at a more leisurely pace. This
applies particularly to inforrmation that is not related to
specific application features, such as descriptions of
concepts, or ‘putting it all together’ exploitation
information.
- For seeing the information on the screen, users
will be prepared to select the items they want from
menus, and to browse through lists of topics that are
available, selecting the ones they want to see.
- Supplying such information on paper will normally
satisfy this need.
5.4.5 Volume

A measure is needed of how much information there
will be, so that the implementation phase can be
planned, and so that sensible choices can be made
about delivery methods and delivery media.

As good an estimate as possible should be made. The
types of volume estimates will vary according to the
type of information. It may not be possible to find the
volume of the information precisely, but some measure
of scale should be found.

The following techniques can be used if they are
helpful.
— Count anything that can be counted, for example,
icons that have to be explained, tasks, steps,
dialogue boxes, transactions.
- Assess how much information is needed about
each item, for example, the average and maximum
number of steps for a task, or the approximate
number of words needed about a concept.

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

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