Labels and buttons on forms

and other time-consuming forms controversies

Caroline Jarrett

Copyright is held by the author/owner(s).
CHI 2011, May 7-12, 2011, Vancouver, BC, Canada.
ACM 11/05.



FormS
 that Work

Designing Web Forms for Usahility

L IS )

Surveys that work
(in progress)




Agenda

Where people look on forms
What that implies for
- placing labels

- placing buttons
Let’s stress about unimportant details

Two other details that affect users

Final reminder: it's what you ask and
why that really matters



Reading forms is different from using them
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Are my observations confirmed
by eye-tracking? A look at some heat maps




Ordering
a prospectus

* User has
chosen a
prospectus

 Postcode
lookup for
the address

The Open
Uniyersity

Prospectus Request

If you need HELP

please ermail General-

Enguiries@open.ac. uk
or call us an
+44 (01545 300 090

Order for myself
¥

We have filled in your address {amend where necessary). Please complete the details

below

Fields marked * must be filled in

Address*

Town/City* LEIGHTON BUZZARD
Caunty Beds

Postcode T

Title* {Choose)

Other title I

First name™*

Last name*

Gender™ {Choose) v
OU Personal Identifier {if known)

Date of birth (DD MM ¥Y¥¥Y) - -
Daytime phone number

Ewening phone number

IMobile phone number

Email Address

Which of these subject areas are you
rmaost interested in studying with the (ChDDSB)
2pen University?

wWhich of these best describes your
reaszon for enquiring about study with (ChDDSB)
the Open University?

when would vou like to start studying -
with the Cpen University? (ChDDSE)

How did you find out about us?
Please tell us how you found out about our website
If the prormotion you zaw has a

response code please enter it here
(2.0, UGCHYZ)...

If you dao not have the response code (ChDDSB)

in which publication/website did yau
zee our promotion?

Accessibility



* Look at this printout of a forms page
* Circle the places where you think that users looked

* Put a cross on the places where users clicked




The Open
University

Prospectus Request

If vou need HELP

pleaze email General-

Enquitiezi@open. ac.uk
ot call us on
+44 (01245 200 6090

[[] order for myself

We have filled in your address {amend where necessary). Please complete the details

below
Fields marked * must be filled in

Address®

Town,/City™*
County

Postcode

Title*

Dther title

First name*

Last name™

Gender*

oU Personal Identifier {if known)
Date of hirth (DD MM ¥¥¥¥)
Daytime phone number

Evening phone number

Mobile phone number

Email Address

wikirk aF thesae =11hiat aress Sre uAlLl

|LEIGHTGN BUZZARD

|Beds

M., "

Accessibility



One person’s
heat map

* Small green
dots show
narrow focus
on labels and
left end of fields

Red crosses
show clicks




An aggregate

* Users focus on
the left-hand
edge of the
fields

* Users read
the labels




The ‘narrow focus’ means big jumps for the users’ eyes.




Where people look on forms
What that implies for
- placing labels

- placing buttons
Let’s stress about unimportant details

Two other details that affect users

Final reminder: it's what you ask and
why that really matters
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Matteo Penzo’'s recommendation:
“Place labels above or right-align them”

Your address I
[

Penzo, M (2006) Label Placement in Forms
http://www.uxmatters.com/MT/archives/000107.php



Are all these questions equivalent?
Where do the answers come from?

* Your address * Your address * Name

* Your city * Your city e Surname
- Company you work for ¢ Company you work for = Age

« Number of colleagues * N’ of colleagues * City

<

14



Easy questions and hard
questions prompt different
patterns of reading

* Users glance at populated
answers

* Users look mostly at
the left end of the answer
space for
easy questions

* Users read complex
instructions quite carefully...

* ... provided they are on the
way to their goal




Update:
Labels above the fields may be no faster
than right aligned labels

* Das, McEwan and Douglas investigated label placement
* Chose a simple form with simple questions

* Found no difference between labels above the fields and
right-aligned labels

Das, McEwan and Douglas (2008)

Using eye-tracking to evaluate label alignment in online forms,
NordiCHI '08: Proceedings of the 5th Nordic conference on Human-
computer interaction: building bridges 16



A section of a form where | think left-aligned
labels really are necessary

Did you receive any interest etc, for example, from UK* | Yes e
banks, UK building societies, UK unit trusts? &

Did yvou receive any dividends, for example, UK companies,* | Yes b
authaorised unit trusts, open-ended investment companies,
foreign companies {(up to £300)7 &

Did you receive any UK pensions, annuities or state™ | No hd
benefits, for example, state pension, occupational pension,
retirement annuity, incapacity benefit? &

Did you receive any other UK income, for example,* | MO h
Employrent lump sums, Share schemes, Life insurance

gains, Any other income? @

Have you made any income tax losses in the year® | MO b
z007-087 @
&re vou liable to pension savings tax charges or have you® | MO o

received payments from overseas pension schemes? &



Method 1 (more effort, and may not work):
Decide where to put your labels according to your
users, their goals, and the questions

Your users and Your questions ... Put the labels ...

their goals ....

Willing to reveal the answers; Simple, only a few of Above

filling in them

the form helps them

to achieve a goal Simple but lots of them  Right-justified
Complex Left-justified

Unwilling to reveal answers or Simple or complex Left-justified

reluctant (you’ll need more

to fill in the form explanation)

18



Users can
survive a lot

Checkout Step 1: Billing and Shipping Address Step 1

[fyou are a new customer complete this form.
Billing Address
Title (Mr., Mrs., Miss, ete)
*First Mame *LastMame
Company
*=Address Line 1
Address Line 2
Address Line 3
* ity Town
*Postal Code
Linited Kinogdom |»
*Country

* Daytime Fhone Mumber

* E-mail Address {must he accurate for us to
send your arder canfirmation

*ndicates a required field

Shipping Options
(% Ship entire order to my hilling address

Ship entire order to OME address (other
Othan my hilling address)

Ship iterms inthis order to MORE THAR
) QOME address

Catalogue Code

[fyou have a printed catalogue, please enter the
catalogue code from the blue hox on the back of
the catalogue (See below).

CATALDG CODE

CUSTOMER CODE

WER COUPON CODE

Catalogue Code

Coupon Code
[fyou have a printed coupon to apply to your
order, enterthe code here:

Caupon Code



Update: Roland Feichtinger looked at labels
under the boxes

\Einzugserméichtigung @ IKONICA MINOLTA
Kundennummer Frau Herr Firma andere: Titel Firmenbuchnr.
Name/Firmenname/Anschrift

Kontoinhaber (Mame/Firmenname)

Kontonummer BLZ

MName der Bank

E-Mail-Adresse (optional) U Ich bin widerruflich damit einverstanden, zu Werbezwecken per E-Mail, Post oder per Telefon kontaktiert zu werden.

Hiermit ermachtige(n) ich/wir Konica Minclta Business Solutions Austria GmbH widerruflich, die von mirfuns zu entrichtenden Zahlungen bei Falligkeit zu Lasten meines/unseres Kontos einzuziehen. Damit
ist auch meine/unsere kontofihrende Bank ermachtigt, die Lastschriften einzulosen, wobei fir diese keine Verpflichtung zur Einlésung bestsht, insbesondere dann nicht, wenn mein/unser Konto die er-
forderliche Deckung nicht aufweist. lch/Wir habe(n) das Recht, innerhalb von 42 Kalendertagen ab Abbuchungstag ohne Angabe von Grinden die Rickbuchung bei meiner/unserer Bank zu veranlassen.

Datum

Unterschrift/firmenmaBige Zeichnung des Kontoinhabers

Bitte zenden Sie dieze Ermichtigung an Konica Minclta Businezz Solutions Austria GmbH, Amalienztr. 59-61, 1130 Wien, z.H.: Buchhaltung

Konica Minolta Business Solutions Austria GmbH, AmalienstraBe 59-61, 1130 Wien, Tel: +43 (0)1 87882, Fax-DW- 112, Homepage: www.konicaminolta.at
Sitz: Wien, Gerichtsstand: Handelsgericht Wien » Bankverbindung: Bank Austria Creditanstalt AG, Kio-Nr.: 245 109 272/00, BLZ 12000 « FB-Nr: FN 197364t » DVR-Nr: 0556459, UID-Nr: ATU49754500, ARA-Lizenz-Nr: 1302

http://uxmatters.com/mt/archives/2010/10/label-placement-in-austrian-
forms-with-some-lessons-for-english-forms.php

20



Mational ID

Family Mame Given Mame

v i

Date of Birth

Q

Country, Postal Code, City .Hnuse Mumber

21



Mational ID

Family Name Given Name

v uf

Date of Birth

Q- Q

Country, Postal Code, City Street House Murnber

22



File Edit Yiew History EBookmarks Tools  Help  delicio.us

<:E| - - @ ﬂ_l\" !; TAG ||_| http: /e, aarpelderwatch, org/public/Report. do |'| [ii*] '*||:|:|untry submit Firsk name

" Getting Started |_| post ko delicio.us |_| Google Accounts

| Submit a Complaint AARP Elder

T e A Program with the Colorado Attorney General and the AARP Foundation

449

Do you have a fraud ar financial exploitation concem?
Complete this camplaint farm or call us Monday - Friday Sam to 4 pm
Tall Free in Colorada: 1800222 4444
Denver Metro: 303222 4444

If using this form, please nate that labels in bold with an asterisk () are required

Your Information
* First Name: |

|

* Last Name: | |
|
|

FPhaone Mumber: | (nnn-nnn-nnnng

Ernail; |
Would you like to receive a status update? Cives WMo

* Relationship to Victim: | =elect One. .. b |

* Type of Complaint: | =elect One. .. V|

* Estimated Amount of Financial Loss: |E| | (to the nearest §)
* Are you the Contact? O Yes @ Mo

Will you share your fraud experience with the public in order to help others? O Yes @ No

How did you hear about us? | melect One... V|

Contact Information
* First Name: | |
* Last Name: | | 23
|
[

*Phone Number: | (nnn-nnn-nnnnj

| e



Method 2 (easier, and guaranteed success):
Choose anything harmonious then test and test

* Choose an arrangement that looks harmonious to you
* Make sure each label is closely associated with its field

* The only guaranteed way of achieving a good form is:
— Test YOUR form with YOUR users
— Make changes based on what you find
— Test again with (different) users
— Make more changes
— Repeat until the form works

24



&) Basecamp™

37signals 3s

. A variety of plans to fit everyone's needs. You
Slgn u p can upgrade, downgrade, or cancel any time.
All pay accounts include a 30-day Free Trial.

— Create your administrator account

This is the master log-in for your account, All Nelds are regquired.
Croe your SSoount S 28t up yiu can bdd socounts for other pecple
as well. Each person will have their cwn usEmame and passweord.

Firgh pasns

Last name

Erriadl

Lisarngma

WL you'll use BS kg A {oF i Ofsair]

Fasswoird

Paidwerd Byain

Cordim ol Sacbwirtl by EnDering o agasn

Lo pa iy Enoup
Examples: Appde, UCLA, Red Cross

Which wel brovwwiers work wilh Dadecarnp?

&y of the follwing web browsers work with Basecamp!
IE T (PC), Firefox 2 or later [(Mac, PC, or Linuwx], Safan
2 or later (Ma].

Can T upgrasle, downgrade, or cancel Later?
Abzolulely. Besocamp s & month-to-month serssoe $o
Fou can vpsrade, dowmngrade, gr cansal ak any tima.

Which ferme of payment do you accapt?

Wa asopt Vies, Masbercard, and Amarican Exprogs. We
&2 ok pedapt POE, ehecki, o Fndided b be paid ok &
laber dabe. We do emsd & "PAID" srwoice each Lime you
S biled.

v Eda.

Screenshot
best available

25



37signals 1;-

You're just 60 seconds away from your new Basecamp account. l(
Already use a 37signals product? Then sign in with vour 37signals 1D to save time. 7}/”“ 4
Create your Basecamp account ’ﬁ' CI : ) {
First name &WP .

Last narne

Ernail You're in good company when
you use 37signals products.

Company

Over 3,000,000 users

Time zone | (GMT-05:001 Eastern Time (US & Canada) + i
Thousands sign up every week

Now choose a username & password

Secure and reliable
Your data is backed up daily

Username

OpeniD Great customer service

Passwnord Fast, accurate, and friendly help

Enter vour password again for verification

Create your Basecamp site address

Every Easecamp site has its own web address. For example, if wou want vour Easecamp site to be at
http:acme. basecanphg . com you' d enter acme in the field below. Letters & numbers only. 26

hittp: basecamphg.com



Where people look on forms
What that implies for
- placing labels

- placing buttons
Let’s stress about unimportant details

Two other details that affect users

Final reminder: it's what you ask and
why that really matters
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Buttons matter to users.

@Back 2 'J

Home - Phaser 8500DN - Microsoft Internet Explorer provided by evesham.com

fAddress |@ http:/{192.168.1, 16/

Internet Services
Phaser 8500

MName: Phaser 85000DMN
DS

IP: 192.1658.1.16
Contact:

Location:

Status:  warning

- Refresh Status

Features

3 Fremium color printing
Fast printing up to 24 ppm and unrival
seconds to first page
Dutstanding performance with 500 M
processor

+ Easy to load solid ink consumables

+ True Adobe PostSoript 3

N Easy installation and use with Phazer
Sofbware

Optional Features
{¥ = installed on this printer)
+ Automatic two-sided printing
525-Sheet feeder
Advanced Features
W Network Interface

Printer Drivers

Install Printer Drivers

Phaser: 8500/85

Drivers

Windows Users

Click the link below to begin thef
* Windows Driver Instal

Macintosh Users

Click the link below to download

* Macintosh Driver Inst.

|

|

ﬂGo Links > | ¢ Snaglt [f!

0 Inkernet

28



1. Label the button with what it does.
2. If the user doesn't want to do it,
don't have a button for it.

* “OK”" works — if it makes sense to say “OK” at that point

* “Reset” probably doesn’t work
+ Reset Button: INPUT TYPE=RESET

An INPUT element with "' TYPE=RESET' represents an input option, typically a button,
that instructs the user agent to reset the form's fields to their initial states. The VALUE
attribute, if present, indicates a label for the input (button).

When you are finished, you may submit this request: <input type=submit><br>

You may clear the form and start over at any time: <input type=reset>

When you are finished, you may submit this request:
Submit Query

fou may clear the form and start over at any time:

http://www.w3.org/MarkUp/html-spec/html-spec_8.htmI#SEC8.1.2.8

http://www.usabilitynews.com/news/article1944.asp 29



TYPICAL WEB FORM

Personal Information

First Mame

I

Last Mame

I

Contact Information

Address

I

I

City

I

County
[ -~ Select County -- i

Post Code Country
[ " [ United Kingdom [ ]

PRIMARY ACTION SECONDARY ACTION

30

http://www.lukew.com/resources/articles/PSactions.asp



Post Code Cauntry

[ | mmi




| | [_United Kingdam | | [ unined Kingdom 5}
Post Cose Country Past Cads Cowntry
[ [ United Kingdom [ [ united kingdom %)

“Only Option E performed
poorly during our testing”

32



Post Code Cauntry Post Code Country

33



Remember the basic eye movement:
look for a box, turn left to read the label

Town/City™® EIGHTON BUZZARD
County eds
Postcode

Titlodmm— N EChDDSE} v
Other title |\|/
Firs t eummmie— > l
Last e >4\I/
Gen i ii— >AEIChDDSE} v
oL nﬁmmmf'lm—u?m;\{
Datm& vvvvvvvv i > ;

Where to put the button?



H E
Town,/City \EIGHTON BUZZARD |

County | eds

Postcode
Title i mm— S| (Choose) v
1

Other title |\|/

Firs t e ;H |
Las t aammge— ;Y |
Gen ddm—— ;?fm

ou wﬁw\/ |
\/
Y i~ rryur~g M R N B

Looks

Then looks here second

Looks here
first for button

here last

35



JS T rer——

W haww flled n pour sckdeest (smend whare recescary). Pissas complets e detal

Pty maarked ® masrt b filled in

o™ —
1
1

TormmCity® UEGHTOM BERaRn |

e R

el ] e

Tk

Othew ti5ie I_

Fak e ———

Lasl e | |

—

e e
wwelpnhge e [ |- |- ]
T~ T —

Tvirarg phars rumbee ———

ok et et 1

i wbres —— 1

e e e [tenese
e
Wbl o W o A e R (Chazse)

;uu-lu e iy e I !

Whan wwaid b b e 1
=i [teen W

Haorw dd Bl pan sboiit
P 16l 15 Rt 3w Peund But Bbout B wibde

N By gy i Bkt 1

m“‘:ﬂ e A [—

A SECETEL

H oy e mph Bamn op spaparas mda M '
= whak s b bt el e

198 e g




JS T Ter——

W hawe Bled in your sddeese (emend whane recescary). Plssas complate the detady

[Pty maarked ® masrt b filled in

adreas® [— ]
— 1
1

Townizay® T T

Comitey [

" -

Toe®

Dther 15 | —

Frat ramat ——1

Lant nama® 1

e

D L T I

teteofbthpe ey [ [-[ [-[ ]

Curptima prons rumber —

Tvaring phars rumber ——1

Sacks prese tnambet —
C——

Bl dedairtd

bk s chara obiEe saan s .
Ty
Epm UtermendyT

Wbt o g o T e v (Chazse)

Whae wwaid bha b e 1
el -

Haorw g fird g sboiit
P 16l 15 Pt 3w Peund But Bboul B wibde

N By v i Bt 1
m“‘:ﬂ e A [—
A SRS

H ey e mph Bamn g spaparas mda

= whak s b b el e
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fS T Ter——

W haww flled n pour sckdeest (smend whare recestary). Pissas complets e detsl

[Pty maarked ® masrt b flled in

e —
1
1

TormmCity® AEGHTOM B Rakn |

e TR

el ] pa——

Tk

Othew ti5ie I_

Fak e ———

Lasl e | |

—

o barnasal bheenites (fivaen) [
wwelpnhge e [ |- -]
e~ T E—
Tvirarg phars rumbee ———
okt et (et 1

Bl by

i ot rislnrid bl [

sy r——

Degmmena (e #

a Tpan
Whae wwaid bha b e 1
mmImanmiineer [een W

Horw g fird pan sboiit
P 16l 15 Rt 3w Peund But Bbout B wibde

1y gl i B 1
Pty A

A5 BN

H ey e mph Bamn #op ssaparas mda M '
= bk e o=y prknby el e
1




[SCTrr———

W harew Aled in your sddeens (Smnd wharts rEceTLETy). Plssas complets e detsl
v

Py markwd * masr? b filled in

e —
1
1

Ty~ [uEiemom s

oty s ]

el ] —

T [ehwase) ]

Qe i I—

Pt name® 1

Last rama® 1

Gt Lichassn) s

(r arpanal Bdeenites (i irnamn) | ]
wwelpnhge e [ |- -]
ey e it | )
[vwrmg phors rembar

it g et

ol ks

e e [tenese
T tarmiy

e e e find g sboat
P 19w g i Pourd £ut bl fur bt

) i Bt
e s A N

B
155 SHIETE

Mty s sk B ok g rds

-m-u—--f—l--i o | Geheesa) [ ]

198 e g

A by

Wrong.
Users will click
‘back’ in error



JS T Ter——

e harvy: fled in your ackdeenr {amend whars recestary). Plssns complats the detady

[Pty ke ® masrt b filled in
Akdrwin ™

— ]
1
1
wm

]

Tivke®
Qe i

Fimt nars"

I

|

Last rurra™
e | ehosse) s
(s arnaeal Bdeenites (i iraen) |
wwwetbehige ey [ |- - ]
Diptima phone rumber ]
Evererg phane rumbsr
Wt e et
ol ks

L s

{"H

e e [tenese

e
Wbl o W o e e R "l"ﬂl'llll:l
;uu-lu il e -:

g el T TR
e g il gt sboiit
P 16l 15 Rt 3w Peund But Bbout B wibde

1y gl i B
iy

e
A SECETEL

L A mph Buma oy mpappray mds

= e st et e s LNCTeESEY =

198 e g

A b

40



[ Te——

¥ harvy: fled in your ackdeenr {amend whars recestary). Plasns complets the detady

Pty maarked ® masrt b flled in

sbrn — ]

T
T [cehosee) 5|
Qe i I—
- ———
st Farna™ 1
ot [deneese;

e
wwwetbehige ey [ |- - ]
T
Tvirarg phars rumbee ———
Ay e v —

ol ks 1
Tl s e e [dthsese)

rrirtpusisia

Degmmenar, (e #

b e ke b ﬁ
LhRTmUTIR e [fihaes) W

Haorw g Bl pan sboiit
P 16l 15 Pt 3w Peund Bul Bbout B wibde

1y gl i B 1
Pt el A

15 AT
Pertatrolpabiiaradogliil T I

198 e g

A bk
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Method 2 (easier, and guaranteed success):
Choose anything sensible then test and test

* Any arrangement of buttons that puts the SUBMIT
(primary action) button where users expect to find it
will probably be OK

* Make sure that the SUBMIT button cannot be confused
with destructive buttons

* The only guaranteed way of achieving a good form is:
— Test YOUR form with YOUR users
— Make changes based on what you find
— Test again with (different) users
— Make more changes
— Repeat until the form works



Where people look on forms
What that implies for
- placing labels

- placing buttons
Let’s stress about unimportant details

Two other details that affect users

Final reminder: it's what you ask and
why that really matters
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Colons at the ends of labels are
a matter of considerable debate

m 17 telegraph.co.uk = My Telegrapgh = Register - —~,
Ehe New YJork Times
Eelegml]h CO U k welcome 1o the hl.Jrﬁan nelwork.ﬁh—
N Already a Member? Lag In
th  CISCO SEAR| . . . ’

Registering for NYTimes.com is free and easy!
Home My news People Most popular Tags  Announcements  Help

Registration provides free and instant access to breaking news, reviews, onling classifieds and

I MY Times. com.

Join the debate. Join My Telegraph Aiready & member? ot an e co

Why Register? | What is TimesSelact? | Privacy Concemns | Cookies Information | FAC's

Please complete all fields What |S mvwclegrl Choose a Member ID: |

Choose a Password: {Fiva character minimum)
Screen name {only alphanumeric characters)

Re-anter your Password:

Join the debate with the Tel=graph

This is the name that will be displayed against afl comments and posts that ) Secret Question: — Select One — ~| What's this?
N _ L el
Secret Answer:
arme E-Mail Address: Wiy do we need this?
Jgining is free and takes only a few NY¥Times, com will anly use this address with your permission
t narne

[#] Remember my Mamber ID and passward on this computer.

\ First name Choose a Member ID: |
Choose a Password:

Re-enter your Password:

Last name

Pick one style. Stick with it. It's not worth arguing about.

http://www.usabilitynews.com/news/article3200.asp and
http://www.usabilitynews.com/news/article3112.asp




Sentence or title case?
Sentence case wins. (But only just).

* This is sentence case

* This is Title Case

* This Is Capitalisation Of Each Initial Letter
¢ 1S0-9241 part 17 says

* "Initial upper-case (capital) letter for field labels: To facilitate readability, the text field
labels begin with an upper-case letter. The rest of the label should contain lower case
(small) letters except for cases where the label is a logo, an acronym or language
convention that requires each word in the label to begin with a capital letter.”

* Sentence case is slightly more legible due to familiarity

* It's not worth changing a big suite of forms to fix this

http://www.usabilitynews.com/news/article2594.asp 45



Required field indicator?

There’s a theme developing here ....

* Miriam Frost Jungwirth:

* “l was once charged with testing that.
Seriously. $10,000 of manhours testing asterisk placement.

There was no difference in user performance. At all.”

* I'm a little more interested in this discussion:

Indicators placed to the right of the field are likely to be invisible

Put the text describing the indicator at the top of the fields
(that is, not at the end of the form and not in the instructions)

Use the same indicator in both places (text and next to required field)
Use the alt-text ‘required’ (not ‘asterisk’)

Always indicate required; don’t switch to indicating optional

If you feel the urge to indicate optional, use the full word ‘optional’

Do not use colour on its own as an indicator

Miriam Frost Jungwirth, posting on CHI-WEB, 19 April 2007
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An example of required field indicators at the
wrong end of the field

—
@MDOT J150ur £l

. e e e
Michigan.gov Home MDOT Home | Site Map | Contact MDOT | FAQ | State Web Sites
doina business = Frinter Friendly Text Version E Emszil Fage A- AtText Size
g Order a Construction Prequalification Packet

L I To request a prequalification packet via email, fill in this form and click
Dizadvantaged Business the Submit button below. * REQUIRED INFORMATION Related Content
Enterprize * How to Become
Prequalification Mame- | * Construction Prequalified
Bid Letting * MDOT F‘raqugliﬂed _
Payments & Awards Ermail- | . Contractor Directories
= Vendor/Consultant Services: -
= Local Agency Program Cnmpa ny: | *
nger Transportation
] : Address: | *
roads & travel
- . Address 2:
rail &_Fuhlm — | |
fransi AT )
City: | *

bridges, borders s

& ferries) =

news & information

Swe o[ |

* Required [ Submit][ Clear Faorm ]
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Which is the most important problem

* Examine the Michigan Department of Transport form
* Find as many usability problems as you can

* Decide which ONE problem is the most important

48



Where people look on forms
What that implies for
- placing labels

- placing buttons
Let’s stress about unimportant details

Two other details that affect users

Final reminder: it's what you ask and
why that really matters

49



1. Shorter preambles

2. ‘False ends’
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Request a Personalized Rate Quote

Tired of calling = list of mortgage providers only to be asked the same questions over and over again? Let
our lenders and brokers come to youl By providing the following inforrmation, one or mare companies in
your area will provide a "personalized guote” on your borrowing request. Most will respond in less than 24
hours. Please complete this form as thoroughly as possible.

We respect your privacy. This is a confidential request and your personal infarmation will anly be sent to

lenders and brokers in your area who are custormers of ComparelnterestRates. corn For more information,
see our privacy staternent.

Property State | Flease Choase One

Purpose of loan ‘ Flease Choose One v

Preferred mortgage product | Please Choose One V|
[ ifyau want quotas on multiple products plesse indizats additional praducts in the comment field balow )

Approximate loan amount you wish to borrow §

( please use whole numbets without any commas, desimals of dollarsigns )

Purchase price of home or approximate value for a refinance s

( please use whole numbets without any commas, desimals of dollarsigns )

If purchasing a new home you have identified, when is the closing date?

Contact Information:

First Name ‘
Last Name ‘

Home Phone # 3
’_

Business Phone
#

I
.

)]

«
Email Address |

Please rate your credit
‘ Please Choose One v ‘

Are you willing to document your income throughout the lean process?
‘Yes ['will document fry incame for the lender b

Have you ever had a bankruptcy?
‘ Mever have had a bankruptey or over 10 pears since BE dischaige ‘

Additional information, comments, and questions.

Do you wish to alse receive quotes on home owner's insurance?

Do you wish to subscribe to our Daily Mortgage Rate Update email?

Please press submit button only once. Multiple submissions may
transit your request to rore lenders than you requested

[ Submit Your Personalized Rate Quote Reguest ]

Start Ower

A/B
testing

Varied:

* photo

* background
* colours

* shading

* buttons

* preamble

Request a Personalized Rate Quote

This mortgage rate guaote farm will take approximately 30 seconds to complete. Here's how our service
warks

» Complete our short foren

o We will search hundreds of mortgage lenders and thousands of loan programs in our database
» You will then receive quotes from up to 4 competitive lenders in your state

» ‘fou choose the mortgage lender with the best rate and loan terrns and save money

Property State | Please Choose One v

Purpose of loan | Flease Choose One v

Preferred mortgage product| Please Choose One V|
{ ityou want quates on multiple products please indicate additional pradusts in the camment field below )

Approximate loan amount you wish to borrow s

{ pleass use whale numbers without sny sommas, decimals or dollarsigns )

Purchase price of home or approximate value for a refinance s

{ pleass use whale numbers without any cemmas, decimals or dollarsigns )

If purchasing a new home you have identified, when is the closing date?

Contact Information:

First Name |

Last Name |

Home Phone » ¢ 3
,_

)

N
N

Business Phone #

¢
Email Address [

Please rate your credit | Please Chonse One ha

Will you document your income?  ¥es & ho O

Have you ever had a bankruptey? \ Mever w

Additional information, comments, and questions.

[ Submit Information To Lenders ]

Please press submit button anly once. hiultiple submissions may
fransmit your request ta more lendeis than you requested 5 1

Copyright @ Compare Interest Rates 1990-2003, All Rights Reserved.



In our 2004 study, we found that only
a better preamble made any real difference

 We tested a wide selection of visual variants of a form
* Variants improved conversion rates

* The only variation that achieved statistical significance

was the improved preamble:
— Shorter

— Clearer

— Better layout

Jarrett, C. and Minott, C. (2004) Making a better web form Proceedings of the
Usability Professionals' Association Conference, Minneapolis, Minnesota, USA.
http://www.formsthatwork.com/files/Articles/BetterForm.pdf 52



&) Basecamp™

37signals 3s

. A variety of plans to fit everyone's needs. You
Slgn u p can upgrade, downgrade, or cancel any time.
All pay accounts include a 30-day Free Trial.

— Create your administrator account

This is the master log-in for your account, All Nelds are regquired.
Croe your SSoount S 28t up yiu can bdd socounts for other pecple
as well. Each person will have their cwn usEmame and passweord.

Firgh pasns

Last name

Erriadl

Lisarngma

WL you'll use BS kg A {oF i Ofsair]

Fasswoird

Paidwerd Byain

Cordim ol Sacbwirtl by EnDering o agasn

Lo pa iy Enoup
Examples: Appde, UCLA, Red Cross

Which web brdwiers work wilh DadeomsmaT

&y of the follwing web browsers work with Basecamp!
IE T (PC), Firefox 2 or later [(Mac, PC, or Linuwx], Safan
2 or later (Ma].

Can T upgrasle, downgrade, or cancel Later?
Abzolulely. Besocamp s & month-to-month serssoe $o
Fou can vpsrade, dowmngrade, gr cansal ak any tima.

Which ferme of payment do you accapt?

Wa asopt Vies, Masbercard, and Amarican Exprogs. We
&2 ok pedapt POE, ehecki, o Fndided b be paid ok &
laber dabe. We do emsd & "PAID" srwoice each Lime you
S biled.

v Eda.

66 words
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37signals 1;-

You're just 60 seconds away from your new Basecamp account. l(
Already use a 37signals product? Then sign in with vour 37signals 1D to save time. 7}/”“ 4
Create your Basecamp account ’ﬁ' CI : ) {
First name &WP .

Last narne

Ernail You're in good company when
you use 37signals products.

Company

Over 3,000,000 users

Time zone | (GMT-05:001 Eastern Time (US & Canada) + i
Thousands sign up every week

Now choose a username & password

Secure and reliable
Your data is backed up daily

Username

OpeniD Great customer service

Passwnord Fast, accurate, and friendly help

Enter vour password again for verification

Create your Basecamp site address
28 words

Every Easecamp site has its own web address. For example, if wou want vour Easecamp site to be at
http:acme. basecanphg . com you' d enter acme in the field below. Letters & numbers only. 54

hittp: basecamphg.com



1. Shorter preambles

2. ‘False ends’
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‘False ends’: if it feels like the end of
the conversation, users will stop

@ HM Revenue

& Customs

= Employee List
= Works Number
Update

Employer Annual

Returns

= P35 End of Year

= P38A
Supplementary

= P11Db Expenzes &
Benefits

= POD Batch
Submission

= Emplover Actions

Settings
= Employver Details
= Change Tax Year

= Feedback

Employee Details

contact us

9 April 2007 EFFORTMARK LTD (Ref 362/E365) 3

help @ logout

Tax Year 2006/2007

%ou must complete any fields marked *

*# Why is this employee being added? @

{3 Mew employee with a form P45(3) from a previous employer

{3 Mew employee without a form P45(3) and requires a form P46

{3 Existing employee previously paid below the PAYE threshold and requires a form P46

{3 Existing employee to add to Employee List

* Surname:

* First name:

Middle name:

Title:
(Fer example. Mr, Mrs}

#* Address line 1;

Address line 2

Address line 3

Address line 4;

Next @

[
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‘False ends’: if it feels like the end of
the conversation, users will stop

contact us ] logout

@ HM Revenue

& Customs

21 March 2007 EFFORTMARK LTD (Ref 362/E365) [

P46 - Tax Code Calculation Tax Year 2005/2006

Susan Roberts

= Employee List AB631452C
= Works Mumber
Update Based on the information provided, the tax code to be used for this employee is shown below,

*) Back

Employer Annual Tax code to be used: 503L

Returns

= P35 End of Year

= P384A
Supplementary

= P110b Expenses & Submit P45, P46 formis)>
Benefits

= PAD Batch
Submission

= Employer Actions

Tax code operation basis: week 1 or month 1

Do another P45, P46 =

Settings
= Employver Details
= Change Tax Year

P46 New Employee

= Statermnents

> Tax Code
Calculation

= Feedback

#) Back



Avoid screens in the middle of forms that
have no fields for user entries

* Option 1: save a ‘false end’ screen for the true end of
the conversation

* Option 2: include a question that guides users around
the ‘false end’ screen
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Where people look on forms
What that implies for
- placing labels

- placing buttons
Let’s stress about unimportant details

Two other details that affect users

Final reminder: it's what you ask and
why that really matters
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It's what you ask and why that really matters

* Users rarely abandon forms because of:
— Label placement
— Use of colons
— Required field indicators
— Sentence or title case

* Users often abandon forms or lie on them because of:
— Questions that they don’t understand
— Questions that they have no answer for
— Intrusive questions that are inappropriate to the task
— Validations that refuse their preferred or correct answer



Thanks
and

please
contact me

(ﬂ Effortmark

Caroline Jarrett
carolinej@effortmark.co.uk
+44 1525 370379

I’'m a consultant, hire me:

Consultancy: www.effortmark.co.uk
Training: www.usabilitythatworks.com
Free stuff:

Forms advice: www.formsthatwork.com
Editing: www.editingthatworks.com
Columns: www.usabilitynews.com

“Caroline’s Corner”

www.uxmatters.com
“Good Questions”
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