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| need to pay
a parking ticket
in Newcastle.
I've lost the ticket.

Where does
the form start?
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I've lost the ticket.

Where does
the form start?
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| need to pay
a parking ticket
in Newcastle.

I've lost the ticket.

Where does
the form start?

Pay a parking fine
(Penalty Charge
Notice)

If payment is made within 14 days
of the date that the PCN was
served a discount of 50% of the
penalty charge is applicable (that is
£25.00 or £35.00 would be due).
Where a PCN has been issued
following enforcement by the
ANPR car (that are PCNs beginning
with NU90) the 50% discount is
available for 21 days after the joint
PCN/Notice to Owner is served.

Pay online

Pay yol < browsealoud 5 nine



| need to pay
a parking ticket
in Newcastle.

I've lost the ticket.

Where does
the form start?
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parking.newcastle.gov.uk

Newcastle ng

City Council 2052

PCN Details

You can use this site to pay for a Penalty
Charge Notice (PCN), to submit an
appeal or to view information about the
contravention. Details regarding a PCN
will usually appear 1 working day after
the PCN was issued or 3 days in
exceptional circumstances.

PCN details

Vehicle

Registration [ ]
Number

Penalty Charge 1 ]
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| need to pay
a parking ticket
in Newcastle.

I've lost the ticket.

Oh dear.
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parking.newcastle.gov.uk

Mfﬂ?&lﬁﬁ =

PCN Search > PCN Details

PCN Details
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PCN Details

Vehicle Registration
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It's a form
ifit ...

Looks like a
form and
works like a
form

i

Allows
someone
to achieve

a goal

| /



Interaction

DeSIQn ‘Looks like a
form and
works like a

form

Content
Design

Allows
someone
to achieve

a goal

¥/ Service
| /amm Design
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Where you
put the pixels

Looks like a
form and
works like a
form

The questions

you ask
Asks
guestions
and expects
answers
S , Allows Y U )
'. Sers
someone
The answers to achieve needs
you need P agoal ,

I/ R (and business ones)



A great form works well across

all three layers

Appearance

Conversation

Relationship

N
Lovely and legible.
Simple interaction

s
|
\/7_\
Easy to understand
and answer

Goals achieved

12 Schema from “Forms that work: Designing web forms for usability”, Jarrett and Gaffney (2008) www.formsthatwork.com



How to look at a form



Step 1

Don’t look at it

yet



Step 2

Choose a persona
Write the story of why that
persona Is filling in the form

write down
your assumptions



“I've always loved the sea”
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Step 3

Fill In the form
as that persona,
as honestly as you can

keep notes



{7 GOV.UK

Home Births, deaths, marriages and care © Death and bereavement

Licence

Get alicence for aburial at

seain England
Apply for this licence

Start now >

on the Marine Management
Organisation service

Overview
You can apply for a marine licence to bury someone at sea:

« off The Needles, Isle of Wight

* between Hastings and Newhaven

« off Tynemouth, North Tyneside

You can also propose a new site when you make your application. You'll need
to supply coordinates and evidence to demonstrate that the site is suitable
for burials at sea.

You’ll be responsible for ensuring the coffin is built to the correct
specifications.

The Marine Management Organisation (MMO) has the right to inspect the

EXNE -




Step 4

Now look at It
How did 1t work across
the three layers?

Appearance
Conversation
Relationship
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Step 5

Do user research

How do users interact in practice?

Appearance:
Conversation:
Relationship:

W
W

nat worag
nat are t

s do users actually use?
ne real users like?

W

nat are t

neir needs?
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How to look at a form

1. Don’t look at it.

2. Choose a persona and write the story of
why that persona is filling in this form.

3. Fill in the form as that persona,
as honestly as you can.

4. Now look at it.
How did it work across the three layers?

5. Do user research
nvestigate your assumptions
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Bonus: how to review anything

1. Don’t look at it.

2. Choose a persona and write the story of
why that persona is using this thing.

3. Try using the thing as that persona,
as honestly as you can.

4. Now look at it.
How did it work across the three layers?

5. Do user research
nvestigate your assumptions




23

Tips for user research on forms



Observe people as they use the forms

24 Image credit: Fraser Smith glenelg.net



Track a sample of forms

I i p through your process

Look for: minimum time, maximum time, mode, errors, loops,
customer contacts, staff involvement.
But most of all; for errors.

25 Image credit: Shutterstock



In some ways,
~ paper IS easler for d|scovery

26 Image credit: Katy Arnold @katyarnie



In their own environment

With their real data
« While you watch and take notes.

Users have another go at a complex form:

Try a ‘replay study’




How to write for a form
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How to write for a service
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The answers
you need

- Looks like a
form and
works like a
form

Allows
someone
to achieve

a goal

| /
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Form structure
How to structure web forms for GOV.UK
Services.

1. Know why you're asking every question
2. Design for the most common scenarios first
3. Start with one thing per page

https://www.gov.uk/service-manual/user-centred-design/
resources/patterns/form-structure.htmi


https://www.gov.uk/service-manual/user-centred-design/resources/patterns/form-structure.html#section-1
https://www.gov.uk/service-manual/user-centred-design/resources/patterns/form-structure.html#section-2
https://www.gov.uk/service-manual/user-centred-design/resources/patterns/form-structure.html#section-3

When we're stressed, the amygdala grabs as much
resource as possible. So, cognitive deficit.

Amygdala

32 Idea from Naintara Land Image credit: http://www.memorylossonline.com/glossary/images/amygdala.jpg
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Many “easy” questions can trigger stress

Every time a website asks: “Male or Female?” and
offers no opt-out, no “It's complicated,” | pause. |
have to think about what | want to answer and why.
Do | check “female” to match the name | still give
and the socialization | received? Or do | check
‘male” and risk someone noticing the discrepancy,
because this reflects myself?

£ A BOOK APART

Eric Mey

From “Design for Real Life” S Wacor B
Eric Meyer and Sara Wachter-Boettcher UES‘EN F[]R
https://abookapart.com/products/design-for-real-life REAL UFE




What's the most common circumstance?

Image credit: Fraser Smith glenelg.net
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The questions
you ask

- Looks like a
form and
works like a
form

Allows
someone
to achieve

a goal

| /
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Questions with ‘yes’ and ‘no’ answers
can be fricky

Do you or your partner get Child Benefit?

Yes Mo
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If you're a dolphin,
are you more like a rhino or a shark?

W

"

<
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There are (usually) more answers in the world
than in the official process

2. Did you find what you were looking for today? *

O Yes, | found what | needed.

O Mo, | was not able to find what | needed.

Question from a computer manufacturer’s survey
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Why ask for a telephone number?

Telephone Number
®
Organisation Name (Employer)
Date Of Birth
Security Question
Select One E|

Security Answer
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Why ask for a telephone number?

Telephone Number

Organisation Name (Er

Date Of Birth

Security Question

Select One

Security Answer

®

Customary input formats:

- FOR United Kingdom:

FORMAT: STD NUMBER
U.Kingdom: 02012345678

- FOR International:

FORMAT:; =CC (NDD)STD NUMBER
Netherlands: +31 (0)20 12345678
Hungary: +36 (06)1 12345678
U.Kingdom: +44 (0)20 12345678
- FOR International without NDD:
FORMAT: +CC STD NUMBER
Norway: +47123 4568900

Spain: +34 91112345678
America: #1123 4568900
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“You must enter this item”

Telephone Number

+44 (0)1525 370 379

Organisation Name (Employer)

You must enter this item

Date Of Birth

You must enter this item



42

Please join the discussion:
'What to say in error messages’

https://designpatterns.hackpad.com/
What-to-say-in-error-messages-HIGXPZ7XiGO
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Where you
put the pixels

- Looks like a
form and
works like a
form

Allows
someone
to achieve

a goal

| /
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Users don’t want to read

WWhat's New ”m
MVA Progrvns o) wToee hime oW e cerd
About MYA

Conge. ol Ao

4 i Mk Maryland's Online Vehicle Registration Renewal

Dyend

Welcome lo the Maryland Motor Vehicle Administration
o COMMITTED TO SAFETY, BEAVICE. AND YOU
teene + T . . 5

Meng bero
WD Tory Hory

Wedoome 10 2 VAL In 1oday's 1ast-pacsd world, the MVA undarstangs the nsed
10 make cur Seveas mors comenienl foe you, Ve am 10 sivpHly your He, and

gz Now you tan rénsw your wehicle segisteation tight awer the Intemel Here's fow
Bagdomen Naowey
WL Xdmaza « Fallow the simple instrections.

Vishichs Servces 5

osasey'ess * You will also nesd;

@ o The whicle 3tie numbar

o The dcenge plate rumber
o AVies, MasterCand 0r chack [momsy mders & Iraweleey chacks not

scoepled)

oMV

What's New
MVA Progr sns
About MVA

Rsedsnd fima
Crii g Seeara
A, Soce M
EIN Yerugered
P‘nn" ’lrr.rn P o
VR Etaneian

Vehicle Senices
Deiver Services

<z

1

Welcome to the Maryland Motor Vehicle Administration
COMMITTED TO SAFETY, SERVICE, AND YOU

Helptel Link

PN I

Important Information!

Whe Can lse the eMVA On.Line Registration Renewal Service?

Most peaple with a passenger vehicle, matorcycle, trailor or truck under 26 000
Ib=. can use this senice. To rénew your registrataon, your 1ags must expiré withn
the next two months, or have slready expired. ¥ you have outstanding parkong
bickets, msurance wolations, efc., you cannct use this sanice and you will have to
wisit one of cur MYA Full Serca Offices I you hawe moved, you cannot use thes
senice untl you notify the MVA of your new addrass If you have an MVA PIN,
you can Changs your address on-ling, then rénew your régetration

Upon compleling 8 registration renewal transacton, you will have the option to
peint @ TEMPORARY REGISTRATION This documant will enable you to operate
your vehicle until your registration card and sticker arrive by mail. A TEMPORARY
REGISTRATION is not transferable and may not be used on a vehicle othes than
the ong to which # was ssued You will recema your mgistration card and stickar
within five 10 len days. Please place the TEMPORARY REGISTRATION in the
lower nght comee of your rear window if your cument registraton expres befors
recaipt of your new sticker and registration card

Insurance Information -

By completing this On-line Vehicle Registration Renawal | you are cemtifying, under
penally of perjury, that the vehicle foe which the registration 1= being rénewed is
covered by at least the minimam amounts of msurance requend by the Maryland
Motor Vehicle Law You are futher cerifying that this vebucle wil bo continuously
Insured throughout s regestration penod

Maryland kw réquires thal you netiy the MVA of any Changes in your Insursnce.
You can notify the MVA by -mail at insrancei@mdot state md.us Your e-mad
must include your name, sddress, vehecle tithe number, new insurance company
name (nol agency name) and pokcy number. Tha MVA will update your reconds
by the next business day. § you would like additional informatyon on Maryland's
mandatoey insurance law wsit our Insutance Infarmation page

For quastions or comments aboul on-lee ragistralions, pleass e-mail us 3l _'J

http://mva.state.md.us Image credits: Ginny Redish



http://mva.state.md.us/
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Readers and rushers - tax forms

™

 Pensioners  Tax office staff

* Lower-paid « Accountants
self-employed « Higher-paid employed
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Rushers do better
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Users want a ‘quick start

“Officials need to take a behaviourally
realistic view of how citizens fill in forms and
to cut back the length of guidance leaflets as
well as forms themselves.

Forms and guidance should be designed to
facilitate a 'quick start approach by people.”

National Audit Office 2002



People read
forms differently

48 Image credit: http://www.uxmatters.com/mt/archives/2014/09/eye-tracking-in-user-experience-design.php



‘National Science Foundation'
WHERE DISCOVERIES BEGIN

NATIONAL SURVEY OF COLLEGE GRADUATES

Please enter your username and password:  The National Survey of College Graduates
Usemname: | (NSCG) is a longitudinal survey, designed to
= d.| provide data on the number and characteristics of
assword:

: experienced individuals with education and/for
M employment in science and engineering (S&E), or
S&E related fields in the United States. The
NSCG provides the opportunity to study the
education and career paths of the nation's
college-educated individuals in the workforce \
such as salaries, whether the college-educated l —_—
population was working in their highest degree
field of study, specific occupations, and a gender breakdown of the
workforce.

For questions regarding this survey, contact:
NsScg@census goy
Phone: 1-888-262-5935

*MATARNING**

'Y ou have accessed a UNITED STATES GOVERNMENT computer. Use of this computer without authorization or for purposes for which authorization has not been extended is a violation of Federal |

avy and can he punished with fines or imprisonment (PUBLIC LAWY 93-474). System usage may he monitored, recorded, and subject to audit. Use of this system indicates consent to monitoring and}
recording. '

49 Image credit: http://www.uxmatters.com/mt/archives/2014/09/eye-tracking-in-user-experience-design.php
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Accept the ‘box suction effect
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Join us: working on design patterns

For published patterns, search for:

“service manual design patterns”

Or join us on
https://designpatterns.hackpad.com



https://designpatterns.hackpad.com/
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More slides http://www.slideshare.net/cjforms

Forms

that work
Undersﬁnding forms 1o

improve Tt\e,ir olesign

Design tips
for surveys
2012

Caroline Jarrett
User Interface Engineering / Rosenfeld Media Seminar

G) Effortmark

Design tips
for complex forms
Malta 2012

Caroline Jarrett

0 Effortmark

Design tips
for complex forms
2011

Caroline Jarrett
J.Boye Conference Denmark

(effortmark




54

Caroline Jarrett

twitter @cjforms
caroline.jarrett@effortmark.co.uk
www.effortmark.co.uk

E Forms
that Work

Designing Web Forms for Usability

Caroline Jarrett » Gerry Gaffney

Surveys that work
(in progress)
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