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0) Motivation
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2 Learning curve for new software systems
S Software documentation approaches:
g o Hard-copy manual, PDF files
X o HTML help, context-sensitive help

o Documentation generation tools

Computer-supported instruction approaches:
o Active tutorials, computer-assisted learning by play-back
o Intelligent tutoring, animations

o On-line tutorials/help/support
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Example: Orion Systems Ltd

Raphsody Message Mapping tool
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% test] - Symphonia Mapper - [map mainPatientMessage]
(5] Fle Edt Yiew Mapping Testng Window Help

I (=5
=12 x|

BEECEE RS

2l map mainPatientMessage( [in] PatientMessage in, [out] PVisitMessage out )
mainPatientMesse B Q}! B2y out
[ MapDa!_eHewrdT =11y PatientRecord G40 PIDField
&l MapPatientiddre: | El-eg PatientNameRecord #1-6%, MedRechumField
[E] MapPhysicianfec ) Lna
-] MapTreatmentRe o N | mag MapTreatmentRecordToTreatRecord( [in] TreatmentRecord In, [out] TreatRecord Out) B
E‘"lhj Fatientl} =y In v Out
| Bk Pebentd gy TreatmentCodsField -
Ehd Pﬁt'er_‘MS't €0 TreatmentT ypeField
=l vy VistReg i TreatmentDateRecard
- vpdg Visit ¥ TreatmentUnitsField
B '.H Tre €0 TreatmentQuantityFisd
2 w - TreatmentCostFisld
[+ !“
| s
3. (4eternal Func. | | & @ EX|for if whch| @ | | B 3 -
nap HapTreatmentRecordTDTreatRecord( ¢— Input: TreatmentRecord In, —: Output: :Treat;[
ﬂ Happing File. .
Happing Complete. HapDateRecordTostring| In.TreatmentDateRecord.DateRecord,. Out. TreatDateField. #F
Out TreatKindField #PCDATA = In. TreatmentTypeField. #PCDATA:
Cut . TaxField #PCDATA = In. TreatmentCostField #PCDATA = 0.1
Cut . CostField #PCDATA = In. TreatmentCostField #PCDATA = 0.9:
if{In.TreatnentQuantityFisld  #PCDATA > 1)
[l Qutpiit Global Search . . .
Cut . CostingField #PCDATA = "costingl':
Done
sl=e
Out CostingField #PCDATA = "costing";
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0) Issues in Documenting
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Orion’s documentation team builds PDF tutorials
Interaction with clients difficult

Distributing tutorials & updates difficult

Feedback from users virtually impossible

Can’t tailor tutorials to different user group needs
PDF very “static” approach to tutorial

Integration with Message Mapper poor
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O) Reciprocity Approach
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1. Support tutorial

designs Authoring

»{ program

Author «

2. Support
- tutorial
designs

7. Present user
profiles, usage
and feedback

6. Query use

profiles, usage -
and user Shared
feedback
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3. Using support

Viewing
program

service tutorials

———»
‘—

4. User profile and
course usage and
review information

5. Store user profile,

course reviews and
usage information
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O) Tutorial Authoring
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2 Concept of lessons:
-4
g o Target application tutorials
z o Tutorial has set of Courses
§ o Each course has set of Lessons
P . . )
0 o Lesson index gives set of Subjects
o

Subjects made up of one or more Pages — text, graphics,
animations, user interaction

Pages/subjects/lessons/tutorials can be rated

Different users have access to different lessons etc.

‘LSE
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O) Tutorial Authoring
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E’;Recipru(ity Author
File View Edit Text Tools

QBaEl h ¢

[ Courses

@ [ Subject 1: Background

[ Page 2: what s Ma
@ [T subject 2: Installation
[ Page 1: Installation
[ Page 2: Installation
©- [ Lesson 2: Using the Symp

2
@ CJ symphonia Mapper: Getting Started |
@ [ Lesson 1: Background and Inst -

[ Page 1: Introduction

B EOb i u

Rating Page Specification

Criteria:

Installation . Title ,,' o = Choices I
) | o v o the f =) =1
Installation is very straightforward. Note that in order HE|pTU|rIe SS 1ND’ helpul][bhgﬁ]ﬂy h .prUl][Helprl][\ t‘f\f HEL'
have administrative privileges on the target machine | Ov2rall [Poor, 1][2][3][4][Excellent, 5]
Z key (Serial Number), leave DEMO in the serial numk
pping| PIOGUCT S it e ottt ul
'
cont.|
honia| Welcome
-E Symphoni
The Installs
your compL
I |v/ askfor comments
— Add Criteria Cancel
[ Laye
? [m=]¥ single click = ‘ Cancel ‘ | OK
[ Isingle click
Q m L rSingle Click Parameters: idouble click
[ Action Region :m click
ey press
¥ coordinate: ’3297 vpe characters j
y coordinate: 343 height: 21

Instructions:

1. Atter reading the instructions on the screen, click once with the left mouse button on the MNext button o
progress to the next step in the dislog
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O) Lesson Usage
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Eg_;’g'lleciprocity Yiewer
Course list for "April Nixon®

n Introductio
Introductii
Micrasoft!

4% Intraduct

s nho

I not

gSVmphonia Mapper: Getting Started

Profile Scores History Messages

7

i . i L] .
Swmphonia Mapper: Getting Started vl Installation

@ Background and Installation
@ Background
Introduction
What is Mapping?
@ Installation
Installation
Installation cont...
@ LUsging the Symphonia Mapper
Launching the Mapper
The Symphonia Mapper
hessage Definitions
Uszing the Mapper
Main Maps
Submaps
lapping Repeating ltems
External Functions
Other Basic Operations
Compiling Mappings

Installation is very straightforward. Mote that in arder to install succes
have administrative privileges on the target machine. If you havent he
key (Serial Mumber), leave DEMO in the serial number field. vou will
product for sisty days hefore needing to register it.

-0 x|
‘ Reply | ‘ Delete | ‘ Check Mail | ’ Close ‘
Unread | Sender [ Subject [ Date

[m] April Nixon Time test message 25 Sep, 2001 3:11:...
[ April Nixon Re: Test message 1 Oct, 2001 1:29:0...
& April Nixon Re: Re: Test message 1 Oct, 2001 1:55:2...
[ April Nixon Testat2:20 1 Oct, 2001 2:21:0...
=] John Grundy Help needed re Lesson 1: Opening Docu... |1 Oct, 2001 5:07:4...

From:
_ Subjel
Welcome to the InstallShield W (.. ..
Symphonia Mapper
Hi thf
The InstallShield® vwizard will install 5
your computer. Ta continue, click Ne | T be
lessol
Thank|
End

Eeady

‘ First H @ Previous

[ ST

Course Ratings: Symphonia Mapper: Getting Started

Overall
o1

N
w
S

>

<
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0 Feedback to Authors
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E%Reciprucity Author
File View Tools

ol

Lal® &
3 Courses
@ [ Microsoft Word 2000: Advanced Fea
@ [ Lesson 1: Creating and Custom
@ [ Subject 1: About tables
D Page 1: Abouttables
D Page 2: Ahout tables co
[ Page 3: Abouttables co

: rGeneral Details
Title: [Microsoﬁ Word 2000: Advanced Features
Author: April Nixon

Date Created: 18 Aug, 2001 0:00:00 AM
Date Modified: 6 Nov, 2001 0:00:00 AM

©- [ Subject 2: Creating and Del

©- [ Subject 3: Changing Tables
D Subject 4: Formatting Table
D Suhject 5: Advanced Tasks
[} course Ratings: Microsoft Word

Title: Microsoft Word

Edition: Professional Platform

Version: 2000 Languag
rSupport Package Details-

Title:  Support Package for Microsoft Word 2000
Author:  April Nizon

Statistic Type

MNumber of times course opened

Total time spent viewing course by all users

Average time spentviewing course
Average course rating

Rating Criteria Specification

Recipient(s): Criteria Title: lOveraII

=Alluse

Microso :
Choices

Categorny | Value
Poor |1
|2
|_ 3
= 4
Subject: Updatet [Eycellent |5
To all users,
The scond lesson in this ¢ pHew Choice
clude two new subjects. I | Categony | |
stornised shortcuts and ec Value: | | Add
Course Author,
& pril Nixon - =
Delete Cancel OK

| Cancel

| l Send |
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O Tool Architecture
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Client Side Server Side
http(s)
Author < > Remote //|/' Remote Author Tep/ip
Client Author —>
Author Server \ Mast
aster
GUIs \ Server IF Client IF Server
bitmaps, ~
Target Software
events o
Application Remote Learner Data
http(s)
Learner Server Manager
Learner Remote //|/' Client IF
: <+
Client Learner
GUlIs Server IF
\ events Course Designs
cache Datab
Target Software alabase
Application
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O) Evaluations
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g Two user surveys:
-4
% o Authors (Orion staff)
& o Users (Orion staff, Orion users, students)
(-9
?_ o Authors found most organisation & feedback facilities to be good,
S but desired greater authoring support and ability for users to do

“tests”’ at end of lessons

o Users found tutorial navigation, tailoring and content to be good,
but desired greater tool animation and help facilities

o Prototype only deployed with small number of authors/users so
unclear how scalable; issues with content creation support; issues
with caching lessons etc.
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O Evaluation #2
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g Two qualitative:

-4

Z o Using CAl assessment criteria

u o Using general usability criteria

(-9

< : : - :
2 o Supports integrated learning and usability well: encourages active
S users, appropriate use of multi-media, simple navigation and

supporting learner feedback to authors

o Areas for improvement navigation support, allow learners to “try
again” during animated demonstrations, provision of a testing
facility for learners to gauge progress

o Concurs with Orion staff assessment from user survey
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O Future Research
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Allow third-party authoring tools to provide content
for tutorials

Better integration with target applications
Better animation control of target applications
Navigation/search improvement essential

Need organisational support for active tutorial
content development and delivery

S E SOftwaI'e /373~y THE UNIVERSITY OF AUCKLAND
Engineering s
‘ The University of Auckland gLf\*ﬁJE




2004 |

O) Conclusions
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Learning to use software applications is hard —
nothing likely to ever fully solve this...

Various approaches exist to support learning, but
author/user feedback cycle very limited or non-
existent

Reciprocity demonstrates that it is feasible to provide
this feedback loop for software documentation/
tutorial authoring and delivery
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