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Evaluating Usability

Knowledge in the
head vs. in the world

Gulf of execution and
evaluation

Conflict among the
designer’s and user’s

conceptual and
system image

Level 2

Processing: Reflective
— thinking, Behavioral
— actions, Visceral-
‘lizard brain’

Blame: The wrong
thing, learned
helplessness, oneself

Slips and mistakes

Designing the
UX

Conceptual
model and

system image

Affordance

Mapping

Signifier

Constraints

Convention




Conceptual Model

Discoverability

» Represent our understanding of how

things work System image

» Framed by the affordances, signifiers,
constraints and mappings

» Mental Model Conceptual
model

Feedback
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Everyone forms stories
(conceptual models) to explain
what they have observed.

(Norman, p. 59)

If the user is confused by the error and it doesn’t fit within
their conceptual model - that cause stress - blaming
themselves is the path of least resistance...




When things go wrong

| hate uncertainty - don’t you? Think
about the period of time in which we
are living - complete uncertainty.

We/Users will do anything to escape
uncertainty

Our brains want the world to be easy
to navigate




| am only human

Blame the wrong thing

(=~

?  Look for cause & effect

@ Learned helplessness

@ Positive psychology (not!)

‘i‘ Blame yourself

https://www.youtube.com/watch?v=L3wKzyIN1yk




Learned helplessness: Repeated
failure at task - decide the task
cannot be done

Positive psychology: Fail often,
_K" fail fast - a positive learning
experience




Blaming the wrong things

Internal Error

& Error Code 42: User Error. It's not our fault!

B |

Q Your hayboard has bean disabled bacause you're an idot

| ok | | reacrvare |

Error

Warning 5tupid End-user alert

0 Turn aff the cormputer and return it bo the store.,

| Tumor | | TunOF |

| Tumniw

YO call yourself a
COMPUTER, LISER

MOBODY makes as many miskeaks
as you dol NOBODDY |

Fabrikam
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You have entered an illegal object name
character

Remove the illegal object name character.




% Oops, something went wrong!







What does the addition of
these two things change
about the user experience?







Discoverability

System image /O ,» Affordance
/

I

Conmcsc[i)ettjal k Signifiers

Feedback Mapping

Anticipate that things
will not always go
smoothly...

Designers have an obligation to ensure
that the behavior of the machine is
understandable to the people who
interact with them.

Strive to minimize the chance of
inappropriate actions through the
design framework

Use affordances, signifiers, mapping
and constraints to guide actions



/ Stages of Action Checklist

What do | want to accomplish? » Discoverability - is it possible to discover what
actions are possible

» Feedback - Full and continuous info about the actions

and current state
What are Is this oka 2 . . .
alternatives? v » Conceptual Model - Design projects so all of the info
What canldo?

needed is available and enhances discoverability and
execution

Affordances - desired actions are possible

FEEDFORWARD
Aovad33d

Signifiers - Ensure discoverability and feedback is well
communicated

» Mappings - relationships between controls and actions
follow good principles

» Constraints - Physical, logical semantic and cultural
constraints guide actions & are easy to interpret




T

Do not blame Take difficulties as Eliminate error
people signifiers for messages - provide

improvement help and guidance

Make corrections Think positively
possible

Advice to
designers:

@



Don’t criticize unless you can do better!




Dark Patterns

» Tricks used in websites and apps that make you do things that you didn't mean to, like buying or
signing up for something.

» GPS/Location detail

» Signup

» No visible anti-action of confirmation
>

Unclear or impossible touch actions

» Dark patterns are deceptive user experience designs that exploit our typical behavior on websites and apps to
get us to do something we didn’t intend.

v/ Optin
v Don’t opt out
v Don’t not opt in
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Common Types of Dark Patterns

Bait and Switch

When information says something
olse and a different action gets
performed upon clicking

Hidden Costs

The cost shown is different initially,
butincreases as the buyer moves
chead with the payment

Forced Continuity

Having to give information o
card details to move aheod
with using the website, o
product, or a service

Confirm Shaming

When monipulative content is used
to changes user action

Disguised Ads

When o od bonner looks simdar to
@ useful button such as a downlood
button, but o different oction is
performed when you click on it

Roach Motel

Entering is easy, exit is equally
tricky, L.e., subscription Is easy,
canceling is difficult

Asking More than
Intended
Asking information from a user

more than what they intend to tell
in the name of knowing your users

Triggering Fear
When a user is osked to not
opt-out of o subscription or o
feoture selection as it con lead
to negative consequences

Social Proof

When you influence user octions

and behavior by telling them a

success story of other simior users
Triggering FOMO
(Fear of Missing Out)

This is prevalent on the
eCommerce websites where o
irear i vl *Ounbs o fas Lade * 4n
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In Class Discussion

» Find 3-4 examples of Dark Patterns by type
» In teams, discuss the use of dark patterns in UX

» Do you think it is an effective business strategy?
» As a user?

» As a business owner?




Instead of using dark patterns, UX designers should argue for
treating customers with respect by giving them choices that are
transparent and clear. While this won’t lead to the same short-
term gains as a dark pattern, it will lead to a less frustrating and
much improved customer experience

In the long-term this will also help companies retain customers,
ultimately giving them a competitive advantage. Customers are
far more likely to stay with companies, brands, and product

experiences that are transparent, authentic, and trustworthy!
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