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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are members of
ISO or IEC participate in the development of International Standards through technical committees
established by the respective organization to deal with particular fields of technical activity. ISO and IEC
technical committees collaborate in fields of mutual interest. Other international organizations, governmental
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Introduction

Anyone who uses application software needs accurate information about the correct way to use it. If the
information is supplied in a convenient form and is easy to find and understand, the users can quickly become
proficient at using the product. Consequently their view of the product is positive, with the result that their view
of the supplier is positive too. Hence, well-designed documentation not only assists the user and helps to
reduce the cost of training and support, but also enhances the reputation of the product, its producer and its
suppliers.

Although many software products aim to have user interfaces that behave so intuitively that very_ little’ s¢parate
documentatior] is needed, this is rarely possible.

Documentation is an essential component of any product. Documentation design is crugcial; the sucgess or
failure of an eptire product can depend on it. The documentation can be the first tangible item that the user
sees, and so influences the user’s first impressions of the product.

Users of appl|cation software products generally have one important feature‘\in common: they might be
experts in the|tasks for which they wish to use the software, but they are‘not, initially, experts in usjng the
application software itself.

Although the gluidance given in this International Standard covers all"the activities and all the design dgcisions
that need to bg made, some of the activities can be extremely simple to carry out in some environmgnts, as
demonstrated py the following examples.

o If there ar¢ already established typographic and illustration standards and established development and
production|routes, very little design and planning will be needed in these areas.

e If the product being developed is for a single-type of user with well-known user characteristics arld well-
defined tagks, very little user analysis will be heeded.

ISO/IEC 18019 is based upon British Standards BS 7649:1993 and BS 7830:1996.

viii © ISO/IEC 2004 — All rights reserved
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Software and system engineering — Guidelines for the design
and preparation of user documentation for application software

This International Standard gives guidelines for the design and preparation of usef “doc

imentation for

applicdtion software. It describes how to establish what information users need, how to deternpine the way in
hat information should be presented to the users, and how then to prepare the informatipn and make it

which

availab

For thg

These
COVer g

This In
docum

le.

purposes of this International Standard, application software includes the types listed be

low.

Consumer software packages, that is, software products designed and sold to carry out iglentified tasks,

wheere the software and its associated documentation are packaged for acquisition as a unit

Software for office applications such as word processors, spreadsheets, databases and ele

Bu
co

Sp
en

So

So

Del

siness software, for example, software for recording and monitoring business activities,
ntrol and order processing.

ecialist software for use by professionals;uch as accounting systems, graphic desig
jineering design systems.

guidelines may also be helpful for-developing documentation for the following, althou
Il the issues relating to them.

ftware engineering produgts.for use by computer professionals.
ftware for programmable electronic or mechanical systems.

ternational Standard is for use by people responsible for specifying, designing and
entation for application software and people who manage these activities, including.

velopers of tools for creating hardcopy documentation.

Pr?duct designers.

ctronic mail.

such as stock

h systems and

gh it does not

breparing user

Application developers.

Project managers.

Authors.

Programmers.

Translators.

Localisation staff.
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It is intended for use in all types of organisations, whether or not a dedicated documentation department is
present. In all cases, it can be used as a basis for local standards and procedures. Readers are assumed to
have experience or knowledge of software development or documentation development processes.

This International Standard may also be useful to.

e Developers of tools for creating on-screen documentation.

e People who are evaluating existing or proposed application software.

2 Terms and definitions

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

21
accessibility
successful acdess to information and use of information technology by people who have.disabilities

NOTE Althpugh "accessibility" typically addresses users who have disabilities, the concept is not limited to gisability
issues.

2.2

active area

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

23
active text
text displayed pn the screen that responds to user input

24

alpha testing
first stage of tg¢sting before a product is considered ready for commercial or operational use; often pefformed
only by users Within the organisation deyeloping the software (see also 2.11)

25

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

2.6
application sgftware
software designed o help users perform particular tasks or handle particular types of problems, as [distinct
from software that-centrols-the-computeritself

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

238

appreciation information

awareness information

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

2 © ISO/IEC 2004 — All rights reserved
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29

audience

category of users sharing the same or similar characteristics and needs (e.g. purpose in using the
documentation, tasks, education level, abilities, training, experience) that determine the content, structure and
use of the intended documentation

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

[ISO/IEC 15910, definition 4.3]
210

authon
person|designing or developing user documentation

2.1
beta tgsting
final sfage of testing for a computer product prior to commercial or operational\release; nofmally involves
sending the product to beta test sites outside of the company for real use exposure (see also 2.4)

212
bubble help
hover help

flyover|help
embedded documentation, in the form of on-screen help information consisting of small bokes containing
concis¢ text that describe items on the screen

NOTE A help bubble appears when the user moves the pointer to an item and disappears when thel user moves the
pointer pway from the item.

213
changg control procedures
actiond taken to identify, document, review and authorise any changes to a product being develpped

NOTE The procedures ensure that.the ‘validity of changes is confirmed, that the effects on other items are examined
and thope people concerned with the development are notified of the changes.

214
chrome
that paft of the applicatioh_or web browser window that lies outside the content area of the windpw

NOTE Title bar,Sstatus bar, scroll bars, menu bar, tool bar and location bar, are all examples of [elements of the
browsef window that are part of the chrome. Web browser windows can be opened with or without elements of chrome
visible By the inclusion of appropriate programming in the page to be displayed.

215
configuration-management

technical and organisational activities comprising configuration identification, control, status accounting and
auditing (see also 2.50)

[ISO 10007:1995, definition 3.9]

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

217

context sensitivity

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

© ISO/IEC 2004 — All rights reserved 3
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2.18

customisation
process of adapting a product to the needs of a particular user or group of users

219
design

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

2.20
development

process of preparing documentation including phases for objectives, analysis, design and implementation,

which are plan
2.21

display, noun
information pre

2.22

document, no
equivalent to a
[ISO/IEC 1591

2.23

documentatign

printed user m
[ISO/IEC 1591
2.24
documentati
written statem

[ISO/IEC 1591

2.25

ned and controlled as a unit

sented on a screen or in a window of a screen
LN
n item of documentation

D, definition 4.10]

hnuals, on-screen information and help text that describe how to use a software product
D, definition 4.11]

n plan

nt of the essential elements of the documentation project

D, definition 4.13]

documentatign suite

complete collg
user of a softw

2.26

ction of documents comprising CDs, online help, printed manuals, etc. provided to supq
are product

embedded documentation

information ths

t is delivered as an integral part of a piece of software (see also 2.53 and 3.1)

EXAMPLE

On<screen help.

2.27
entry field

area on a screen or in a window in which data is entered

2.28
escrow

ort the

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

been fulfilled

© ISO/IEC 2004 — All rights reserved
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2.29

fragment

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

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

2.30

function

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

2.31

hypertht
means| of presenting information online with connections (called hypertext links) between| one piece of
information and another.

2.32
icon
graphi¢ displayed on the screen that represents a function of the computer,system or applicatign or on-screen
documentation system

[ISO/IHC 11581-1, definition 4.7]

2.33
implementation
phase pf development in which documentation is prepared{see also 2.19)

2.34
internationalisation
procesg of developing information so that it is suitable for an international audience and can be |ocalised

2.35
link
navigation method that takes the user.from one item of on-screen documentation to another item

2.36
localisfation
procesp of creating a national or specific regional linguistic version of a product

NOTE Localisatiofi\can be carried out separately from the translation process.
2.37

menu
list of gptions/from which the user can choose

2.38
navigation
process of accessing on-screen documentation and moving between different items of information

2.39

on-screen documentation

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

2.40

printed documentation

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

© ISO/IEC 2004 — All rights reserved 5
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2.41
picture
illustration that shows the actual appearance of physical objects

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

242

platform

computing environment with a particular user or programming interface, including hardware and operating
system, supporting execution of application programs

243
pop-up 'I

menu that, wheén requested, is displayed next to the object it is associated with; it contains choices appropriate
for a given objgct or set of objects in their current context

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

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

[ISO/IEC 1220[7:1995, definition 3.17]

2.46

product
software prodyct
complete set |of computer programs, procedures and.@associated documentation and data designed for
delivery to a uger

2.47
product authgrity
person with ovgrall responsibility for the capabilities and quality of a product

2.48
project
set of activitieq for developing a new. product or enhancing an existing one

2.49
project manager
person with overall responsibility for the management and running of a project

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

[1ISO 9000:2000, definition 3.2.8]

2.51

real world object

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

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

6 © ISO/IEC 2004 — All rights reserved
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2.52

secondary window

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

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

EXAMPLE Printed manuals and free-standing hypertext systems.

2.54

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

NOTE Information of different types may be indicated by symbols or graphics of different'types

softwgre
the pairt of a product that is the computer program or the set of computer.programs

NOTE For the purposes of this International Standard, the term software“does not include on-screen flocumentation.

2.56
technigal contact
person| responsible for providing an author with technical information about a product or for checking the
technidal accuracy of drafts of user documentation

2.57
technital specification
data, listing the document grid, use of colour,typographic requirements, page sizes, etc.

2.58
topic
individyially named chunk of information on a single subject that is presented within the printed documentation
or thatcan be retrieved and displayed separately as part of the on-screen documentation (see glso 2.29)

NOTE For on-screen documentation, the system may present a topic without user intervention.
EXAMHALE Instruetions on how to print the current document.

2.59

usability

extent [to which a product can be used by specified users to achieve specified goals with| effectiveness,
efficierjcyand satisfaction in a specified context of use

[ISO 13407:1999, definition 2.3 and 1ISO 9241-11:1998]

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

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

2.62

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

© ISO/IEC 2004 — All rights reserved 7
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2.63
window

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

2.64
wizard

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

3 Overview

3.1 Forms
There are a nu

e embedded

pf documentation

mber of different ways of classifying software documentation, for example:

documentation, which is provided independently of the software;

e printed do

These classifi
classifications.

Examples of e
e context-se
e wizards;

e material th
e bubble hel

NOTE Emj

Examples of s

printed do

supporting

cumentation versus on-screen documentation.

cations overlap. This International Standard covers software documentation in all o

mbedded documentation are:

hsitive help;

at appears automatically without a request from the user;
D.

edded documentation is intended primarily to be read on-screen.
pparate documentation are:

tumentationsuech as manuals;

web sites;

help files v

hich-are not context sensitive;

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

NOTE

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

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

these

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

e documentation of products other than software;

¢ multimedia systems using video and sound;

e On-screen

tutorials and computer-based training (CBT) packages;
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¢ maintenance documentation describing the internal operation of software;

e dynamically generated documentation.

3.2 Deciding what form of documentation to use

General

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

3.21
are:
e au
e thg
e CO
o thg
de
e inf
e CO
322
There
e na
o fun
o e
e he
e inf
act
323
There
becom

fence and task profiies;
environment in which the information will be used;
venience to users;

range of technical facilities, including resources and the product, available for d
ivering on-screen documentation;

brmation characteristics;

5t of delivery and maintainability.

Information that needs to be on the screen

s usually some information that the user needs<to’have as on-screen information, includi
mes of all elements of the user interface;

ctions of all elements of the user interface, including commands, icons, buttons and diald
pr and other messages;

p information;

brmation explaining~what the system will do, is doing or has done as a result of the us
jon.

Information-that generally needs to be on paper

is usually some information that the user needs as printed documentation. Often, W

eveloping and

Ng:

gue boxes;

er taking some

hen a system

es(unUsable, it can be the only help available to the user. This information includes:

e product and version information needed to select the package

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

e ins

tructions for handling the package;

ion on software

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

e ins

e ins

tructions for configuring the hardware to run the application;

tallation instructions;
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e diagnostic

what to do

and migration information;

instructions for starting the application;

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

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

e initial famil

long exam

iarisation information;

les:

structured

checklists;

or on a ten

NOTE Vidg
not be adequatd
intervention tasK

reference material, particularly for advanced features of the software;

guides to Wise of the keyboard and other input devices, which may be better provided on the deviq

plate attached to the device.

o clips can be incorporated into electronic documents and are very useful\for showing sequences
ly covered by a series of VDU screens, for example "How to load paper into the printer”, that is

S".

3.3 Overview of the structure of this International Standard

3.31

This Internatio
structured to rg

NOTE Ann

3.3.1.1 Pro

The process g
If the separat

components n
screen docum

General

hal Standard contains two types of guideline(process guidelines and design guidelines
flect this.

ex G provides an illustration of the relatienships of ISO/IEC 18019 to other related standards.

cess guidelines

idelines cover the phases-involved in designing, specifying and producing user docume
b components of (an”application are to appear to the user as a coherent package,
ped to be specified together. Therefore, the specification of all the documentation, includ
entation andwprinted documentation, should be a part of the development of the produ

whole, nota s

parate exercise. Authors should be included in the development team as equal membe

can also be vefy useful\early testers of the product.

The six proce

phases are as follows:

e itself

that can
"human

and is

htation.

all the
ing on-
ct as a
s; they

to be achieved (see Clause 4 and ISO/IEC 12207, 6.1.1.1);

controlling

it (see Clause 5, and ISO/IEC 12207, 6.1.2.1 and 6.1.3.2);

objectives: finding out the documentation policy of the enterprise, what the project is about and what has

planning and control: drawing up the documentation plans for the project, including monitoring and

analysis and design: collecting information about the product and users, their tasks and their needs for

information, and designing documentation based upon those needs (see Clause 6 for process guidance
and Clause 9 for design guidance and ISO/IEC 12207, 6.1.2.1);

development and review: using the enterprise, project and product (internal) standards (for example,

templates) to develop the product, and preparing master versions of the documents (see Clause 7 and
ISO/IEC 12207, 6.1.2.3);

10
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ISO/IEC 12207, 6.1.4);

6.1

3).

evaluation and updating: evaluating the documentation with the rest of the product (see Clause 8 and

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

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

as are

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

In developing each product, therefore, draw up a detailed plan showing what documentation activities will be

carried

out and in what sequence.

Although accurate user documentation cannot be completed until the software product has been fully

develo
the ag
ISO/IE

NOTE
organis

ISO/IE
may st
from a
ISO/IE

bed, the user documentation and the product both benefit from concurrent developmen
tivities described in this standard should be initiated along with the ~following ad
C 12207 development process (5.3).

ISO/IEC 15910 can be used as a contractual document to define and.enforce the procg
htion developing the documentation and the organisation buying it.

C 12207 addresses documentation as part of the software-life’ cycle. In many cases
pte that the result of a process shall be documented or may imply the need for a docU
task. Figure 1 shows a comparison between the doCumentation processes in ISO/|
C 18019.

ISO/IEC 12207 - Software Life)Cycle Process

t. In particular,
tivities of the

ss between the

SO/IEC 12207
ment resulting
EC 12207 and

|mp|F;rr31cé?§[’;tion Design and Development Production | Maintenance
Planning
Objectives ‘
i i . . Evaluation
Analysis and\Bésign Development and Review Production and
Updating
ISO/IEC 18019 - Guidelines)for the design and preparation of user documentation for application software

Figure 1 — Comparison of documentation processes between ISO/IEC 12207 and ISO

3.3.1.2

Design guidelines

The dg

IEC 18019

sign”quidelines cover the wording, format and presentation of the user documentation. T

ney include:

topic being provided in the documentation;

Annex D;

how to present information so that it is easily understood.

what to tell the user in each type of document. For example, what information to include in each sort of

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

styles and techniques for writing documents and producing illustrations. Additional information is given in

Design guidelines are addressed in Clause 9, with additional recommendations for printed documentation
given in Annex E.

© ISO/IEC 2004 — All rights reserved
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3.3.2 Checklists

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

4 The objectives phase

4.1

The objectives

General

phase has the following purposes:

the proj

the req

NOTE It m
documentation ¢

The objectives
e whathast

what oppo

4.2 Collect

4.21

The types of 0
in4.2.2t04.2.

Interpret the in

General

to understaLnd the project, particularly the work that will require user documentation, including:

ect objectives;

lirements and objectives for the product.

to gauge the scale of the project particularly the work that will require user documentation;
to understand the documentation policy of the producer of the software product;

to formulafe, where possible, an initial strategy on how the software is'\to be documented.

py be necessary to view the wider context of the whole-project, to understand the requirementg
omponents.

are used to find out:
D be achieved;

rtunities exist;

what consfraints may apply to project finances, time, staffing and equipment.

and interpret project.requirements and constraints

bjectives, requirements and constraints that should be considered for every project are g
DO.

itigl requirements and check them thoroughly to ensure they are accurate and realisti

for the

overed

. Take

account of the

following:

cost or scheduling constraints;

'Reference card'’;

or may become formal requirements;

page size and book format;

screen documentation);

12
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e number of languages the documentation is to be translated into;

e how to make information easily translatable;

o sel

NOTE 1

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

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

NOTE 2 If the same information is needed in both embedded and separate documentation for users
same tasks, then that information may be used in both types of documentation, in each place structured appropriately.

carrying out the

NOTE 3
documd

If the
docum

[} qu
e su
In the
docum

unless
if these

4.2.2
The oV
docum
solve,

Author

CONStraints based solely on_a personal preference should not be treated as requl
ntation.

stated requirements limit the design options, so that users cannot be givem a s
entation:

pstion the requirements, explaining the reasons for the perception;

jgest alternative solutions.

design of the documentation, work within the constraints-10 give the user the m
entation possible. For example, do not assume all printed:documentation has to be a

this is a stated requirement. Consider other forms such’ as-keyboard templates, wall cha
will better match the users' needs.

Product objectives

erriding project objective should be to develop a product that meets user needs. Con
entation should not be allowed to change the product in terms of the real problems
hnd the range of hardware and operating systems for which it is being developed.

5 need the following information:

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

e |s

there a previous version? If so, which features have to be changed and which have

sa

e?

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

o When will'the’ product be available? (The product schedule may help determine the types
dogumeéntation.)

ements for the

uitable set of

pst convenient
pbook or a card
rts and labels,

straints for the
vhich it should

to remain the

and amount of

o Arcthere plans 1or tuture versions ¢

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

e |s the product being developed for a specific organisation or organisations? If so, will that always be the
case?

e Will localised versions of the product be required?

e |s there a need to provide extra information, such as the working procedures of the users' organisations or
information about the product itself? If so, is that information readily available?

o How will the documentation be maintained and updated?

© ISO/IEC 2004 — All rights reserved
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4.2.3 Sales objectives

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

the target quantity of the product over its projected lifetime;

4.2.4 Scheduling objectives

When the project schedules are being defined:

Authors need {

e allow t

e identify,

e maked
develoy
e when't
and pa

remember

remember
allowance

develoy

allow tijne for the graphics to be created and screen captures to be‘taken;

allow time for technical contacts to supply information and tolcheck the accuracy of drafts;

When will
What is th¢
How long

What othe

What are t

that documentation development cannot be finished until after the software design is.froz

the amount of time needed for the following activities may be significant; make ad
for them in the project's schedules;

me for authors to observe and use the software or prototypes of the software dur
ment stage;

technical work necessary to include the embedded documentation'in the product;

raft documentation available for product validation;field trials and usability trials (documse
ment schedules for preparing such drafts will.affect the timing of these exercises and trig

ne documentation has been developed,\allow time for translation, if required, and for
ckaging.

0 know the following about the preduct schedule.

he alpha, beta and acceptance testing start, and be completed?

e delivery date for the finished product?

pefore the delivery/date does the documentation need to be ready?
" milestopes apply to the project, such as dates for early releases?

he major dependencies between different activities in the overall project?

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

en;

equate

ng the

ntation
Is);

printing

If the pro

UCl IS 10 De locallsed or customised, wnhat are the required delivery dates 10l the

various

localised and customised 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 phases of the
planning (see Clause 6).

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

14
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4.2.5 Usability objectives

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

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

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

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

¢ thqgtime taken to learn how to do a specified task using the instructions in the documentatio

=

o thg time taken to incorporate amended pages.
Measufes of satisfaction for the documentation could use responses to questionsisuch as the fqllowing.
e How satisfied are you with the layout of the document?

¢ How satisfied are you with the time that it took you to find the infafmation you needed?
e Treating each topic separately, how satisfied are you with the.completeness of the informatipon?
e Can you accomplish the task in hand using the documentation?

Set dufability targets for individual printed documents‘according to the type and amount of use they will have.

4.2.6 |Accessibility objectives
To megt accessibility needs or objectives, the documentation may be required to:

e prqvide a high level topic titled\"Accessibility" and describe the accessibility features gf the software
praduct;

e Dbelaccessible itself. For.on-screen documentation, file formats would need to be able to be fead by screen
regding programs, which in turn can output to speech synthesis or refreshable-Braille qutput devices.
Graphics and illustrations should have meaningful titles and descriptions;

e belgiven spetial consideration concerning the logical structure, graphics, “page turning”, ajert messages,
enfry fields,"headings, hypertext links, etc, of on-screen documentation.

>

NOTE The US Government has published specific requirements for software accessibility, known ag Section 508 of
the Rehahilifation Act Details of Section 508 can be found at the LIRI listed in the hibliagraphy

4.2.7 Modification requirements

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

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

e At what intervals will the product be modified?

© ISO/IEC 2004 — Al rights reserved 15
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What different levels of modification will there be, for example, for:
e issuing temporary corrections?
e issuing interim versions?

e issuing major upgrades?

What are the time scales for making modifications?

What are the cost constraints?

How will the documentation be updated?

4.2.8 Internationalisation and national cultural requirements
Determine thelfollowing:
e Will the application be used by an international audience?
e If so, injwhat countries?
e Are locglised versions to be developed?
e Are custoised versions to be developed?
e If so, fgr which organisations?

The answers fo these questions affect the design of the‘documentation. They also affect some or al| of the
following:

e schedules
e costs;
e user tests;

e writing styl

®

’

e presentation.

For products t¢ be madée available in other countries using the same language as the source country, cpnsider
whether special vetsions of the documentation should be prepared for those countries, using appropriate local
language, dial¢cts,/or conventions. Consider cultural issues, which need to be taken into account, both in the
main product an € documentation, especially in examples. € target country should check
all the user documentation to ensure it is suitable for use in that country.

4.2.9 Translation requirements
Make a list of the human languages that are required. Consider the following.

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

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

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

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

e After translation, check that the main product and its documentation are consistent.

As a fir
as des
This is
If inacq
earlies
the ve
analog

NOTE 3

4.2.10

The pa

Dt atcp ;II t:-lU tldl ID:Gt;UII MIULTOO, tldl ID:GtC thc :Iot Uf tUIIIIO al Id thcil dcf;l I;t;UI 15 thdt :-IGD
cribed in 9.10. Do not translate the documentation until the translated list of terms has’b
especially important when more than one translator is involved for a language.

uracies or ambiguities in the source text are found during the translation process, remg
opportunity. Clarity and simplicity are particularly important in documents-that will be trg
nacular, jargon, humour, idioms and metaphors that might not translate”correctly. U
es with care.

Annex E of ISO/IEC 15910 provides further guidance to authors writing in English for translatig

Packaging requirements

ckaging requirements for the entire product affect4he*documentation design. Consid

following:

e wh
e wh
e wh
e wh
e wh

NOTE
ISO/IEQ

4.2.1

A prod

ether the main product and the documentation are to be packaged together;

ether there is a house style for packaging;

at medium will be used to distribute the product;

at methods will be used to physically ship the product;

ether the packaging should be the same as used for previous versions or for similar prod

Further guidanCe)on the minimum information recommended for inclusion on software
9127.

Legal requirements

ict may have to satisfy legal requirements. Consider the following and take legal advice i

een prepared
een approved.

ve them at the
nslated. Avoid
e similes and

er at least the

ucts.

packaging is in

f necessary:

. re

uirerments set DY natiorial 1eglsiation,

e copyright status of the document itself;

e copyright issues for text included in the documentation from elsewhere;

e data protection;

e acknowledgements;

e trademarks;

e escrow conditions;

© ISO/IEC 2004 — All rights reserved
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licensing;

identified by special logotypes on the packaging and in the documentation);

intellectual

warranties

4.2.12 Securi

property rights;

professional bodies;

and guarantees.

what presentation requirements apply (for example, proprietary platform-compatible products are typically

Specify securit
]

the preven

the protect

Determine whether it is necessary to check the integrity of on-screen documentation to allow for delibg

accidental cha

4.2.13 Standgrds and conventions

Maintain a list
e Internation
national st
industry st
industry st
accessibili
e company,
List local rules
suitable by co

arrange that th

On-screen dod

<

y requirements, including:
tion of copying of the software and its documentation;

ion of sensitive information.

nges to its content made by the user.

bf the standards the product has to follow. Consider:
al Standards (e.g. ISO) publications;
andards for the countries in which the product will be used;
hndards for the system on which the product will run;
Andards for the system on which'the on-screen documentation will be viewed;
y standards and requirements;
product or operating'system standards and conventions.
and house styles if they exist. Check whether any local, company or product standa
mparing them*with the recommendations in this International Standard. If they do ng

ey be established consistent with this International Standard.

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

rate or

rds are
t exist,

the operati

the product's own software;

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

ng system;

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

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

relevant parts.
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Cost constraints

Allow for the documentation costs, including the following:

e design and development costs;

e production costs;

e maintenance and updating costs.

NOTE 1

not be adequately concise, and hence documentation development costs might be higher than necessary.

NOTE 2
of the s
for ever

NOTE 3
may be

Obtain

variety
Recom

4.2.15

If the n
mainta

If the ¢

want the new product to be consistent, consider how this may dictate the use of particular

deliver

4.2.16

All the
out unq

International Standard are\'recommended to operate a quality management system,

indepe
4217

At the
technid

If documentation design is not taken into account in the design of the main product, the documentation might

Similarly, if the product is to be translated or localised and those costs are not taken into acco

y translated or localised version.

significantly higher.
estimates of the costs of carrying out documentation developnient and production

mendations for estimating costs are given in 5.2.7.

Documentation delivery and viewing mechanisms

ew product is part of a suite of products, consider the use of any tools already specified
ning, delivering and viewing documentation for that suite.

ustomer or organisation for which the produet’is being developed has existing systems

y and viewing mechanisms.

Quality management

documentation development activities recommended in this International Standard shqd
er the control of the quality management system being used for the product developmerj

hdently assessed for ISO 9000 compliance.
Provision of.technical information

start of the project, the project manager decides who is to be responsible for supplying
al information about the product.

Lint in the design

pftware and the documentation, they may be significantly higher than necessary. The higher_costg will be incurred

If future versions of the product are planned, but not considered in the design-of.the documentation, the costs

Activities for a

of documentation types to assist in the negotiation (of\ documentation cogt constraints.

for developing,

vith which they
documentation

uld be carried
t. Users of this
vhich can be

he author with

Togett

er witn the autnor, those responsibie snould spechy the Mmetnods 10 be used 10 SuUp

including:

e consultations with technical contacts;

e Wi

tten specifications;

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

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

technical accuracy of the documentation;
usability of the documentation with the main product and vice versa;
suitability of the documentation for the market;

editorial quality of the documentation, including both text and illustrations;

legal issue
production
translation
packaging

final appro

2]

of the documentation, including tools support;

and shipping of the software and the documentation;

val of all the documentation.

4.2.19 Configuration management

4.219.1 Apq
All the docum
out under the (¢
of this Intern
addressed by

4.2.19.2 Con

Set change co
Take account

e Document

lication of configuration management

bntation development activities recommendedcinythis International Standard should be
ontrol of the configuration management system being used for the product development

SO/IEC TR 15846.

figuration control

htrol procedures for the projeCtiin accordance with the configuration management systen
pf the requirements of the_ documentation activities as follows.

htion can be greatlytaffected by changes to the design of the software or to the trai

support plans. Therefore the‘implications of such changes should be assessed before approval is g

When pro

information.

NOTE Sma
not always requ

juct changesvare made, immediately inform authors, so that they work only with up-

Il changes to a system can cause major changes to documentation, whilst major changes to a sy
re.najor changes to the documentation. For example, altering a system menu might be a small cH

carried
Users

btional Standard are recommended toxoperate a configuration management system, as

in use.

ning or
ven.

to-date

stem do
ange to

the software its

cll DUL ”Iigﬂl rndve [Ilder iﬂlpli(,dl.i()llb forthe—entire—structure of @ user manuat. COntrdast, CO

npletely

revising the methods used within the software for some complex operation might be a major task in developing the
software, but might not affect the user's view of the software at all, and therefore might need no changes to the

documentation.

Authors should be members of any body responsible for approving changes.

4.2.20 Availability of resources

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

Consider:

20

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

© ISO/IEC 2004 — All rights

reserved


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

ISO/IEC 18019:2004(E)

e laboratory space;

e prototype or other versions of the software to be used by authors to obtain information about the software
being documented;

e technical contacts who will supply information, discuss technical details with authors, answer technical
questions, and check drafts of the documentation;

e graphic designers and illustrators;

e printers and packaging vendors;

e authors or other staff who will editorially review drafts of the documentation;
e hafdware and software for producing the documentation itself;

e usability staff;

e tedting to ensure the documentation matches the installation and operational use of the software;
e legal reviewers or contacts;

e trahslation.

4.3 Documentation Proposal

The Dgcumentation Proposal should record the decisions made during the objectives phase. Keep a record of
the soyrce of each requirement, so that it can be tragked back to its origins and its validity can be reaffirmed.

The sybjects described in 4.2 can be used a$§ a starting point for the contents list for the Pocumentation
Propodal. Figure 2 shows an example contents list for a Documentation Proposal.

NOTE Not all of these sections will be.used in all proposals. The sections used will depend upon the needs of the
particul@r project.

Documentation Proposal
Contents
1 Intrpduction

2 Ovgrview_of-the product

3 Objectives (This section sets out the requirements specified for the project, and gives the spurce of each

H A s 4
requirenretits—statenretiny

Target audiences

Usability

Schedule

Cost

Internationalisation and localisation

Accessibility

© ISO/IEC 2004 — All rights reserved 21
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Customisation

Future modifications

Legal requirements

Security requirements

International Standards and conventions to be followed

Documentation delivery and viewing constraints

Safety
Document maintenance

4 Investigatipn (This section outlines the investigation work that has been done to estaplish the proposals
in section 5)

History of dogumentation development schedules

History of dogumentation development costs

History of theluse of documentation development tools
Evaluation of|existing documentation

Evaluations df localised and/or internationalised documentation
Customer or pser feedback from previous versions

New product features

Possible solutions

5 Proposal ([This section outlines the decisions that can be made about the documentation based upon the
constraints affising from section 3)

Preliminary sghedule
Development] of base doctimentation
Localisation gnd custemisation of separate documentation

Localisation gnd<customisation of embedded documentation

Costs

International Standards
Dependencies
Assumptions
Prerequisites

Resources
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Risks

6 Future modifications

Software

Documentation

Figure 2 — Example contents list for a Documentation Proposal

5 The planning phase

5.1 General

This clause describes how to plan and control documentation projects. Most of theprinciples oJtlined here are
standafd IT project management practice.

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

The audiences for the document plans and documentation suite plan are:

o thg people doing the analysis and planning;

e thg product authority;

o thg project managers who will be looking afterthe document development;

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

o thg people doing the translation; production and usability testing;

=

e pripters and other external suppliers.
Record the results of,.the-planning process in:
e a det of documentation plans, one for each document;

o if fecessary, a documentation suite plan, which brings together all of the individual document plans.

NOTE O refer mer mplan’, wWhict i —TSO/IEC 15910 is
intended as a contractual document, and specifies the content of a documentation plan in such a way that compliance can
be determined in a court of law.

Nncorpora DOTI dboVvVe

5.2 Documentation plan

5.2.1 General

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

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

Identify standards that need to apply to the document, including house standards, documentation suite
standards, national and international laws and standards.

5.2.3 Version control and change control

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

e the landm
tests;

e how chang
e how versig

e the back-u

information for a particular module;

hrks within the project at which new versions are to be created, for example, aftereack

es to each version are to be controlled;
n control is to be applied to localised and customised versions;

p and archive procedures;

e how recordls are kept about the history of each version, so old versions can be recreated if necessa

e at what stg

5.2.4 Persor
The personnel

e experiencs
engineers

e graphic de
working to

e usability s
limitations

Make plans to
required for ea

ge, if any, the documentation becomes part of the Software for version control purposes.

nel
resources for the project should include;

d authors for developing user documentation (rather than using software designers or s
to do the work);

signers with expertise in—electronic media, user interface designers and ergonomics
fjether to design the presentation of the documentation on the screen;

becialists for conducting usability tests and advising on matters concerning human 3
and accessibility.

provide peaple to carry out those of the following tasks that are relevant; the number of
ch activity-will depend on the scope of the work needed in each area:

ry;

bftware

bxperts

bilities,

people

e to write thd

text;

e to editthe

to draw the illustrations;

text;

e to build the on-screen documentation systems;

e to provide
o totestthe

e tocarryou

24

specialised accessibility features (see 4.2.6);
on-screen documentation at each planned testing stage;

t reviews at each technical review stage;

© ISO/IEC 2004 — All rights
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e torun user tests at each planned trial;

o to be the users in user tests at each planned trial stage;

e to provide legal review;

e to translate the documentation;

o to prepare the localisation instructions and manage the localisation;

o to prepare the customisation instructions and manage the customisation;

e to
e to
5.2.5
Make
e us
o wri
o WIi

e drg

o rey
e tes
e CO
5.2.6

Identify
o teg

e intd

=

e prg

brepare and distribute material to the printers (production staff);
coordinate the packaging and shipping of the documentation and the product.
Equipment

lans to provide equipment and software tools for:

ting, laying out and editing the text;

ting on-screen information and compiling help files;

wing the illustrations;

iewing the documentation;

ting the documentation;

nducting user tests, including tests of accessibility.

Responsibilities

people who are to-take management responsibility for the following, as necessary:
hnical specification of the documentation;

prface desigh for the documentation;

vigion’of technical information to authors;

ng the software, so authors can find out how it operates and hoWw users will have to use if;

e technical accuracy of the documentation;

e correct operation of the system features of on-screen documentation;

o style and quality of illustrations;

e editorial quality of the documentation;

e tools support;

e training for authoring tools;

e usability of the documentation;

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

e legal issues concerning the documentation;

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

e approval of the translated versions of the documentation;

e approval of localised and customised versions of the documentation;

o final approyval of all the documentation.

5.2.7 Cost eftimates

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

author coslts for development and for reviewing drafts;
e technical staff costs for briefing authors and reviewing drafts;
e illustration|costs;

e typography costs;

e project management costs;

e editorial cqsts;

e tools suppprt costs;

e training copts;

o testing and validation costs;

e expenses for other staff;

e equipment costs;

e materials gosts;

e bulk copyiTg and’production costs, for example, copying and packaging disks;

e costs of system tests, reviews and user tests;
e evaluation costs;

e maintenance costs;

e costs of delivery to customers or users;

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

NOTE Annex F of ISO/IEC 15910 describes how to estimate the time needed for development tasks.

26 © ISO/IEC 2004 — All rights reserved
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When estimating the cost of producing copies of the printed documentation, consider the following:

e the number of pages in the document;

o the size of the pages;

e the use of colour;

e the preparation of special illustrations;

e the number of copies required of each document;

=

e p

° bi

e disftribution costs.

5.2.8 |Schedules

Preparg a separate schedule for developing each document, in step With the schedule for oth
product.

NOTE Consider scheduling awareness and appreciation documénts’to be prepared last, so all the K
softwarg and the users amassed during the preparation of the othef documents can be applied.

For eagh activity, particularly system tests, reviews and.user tests, allow time for the results of
be incqrporated. Plan for:

. crg

e ke

Allow t

e |ed

e be

nding and packaging costs, including materials;

hting costs;

ating a new version of the documentation to correct errors found in the documentation its

bping the documentation matched tethe software:

re-testing the changed doeumentation and also handling the results of those tests.
me for:
rning how to.use any new tools;

coming familiar with the software (preferably by using it);

so‘tware developers to provide information to the authors and to answer questions;

leg

al reviews.

er parts of the

nowledge of the

he activities to

elf;

updating the documentation foltake account of changes to the software following software testing;

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

5.29

Prototypes and drafts

Validate documentation designs and the development of prototypes or drafts of each type of document, to test
that the documentation does provide users with what they need within the usability objectives. Test prototypes
for all combinations of equipment that will be used for the finished application.

© ISO/IEC 2004 — All rights reserved
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Plan:

e the stages at which prototypes will be prepared;

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

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

e how the tests and trials will be carried out:

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

how the results will be used in subsequent phases.

5.2.10 System tests

Include tests of both embedded and separate documentation in system testing. Verify that:
e the correcf{ information is displayed in each given situation;

e the links apd cross-references work correctly;

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

Plan:
e provision gf the resources required for testing;
e timings anfl schedules for the tests;

e preparation of test scripts;

o methods for classifying the results-of the tests;
e methods t@ be used for the tests;

e methods for recording-{he results of the tests;

e methods I determining whether the tests succeed or fail;

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

5.2.11 Reviews

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

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

e provision of versions of the documentation to be reviewed;

28 © ISO/IEC 2004 — All rights reserved
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o level of detail (as a percentage of the complete documentation) to be reviewed at each draft;

e methods for conducting the reviews;

e methods for recording the results of the reviews;

e methods for classifying the results of the reviews;

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

5.2.12

Usability testing

Plan to

NOTE
what us

Plan:

=

° p(

e schedules for the trials;

. me

. me

. me

® M€
act

5.2.13

Specify:

e wh

e wh

e wh

e wh

carry out user tests for the different audiences at predefined stages in the project.

User tests are the most acceptable method of checking that the information provided in the g
ers need, and that users can find it, understand it and apply it.

vision of the resources for user tests;

thods for conducting the trials;
thods for recording the results of the trials;
thods for determining whether the objectives have been met;

thods and plans for incorporating the _results of the trials into the future design anc
ivities for the project.

Localisation and customisation

o is responsible for the process;
o will prepare the-instructions for localisation or customisation and when;
ere the localisation or customisation will be carried out, and by whom,;

en and how the product will be delivered to the staff who will carry out the work;

ocumentation is

| development

e how the Tocalised and customised versions will be tested;

e wh

e wh

e wh

5.2.14

Plan th

e wh

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

o is responsible for the quality of the localised or customised versions;

o is responsible for the usability of the localised or customised versions.
Approval

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

0 has authority to approve and sign off the documentation;

© ISO/IEC 2004 — All rights reserved
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what conditions must be satisfied before sign off:
the process has been followed?

the testing has been carried out and is complete?
a draft has been reviewed and corrected?

usability objectives have been met?

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

how the dd

5.2.15 Maintenance, updating and future developments

Integrate plang
to the software
for issuing new

The project re
product is to b

For printed do
pages, taking i

If a completely
each time the

NOTE Whe
reissued: replac
working with ou
pages. Wherevg
versions of the g

5.3 Review of detailed documentation plans

Check the detailed documentation plans thoroughly.

NOTE It is
development ha

Approve the @

legal apl)proval has been obtained?

cumentation will be signed off.

for modifications to the on-screen and printed documentation with. the plans for modifi
. If the on-screen documentation is being provided separately from.thé software, produc
versions in the same way as for printed documentation.

uirements and constraints for on-screen and printed documentation should specify wh
b modified or updated and if so, how this should be done.

tumentation, consider estimates of time and costs far both complete replacement and an
hto account the authoring time and printing costs.

cations
P plans

cther a

hended

new version of the product, including the printed documentation, can be bought or is dis{ributed

broduct is updated, there should be no need to issue changed pages to the users.

re alterations to the product are issued.it'is more convenient for users if complete, printed docum
bment pages can be lost and do not always reach all holders of a document, so there is a risk user

bnts are
5 will be

t-of-date documents. Only large, documents with few users should be updated by issuing replgcement

r possible, documents should.be"designed so that, when a new version of the product is issu
ocumentation are issued as/well.

more difficult and more expensive to make major alterations to document structures or styl
5 started-than it is to alter the design at the planning stage.

ocumentation plans with the rest of the product and place the plans under change

bd, new

PS once

control

procedures wi

the rest of the project plans. Reviewer responsibilities are listed in 5.2.0.

6 The analysis and design phase

Depending on the software in question, a number of the items in this clause may apply more to a
documentation suite than to a particular document. For example, one piece of software may have a manual
for end users, a manual for administrators, a manual for the application program interface, and so on.
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Audiences

6.1.1

Audience analysis

Prepare a list of all the intended types of user of the product. Classify users into audiences according to:

Each 4
similar

Figure

Use bag

User r
role: fol

Consid
Use th
do not
hierard

the

wh

users' background, experience and training;

ich languages the users are familiar with;

how the application will be used;

us

fre

us

Bo

ap
au

To
do
of

brs' learning stages (for example, how much experience they have with this application);
Huency of use (some users use an application or feature frequently, some infrequently);
brs' working environments (do they do most of their work at a desk, or up atelephone pol

udience consists of a group of users whose background, experience and use of thg

3 shows a sample list of audiences for part of an order fulfilmenb system:
th a 'bottom-up, and a top-down' approach to check that alluser types have been consid

ftom-up — Consider who will use the product“and determine all the types of us
blications, the audiences can be identified by theirjob titles, such as 'accountant'. For oth
liences may have to be identified by the role they are performing, such as 'letter writer'.

b-down — Consider the whole organisation or the total functionality of the application
vn until a set of audiences or roles isPeached. This set of audiences can be used to ch
he bottom-up analysis.

bles may not correspond to people in a 1:1 relationship; the same person might have
I example, salesperson and.inventory taker.

b hierarchy to group,together audiences who will have the same type of interaction wit
(necessarily) reproduce the user organisation's organisation chart. Figure 4 is an exar

hy.

e7?).

application is

bred.

er. For some
er applications,

and break this
eck the results

more than one

ler grouping audiences.into a hierarchy, so individual documents can be targeted at several audiences.

n the software;
nple of such a

Call.centre operator.

Call centre supervisor.

‘VAV’UbIIIdDiUI .

Warehouse picking staff.
Warehouse manager.
Finance manager.
Accounts manager.
Accounts payable clerk.

Accounts receivable clerk.

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

— Customers
— Suppliers
Internal

— Warehouse

— Picker

6.1.2 Learni

Sometimes it i
using the appli

e learning to

e using occa

using (or n

e exploiting
If the product
information ab
varied. In this

the user will go. Where there might be a wide variety of types of potential user, with a wide va
ills and knowledge, define the least experienced of the potential users and prepgre the

experience, s
documentation

6.1.3 Workir

Collect details

=YWarehouse Tmarmager
— Call centre

— Operator
— Supervisor

Figure 4 — Example of an audience hierarchy

ng stages and frequency of use

5 necessary to split audiences of otherwise similar users according to how long they hav
cation, or how often they use it. For example:

use (tutorial);

sionally or infrequently (and so may need reminders);
ormal use);

hdvanced features.

being developed is a consumer software package, it may not be possible to gather any
out typical users' jobs ahd“background, for example, because their jobs and skills a

for users at that-level.

g environments

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

e been

useful
e very

tase, concentrate on the tasks that the user will carry out and the learning stages through which

riety of

venient

media for pres

enting information to them; there are other factors.

Collect as much information as possible about factors that will influence decisions about the types of printed
document to provide. For example, if the software is to be used in a storeroom or warehouse:

e will printed

32

documents have to be carried around?

will there be convenient places to store them?

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

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

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

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

Audience: Ticket Agent

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

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

Languages: Ticket agents may have a command~of 'English, but |not
necessarily as their first language.

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

Learning stage: All ticket agents will haye‘attended a one-day training course,
SO NO USers are Noviees.

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

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

Working Offices can be noisy and very busy.
environment:
Ticket agents sit at desks to work. Agents may have access$ to
a computer to use throughout the shift. In some offices, aggnts
share printers.

Offices may have a photocopier, fax machine and scanner.

Ticket agents may use headsets for the telephone.

Not all offices will have:

e Shelf space to hold a small library of books.
e Drawer space in the desks.

e Wall space available for displaying wall charts.

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

6.2.1 Task analysis

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

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

It might be useful to group related tasks, tasks that are similar, or tasks that involve similar steps, in a

hierarchy as ill

1strated in Figure 7

Check for

Send or fd

Print a m¢

Attach a fi

Read an ¢

Create an

Move mai

incoming mail.
rward a message.
ssage.

e.

ttachment.

hail folder.

to a folder.

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

Tasks

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

enalirina-about-mambardataile
HEEHHRG RSP aStahts

34

I—enquiring about an account
—Debtors
L—debtor follow-up

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

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

Table 1 — Audience mapping matrix

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

Adding a new user N

Deleting a user N

Giving a user permission to N

accegs a function

Withdrawing a user’s N
permission to access a function

Viewihg a user’s permission to N
accegs functions

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

password

Viewihg the security log N N
Investigating security breaches NE NE
Printing security reports NE NE

Legend to Table 1

Key'to audiences Key to learning stages

DIC Data input clerk O | Occasional use

SuUpP Supervisor N | Normal use

MAN Manager E | Exploiting advanced features

AUD Auditor

ACC Accountant

FC Financial controller
SO Security officer

FA Function allocator
SA System administrator
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6.2.3 Task characteristics

Consider the following information about each task:

e why the task is carried out;

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

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

e what discretion the user has in how or when the task is carried out;

e the sequence in which the user carries out the set of tasks;
e the prereqlisites for the task;
e how fault-tplerant the task is, that is, how important it is that the user carries out thertask correctly;

e the consequences of the task.

6.2.4 Task profiles

Record all of the details of each task in a Task Profile.
6.3 Information

6.3.1 Informption needs
Decide what information is needed for each audience;iand for each task or group of tasks separately. |nclude
only the information that users actually need to_carry out the tasks, and remember that some audiences
(because of their prior training or experience) already have some of the information they need.

There may be|a lot of information available(@bout the software and how it carries out its functions, but jnclude
only what is ngcessary for the user to pérform the task.

Take the user's view of the application. If possible, consult potential users or observe users performing| typical
tasks.

6.3.2 Context of use

Each combination ofaudience and task has a context of use, which affects the way in which the infofmation
needs to be presented. For example:

e is the information needed only temporarily, or should it remain visible (persistent)?
e does the information have to be available at the same time as the user works with the application?
e how quickly does the user need an answer to be provided?

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

36 © ISO/IEC 2004 — All rights reserved


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

ISO/IEC 18019:2004(E)

6.3.3 Volume/amount of documentation

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

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

Consider the following techniques.

¢ Count identifiable items, for example, icons, tasks, steps, dialogue boxes, transactions.

¢ Aspess how much information is needed about each item, for example, the average.pnd maximum
number of steps for a task, or the approximate number of words needed about a concept)

e Pr¢pare a sample for one item and use its size as a basis for calculations.

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

6.3.4 |Media
The cdmbination of audience, task, information needs, context of‘use and volume, as well as [considerations
such gs cost, maintainability, usability and marketability will, determine what media are uged to present
information.

Do nof assume that one medium will suffice for one product, or for one audience, or even for one task or
contexj. Often a solution involves the use of multiplesxmedia. Consider media from Table 2, pglus any others
that might be available or invented to suit the particular project.

NOTE Most of these media are for separate;documentation. Other media can be either for separate or embedded
documgntation.

Table 2 — Advantages and disadvantages of various media types

Medium Advantages Disadvantages
CD ROM/DVD Can contain many documents. Requires suitable hardware.
Easily searched.
Book Easy to annotate pages. If large and heavy, can be diffigult
to carry around.
Canbhe nylnnnei\/n to prndlmn
Card Suitable for a small amount of If displayed on a wall, only one side
quick reference information. is visible.
Information that is needed
frequently can be on one side and
information that is needed
infrequently can be on the other
side.
Wall chart Suitable for a large amount of Requires a relatively large clear
quick reference information. wall space for display.
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Table 2 (continued)

Medium Advantages Disadvantages
Keyboard Always in sight for the user. Care is needed to ensure that users
template or have only one such item to use at a
sticky labels time, taking into account the
for keys operating system and other
software.
Notice to Suitable for a small amount of Danger of cluttering up the
attach to the information that is always needed | computer with too many small
computer atthecomputer: Totices:
Leaflet or Suitable for awareness
brochure information that does not need to
be retained.

Can be convenient for tutorials.

On-sgreen Available at the press of a key or | Not suitable for\lehg passages of
help a mouse click. text.
Suitable for quick reference Embedded documentation is only
information. available’'when the application is
running.
Video Easy to absorb complex Can be expensive to develop.
information.

Distribution on tape can be
Widely-used medium whichiis expensive.

acceptable to most users:
If distributed as a tape, needs
appropriate hardware for viewing

If distributed as a file, needs audio
equipment on the computer.

Web fsite Updateable without contacting Users need web access.
users.

Can be launched automatically
from the application.
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6.3.5 Information profile
Record all the source data and design decisions for each audience/task combination in an Information Profile.

Figure 8 shows an example of an Information Profile.

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

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

Task instructions for Upto 10 4 Permanent  Quick On-scrgen
getting a quotation task steps help-system
including finding and task topics

entering departure and
destination locations,
entering dates, party
sizes, ticket types,
checking availability
and finding a price

Reference list of Hundreds v Temporary  Quick Context-
location codes sensitivp
help
Reference list of ticket ~ Up to 50 4 Temporary  Quick Context-
types sensitive
help
Reference list of Maximum 3V Temporary  Quick Contextr
passenger categories of 10 sensitive
help
Field use information Qne line 4 Temporary  Quick Display|on
for date formats the use
interface

Figure'8 — Example Information Profile for one task and one audience
6.4 Usability

6.4.1 |Define usability goals

The usability of the complete product is very important and is not separate from the usability of its
documentation. However, the purpose of this clause is to provide guidance on usability aspects of the
software documentation.

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

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

e Apply human-centred and software ergonomics principles to the design. ISO 13407 and ISO 9241
address such design advice.
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e Evaluate the design and the software product to assess how usable the software product will be in
practice. ISO 13407 addresses such design advice.

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

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

e If the assured level of usability for the whole system and the documentation is high, use quantitative tests.

o If usability|of either the documentation or the software and its documentation is less critical or.if vegources
are limited{ consider qualitative methods.

Once an analysis of usability requirements has been made and the appropriate testing. method seglected,
translate thos¢ requirements into usability goals for the documentation. The goals, are”the qualitgtive or
quantitative tafgets which are measured in usability tests. Figure 9 illustrates the process in the context of an
electronic mail|system.

Step 1. Define the user’s objectives.

The user’s objectives are:

o tofindl in the help menu the instructions for sending a message;
e to sufnmarise the task in the user’'s own words;

o to semd the message.

Step 2. Define the usability measures for those objectives.

The meagures are:

o Effectiveness: is the right information found?

o Efficigncy: how long doestit'take to find the information? Is the shortest search route or method
usedP Does the help text-have to be re-read (to be understood or remembered)?

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

Step 3. Define acceptance criteria.

The criterja~are:

o |If the user finds the information within a specified time, then the structure and navigation
organisation and retrievability are acceptable.

e If the user's summary of the task is correct, then the information is accurate and suitably clear.

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

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

Record the usability goals in a Usability Goals Document.

6.5 Structure of the documentation suite

6.5.1

General

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

decide

6.5.2

To deg
of the
not.

Not al
elemer
and ex
buildin

what documents are necessary (see 6.5.3).

Decide what iInformation needs 1o be provided in the documentation

de what information to deliver in the documentation, examine the Information Profile) (6.3
context of use (6.3.2) and decide which needs will be supported by the documentation

of the information in the Information Profile needs to be delivered in the docume
ts may be better delivered through training, or in some cases even by.defining the exped
perience of the audiences to include additional training. Some ofithe”information may b
h it into the user interface of the software, or by providing a cammunity of practice for

.5) and details
and which will

ntation. Some
ted knowledge
e delivered by
users to share

information. Some information may already be available from other_sources (user documentation for other

produc

To refi
of use,

6.5.3

For gu

ts, tertiary education or commercial training courses).

ne the list of information needs into a list of information to be provided, taking into acco
refer to the descriptions of different sorts of information in Clause 3.

Group information needs into documents

dance on deciding whether information_should be delivered on the screen or on paper, sé

Take the following into account when deciding how to group information into documents.

Inf

brmation for different types. of juser can be in the same document provided those user

same groups of tasks in thesame way.

If {
ea
mi

Infi
tha

Do

USETS. -
the same document as information for end users. Instead, provide a reference to the

he information is onwpaper, different quantities may be needed for different documents|
Ch user may need.a)copy of quick reference information, but a single copy of a getting
hht be shared between several users.

brmationnegeded by users who work in different environments can be in the same docu
t the doeument can be designed to suit all the different environments.

Lint the context

be 3.2.

5 carry out the

For example,
started tutorial

ment provided

information.

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

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

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

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

information in

one document
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Figure 10 shows how the audience and information needs can be grouped into documents, where multiple
audiences need the same information. Figure 11 is another example of grouping information into documents,
showing the sorts of information to be included in each document.

Management manual

Audience Manager [ | Maintenance \ Operator Auditor
) Developer
Information
[ N
Alogorithms used X X X

[ )
e | ) - |

requirements

Code structure X
e/
A -
Report definitions [ X X X J
Programmer's manual Reports online help

Key: X indicates that this
audience needs this information

Figure 10 4~ Example of how the audience and.information needs can be grouped into documgnts
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Printable on-screen
Design Guide

Printable on-screen
Security Guide

Audience Administrator Casual user Professional user
Type of
information
. e N N
Overview Overview of Overview of Overview of
security features design features design features
Design concepts Simple design Simple design
concepts concepts
Advanced design
concepts
N\
Tasks . . . . . )
Security tasks Simple design Simpfe design
\_ Y, tasks tasks
Maintenance tasks \ Advanced design
Samples to copy §§ Online
Sample designs Sample designs help system
\. y, /
Refergdnce )
Quick reference details Quick reference details Quick reference details
of each screen and field of eaeh.screen and field of each screen and field
y,
Figure 11 — Example of grouping different sorts of information into documents
6.6 Individual document structures
6.6.1 |Prepare a list of contents
Define|the structure of each document using a draft table of contents, a topic list or a list of web|pages.
To specify the size«efieach document, give a count of the expected number of pages or topics| Include in the
list any| navigationgages or topics, such as the contents list itself, indexes, glossary and bibliogfaphy.
General advice on structuring different types of information within documents is provided in|6.6.2.1, whilst
6.6.2.2/t0(8,6.2.6 gives advice on structuring specific types of information.
6.6.2 Define the document structure
6.6.2.1 Main factors
The main factors for determining the structure of the information within a document are:
e the way in which the user uses the information;
e the way in which the user accesses the information;
o the structure of the software as seen at the user interface.
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Select a structure for each document that is appropriate to how the document will be used. For topic-based
documents, design the structure as it will be perceived by the user, for example through a contents list or an
index. This structure is not necessarily the same as the structure in which the topics are held electronically.

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

e tutorial sequence, starting with simple tasks and moving on to more complicated tasks;
performance sequence, arranged according to the order in which tasks have to be carried out;

type sequence, grouped by type of task;

product sequence, grouped by parts of the product;

alphabeticl or numerical sequence, arranged by names of items or tasks.

NOTE

f Alphabetical sequence is used and the documentation is translated, the sequence might be changed.
If a document

some normal U

comprises information for different contexts of use, for example, & getting started tutofial and
se information:
. tial documents, create separate sections or a separate part.ofithe document for each cor

for sequen text;

sed documents, allow the user to find the correct topiesifor each context, for example, b
rts of topic titles or using a table of contents.

for topic-b y using

different s

6.6.2.2 Awareness or appreciation information

Include one m
in which they 3
but use no mo

Consider inclu

hin section or topic for each major subject of interest to the audience, starting with the s
re most interested. Keep sections shortUse few levels of heading; often, one level is su
re than three.

ding references to other documents about this product or a related product that migh

ubjects
fficient,

t be of

interest to the same audience.

6.6.2.3 Insfallation instructions

y at the start of the instructions everything that users need to have available before the spftware

bn follow the.récommendations for task instructions in 6.6.2.5.

List very clearl
is installed. Th

6.6.2.4 Tutorials

Divide tutorial h task

section to tak

5. jnto manageable task sections. For getting-started tutorials, if possible design eaq

Py H £ 40 H $ £ $ 4 S Lot 2N
A TITAATTITOTT T O TOU T TotC S TUT A aveTagtiargt T oSCTTtU WU tmmooUyTT.

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

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

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

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

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

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

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

e Process information. Process topics may explain what tasks are possible, or may specify'the sequence in
whjch tasks should be carried out. Provide cross-references or links to the task.instructions or the
reference information for how to carry out each task.

e Tagk instructions. If tasks are long or complicated, consider splitting a single task into|smaller tasks,
pefhaps with a process topic to show how the smaller tasks relate to_each other. Inclugle any related
concept and reference information the user needs to carry out the \task, or refer to it using cross-
references or links.

e Concept information. Concept information explains concepts.-that users need to undg¢rstand before
selecting what task to carry out, or before and while carrying.out a particular task. If separate concept
segtions or topics are provided, refer users to related task. instructions and related refererce information
using cross-references or links.

e Reference information. Give cross-references or-links to reference information from pfocesses, task
instructions and concept topics that need it. Reference information will not be used seque¢ntially. Do not
assume that in any section or topic the userwill have seen any of the information coyvered in other
segtions or topics; use cross-references or links.

e Quick reference information. Either inelude quick reference information at the place wherel|it is needed in

tagk instructions or refer to it using,cross-references or links. If possible, make quick reference information
available directly from the produet.at the points it is needed.

6.6.2.6| Exploitation of advanced features

There |are different sorts™of exploitation information, such as processes to follow, concgpt information
explairling advanced features or tasks for exploiting advanced features.

=}

Provid¢ separatesections, topics or groups of topics for each category of exploitation informatign.

Includg exploitation information in the table of contents either alongside the normal use infofmation for the
same functional area or task, or in its own exploitation section.

For structuring exploitation information, follow the appropriate advice in 6.6.2.5.

6.6.2.7 Quick reference documents

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

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

6.6.2.8

Comprehensive reference documents

For documents such as cards and charts, do not include a contents list, an index, appendices, a

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

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

The structure

hosen depends on how the user needs to see the information. If there is no preference

se the

divisions of thq
In comprehen;

topic they wish
Structure the d

6.7 Docum

6.7.1

A style guide
particular docy

Advice about
Naturally the a

Use a writing
and to the way

Make the wri
assumptions a

6.7.2 Aware
Keep paragraf

Use short and

Avoid complicated tables,€xcept for important reference information such as sizes or prices.

6.7.3 Install

The task of in

General

product.

to view by both the product feature to be used and by the task the user may want to ca
ocumentation to support one of these views.

ent writing style

gives advice to the authors on the specific forms of writing and illustrations to be us
ment.

sive reference documentation provided as hypertext documents, allow the userftochogse the

Iry out.

ed in a

wvhat to put into writing style guides for particular, types of document is addressed in Apnex F.

uthors will also be given all of the audience, taskyother analysis and design documentati

btyle that is appropriate to the target users@nd the learning stage that the document su
the document will be used.

ing style appropriate to the users. of the document, but do not make any unneg
bout personal characteristics of individual users, for example national culture, gender anc

ness and appreciation information
hs short.

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

tion.instructions

pn.

pports,

essary
| age.

stalling the software 1s normally carried out only once, so the user iIs normally install

software for the first time. Keep the instructions simple, clear, and complete.

NOTE

legacy software,

previously installed versions, proprietary installation software, etc.

ng the

Software dependencies may be critical during the installation process. These dependencies may include

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

If users need to understand certain concepts to carry out some tasks, describe these concepts but clearly
separate them from the detailed instructions for carrying out tasks.

Present a sequence of instructions as a numbered list.

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

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

. WILere possible, start items with a verb, instructing the user to do something such as\\gress', 'type' or
'sefect'.

If it is Relpful, consider illustrations of screens or other software displays:
e to $how general features of the product's screen displays;

o to help users to check that they have reached the correct stage in a sequence of instructiong.

NOTE Be cautious of providing too many illustrations. A simple task _€an appear long and complicated if too many
illustrations are used.

If a scfeen illustration is used, state clearly whether it shows.the display before, during or aftgr an activity in
the acqgompanying text.

Providé¢ worked examples and test them to make suré they are correct. Where examples are uged to illustrate
a sequpnce of steps, make the examples consistentithroughout the sequence.

If users need to understand the effect of functions of the software (for example, because they|have to select
them from menus), explain those functions fully.

6.7.5 |Quick reference information

Use wagrds and short phrases rathér than complete sentences.

Clearly label each set of guick reference information with a relevant but short heading.
Use hdadings for list§\and tables to give clear information about what the entries contain.
Use ornly good,(tested examples, because when using quick reference documents, users often just glance at
the dopument:to find the information that they need. If wrong or bad examples are used, gven simply as

illustrafions*of what to avoid, there is a danger that users may copy them. Therefore, cautign is needed if
these gre.used. Ensure that they clearly labelled as wrong or invalid.

6.7.6 Reference information
Use tables, charts and illustrations wherever appropriate.
Only use illustrations of software displays if they are required to clarify the text.

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

Refer to information represented in an illustration or table from the text, do not repeat it in the text. Use text to
clarify or explain an illustration or a table.
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NOTE Users of reference information often look at the illustrations and tables without reading the related text.

6.7.7 Diagrams

Consider using diagrams for:

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

can be made;

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

For each type o X
understand th¢ dlagram It is sometimes more difficult for users to learn how to mterpret diagrams
understand the¢ same information in the form of a list or a table. For example, use flowcharts only\if it
deduced from the user profiles of all the target users that flowcharts will be understood.

6.7.8 Graphs$ and charts

Use graphs and charts if they will convey the information more clearly and memorably than words or ny
Graphs and charts are usually more effective in communicating broad differencés, or general trends
conveying spegific quantities. They are particularly useful in appreciation and awareness documents.

6.7.9 lllustrgtions of screen displays

Use illustratior]s of screen displays only in printed documentation, @r in on-screen training materials. T
confusing the User, do not use screen captures in any documentation the user might display on the sc
the same time|as the application.

Scale illustratipns of entire screen displays and portions~of screen displays — such as menus or d
boxes — consistently throughout a single document. At most use two different scales: one for entire
displays and ohe for screen fragments, as illustratedqn Figure 12.

ser will
than to
can be

mbers.
than in

b avoid
reen at

alogue
screen
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Sample full screen

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

(=K

- P s e . (.

W W s B0 M ¥ B ® & @ =7 Zoomcontrals

-+——— Graph area

() Sample screen fragment
4 This tapic shows a small fragment of an application ¢
screen full size: N
[

{

-— R — & u—— & o
Propertes | hotas| ; =]

Froperies NDTES'

Ready N
Feady X\Q

Figure 12 — Use of two scales for screen displays

6.7.10 |lllustrations of\printed output

When deciding whether to use illustrations of printed output (for example, lines of programming code) and
what the illustrations should show, consider why the user is shown the output, in particular whether they need
to reaq all(the text on it, or simply to see what sort of text it will contain. These considgrations should
influenget

e how much of the output is illustrated;
e what type of data is shown;
e the size of the text, and hence the size of the illustration;

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

7.1

General

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

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

Use the check}i

NOTE The
design, then ch3

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

process of developing individual documents is an iterative one. If changes are made to~the s
nges might be needed to the documentation design.

7.2 Prepar¢ and issue drafts

Before drafting
the corres

there shou

For example,
features that th

any documentation:
ponding part of the application software should exist, or
Id be an agreed definition of what features will exist.

before preparing a skeleton set of task instructions,<agree about the names of the app
e tasks use. Before drafting task instructions, definethe application features that are req

Normally prepare three drafts as described in 7.4.

Draft informati
specified in th

document plan.

Use the softw.
and contains

NOTE1 A

on, using tools and methods specified in“the documentation plans. Include only info
e detailed document plan. Follow the;writing and illustration styles specified in the g

re to check the tasks being documented to ensure that the information is technically a
erything users need and.nothing that is irrelevant.

mber of the project team ‘may be the first person to study the working software in detail from

perspective. Their use of the software”can provide a rigorous test of a system and give valuable feedbach

development te
Start developir
e outlinesin
functional

m, for example by identifying inconsistencies.
g drafts of the documentation when:

the detailed documentation plans have been authorised;

oftware

lication
Lired.

mation
etailed

Ccurate

B user's
to the

fequirements documents have been agreed;

sufficient stable information about the software is available.

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

programm

personal e
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documentation design information;

system design information;

er's information;

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

e advise the project manager;

e review the project schedule.

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

NOTE 2

In planning printed documents, decide for each document separately, whether or not first drafts should be

presented using the page layout to be used for the finished work. Using the page layout for the finished document helps
those commenting on drafts see what the finished pages will look like, but might lead reviewers to concentrate on page
layout features instead of the technical content of the documents.

NOTE 3

In planning, decide for each document whether it will be useful to provide a draft or partiali

draft, and for reviewers to use the draft index to find topics in the draft and review the format of thé“inde

the draf]

To avo

o try
ca

e ha
co
wo

Clearly
are hel
the pro

L.
d problems arising later in the project, at the first draft stage:

out any new documentation-related methods being used in the project, for example
pturing illustrations or for printing master pages;

e a sample of the text and illustrations produced using the-final production method,
ntext-linking of topics to application features, that is, make ‘sure the context-mapping
rking correctly and that the correct context identifiers are being used.

identify each draft with a unique issue number. Ensure that both paper and electronic
d securely. Ensure that the requirements of the software configuration management syst
ject are met.

Distriblite all drafts to the respective authorities identified in the project requirements and con

dates 4

e cCle

e ins

°
Q
>

e ing
Comm

7.3 (

pecified by the documentation schedule:’Accompany all drafts with:

ar review criteria;

tructions for how to provide.eemments and for using review tools;

indication of the time tQ be spent reviewing the material;

tructions concerning the return of comments to a specified person, by a specified date.

ssion designs and artwork for covers and packaging from illustrators at this stage.

Check,and review drafts

hdex for the first
with the rest of

for creating or

and check the
technology is

master copies
em in force for

straints on the

7.3.1

General

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

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

o Completeness. Check each draft to ensure that it contains all the information that users need. If possible,
someone who is not familiar with the product should carry out the checks.
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Ease of understanding. Check each draft to ensure that users will be able to understand it. If possible,

someone who is not familiar with the product should carry out the checks. The person checking drafts
should be as imaginative as possible about potential misreadings and misunderstandings and should
highlight them.

Conformance and consistency. An author, independent of the project, should check that drafts of all the

documents follow the design plans and are consistent with each other in appearance and terminology.

Editorial consistency and correctness. An author, independent of the project but who might be the

same one as for conformance and consistency, should check each draft for at least spelling, grammar,
punctuation, editorial standards and typography. If a prototype of the software exists, test draft
documentation with that prototype, to ensure that the documentation and the software can be used

together a

Legal acd
trademark
perform th

hd are consistent.

uracy. Check each draft to ensure that the correct legal notices have beenninelud
5 have been handled correctly. If possible, an Intellectual Property Law (IPL) attorney
s check.

7.3.2 Reviewing the information

7.3.21 Pur|
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paragraphs, revi
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for example:
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e ahigherle
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e other relev

pose

In this subclause, the concept of ‘review’ applies to both embedded«<and separate documentation.

ews of embedded documentation are referred to as testing because this better describes the act g
Hocuments.

brmation to check that each individual item of text:or'document provides accurate inform
uitable form. Check also that high level descriptions offer the user the chance to find ou
el of detail on the same topic (such as explanations of individual fields or values);

vel of detail (such as an overview.of this type of function or display);

information (how to ...);

ant topics.

Review the tofal set of documentation, printed and on-screen, including the items that will be integrat

the software.

The documen
checked for cd

ation should be reviewed together, or be reviewed by the same people, so that it
nsistency and completeness.

7.3.2.2

Re ibiliti

ed and
should

n some
f quality

ption to
t more,

ed with

can be

There should be at least three reviewers:

ease of un

If possible, a p
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derstanding of the information and the editorial consistency and correctness;

someone with a legal knowledge to check the legal accuracy.

anel of users should also be asked to review the documentation.
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7.3.2.3 Methods for reviews

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

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

NOTE 1 This is a convenient way of checking large amounts of information, such as descriptions of concepts,
descriptions of application features or task instructions.

o Reyiewing on the screen, together with the software. Use this method to check:
e [the access methods and navigation features;
e |[that the right information is displayed at the right times;
e |that the amount of information per section is appropriate;
o [that the level of information is appropriate for the context.
NOTE 2 This method is essential for reviewing the style and presentation.
e Reyviewing on the screen independently from the software/ Use this method to review:
o [information systems that can operate independently of the software;
e [information consisting of sets of items through which users can navigate to find what they need;

e |indexes, glossaries and searches provided to help users find what they need.

7.3.2.4 Results of reviews
Record the results of reviews and.use these results as input to the next cycle.
e Verify any changes made as a result of the first set of checks.

o Verify that any.changes to the application as a result of its own reviews and tests are reflected in the
dogumentatiopn’system.

e Enpure/thatthere are no unexpected results from other changes (final check).

7.3.3 Usabitity-tests

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

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

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

For a more accurate qualitative assessment, involve typical users working with the system and making
subjective assessments of whether the system meets its qualitative usability goals. The assessment of the
system may be made by interview, questionnaire or in a group discussion. This level of assurance is adequate

unless there is

a specific contractual requirement to meet an agreed level of usability. See also 5.4.1.

The highest level of assurance requires a numerical-based scale of performance of the system from managed
user tests. In the trials, users are observed by a usability specialist as they work with the documentation,
performing tasks designed to test the documentation against the defined usability goals stated in terms of user

effectiveness §nd € ICiency. A questlonnalre IS USEd 10 assSess the level of user satisfaction. The i€

performed in &
resulting perfo

to guarantee the usability of the documentation.

There is a rev
in Annex C.

7.3.4 System tests
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of the embedd
correctly?
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e interface d

e systemde

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

e the complg

e the complg
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7.3.5 Validat

Include the do

specified context of measurement, which is related to the context of use of the produ
rmance levels are compared with the required levels. This measure of assurance'is) neq

ew of usability evaluation methods and details of the methods used to generate user fe

dded documentation in the same way as the rest of the product. Check the software el
ed documentation. Is the correct text item displayed in @ach given situation? Do link

lementation phase, test all the following features.ef the embedded documentation:
esign;

5ign, to test all the routes through the dogumentation system;

te application, including the.6n*screen documentation;

te application, including the embedded and separate documentation together.
s should be rigorous.and systematic, but the degree of completeness should be determined by the
red. See 5.4.1 for-guidance on defining usability goals. For details of qualities that need to be
ion and-field trials

cumeéntation in the validation phase of the project. Validate the documentation and the

kts are
ct. The
essary

edback

ements
s work

level of
tested,

rest of

the product together. Use the documentation during the validation. In pariicular, validate all the exam

the documentation.

ples in

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

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

In both validation exercises and field trials, identify problems with the software and its documentation together,

and seek solut

ions to any problems by considering the software and its documentation together.

If validation and field trials highlight major problems with the product, the whole product is likely to require
another design stage to resolve the problems. The documentation, therefore, will go through another design
phase as part of this process.
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7.4 Prepare subsequent drafts
Formally record all requests for changes to drafts and communicate them to all project team me
Supply comments:

e as mark-up of printed copies;

to enable authors to identify them;

mbers.

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

ion them, and

hged since the
ectly.

he appropriate

e as aseparate electronic review document

Reviewers should label their comments with their names, in case the author needs to-ques

should|keep a copy.

Where|comments conflict, the product authority should make the final decision.

Three @irafts of each document should be developed.

e Chieck the first draft thoroughly for all the features listed in 7.3.1.

e Cheeck the second draft for technical accuracy, particularly if the software design has cha
firdt draft. Make sure that the comments made on the first drdf have been incorporated corr

e Cheeck the final draft only for technical or typographicalerrors before final approval by t
authority.

These |[drafts may not all be sent to the same set.6f reviewers. It might be appropriate to send one draft to

technidal reviewers and other drafts for editorial orpeer review.
Partial
a deve
entire (

documents can also be reviewed. Fora long document, the author may wish to send a
oper for review before the wholecdocument is finished. However, the author may still ng
ocument for review.

Consider assisting reviewers by highlighting technical changes made in the second or final drg
by vertjcal lines in the margin, to avoid the need to re-read unchanged text. However, use this
if all the sections that nee@: 10 be checked are highlighted, because reviewers will only read
sectior]s.

NOTE If there are*too many changes highlighting can become counter-productive. One techniqug
25 % rdle: if more~than 25 % of the document has changed, remove all highlighting and instruct the revig
whole document:

Handlg
formal
the documentation.

Prepare plans for possible translation requirements.
When the draft illustrations have been approved, prepare and check final artwork for the illustrat

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

7.5 Prepare document masters

new chapter to
ed to send the

ft, for example
technique only
he highlighted

is to apply the
pwer to read the

sign using the
extra drafts of

ions.

The activities required to build the information systems depend on what types of systems are being built and

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

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

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

e carry out a final check of cross-references;

e review thelfinal versions of illustrations.;

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

e proofread fhe text. Although automatic spelling checkers and other authoring tools mmay be helpful, jalways
make visugl checks;

if the document is to be printed:

e decide [final pagination, making sure that major sections start on. new pages, and that lists qr short
sectiong are not split over page breaks;

e check 3lso that:
o all the pages are present;
o all the pages have the correct page numbers;

o all the headings, tables and figures have\the correct numbers.

7.6 Hand oyer the finished documentation

Hand over the|documentation for the next phase, such as a final build of the product or reproduction pf free-
standing docufnentation systems, according to the plans agreed at the start of the project.

7.7 Localislation and customisation

If the product |s to be translated, instruct the translators, specifying details of what deliverables are r¢quired
and where and how theyare to be delivered.

Follow plans fprreviewing, testing and trialing the localised and customised documentation, in the same way
as for the baseversion.

7.8 Archiving

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

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

8.1 General

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

8.2 Evaluate the documentation

NOTE Annex C addresses evaluation.

Make WWMHWUMMWWWWdUCt Consider
using the documentation to contribute to this process, for example, by including letters to \ugers asking for

comment on the documentation and the software and giving addresses where the comments pre to be sent.
Consider the following to provide feedback about a product and its documentation:

e cusgtomer surveys;
e visjts to users;
e usability tests;

e reports from support desks and consultants;

=

e prqduct review magazines and reports;
e tralning;
e thd product's sales team.

NOTE ISO/IEC 14598 addresses software product evaluation.

8.3 Update the documentation
Modifigations result from:
o thg creation of a new,erupgraded version of the product. This constitutes a new project;

o thq discovery of errors in the existing product or documentation. Consider these errors when preparing a
revised versien.of the product.

If a ney version of the product is being created, manage the development of the new version gs a completely
new prpject;-which should follow all the processes described in this International Standard.

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

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

9 Guidelines for the design of documentation

9.1 Introduction

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

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

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

9.2 Product «

E

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

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

Consider the fopllowing information for inclusion:

e identificatipn of the software, including the name, operating system, editien; version, language supported
and dates;

e date of isspe;
e product identification number;
e identificatipn of the documentation, including the title @nd reference number;

e name of the manufacturer or supplier of the product, with postal address, telephone and fax nymbers,
email address and URL;

e the name pf the publisher of the documeént, if different from name of the manufacturer or supplief of the
product, wjth postal address, telephoné.and fax numbers, email address and URL;

e authorship| (including, for example, author’s name, position and qualifications);
e contact defails;
e user licende, numberiand name of the licence holder;

e copyright notice;

o COﬂditiOﬂS ol Id tUllllo uf thU wartrat lt_y orguarat ltGU,

e the manufacturer's legal responsibilities and the consumer's rights, including training and related
assistance, software support, quality assurance and availability of source code;

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

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

For printed documents, consider also the following information for inclusion:

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

e country where printed;

e International Standard Book Number (ISBN).

9.3 verview of the documentation
Give ukers an overview of the documentation for the product. Explain what information is pfovided on the
screen| and what forms the information takes. Answer questions such as 'How can<l get he|p?' and 'What
information is there available about this application?'

Includq in the structure of the document:

e a tp@ble of contents and (excluding exceptional circumstances) anindex for all documents, except quick
reference documents such as cards. Follow the recommendations-in 9.15.3.2 and 9.15.3.3;

e adlossary if it will be helpful;

e alist of all the documents in the set;

e alist of other documents to which reference is made;
e alibliography if it will be helpful.

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

e design the documentation.so-it is as easy as possible to use, so that even the most inexpgrienced users
wil| be able to use it immediately with minimum guidance;

e show the structure;
e show the scopeof each element of the structure;

e explainfhew to navigate around the structure;

. if frexibte—or bUIIIpiibdtUul facitittes—are pluviu'cd, such—as—ammotation;,—the fabiiiiy to—msert an electronic
bookmark, or complex search mechanisms, then also provide instructions for using them (see 9.15.3.4).

9.4 Process descriptions

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

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

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

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

9.5 Task descriptions

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

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

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

e purpose of the task; explain what can be achieved by carrying out the task (the goal)‘or why the tgsk has
to be carri¢d out;

e details of [what needs to have happened before the task is carried outwand what should happen
afterwards

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

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

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

Where needed, include optional links, or references for:

e any prereduisite tasks;

e other related tasks;

e tasks that nay be required afterwards;

e process dgscriptions for any process including this task.

Figure 13 is arl example of a task description.

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

If the applicatipn screen is visible at the same time as the on-screen documentation, do not use picture$ of the
application screefrinthe on-screen documentation.

If the on-screen documentation covers up or replaces the application screen, include illustrations of parts of
the application screen in the documentation.

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

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

Creating a new contact when you find out about a person in a client company who is not
already recorded in the system.

The client company must already be recorded in the system.

Before you enter the contact, use Entity -> Open to search for their surname to find out if we
have dealt with them before. You might need to link any notes to the previous entry, or mark
the previous entry as 'left' if they have left their previous organisation.

To create a new contact:

1. Select the client company record.

Instructions

Related topics

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

9.6

xplanations of fields and options

2. Select Contact -> New from the menu.

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

4. The system will display a blank contact panel enter the contact details!
5. Close the panel and save the details.
See also:

How to setup a subsidiary record

How to delete a contact

Explanjtions of fields and options answer questions such as 'What is this for?', 'What can | do ysing this?' and

"What

Includg
users i

e ho

e wh

e wh

Includsg

oes this mean?' when asking about fields or options displayed on the screen.

an explanation of what the-field is for in all field descriptions. Give other information baged on why the

eed the information, such_as for entry fields, to find out:
v to enter data, for-example using sliders, buttons, selecting from displayed lists, or typing;
at choices arelavailable;

at values have to be used to select particular choices.

the full range of options.

NOTE

This can depend upon the type of documentation. For guidance documentation and tutorials, it may be
sufficient to document only the typical options, leaving the complete list of options for the reference documentation.

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

only the available options.

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

9.71

and uses of user interface options

Names

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

menu.

For icons, display the name:

or
e temporaril
See also the g
If the names o
one is for. For
'Add item’, 'Un

If a user can 9
not just some

9.7.2 Uses

Users may ne
clause using 3
orders file reaq

If ausercans

9.8 Descriy

Application fur]
include the mo

Function desctliptions answer quéstions such as 'What is it?', 'What does it do?' and 'What can | use it f

Figures 14 and

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

when the user needs it, for example, in a help status line or in a bubble.
Liidelines in 9.17.3.
f functions and controls are given different grammatical forms, make it clear' to users wh
example, one set of functions could have names 'New order', 'Commit order', 'Cancel

t price'.

ee the names of user interface elements on the screen, provide’'names for all such ele
bf them.

ed to find out what the elements of the user interface do. Give such information as 2
n active construction and starting with a verb;.for example 'commits the order to the
y for picking' or 'displays a new empty depeosit' form'.

pe details of what user interface objects;are used for, describe all such objects.

ptions of application functions

ctions are the parts of the-application providing facilities for users to carry out their task
dules, transactions, screens, dialogue boxes, commands and their equivalents.

15 are examples of function descriptions.

For descriptio
screen at the

s of application functions, determine whether or not users will be able to see the app|
ametime as the on-screen documentation. See also 9.16.2 on the use of windows.

at each
order',

ments,

single
master

5. They

Dr?'.

lication

giving one for each function of that type.

boxes,

Because of the widely differing nature of application functions, there are no general rules about what should or

should not be i

whether th
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ncluded. However, the following guidance may be helpful.

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

is is the function they are interested in.

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

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

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

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

In descriptions of application functions, avoid:

e geperal usage instructions, such as how to use the user interface;
¢ explanations of general terms.

NOTE 1 Restrict this information to the general sections of the documentation, to epable users to copcentrate on the
specific{functions.

NOTE 2 If users might need this information, provide a method of accessing it)stch as a reference tg where it can be
found (flor example in a glossary) or the option to display it temporarily.

What is NIGEL?

NIGEL (Network-Integrated Graphical Entities Locator)

is a sales and candidate tracking system. It allows you

to:

o create records for clients and potential clients

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

o set upreminders for calling each contact

o_record details of candidates

o record details of conversations with clients

NIGEL links with OPSYS, and in particular with the job

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

See also:

OPSYS overview

NIGEL menu-structure.

Figure 14 — Example function description for a product module
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acos
Syntax
acos(x)

Result

An angle A infradians, in the range 0 < =A <=T11
Examples
acos(0.5) retdirns 1.047 (11/3 radians)
acos(-1) retufns 3.142 (11 radians)
Related fungtions

To convert radians to degrees: rad2deg

To find the cqsine of an angle: cos

Figure 15 — Example function description for a spreadsheet function

9.9 Information messages
9.9.1 Forma
When a conditjon occurs or when it.is\possible to avoid an impending condition, display a message to:

e advise usdrs in advance, to_help them avoid the condition, and before the user or the system has fo carry
out the acfjon to whichit.applies.

e give corregtive actior’information to help users avoid, or recover from, the condition.

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

e State what the condition is.

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

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

¢ information message;

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

e action message, requiring the user to take some action.
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NOTE Do not issue messages at random: they can annoy the user. For example, if it is really obvious that a record
has been created, there is little value in emphasising this with a message.

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

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

Refer to the appropriate operating system, international and national standards for current information on the
symbols to be used to bring the attention of readers to hazards and safety information. If the application can

be runormrmuitipteptatforms;whichusedifferentsymbots orconventions, ensurethatimformmation messages

are madified accordingly.

Avoid defining new information message graphics or icons to replace existing operating!system conventions,
international and national standards.

9.9.2 |On-screen messages

Software applications typically use operating system conventions to display a message relatirlg to a specific
situatign or condition. As far as possible use the same conventions for_symbols in the applicatjon information
as are used by the particular operating system on which the application'is to run.

9.9.2.1 Presentation

Use a|message box, displayed in a secondary windew, ‘is used to notify the user about the results of a
command, to alert the user to a condition or situation.requiring a decision before proceeding], or inform the
user ofl a serious condition that requires interventiorrbefore the process can continue. An apprppriate symbol
usuallyl indicates the type of message being presented.

Do nof use established safety symbols that’are used to warn users of potential physical dangers or life-
threatgning situations, where none exists, no matter how severe the consequences to the user, |e.g. erasure of
data.

Refer {o the operating system User interface guidelines for further information on secondary windows and
suggedtions for textual presentation.

If the information in the.message may affect the user's decision about whether or not to carry| out an action,
display| the message at\the point where the decision is being made.

Present messages.that apply generally to a topic or section at the beginning of the topic or section.

Precede a message by a suitable word, such as 'Note' or 'Information’.

Use thefottowingguidetimes whenconstructnginformmationrmessages———————————

e Use complete sentences.

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

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

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

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

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

n to display an appropriate window. Always present the steps in the correct sequence.

Avoid multiple step solutions. If multiple steps are unavoidable, provide separate instructions, or add a

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

should be sufficient to allow an advanced user or support person to help to diagnose the condition. Use a

‘context s
9.9.2.2
Use only termi

Be consis
ensure co

Avoid phrg
Do not im(
[ ]

D.6.12 providg

9.10 Definiti

Definitions of
example is giv

5

nsitive’ help button to display an appropriate Topic

Terminology

hology that the user will understand.

nt with words and phrasing for similar conditions. Provide guidance to“product develg
istent and correct terminology in the product interface, messages and documentation.

ses that ‘blame’ the user or imply user error.

ly that the application or hardware can think or feel.

Avoid the (ise of the word ‘please’.

s further guidance on writing techniques.

lons of terms

erms answer the user’s questions, stch as ‘What does this mean?’ and ‘What is thg
en in Figure 16.

pers to

t?’. An

Contact

A person recorded in NIGEL who is associated with a client (parent company). Compare with candidat

o

Assess which
attach to then
guidelines on ¢

Figure 16 — Example of a definition of a term

terms the. dser will already be familiar with, and the possible meanings the user is |
. Then prepare a list of the terms for which definitions are to be included. D.4 p
hoige of terms. If there is any doubt about whether a term should be defined, include it.

kely to
rovides

Distinguish be

4l + ol | Lo 4l £, ol tlo ot t <l H 1 th
VWTTITT UNTUOT TTTTTo UoTU WIITTTT dpPppPIyllily UIC oUTtwdl'T, allfu 11T opTuiallol (TTTTTo UoTU VIl In e

application itself. For example, if some specialist term is used as the name of a field, make it clear which
meaning of the term is intended each time it is used.

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

appears.

When defining terms, ensure that no jargon or colloquialisms are used in the definitions. Keep definitions
simple. Also remember that the readers may not be reading the documentation in their native language.
See 4.2.9 for guidance on the translation of terms and their definitions.
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If it is necessary for the users to understand some terms before using the documentation, advise them where
they can find this information, e.g. a Glossary, or Terms and Definitions, or Terminology.

9.11 Concepts

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

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

e If a concept makes reference to particular functions of the product, or specific tasks, allow users to link to

information about those functions or tasks

An example is given in Figure 17.

Formula

examples

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

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

« numbers worked out using funetions provided by the
system

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

See also

Listof functions

Manual recalculation mode

Figure 17 — Example of a concept

9.12 Exploitation information

There are.three types of exploitation information:

o information about how to exploit the functions provided by the application, possibly to achieve complicated,
unusual or expert effects, or to use a range of different features in combination. Examples of this type of
exploitation information include:

e hints and tips;
e explanations of how functions can be used together to produce particular types of results;

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

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

Sample menu of exploitation information |_ (O] %]
File Edit View Go Help
' Web address: |FCD£exampIes!TMPegcq4I1 wub.htm j @]

Courses Groups and events

Beginhers courses National clubs

=) = L L

= wa= i i i

Specialist workshops National events

Local events

Teaching texts Reference books
Design Design
Working techniques Working techniques

Design hibraries

|Document: =] ’1\_\—_ | 4

Figure 18 — Example of links to information about the application area

9.13 Frequently asked questions

Produce a library of the types of questions users want.to ask about an application; this will reduce the amount
of support neefled for the product.

Group the information conveniently, so that users can find the topics they are interested in, without hgving to
look at a number of irrelevant questions ~For example, group questions according to which part|of the
application thely apply to, or to the types, ofitask the users will be carrying out.

Answer questipns specifically and_cemprehensively or give access to, or references to, all the infofmation
users need. Fgr example, ratherthan instructing users to 'reset the printer page size', tell users which flunction
they need to uge and what details they need to change, or give a link to the appropriate task topic.

9.14 User-stipplied content

If the technology allows, and if the analysis shows that there is a need, give a user facilities for adding their
own informatign’tor the existing on-screen documentation. The facilities provided could range from |adding
simple annotaf; sti i i TR screen
information systems or documents (see also 9.15.14).

For networked systems used by several users, there may be different categories of user-supplied content,
such as:

e global, which can be seen by all users;
e group, which can be seen by specific groups of users;

e local, which can be seen only by the user supplying it.
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In all cases, ensure that:

e the user cannot delete information that others might need;

e mistakes can be corrected;

e the original information can be restored as supplied.

Pay attention to what will happen to the user-supplied information when the system is updated. Since it is not
known whether this information will still apply to the new version of the product, it is not likely to be helpful to
provide an automatic method for incorporating this information into the new version of the supplied on-screen

docum

entation. Leave this to the discretion of the user organisation.

If facili
will los
to add

ies are to be provided for users to add their own content and the technology being‘use
b that information when a new version of the application is installed, warn users ofjthis b
their information.

9.15 Navigation

NOTE
See 2.3

9.15.1

Users
examp

e al

e akh

=

e prd

e ot

In this International Standard the term "navigation" is used within the coritext of on-screen doc
7.
Introduction
Lsually see each topic in isolation; so, when a topic is‘displayed, give users a route to fin

e:

bwer level of detail on the same topic (such as explanations of individual fields or values)
igher level of detail (such as an overview, of this type of function or display);

cedural information (how to...);

ner relevant topics;

e immediate access to a table‘of contents, an index or a glossary.

Consid
e md
be

e Ob

er the following features where the technology is available:

ve to other items of information, possibly because the current one is not the one the
cause the_tiser now needs to see different information (see 9.15.9);

ain clarification or amplification of some of the current information (see 9.15.10);

l means users
efore they start

umentation only.

d out more, for

user needs or

e br

o I 1 + £ af ' HN 4+ ot iaf 'H H Hall
WOl LIIIUUUII d Ialyc dAlTTuurit vl mnurirmativrnt, VUOOIUIy WU OoTT Wiidl 1ImimuriTimatviT 1o avdaliidvic

subjects are covered (see 9.15.11);

e Qo

e exi

through a complete set of topics from beginning to end (see 9.15.12);

t from the documentation (see 9.15.13).

There are guidelines in 9.15.14 about linking to users' own annotations or documentation.

or to see what

When some information consists of a collection of topics, follow the guidance in 9.15.15 about the size of

topics.
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Apply to the navigation features the conventions that are used for the documentation, as described in 4.2.13.
If the application's conventions are being followed, then, where similar navigation functions are needed, use
similar navigation mechanisms.

Consider the following general principles when deciding what navigation features to provide.

which may confuse users.

the same actions.

9.15.2 Accessing on-screen information

Make the diffdrent methods for users to access on-screen information appropriate for the different t

information. C

Select a suitab

Consider contg

the curren

the curren

the curren

the curren

e auserinte

If it is not pos
and provide fa

If the informati
[ )

display an

display the
the requirg

Table 3 provid

Make the structure of the documentation very clear, so users do not become disoriented.

Make navigation easy to use, understand and remember; do not provide too many different methods

Use methods of navigation consistently, so users can achieve the same effects in different situations with

nsider the context of use (see 6.3.2) to determine the best methods of access.

le, consistent access method from those available with the technology. being used.
xt-sensitivity for information about:

field;

task;

application function (such as a dialogue box, a\transaction or a command);
message;

rface object.

Cilities for the user to choose other information.
DN is context-sensitive:
item specific ta thé context;

relevant ififermation at the top of the information area so it is the first information users
d information is a piece of some longer topic.

bs¢some examples of access methods that may be suitable for different types of informat

pes of

5ible to determine the context\the user requires help with, select one of the above for display,

see, if

on.
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Table 3 — Examples of access methods

Types of information Access method
Task description for the current task. Press a special key.
Function description for the current function. Click on a help button or icon.

Explanation of the current message.

Names of icons. Position the pointer over an object on the screen.

Uses [of icons. Select an object on the screen, for example highlight,
click on or touch the object, using a-different technique

Uses [of fields. from that for activating the object.

Definitions of terms.

Procdss descriptions. Choose from a menu (see 9.15.3.1)
Concgpts.
Explojtation information. Find from a conténts list (see 9.15.3.2)

Freguently asked questions.
Overn\iew of the application. Find from an index (see 9.15.3.3)
Overyiew of the documentation.

Instrugtions for using on-screen information.

Free-standing on-screen book.

9.15.3 |Finding the right information - linking information in on-screen documentation

NOTE The analysis @nhd-design phases will have set usability goals for speed and ease of access, for example, to be
able to find the right informyation within a certain amount of time or using a certain number of steps (see 5.4).

9.15.3/1 Menus

Menus| allow-users to select the item of on-screen information they wish to see. Menus normally display only
one or {two levels at a time from a hierarchic structure. An example of a menu allowing Users to select
exploitation information is shown in Figure 19.
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Cross Stitch Design Lessons

&3

Stitches, how to design for and stitch them

Choosing fabrics and threads

Drawing designs

LIging scanned pictures in desions

Lsing the design librany

2 g B8 B &

Printing designs as chars

Figure 19 — Example of a text menu

A menu is usyally displayed in the information window or frame and is replaced by a topic when th

selects one of
want at a part
When they ma
Present menus
alist or se

e adiagram

e apicture 0
If a menu uses
Allow users to
The names u
Consider givin

information. (F|

In a hierarchy
of menu. To rg

the entries. For example, if it is not possible to predict what sort of information a use
cular stage, present the user with a menu allowing them 'to choose the information the
ke their choice, the requested information is displayed in-place of the menu.

as:

of lists;
illustrating the different levels or types;of information;
f some object, such as a screen*or’a map.

icons and text, make an jeen-and the corresponding text active together.
select the level or topic.they wish to view directly from the displayed menu.
bed in menus need to indicate clearly what information can be obtained using each
g a brief description of each entry in a menu on the menu display. Do not mix men

pr details_of/including hypertext links to other topics, see 9.15.9.)

pf menus, decide on the number of entries to show at each menu level and the number o
ddce-the number of levels offer more choices at each level. Group large numbers of en

e user
I might
y want.

entry.
us and

f levels
tries at

one level, so L

sers do naot have to scan Inng lists of entries If Inprfnrmanr‘p times may be a pmhlpm

several levels at once on each menu.

9.15.3.2 Contents lists

isplay

A contents list is usually displayed in its own navigator window, or as a separate frame in the documentation
window. The contents list usually remains displayed while the user is selecting and reading topics in the topic
window or frame, until the user chooses to close it. A contents list often shows the structure of the information
using, for example, a tree structure.

Provide contents lists for on-screen books, such as those that give users additional guidance on using the
product. Also consider providing contents lists for on-line help systems where the set of topics can be viewed
as a hierarchical structure. Contents lists help users find the information they need while understanding the
structure of the information available.
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Allow users to expand and contract the different levels in the structure, to see different levels of an outline.
Provide a way to access the information contained in the documentation described by the contents list directly
from the list.

Use headings that indicate clearly what information is contained in each section.
Consider using icons to indicate the different types of information contained in different sections of the
documentation, or to indicate different statuses. Make both the icon and the associated text active, not just the

icon.

Figure 20 shows an example of a contents list, partly expanded.

- Drawing shapes

B Adding text

- MHavigating and selecting shapes

- Selecting sections _
B+ Outlining and filling )
EH;E Moving and copying '
- [E] About moving and copying

- [ Moving by dragging

Moving using the kevhoard

- [E] Copying by dragging

Copwing using the keybaoard

- Rotating sections

- [2] Ahout rotating

- [2] Rotating a.shape

6§ Resizing sections

Figure20 — Example of a contents list

9.15.3.3 Indexes

Providé an index for on-screen books, such as those that give users additional guidance on usipg the product.
Also consider providing an index for on-line help systems where the user may want to find ffopics about a
particular subject. Provide indexes where users may not know exactly what vocabulary to use tq identify topics
to look|at.

Allow Users-t6.request topics using alternative vocabulary from that used in the on-screen doctimentation. To
determling the different terms users might choose, consider why they might want to look up the fopics.

Make clear for each entry what type of information is provided at each reference, for example, whether or not
the information is simply a definition, a description of a function, a task description and so on.

Provide simple methods to select topics from an index.
9.15.3.4 Searches

If the user will be able to search for information, determine the types of searches to be provided, based on the
methods it is expected that users would use when looking for information.

Searches may not be appropriate for novice users; give novice users another method of finding information.
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Design search methods carefully. Make the complexity of the user facilities for specifying search terms and
conditions appropriate for the audience. Avoid complex interfaces for searches and complex search
mechanisms of the types often used by librarians and researchers (which allow flexible searches for
complicated combinations of words and phrases).

Find out, preferably directly from users, what terms users are likely to use when searching for information, and
what types of information they are likely to want to search for, and include corresponding search facilities.

Ensure that the cursor is in the search text box so that the user can begin typing the search criteria without
first having to place the cursor in the box.

Avoid the following:

e search mgchanisms that find every occurrence of a word; some selection of the set of subjects’fpund is
needed;

e searches that provide only the same information as would be contained in a menu, actable of confents or
an index.

9.15.3.5 Usdr-defined navigation
Where possiblg, provide facilities for:
e choosing the level of information displayed, if there are different leyels)available;

e saving detpils of the current context, so it can be restored. For_example, if several tasks are needed for an
activity, lef the user quit the activity part way through, and return later;

e labelling sgctions of the on-screen documentation so.that the user can go straight to those sections

9.15.4 Knowing what the current information is

Make obvious fo the user the subject of the displayed information and what type of information it is.
Use the following techniques; select at least-one method for each type of item.

e Display the¢ information on or close to an object, for example, next to or beneath an icon or screen fleld.

o Display a|title in the information window identifying an application function, such as the name of a
dialogue bpx or a command.

e Use the fifst heading in the text to explain the type of information. For example, task descriptigns can
have headings/such as 'How to' or 'Instructions’. Where possible, give the name of the task, incluging an
indication pf the process and the task within the process that the instructions apply to.

e Use different symbols to distinguish between different types of information.
When deciding which method to use, take account of the types of question that may have caused users to

look at the on-screen documentation. Where possible, use titles and headings to indicate what questions will
be answered.
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9.15.5 Knowing the current position within a topic

If a topic is longer than can be viewed in a single window, give the user a clear way of knowing where they are
within the topic. Apply the following techniques where appropriate; use at least one method for each such
topic.

e Structure topics of the same type in the same way, so the user knows where to look for certain types of
information. For example, give task descriptions headings such as 'Purpose’, 'Instructions’, 'Examples' and
'Related tasks'.

o Number the headings so that the user is given a view of their place within the structure, rather than simply
a measure of how far they have moved through the total amount of information

e Usp scroll bars or other indicators, such as section numbers and end markers, to showthe user how close
thdy are to the end of the information (particularly helpful for sets of instructions).

e If none of the above devices is available, consider splitting the topic into smaller topics to pe viewed one
after the other. Use menus to show the full set of topics and use markers to.show which topics have been
vigwed already.

Alwayq make it clear if there is more information to follow and how to aeeess it.

9.15.6 [Finding the same information again

Allow fpr the user's need to return to information they foundefore, either in the current dialogu¢ or later in the
present session or in another session.

Context-sensitive information can always be found again, by returning to the same context. Byt this may rely
on the user remembering a sequence of actions.

In othef cases, for going back to the same infermation in the current dialogue:

=

e prqvide a navigation control for returhing to the previous topic;
o letjthe user return to any topics:they have seen during the current dialogue.
Consider these other techniques for enabling users to find the same topics again.

e Mgdgintain a cumulative list of what topics the user has looked at either in this session |or in this and
prgvious sessions and allow them to select topics from this list.

o Allpw the user to mark places they may want to return to; make bookmarks or other markefs very easy to
fingl.

° Make the-structure-clear-so-the-same-paths-can-befollowed-again
“E—+H HHGHH +o-cH tHe-Sae-path SH-08+oHOWea—agaHhi-
¢ Annotate a menu to show which topics the user has looked at.

Whatever techniques are used, make them consistent and easy to use. For example, if a list is being
maintained, provide the same method for the user to access this list wherever it is available.

9.15.7 Switching between the application and the documentation
If the user needs information to be available while they are using the application, but there are no facilities

available for displaying the two at the same time, provide a fast, easy-to-use (and easy-to-remember) method
for users to switch between the two.
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When switching between the application and the information, do not let the user lose their place in either.

9.15.8 Printing information

Enable the user to print out some of the on-screen information, selecting for themselves how much
information to print. Enable them to print:

the current topic;
a single illustration;

a set of topics;

a glossary| if there is one;

quick referfence information, however it is provided on the screen, unless an equivalentprinted dogument

is provided.

NOTE Use
names of icons)

s do not normally need to print out fragments of on-screen information (suchas those used to give the

9.15.9 Moving to a different topic

If the user is allowed to move from one topic to another, make it clear:

e what they have to do to move;

what the effect will be.

In particular, mpake it clear whether the new information will be displayed as well as or instead of the fcurrent

information.

This subclausg describes the situation where the’new information will replace the current information (referred
to as linking). For situations where the new information is displayed in addition to the current informatipn (see
9.15.10).

Where possibl

b, provide in a consistent'way links:

back to thd

previous topic the user viewed, if any;

back to thd

beginning,/or top-level menu or contents list;

n a hierarchic structure;

up a level

anke-s

forward to

o forward to the next topic in a sequence (see 9.15.11).

If facilities are provided to link to topics in different parts of the hierarchy, give the user some way of
understanding where they are in the hierarchy after the link. For example, in the topic heading include words
or a diagram explaining where it belongs in the structure, or highlight the new position in a contents list.

If facilities are provided for the user to link by selecting active text, distinguish this text from the surrounding
text and from active text used to obtain clarification. Collect such elements together at the beginnings or ends
of topics under headings such as 'Related topics' or 'See also’.

Provide a method for returning to the original topic (see 9.15.6).
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9.15.10 Obtaining clarification or amplification of current information

If the user needs more explanation about some information, such as a definition of a term, amplification of
some text or some part of a picture, then provide a mechanism for displaying the information temporarily, or
give users details of where the information can be found, for example, in an independent glossary of terms.

Avoid causing the user to link out of the current topic to see the extra information when it is only amplification
of something within the current topic. If they do need to link, provide a simple method to return to the current
topic (see 9.15.6).

Make the method provided for displaying the extra information clearly different from the method used for
linking to a completely different topic, otherwise the user may confuse the two.

9.15.11 Browsing through information

Provid¢ several navigation aids for general information that the user may want to browse through, perhaps to
learn about new subjects, perhaps simply to see what information is available.

° Di

gplay the hierarchic structure of the information and allow users to select paths through it [see 9.15.4).
e Provide a default path through the topics (see 9.15.12).

e In each topic include details of related topics (see 9.15.9).
e Provide an index (see 9.15.3.3).

e A

Ipw searches (see 9.15.3.4).

9.15.12 Viewing topics in sequence

If therglis a natural sequence for some groups,of topics (a browse sequence), provide a method for the user to
view thie topics in sequence both forwards-and backwards.

If the method provided requires the User to use particular key combinations to move forwards gnd backwards,
display] these on the screen.

In such sequences, clearly indicate to the user when they have reached the end of the sequencg, for example,

by de-emphasising or dimming the 'Next' or 'Previous' control, or including a marker at the end of the
sequerce. Consider showing the start of a sequence.

9.15.13 Exiting from the on-screen documentation

used bly.the operating system or the product suite.

Providp a simple method of exiting from the on-screen documentation, unless there is a standard method

Make the exit method the same for all information of the same type.

9.15.14 Finding user-supplied information

If facilities are available for allowing the user to annotate the supplied information:
e make the method for adding the annotations clear and simple;

e make the annotations easy to find.

Display at least one of the following at the place where the user added the annotation: the annotation itself, an
icon or a signpost.
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If the annotation is displayed, distinguish it from other information. For example, if it is text, highlight it in a
different way from other text or enclose it in special symbols (see 9.16.5.6).

Make the meanings of icons clear.

Make the meaning of a signpost and the method of accessing the annotation clear.

9.15.15 Sizes of topics and fragments

Determine the sizes of individual topics or fragments delivered to users by the needs of the users, not by the
tools being used.

When deciding the sizes of topics, consider:

e how muchl|information the user can see at once, without scrolling through it;

¢ how much|information the user actually needs, as opposed to how much information there is available;

e what information the user might want, rather than need, which might lead to fopic design wher¢ some
information is always displayed, and the availability of additional informatiof¢is indicated so those who
want it can ask for it;

e how much|information the user is likely to be able to absorb, taking ifito*account the urgency of thie need
for help;

e how many] extra navigation steps the user would have to take if all the information were not supplied in
one place.

Where possible, make the whole of each topic visible at-once. Where this is not possible, provide a|way of
scrolling or paging and make it clear how far through the information the user has moved (see 9.15.5).

Make the desjgn flexible so it can adapt easily.fo"a change in the volume of information resulting from
amendment orfupdating, or through translation jinto another language.

9.16 Presentation

9.16.1 Introdyction
NOTE 1 1ISO[9241-12 gives detailed guidance on presenting information on a screen.

NOTE 2  In sgveral places'there is advice on spacing of text, character size and line length. For the background to this
advice, see refefence 16.in_the bibliography.

Give on—screevr documentation the 'look and feel' of one of the following:

e the application;

e other products in the same suite;

o the operating system;

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

Make it clear to users when they are viewing the application and when they are viewing on-screen
documentation. Use methods such as:

o adifferent style of window;
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e Clear titles;

o different colours (but see 9.16.4).
9.16.2 Windowing

9.16.2.1 Relationship of information displays to the application's displays

Apply the analysis of user needs to design how documentation windows are positioned in relation to the
application (see 5.3.2).

If infor|
anothef window.

key or selects

If information is needed only temporarily, remove it when the user takes the next action.with re application,
so that|{the user does not have to take any special steps to remove it. For example, use a pop-yip window or a
line of fext in a standard position.

Present information that is needed at the same time as the application interface in at least one ¢f the following
ways:

=

e prqvide the information on the application screens, instead of as ‘documentation;

e di

splay the information and the application so both are visible;

=

e prqvide a simple method of switching between the two;

=

e prqvide the information in printed documents.

9.16.22 Arrangement of windows
9.16.2.2.1 Introduction
When geveral windows are to be visible on screen at the same time ensure that:

e thg information in each window follows the guidelines on the size and layout of text and| illustrations in
9.16.5 and 9.18;

e useérs can see a meaningful amount of information in each window;

e thd title of gach window is clearly visible.

9.16.2.2.2 - ‘Default window sizes and arrangement

Use a fixed arrangement of windows only if it is known exactly how many windows users will need at one time
and exactly what type of information and how much information will be required in each window. Otherwise,
design a flexible arrangement whereby:

e the system determines a default placement of each window;

e users can override the default placement and sizes of windows and choose their own arrangement.

Apply a default size and placement of windows so that users do not have to move or resize the windows to

see the information they need or to carry on working with the application if necessary. Do not obscure
information such as navigation controls.
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9.16.2.2.3 Arrangement of windows

Where possible, allow users to define their own arrangement of windows.

Consider the following arrangements of windows on a single screen:

e tiled, in which the windows are arranged so that they appear side-by-side;

e overlappin

g, when:

e the number and sizes of windows to be displayed at different times varies;

e theres

of inforfnation in tiled windows;

e the ove

A simple exam

NOTE Thig arrangement is sometimes referred to as “cascading”.
9.16.3 Layout and grids
9.16.3.1 Grids

Draw a grid fo
window will be

e any title of]
e window co

e navigation

e information area;

e blank spad
e non-scrolli
e signposts

e placement

blution of the display screen is so low that users would not be able to view meaningfulra

rlapped areas are not needed.

ple of overlapping windows is shown in Figure 21.

I each type of on-screen documentation window, to{show how all the elements required
positioned. Take into account:

the topic;
htrols (such as close window);

controls (such as scroll bars);

€,
Ng and scrolling ‘areas;
ndicating-where the current information is within the topic;

of ahnotations;

mounts

in the

e positioning of Mustrations.

If users can resize windows, allow for this in the design; plan what will happen to the following when the
window is resized:

¢ information area;

e size of text and illustrations;

e non-scrolling areas.

Test samples of screen layouts in user tests.
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Figure 21 shows an example grid for a help system navigator and a topic window.

[ ]Help System Title Y[ |Z]<'— Window controls
Menus File View Help
[ )
. —/ ) )
D_ISplay _and Contents ” Index ” Search Navigator tabs
display in
new window
icons
Text area
325 pixels wide
by
440 pixels deep
[ ]Help System Title |:<I'— Wjndow controls
Menus File Go Tools
Imar 5 )
Navigation (-] L
controls N\ 2 Topic title

(Related Topics > Rdlated topics

A\
G ~<— Sqroll bar
N
AN
LAV
m—
Wijndow size
450 pixels wide
Text area 600 pixels deep
420 pixels wide
by

450 pixels deep

Figure 21 — Example grid for a help system navigator and a topic window

9.16.3.2 Information area

Use generous spacing for large amounts of continuous text.

In general, present text in a single column. Avoid long lines of text in the default window size. See 9.16.5.3 for
additional guidelines. If continuous text is presented in tables, ensure that the columns are not excessively
narrow, because the sentences will be difficult to read.

NOTE For the English language, 60 characters is the recommended maximum line length [18].

Design the information area to allow users to scroll vertically through information too long to fit all at once. Do

not make users scroll horizontally to see the whole width of text or illustrations. Make text wrap round within
the text area.
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When users scroll vertically through information in the information area, allow scrolling in single units and
multiple units clear to the user, for example, a line at a time and a complete window at a time. Ideally, keep
visible the title of the information.

When displaying a web browser window of information, predefine the chrome to avoid unnecessary window
controls.

9.16.3.3 Placement of illustrations

Specify in the window grid how illustrations should be placed within the information area. Display in a
consistent way illustrations of the same type, serving the same type of user need. Follow the guidelines in
9.18.

9.16.3.4 Blank space

es that
ements

Clearly separa
distract and gi
(see also 9.16

te the elements presented in a window. Use space rather than drawn lines oryother devig
Ve the window a uniform appearance, making it more difficult to identify thé separate el
3.2).

NOTE

Blank space is also referred to as "white" space.

9.16.3.5 Title and path

Display a con
fragments of i

sistently positioned title in each window that contains more than a simple name. (Do not title

formation such as names of icons.)

Where users move between topics, indicate where the current topic fits into the total structure; allow fof this in

the grid.

If the informatipn area is a scrolling area, maintain the display of the title when the text scrolls.

9.16.3.6 NaVigation controls

Use consister?]ly named and placed navigation-controls on all displays of the same type.

9.16.3.7 Non-scrolling areas

If possible, display the following.in_a non-scrolling area:

e topic title (|n a web broWser window this can be displayed in the title bar);

e navigation|contrels.for moving to other topics (in a web browser navigation these can be displaygd in a
non-scrollgble frame or as selected browser chrome);

‘related topics™or 'examples’ Sections giving access 1o other topics.
9.16.4 Colour

9.16.4.1 Use of colour

Consider specialist advice about the use of colour both on paper and on a screen from, for example, a
usability expert. Consider specialist advice about the production of colour for use on paper from a publishing
house or printing organisation and for use on a screen from a technical expert.

Do not use colour alone to convey meaning. Where appropriate, use colour for illustrations but, where
possible, use also devices such as different types of hatching or shading patterns.
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Use colour only to guide the user, for example, to emphasise certain text or graphics, or link related elements.

Do not

use colour arbitrarily.

When using colour, follow these guidelines.

e Co

nsider the effect of the use of colour on a colour-blind reader.

e Do not refer to the names of the colours on the screen; some users may be colour blind, have a
monochrome screen, or have selected a personalised colour combination.

o For embedded information, check, and provide advice regarding, the colour palettes available on the
user's display devices. Might some or all users have only monochrome displays? What range of colours

wil

o Where consistency of colour is important between the embedded and printed docimenta

=

prd

e Te
co

e Co

e Co
ma3

e Ch

some methods distort colour more than others.

e Be

9.16.4.

Allow {
the use

9.16.4,

Use only colours from the)standard palette of the documentation delivery tool (if there is o

colourg
same t

9.16.44 Background and foreground colours

be available? Choose a colour scheme and palette that is suitable for all the users.

posed colours thoroughly.

5t which colours and combinations of colours reproduce or display best ‘and are least
nfusion, especially with colour-blind users.

nsider cultural interpretation and usage of colours.

our printing can be expensive. Verify cost estimates for reproduction with printing organ
king a decision.

pose a printing method capable of handling colour.)Gonsistent reproduction of colour d

aware of how the colours will appear when,the content is printed on colour and monochr

2 Customisable colours

he user to alter the default background and foreground colours. Maintain the user's pr|
r requests another change. Allow users the option to restore the system defaults.

3 Colour palette

correctly on users' screens. (Avoid different palettes; the user may not be able to disp
me.)

ion, check the

likely to cause

sations before

an be difficult;

ome printers.

eferences until

ne), to display
ay them at the

Use sg

lid<colour for background or to fill areas of the display. Avoid colour causing patterned

screen.

colour.

Take care when placing coloured objects on a non-white background.

For international audiences, consider the cultural connotations of different colour combinations.

9.16.4.

5 Design in monochrome

effects on the
n background

Check how the documentation will appear on a monochrome display to ensure that they will achieve the
required effects when displayed in monochrome or are viewed by people who are colour-blind.
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9.16.4.6 Number of colours
Colours can easily distract the user's attention from the working context and may therefore decrease the

user's performance. Two or three colours are usually sufficient. Start with a monochrome design and add
colour where it provides additional emphasis to the other coding techniques being used.

9.16.5 Presentation of text

NOTE This clause provides guidelines for many aspects of the presentation of text; some of these aspects may
already be dictated by the presentation technology or overriding corporate style guide.

9.16.5.1 Typefaces and sizes

Use typefaceq that are readily available for the planned presentation technology or reproduction method.
Before starting work on a project, check that the selected typefaces provide all the special characters that are
needed. Do not use typefaces in which the lower-case L, the upper-case | and thenumeral| 1 are
indistinguishahlle.

When selecting typefaces and sizes to use for on-screen documentation, take into agcount:
e the range ¢f different display screens that will be used;

e the range pf typefaces and sizes that users' systems will have available;\ry to use, or take accoun{ of, the
default type fonts installed on computers;

NOTE The use of fonts which may not be installed on a user’s eomputer will result in the computer replaging the
font with ong of the default fonts.

o the different physical environments in which the documeéntation will be used;

e translation| of the documentation; the required ebharacter sets for the required languages need to be
available;

e the character sizes:

e for on-gcreen documentation, sélect a size that will be displayed clearly on the types of scregns that
might e used. At the point of ‘display to users, upper-case letters need to be at least 3 mm hjgh. Do
not rely| on internal settings‘of point sizes as the measure of text displayed on the screen; measjure the
sizes of displayed text on‘all types of screens that will be used;

o for printed documentation select a font with upper-case letters not less than 2,75 mm high and the
height ¢f a lower=case x (the x-height) not less than 2 mm. This corresponds to a size between|9 point
and 11|point.

Use of no morg than three different typefaces and use them consistently.

e Headings. Use one typeface for headings (see 9.16.5.5).
» Normal text. The typeface can be the same as that used for headings.

e Possibly use a third (perhaps mono-spaced) typeface to represent code and information that users have
to type (see 9.16.5.12 and 9.16.5.13).

e For header and footer information in printed documentation:

e use one of the typefaces used for the text or for headings, to avoid having too many different
typefaces;

e select sizes and weights that take into account how the information will be used.
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9.16.5.2 Use of bold and italic type

The bold and italic forms of the normal text typeface can be used to convey meaning. Also use these forms to
ensure users pay attention to important information when notes, cautions and warnings are not appropriate.

Limit the use of bold to:

Limit tH

NOTE 1
displayg.

NOTE 2

9.16.5.

headings (see 9.16.5.5);

col

umn headings in tables;

titles of illustrations and tables.

e use of italic to:

text that users need to type;

va

ide

ideg

iables;
ntification of screen elements, in particular, menu items;

ntification of particular words or terms, such as names of fieldS-on a screen form;

intfoduction of new terms;

qu

art

=

ptations;
cle and book titles.

Italic fonts can be difficult to read on a screen. Always check the legibility of planned type fo

Use bold and italic forms consistently throughout the same document or set of documents.

3 Lines of text

For sciipts read from left to right, align the text on the left, but not on the right (ragged right).

NOTE 1
drafting

This format i§ not used in this International Standard, as it is not a software document,
rules.

hts on computer

and follows ISO

Make the spacing between lines of text, measured from baseline to baseline, at least one thirfieth of the line

length
satisfa

and at-least twice the x-height. Check this feature; do not assume that automatic s
Ctoryy. because the x-heights of different typefaces vary quite significantly.

ettings will be

Use non-breaking spaces when appropriate, for example:

The sampling rate is 1

kHz

is not ideal and should use a non-breaking space to give:

The sampling rate is

1 kHz
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For normal text in printed documentation use a maximum line length that has been found suitable for the
language being used.

NOTE 2

For English a suitable maximum is 60 [18].

For printed documentation use mixed upper and lower case for text; text in all upper case is difficult to read,
and consequently the user might ignore it.

9.16.5.4 Vertical spacing

Use vertical sp

acing above and below headings to indicate the hierarchical structure of the document.

e Except for'l
headings

headings t

of text.

e Run-in hed
Select the text
to ensure that
than the size g
12 point).

Separate para
one starts, and

or other presentation features.

NOTE Wh¢

Make the vert
less than or ed
For example, f

9.16.5.5 Headings in text

Use different s
Two or three d
[ )

one style f

one or two

Separate ¢ach heading from its text with vertical space at least the size of the space between parg

the first heading on a page or on a screen topic, there should be more space beforeffin
han before second level headings. Likewise, there should be more space before secor
han third.

dings and headings with no space below at the lowest level of heading will not stand out
line spacing (the "leading") so that lines of text do not appearto-be too close together, &

users can easily move from one line to the next. A line spacing of two or three points
f text is recommended. For example, for 10 point text, select'12 point for line spacing (i.€

hraphs with vertical space. This helps users to sée Where one paragraph finishes and t
reduces the density of information. Do not filkthe space between paragraphs with draw

re there are spaces between paragraphs, itis:not necessary to indent the first line of a paragraph.

ual to twice the line spacing, provided the vertical hierarchy of headings and text is mair
pr a line size of 12 points, make the space between paragraphs between 6 points and 24

zes and weights-of-type for different levels of heading in a sensible hierarchy, limiting th
fferent heading styles are enough for most documentation. For example:

br a topic or'chapter title;

styles’for subheadings within a topic or chapter.

st level
d level

graphs

ut also

greater
.10 on

ne next
n lines

cal spacing between paragraphs.greater than or equal to half the line spacing of the text but

tained.
points.

Bir use.

Set typographi

different si

¢ conventions for different types of heading. Consider:

zes: limited to two or three different sizes;

appear lighter than the Roman equivalents);

text-only d

86

colours: use only in conjunction with at least one of the other devices;

isplays.
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If information is being displayed in topics, each of which fits in one window, use vertical spacing to separate
the headings from the text.

If the user can scroll through text on the screen, consider numbering the headings to provide signposts to
users to indicate the position they have reached within the text.

If the headings indicate a hierarchy, carry out trials to ensure that the different heading styles accurately
represent the different levels of the hierarchy.

When users are reading documentation on the screen, they may have only one level of heading visible at a
time, so they are not able to determine the position of the heading in a hierarchy. For this reason, two levels of
heading are normally enough for on-screen documentation: one for the major heading at the top and another
for heddings within a topic.

9.16.5)6 Highlighting

If it is necessary to highlight some text, draw up conventions and apply them consistently.
The following highlighting methods can be used.

o Bo|d: adds emphasis to text and attracts the reader's attention;

e ltalics: can be difficult to read in large amounts and in some typefaces; use only for small amounts of text;

¢ Underlining: avoid if possible, but if different types of underlining are used for highlighting teit, for example
forlactive text and for new terms, make the different types’of underlining immediately distinquishable;

e Englosing text in special characters: use squareibrackets and braces to enclose special types of text,
patrticularly active text;

e Colour: do not use colour as the only methed of highlighting.

Avoid ysing the following to highlight text'unless there is no other method available:

>

e ungerlining that crosses the descenders of characters;

e blinking: do not highlight.words by blinking the text itself; if necessary, display a marker next to the text
ang make the marker-blink;

e upper-case letters; use according to the guidance in D.6.11; do not use upper-case letterq for emphasis,
in particular, ayoid long lengths of upper-case only text.

9.16.5.7 Lists

Set prdsentation-conventionsforlists—Decide:

¢ the number of levels: try to stay at one level of list; avoid more than two nested levels;

¢ the numbering scheme: set conventions for:
e the numbers or letters to be used for each level;
o whether the numbers or letters are to be followed by, or enclosed by, some characters;
e the characters to be used to introduce bullet list items.

Use numbers only when the sequence of the items in the list matters, for example, to number a set of steps
the user must follow in sequence.
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Avoid Roman numerals because they vary so much in length.

If the bullets are being used as navigation controls, apply the conventions in use for navigation controls. Do
not use bullets larger than the normal text characters.

Decide whether list items can have headings and, if so, how the headings are to be presented.

If a list is too long to be visible all at once on the screen, break it up into separate pieces of text, accessible
using the chosen navigation techniques.

9.16.5.8 Tables

In a table, put [tems that are to be read together, close together in rows not in columns.

Separate itemp using space. Do not use drawn lines to separate cells that should be readctogethgr. See
9.16.3.4 for gujdelines on the use of space as a separator.

Remember thgt when the text is translated, the length of the text will change; the translated"headings gnd text
may require mpre space.

When preparinjg tables for display on the screen:
o if the user has to scroll through a table, ensure that the headings are always displayed;
e if scrolling [to the right is used, keep the left-most column on screen;

e remember|that if users resize a window, some text may not be visible or the alignment of the tex} in the
columns may be altered.

If there are prgblems, consider:
e splitting the table into several smaller tables;

e presenting|the table as a series of lists.

9.16.5.9 BoXes and borders

Consider sepdrating items with space rather than drawn lines. Box text and illustrations if it helps users to
distinguish infqrmation of particularjtypes or to keep associated information together.

Do not use boxes and borders-only for decoration.

9.16.5.10 Annotations

If users can apngtate text in the on-screen documentation, provide a signpost or icon to identify where the
annotation belongs:

Distinguish the information itself, whether displayed all the time or only when the user asks to see it, from the
supplied text by using a different form of presentation, such as a different typeface, or one of the highlighting
methods in 9.16.5.6.

9.16.5.11 Representing the information displayed by the software application

If all the characters displayed on the screen have the same width (mono-spacing), rather than proportional
spacing, show those characters in the documentation using mono-spacing. For example:

Do you want to continue? For Yes, press Y. For No, press N

Copy text from software dialogues exactly, character for character.
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9.16.5.12 Representing information that users need to type in

Clearly distinguish information users need to type in from other text and information that the software presents.
For example, use mono-spaced bold type.

Present the information users have to type, character by character. Represent general terms for which the
user needs to substitute a value (known as variables) in italic type. If possible, avoid using brackets, braces,
the characters < and >, and single or double quotation marks. Define any formal notation in every document
that uses it, with the exception of [...] for references in a bibliography.

EXAMPLE the following message is displayed on the screen:

En[er frrst command

To create the first text record, type the following, substituting the name you wish the recoerdto hiave in place of
recordiname, and then press Enter:

crleat e record-nane

9.16.5/13 Representing individual keyboard keys

In text| distinguish terms or symbols referring to keyboard keys from/the same characters|used in other
contexjs with a convention such as one of the following.

e Usk a special typeface or font, for example, small upper-case letters or bold characters.

e Usp special characters such as < and > to enclosg,_the term or symbol, but check carefully that those
characters themselves do not need to be represented in the same way; avoid text sugh as < > > to
repgresent the > key or <" > to represent doubleguotation marks.

If poss|ble, copy the characters printed on the-top of the key exactly.

If different keyboards, with different characters on the key tops, might be used, set conventiong for the names
of key$ such as Enter, Shift, Tab. Define these conventions in every document needing them. Use them
consistently.

A convention is frequently needed for representing a space character; if so, use a character ngt used for any
other purpose in either the-documentation or the software. Explain the convention in every [document that
uses it

Light gharacters on~a dark background should be avoided, because they give undue emphasis to the
characters.

Use pi¢tures of key tops if possible, but if the pictures are larger than the normal text of a document, consider
putting|thepictures to the side of the text, in a list or in a table.

9.16.5.14 Variables
Variables represent information for which values have to be substituted. For example, the variable filename

might be used as a general term for which a real filename has to be substituted. Present variables in italic text
(see example in 9.16.5.12).

9.16.5.15 Controls

The presentation of all controls should be designed to the same conventions as the controls for the application
or to the conventions used for the system with which the on-screen documentation is to be consistent.
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The different types of control should be presented in clearly different ways. In particular, active text of different
types should be very clearly distinguished, so that users understand what will happen if they select it. The

following need
active text

to be distinguished:

or active areas causing a link to another topic, replacing the current topic;

Consider the following methods and select at least one for each type of active text or active area.

Change th

Present th
displaying

Use differe

9.17 Icons and signposts

9.17.1 When

An icon repregents an object, action or concept in a smaller area than an equivalent text label or desd

This saves sp
often show the

NOTE Use|
need to learn th
find icons as ea

A signpost is s

e shape of the pointer as it moves over the active area.

active text or active areas causing additional information to be displayed as well as the current topic.

e active areas in different ways, using different methods of highlighting or different met
the area.

nt icons for the different actions.

o use icons and signposts

meaning better than many lines of text.

's have to interpret and learn the meanings of icons, whéreas words are immediately understood
b whole vocabulary of icons used in the software and-in‘the documentation. Consequently, users
y to use as words.

nods of

ription.

hce in the window, allowing more information to be displayed. Also, appropriate pictules can

. Users
may not

mply a piece of text, a symbol or a small,graphic signalling a specific place. Use signposts to:

e help userd understand where they are in thestructure of some information, for example to shoyw them
what levelthey are at in a hierarchy;

e signal a pgrticular type of information;\for example some instructions, a topic or a concept.

Make graphicg or symbols self-explanatory within the context in which they are being used.

9.17.2 Design of icons and sighposts

NOTE ISOJIEC 11581 addresses the design and presentation of common icons for software interfaces.

9.17.2.1 General guidelines

Use the follow

excessive

19 guidetimes whernm designing graphics foruse i icons or as Signposts:

precision with the pointer.

Use representations of real world objects or actions if possible.

Emphasise the graphical elements that distinguish this object from other objects.

object's identification.
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o Use a consistent approach when designing and constructing icons and signposts, such as the re-use of
visual metaphors, scale, orientation, colour and location of graphical components.

o Use as few graphical components as possible; excess detail obstructs recognition and comprehension.
e |f the software uses specific symbols or icons:

e use the same symbols or icons in the documentation, so that users have a simple and consistent
method of relating the documentation to the software;

e do not invent alternative sets of symbols or icons purely for the purposes of the documentation;

e |never use different symbols or icons for the same object or function;
e |never represent different objects or functions by the same symbol or icon.
e Se} icon and signpost standards for all of the product’s documentation; use them, consistent]y.

e Do not use text in icons or signposts, unless a translated version can be substituted |when another
language is used.

9.17.22 Choice of icon graphics

Select [the icon graphics carefully to avoid misinterpretation/For example, if a picture of a printer is used,
users might be unsure whether it represents on-screen inforiation about printers and printing, ¢r represents a
way of|obtaining a printed copy of the current topic.

For international audiences avoid the use of culturally dependent graphics. If culturally depepdent graphics
are use¢d, they should be replaced as part of the trafislation or localisation processes.

If an icpn represents changes in the status of;an item, use the metaphor consistently. For exampple, if a picture
of a bopk represents a batch of information,\pictures of a closed and an open book could be usé¢d to represent
two different states. Similarly, a pictureisgf’a page could be used to continue the metaphor to a djfferent level.

Assesg the suitability of the graphics-during user tests.

9.17.3 | Displaying the names of icons
If the nemes of the objects or functions represented by icons are displayed, consider:

° a

=

g the words concise to save space and avoid concealing other elements on the interface?

o wil| users;find the icons memorable and easy to use when they have become familiar with them?

¢ shoutdusSers be aftowedto choose attermative graptits to usSe o the [Cons ?

e should the users be allowed to select whether to display the words permanently in addition to the
graphics?

e will those names be translated?
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9.18 Presentation of illustrations

For diagrams (and line drawings if they are appropriate), set conventions for the following, to ensure all the
illustrations within a document are consistent.

e Line thickness: make drawn lines thick enough to be clearly visible and to reproduce well using the
intended reproduction or presentation technologies. If the diagrams include text, avoid lines so thick that
they detract from the main message.

e Typefaces and sizes of text: use the same typeface for all diagrams and illustrations.

i h d d-oth 1 - lect I 1ate-to-theiri et n-th i
. Sizes of aprowheads—and-otherconnectors—selecta-size 3P PFropHate—+to—hRei—iporahRce—+h—+the—alagram

(generally visible but small).

NOTE 1 ISO 4196 defines recommended arrow styles and their uses.

e Shading: yse shading only to convey information; avoid decorative shading, for example large afeas of
grey.

NOTE 2 Shading causes difficulties with some reproduction and presentation techfglogies.

e Presentatipn of titles: place the illustration title either above or below thelillustration and use either |bold or
italic, but e consistent. Use a style similar to table titles.

These recomnpendations apply to the finished size of the illustrations;<if illustrations are to be reduced|in size
in the finished documentation, allow for this reduction in the conventions.

D.9 contains fyrther guidance on illustrations.
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Annex A
(informative)

Process checklists

NOTE Copyright is waived by ISO in respect of the checklists in Annex A.

These checklists provide a means of recording decisions and actions at each stage of documentation

development-Each-checklistis prncnnfnd on-one-page;, for ease of use.
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A.1 Objectives

Notes

Collect all relevant information that exists such as (see 4.2):

Customer requirements

Marketing requirements

Product plans

Task anal

ysis

Evaluatio

n reports

Custome

r feedback

Previous

versions of the product and product documentation

Find out the

objectives for the following:

The prod

ict (see 4.2.2)

Scheduling (see 4.2.4)

Usability

see 4.2.5)

Accessib

lity (see 4.2.6)

Future m

pdifications (see 4.2.7)

Internatio

nalisation, localisation and customisation (see 4.2.8)

Translatiq

n (see 4.2.9)

Packagin

g (see 4.2.10)

Legal req

uirements (see'4.2.11)

Security

see 4,2:12)

Internatio

nalkStandards and conventions (see 4.2.13)

Costs (see 4.2.14)

Documentation delivery and viewing mechanism (see 4.2.15)

Write the Documentation Proposal (see 4.3)
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A.2 Planning

This checklist should be used at each planning stage. Not all the subjects will be included in plans at every
stage. Some may be added in the later stages.

Notes

Collect relevant documents, such as:

e Previous version of the Documentation Plan

° Specifications

¢ Requirements documents

e Dpcumentation Proposal (see 4.3)

e  Quality Plan

Decide the standards and conventions to be followed (see 5.2.2)

Decide the version and change control procedures (see 5.2.3)

Plan provision of personnel (see 5.2.4)

Plan provision of equipment (see 5.2.5)

Assigh responsibilities for aspects of the documentation (see 5.2.6)

Estimpte the financial costs (see 5.2.7)

Prepgre the schedules (see 5.2.8)

Plan the prototypes (see 5.2.9)

Plan the system tests (see §.2:10)

Plan the documentation reviews (see 5.2.11)

Plan the user tesis-(see 5.2.12)

Plan the loealisation (see 5.2.13)

Plan thexcustomisation (Qpp 52 1’%)

Plan the approval mechanism for the documentation (see 5.2.14)

Decide how to handle updates and future developments (see 5.2.15)

Plan the reproduction method for the printed documentation (see E.2.1)

Agree on the form of the deliverable to be handed over for release (see E.2)

Write the Documentation Plan (see 5.3)
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A.3 Analysis

Notes

Collect all relevant documents that exist, such as:

Documentation Proposal (see 4.3)

Documentation Plan (see 5.2)

Output from systems analysis

List the audie

nces (see 6.1.1)

Write a profi

e of each type of audience including:

Learning

stages (see 6.1.2)

Working

pnvironment (see 6.1.3)

Draw up or find a task analysis (see 6.2.1)

Map the audi

bnces to the tasks (see 6.2.2)

List the charg

cteristics of each task (see 6.2.3)

Work out thg information needed by users including (see.6.3):

Context d

f use (see 6.3.2)

Volume d

f documentation (see 6.3.3)

Kind of in

formation (see 6.5.2 and 6.5.3)

Documer

t structures (see 6.6)

Specify usab

ity goals (see 6.4(1)
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Notes

Collect all relevant documents that exist, such as:

e Documentation Plan (see 5.2)

Decide what medium to use for information (see 6.3.4)

Decide what tools to use (see 5.2.5)

Design the details of the documentation including:

e Cpntent (see 9.3 t0 9.16)

e  Sfructure of printed documents (see Annex E)

¢ Npavigation in on-screen documentation (see 9.15)

e Slyle (see Annex D)

°
)

resentation (see 9.3 and 9.18)

Specify the usability goals and measures (see 6.4.1)

Develop prototypes (see 5.2.9)

Plan Uiser tests (see 5.2.12)

A.5 Development and review

Notes

Colleg¢t all relevant documents that exist, such as the Documentation Plan
(see $.2)

Examlfine the prototypés;and the feedback from them (see 6.2.9)

Draft the information (see 7.2)

Review the information (see 7.3.2)

Z.2.92
T-IJ

\
]

ts [FHH R ‘ol
Carry VUl UoduIty 1Tolo (oTU

Carry out system tests (see 7.3.4)

Carry out validation and field trials (see 7.3.5)

Prepare subsequent draft and retest (see 7.4)

Hand over the finished documentation (see 7.6)

Hand over the documentation for localisation or customisation (see 7.7)

Prepare the archive (see 7.8)
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Annex B
(informative)

Design checklist

NOTE Copyright is waived by ISO in respect of the checklists in Annex B.

Checklists should be drawn up for reviews of the documentation. The checklists given here may be useful as
a starting poin

B.1 Content checklist

This checklist should be applied to the complete documentation suite, both embedded and-separate, tgken as
a whole.
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Notes:

General information:

e Is it clear what version of the software the documentation applies to?

¢ [Is the name of the manufacturer clear?

¢ Is the information that users need when asking for support included?

e Is there a copyright statement?

Overyiew of the application:

§ there an overview of the application?

¢ | Does it explain what the application is for?

¢ | Does it explain what application functions are available?

¢ | Does it explain the structure of the application?

Overyiew of the documentation:

¢ there an overview of the documentation?

¢ | Does it explain what documentation there is?

¢ | Does it explain how to use the documentation?

Task|descriptions:

e |g there a task description for eachtask that users can perform?

e Are there process descriptions that put the tasks in context?

Fields:

e Are all fields explained?

e Are all options explained?

¢ I3 the information about different types of field appropriate?

User interface elements:

e Are all the elements of the application’s user interface explained?

Application functions:

e Are all the functions of the application described?
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Messages:

o Are messages explained, if necessary?

Terms:

e Are all the terms used either defined in the documentation or already
familiar to users (see 9.10)?

e |s the terminology used consistently?

Concepts:

e Are all th¢ important concepts explained?

Exploitation

e |s there |information on how to exploit the advanced features of the
applicatign?

Questions and problems:

¢ Does the|documentation answer questions that the users may have?

e |s there any problem-solving information provided, if necessar§?

e Does [t cover all the problems users may be expected.te'encounter?

e Does |t provide solutions?

Examples:

e Are there|sufficient examples?

e Are the ekamples suitable?

o Are exaniples presented consistently?

Captions andl callouts:

e Are captipns and(callouts for illustrations, tables, photographs and other
graphics gffectiveand consistent.

User-supplidd'content:

e Can the users annotate the text?

¢ If so, can the original text be restored?
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B.2 Navigation checklist

B.2.1 On-screen documentation

Notes:

General:

e Is it easy to find the documentation?

¢ Are the access methods consistent?

g it easy to exit from the documentation?

Findihg the right information:

e |9 context-sensitive access available?

e [ If so, is the right information for the context displayed?

e Are topics easy to find?

e Ifthere an index facility, is it easy to use?

¢ | Is the index comprehensive, accurate and well-edited?

e | Does it make effective use of synonyms and cross-references?

¢ | Is it designed from the reader's viewpoint'of how to access
information?

°
@O

the speed of access adequate?

Structure:

g the information structured in a logical way?

°
o

the structure of'the information clear or else explained to the users?

e |4 the information structured in the way users need to understand it, rather
tHan the_.way the program was written?

g the material split into suitable chunks?

e Is the order of information within each chunk sensible?

Orientation:

Is it clear what type of information is displayed?

e Does each topic have a clear heading?

Can users get back to a previous topic?

Can each user find the best starting point for their needs?
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Links:

o Are different types of link clearly distinguished?

e Are the links appropriate?

¢ Are all the links necessary?

e Are the links sufficient?

e Do the links go to the correct places?

Browsing:

e Is it possible to browse through the on-screen information in a logical
sequencg?

e Can user

5 browse backwards as well as forwards?

Scrolling:

e Dothete

Kt and graphics scroll at an adequate speed?

e Do titles &and headings remain displayed?

e Canuser

5 see how near the end they are in a scrollable topic?
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Notes:

General:

Is it easy to obtain the documentation?

Does each user have the documents that they need?

Finding the right information:

g it clear in which documents to find each type of information?

7y

it easy to find the right information within each document?

g there a table of contents for each document?

¢ | Is each table of contents comprehensive, useful, accurate and well>

edited?

7y

there an index for each document in which users need to find\particular
formation?

s

¢ [ Is the index comprehensive, accurate and well-edited?

¢ [ Does it make effective use of synonyms and cress-references?

¢ | Is it designed from the reader's viewpoint-of how to access

information?

Are references from the contents lisHand index easy to follow?

Structure:

g the information structured in a logical way?

7y

the structure ofleach document obvious or else explained to the users?

g each doclment or each part structured into chapters or major sections?

7y

it easyo find the start of each part and each chapter or section?

Areappendices or annexes used appropriatety forreference or tengthy
information?

Is the information structured in the way users need to understand it, rather
than in the way the program is written?

Is the material split into sections of a suitable length?

Is the sequence of information within each section suitable for the
expected method of use?
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Orientation:

e s it clear what type of information is contained in each section?

¢ Does each section have a clear heading?

e Can each user find the best starting point for their needs?

Sequence of information:

e Are subjects presented in a logical sequence in each document?

e Does the|sequence of information in each document or each part
correspoid to the way users need to use it?

Numbering:

e For documents divided into volumes, are the volumes clearly labelled?

e For documents divided into parts, are the parts numbered?

e Are chapiers or sections clearly numbered or labelled in some prominent
way?

e Do the page numbers in each volume or each part make it clearto which
volume of part they belong?

o |s the page numbering scheme suitable for the type of@document?

¢ Is the page numbering clear?

e Is the page numbering scheme consistent with the section numbering
scheme?

e |s the segtion numbering clear?

e Are illustiations that are referred to from the text numbered?

e Are tableg that are refefred to from the text numbered?

o Are preliminary pages numbered in a separate sequence from the rest of
the document? (see E.2.3.2.1)
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Cross-references:

e Are there cross-references between separate documents?

e Are there sufficient cross-references between sections containing related
information?

e Are the cross-references appropriate?

e Are all the cross-references necessary?

fal 2
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B.3 Style checklist

This checklist should be applied to each separate document individually, that is, all the separate documents
should be examined.

Notes:

Vocabulary:

e Are terms and abbreviations defined where necessary?

° Are terms-used r\nncicfanfly?

o Are definftions provided for the terms?

e |s the vogabulary suitable for the intended readership?

e Are most|words in the vocabulary short and simple?

e Are definftions provided for terms?

Grammar:

NOTE When writing in the English language be aware of the differenceés between UK and US English (the fefault
setting of the ayvailable spelling and grammar checker may be US English),

e |s the spglling correct?

e |s the grgmmar correct?

o Are tensgs used correctly?

e Areinstrctions in the imperative?

e |s the punctuation correct?

Style:

e Does the|sentence length.vary?

e Are most|sentencés)short and simple to understand?

e Are most|vefbs-active?

e |s the reader addressed directly (in the second person)?

e |s the writing concise?

e Do sentences lead the user from the known to the unknown?

e Do paragraphs lead the user from the known to the unknown?

o |s the style appropriate for the intended readership?

e |s the text easy to understand?
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e Are goals given for the instructions?

e Are pre-requisite conditions given at the beginnings of instructions?

¢ Is hyphenation used where necessary to avoid misunderstandings?

e Are facts written the right way round?

e Does each message explain what types of message it is?

e Has giving the computer or the application an human personality been

idodn
ayotaear

.
I

ave clichés been avoided?

e Are upper-case letters used appropriately?

Illustrations:

e Are illustrations used in appropriate places?

e Are the types of illustration suitable for the information?

e Are illustrations simple and clear?

e Are illustrations of similar types consistent?

e Are illustrations complete?

°
o

meaning conveyed using methods other than colour alone?

© ISO/IEC 2004 — All rights reserved 107


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

ISO/IEC 18019:2004(E)

B.4 Presen

tation checklist

B.4.1 On-screen documentation

Notes:

Windows:

e Does the

windowing scheme accommodate the information characteristics

the user needs?

o Are the dpfaultsizes and pfacements of wWindows suitable ¢

e Canuser

5 resize and move information windows?

e Canthe(

efault sizes and placements be restored?

Window layd

uts:

e Are similar topics displayed in windows with similar layouts?

e Are wind

bw layouts appropriate for the types of information they display?

e Istheres

Lfficient blank space so that the windows do not seem~Crowded?

o s the titlg

of each window clear?

e Arethen

Bvigation controls in a consistent place?

e Are topic

titles and controls contained in non-scrolling areas?

Colours:

e Are coloJ

rs used appropriately?

e Are coloy

rs used consistently?

e Areonly

h few colours used?

e Does the

presentatioh work in monochrome?

e Canthe |

ser change the foreground and background colours?

¢ Is the polarity consistent (for example, dark text on light background)?

e |s the contrast between foreground and background colours suitable?

Typography:

e Are only a few typefaces used?

o Are typefaces used consistently?

o Are the typefaces legible?
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e Are the typefaces used suitable for on-screen use (for example Verdana
or Arial)?

o Are the different levels of heading easy to distinguish?

e Do the different heading levels represent the hierarchy correctly?

e Is most of the text in mixed upper and lower case?

e Are the typefaces available on the users' screens?

A 4l Lokt 4.1 £ biala. i D
[ C UIC UYpPUlITLdoU TITLTTO Al ICdol v 11T IIIHII Ul Uic oUITTIT T

e Have underlines that cut through the descenders been avoided?

e |4 the method used for highlighting words and phrases consistent?

e Iqthe method used for highlighting words and phrases effective?

e |4 the line spacing at least twice the x-height?

e Igthe line spacing at least one thirtieth of the line length?

Layout of information:

e Dp important messages stand out sufficiently?

e Are similar elements positioned consistently?,

e |4 blank space used to separate elements?

e Afe paragraphs separated clearly?

e Are lists used where appropriate?

e Are lists consistent?

e Are lists presented as numbered lists where the sequence is significant?

e Are lists presénted as bullet lists where the sequence is not significant

e Afe tables used appropriately?

e Arerules and borders used consistently?

e |Is the presentation simple?

e Can annotations be distinguished easily?
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lllustrations:

Is the speed of display of the illustrations adequate?

Can illustrations be seen at the same time as text that relates to them?

Are the drawn lines thick enough to be seen clearly?

Is text in illustrations sufficiently large (upper-case letters at least 3 mm
high)?

Can userpprintthe-ilustrations?

Are active areas clear and easy to use?

Icons and signposts:

Are the idons and signposts self-evident or easy to learn?

Are the gfraphics clear?

Do the graphics represent actual objects or actions?

Do the graphics use culture-independent images?

Are metaphors used consistently?

B.4.2 Paperibased and printable documentation

Notes:

Documents:

Does the|presentation of each document make it clear what the document
contains?

Is the ovgrall size of+«each document suitable for the place in which the
document will be used?

Is the origntationof each document suitable for its intended use?

Do the majority of thedocumentshave portraittfayout?

Binding:

Is the binding of each document suitable for the place in which the
document will be used?

Is the binding of each document suitable for how the document will be
used?

For documents with a printed spine, is the printing either across the spine
or running from top to bottom?
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e For documents in ring binders, is there only one document in each
binder?

e Are cards and charts folded in a suitable way?

Paper:

e Is the paper suitable for the expected use of the document?

e Are divider pages made of heavy paper or thin card?

AN P-V-R l—\f 7-9-Vs]

° A a-dividar naacaac e - Bno-+o ar-thaic intandad
TV CTPagt s Oouraorc—CTroagrT ot Tttt —osT

°
@O

opaque paper used in documents printed double-sided?

pes the paper used for documents that are not leaflets or brochures
bve a matt finish?

°
)

§ the material used for pages suitable for the environments in which/they
afe to be used (especially for damp or dirty environments)?

e Upless there is a special need for another colour, is the paper white?

Page|layouts:

e Afe page layouts simple?

e Afe page numbers clear?

g the document reference number includéd on the pages?

e Afe common elements on pages.presented in the same position on each
page?

Sectipn layouts:

e Dp major sections start.on a new page?

°
@O

the heading.of.each section clear?

e Are sections/clearly distinguished from each other?

e Aresimilar subjects displayed using similar section layouts?

e Are section layouts appropriate for the types of information they contain?

¢ Is there sufficient blank space so that pages do not seem crowded?

Layout of information:

e Are line lengths short enough for the text to be easy to read?

e Do important messages stand out sufficiently?

e Are similar elements positioned consistently?
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Are paragraphs separated clearly?

Are lists used where appropriate?

Are lists consistent?

Are lists, where the sequence is significant, presented as numbered lists?

Are lists, where the sequence is not significant, presented as bullet lists?

Are tables used appropriately?

Are rules|and borders used consistently?

Colours:

Are coloUrs used appropriately?

Are coloUrs used consistently?

Are only a few colours used?

If colours|are used in printable documents, is the presentation cleaf when
printed infmonochrome?

Is the majority of the text presented as dark characters on a light
background?

Is the contrast between text and paper colours suitable?

Typography

Are only a few typefaces used?

Are typefaces used consistently?

Are the typefaces legible?

Are the djfferent levels.of heading easy to distinguish?

Do the different heading levels represent the hierarchy correctly?

Is most of the text in mixed upper and lower case?

For printable documents, do the typefaces print correctly on all printers
available to the users?

Is the text size suitable for the environment in which the document will be
used?

Is the method used for highlighting words and phrases consistent?

Is the method used for highlighting words and phrases effective?

Is the line spacing sufficient?
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Illustrations:

e Do illustrations occur after the text that refers to them?

e Can text and illustrations that need to be together be seen at the same
time?

e Are the drawn lines thick enough to be seen clearly?

e s the text in illustrations legible?
o Fprprintable—documentation,—do—the—Hlustrations—print-ecorrecty—with—all
drawn lines and text visible?
B.5 Qverall
Notes:
Does|the documentation fulfil its objectives for the intended audience?
Does|the documentation integrate all elements into a readable “and usable
publidation?

Does
spong

the documentation project a professional image~of/the publication's
or?
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Annex C
(informative)

Evaluation of documentation

C.1 General

This annex is (
may also be u
determine:

whether it

oncerned with evaluating new documentation for application software; the
sed for this purpose. The information can also be used to evaluate existing document

is suitable for a given purpose, for example, whether the documentation is suitable for

particular grganisation for a particular group of users;

what enhg
qualities (s
whether it

Most evaluatio
and there will |
[ )

evaluating

evaluating

ncements or alterations should be made to the documentation in the future, to enha
ee C.4);

Mmeets the objectives set for it.

hs of documentation are carried out as part of an evaluation exercise for a complete app
e the following two activities in the evaluation exercise;

the entire application, including all its documentation both on-screen and on paper;

the on-screen documentation elements independently.

This annex coftains suggestions for:

a set of vig

asetof qu
evaluation

These method
evaluation des

a procedute for planning and carrying out anevaluation (see C.2);

wpoints from which the documentation may be evaluated (see C.3);
alities for which an_éxisting documentation system can be tested (see C.4);

methods (see\C.5).

s are usedin the reviews described in Clause 7 and can also be used in the post-pro
cribed«ing.2.

series
tion to

se in a

nce its

lication,

duction

C.2 Proced

ure

To evaluate existing documentation, the following three stages should be carried out.

Draw up statements about the required levels of performance or quality. Consider all the qualities in C.4

from all the viewpoints in C.3, selecting all those that are relevant. The statements should be specific and

measurabl

e.

carried out, how the results will be recorded and how they will be analysed.

measured
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If the documentation was designed and developed following the guidance in this International Standard, the
objectives set for the system as described in Clause 4 will be useful as follows.

e For the existing documentation, to evaluate whether or not it meets its objectives.

e For future planning, as a basis for setting the objectives for future versions.

C.3 Viewpoints

The quality of the documentation should be looked at not only from the user's point of view. For example, the
manager of a group of users may have different requirements for the documentation from that of the users
themsdlves. Similarly, the developers will have yet another different view. All these views are]important and
they should all be considered. A list of viewpoints relevant to the documentation being evaltated should be
drawn pp. The following are some suggestions.

o Usker’s view. Users are likely to measure quality in terms such as:
¢ |Does it give me all the information | need?
e |How reliable is it?
o |[Isit easy to use?

. Usrrs' manager's view. Managers may be more concerned with overall quality than with specific quality
characteristics, and so will probably assign different{weights to certain characteristics| to reflect the
business needs of the organisation.

e Deyveloper's view. Developers can have the same views of quality as the users, because they need their
systems to meet the users' requirements. However, developers are also concerned with the quality of

intermediate products as well as of the finished product.

NOTE However, developers are very close'to the product and are more sophisticated users.

¢ Mgdintainer's view. Those who\Wwill have to maintain the on-screen documentation systems will have
special requirements for quality:in addition to those of other developers. They will be congerned with, for
example, the simplicity and ‘clarity of the documentation structures and the ease with which new versions
of the documentation systems can be created.

It is algo useful to test the quality characteristics of the existing documentation in relation to the gurrent state of
techno|ogy.

A are required. To
help in drawmg up such lists, the following list of software qualities, adopted from ISO/IEC 9126, can be used.
For each quality characteristic, a set of possible sub-characteristics under which the characteristic may be
considered is given. Although the words used for these sub-characteristics are complicated, the meanings
they convey may be helpful.

Use whichever of the following apply to the type of document being evaluated; they may all be appropriate for
on-screen documentation but may not all be appropriate for paper documentation.

e Functionality: what does it do? This concerns the degree to which the documentation provides users
with what they need. The following sub-characteristics may be useful:

e suitability;

. accuracy,
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e interoperability (working with other applications, the operating system, and so on);
e security;
e compliance.
¢ Reliability: how reliable and resilient is it? This concerns how well the documentation maintains its level
of performance under different conditions over periods of time. The following sub-characteristics may be

useful:

e maturity;

e fault tolerance;
e recovetability;
e complignce.

e Usability:[how easy or hard is it to use? This concerns the effort needed to use;the documentation and
users' views about the documentation's ease of use. The following sub-characigristics may be usefiil:

e unders{andability;
e learnafility;

e operabllity;

e attractiyeness;

e complignce.

o Efficiency: how efficient in time and resourees is it? This concerns the level of performance| of the
documentation. The following sub-characteristics may be useful:

e time behaviour;
e resourde behaviour;
e complignce.

e Maintainapility: how<easy is it to maintain? This concerns the effort needed to make alterationg to the
documentation. The-following sub-characteristics may be useful:

analysgbility (how easily it can be analysed for updating);

e changeability;
o stability;

o testability;

e compliance.

e Portability: how easy is it to transfer. This concerns transferring the documentation from one environment,
organisation or platform to another. The following sub-characteristics may be useful:

e adaptability;
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