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These slides are from a workshop at the UX Cambridge conference,
September 2013.

We had some lively discussions and talked a lot about what makes
forms complex or simple.

This version of the slides captures some results at a high level.
Many thanks to all the attendees for their contributions.



Four people with inspiring ideas about forms




‘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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Ld’\s start” wiﬁ\ a Tew forms

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

Y



Stepgea,'-ty SERVICES PORTFOLIO CONTACT

media productions

WE ARE READY TO HELP YOU

Name
Email

Message

© step2reality.com info@step2reality.com +1-416-841-1671

Image credit: step3reality.com
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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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« Compare your ideas within your teams
* Pick the top three to share with all of us
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 Three teams came up with loads of ideas about what makes
forms easy or difficult.

* The top choices were for easier forms were:

— Clear positioning of links / make it obvious what the next step is

— Avoid too much information / have the right amount of information

— Clear text and avoid ambiguity

— Fewer fields

— Don’t make people remember yet another ID

— Set expectations about what’s needed for the form

— Think about the users’ knowledge and what’'s needed for the answers
— Make it easy for users to achieve their gaols

 And we need to make sure that we make the form accessible.



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.

14



Four people with inspiring ideas about forms




Karen Schriver, information designer

 Follow her @firstwren

* “Information design is a process of orchestrating content visually and
verbally, making the structure salient to people who engage with it.”

Eopmriulites Masrinl




We want to organise the
Candy Apple Street Fest|val in New York
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Assign ro|es N Tb\e Team

 Decide who you want to be for today’s purposes
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APPLICATION FOR THE INSTALLATION OF
TEMPORARY FESTOON/HOLIDAY LIGHTING AND/OR OTHER TEMPORARY
LIGHTING

New York City Department of Transportation
Division of Street Lighting

34-02 Queens Boulevard, 2™ floor

Long Island City, New York 11101
Telephone: 718-786-4595

Cant Information: Section | [Please repest this Information on page 1]

Eestival Lighting: YES MO SeasonalHollday Lighting: YES ~ NO  Other YES NO

Name of Sponsoring Group:

Address of Sponsering Group:

oy Stater op:

Contact name In Group. Telephone:

Mayor's Office Street Activity Permit (f appropriate) & {Pisazs attach copy of pamit)
Elecirical Contractor Performing Work: License # of Contractor.
Cortractor JAHow CortactMames Telephona: ___

Contractor's Corporate Officer Name:
Anaress of Contractor:

Location of Project: On (main roadwayis)

Cross Streets: between ana
Borough: Number of Poles Involved: (Traffc Signal Poles may not be used.)
Dates Lighting will be Attached to Poles: From o

Date Lighting will be Hluminated: From to Wood Pole Area? Yes Mo
Minimum Helght of Installation above Roadway: Sldewalk: Fest

(Peass snow the detalls of te IBC3NONS of e INStallation NEignts on your )

of Temporary Festoon/Holiday Lighting and/or

Other Temporary Lighting:

It shall be the of the sponsoring andior permiites to submit the
signen and dated appiication with the detalled drawing dirctly to e DVISon of Strzet Lighting
Thie group's contractor shall not be permitted to submit ife sppllcation andior drawing.

‘The st and expensa of 3l WO, INCUCING &Ny dSMAQES INCUMTEA o NYC SqUIpMeNt, snal be bome by
the spensceing groupiarganization andior fermitise.

All WOrK Snal BOAFEFT 10 th FequIraments ot the: New York Gty Daparment of Transportation
[NYCDOT) Highway Rules (avalable on the NYCDOT webste wwib.nye qoultct], Pleass refer to
‘Sections 2-03 and 2-14 (¢) for specific provislons regarding tempcrary hollgey igning end alher
temporsny lighting. I jpsion o P!

‘Your grouplorgentzadion, oonirscior andior permittse shall obiain and meintain In force an Insurance
policy &5 prowoad In Sachon 2-02 af the HIQhWay RUIES &0 Snall INGEMTy &nd had the Clty hamiess
from any and all claims far personal Injury of pragerty damage arising from the Instalietion,
maintanance. GpeTaton ana evertual remaoval of the tamporary igts

6. TMe SpoNSCNNg group SNEll Make BITENgEMents Wi Me aapropate electic utllty Company fo cay far
the eleciricity fhat will b used o liuminats the tampoeary festoonmolicsy lighting ndior otner
temporany lighting

And this is part of our preparation

Karen talks about this form in:

Schriver, K. (2011).

“La retorica del rediseno en contextos
burocraticos. (The rhetoric of redesign in
bureaucratic settings)”

In J. Frascara (Ed.),

¢, Qué es el disefio de informacion?
(What is information design?)

(pp. 156-165).

Buenos Aires: Ediciones Infinito.
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Ld’\s Test Jrhose deas

* Do our ideas successfully diagnose whether
this is a complex form or not?
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Our top choices for easier forms — possible

heuristics

Clear positioning of links / make it obvious what

the next step is

Avoid too much information / have the right
amount of information

Clear text and avoid ambiguity
Fewer fields

Don’t make people remember yet another ID

Set expectations about what's needed for the
form

Think about the users’ knowledge and what's
needed for the answers

Make it easy for users to achieve their gaols

The form must be accessible

Our heuristic says
this form is....

Complex
Complex

Complex
? Hard to say

(Not relevant to this
form)

Complex
Complex

Complex

Inaccessible /
complex

Did the heuristic
work?
Yes

Yes

Yes
Partly
(Not really)

Yes

Yes

Yes

Yes



‘Complex’ and ‘simple’ in forms

Users and usage of complex
forms

Conversation and flow In
complex forms

Appearance of complex forms




We know that we need to observe people
as they use the forms
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How to catch them atit 7

 How would we find people who are
planning to hold a street festival?
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* Workshop participants had these tips for catching the right people at

the right moment:
— Recruit people well ahead of time; get them to approach you when they
are at the right point to fill in the form
— Use remote testing to catch a wider selection of people at the right
moment for them
— Use a diary study so that people record a variety of moments, including
the ones relevant to your complex form

/g}
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Try a ‘replay study’

Users have another go at a complex form:
* In 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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) C P
. " !f* A
‘ .‘ “-l ' \ ‘j N ‘,
‘ ‘nll. ...

Image credit: Shutterstock



Tip

Use a question protocol to
establish who uses the data

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

http://bit.ly/94TONG

Home Articles by Topic

New on UXmatters

How a Local, SMS-based Taxi
Service Earned My Loyalty

User Experience + Quality
Assurance = Usability

Creating Better UX Research
Videos

Integrating Mobile, User
Experience, and Analytics in Your
Marketing Strategy

2013 UX Awards: Who Judged,
Who Attended, and Who Won

Tools for Mobile UX Design

Authors About UXmatters Contact Us

Good Questions Search

i Sponsoring UXmatters

The Question Protocol: How to Make Sure : writing for UXmatters
Every Form Field Is Necessary # Joining the Ukmatters Team
By Caroline Jarrett ]+ [in 5,
Published: June 7, 2010 —
RSS 2.0 Feed
One of the nicest things about being an -
author is that, from time to time, people “A guestion protocol is a tool | Atom 1.0 Feed
write to say they enjoyed our book, for finding out which form
Forms that Work: Designing Web Forms fields are required....” “ Follow UXmatters on Twitter

for Usahilitv., & Of course, I write back =

m




‘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®

31
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The four steps of answering a question

|Read the question

{Find the answer

Judge the answer . j

| Provide the answer

Jarrett and Gaffney (2008), adapted from Tourangeau, Rips and Rasinksi (2000)



Four people with inspiring ideas about forms




Kathryn Summers, low literacy expert

* Follow her @SummersKathryn

Al the
Intersection

o Co-author, “Design to Read” in
“Rhetorical AccessAbility” (2013)
edited by Lisa Meloncon

of Technical
Communication
and Disability Studies

« Shorter version in User Experience
magazine, linked from
http://www.designtoread.com

RHETORICAL
ACCESSABILITY

34
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\J\/'/\cd’ about reao‘ing Wa form?

o Suppose the Candy Apple team has a mix of
people:
— Older and younger

— High and low levels of education
— Varying ethnic backgrounds

 Any words or phrases that might cause
problems?

« Anything else that makes it
challenging to read?
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We chose a section from the instructions for this form that talked
about lighting poles and GFI outlets.

The paragraph had long sentences and was hard to read.

We discussed the challenges of making sure that we:
— Use the appropriate specialist terminology when designing forms for
experts
— Avoid inappropriate jargon when designing forms for general audiences

— Create appropriate sections in the form where different people will fill in
different sections.



Try VocabProfile for a quick
check of the words you're using

http://www.lextutor.ca/vp/eng/

All plans, maps and documentation for the installation of
temporary festoon/holiday and other temporary lighting
shall be received by the Division of Street Lighting at least
60 days in advance of the desired installation date. Plans
(indicating the main street and cross streets where the
lights shall be located) are to be detailed and show each
pole on the street where the lighting will be installed. The
plans shall also indicate from which pole(s) the electric
power is to be drawn and which pole is being used solely
as an attachment. The plans shall include the size of the
cable and the electrical load to be used, where and how
the lighting is attached on all ends, such as on another
street light pole, on a building, wooden stake, etc.; the
types of devices to be installed on the poles and the
heights of the equipment over streets and sidewalks. (GFI
outlets are required. Please be sure to refer to the
Highway Rules.)

Current profile
g Cumul.
78.66| 78.66
366 8232
132 8964
1027|1000

and documentation for the

of temporary and
other temporary lighting shall be received by
the division of street lighting at least number
days in advance of the desired
date plans indicating the main street and cross
streets where the lights shall be located are to
be detailed and show each on the street
where the lighting will be the plans
shall also indicate from which the
power is to be drawn and which is being
used solely as an attachment the plans shall
include the size of the and the

to be used where and how the lighting is
attached on all ends such as on another street
light on a building wooden the
types of devices to be on the
and the of the equipment over streets
and are required please
be sure to to the highway rules

all plans
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Where does The answer come from?

 Have a look at the questions on the form.

 Which person on the Candy Apple team
will find the answer?



Provide a list of stuff to assemble
and deal with
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Sometimes more than one person
has to fill in the form.

¥ -
.

Image credit: Shut
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How many PaoPle for our form?”

 Let's have another look at those answers.
« How many people do we have to talk to?



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 — .



Provide a list of actors
and their roles

The Perfons.

" Horner, M-~ Har::
M- Harconrt, M- Kenafton.
M Dorilant, M Lydal.
M Pinchwife, M= Mobun.
M Sparkifb, M Haynes,

Sir Fafpar Fidget, M- ¢C artweright.
M Margery Pinchwife, M Bowtel,
M Alithea, M Fames.
My Lady Fidget, M Knep.

M Dainty Fidget, M= Corbet,

M Squeamifb. M Wyatt,

Old Lady Squeamifh. ~ M™ Rautter.

Image credit: http://commons.wikimedia.org/wiki/File:Country_Wife_1675_cast_crop.png



Four people with inspiring ideas about forms
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Ginny Redish, writing and usability expert

e Follow her @GinnyRedish

 Even if you already have the first edition of
“Letting go of the words”, buy the 2"d edition

Janice (Ginny) Redish

it b
| Writing We ,
| content that Works
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\f\/L\cd’ sfeps do we need in ﬁ\é new form?”

« How are we going to organise the flow for the form?
 What are the steps in the process?
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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|

51

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




Use summary menus rather than
progress indicators




‘Complex’ and ‘simple’ in forms

Users and usage of complex
forms

Conversation and flow In
complex forms

Appearance of complex forms




Four people with inspiring ideas about forms
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Jessica Enders, forms and survey expert

* Follow her @Formulate
* Find her articles at: http://formulate.com.au/




Remember the craze for “MadLibs” forms?
Jessica did one that works. ‘

coles Car Insurance & T (@AY o avec e

Pay annually or by the month

I.itt'.e Red Quote Want some help? Call us on 1300 265 374

Get a premium estimate

15% for flybuys members
kept overnight at postcode . Car not listed? Yo youy

Iwantto insure a year [»] make[x] model [=] tvoe [~] 1SA\."E Buy online and save 10% or

The main driver of this caris a femaleEborn an dayE month E year |Z|

In the last 3 years, this driver has made carinsurance claims.

qubuqs Do you have fiybuys? @ Yes @ No flybuys members save 15% for buying online
Mot a member?

Promotion code cannot be used with any other offers. (online and anline flybuys discount still apply)

=» Estimate your premium



T. Make sure that each label is:

I p e near toits own field

o far from any other field

More about label placement on these forms:
http://bit.ly/cXPcuV

57
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One example of best practice in this form:
unsplit names

Contact name in Group: Telephone:

Mayor’s Office Street Activity Permit (if appropriate) #: (Please attach copy of permit.)
Electrical Contractor Performing Work: License # of Contractor:

Contractor 24 Hour Contact Name: Telephone:

http://formulate.com.au/articles/the-name-riddle/
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Try to avoid splitting names,

I ip especially for mixed ethnicities
- j,f .




‘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

« Try VocabProfile for a quick check of the words you’re using
 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

Conversation
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And tips about appearance

e Ensure each label is:

— near to its own field, and
— far from any other field

« Try to avoid splitting names, especially for mixed ethnicities

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

64 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)




