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complex forms

Appearance of complex forms



Ld’\s start” wiﬁ\ a Tew forms

e Three forms coming up....
e |s the form simple or complex?
e Why?

Y
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.—“ . Don't have 3 BT ID? ignu
BT@ LogintoMyBT o

A My BT Not signed up yet?

BT ID Here's what you can do in My BT:

This is usually your email address + See allyour bils online

Forgotten your BT ID? ¢ Check your usage between bils

+ Set up and access your BT Extras
Password

All you need is:

« Your contact email address
+ Your BT account number

Login to My BT What is a BT ID and why has the My BT log in page changed?

Forgotten your passward?

BT.com Contact BT Sitemap About BT Privacy policy Code of practice Find @ number

m a Change cookie settings @

Image credit: bt.com
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 Here are some ideas | had. Do we agree, disagree, add?

e A form is complex if:

— It looks complicated (many fields, multiple pages)

— It uses complex terminology or concepts

— The answers require thought, research, or someone else
— The task is challenging:

» Important consequences
* Required rather than optional
* Infrequent rather than familiar



Most of all:
If users expect it to be complex, it is.

e This form is complex.
Even though we haven't seen it yet.

Apply for a U.S. Passport

» First Time Adult Applicant

({Age 16 and Older)
» Minor Applicant (Under Age 18)
* Where to Apply in the U.S.
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We know that we need to observe people
as they use the forms
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How to catch them atit 7

e Let’s share ideas about how to solve the problem of investigating and
observing forms in use when:

— They are completed very infrequently or
— The task is split (across people, technology or time)
— The design cycle is offset from the completion cycle.
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Try a ‘replay study

Users have another go at a complex form:

e |n their own environment
* With their real data
* While you watch and take notes.




Observing internal users was easier
in the days of paper

e -:'_i p://www.census.gov/i' 6F§/Iimg/c43f.jpg
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Track a sample of forms through
your process

Look for: minimum time, maximum time, mode, errors, loops,
customer contacts, staff involvement.
But most of all: for errors.
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Use a question protocol to

Ti p establish who uses the data

http://www.uxmatters.com/mt/archives/2010/06/
the-gquestion-protocol-how-to-make-sure-every-form-field-is-
necessary.php

http://bit.ly/94TIONG6

Insights and inspiration for the user experience community

| Home Articles by Topic z Glossary About UXmatters Contact Us .
-
New on UXmatters |

How a Local, SMS-based Taxi Good Questions
Service Earned My Loyalty
| Asking and answering users' questions |

User Experience + Quality
Assurance = Usability :: Sponsoring UXmatters

The Question Protocol: How to Make Sure s

Creating Better UX Research

Videos Every Form Field Is Necessary ¢ I s L e T
Integrating Mobile, User By Caroline Jarrett u n E .!
Experience, and Analytics in Your Published: June 7, 2010 g
Marketing Strategy ] ] ] ,1 RSS 2.0 Feed

One of the nicest things about being an LS
2013 UX Awards: Who Judged, author is that, from time to time, people “A question protocol is a tool Atom 1.0 Feed
Who Attended, and Who Won write to say they enjoyed our book, for finding out which form -

Forms that Work. Designing Web Forms fields are required....” Q Follow UXmatters on Twitter
Tools for Mobile UX Design for Usahilitv., & Of course, I write back
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Agenda

‘Complex’ and ‘simple’ in forms

Users and usage of complex
forms

Conversation and flow In
complex forms

Appearance of complex forms



To get good answers,
ask good questions

Grad®

17
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Meet Maria.

* |n Malta, we thought
about Maria doing her taxes.

Design tips
for complex forms
Malta 2012

Caroline Jarrett

@ Effortmark

http://www.slideshare.net/cjforms/
design-tips-for-complex-forms-malta-2012

Image credit: Shutterstock.com



Now, she’s a new mother.

« Maria’s baby Josef was born in May.

e She’s Maltese-American and
wants to take him to meet
his Maltese grandparents.

e She needs a passport for him.

19 Image credit: Shutterstock.com
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Where does The answer come from?

e I'm going to show you some of the questions
she has to answer.

 Where does Maria get the answer?



About the Applicant

First Name: % Middle Name:

Last Name: #* Suffic:

Date Of Birth (MM /DD/YYYY): #* @ City Of Birth: % @

Country Of Birth: # @ State / Territory Of Birth: % @
UMNITED STATES - Flease Select.. -

Social Security Number: % @

Sex: * Height: %
© Male © Female Feet{n |=|Inches:|qg |=
Hair Color: %* Eve Color: #*

Flease Select... |= Flease Select... [=
Occupation: * @ Employer or Schoaol: @

21



Abﬂl]t the App]lﬂﬂﬂt FE, The page at https://pptform.state.gov says: u1

First Name: Enter your social security number using (K-35 K00
format. The 55N is required for IRS repeorting purposes.

Last Name: %*

Date Of Birth (MM/Rosannn 4 (9) ciccoig e (B)
& The page at https://pptform.state.gov says: u

Occupation 1s mandatory for adults and must be completed he % (7

irth: %
ELL LA as descriptively as possible if a title alone with not make it

UMNITED STATES

clear, If you are not employed, state so in the cccupation b
field. If you are self-employed, the type of work you perform
NS T should be cnmpleted in cccupation and "5E|f-n.=_r'r1.|:|||:|}.rn.=-_|:|" in
ermnployer. Children should enter “student” or “child” in the Eye Color: *
occupation field. Flease Select. .. I
Please Select. ..
Amber @
Sex: % Black
) Male ©) Femal - Blue
Brown
_ Cray
Hair Color: % Eye Color: * Creen
Flease Select... |= Flease Select... = | Hazel
Occupation: * @ Employer or Schoaol: @

22
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Some of the help is really helpful

Taking photos of your baby or toddler

When taking a photo of your baby or toddler, no other person should be In the
photo, and your child should be looking at the camera with his or her eyes open.

Tip 1: Lay your baby on his or her back on a plain white or off-white sheet. This
will ensure your baby's head is supported and provide a plain background
for the photo. Make certain there are no shadows on vour baby's face,
especially if you take a picture from above with the baby lving down.

Tip 2: Cover a car seat with a plain white or off-white sheet and take a picture of
yvour child in the car seat. This will also ensure your baby’'s head is
supported.
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Some of the help is really helpful

Travel Plans

Pleaze complete this zection with known or anticipated travel plans.

Date OFf Your Trip (MM/DD/YYYY)? @ Duration OF Trip? A0

Countries To Be Visited? @

Mote: If you are traveling within two weeks, do not mail in your passport
application. If you do, your application may not be completed before your
travel date. Please call the Mational Passport Information Center at 1-877-
487-2778 (TDD: 1-888-B74-7793) to make an appointment to appear in
person at a Passport Agency and receive expedited processing. The
automated appointment system Is avallable twenty-four hours a day, seven
days a week
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Put just enough help where the
user needs it
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Maria has more challenges ahead...
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Provide a list of stuff to assemble
and deal with

SUBMIT A PASSPORT APPLICATION FOR A MINOR UNDER AGE 16:

Read

1
2
3
4.
=
=]

(S
s,
8.
9.

and understand Steps 1 - 9 before leaving this page.

. Complete Form DS-11: Appfication For A U.5. Passport
. Submit Form D5-11: Application For A U.S. Passport In Person
. Submit Child's Evidence of U.5. Citizenship

Submit Evidence of Relationship Between Child and Parent(s)/Guardianis)

. Present Identification of Parent(s)/Guardian(s)

Submit a Photocopy of Each Parent/Guardian ID Document To Be Presented

tep 5)

Provide Parental Consent
Pay the Applicable Fee
Submit One Passport Photo

STEP 1: Complete Form DS-11: Application For A ULS. Passport

27

Complete Form DS-11: Appfication for 3 U.S. Passport . Please note,
you:

¢ Must not sign the application until instructed to do so by the



Sometimes more than one person
has to fill in the form.

¥ -
.

Image credit: Shut



An example: UK

Before review

LPA PA 1007

living will

After review

Lasting Power of Attorney
Property and Affairs

Office of the Public Guardian For official use only

Date of registration

Introduction

This is a Lasting Power of Attorney (LPA). It allows a person (the donor) to choose
someone (the attomey(s)) to make decisions on their behalf. The attorney(s) can only
use the LPA after it has been registered with the Office of the Public Guardian (OPG).

Getting started

the next three pages so that you understand the purpose and legal consequences of

which are available from the OPG.

There is information for the donor, attomey(s) and the cerlificate provider(s) available
from the OPG. If you have any questions about how to complete this LPA please
contact the OPG.

Office of the Public Guardian
Archway Tower
London N19 552

Telephone 0845 330 2963

Before you complete any part of this LPA you must read the prescribed information on

making an LPA. You should also read the separate notes on how to complete this LPA

© Cromn copyright 2007

Forofficisl pee only

Lasting Power of Attorney o
Property and Affairs

This i & Lasting Peower of Attermy (LPA). It allors you (e doned) 1o choods someand (the atiormey)
o maks decisions on your behalf Your attameyts) can only use the complated LPA after it has bsen
regisiared with the Office of the Public Guardian (OPG).
Gartting started
Balone you compiets this LPA you must read the prescribed information on the naxt Bves pages 50
that you understand the purpase and legal consequences of making an LPA. You should reler i the
separaie notes on how to complete this LPA when you are dinected to because they wil heip you o
compiate i
Things you will need to do to complete this LPA

=SBl who 10 BpPOint B3 yOur SHemey(s) i the LRA

- gacide if you wan 1o appoint & replacement allommey in case your atiomey|s) cannot act for you

- décide whether you want anyans i be notifisd when an Spplicaton S made 1o registss your LPA

and, if you da, wha you want o be notifed
= choose at least one independant person 1o provide a cenificate at Part B of the LPA

= Tl part A of the LIPS Your camcate providens) wil need 1o compbats Pan B. Your anomey(s)
will need to complete Part &

= Dl B wilDeEs 10 your Signature at the end of Par A of the LPA

What to do after completing this LPA

An LPA can only be used afer it has bean registerad with the OPG, 8o you will nesad to think about
i WU Want i 10 b regisbansd. Thers i A fee 10 megister an LPA. Furthed information Dot how 1o
ragater an LFA and what happans following regestration is svalable from the OPG

Information for you, your atiomeny(s) and your certficate provider(s) is available from the OPG. If you
v ary questions about how to complete this LP please contact the OPG

Office of the Pubiic Guardan

Archway Tower

Landon Hi8 552

0845 330 2600

i puthioguarcian gov uk

- Thiss form canmol b used unld il has boen regatered by
ihe Office of the Publc Guardian and siamped cn every page
& Croen cupyrgne JO0T

http://www.slideshare.net/cjforms/expert-review-improves-a-complex-form-by-cjforms




Office of the Public Guardian Q uma only
Lasting Power of Attg’ Before:

Property and Affairs etone s,

mentions 2+
other people

Introduction

This is a Lasting Power of Attorney (LPA). It allows a person (the donor) to choose
someone (the attormey(s)) to make decisions on their behalf. The attorney(s) can only
use the LPA after it has been registered with the Office of the Public Guardian (OPG).

Getting started

Before you complete any part of this LPA you must read the prescribed information on

the next three pages so that you understand the purpose and legal consequences of
making an LFA. You should also read the separate notes on how to complete this LFA

which are available from the OPG.

There is information for the dondgr, attomeyi(s) }rlrd then[ cerlificate pmuicler{sﬂaw.raiia ble
from the QPG. If you have any gquesiions about how to complete This please

contact the OPG.

Office of the Public Guardian



This is a Lasting Power of Attorney (LPA). It allows you (the donor) to che
to make decisions on your behalf where you lack capacity to make
Your attorney(s) can only use the completed LPA after it has beg Qf the
Public Guardian (OPG).

~ange (the attorney)

Getting started Introduction

mentions 5+
other people

Before you complete this LPA you must read the prescribed
that you understand the purpose and legal consequences of
separate notes on how to complete this LPA when you are di
complete it.

Things you will need to do to complete this LPA

- decide|who to appoint as your attnrney{s}]in the LPA

- decide if you want to appoin{ a replacement attorney jn case your attorney(s) cannot act for you

- decide whether you wanf anyone to be notified Jvhen an application is made to register your LPA
and, if you do, who you want to be notified

- choosq at least one independent person to provide a certificate at Part B of the LPA

- fill in part A of the LPA. Your certificate provider(s) will need to complete Part B. Your attorney(s)
will need to complete Part C

- havg a witness to your signature [at the end of Part A of the LPA

What to do after completing this LPA

An LPA can only be used after it has been registered with the OPG, so you will need to think about
when you want it to be registered. There is a fee to register an LPA. Further information about how
to register an LPA and what happens following registration is available from the OPG.

Information for you, your attorney(s) and your certificate provider(s) is available from the OPG.
If you have any questions about how to complete this LPA please contact the OPG.

o — .
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How many PeoPle for /‘/\aria\s form?”

 Hazard a guess: who is involved?

e What if Maria is a single mother?



Provide a list of actors
and their roles

The Perfons.

" Horner,
M- Harcourt,
M Dorilant,
M Pinchwife,
M- SPJ}'W,
Sir Fafpar Fidget,

M= Hare:

M- Kenafton.
M Lydal.

M Mobun.
M- Haynes.

M- C drmarigbr,

M= Margery Pinchwife, M Bowstel,

M Alithea,

My Lady Fidget,
M Dainty Fidget,
M= Squeamifb.

M= }jéz:men
M Knep.

M= Corbet,
M Wyats,

Old Lady Sgueamifh. ~ M Rautter.

Image credit: http://commons.wikimedia.org/wiki/File:Country_Wife_1675_cast_crop.png
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This step Is a review

ex2013-0251.gif ex2013-0252.qif

ex2013-0259.qgif
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ex2013-0263.qif



Date OFf Trip: 09712/2013 57 Edit
Duration OFf Trip: TWO WEEKS
Countries To Be Visited: UK, MALTA

Emergency Contact: JAMET SUTCLIFFE 57 Edit
Relationship: PARTNER

Street Address - 120 WASHINGTON AVENUE

Apartment Mumber:
City: RACINE
State: W
Zip Code: 533401
Contact Phone: 23412312

— Oh, | made a

35

mistake.



Oh no — looks like Il

have to click through
every page again.

Who should we contact 1

First & Last Name: @

JANET SUTCLIFFE |

Street Address / RFD# Or P.O. Box: & HEHET R

[1212[WASHINGTON AVENUE | [ ]

City: @ State: @ O
RACINE | | WI - WISCONSIN (=]

Zip Code: @ Telephone Mumber (no dashes): @

53401 12341231234 |

Relationship: @

IPARTNER

36
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Date OFf Trip: 09712/2013 57 Edit
Duration OFf Trip: TWO WEEKS
Countries To Be Visited: UK, MALTA

Emergency Contact: JAMET SUTCLIFFE 57 Edit
Relationship: PARTNER
Street Address - 1213 WASHINGTON AVENUE
Apartment Mumber:
City: RACINE
State: W
Zip Code: 533401
Contact Phone: 23412312

Phew, It was easier

than | expected
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Simple forms may progress

G ...

Select Rewview & Submit  Confirmation

1. Choose your dates 2. Choose your room 3. Submit your details 5. Done!

4 Order Confirmation

Credit Card Billing Address > Delivery Address > Shipping Details > Order Summary >

Order summary

IrPPPPIrPPlrPPPPIPPPPPPPIPPPPPPPIPPPPM
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Complex forms often don't.

Get ready — we're changing your email soon

Notification sent

/ot N\

Easy but worrying Horrendous Even worse




A summary menu updates as you finish the
chunks of the form in any order

Registration Tools

Instructions  View TPP

Show Errors Delete Profile
CCR Help Renew Profile

Handbook Guit CCR

Registration Menu

Required Information Status

General Information
Corporate Info
Goods | Services
Financial
Points of Contact ]
Optional Information Status
EDI [ NR |
DUNS +4 NR
D&B Mnnitoring_ NR

| Incomplete l.-gis'tr-'linn|

40

Corporate Information

[T ] Missing or Invalid Data EESlRequired Data View-Only Data (Edits not allowed)

EXlType of Relationship with U.S Federal Government{Required infarmation, check ong)
® Contracts
O Grants
C Both (Contracts & Grants)

EXlType of Organizationgs desred by the 125 (Reqguired infarmation, check ong)
&) Corporate Entity, Not Tax Exempt
O Corporate Entity, Tax Exempt
O Partnership
(0 Sole Proprietorship
O U.S. Government Entity(if selected, then choose one subgroup beiow)
O Federal Government [if sefected, choose all subgroups that apoly )
[JFederal Agency
[IFederally Funded Research and Development Corporation
) State Government
O Local Government(if selfected, choose all subgrouns that apply)
] City
[l County
[ Inter-municipal
[ILocal Government Owned
L] Municipality

Fo i P B o - L
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Use summary menus rather than
progress indicators

Image credit: shutterstock.com
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\I\/L\Cd’ dbOld’ save—d ﬂO‘_ré,SlAVY)Q 7

If people need to set aside their form and come back
to it, how do you handle that now?

Can they resume on a different device?
How do you identify them?
How long do you keep partial attempts?
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T

i Work hard to ensure great save-

I p and-resume
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Agenda

‘Complex’ and ‘simple’ in forms

Users and usage of complex
forms

Conversation and flow In
complex forms

Appearance of complex forms
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/\/wo co|umn Jf\ orm.

\f\/L\cd’ 15 Jrhe reao‘ing ordet”

MNew customer Checkout

|

oy

Register/Login — Address — Shipping — Summary

Fayment/Place Order — Confirmation

Customer information

First Mame: F
Last Mame: F
Company:

Fhone: F
E-rmail: F
Fassword: r
Fassword Confirm: x

Address:

ity
County:

Fostcode:

Country:

United Kingdom | %




Two column

form.

\f\/lacd’ 15 Jrhe reao‘ing ordet”

enter billing information
(as it appears on your credit card or billing statement)

Billing First name

Ermiail

Billing Address

Billing Address 2 (optional

izity (or APO FFPO)

State § Province

46

Billing Last name

Canfirm email

wehy wee sk’

Country
LIMITED STATES OF AMERICA
Zip I'Postal Code




/\/wo co|umn F orm.

\f\/lacd’ 15 ﬁ\e reao‘ing ordet”

Register o
Preferred User 1D *

Title *
- W

Family Name *

Country / Territory of Residence *
- Please =elect - v

Email *

Frequent Flyer Programme
- Please =elect - v

hWeal Preference for This Flight
Standard meal b

[«] | would like to receive [
and offers

5 oeMNews with the [atest news

* Required fields (Input in English)

Password * Re-enter Password *

Given Name * Fassport Mumber

Date of Birth *
OO s | MRBR % | YN »

Contact Numhber * Country  Area Murmber
Business w - -

Freguent Flyer Mumber

. Continue J)
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T

- Avoid multi-column layouts

I p http://baymard.com/blog/avoid-multi-column-forms




\f\/lr\ic'/\ |ayouJF aPPeals more”

SUBMIT A PASSPORT APPLICATION FOR A MINOR UNDER AGE 16:

Read and understand Steps 1 - 9 before leaving this page.

. Complete Form DS-11: Application For A U.5, Passport

. Submit Form DS-11: Application For A U.S. Passport In Person

. Submit Child's Evidence of U.5. Citizenship

. Submit Evidence of Relationship Between Child and Parent({s)/Guardian(s)
. Present Identification of Parent(s)/Guardian(s)

[T ¥y [ N W B LW I

. Submit a Photocopy of Each Parent/Guardian ID Document To Be Presented
(Step 5)

7. Provide Parental Consent

8. Pay the Applicable Fee

Q. Submit One Passport Photo

STEP 1: Complete Form DS-11: Application For A ULS. Passport

Complete Form D5-11: Apafication for @ U5, Passoort . Please note,
you:

¢ Must not sign the application until instructed to do so by the

49



\f\/'/\iclf\ 'ayoud’ appeals more,.7

STEP 5: Present Identification of Parent(s)/Guardian(s)

When applying for 3 minor under age 16, both parent(s)/guardian(s)
must present acceptable identification at the time of application.

Primary Identification (One of the following):

E Previously issued, undamaged U.S. passport

E' MNaturalization Certificate

E"n.-‘alid Driver's License

E Current Government Employee ID (cty, state or federal)
E Current Military ID (military and dependents)

NOTES:

+ If none of these items are available, please see Secondary
Identification.

+ If you apply at an Acceptance Facility and submit out-of-state
primary identification, you must present a second ID, as well.
For example, if you apply in Maryland with a Virginia Driver's
License, you must present a second ID containing as much of the
following information as possible: your photo, full name, date of

50 birth, and the document issuance date.
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7

mote. .

\f\/'/\iclf\ 'ayoud’ aPPeals

@ What to Submit With Your Application(s)
One Recent Passport Photo A

A Click here to view details on E

submitting a passport photo

Proof of U.S. Citizenshi —
| =1 P =z
s J}——  EBirth Certificate, Certificate of E
———— Naturalization, Consular Report of —
Birth Abroad, Citizenship
Certificate or a previous U.5.

passport. See Section 2 of How to
Apply in Person for a Passport.

Correct Passport Fees

Your total passport fees
are:3105.00

See the Passport Fees for more
information.

Proof of Relationship

Birth Certificate with BOTH
parents’ names, Adoption decree
with BOTH adopting parents’
names, etc. Parentis)/Guardian(s)
must provide a photo ID at the
time of application. For more
information see Section 3 of
Special Requirements for Children

Under Age 16.



\f\/'/\iclf\ page aPPea’s more”

Who should we contact in case of an emergency?

First & Last Mame: @

Street Address | RFD# Or P.0. Box: & Apt/Suited:

City: @ State: @

| | | Flease Select. .. |EI
Zip Code: @ Telephone Number (no dashes): @

[ ] | |

Relationship: @

52



WL\icL\ page aPPeals more”

Passport Acceptance Facility Search Page

This site will allow you to find the nearest location to apply for a passport. It is provided by the
Department of State's Bureau of Consular Affairs, Office of Passport Services/Customer Service,
which designates many post offices, clerks of court, public libraries and other state, county,
township, and municipal government offices to accept passport applications on its behalf. This
page allows you to search by one of three search scopes - Zip Code, State, or State/City. Once
you enter your criteria, click on the "Search" button to view a list of the nearest designated
passport application facilities.

ZIP Code: [l © Closest facilities

SearchBy: @ R " :
® Al facilities within miles

Additional Search Criteria: [CIHandicap Access [“1Photo On-site [“1 Photo Nearby

Please note that information on this site changes weekly. If you wish to provide feedback on

- using this site, click here.



WL\icL\ page aPPeals more”

Application for US. Passport

Befors you may enter your personal information to get a passport, vou must review the Department of State’s Privacy and Computer Fraud and Abuse Acts Notices
and Dhsclaimers.

This link opens a new page. Once you have read the notice and disclaimer. close that window and click on the box below to indicate you have read them.

[C11 have read the Privacy and Computer Fraud and Abuse Acts Notices and Disclaimers.

[ Suhmit] [ Cancel ]

To report technical problems with this web site, please email us at passportweb@ state gov

This =ite iz managad by the Bureau of Consular Affairs, US. Department of State.
“FIRSTGOV = i

Exiernal inks to other Internst =ites should not be conztrued as an endorsement of the />
views contained thersin. Copwrighi Information  Dhsclaimers
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All those screenshots were from
the passport application

SUBMIT A PASSP

APP

TION FOR A MINOR U
Read and understand Steps 1 - 9 before leaving this pa

1. Complete Form D5-11: Apafication For A U.S. Passpal
2. Submit Form DS-11: Application For A U.5. Passport 1
3. Submit Child's Evidence of U.5. Citizenship
4. Submit Evidence of Relationship Between Child ang
5. Present Identification of Parent(s)/Guardian(s)
&. Submit a Photocopy of Each Parent/Guardian ID Da
(Step 3)

7. Provide Parental Consent
&. Pay the Applicable Fee

9. Submit One Passport Photo

STEP 1: Complete Form DS-11: Application For A U.S.

Complete Form DS-11: Application for a U.S. Passpo

STEP 5: Present Identification of Parent(s)/Guardian(s)

When applying for a minor under age 16, both parent(s)/|
must present acceptable identification at the time of appl

Primary Identification { One of the following):

E Previously issued, undamaged U.S. passport

M naturalization Certificate

[ valid Driver's License

Ef Current Government Employee ID (city, state or federal)
E‘f Current Military ID (military and dependents)

@ What to Submit With Your Application(s)
One Recent Passport Photo \ Correct Passport Fees

Click here to view details on = T
submitting a passport photo

Your total passport fees
are:§105.00

See the Passport Fees for more
information.

you:

NOTES:

= If none of these items are available, please see Secon
Identification.

If you apply at an Acceptance Facility and submit oul
primary identification, you must present a second ID

For example, if you apply in Maryland with a Virginia Dr
License, you must present a second 1D containing as
following information as possible: your photo, full namg
birth, and the document issuance date.

¢ Must not sign the application until instructed to do so by the

Proof of U.S. Citizenship Proof of Relationship

Birth Certificate, Certificate of
Naturalization, Consular Report of
Birth Abroad, Citizenship
Certificate or a previous U.S.
passport. See Section 2 of How to
Apply in Person for a Passport.

Birth Certificate with BOTH
parents’ names, Adoption decree
with BOTH adopting parents’
names, etc. Parent(s)/Guardian(s)
must provide a photo ID at the
time of application. For more
information see Section 3 of

Special Requirements for Children
Under Age 16.
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Passport A Facility Search Page

Who should we contact in case of an emergency?

First & Last Name: @

Street Address | RFDZ Or P.0. Box: @ Apt/Suitef:

iy @ stare: @

[ | [Please Select.. =]
zip Code: @ Telephone Number (no dashes): @

Relationship: &

<< Previous

This site will allow you to find the nearest location to apply for a

Department of State's Bureau of Consular Affairs, Office of Passp
which designates many post offices, clerks of court, public librari:
township, and municipal government offices to accept passport aj
page allows you to search by one of three search scopes - Zip Co

you enter your criteria, click on the "Search” button to view a list
passport application facilities.

SearchBy: ®

Additional Search Criteria:

[CJPhoto On-s

[CIHandicap Access

Please note that information on this site changes weekly. If you

Application for U.S. Passport

Befors vou may enter your persenal information to get a passport, you must review the Depariment of State’s Privacy and Computer Fraug and Abuse Acts Notices
znd Disclsimers

This link opens a new page. Once you have read the notice and disclaimer, close that window and click on the bor below to indicate you have read them

[711 have read the Privacy and Computer Fraud and Abuse Acts Notices and Disclaimers

To report technical problems with this web site, please email s at passpottweb@state gov

This site is managed by the Bureau of Consular Affairs. U.S. Department of State.
TFiRsTGOV = -

External links to other Internet sites should not be construed as an endersement of the
vigws contained thersin. Copvright Information  Disclaimers

q using this site, click here.
1
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Norway mandated Elmer 2 guidelines

for government forms in 2006

ELMER 2 — User Interface Guidelines for Governmental Forms on the Interngt

page 29

Examples
Example 1 Overview (All Areas)
Mavigation Area Input Area Informztion Area
Ciick in the man fo | . .
satnd & pmge Licensed Premises
Irtrosiechion | III'II'f:|rl‘r'la1.ll.‘.l-l'| on relating to the Pramises |
I
e e Mame of Establishment | |
| Address/Postal Addreas | ] |
Mianagar Pastal Code/City [ 1| |
| Liensed promices |
|
Arrangrman
: Mame of Establishment Owner{s) [7] kit ol scrpmrdantedlt |
B e s Pl al Chaurusrahigs rmphciyecd irddividuals Witk §
Su i af 1L
mmay Org, nurber  Mame of Emerprise  Address Postal Code  Infterest Tu.:-:nr::::w:wml Vewt will
| | | | | b ke o provids
FIONMALDn On persanal
rovens s pbreen
SRR | | pisewhere in the form.

Buttan Roas

http://www.elmer.no/retningslinjer/pdf/elmer2-english.pdf
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Create a simple set of rules and
apply them everywhere

N & |
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Agenda

‘Complex’ and ‘simple’ in forms

Users and usage of complex
forms

Conversation and flow In
complex forms

Appearance of complex forms

Summary
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We've looked at tips about relationship

e Try a ‘replay study’
e Track a sample of forms through your process

« Use a question protocol to establish who uses the data

Relationship Goals achieved
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And tips about conversation

e Put just enough help where the user needs it

* Provide a list of stuff to assemble and deal with

* Provide a list of actors and their roles

* Provide summary menus rather than progress indicators

 Work had to achieve great save-and-resume

Conversation
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And tips about appearance

e Avoid multi-column layouts
» Create a simple set of rules and apply them everywhere

Appearance




A great form works well across

all three layers

Appearance

Conversation

Relationship

Lovely and legible

4

ﬁ\/;

Easy to understand
and answer

Goals achieved

62 Schema from “Forms that work: Designing web forms for usability”, Jarrett and Gaffney (2008) www.formsthatwork.com
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More tips http://www.slideshare.net/cjiforms

Design tips
for surveys
2012

Caroline Jarrett
User Interface Engineering / Rosenfeld Media Seminar

@ Effortmark

Design tips
for complex forms
Malta 2012

Caroline Jarrett

@ Effortmark

Design tips
for complex forms
2011

Caroline Jarrett
J.Boye Conference Denmark

() Effortmark

Design tips
for complex forms

Caroline Jarrett

Clarity 2010 Lisbon
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Caroline Jarrett

twitter @cjforms

caroline.jarrett@effortmark.co.uk
www.formsthatwork.com

Forms
that Work

Designing Web Forms for Usahility

Surveys that work
(in progress)




