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Introduction

0. Introduction

The aim of this tutorial isto provide a brief general introduction to cognitive modelling as it
relates to work on Human-Computer Interaction, and to give you the basic skillsin applying one
particular style of modelling, Programmable User Modelling Analysis (PUM Analysis, or
PUMA). So that the material can be presented or worked through in discrete units (each of which
isintended to take 3-4 hoursin alecture or tutorial context), these notes are split into two
sections. The intention is that each section should be self-contained, though section 2 presumes
knowledge of section 1. Thus, it is possible to just work through section 1 and (hopefully) go
away with a good general understanding of what PUMA is “about” as an approach to cognitive
modelling. Section 2 builds on that understanding, and relates it more to large-scale practical
projects.

By the end of thistutorial, you should have a reasonable understanding of:
a) what a cognitive model is (and isn’t);

b) what cognitive modelling techniques are good for, and in particular how to identify
situations that PUMA is suited to; and

¢) the basics of the cognitive theory that underpins PUM Analysis.
Feedback and suggestions for improvements are most welcome.






Chapter 1: Introduction to cognitive modelling

Section 1.
| ntroduction to Programmable User
Modelling in HCI

1. Introduction to cognitive modelling in HCI

We start with a general overview of cognitive modelling as applied within HCI — focusing on
techniques that allow us to make predictions about user performance when working with devices.
This first chapter provides a general introduction to cognitive modelling in HCI. Subseguent
chapters in this section will give an introduction to Programmable User Modelling and an
overview of PUM Analysis, including small case studies.

What is a “cognitive model”?

A “model” is arepresentation of something that is constructed for a purpose. So, for example, a
flight simulator is a model of an aircraft cockpit that enables pilots to learn how to fly a
particular type of aircraft, and deal with emergency situations in safety, but it does not enable
anyone to travel from Heathrow to Boston. Similarly, a cognitive model is a representation of
ways people think that is developed for a purpose. For cognitive psychologists, the main purpose
is often to give them a framework for talking about the way people think; in HCI, the purpose is
more often to give designers a way of thinking about usability issues from a user-centred

perspective.

Cognition is concerned with how people think — i.e. with rational, reasonable behaviour. So, for
example, it may cover how people solve problems, learn, remember, or perceive things. It does
not, in general, cover non-rational aspects of human behaviour such asfalling in love, feeling
happy or depressed, or having a phobia. In terms of use of computers, of course, this means that
we can talk about a high proportion of the relevant concerns.

A cognitive model, then, is a representation of the way a person (the user of a computer system)
thinks.

Cognitive models and cognitive architectures

Some cognitive models are based explicitly on cognitive architectures. An architecture is a
structure that constrains how the system behaves. So, for example, the layout of roomsin a
house or an office building influences the way that building is used; how strong the influence is
depends on how general or specialised the architectureis. Similarly with cognitive architectures
— though in this case, the architecture underlying a model determines how that model behaves,
not how real people do! A cognitive architecture is a theory, or a framework, for understanding
cognition, and cognitive modelling involves working with the representations or constraints
imposed by the architecture being used.

While some cognitive architectures, such as ACT-R' and Soar’, have been implemented in
computer systems, very little cognitive modelling work in HCI makes direct use of such
architectures. It takes too much time, effort and expertise to construct such detailed models. So
their main contribution is to developing a better understanding of the features a usable cognitive
modelling technique needsto have.

PUMA is based on symbolic modelling; i.e. it includes an explicit representation of knowledge or

1 See ANDERSON, J. R. (1993). Rules of the Mind, Hillsdale, NJ: LEA.

2 See NEWELL, A. (1990) Unified Theories of Cognition, Harvard University Press, Cambridge,
MA.
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beliefs and an explicit mechanism that determines how knowledge is used to determine behaviour.

Most work on symbolic cognitive modelling can be traced back to that of Allan Newell and
others® on the General Problem Solver (GPS) and the Model Human Processor (MHP). This
early work was based on experimental results of people being asked to perform certain kinds of
problem solving (such as syllogistic reasoning — e.g. “All farmersrise at dawn; Brenda rises at
dawn; isit true that Brendais afarmer?’ or “All bakers get up at 3am; Bill is abaker; isit true
that Bill gets up at 3am?’). It focused very much on mental tasks that took little account of the
role of the environment in problem solving, and on problem solving of the “right or wrong”
variety.

More recently, the essentially interactive nature of work with a computer system has been
acknowledged, and interactions now tend to be modelled in terms of user and device taking turns,
and the user using the device as aresource.

What is cognitive modelling?

A simple definition of cognitive modelling isthat it is the process of constructing a model of the
way a person thinks, and then reasoning from that model. Some models are paper-based
descriptions that can be used to focus the analyst's thinking and to support reasoning about
behaviour. Others are “simulation models” that can be run to simulate particul ar aspects of the
way we think and behave. Such models are implemented as computer programs, and produce
output that can be compared with people’ s behaviour; this comparison can be away of assessing
the validity of the model.

A lot of cognitive modelling is based on the notional goal of constructing a computer simulation,
but without “going that far”. The focus of such modelling work is generally on producing an
appropriate representation of the knowledge that the target model would need if it were to be built
and run. But here we' re getting into too much detail too early....

Why do cognitive modelling in HCI?
There are two main reasons for doing cognitive modelling in Human-Computer Interaction:;

a) to predict what aspects of a particular device might be easy or difficult to use and/or
learn. To anticipate areas where people are likely to make persistent errors.

b) to develop a better general understanding of how people interact with computer
systems, and what makes computer systems easy or difficult to use.

The natural assumption, for most people, isthat the main point of cognitive modelling isto have
a cognitive model to look at, observe the behaviour of, or show to other people. Although this
may be important in some cases, in many instances it is a secondary concern; the main insights
in terms of design come from the process of building the model, rather than from the end result’.
Producing a cognitive model forces the analyst to describe the design in a particular way, to make
assumptions explicit and to face up to aspects of the design that are contradictory, inconsistent, or
under-specified. It is only when a complete and consistent model has been produced that it can
possibly be run, to find out what behaviours are predicted. But most of the value of modelling can
be obtained earlier in the process.

Approaches to cognitive modelling in HCI
To illustrate various approaches to cognitive modelling, let us consider a non-HCI task, and

3 See NEWELL, A. AND SIMON, H. (1972). Human Problem Solving, Englewood Cliffs, NJ:
Prentice Hall.

or: CARD, S. K., MORAN, T. P. ANDNEWELL, A. (1983). The Psychology of Human Computer
Interaction, Hillsdale : Lawrence Erlbaum.

4 This same argument has been made for the use of formal methods in design — that the main
insights come from the process of describing the problem in a particular, rigorous, way rather
than from looking at the product (aformal specification).
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discuss in general terms how it would be analysed using three techniques: GOMS®, Cognitive
Walkthrough? and PUMA. Thetask we'll use for thisis doing your grocery shopping.

A GOMS analysis involves describing the task structure and decisions made by the user in terms
of Goals, Operators, Methods and Selection rules. A goal is something the user wants to achieve;
in the case of grocery shopping, this might be expressed as “User possessesitems A, B, C...".
Operators are the low-level actions the user can perform (such as picking an item off the shelf, or
signing a credit card slip; the analyst chooses an appropriate level of detail according to the style
of analysis being conducted). Methods are the procedures needed (i.e. the sequence of operatorsto
be applied) to achieve goals; for example if we defined a“paying by credit card” method, it might
consist of the steps:

open wallet;

take out credit card;

hand card to cashier;

sign credit card dip;

retrieve card, slip and receipt;

return card to wallet.

We could leave this as the lowest level of analysis, or we could break some of these steps down
till further, creating a hierarchy of methods. Thisis not the only way of paying (i.e. of achieving
the goal of having paid for the goods); for example, the analyst might also define methods for
paying by cash or cheque. If there are multiple methods that address the same goal, the analyst
should also define Selection rules to specify under what circumstances the modelled user would
select each of the methods.

For something as routine as paying, it is easy to define methods. If it were a useful thing to do,
the user’ s behaviour could be completely modelled for any given set of initial conditions, giving
approximate times to complete the overall task.

For the larger task of doing the shopping, it isless easy to define methods — unless the
shopping is a completely routine activity, such that one could say that it consists of getting a
loaf of brown bread, then getting 2 pints of semi-skimmed milk, then getting half a kilo of
Cheddar cheese, and so on. Using GOMS, it is hard to describe the opportunistic nature of most
real shopping activity, for which a more realistic main goal might be “ User possesses appropriate
food for the week”, and for which real user actions might include picking up a new kind of dessert
because it looks interesting, or choosing 4 cans of brand X beans, rather than 1 of brand Y
because X is on special offer this week.

GOMS iswell suited for analysing routine tasks, for which the user knows all the relevant
information about the system they are working with and which can be described in terms of
procedures.

Cognitive Walkthrough is aimed more at analysing exploratory behaviour, in which the user
doesn’t know in advance how to achieve their goals, but learns it through the interaction.
Cognitive Walkthrough is normally conducted by several analysts, who agree atask scenario (e.g.
the Bloggses want to buy all their food for the week, including holding a dinner party for 8, at
which they plan to serverisotto and a range of desserts), a user profile (the Bloggses do most of
their shopping at the SaveAL ot superstore, so they are most familiar with that style of shop), an
action sequence for achieving the task, and a description of the interface. Each analyst then “walks
through” the action sequence, aiming to tell a“success story” (or, failing that, a failure story)
about how the user will achieve the intended effect and know that the effect has been achieved.
Cognitive Walkthrough focuses primarily on how easy it isto learn to use a new interface (or, in
this case, where things are in an unfamiliar shop) rather than how easy it is to subsequently use

5See CARD, S. K., MORAN, T. P. ANDNEWELL, A. (1983). The Psychology of Human
Computer Interaction, Hillsdale : Lawrence Erlbaum.

Or: JOHN, B. & KIERAS, D. E. (1996). Using GOMS for user interface design and evaluation:
which technique? ACM ToCHI. 3. 287-319.

6 See WHARTON, C., RIEMAN, J., LEWIS C. AND POLSON, P. (1994) The Cognitive
Walkthrough method: a practitioner’s guide. In J. NIELSEN AND R. MACK, Eds. Usahility
Inspection Methods. pp.105-140. Wiley : New Y ork.
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that interface. So a Cognitive Walkthrough analysis of shopping would concern itself with the
signposting and labelling around the shop (If the user doesn’t know where the frozen peas are,
will they be able to find this out? Will the user easily know where to pay? Will the user be able
to quickly discover whether or not the shop sells Maraschino cherries??). The task of paying for
the goods, which is easy to describe using GOMS, is much more difficult to describe using
Cognitive Walkthrough, because it is not the kind of task that is usually learned through
exploration.

PUMA has much in common with each of these approaches, but focuses more on how the user
deploys knowledge in achieving their goals. The analyst describes the objects the user isworking
with — such as foodstuffs, locations and cash, relationships between those objects (e.g. how
much cash each product costs, where in the store a product is displayed, what products arein the
user’s trolley), and operations that the user knows about. In this case, the most important
operational knowledge the user needs to have is that to buy a product it must first be in the
trolley, that to put it in the trolley it must be on a nearby shelf (visible to the user), and that the
way to find a product is to search the shelves and walk around, following signs if there are
relevant ones around. If the user is near a product that is on the list (so that the “precondition” for
putting it in the trolley is satisfied) the user can put it in the trolley. The sources of knowledge
available to the user from the environment consist of labels and his or her ability to recognise a
product from its packaging or appearance. In addition, the user may use knowledge from prior
experience — for example, that lemon juiceis classified as a cooking ingredient, not a fruit juice.
By laying out the knowledge in this kind of way, PUMA can be less prescriptive about the
precise procedures a user will follow to achieve goals, and focus more on the knowledge the user
needs, and how that knowledge is made available to them. While it would be difficult to use
PUMA to describe all the opportunistic decisions most shoppers make, it does allow the analyst
to be less prescriptive about procedures than other task-oriented techniques, and to account for
some of the ways in which the design of the environment influences behaviour. The knowledge
needed for paying would be rather more complex than that laid out for GOMS — e.g. that to have
paid, the user must have signed the credit slip, that a precondition for thisis that the user has
handed the credit card over to the cashier, which in turn necessitates having the card in the hand,
etc..

While cognitive modelling techniques have much in common, each is particularly well suited to
analysis of situations with particular characteristics. The model that underlies the Cognitive
Walkthrough technique focuses on novice users who are using a device in an exploratory way;
GOMS considers mainly routine expert behaviour; PUMA is particularly concerned with users
knowledge and the ways knowledge is used in the interaction.
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2 PUMA in design

The philosophy behind the Programmable User Model (PUM) approach to cognitive modelling is
that an analyst (a member of the design team) should have an “empty” user model — i.e. afixed
architecture — that they program with domain- and device-specific knowledge. They also have to
produce a device description (Figure 1) so that they can investigate the interaction between the
user and device.

ﬁ/lodelled

[ Modelled

(fixed)
USer's architecture device
knowledge ___»| (programmed
by analyst) —»
(programmed Avclys
by analyst
y analyst)

User model \ J
K (runnable) model of interactive system / \ /

Figure 1: the role of the analyst

The analyst develops a better understanding of user concerns in the design task both by going
through the process of specifying the user’s knowledge in the required format, and by observing
the behaviour of the running model (see figure 2). The language used for specifying user
knowledge is called the Instruction Language (IL). In practice, in this tutorial, we focus mainly
on describing the user’ s knowledge, and less on running models.
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Theuser isintended to do X
to achieveY.

She'll need to know Z.
How will she know that?

Describe the device in terms
of the knowledge a user
needs to perform tasks

How to modify design?

START _
HERE: /designer's
intended
procedure
predicted Express that knowledge in the
procedures Instruction Language (IL).

Run the model and observe the
predicted behaviours

Use the IL description to generate a
runnable cognitive model

Predicted different from
intended.
Doesit matter?
How to modify design?

Figure 2: PUM in the design process

Different design problems “succumb” to analysisin different ways. Some can be dealt with very
superficially: the IL description shows that the user needs to know X to be ableto do Y; there is
no way they can know X; thisis a problem! Others demand a deeper understanding of the
underlying cognitive theory. That theory is based on the kind of means-end reasoning originally
described by Newell and Simon’. Some design issues only become apparent if the analyst,
writing an IL description, understands the consequences of the description, in terms of the
implications for running models.

7 See NEWELL, A. AND SIMON, H. (1972). Human Problem Solving, Englewood Cliffs, NJ:
Prentice Hall.
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3. Overview of the PUMA method

The Programmable User Modelling Analysis (PUMA) approach to user modelling considers the
design of a computer system in terms of the tasks which the system is designed to support, and
what the user is expected to do to achieve those tasks. The user's cognitive architecture is
considered as a problem-solving mechanism of intentionally limited power — i.e. we don’t want
to assume the user can solve really hard problems; we want to say users are normal human
beings, with limited problem-solving abilities. The notional target of the analysisis to produce a
running simulation model of interactive behaviour, but the focus of the analysisis on describing
user knowledge and device state, as a means of identifying potential inconsistencies between
them.

The analysis consists of the following stages. Asin most design and analysis activity, these
stages do not follow each other in strict sequence, but provide a basic structure for the analysis
activity.

1) Identifying candidate tasks:

Thefirst stage is to identify candidate tasks for analysis by reference to the tasks the device is
intended to support. These tasks are ones that have both domain and device relevance; that is, they
are not tasks that relate solely to the device (e.g. “ press a button”), but neither are they tasks that
involve substantial knowledge about the context of use or organisational goals. Such tasks are
typically quite small, and described at a detailed level. Examples might include undoing some
typing in a multi-user editor8 or pasting multiple copies of a piece of text within a word
processing system. In this section, the tasks we consider are navigating around Web pages by
using “hot” links and the history mechanism and a text-editing task. In the follow-on section we
introduce some more substantial tasks. The selection of suitable tasks is based largely on craft
skill, with the aim of choosing tasks that a user might find difficult for one reason or another.

2) ldentifying conceptual operations:

The second stage is to identify conceptual operations to perform the candidate tasks. A conceptual
operation corresponds to an action that is selected under certain conditions to achieve a particular
purpose. For example, the task of deleting some text in an electronic document is achieved by
marking the text and then either deleting it or cutting it. The “ delete text” operation would be
described in terms of “ pressing the delete key to remove the text in the situation where the text is
no longer needed”, while the “cut text” operation would be described in terms of “ selecting the cut
command to remove the text in the situation where the text is to be used elsewhere”. All the
contextual information — such as what the preconditions of an operation are — is as important
as the specification of the device action. The difficult, but important, thing to keep in mind is
that these are conceptual; that is, they refer to the things the user is trying to achieve in the
domain, rather than focusing solely on device actions.

3) Describing the user’s knowledge in the Instruction Language:

The next stage is to describe the knowledge the user needs in an Instruction Language (IL), as
described below. It also involves describing the device in similar terms.

One important focus of the analysis while writing the description is defining how users know
things. Users might know things by coming to the interaction already knowing them, by looking
at the screen, by tracking the effects of commands, or by making inferences from what is already
known.

The process of writing this description may highlight sources of potential difficulty. Firstly, it
may become apparent that it is not possible for users to know particular things that they would
need to know to use the device effectively. Secondly, while experts may be reasonably expected to
know particular information, novice users might not; laying out the knowledge needed in the
Instruction Language helps the analyst to identify what needs to be known, and to consider how
the information is best made available to novices (e.g. through training, or in a manual). One

8 See YOUNG, R. M. AND ABOWD, G. (1994) Multi-perspective modelling of interface design
issues: Undo in acollaborative editor. In G. COCKTON, S. W. DRAPER & G. R. S. WEIR (Eds)
People and Computers I X: Proceedings of HCI’ 94. CUP: Cambridge, pp. 249-260.
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general heuristic to follow when writing an IL description isthat it should be kept as simple as
possible.

As aconstrained language, the IL limits what can be expressed formally. If important aspects of
the design or user knowledge cannot be expressed precisely in the Instruction Language then they
should be added as annotations. Such a description clearly cannot be converted faithfully into a
running model (see stage 5), but can be used as a basis for reasoning and hand simulation.

If the description of the candidate tasks in terms of the IL helps to identify serious usability
problems regarding what users need to know, then the analysis will typically stop here with a
detailed account of the source of the difficulties, and possibly some proposals for remedying them.

If no such difficulties are found then the analyst can proceed to hand simulation.
4) Hand simulation of the model:

Hand simulation may be done for just one operation or for an extended task. It involves giving an
account of how users acquire goals, become committed to operations, execute actions, and update
their knowledge of the device state. The modelled problem solving is based on means-ends
planning (identifying operations to address goals).

Hand simulation can also be done for just one modelled user or for users with different knowledge
(for example, novice and expert). The changesin user knowledge over an extended interaction can
be hand-simulated; this may identify points where the user’ s knowledge of the state of the device
can get out of step with the actual device state; for example, the user may fail to track the effects
of operations under certain circumstances or may track them inappropriately.

One aspect of modelling involves considering whether the effect of a command matches the user
purpose. Thisisto ascertain whether the effect is predictable to the user, and whether there are
circumstances in which there are potential mismatches between the user’ s intention and the device
effect.

5) Running the model:

The IL description can be considered as a programming language for a Programmable User Model
which, when compiled, yields a runnable cognitive model (see Appendix 1 for an example trace
from a running model). The behaviour of this model can be compared with intended user
behaviour; if there is a mismatch, then the analyst can refer to the trace of behaviour to identify
the cause of the mismatch.

The aim of this enterpriseis not to construct an artificial user (with al the real-world knowledge
such a user would typically bring to bear on the tasks in hand), but to provide the designer or
anayst with a means of identifying minimal requirements on the user's knowledge and
capabilities.

In practice, constructing a running model generally serves as a notional, rather than an actual,
target of the analysis, since the cost of constructing one for any sizeable problem outweighs the
likely benefits.

Discussion

PUMA supports usability evaluation through the requirement to specify user knowledge clearly,
to give an account of where that knowledge comes from and to compare user knowledge with
device commands, and also through the provision of a way of reasoning about interactive
behaviour.

However informal the analysis, the mode of working is guided by the requirements of a full
analysis. In particular, the knowledge analysis is guided by the requirements of the Instruction
Language, which in turn is designed as a programming language for the PUM architecture. The IL
provides alanguage for description, and a tool to support critical thinking in design. Describing a
design in terms of the IL also allows the analyst to develop the analysis further, to a full running
model if appropriate, using the existing IL description as a basis; in this way, the analysis can be
done incrementally.

Summary of Instruction Language

The IL is adeclarative language for describing the knowledge users need to achieve any task with
adevice. The L analyst'sjob isto describe what the user needs to know, and how any necessary

10
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information is made available to the user, so that the user can both perform the task and know
when the goal has been achieved.

The IL description consists of three parts:
o asetof declarations, listing
— the conceptual objects that the user is manipulating when working with the device, and
— relationships between those objects°.
* adescription of the user’s knowledge, consisting of
— conceptual operations, which embody the knowledge the user needs about actions and
effects,
— theuser’sinitial knowledge, and
— theuser’stask, in terms of relations that should hold truein the goal state.
» adevicedescription, listing
— the device commands that are available, in terms of the way the device state changes as a
result of the user issuing each command,
— theinitial device state, in terms of relations that hold true in that state, and
— what information is displayed to the user.

We need to expand on the various kinds of knowledge that must be included in conceptual
operations. For every operation, we need to say:

* why the user would select this operation — i.e. what its user purposeis, and

«  what the corresponding actionis1O.

For most operations, there will be additional important contextual information, notably:

e any arguments, or parameters, to the operation — i.e. any variables in the context that it
refersto (e.g. aselected piece of text or a particular page in aweb browser);

» any subgoaling preconditions — that is, conditions that need to be true before the operation
will achieve itsintended effect, and which the user should plan to make true (e.g. pressing
“delete” will only delete a particular item of text if that text is already marked);

a any filtering preconditions — that is, conditions that need to be true before the operation will
achieveitsintended effect, but that the user either cannot or will not make true (e.g. if the
user is building ared tower but has no red paint, then he can only pick up red bricks, so it
would be afiltering condition that the brick must be red; note that if there is paint available
then this condition might be a subgoaling precondition — i.e. the user might commit to
selecting this brick, but would then adopt the goal of having it red first);

» any predicted effects — that is, effects of the operation that the user can predict reliably,
without necessarily looking at the display (most important for effects that cannot be
observed, such as copying text to a hidden buffer).

The use of these different kinds of knowledge will be illustrated through the examplesin later
chapters.

One of the important considerations for the analyst constructing an IL description is how users
know all the things they need to know in order to achieve their goals with this device. There are
three sources of information: facts that the user knew at the beginning of the interaction and that
do not change (e.g. the user of an automated teller machine must know the relevant personal
identification number), information that is available from the display, and information that must
be predicted to be known. In many cases, an analysis that focuses just on this concern will
highlight many of the usability problems with a device — there are things that the user clearly
needs to know to work effectively with the device, but the information is not readily available
from anywhere. In some instances, additional insights might be gained from hand-simulating the
problem solving and external behaviour of the modelled user. Such hand-simulation can also be a
good way to validate the IL description, as discussed below.

9 Elsewhere, notably in most published papers, we make a distinction between two types of
relationships, which we call “functions’ (which are single-valued relations) and “ predicates’
(which are multi-valued). For the sake of simplicity, we avoid that distinction here.

10 Elsewhere, we sometimes refer to this as a “device-command”.

11
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4. Example of using IL: Web navigation

Toillustrate the use of the IL, we start with a small example, based on the use of a Web browser
such as NetscapeO Navigator.

Page A
link-to-B-
link-to-G .

Page D

link-to-E -
link-to-F~ +|_

Tink-to-C

JPageC A
L |link-to-D- [ ~
—_— ) link-to-B -
® Page B la-- -
link-to-C*
‘4 link-to-K- -[- ~ P Page K

Figure 3: an example of a small section of Web, including links

To illustrate the use of aWeb browser (particularly in case any readers are not familiar with Web
navigation), imagine we have a small section of Web asillustrated in Figure 3. If viewing page
A, the user can move to display page B (instead of A) by clicking on the link text “link-to-B”.
Since there is no explicit link from B to A, the only way the user can return to viewing A isto
press the “Back” button at this point. If she wanted to return again to B, she would have a choice:
to press “Forward” (which “undoes’ a*“Back”), or to select thelink to B again.

Consider a particular pattern of navigation: the user moves through pagesA ->B->C->D ->C
-> B -> K (Figure 3). What happens now if she presses “Back” twice?

Consider your answer to this question; think about what knowledge
about the device you are using to arrive at your answer. Then turn
over the page and see what the “right” answer is.
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Chapter 4: example: Web navigation

As anyone who has studied Web navigationl! will realise, the answer is “it depends’. This
example does not provide enough information to predict the outcome accurately. If the user has
done all the navigation using links then the answer is the most obvious one : the user will move
back to B then back to C. If, however, the user returned from D to C to B by pressing “Back”
then the effect of pressing “Back” twice from K will be to move back to B and then to A. The
reason for thisis that the history list is maintained as a stack, and if a new item is added to the
stack when the pointer is not at the top then all items above the current pointer position are
removed (in this case pages C and D in the history list) and the new item (K) is added. The
history list then contains A - B - K, so pressing “Back” twice moves the pointer from K through
B to A (see Figure 4).

K

B

C or:

D D

C C K
B B P B
A A A

Figure 4: alternative possible history stacks for this sequence of pages

To be ableto predict the effect, you have to have a sophisticated understanding of how the history
list is maintained by the browser (as a“lossy” stack), of how “Back” works in relation to the
history list, and also of the particular actions that the user performed to navigate from page D
back to page B.

So far, we have only considered what knowledge you, as a“fly on the wall” have to have about
this device to be able to make a prediction about the effect of the user’s actions. We are more
concerned, though, with what knowledge that user has, and with how they deploy their knowledge
to perform tasks. So let’s start laying that out.

Thefirst step of doing an analysisisto define some candidate tasks. In this case, we will consider
just one task scenario: the user has been navigating through several pages, using links and the
“Back” and “Forward” buttons; while navigating, she noticed another link label that was relevant
to her, and now she wishes to follow that link, but it was on a page a few pages back from her
current position.

The user is working with entities of various kinds, including pages and links. We can list both
object types and (for a particular scenario) relevant object instances. Let’ s assume that the pages
are linked as shown in Figure 3, and that the user’ s task involves comparing information that is
available on pages K and D. Let us say sheis now viewing page D, and wishes to follow the link
from B that pointsto K (except that she doesn’t know that it pointsto K; all she knowsis that
the link label looks interesting).
OBJECTS

page: A B, C D E F ..K ..

link: AB, BC, CD, DE, DF, DC, CB, BK, AG

To describe the state of the device, or the user’ s knowledge, we need to be able to talk about how
these objects relate to each other in general terms — i.e. what kinds of relationships between
these object types are possible? The obvious relationships are that alink joins one page to

11 See, for example, DIX, A. AND MANCINI, R. (1998), Specifying history and back tracking
mechanisms. In Palanque, P. and Paterno, F. (Eds) Formal methods in human-computer
interaction. pages 1--23. Springer Verlag., or

TAUSCHER, L. AND GREENBERG, S. (1997), How people revisit web pages. empirical findings
and implication for the design of history systems, International Journal of Human-Computer
Sudies 47 pages 97--137.
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another and that a particular pageis displayed.
RELATI ONS
j oi ns-page(link, page, page)
i s-di spl ayed( page)

We may want to add further domain-oriented objects and relationships as we work through the
analysis.

Theinitial device state can be described in terms of these relationships:

I NI TI AL DEVI CE STATE
j oi ns-page(AB, A, B), joins-page(BC, B, C ...etc.
i s-di spl ayed(D)

...and the available device commands can be described. We will consider the use of just “Jump”
(to follow alink), “Back” and “Forward”. It is not possible to describe the effects of “Back” and
“Forward” accurately without also introducing the idea of an ordered (or indexed) history-list. We
will represent the current device state by saying that particular pages have particular indexes, and
that one of these isthe index of the current page (i.e. the page that is displayed):
OBJECTS
i ndex: 1, 2, 3,
RELATI ONS
i n-history(index, page)
current-index(i ndex)
I NI TI AL DEVI CE STATE
in-history(1, A, in-history(2, B), in-history(3, O,
in-history(4, D), current-index(4)

Then the available device commands have an effect on which page is currently displayed and also
what the current index is:
DEVI CE COMVANDS
JUMP( LI NK)
if PO is the initially displayed page and 10 is its
i ndex and joi ns-page(LINK, PO, P) then JUMP(LINK) has
effect:
i s-di spl ayed(P);
in-history(l0+1, P);
current-index(l0+1).
BACK
if PO is the initially displayed page and 10 is its
i ndex and 10>1 and in-history(P, 10-1) then BACK has
effect:
i s-di splayed(P);
current-index(10-1).
If 10=1 then BACK is not a valid device command.
FORWARD
if PO is the initially displayed page and 10 is its
i ndex and in-history(l0+1, P) [i.e. there is a page
forward in the history list] then FORWARD has effect:
i s-di splayed(P);
current-index(l0+1).
If there are no pages forward in the history Iist
then FORWARD is not a valid device conmand.

To readers who are unfamiliar with such history mechanisms, this device description may appear
to be rather complicated. From a device perspective, however, it is a fairly simple abstract
description; the challenge now isto assess how such adeviceislikely to be used in practice.

We have quite alot of scope in defining the user’s knowledge. For the purposes of thisinitial
example, we will make the scenario very concrete: the user has navigated from page A, following
links that seem to point to pages that are likely to be relevant to the topic of interest, and is now
at D. On the way, there appeared to be another link from page B that might also be relevant, so
now the user wants to go there. How do we describe the user’s side of this scenario in the
Instruction Language? The user’s goal isto be in a state where sheis viewing a page that
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contains the relevant information. There are various ways we might choose to represent this. We
will opt for one that is moderately device-oriented, rather than one that would force us to add too
much knowledge about the relationship between the device task (get to a particular page, or pages)
and the domain task (find out particular information). We say that the desired state is one in which
the page displayed is one that islinked to B by alink that appearsto be interesting:
DESI RED STATE

i s-di spl ayed(page) such that joins-page(link, B, page)

We are also going to need relationships about pages and links the user remembers seeing:
RELATI ONS

have- vi si ted(page), have-seen-interesting(link)
USER KNOWS | NI TI ALLY

i s-di spl ayed(D)

have-vi sited(A), have-visited(B)

have-vi sited(C), have-visited(D)

have- seen-int eresti ng(BK)

Now we need to define just one more kind of information: the user’s knowledge of operations.
Thisisaway of relating what a user might reasonably be expected to know about the domain and
device with the relevant device commands.

For the purpose of this scenario, we only need to consider two operations, which we will call
“follow-link” and “retrace-steps-to-find-link”.

For the first of these, we wish to express the idea that the purpose of the operation is to display
some page (as yet unknown), about which the only thing the user knows is that the link label
looks relevant to the topic of interest. This can only be done if the relevant page (containing the
link) is displayed, and then the appropriate action is to follow the link (or “jump”). The second
operation expresses typical user knowledge about the use of “Back” to get to adesired link — that
the purpose is to see (again) some page that has already been seen, that had an interesting link on
it. We could describe a very similar operation that describes the knowledge the user would need to
revisit a page in order to review information that was displayed on that page. We leave it as an
exercise to the reader to define such an operation; we simply note here that the reason for making
adistinction is that the user applies different knowledge in the two cases, and that this distinction
might be important in some circumstances.

OPERATI ONS
follow link(link: L, page: Pany, page: Punknown)
user - pur pose: i s-di spl ayed( Punknown)
filtering-precond: j oi ns-page(L, Pany, Punknown)
subgoal i ng- pr econd: i s-di spl ayed( Pany)
action: junp(L)
retrace-steps-to-find-link(link: L, page: Pany)
user - pur pose: i s-di spl ayed( Pany)
filtering-precond: have-seen(L)
j oi ns-page(L, Pany, Punknown)
action: back

For every operation, it is essential to define its user-purpose (what the operation is for) and the
corresponding action. In this case, we have also defined one subgoaling precondition — that is, a
condition that the user might plan to make true in order to achieve a desired effect — and some
filtering preconditions — that is, conditions that influence the user’ s choice of behaviour, but that
the user cannot or would not try to make true explicitly. In this case, we are assuming that the
user cannot change the structure of the Web, or whether or not a particular link is interesting, but
they can change which pageis displayed.

We are now in a position to trace out by hand how the specified model will behave. The model
has two core principles that drive its behaviour:

Selection by purpose: If the model has agoal G, and if thereis an operation O with
a user-purpose that matches G and whose filtering preconditions are satisfied, then
the model will choose O — or one of those operations, if there are several.

Precondition subgoaling: If the model has chosen an operation O, and if it h
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subgoaling precondition(s) P that are not satisfied, then the model stays committed
to executing O but first sets up the goal(s) of achieving P.

Such principles cannot capture the richness and diversity of natural human behaviour, but provide
astarting point for an analysis of simple interactive behaviour. The modelled behaviour also takes
account of changesin the device state. When an operation with satisfied preconditions is selected,
the user issues the corresponding device command and the user’s knowledge of the device state
changesin response to predicted information and perceived changes to the device state (Figure 5).

In this example, the user does not have
to predict the effects of any operations
because all the relevant information is
available from the display; all the user
has to do isremember that they have
seen something relevant before.

The following table illustrates how the
modelled user acquires goals and
commitments, and selects actions to
achieve goals. Once the user becomes
committed to an operation whose
preconditions are satisfied, the user can
start acting, and through visible effects
the user’ s knowledge of the state of the
device is updated until the goal of the
task is achieved.

USER

DEVICE

updates

device state

Updates

)

Figure 5: separate user and device models

Device state User’'s knowledge of User’s goals User’'s commitments Notes
State
joins-page(AB, A, B), is-displayed(D), is-displayed The user’s goa
joins-page(BC, B, C) have-visited(A), (Punknown) matches the
... €tc. have-visited(B), such that user-purpose and
is-displayed(D) have-visited(C), joins-page(BK, B, filters of
in-history(1, A), have-visited(D), Punknown) follow-link(BK, B,
in-history(2, B), have-seen(BK) Punknown), so user
in-history(3, C), becomes committed
in-history(4, D), to this operation
current-index(4)
" follow-link(BK, B, This has a subgoaling
Punknown) precondition, so the
user adopts the goal
" " as above + " The new goal matches
is-displayed(B) such the user purpose and
that filters of
joins-page(BK, B, retrace-steps-to-find-
Punknown) link(BK, B), so the
user becomes
committed to this
add This operation has no
retrace-steps-to-find- subgoaling
link(BK, B) preconditions, so the
user performs the
action “Back”.
delete is-displayed(D); delete delete The action is
add is-displayed(C); is-displayed(D); retrace-steps-to-find- performed so the user
delete current-index(4); add is-displayed(C) link(BK, B) ceases to be

add current-index(3)

committed to the
operation. The user
can see the effect of
their action on the
display, so updates
knowledge
accordingly.
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joins-page(AB, A, B) is-displayed(C) add Goal and knowledge
... €tc. ...€tc. retrace-steps-to-find-lin | still match same
is-displayed(C) k(BK, B) operation, so commit
in-history(1, A), again and perform the
in-history(2, B), action “Back”
in-history(3, C),

in-history(4, D),

current-index(3)

delete is-displayed(C); delete delete delete subgoal now

add is-displayed(B); is-displayed(C); is-displayed(B) such | retrace-steps-to-find- achieved, so it’s

delete current-index(3);

add is-displayed(B)

that

link(BK,B)

removed from the

add current-index(2) joins-page(BK, B, goal stack
Punknown)

joins-page(AB, A, B) is-displayed(B) is-displayed(page) follow-link(BK, B, precondition of

... €tc. ...€tc. such that Punknown) follow-link operation

is-displayed(B), ... joins-page(BK, B, now satisfied, so

current-index(2) page) perform
corresponding action
“Jump(BK)”

joins-page(AB, A, B) is-displayed(K), goal achieved commitment dropped

... etc.
is-displayed(K)
in-history(1, A),
in-history(2, B),
in-history(3, K),
current-index(3)

have-visited(A),
have-visited(B),
have-visited(C),
have-visited(D),
have-visited(K),
have-seen(BK)

In this example, we have introduced the ideas that:
« themodelled user selects actions to achieve goals, on the basis of what is currently known;

and

e theuser's knowledge of the device state is updated through looking at the device.

We leave it as an exercise for the reader to define a second scenario, starting from this situation, to
hand-simulate the consequences of the user now deciding that they want to follow link DF. You
will start by adding the knowledge have-seen(DF), and define a new goal. We hope it is obvious
even before you start that with the given knowledge, the user will fail to achieve their goal. You
might consider how the design of the interface, or of the history mechanism, might be modified
to dleviate this particular problem. You should be warned, though, that any aternative
implementation of a history mechanism probably has other usability difficulties of one sort or
another...

We have not covered all features of the IL in this example. In particular, this example doesn’t
force the user to keep track (in her head) of the effects of any actions. the next example includes a
case of this— that to be able to use the contents of a hidden buffer, the user has to know what is
in there, and that the user can only know that by knowing what they put (cut or copied) in there
most recently.

In the Web example you might try to model a sophisticated user who knows about the history
mechanism, and can therefore keep track of what isin the history list without pulling down the
relevant menu; however, for all bar the shortest interaction sequences the memory load required is
unreasonably large.

Another exercise you might try isto specify the user’s knowledge about “Forward”. It turns out
to be quite difficult to specify a user-purpose and other conditions such that the user would select
forward. Thisis consistent with empirical results, which show that users make very little use of
the “Forward” button.
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Our answer to the second scenario is as follows:

The user has seen alink label that isinteresting and wishes to see the page that is reached by
following it:
DESI RED STATE

i s-di spl ayed( page) such that joins-page(DF, D, page)

The user has seen DF:
USER KNOWS | NI TI ALLY
have- seen( DF)

Then, just as in the table above, the user knows that the way to achieve the goal isto follow the
link from the page that has been seen before, which means that the page has to be displayed. So
the user becomes committed to displaying the page. The user knows (or, more accurately,
believes) that the way to achieve thisis by retracing steps to find the link. The user therefore
presses “back”, but this time the operation does not achieve the goal (instead, it takes the user to
B and then A). To allow this user to succeed, we would have to add knowledge about “back” being
appropriate only if the target page isin the history list, or if it is more easily reached from a page
in the history list than from the current page. We would also have to add knowledge about a new
operation — to follow links previously followed to retrace steps from a section of history that
has been lost from the history stack. Thisis clearly much more sophisticated knowledge than that
currently expressed, reflecting the difficulty of using the history mechanism in many cases.
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5. Example: cutting and pasting in a text editor

Our second example is a familiar interactive device: atext editor. We are using this example to
pull out more details about constructing an appropriate IL representation. Ultimately, thereis no
uniquely “correct” IL description of any device or scenario, but some descriptions are easier to
construct and reason with than others. It is thisissue — of choosing a“good” representation —
that we focus on in this example. We are also trying to convey the iterative nature of IL
construction, so several times we propose a description that we later withdraw, to illustrate some
of the thinking that goesinto IL construction.

We consider an editor that has commands to:

. copy text to a hidden buffer,
. cut text from the document (into the hidden buffer), and
. pastetext from the hidden buffer.

Text to be copied or cut first has to be marked, and the cursor has to belocated on text before that
text can be marked.

Pasting text causes a copy of the text in the hidden buffer to be inserted at the current cursor

position (Figure 6).
burble burble burble burble burble burble burble burble burble burble
something tx-1 something ty1 something something  p something tg1
burble ... burble ... burble ... burble ... burble ...
something plip | & something plip | = something plip something plip something plip
plop tx-2 more % i plop tx-2 more b plop tx-2 more = plop tx-2 more plop tx-2 more
text burble UZ> text burble Z> text burble L text burble o text burble
burble ... — burble ... - burble ... ;> burble ... & burble ..
plink plonk % = plink plonk E plink plonk o plink plonk §> plink plonk
tx-3 a bit more 5 tx-3 a bit more % tx-3 a bit more tx-3 abitmore | 2 tx-3 a bit more
logd the end. loc-d the end. £ loc-d the end. loc-d the end. = loc-d the end.
bl ot
burble burble
something gl
burble ... ®
something plip
2 plop tx-2 more
& text burble
;> burble ...
o plink plonk
8 tx-3 a bit more
loc-d the end.
tx-1

or:
Figure 6: effects of device commands on an example document

Asin every analysis, we start by identifying candidate tasks. In this case, we propose just one
task scenario. We imagine that the user has saved several mail messages (with their headers) to a
file. Shewantsto replace al the headers with dashed lines. She has aready replaced the first one;
now she intends to use the cut and paste facilities to change the others (Figure 7).
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T _everyone,

| vas wondering i f anyone out there uses Soar's Text uofacmty where
you just type things al the keyboard vhile Soar is running and they get added to
(Sothisis not the sane as “accept”).

It's just that if nooneis using this I'd like to propose the Soar
defaul t becones that this is turned off (we could have some cmpllenneflagm
turnit on). The reason being that it seriously interferes with havin
respond to a series of conmands in a load file.

eq.
(d 500)
(stats)
(stats) etc.

vould mean al | of the text gets added to WAwhile the first (d 500) is happening.

Not "sintended at all. Thereis afix for this (using a level of
i ndi recti on dunngluamng) but it seens better to clear this upif the Text 1/0
facility isn't being used,

Just anot her thought,

Doug

@ug,

I vas the one who asked about who used text 10at
the IS vorkshop. | asked at Scott’s and

presentation of alternative 1Ostrategies, W menery is
that 2 hands vere raised. Yours and one other who |

don't renenber. | knowthat Devid Steier used it at one
point.

| also think that text 10 should be taken out of the
system You can do everythi ng with | O producti ons and
the accept rhs function call that you can do with text 1Q
Except have input core into Soar asynchronously. | don't
know anyone that uses that feature of Text 1Q or rather
voul dn'tbe equal ly happy with a synchronous i nput. By
asynchronous i nput, | nean that the Soar nudel coul d be
vorking on sone ot her task when the input is entered, and
the avai lability of newinput could then interrupt the
processing of the other task. People can do this with
10 productions, but it is a designed (planned by the
code witer) interruption. In lexl |c w|en the input wil
pecone aval [able i's not i anned ently nost users, |
ow of , who care about handli ng o y asynchronous i nput
Nt hel onm |G oo o

Snce we have mechani sns today that handl e nost of the
uses of text 10in a sinpler nanner, | think we shoul d

remove text |

Gry

meEUWFN Thu Gt 6 16:13:50 1994
Thu, 6 Gt 1994 08: 00: 34 POT

Reply TD schvanb@oU | S
Re: Text 1/0
TD MJIllple recipients of list BJSOAR <BEOREARN HEAR

| also vote to renove Text 1/Q | found it awkwerd to extend the data stream
handling with this concept.

Wth ny upconing Tel version of Soar the functional ity
provided by Text 1/0 can be simiated wthout C coding via

1 a R function call
2. asyncronous command i nput

as vell as C hacks.

#s far as |'mconcerned (and | think | speak for the rest of the N-Soar project
as vell as for the NTDprqect) Text 10 could vani sh tonorrow and ve voul dn' t
nmiss it. For the nust part, we use Sirmiine for “asynchronous’ activity, which
makes i ts performance vepealab\e (n doesn’ t sound |ike text i/o could give you
this repeatability, but perhaps | don't understand it), and new conmands rhs
functions when we vant sonethi ng synchr onous.

Instructo-Soar pops up an Xwindow for taking in text input, and puts the text
input in WAin the structure used

by N-Soar. Probably the current version of N.-Soar contains something like this
as vell (27). So one idea

i's to take one of these existing pieces of code, make it “general”, and include
it as an option in the rel ease

(e.g., if your Soar programneeds to get text froma user, flip this swtchin
the conpiler and it will happen for

you)

Sonething like this vill beinthe Tcl version. You'll be able to do sonething
like this:
1. Define an X interface using the Tk conmands, including a text entry w dget
2. Wen a text string is entered, parse it and send sone add-wne conmands to
the Soar interpreter (asyncronously).
3. Aternatively, add a conmand to the interpreter to hand e your input
special ly (this vould require conpilation if inplemented in C-- no conpilation
if a Tl procedure)

Nb need for a separate conpilation -- all the above vill be doable in the conmand
| anguage.

-Karl

meEUKN@“FN Thu Gt 6 22:29: 13 1994
Thu, Gftl 1994 13:21: 55 POT
Reply TD ross@u | S
Subj ect Re: Text 1/0
To: MJIllple reclplenlscf list BJSOAR <BEOAREARN HEAR

Yes, the input is passed to a Tcl interpreter. If a conmand is running (the
texi-io case). then the quete o tasks Wil have to be chedked perfodical ly. but
this is no problem Just as text-io had to periodically check if input vas
available on stdin, this facilty will need to check if there are command events
to process.

> To do this, Soar can't be pended on the input, like it woul d be when using an
accept function. So probably the Tel function works as a separate process that is
pol led by the input function you are witing.

The Tcl stuff runs in lhe sane process. But you can al so ha\le a Tcl/Tk

appli cation send data to another running Tcl/Tk application -- so you'll able to
get data fromother m)du\es running in the sane process or in d\fferenl ones.

Jane

<= copy this...

<=to replace this...

<= and this.

Figure 7: editing email messages scenario

description.

Given what you have been told about the text editor, spend a few
minutes sketching out ideas about how you would construct an IL

. what are the conceptual object types?

. are there individual objects you want to name?
. what relations do you need to define?

. what are the conceptual operations?

— do they have subgoaling preconditions or filtering preconditions?

— what about purpose? (what does the user do this “for”?)
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A summary of the Instruction Language can be found in Appendix 3, at the back of this
document.

Choosing a representation

We want to use arepresentation that’s as simple as possible. For example, we are ignoring the
fact that the document probably can’t all be shown on the display at one time.

We use what we are told about the way the device works and about the task to help to construct

an appropriate representation. For, example, we are told that:

» thedevice has commands to copy text to a hidden buffer, to cut text from the document (into
the hidden buffer) and to paste text from the hidden buffer.

* text can be marked.

» the cursor has a position.

...S0 obvious things to represent include some way of describing text and places in the document.
Also, there are a cursor and a hidden buffer. This leads us to tentatively specify some object types:
OBJECTS
text:
| ocati on:
cursor:
buffer:

Here, we have started from a general description of the device and the commands available, and
generated some object types.

We need to go on and decide in more detail what these terms mean. For example, we could
describe the text in terms of letters, words, lines or “chunks’. We need to refer back to the task to
select the most appropriate representation. In this case, since cutting and pasting work on
arbitrary units of text, “chunks’ are the best.

Then we need to consider what “chunks’ need to be explicitly specified. We obviously need to be
able to talk about the bits to be copied and the bits to be replaced. But we don’t need to consider
what’s in them, so let us just give them arbitrary labels:

text: tx-1, tx-2, tx-3.

We might want to also consider the text of the rest of the document. Maybe what we want to say
isthat the document consists of these “chunks’ of text, and then define what order they comein
to start with, and what order we want them to finish up in. It will depend to some extent on how
we represent locations. But maintaining ordered lists (“ This bit of text immediately follows that
bit") is often difficult, so if possible we will do without.

We need to reason in a similar was about how to represent locations in the document. L ocations
could be absolute screen locations (but how does that relate to the contents of the document?),
fixed locations within the document (but what happens when you cut or paste text?), “between”
two chunks of text (so when you add or delete chunks of text, you also add or delete locationsin
the document), or just arbitrary labels for significant (task-related) places in the document (but
what happensif you paste multiple chunks of text at the same significant location?).

Suppose locations are “ between” text chunks. Then we need to name all chunks of text, as shown
infigure 8.

a b

C —leading-text text-to-copy\ | second- | _d
chunk] text-to-replace [third-
chunk | more-text-to-replace
last-cunk /
/

e f

Figure 8: locations between chunks of text
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If we were inserting additional chunks of text between existing chunks, we would need a
representation such as this. However, the task we are considering today is simpler: to replace
chunks of text with different chunks. For this task, we find that we can get away with using
arbitrary labels to refer to “the place where this chunk of text is’, labelled in Figure 9 as locations
abcd

a

leading-text | text-to-copy | second-
chunk | text-to-replace | third-
chunk | m@e-text-to-replace |
last-chun

/
d b/ c

(d is current cursor location)

Figure 9: locations that are significant

Note that with this representation, we could have 0, 1 or more chunks of text at alocation. This
representation happens to be appropriate for this task, but might be less appropriate for many
others.

To cut along story short: we consider what we are interested in modelling, and choose asimple
representation for everything else.

Given these simplifications, we can now describe the task schematically:

The user has a document that needs a couple of minor modifications. Two pieces of text — at
locations B and C — need to be replaced by copies of athird piece, which is currently in the
document at location A. The current situation is shown in Figure 10; we will assume the cursor
isat D.

We now need to describe the task scenario in terms of initial and desired states. The task can be

described in terms of adding chunks of text at locations and removing chunks of text from
locations, so we obviously need arelation that says “chunks of text
are at locations’:

RELATI ONS
burble burble text-at (text, location)
something [x-TH—A  Then we can define the “ state of the document” at the beginning:
burble ... I NI TI AL DEVI CE STATE
something plip text-at(tx-1,a)
| text-at (tx-2,b)
plop [tx-2-more——B text-at(tx-3,c)
text burble
burble ... ... and the state of the document at the end in terms of things that
have changed from the initial state (note that this includes a
_plink plonk statement of things that should not be true in the desired state as
m— C  well asthings that should be true):
Toc- —rD DESI RED STATE

text-at (tx-1,b)
Figure 10: schematic not text-at(tx-2,b)

representation text-at(tx-1,c)
not text-at(tx-3,c)

We also need to define what the user knows about operations. One way to begin isto consider the
set of device commands. Referring back to the original description, we see that these are:
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action: copy-to-buffer
action: cut -t ext
action: past e-t ext
action: mark-text (TX)
action: | ocate-at (L)

Inthislist, L isalocation (the place where the cursor is moved to), and TX is a chunk of text
(the chunk that is to be marked). These are arguments on the device command.

Each device command is there for areason! We start by assuming that we need a conceptual
operation to correspond to each, and enter al the things the user has to know about this
operation.

Let us consider paste-text....\What' s the point of pasting text? — it is to get the desired text at the
intended place in the document, so we can state that as the user-purpose:
user - pur pose: text-at (TX, L)

What has to be true before issuing a paste-text command will have this effect? — the correct text
must be in the hidden buffer, and the cursor must be at the right place for pasting.

There are alternative ways we might say that the correct text must be in the buffer. For instance,
we could use arelation to say:
contains(B, TX)

— where B is of type buffer. However, since there is only one buffer, there is little point in
declaring it as an object. Instead, we can say:
buf f er - cont ai ns( TX)

By similar reasoning (there is only one cursor; it has exactly one location), we can define a
relation for the cursor position:
cursor-at (L)

When it comes to hand-simulation, there is an important difference between these two relations
and the first (text-at): text-at can take many values simultaneously, whereas buffer-contains and
cursor-at can only take one value (and must take precisely one value) at atime. For now, we do
not worry unduly about this difference, but it can be important in some situations'2.

Earlier on, we defined some object types and a relation. We have now realised that:

. we don’t need object types cursor and buffer;

. we do need two more relations to define the buffer contents and the cursor location.
We can now summarise the IL definition we have constructed so far:

OBJECTS

text: tx-1, tx-2, tx-3.
|l ocation: a, b, c, d.

RELATI ONS

cursor-at (|l ocation).

buf f er-contai ns(text).
text-at (text, |ocation).

OPERATI ONS
operation paste-text-at-loc (text:TX, location:L)
user - pur pose: text-at (TX, L)
subgoal i ng- pr econd: buf f er - cont ai ns( TX)
cursor-at (L)
action: past e-t ext

12 As noted earlier, we are presenting all RELATIONS in a uniform way in this tutorial .
Elsawhere, we have distinguished between PREDICATES (which are many-valued relations) and
FUNCTIONS (which are single-valued).
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We are almost ready to complete definitions of more operations. But first, one more relation is

needed so that we can talk about chunks of text being marked.

With our current simplified representation of locations, such that there might be more than one
chunk of text at alocation, we need to specify both the chunk of text and the location of that text.

For this, we will use the relation:

When you have completed your answer and are happy with it, please turn over the page to

i s-marked(text, |ocation)

Given the IL description that we have constructed so far, complete the
following. (Note that some of the entries may be irrelevant.)
OBJECTS
text: tx-1, tx-2, tx-3.
|l ocation: a, b, c, d.
RELATI ONS
cursor-at (location)
buf f er - cont ai ns(t ext)
text-at (text, |ocation)
i s-marked(text, |ocation)

OPERATI ONS
operation | ocate-cursor (location:L)
user - pur pose: ?
subgoal i ng- precond: ?
action: | ocate-at (L)
operation mark-text-at-loc (text:TX, |ocation:L)
user - pur pose: ?
subgoal i ng- pr econd: ?
filtering-precond: ?
action: mar k-t ext (TX)
operation cut-text-fromloc (text:TX, |ocation:L)
user - pur pose: ?
subgoal i ng- pr econd: ?
action: cut - t ext
operation copy-text-to-buffer (text:TX, |ocation:L)
user - pur pose: ?
subgoal i ng- precond: ?
action: copy-to-buffer
operation paste-text-at-loc (text:TX, location:L)
user - pur pose: text-at (TX, L)
subgoal i ng- pr econd: buf f er - cont ai ns( TX)
cursor-at (L)
action: past e-t ext

compare your answer with ours.
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Our answer to thisis constructed as follows:

Firstly, locate-cursor has no preconditions (the user can locate the cursor at any position desired
on the page, since we are not considering multi-page documents):
operation | ocate-cursor (location:L)

user - pur pose: cursor-at (L)

action: | ocate-at (L)

Text can only be marked if the cursor isin the right place (so thisis a subgoaling precondition);
however, the user would not choose to put a chunk of text at a particular location just so that it
can be marked (so thisis afiltering precondition, or selection rule):

operation mark-text-at-loc (text:TX, |ocation:L)

user - pur pose: i s-marked(TX, L)
subgoal i ng- pr econd: cursor-at (L)
filtering-precond: text-at (TX L)
action: mar k-t ext (TX)

Text must be marked before it can be cut, and the purpose of cutting it isto remove it from the
current location:
operation cut-text-fromloc (text:TX, location:L)

user - pur pose: not text-at(TX L)
subgoal i ng- pr econd: i s-marked(TX, L)
action: cut - t ext

Similarly, when copying text to the buffer it has to be marked, and the purpose of copying isto
get the text into the buffer. However, in this case, we have to say something more: that the user
predicts the effect of the action. Since the buffer contents are not displayed on the screen, the only
way the user can know what isin thereis by predicting the effects of actions:

operation copy-text-to-buffer (text:TX |ocation:L)

user - pur pose: buf f er - cont ai ns(TX)
subgoal i ng- pr econd: i s-marked(TX, L)
predi cted-effect: buf f er - cont ai ns(TX)
action: copy-to-buffer

When we do a hand-simulation of the interaction between user and device, we have to model how
the device state changes, and also what the user knows about the device state.

When discussing web navigation, the user knew everything else she needed to because it was
visible and she could seeit. Thisis not always the case.

Now we make this more explicit:

For everything that the user needs to know, there must be away for him to know it.

This can be:

a) by interpreting something from the display,

b) by tracking the effect of an operation, or

C) by knowing it at the beginning of the interaction.

As outlined earlier, we can use this IL description for reasoning about likely interactive
behaviours: if the user has particular knowledge, and applies particular problem-solving
mechanisms to decide what to do next, and updates their knowledge of the system state in
particular ways, then we can infer what interactive behaviours are possible on that basis.

The problem solving proceeds as follows: firstly, the (moddled) user identifies candidate
operations to reduce the difference between the current and desired states. The user then selects one
operation to perform. If it can be done now, the user does it; otherwise the user tries to satisfy the
subgoaling preconditions of the operation. The user maintains knowledge of the state of the
device partly by predicting the (known) effect of some operations and partly by getting
information from the screen.

One of the designer’ s tasks isto consider how the user is expected to interpret information from
the display. If the mapping from displayed information to user knowledge of the state of the
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device is not a simple 1-1 mapping, the designer should make the mapping explicit. In simple
cases, we can make a 1-1 correspondence (assuming the user can interpret the information as
displayed in terms of what it means about the underlying system state). Thisis what we do for
the text editor.

Then we define how the user knows things:

RELATI ONS

cursor-at(location) -- detected by | ooking

buf fer-contains(text) -- user nust predict and renenber

text-at (text, location) -- detected by | ooking

i s-mar ked(text, location) -- detected by |ooking

OPERATI ONS

operation copy-text-to-buffer (text:TX, location:L)
user - pur pose: buf f er - cont ai ns( TX)
subgoal i ng- pr econd: i s-mar ked(TX, L)
predicted-effect: buf f er - cont ai ns( TX)
action: copy-to-buffer

** user nust renenber buffer-contains(TX)

Aswell as describing the user’ s knowledge, we also have to describe the device model (to account
for the device changes that result from user actions). The device model does not have to be
specified as formally as the user model. Descriptively:
DEVI CE COVMANDS
| ocate-at (L)
The cursor location is updated to be L. Any marked text in the
docunment ceases to be narked.
mar k-t ext (TX)
Text TX at the current |ocation is marked.
cut - t ext
The currently marked text is deleted fromthe document and put
into the buffer.
copy-to-buffer
The currently marked text is copied into the buffer.
past e-t ext
The contents of the buffer appear in the docunent at the
current cursor |ocation.

We also have to state what theinitial device stateis, and what is displayed:
I NI TI AL DEVI CE STATE

text-at (tx-1,a)

text-at (tx-2,b)

text-at (tx-3,c)

cursor-at (d)

buf f er - cont ai ns(t ext - unknown)

DI SPLAYED
Everyt hi ng except buffer contents.

Thereis afurther very important point about this description, to do with when the user tracks
information. The observant among you might have noticed that in our definition of cut-text-from-
loc we did not specify that the change to buffer contents was predicted:

operation cut-text-fromloc (text:TX, location:L)

user - pur pose: not text-at(TX L)
subgoal i ng- pr econd: i s-mar ked(TX, L)
action: cut - t ext

Thisisimportant! Users often make errors precisely because they fail to track side-effects of
operations.
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A heuristic: main effects of operations (the “user purpose”) are predicted if they are predictable tg
the user — particularly if they are not visible — but side-effects are not predicted.

Note that an effect that is neither visible nor predictable is not usable by the user.

Hand simulation

The IL description is now complete, and we can reason about likely behaviours. In fact, in this
case, we can look at the results of computer simulation (a running model), as shown in Appendix
1, aswell as doing hand simulation (which should yield the same results).

Initially, there are four differences between theinitial and the desired states.

| List the differences between initial and desired states. ||

All of these differences are equally important, so there is no very obvious way to choose between
them, and the modelled user could select any difference to remove first. Because of this, there are
various behaviours this model could generate. Let us focus on one of them; afull trace of this
behaviour isincluded in Appendix 1 (generated by producing arunning model from this IL
description). In this case, the first thing the modelled user commitsto is getting a copy of tx-1 at
location b, for which the appropriate operation is paste-text(tx-1, b). This operation has two
subgoaling preconditions that are not yet satisfied (to be at the right place in the document, and to
have the right text in the buffer), so the modelled user has to select one of these to address first. In
practice, since moving the cursor around is “easier” than getting the correct text in the buffer, the
model should automatically select the goal of getting the correct text into the buffer first; in fact
thisis manually selected by the analyst in this version of the program. Further subgoaling takes
place until the model can actually do something (move the cursor to the correct place for copying
text to the buffer), and from then on, the model proceeds to easily address outstanding goal s until
the text has been pasted at location b. There is now a choice of three outstanding goals to achieve.
If the analyst selects removing tx-2 from b as the next goal then the behaviour proceeds asin
figure 11. As shown in the trace (point marked by side-bars), this results in a mis-match between
the actual device state and the user’ s knowledge of that state, as the user fails to predict the side-
effect of cutting text [that it overwrites whatever is in the buffer].

The running model does not implement error recovery, so at the point where Figure 11 shows the
user realising the mistake, the running model just doggedly keeps trying to re-paste the wrong
text at location b.

This modelled behaviour is just one of the space of possible behaviours; in principle, al of them
can be analysed, either by re-running the model, or by hand-simulation.
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burble burble
something tx-1
burble ...
something plip
plop tx-2 more
text burble
burble ...

plink plonk
tx-3 a bit more
|0R—d the end.
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burble burble
something tyl
burble ...
something plip
plop tx-2 more
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burble ...

plink plonk
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burble burble
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plink plonk

tx-3 a bit more
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burble burble
something [ty1]
burble ...
something plip
plop tx-2 more
text burble
burble ...

plink plonk

tx-3 a bit more
loc-d the end.
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lCaks -::urs-::-r! !E:{ frashe text

burble burble
something tx-1
burble ...
something plip
plop tx-1Atx-2
more text burble
burble ...

plink plonk

tx-3 a bit more
loc-d the end.

Friark best ! ! & CLb et

tx-1

burble burble
something tx-1
burble ...
something plip
plop tx-1p more
text burble
burble ...

plink plonk
tx-3 a bit more
loc-d the end.

tx-2

lele=1 = c:urs-::-r! !& prashe hext

burble burble
something tx-1
burble ...
something plip
plop tx-1 more
text burble
burble ...

plink plonk
tx-Z2Atx-3 a bit
more loc-d the
end.

tx-2

Variant on the task

N
Oh! It mustm
the buffer!

Figure 11: surface behaviour of model

Let us now consider a variant on this task. Suppose that, starting from the same initial state, the
user now wants to replace the text at B with the text from A (moving it from A).

We can ignore location C this time, so we now haveinitial and desired states:
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I NI TI ALLY
text-at(tx-1,a)
text-at(tx-2,b)

DESI RED- STATE

not text-at(tx-1,a) (tx-1 no longer at a)
text-at(tx-1,b) (tx-1 instead of. . .
not text-at(tx-2,b) ..., tx-2 at b)

Thistime, the user will be doing something slightly different: she will be moving tx-1 from A
into the hidden buffer.

Describe the operation that is needed for this. Note that in this case,
the user purpose is to achieve two effects simultaneously, and the
action is one that is already the action corresponding to another
conceptual operation.

Do a hand-simulation to establish what the space of possible
behaviours is in this case, and identify the worst possible behaviour.

Do not turn over the page until you are happy with your answer!

32






Chapter 5: example: text editor

The operation to move text to the buffer can be described as follows:

operation nove-text-to-buffer (text:TX

user - pur pose:

subgoal i ng- pr econd:
predi cted-effect:
action:

| ocation: L)
buffer-contains(TX) &
not text-at(TX L)

i s-marked(TX L)

buf f er - cont ai ns( TX)
cut -t ext

There are various behaviours this model could generate. The worst of them is shown in figure 12.

burble burble burble burble burble burble
something tx-1 something tyl something [by1]
burble ... burble ... burble ...
something plip s something plip something plip
plop tx-2 more i plop tx-2 more | ., plop tx-2 more
text burble o text burble E text burble =
burble ... Z> burble .. :> burble ... 8
plink plonk @ plink plonk = plink plonk ;{>
tx-3 a bit more i tx-3 a bit more E tx-3 a bit more >
log-d the end. = loc-d the end. loc-d the end.
anything anything anything
burble burble burble burble burble burble
something something something
burble ...~ burble ... £ burble ...
something plip - something plip | £ something plip
plop tx-2 more E plop tx-\more | Z pop  pmore | ..
text burble o text burble ] text burble &
burble .. Z> burble ... Z> burble ... Z>
plink plonk - plink plonk L plink plonk &
-3 abitmore | g tx-3 abitmore | & tx-3 abitmore | &
loc-d the end. = loc-d the end. % loc-d the end. e
=
tx-1 tx-1 tx-2
burble burble -
something Oh! It must be tx-2 in
burble ... the buffer! I've lost
something pli x-1!
plop tx-2 grrﬁ)ofe O
text burbfe
burble ... O
plink plonk @)
tx-3 a bit more
loc-d the end.
tx-2

Figure 12: behaviour of the second running model
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We can summarise the important issues in relation to the design of the text editor as follows:

For the first task, plausible sequences of actions include getting tx-2 pasted at C instead of
tx-1. This error isrecoverable. (Delete that text again, go back to B, copy tx-1 again, return
to C and paste-text.)

For the second task, plausible sequences of actionsinclude over-writing tx-1 in the hidden
buffer, then getting tx-2 pasted at B instead of tx-1. This error, while not inevitable, is
plausible and not recoverable.

More general observations relating to this analysis include the following:

1)
2)
3)

4)

5)

User should not have difficulty with locating the cursor, or marking or copying text.
Users may fail to predict the side-effect of cut, and so paste the wrong piece of text.

More seriously, in failing to predict the side-effect of acut, users may accidentally over-write
the contents of the hidden buffer before re-pasting text back into the document.

We surmise that designers implemented cut in this way (e.g. on Sun workstations under
OpenWindows) so that the user could recover material deleted from the document. This
implementation makes it easy to, for example, swap two pieces of text.

These particular problems might be avoided by having an implementation of cut-text that
simply removes the text completely (retrievable with an undo operation), distinct (in terms of
device command) from cut-to-buffer. Thisis the approach taken by the designers of the Mac
interface, for which deleteis distinct from cut.

To summarise, in this example, we have shown in detail how the IL description is constructed,
how it is used in hand-simulation, and how it can be used for reasoning about potential usability
difficulties (as well as things users are likely to find easy!) We have shown how the device state
and the user’s knowledge of that state can get out of synch, and how different conceptua
operations can correspond to the same device action. These are all important points to bear in
mind in future analyses.
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6. Closing discussion: section 1

In this section, we have introduced the PUMA approach to cognitive modelling and usability
evaluation. The examples were selected to illustrate how an IL description can be constructed, and
how hand simulation is done. When using a device of any kind, but particularly a computer
system, the user has to work with two representations (at least): one of the domain task and one
of the device. The user's representation of the domain task will depend on their domain
knowledge, and sometime as anaysts we have to make informed guesses about the
appropriateness of a particular domain representation. Domain knowledge acquisition should
ideally be performed to find out what representations are most appropriate, but thisis not always
possible. The user’s representation of the device task can be inferred more directly through
studying the device and the way it is presented to the user. One of the important features of
PUMA isthat it supports the analyst in locating mis-matches between the device representation
and the user’ s conceptual model (which includes both device and domain components).

We have shown how the IL can be used to help the analyst identify mis-matches between the
likely conceptual model and the device model, both in terms of the knowledge the user has easy
access to and in terms of the ways they are likely to use that knowledge when interacting with the
device. We close this section by considering the scope of PUMA (when isit actually worth going
to all this effort in a design context?). More substantial examples, which push the approach
further, are presented in the following section.

Scope of PUMA

The kinds of insight about usability that a PUM analysis can (and cannot) reveal include the
following:

* PUMA can highlight knowledge that users will need that is not readily available to them.

« It can help to identify mismatches between the designer’s conceptual model and the way that
model is projected to users which may make the device difficult to use effectively.

* PUMA can be used to identify situations in which users might use knowledge inappropriately,
or might make rational and reasonable errors as a consequence of the way they apply their
knowledge.

* It can help identify inconsistencies in patterns of interaction, or in the ways users are expected to
apply their knowledge.

* It is more suited to the analysis of novice, rather than expert, behaviour, but can be applied to
either (or simply to users with different background knowledge).

» Similarly, PUMA is better tailored to situations in which users have clearly defined tasks (goals
to be achieved), and are expected to know (or be able to identify) actions that lead towards the
achievement of those tasks, than to — for example — exploratory or browsing situationsin
which user goals are less easily specified.

Asillustrated in section 2, PUMA can help highlight anomalies in the grouping of functionality
(e.g. on buttons or in pull-down menus) on a graphical user interface, but is not particularly well
suited to other aspects of graphical interface design; it is best suited to situations where the user’s
ability to perform tasks depends on her having appropriate knowledge of the domain and device.

Learning to do cognitive modelling takes time and practice. Our aim has been to focus on the
basics, so that you understand the principles. Section 2 focuses on how you can apply your
understanding in arange of contexts. As expertise develops, however, (over days or weeks, rather
than hours), the PUM analyst can learn to rely less on the notation and hand simulation, and
more on simply using the underlying concepts as afilter for looking at a proposed design
solution. Gradually, PUMA becomes less of a hotation and more of away of thinking. We hope
that this first section has given aflavour of what it isto do PUMA, the kinds of representations
that are used and the kinds of insightsit can help give.
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Section 2:
Programmable User Modelling Analysis
In practice

In section 1, we introduced the basic principles on which PUMA is based. This section is much
more concerned with the practicalities of doing PUMA. In this section, we:

illustrate those practicalities by presenting two large scale examples: a groupware
tool and a safety-critical application; and

work through two smaller examples that are selected to illustrate contrasting points
about the approach. These are intended to support the reader gaining direct experience
of modelling.

Here we build, through large scale and worked examples, a broader picture of what kinds of issues
IL issuited to addressing, and how it can be applied in practice.

7. Large-scale example: a groupware tool

Our first exampleistaken from an analysis of ECOM, a system developed within the EuroCODE
project (Esprit Project 6155). This project was aiming to creste an open development
environment for computer systems to support people working together over distributed sites. In
this case the system being analysed was an early prototype, the product of an exploratory design
process, where ideas were being generated rapidly, tested, and refined or abandoned.

The design of ECOM

ECOM is amedia-space that enables workers to make connections to colleagues at other sites, to
support their collaborative working. It allows individuals to make a variety of audio-visua
connections to other individual s or to sites, and to control their accessibility.

The version andysed has its roots in two existing mediaspace designs, RAVEL and
CaveCAT4, and incorporates features of both that were considered desirable. In particular,
features of the access control mechanism (by which a user can define which other users can make
connections of specified types) are inherited from each of RAVE and CaveCAT, as discussed
below.

The ECOM system has a connect two-way audio-visual connection, a short one-way glance
video-only connection, a snapshot connection which grabs a still video image from the target
user’'s camera, and the facility to send a messageto another user (Figure 13). To initiate a
connection, the caller selects the target’ s name from a pull-down menu of users, then a small
graphic image of the target (Faber in Figure 13) is displayed next to a door icon. The caller then
selects the type of connection required. Depending on the target’s access level (to this caller), the
connection may be immediately established, established following an acceptance protocol, or
refused. The door icon displayed next to the target user shows how that user has set her general
accessibility level; this may be open, gjar, closed or barred; in Faber’'s case, it is closed.

13 See GAVER, B., MORAN, T., MACLEAN, A., LOVSTRAND, L., DOURISH, P., CARTERK.
AND BUXTON, B. (1992). Realising avideo environment: EuroPARC’s RAVE system. In
Proceedings of CHI’ 92, ACM Conference on Human Factorsin Computing Systems, pp.27-35.
ACM Press. New York.

14 See MANTEI, M., BAECKER, R., SELLEN, A., BUXTON, W., MILLIGAN, T. AND WELLMAN,
B. (1991). Experiencesin the use of a media space. In Proceedings of ACM CHI’'91: Human
Factorsin Computing Systems, pp. 203-208.
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Figure 13: the ECOM interface for making connections and setting exceptions

Each user exercises control over who can access her by setting a general accessibility level
(achieved by clicking on one of the door icons on the |eft at the top of Figure 13). This aspect of
the design is inherited from CaveCAT. The system aso alows adaptable accessibility to
correspond with different interpersonal relations — afeature inherited from RAVE. To set the
special permissions which are to correspond with each door state she clicks on the exceptions
button underneath the door icons. This opens up another dialogue box (the lower window of
Figure 13) with two pull-down menu buttons “user " and “group >". Selecting from one of

these causes the user or group name to appear. The user then selects one of the connection types
from the “con” list and one of the condition types from the list on the right (from alwaysto
never).

Three issues were identified by the designers as being ones on which they would value analysis.
These issues were expressed in fairly abstract terms — for example “How well does the
information displayed by the ECOM interface conform to the underlying system states and
potential actions?’

Analysis

Asoutlined in section 1, the first step in the analysisis to identify candidate tasks, in terms of
initial and desired states, and establish the sequence of operations the user would have to perform
to effect the state change. Then for each conceptual operation, we ask what its subgoaling
preconditions and filtering preconditions are and what its user purpose is — i.e. why the user
would want to select this operation.

Identifying appropriate tasks is a matter of predicting which tasks are likely to be most common,
according to the available information, and spotting any tasks that might be potential sources of
user difficulty. In this case, one obvious task to consider was that of making a connection to
another worker. As we worked through this task, it became clear that there was something
slightly problematic about the combination of general and specific access control mechanisms, so
we paid more attention to that; that, in turn, led us to realise that there were inconsistenciesin the
way the designers proposed to implement the specific access control mechanism. For a
comparatively large system such as ECOM, it is not generally cost-effective to do a complete
PUM analysis of all aspects of the design, but to concentrate attention on areas that appear to be
problematic in some way.

Constructing an IL description is an iterative process that involves identifying some device
objects and relations, defining some operations, adding or modifying device objects and relations,
defining the effects of commands on the device state, etc. Here, we try to demonstrate how our
analysis derives from the process of constructing the IL description. Asis the case for many
design and analysis techniques, the main insights are generally gained from going through the
process of describing the problem in a particular way, rather than simply from viewing the
resulting semi-formal description.

The analysis focuses on what the user needs to know in order to be able to achieve her goals with
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the device, and how the device helps provide that knowledge. In particular, we present aspects of
the analysis based around the user tasks of making a connection to another worker and setting
general accessibility exceptions.

Making a connection to another worker

At its simplest, making a connection to worker T involves identifying T as the target user, then
selecting the connection type. We can give outline IL descriptions of these operations:
operation identify-target (user: T)

user - pur pose: target-selected (T)
filtering-precond: i s-a-registered-user-of-ecom (T)
action: sel ect-target (T)

operation request-connection (user: T, connection-type: C

user - pur pose: connection-established (S, T, O
subgoal i ng- precond: target-selected (T)
action: press-button (C

The first of these operations says that to have the target user specified, the user has to select that
target’s name, and that thisis possible as long as the target’s name is in the pull-down list of
names in the connection dialogue box. The second states that for a connection of type C to be
established between user S and target T, pressing button C will initiate such a connection
provided that the target has already been named. Thislast is a knowledge precondition; performing
the same action when the precondition is not satisfied is a legitimate device action, which will
connect S to some other, previously specified, user, but it will not address the user purpose. The
need for this knowledge precondition leads us to predict that novice users may make order errors,
specifying the connection type before the target user.

The definition of the request-connection operation does not say that user S has to know anything
at all about the accessibility of the target before requesting the connection. As with normal
telephone calls, it is possible to request a connection without having any information about
whether or not it will be successful. However, one feature of the proposed design is that the target
user’s door state is displayed next to her name. The display of the door state conveys information
about the accessibility of the target user. If we take account of this, we can express the revised
operation:

operation request-connection (user: T, connection-type: C

user - pur pose: connection-established (S, T, ©
subgoal i ng- pr econd: target-selected (T)
filtering-precond: connection-is-pernmtted (S, T, O
action: press-button (C

Here we, as analysts, are looking at the design, and assessing the designer’ s intention in making
particular information available. The next step is to assess whether the information displayed
satisfies that intention, and how the user can make use of the information that is displayed. In
fact, the door icon indicates the target’ s current default accessibility, and not her accessibility to
this particular user. The door icon is a poor means of representing either the target's actual
accessibility or her current openness to being interrupted, and therefore does not serve its
(apparent) intended purpose. In part, this problem arises from the incorporation of incompatible
mechanisms from RAVE and CaveCAT15. By representing the user’ s task and the information
sheisintended to use to select her next action, we can identify ways in which the information
being displayed isinappropriate.

Setting general accessibility and setting exceptions

The second excerpt from our analysis of ECOM illustrates how PUMA can help identify
inconsistencies, clarify the nature of them, and hence guide design modifications.

We start by defining two operations: to set general accessibility and to set an exception. In these

15 Thisis discussed at more length in BELLOTTI, V., BLANDFORD, A., DUKE, D., MACLEAN,
A., MAY, J. & NIGAY, L. (1996) Controlling Accessibility In Computer Mediated
Communications: A Systematic Analysis Of The Design Space. HCI Journal. 11.4 pp.357-432.
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definitions, the term “level” is used to refer to a particular accessibility level (corresponding to a
door state), while “at-level” means “when my general accessibility isat this level, or more
liberal”.

operation set-accessibility-level (level: L)

user - pur pose: has- general -accessibility (S, L)
subgoal i ng- pr econd: i s-1ogged-in (9S)
action: click-on-door (L)

operation set-individual -accessibility (user: U connection-type: C at-level: L)
user - pur pose: has-specific-accessibility (S, U, C, L)
subgoal i ng- pr econd: is-logged-in (S) &

user-naned (U) &
connection-type-specified (C
action: press-radi o-button (L)

These operations make use of several object types and relations:

OBJECTS:
user: S, faber, federici, frederick, fingle,...
connection-type: connect, glance, snapshot, nessage

| evel : open, ajar, closed, barred
at-1level: al ways, open, ajar, closed, barred, never
RELATI ONS:

has- general -accessibility (user, level)

has- specific-accessibility (user, user, connection-type, |evel)
user - naned (user)

i s-1ogged-in (user)

connecti on-type-specified (connection-type)

Most of this definition is unproblematic. However, it has been necessary to introduce two terms,
“level” and “at-level”, that have related, but different, meanings. Thefirst of these is represented at
the interface by the doors, and the other by the radio buttons. To understand the effects of setting
exceptions, the user has to understand the rel ationship between these two terms. The meaning of
“at-level” is not clearly conveyed by the current display because radio buttons do not clearly
represent cumulative effect. One of the consequences of this poor mapping between display and
meaning is that it was easy for the designer to get “always” and “never” in the wrong order.
“Always”’, as the most liberal setting, should be next to “[even] when door locked”, while
“never”, as the most restrictive, should be next to “[only] if door open”. This fault had passed
unnoticed by several other people before being recognised while defining what the interface
objects were intended to mean to the user of the device. Thisis an example of a design issue
where PUMA helped to identify aspects of the interface design for which a closer mapping
between the surface representation and the underlying system variables would have made the
interface much easier to use.

Referring back to figure 13, we note one further point. The grouping of the four doors and the
“exceptions” button in one box on the display suggests that they are semantically grouped — that
they serve similar purposes. As the analysis above demonstrates, they serve quite different, but
superficially confusable, roles (with a selected door icon defining the user’s current accessihility,
and the exceptions button allowing the user to change the meaning of each door icon for particular
colleagues); their grouping is likely to exacerbate the user’'s confusion. Here we have two
examples (in the criticism of the use of radio buttons and of the grouping of objects on the
display) where PUMA can yield insights regarding aspects of the display design, although the
technique does not in general address questions of visual structure.

About this analysis

As demonstrated for this exemplar, a knowledge analysis can be done for particular issues long
before the design has been specified to alevel of detail whereit can be used to build a runnable
model. The process of representing the design in the IL can highlight inconsistencies, hidden
assumptions and unresolved design issues, which can inform the next cycle of refinement and
modification in the design process. Also, the analysis can show why particular aspects of the
design are likely to be difficult to use, which should help to guide the re-design.
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8. Worked example: Identifying incompatibilities between the
system model and the user’s model of the system16

The next example illustrates how insights can be achieved without even doing extensive hand-
simulation. It isintended to give the reader the opportunity to work through an analysisin detail.

Onerole for the Instruction Language is to help the analyst identify incompatibilities between the
system model and the user’s model of the system. Such incompatibilities are often caused by
inconsistencies between the internal device state and the rendering (or displayed representation) of
that state.

We take as our example the relationship between the locations of files on discs and on the
Macintosh desktop. One feature of the system design is that files can be moved around within the
file structure on one disc by dragging their icons; however, when transferring files between discs,
the effect of the drag operation isto copy thefile. To copy afileto adifferent folder on the same
disc, the user has to press the “option” key while dragging the fileicon. Asan isolated design
decision, thisimplementation of the effect of dragging afileicon is based on a clear rationale —
that one generally needs only one copy of afile on adisc, so adifferent, distinctive action has to
be performed to make a second copy on the same disc. In contrast, if afileistransferred from one
disc to another, the user is likely to want to keep both copies: maybe one is a backup of the
other. A second feature of the system design is that files from either disc can be located
temporarily on the “desktop” _
(seefigure 14). Again, asa (oo ——————— = )
design decision, this seems ijDE assay-demo =—= e B
reasonable; a  temporary |] 0items 109 2 MB in disk 2169 MB av]. -
storage place (or a place to |- 4}.'. ’

keep frequently accessed files) | —
has clear uses. However, it is
possible that these design
features might interfere with
each other. We generate a
scenario of use that will allow
usto investigate this aspect

of the design — for example, | - ::f:-::-_-—d@ktop
considering the implications [ L

of having files from two | < S folder
different discs stored on the [.

desktop, and analysing what | & | | )
the user will need to know to \=

be able to move or copy those

files around. We take as our Figure 14: the Macintosh™ desktop

example a scenario in which the file contacts has, at some previous time, been moved from a
folder on the hard disc, and the file addressesfrom a folder on the floppy disc, and both are resident
on the desktop. Now, the user wants to have copies of both files in the assay-demo folder, which
resides on the hard disc, so both files are to be copied there.

Produce an IL description for this scenario. The representation should show that
the user knows about files, folders, the desktop and discs, that every file and every|
folder is stored on a disc, and that files may be located in folders or on the desktop.

However, you should aim to keep the representation simple; ignore difficult
representational issues such as the nature of a “copy” of a file.

Use your description to discuss usability problems with this device.

Our IL description and usability analysisis shown on the next page; compare yours with it.

16 This example and the one in Chapter 10 are adapted from BLANDFORD, A. E. & YOUNG, R.
M. (1996) Specifying user knowledge for the design of interactive systems. Software Engineering
Journal. 11.6, 323-333.
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Our analysisis as follows. We say that the user knows about files, discs and folders, that she
knows that files and folders are stored on discs, and that files can be in folders, or on the desktop.
OBJECTS

file: addresses, contacts

disc: hard, floppy

fol der: assay-denp

RELATI ONS

file-on-disc(file, disc) - (cannot be seen directly)
fol der-on-disc (folder, disc) - (cannot be seen directly)
file-in-folder(file, folder) - detected-by-Ioo0king
file-on-desktop(file) - det ect ed-by-1 ooki ng

From a user’s point of view, what he wants to do is to copy afile, so we define conceptual
operations to copy files. Given the ‘special’ nature of the desktop, we define special operations
that only apply to copying from the desktop (rather than more powerful operations that would
also apply to copying from one folder to another). While the computer scientist’ s instinct might
be to define more general operations, we do not demand this sophistication of the user's
knowledge! For completeness, we also define the conceptual operation for moving afile from the
desktop to afolder within a disc (though thisis not strictly necessary for this analysis). The
operations we define are those for areasonably sophisticated user of the system who understands
the significance of the filtering precondition— that dragging has different effects depending on
whether the file and its destination folder are on the same or different discs, and that he has to
press “option” while dragging in order to copy files within one disc.

OPERATI ONS
operation copy-onto-sane-disc (file:F, folder:R)
user - pur pose: file-in-folder(F, R &
file-on-desktop(F).
filtering-precond: there is a D such that
file-on-disc(F, D) & folder-on-disc(R D)
action: option-drag-file(F, R).
operation copy-onto-other-disc (file:F, folder:R)
user - pur pose: file-in-folder(F, R &
file-on-desktop(F).
filtering-precond: there is no D such that
file-on-disc(F, D) & folder-on-disc(R D)
action: drag-file(F, R).
operation nove-file (file:F, folder:R)
user - pur pose: file-in-folder(F, R &
not fil e-on-desktop(F).
filtering-precond: there is a D such that
file-on-disc(F, D) & folder-on-disc(R D)
action: drag-file(F, R).

In this case, we are saying that the things the user knows about the device state are only what
they can find out from the display. Also that the desired state is one in which both files are copied
to the assay-demo folder.

USER KNOAS | NI TI ALLY

DESI RED- STATE

file-in-fol der(contacts, assay-deno)
file-in-fol der(addresses, assay-deno)
fil e-on-desktop(contacts)

fil e-on-desktop(addresses)

Finally, we need to define the effects of user actions on the device, the initial device state, and
what is displayed.
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DEVI CE COMVANDS

drag-file (file:F, folder:Destination)

This conmand puts file F into the destination folder. If the
file is already on the sane disc as the folder, this is treated
as a Move operation. But if they're on different discs, then it
is treated as a Copy: a copy of the file is put in the folder.

option-drag-file (file:F, folder:Destination)
This conmmand copies file Finto the destination folder.

I NI TI AL

f ol der-on-di sc(assay-deno, hard).
fil e-on-desktop(contacts).

fil e-on-deskt op(addresses).
file-on-disc(contacts, hard).
file-on-disc(addresses, floppy).

DI SPLAYED

file-in-folder(file, folder).

Provided that all kinds of conditions are nmet (folder is open,
scrolling is such that the file is within the boundaries of the
fol der-wi ndow, the relevant part of the folder-window is on
screen, and is not obscured by another w ndow) ...then the screen
shows that a file is in the fol der.

file-on-desktop(file).
Simlarly.

It would also be possible to write an IL description for the novice user who does not know about
thisfiltering precondition; in this case the IL description would show that the device behaviour is
unpredictable to the user, and that the user would be unable to copy files within one disc.

The process of doing this analysis, and the resulting IL description, highlight a problem. Because
we do not define the user’ s initial knowledge of the device state, as it should be acquired by
looking at the display, the knowledge-condition expressed in the filtering precondition cannot be
checked by the user.

According to this analysis, there are two obvious problems:

(a) When about to do the copy-file operation on one of the files, the user checks the filtering
precondition condition, and realises that he doesn’t know which operation has its filtering
precondition satisfied, and the information is not visible.

(b) If he doesn’t actually check the condition, but instead assumes that the files are on a different
disc from the folder, then when he drags the “ contacts” file to the folder he will be surprised
by the fact that it is moved, rather than being copied.

The obvious way to change the design so that these problems are avoided is to assign the desktop
to the start-up disc (i.e. the disc the system cannot do without), and to arrange that files stored on
other discs can appear on the desktop only if copied there. (That iswhat is already done for
“remote” files mounted across a network.) However, it should be noted that although this
solution addresses this particular problem well, it does not address the more general problem that
there are often situations in which the user cannot easily tell which disc a particular folder is
stored on.

The analysis given here is as simple as possible. For example, it does not attempt to represent
the notion of a“copy” of afile: that the copy has (initially) the same name, that it has the same
contents, that for some purposesit is equivalent to the original, but that the copy and the original
can be changed independently and so become out of step. Even so, it highlights a source of user
difficulty when using the system.

This example illustrates the fact that some designs that are clear and rational from a device
perspective actually hide essential information from users as a consequence of inconsistencies
between the device state and the way it is presented to the user. A user-centred IL analysis can
help to clarify the knowledge needed by the user to work effectively with the device, and thus
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highlight inconsistencies between the device state and the user’ s knowledge of that state.
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9. Large-scale example: a high-reliability system

The next analysis we present relates to the CERD (Computer Entry and Readout Device), a
component of an Air Traffic Control Officer’s workstation. In this case, the design was fairly
mature; it was also the product of aformal design process, in which the design team was using
formal specification techniques, and occasionally executing proofs for the most safety-critical
aspects of the design.

Introduction to the CERD exemplar

The CERD is adevice that allows an Air Traffic Control Officer to access and manipulate the
landing order of aircraft at amajor airport complex. The description that follows is simplified, but
includes all the detail relevant to this analysis.

The system is used to control the order in which aircraft will be permitted to land, by allowing
the Air Traffic Control Officer to construct messages and send them to the National Airspace
System. Such messages can request changes to the landing order or the assignment of flights to
special categories. The CERD also receives messages from the National Airspace System and
displays them so that the user can read and respond to them if necessary. Figure 15 shows a
typica CERD display, including the message line (on which messages from the National
Airspace System are displayed), the scribble line (on which the user constructs messages to send)
and flight keys which allow the user to refer to individual flights in a message.

The Air Traffic Control Officer constructs a message by pressing keys on the CERD that
correspond to components of the desired message. For example, a message requesting that the
order of flights BM11 and AL 3233 be swapped would be constructed by pressing the keys
corresponding to “swap’, “bm11”, “al3233’ and “confirm’, while assigning an “emergency” code
to flight BM 11 involves pressing “assign’, “bm11”, “em” and “ confirm’ (“em” being available
from a different screen, which is displayed when appropriate). Only keys that can validly be
pressed next are enabled. All requests constructed by an Air Traffic Control Officer are sent to the
National Airspace System, and may be either accepted or rejected. There are four request types: to
assign a special category indicator (Assign); to reposition one flight in the landing order (Repos);
to swap two flights (Svap); and to resequence a block of up to 10 flights (Reseg).

Numt'aler of messages indicator

Message arealof | GoTo
"Scribble" line+»
BA 124 18 Lam AL3233 12 Lam )
Assign Cancel

M B727 1129 M DC9 1117
CA 6576 17 BIG CA923 11 BNN Renos
M DC9 1127 H B747 1115 P
NW753 16 BNN BM11 10 sic o — Request-type keys
M B727 1125 M B737 1112 esed ontimi 4
BA7751 wyuock wu| |GA922 g ock /
M B737 1123 M B737 1110 Swap
QA21 14 Lam BAO6 8 BNN Tid BKTHK
H B747 1121 H B747 1108 d ’
JR552 13 BIG AZ644 7 oOcK
L FKk27 1119 M  DC9 1106 < >

VX ‘V'—
H Iaht keys Scrolling keys

Figure 15: Typical structure of a CERD page (this display corresponds to columns 1 & 2 of Figure
16 at time T1)

The flight keys are designed to be similar to the paper flight strips that are traditionally used to
monitor flights. They display the flight number, the type of aircraft, the estimated landing time,
etc. The flights area of the CERD display is a moving window, which is controlled by the
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scrolling keys, giving the Air Traffic Control Officer information about up to 12 consecutive
aircraft in the landing order.

If the current message on the top line refers to a particular flight then the GoTo key becomes
enabled, and pressing the key will cause the CERD to display, in a tidy state, the screen
containing information about that flight.

time T1:
flight 3 has just landed,;
flight 6 has just passed the reference point:

0010 #8 17 16 WU 14 13 412 11 10 3 3 A ] —
B File W B C % R e
columnd B _golumnZ columnd_ 13 columnd |

time T2:

flight 8 has passed the reference point;
flight 12 has been diverted:

—

10
2z b1 20019 13 17 16 BWU 14 13 111009 82 7 o6 SL_
calumnz 1 calurnh b
+

12 diverted to Lutsh

time T3:
flight 13 has passed the reference point:

26 {25 24 23 22 21 20419 18 17 16 WU 14 §3 11 10
L L L L e T
columng columt _Eh colurmnd

‘reference point H minutes

hefore landing

Figure 16: six flights are eligible for display in each column of a CERD page
(the display will show two adjacent columns, counting forward or back from the reference point).

At any instant, aflight is eligible for display in a particular column, asillustrated in Figure 16;
flights become eligible to appear in anew column as other flights pass the reference point, or get
diverted. If the flight becomesineligible for display in either of the columns on the screen (due to
its being diverted or because earlier flights have passed the reference point, for example), then it
disappears from the display. Typically, this means that slots at the bottom right are cleared as
flights become eligible for display in the next column. Thereis an explicit Tidy control that
becomes available once the display is untidy; this updates the display by removing intervening
gaps. If there are more flights that can be displayed then one or both of the scrolling arrow keys
(Figure 15) are highlighted. Scrolling is done on a column by column basis. Scrolling causes the
flights in the next block to be displayed in atidy way.

Here we present extracts from our analysis of just one of the issues we were asked to address. “Are
CERD'’s current operations the best ones to cover the tasks which need to be performed? Could
they be better supported by another set of operations?’

Design issue: tasks and CERD operations

Again, thefirst step in the analysis is to identify candidate tasks, in terms of initial and desired
states, and establish the sequence of operations the user would have to perform to effect the state
change. Here, we consider just two such tasks.
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First task: checking the landing order

Onetask Air Traffic Control Officers perform routinely isto work through the landing order from
front (nearest to landing) to back (furthest away), checking that it is satisfactory. For example, if
alarge aeroplane isimmediately followed by a very small one then extratime has to be alowed
between landings (to allow for turbulence), so they will try to re-order the flights to avoid this.
The task involves the Air Traffic Control Officer scrolling left through the flights in the landing
order, checking flights, and occasionally constructing messages to request changes. We focus on
the scrolling operation, which has the purpose for the user of seeing the next flights in the
landing order. The operation is only possible if there are further flights to be displayed.

We can construct a semi-formal description of this operation:
operation see-next-set-of-flights-Ileft

user - pur pose: see-next-flights-further-away
filtering-precond: there-are-nore-flights-1eft
action: scrol | -1eft

The corresponding device command is:

devi ce-comand scrol | -l eft
ef fect: tidy-screen; then

di spl ay- next - bl ock-of -flights-to-Ileft

One aspect of analysisisto consider whether the effect matches the user purpose, to ascertain
whether the effect is predictable to the user, and whether there are circumstances in which there are
potential mismatches between the user’ s intention and the device effect. In the case of scrolling to
see more flights further away, it clearly depends on what the effect of the system Tidy is. If the
screen isvery untidy just before the user applies this operation then flights might be substantially
re-organised on the display. In particular, if seven flights have landed or been diverted then it is
possible for flights to jump from “off to the left” to “off to the right” with one scrolling
operation (Figure 17), so that the user-purpose of seeing the next flight to the left (in this case,
flight 19) is not satisfied. Here, the role of the modelling is to identify circumstances in which
the device effect fails to match the user purpose.

' '] ' ']
GoTo GoTo
I BA124 18 taw I I I - - BAZE 25w I AF276 19 ock I . -
nssign|  [cancel | M nssign]  fcancer
CAGST6 17 e J I I BNiZG 24 s I BALZZ 18 L J
epos | | 2 Repo|
NW753 16 BNN J I I NW214 23 BNN J ICA 6576 17 BIG J
|M w727 1125 w8727 10| | oce 1127
BATTST ock WO SA521 ook W NW783" 16 o
[ | | =] [ N
I QA21 14 LAM I I UAL 21 LAM BA7751 WU OCK wu
1121 M B737 1351 M B737 1123
BA 590 20 BWN QA2L 14 Lam
w_er27 ) 1121
]
| TW52 31 o I I BA28 25 Law I
M __B727 2143,
BA97 30 ocx BM26 24 56 —
M B727 1152 M DC9 1141 PO
I CA643 29 Lam J NW214 23 e J
w _oco 1150 | 1130
I NR32 28 sic I SA521 22 OCK wu .
M B727 114¢ M _B737 1137
FKBl 27 BN w—l IUAl 21 o E
M e77 737 I
UA14 26 oeK I |BA 590 20 BNN I E

Figure 17:
(a) original screen at time T3 (Fig. 16) — 7 flights have landed or been diverted since the screen
was last tidied.
(b) the screen as it would appear if the user pressed the “tidy” button
(c) the screen as it appears if the user presses ; flight 19 has jumped from left to right.
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As user modellers, we cannot state definitively whether or not this mismatch is actually likely to
cause difficulties. However, the results of this analysis can be used to frame afocused question to
adomain expert (“Isthislikely to happen, and what might the consequences be?’) or to identify a
point that needs to be brought out in training (so that users are trained to recognise and respond
appropriately to this situation).

Thisfirst analysisis of atask that we were explicitly told about by the CERD designers. We
have not considered the details of message construction here, but identified a potential problem
with the implementation of scrolling. We now move on to consider various aspects of message
construction.

Second task: sending two messages

The second task is more detailed: we consider how the Air Traffic Control Officer might interleave
two message-sending tasks, one based on the currently visible screen and one in response to a
message that has just appeared on the message line. For example, we might imagine that the
situation in the air is as shown in Figure 16 (time T2), but that the display, showing columns 1
and 2, has not been updated sincetime T1, and is as shown in Figure 18. The Air Traffic Control
Officer has decided to swap the flights either side of the diverted one, and a message arrives to say
that flight BA772 (which is not currently displayed) should be given an “emergency” special
category indicator. The likelihood of such a situation arising should be assessed by domain
experts. The conclusions we draw are made subject to our assumptions being valid, and serve asa
focus for asking motivated questions about relevant aspects of the domain context.

| ~~\_, BA712/ N~ /N EM o
olo
BA 124 18 Lam )
Assign Cancel
M B727 1129
CA 6576 17 BIG CA923 11 BNN Repos
M DC9 1127 H B747 1115
NW753 16 BNN BM11 10 BiG Rese ot
M  B727 1125 M B737 1112 q
BA7751 WU OCk WU GA922 9 ockK
M B737 1123 M B737 1110 swap
QA21 14 LAm Tidy BkTrk
H B747 1121
JR552 13 BIG
L FK27 1119 < >

Figure 18: example initial state

The task consists of two sub-tasks — constructing and sending a message to change the special
category indicator of BA772, and constructing and sending a message to swap CA923 and JR552.

The operations needed for constructing a message about a flight are to specify the request-type,
specify the flight (which has to be on the display), construct the remainder of the message, and
then send the request. We need to be able to talk about flights, messages and the words that make
up messages, and about relationships between these objects:

OBJECTS
flight: ba772, bmll, ca923, jr552, qga2l...
message : m, nm2 ...

word: assign, repos, ba772, bnll, em..

RELATI ONS

shown- on-screen (flight)
references-flight (nessage, flight)
sent - mressage (nessage)

const ruct ed- nessage (message)

next -in-request (word)
current - message( nmessage)
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In this scenario, the user’ s task is to be in a state where the two messages have been sent:
desired-state(sent-nmessage(“assi gn BA772 enf),
sent - message(“swap CA923 JR552"))

We start by considering message construction. To construct a message, the user selects a
message-type key, specifies the first flight, then constructs the remainder of the message (we do
not consider the details here), and finally sendsit by pressing “ confirm'’.

For specifying the message type, the subgoaling precondition is that no request-type has already
been selected, and the user purpose is that the message type appears as the next item in the
message being constructed on the scribble line. There are additional device effects (e.g. the display
changes with some previously greyed out buttons becoming activated and some previously
activated ones being greyed out). The user can rely on the display state to ascertain what actions
arevalid a any given time.

operati on add- nessage-type-to-request(nessage-type: T)

user - pur pose: next -in-request (T)
subgoal i ng- precond: (there is no partially constructed nessage)
action: press-T-key

Thefirst flight in the message can be specified when the message-type has been entered, and the
flight key is displayed on the screen:
operation add-first-flight-to-request(flight: F)

user - pur pose: next -in-request (F)
subgoal i ng- pr econd: next -i n-request (T)

shown- on-screen (F)
filtering-precond: (T is a nessage type)
action: press-F-key

We will gloss over the construction of the remainder of the message with a high-level operation.
The reason for splitting message construction into “message type”, “first flight” and “the rest”
will become clear below:

operation construct-rest-of-nessage(nessage-type: T, flight: F)

user - pur pose: const ruct ed- nessage( T, F, <rest - of - nessage>)
subgoal i ng- precond: next-in-request (F)
action: <press appropriate keys>

Finally, the user must send the message:
operation send- nessage(nessage: M

user - pur pose: sent - message(M
subgoal i ng- pr econd: construct ed- nessage(M
action: press-confirm

Without presenting a full hand-simulation here, we can reason as follows. The user has two
goals: to have sent each of the messages. The user has to select which to address first; he might
choose the first because it is an emergency, or he might choose the second because al the
necessary information is available on the current screen. At this point we have a non-deterministic
choice, and we can explore the consequences of each possibility, but we consider just one case:
sending the “emergency” message first. To have sent this message, the user selects an operation
with the desired user-purpose. According to the IL description, the user knows that the appropriate
operation is to send-message; this involves pressing “confirm” after the message has been
constructed; therefore, he acquires the new goal of having the message constructed (i.e. displayed
completely and correctly on the “ scribble” line of the display). Thisin turn is achieved by typing
the rest of the message once the first flight has been specified. For specifying the first flight,
there are two subgoaling preconditions: that the message type has been specified, and that the
flight is displayed on the screen. The user adopts both of these as goals, and might address them
in either order (according to the current IL definition). The first of these is addressed by applying
the operation to press the message-type (“Assign”) key, and the second by pressing GoTo. We
have not yet specified the GoTo operation. For GoTo, the filtering precondition is that a flight
has been mentioned in the current message, and the user purpose of the operation is that the flight
isdisplayed (“shown-on-screen”). The GoTo operation is only available if there is a current
message which references a flight; then the effect of GoTo is that the referenced flight appears on
the screen. We say that the purpose of applying the operation is to make the flight available for
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selection (i.e. shown on the screen):
operation find-flight-fromnessage (flight: Fl)

user - pur pose: shown-on-screen (Fl)
filtering-precond: references-flight (current-nessage(), Fl)
action: goto

As stated, this operation seems unproblematic; it enables the user to easily locate aflight that is
needed for the current task.

If the user addresses the goal of adding the message type to the request before that of getting the
flight displayed on the screen then he becomes committed to applying the operation add-message-
type-to-request(“assign”); since the precondition is (we shall assume) satisfied, the user can press
the corresponding key. The device state is updated accordingly. There is still a subgoaling
precondition on add-first-flight-to-request(*BA772"), that the flight is displayed, so the user
addresses this goal, which results in him pressing the GoTo key. However, pressing GoTo clears
any partially completed message on the scribble line:
devi ce- conmand got o
effect: cl ear-scribble-line; then
tidy-screen; then
di spl ay- bl ock-of -flights including referenced flight

Consequently, if the user presses Assign and then GoTo, the effect of pressing Assign will be
undone and the user will have to re-adopt the goal of adding “Assign” to the message. Although
both are used for navigating, GoTo and scrolling differ in their effects.

Unless primed with the (over-generalised) knowledge that the flight must be displayed before
pressing the assign key, hand simulation highlights the possibility of order errors, pressing
Assign before GoTo. Since it is not obvious that the flight has to be visible before the user
presses Assign, and is not true if the user is finding the flight by scrolling, this leads usto predict
that users may make order errors. This prediction depends on two things:

« Firstly, it depends on us, as analysts, not specifying as a subgoaling precondition that the flight
should be on the screen before the request-type operations are performed. This is consistent
with the heuristic noted above, that the designer should assume the minimum possible level
of user knowledge and explore the consequences of that, in order to understand better what the
knowledge requirements on the user are.

« Secondly, it depends on the ability to hand-simulate the behaviour of the model.

Here, the role of the user modelling isto identify a potential usability problem and highlight an
inconsistency in the implementation of related operations.

Now we consider re-locating the display relative to the landing order. Having sent the “assign
emergency code” request the user now has to construct the  swap these flights’ request. Here, we
just consider the sub-task of getting the flights on the display. To do this, he will need to return
to the screen that was displayed before he responded to the “emergency” message using the
scrolling keys. For the scroll-left device command thisis a different user purpose from that in the
previous (checking landing order) task, so we construct a different conceptual operation. The user
has various cues about his current position and previous position in relation to the landing order,
but they al require significant mental processing. If we try to describe the finding-flight
operations, we need a knowledge filter that is difficult to express precisely:

operation find-flight-later-in-1landing-order (flight: FI)

user - pur pose: shown- on-screen (Fl)
filtering-precond: is-later-than-currently-di splayed (Fl)
action: scroll-left

operation find-flight-earlier-in-Ianding-order (flight: Fl)

user - pur pose: shown-on-screen (Fl)
filtering-precond: is-earlier-than-currently-displayed (Fl)
action: scrol | -right

These operations together express the fact that the user needs to know which way to scroll. This
knowledge may be readily accessible as part of an experienced Air Traffic Control Officer’s mental
model of the current landing order; alternatively, it might be available in some form on another
display. It is not readily available on the CERD, so a question to the designers would be: where
are users expected to obtain this information? The role of the user modelling here isto highlight

52



Chapter 9: CERD example

the fact that this operation makes demands on the user’ s knowledge, and to query the potential
sources of that knowledge.

In this case, the effects of scrolling do not directly match the user purpose; the user may have to
scroll through an unspecified number of columns to locate the desired flights. The Air Traffic
Control Officer, as a domain expert, may have a mental representation which will support him
well in re-locating the flights, but there is no simple corresponding device command. Here the
role of the user modelling isto identify a functional requirement on the design, on the basis of an
analysis of the users' tasks.

About this analysis

This analysis was done on a much more mature product than the ECOM analysis. The usability
difficulties identified are comparatively minor, though they could have serious implicationsin a
safety critical context. One of the difficulties we were faced with when first doing this analysis
what that we are not domain experts, and making informed assumptions about the way air traffic
controllers think about their domain tasks was difficult. We may have made some inappropriate
assumptions; however, in the analysis we have been forced to make those assumptions explicit,
and can use them to guide discussions with domain experts about the validity of the analysis. In
an ideal world, designers and analysts would have easy access to domain expertsin order to
validate assumptions; in practice, such accessis often very limited, and should be used for dealing
with design issuesin afocused way. A PUM analysis can contribute to that.
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10. Worked example: Invoking principles of user cognition

If we apply principles about ways in which the user applies her knowledge in performing tasks,
we can identify further problems that go beyond the simple “mismatch” problemsillustrated in
the “desktop” example (section 8). We have aready worked through examples that include hand-
simulation; this example takes that idea further.

As described earlier, the simplest modelled behaviour is a means-ends analysis schema that takes
account of changesin the device state. The user identifies operations to perform on the basis of
“selection by purpose” — by identifying operations whose user purpose matches the current goal
and whose filtering preconditions are satisfied. If any subgoaling preconditions are not satisfied,
they are adopted as subgoals. When an operation with satisfied preconditions is selected, the user
issues the corresponding device command and her knowledge of the device state changes in
response to predicted effects and perceived changes to the device state. This particular example
hinges on the way the user keeps track of the state of the device.

The example is taken from the design of a mail tool that allows users to store messages in named
folders. At any time, some folder has been “loaded” into the tool, and the headers of the messages
it contains are displayed in a scrollable list. The mail tool provides two operations: to Load a
folder of messages the user wants to see, and to Move a message from the currently loaded folder
to some other folder. The tool has a slot named Folder which can hold the name of a single
folder. The names of all existing folders can be found on a menu that the user can see by pressing
on either of the operation buttons, Load or Move (see Figure 19). There are two different ways to
invoke the Load and Move operations, both requiring the name of afolder other than the one that
iscurrently loaded. In the case of Load, it isthe name of another folder to be loaded. In the case
of Move, it isthe name of afolder where the user wants a message (from the currently loaded
folder) moved to.

» |If thefolder nameis already in the Folder slot, then the user can simply click on the Load
button to load the folder, or on the Move button to move the selected message to the folder.
(To “click” means to press the mouse button and then immediately releaseit.)

*  Otherwise — if the desired folder nameis not in the Folder slot — the user must press the
mouse button (and hold it down) on the Load or Move button in order to bring up the menu
of folder names, drag the mouse until it is over the intended folder (e.g. “folder5” in the
diagram), and then release the mouse in order to invoke the operation with that selected
folder. Doing this causes the name of the selected folder to be put in the Folder slot.

C O CIOC I  Folder: folde5 <@————7—"Folder"
window showing | ) ( ) ( ) ( ) MoveS) () (Toaa v) slot
headers of 1 James 30 Oct meeting Friday folderl gsihOIW' ne%
messages in 2 Paula31 Oct A i folder2 splay
current folder o JC Ay xerase folder

(3 Liz 31 Oct lunch today amanda name)

..... brian

[folde5 ]
current folderS @l pull-down
message projedtx menu of
folder7 folders

contents of From: Liz

current —p| Date: 31 Oct
message Subject: lunch today

| have avisitor today who would like to discuss arrangements for a
seminar with you. Do you fancy meeting for lunch?

Figure 19: example screen (schematic) from the Mailtool

We consider one scenario of use. The user has several mail files, some of which are sorted by the
name of a person they concern, and some by the name of the project they deal with. There are
mail messages from Amanda and Brian stored in folders under their names. The user has recently
had exchanges with both people about a new project, Project X. The user has created a* projectX”
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mail folder, and now needs to go through both the amanda and brian folders, in order to move any
messages concerning Project X to the projectX folder.

Write an IL description to describe this scenario. Use your
description to reason about usability of the device. Think in particular,
about two things:

. from a user’s perspective, the task is to move files from one
folder to another, so your representation should include different
conceptual objects to represent “from” (or “source”) and “to” (or|
“target”) folders.

. the user can get their information about the state of the
device from two sources: from the display, or by predicting the main
effects of predictable operations. First write your IL description
assuming the user will get their information from the display. Then
revise it for the more experienced user who relies on keeping track
of the device state by predicting the effects of actions.

Our IL analysisfor this scenario is shown on the next page.
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In our analysis, we have chosen a representation that distinguishes between the selected-from and
selected-to folders to reflect their different conceptual roles (as the folders a message is moved
from and to respectively). Thisisan example of ageneral heuristic that items that serve different
rolesin the interaction should be distinguished; the consequences of this will become clear in the
analysis below. Thetwo relations selected-to and selected-from both involve the user looking at
the same place on the screen to get the value of displayed-folder-name. For the user to know
which folder is currently opened, we also have arelation opened, which is defined as being
predicted by the user when afolder isloaded.

OBJECTS:
nmessage: al, ..., a5, b1, ..., b6
f ol der: amanda, brian, projectX
RELATI ONS
hi ghl i ght ed( message) -- det ect ed- by-1 ooki ng
di spl ayed-f ol der-nane(fol der) -- detected-by-Io00king
opened(f ol der)
sel ect ed-t o(fol der) -- selected-to(F) if displayed-fol der-name(F)
sel ected-from(fol der) -- selected-fron(F) if displayed-fol der-nanme(F)
Vi si bl e( nessage) -- det ect ed- by- I ooki ng.
cont ai ns(fol der, message) -- contains(F,M if opened(F) & visible(M
OPERATI ONS
operation nove-quick (fol der:Tf, nmessage: M
user - pur pose: contains(Tf, M
subgoal i ng- pr econd: hi ghl i ght ed(M
filtering-precond: sel ected-to(Tf)
predi cted-effect: contains(Tf, M
action: click-nove

operation nove-slow (fol der: Tf, message: M

user - pur pose: contains(Tf, M
subgoal i ng- pr econd: hi ghl i ght ed(M
filtering-precond: not sel ected-to(Tf)
predi cted-effect: contains(Tf, M
action: sel ect - and- move( Tf)

operation | oad-quick (folder:Ff)

user - pur pose: opened( Ff)
filtering-precond: sel ected-fron( Ff)
action: click-Ioad

operation | oad-slow (fol der: Ff)

user - pur pose: opened( Ff)
filtering-precond: not sel ected-fron(Ff)
predi cted-effect: opened( Ff)

action: sel ect - and- | oad( Ff)

operation highlight-message (folder: Ff, nessage: M

user - pur pose: hi ghl i ght ed(M
subgoal i ng- pr econd: opened( Ff)
filtering-precond: contains(Ff, M
action: pi ck(M

USER KNOAS | NI TI ALLY

cont ai ns(amanda, al). .. cont ai ns(ananda, a5)
contai ns(brian,bl)...contains(brian, b6)
opened( amanda)

DESI RED- STATE

contai ns(projectX al)...contains(projectX a5)
contai ns(projectX bl)...contains(projectX b6)
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DEVI CE COVMANDS
click-nove

noves the highlighted nessage to the currently selected
fol der.

sel ect - and- nove( Tf)
sets the selected folder to Tf and noves the highlighted
nessage there.

click-1oad
opens the currently selected fol der

sel ect - and- | oad( Ff)
sets the selected folder to Ff and opens it.

pi ck(M

causes nessage Mto be highlighted

I NI TI AL DEVI CE STATE

cont ai ns(amanda, al). .. cont ai ns(amanda, a5)
contai ns(brian, bl)...contains(brian, b6)
opened( amanda)

DI SPLAYED

There will be a displayed-fol der-name, visible nessages, and one
hi ghl i ght ed message (ignoring the case where the currently opened
folder is enpty).

We have defined conceptual operations to correspond to the device commands that are available to
the user. Move-quick involvesjust clicking the move button; the highlighted message then gets
moved to the currently selected folder. In contrast, move-slow involves pressing the move button
and selecting the name of the target folder; the highlighted message then gets moved to the target
folder, which becomes the currently selected-to folder and the current displayed-folder-name.
Similarly, load-quick loads the currently selected-from folder, while |load-slow involves pressing
the load button and selecting the name of the target folder, which is then loaded and becomes the
currently selected-from folder and the current displayed-folder-name.  Our final operation,
highlight-message, involves clicking on a message header (from the currently opened folder).

As shown in the IL description, this task has some small complexities. Firstly, there are two
ways to achieve particular goals, which the user would select in different circumstances (as
specified in the filtering preconditions). Secondly, thereis only one location on the display that
contains the name of afolder; this might be the folder that is currently loaded, or the one to which
messages are being moved. Thisis a case where one display item serves two purposes.

Apply| ng the principles stated above to this IL description, we get predicted behaviour as follows:
the modelled user has goals as specified in the task.

» applying selection-by-purpose, the user selects operation nove- sl ow( pr oj ect X, al),
but its subgoaling precondition is not satisfied.

»  applying precondition-subgoaling, the user adoptsthe goal hi ghl i ght ed(al) .

» the preconditions on the corresponding operation, hi ghl i ght - ressage(anmanda, al),
are satisfied, so the user doespi ck(al) .

* the display state changes, so the user knows that this is highlighted, satisfying the
precondition for nove- sl ow pr oj ect X, al), o) the user does
sel ect - and- nove( proj ect X) .

e the user predicts the intended effect of nove- sl ow, cont ai ns(proj ect X, al). The
display state changes so that the user also knows di spl ayed- f ol der - name( pr oj ect X) ;
sel ected-to(projectX); selected-fron(projectX).

By the same reasoning, the user then selects-by-purpose nove- qui ck( pr oj ect X, a2) , and
the modelled behaviour continues in this way until the point where all the messages from amanda
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have been moved, and it is time to move messages from brian.

The skilled analyst would focus on the section of this analysis shown in the table below — i.e.
the transition point where the “from” folder is being changed. Aswith any design or analysis
activity, identifying the areas that merit most attention in this way islargely a matter of craft
skill and experience. In this case, asthe analysis shows, if the user always depends on the screen
for information on the selected folder, then she will not experience problems. This can be
contrasted with the variant on this analysis that we present below.

Committed operations & goals, and commands issued User's knowledge of state
...we get to a point where.... contai ns(projectX al)...
cont ai ns( proj ect X, a5)
Goal s: contai ns(brian, bl)...contains(brian, b6)
cont ai ns(proj ect X bl)... opened( ananda)
cont ai ns(proj ect X, b6) hi ghl i ght ed( some- nessage)

di spl ayed- f ol der - nane( pr oj ect X)
sel ect ed-t o( proj ect X)
sel ect ed- fr on{ pr oj ect X)

Sel ecti on- by- pur pose ==>
Qper ati on: nove- qui ck( proj ect X, bl)

Precondi ti on-subgoal i ng ==>
CGoal : _hi ghlighted(bl)

Sel ecti on- by- pur pose ==>
' n: highlight-message(brian, bl)

Precondi ti on-subgoal i ng ==>
Goal : opened(bri an)

Sel ecti on- by- pur pose ==>
Qper ati on: | oad- sl ow bri an)

Precondi tions satisfied, so do it! opened(bri an)
Command: sel ect - and- | oad( bri an) di spl ayed-fol der-name(bri an)
di splay changes, so user's know edge| sel ected-to(brian)
changes; user keeps track of which folder|selected-from brian)
i s opened:

Precondi ti ons on hi ghl i ght - nessage| hi ghl i ght ed(b1)
satisfied, so do it!

Command: pi ck(bl)
di splay changes, so user's know edge
changes:

Filtering precondition on nove-quick no
| onger satisfied, so cease to be commtted
toit.
Sel ect i on- by- pur pose ==>

(per ation: nove- sl ow proj ect X, bl)

Preconditions satisfied, so doit: contai ns(projectX, bl)

Conmmand: sel ect - and- move( pr oj ect X) di spl ayed- f ol der - name( pr oj ect X)
sel ected-to(projectX)
sel ected-from(projectX)

...and so on to completion of task.

Doing an IL anaysis can often involve investigating several variants — establishing the
consequences of different user knowledge on the predicted interactive behaviour. We move on to
consider a variant analysis in which the user relies on predicting the information, because she is
familiar with the operation of the device. (Here, the argument is that while novice users refer to
the display frequently to confirm the effects of their actions, more experienced users often rely
more on their ability to predict the effects of actions without explicitly checking them.) We can
generate an IL description in which we do not declare that the user knows the sel ected-to folder or
the selected-from folder by looking; rather, both are predicted effects. Most of the information in
the second variant is the same as above. The important changes to the IL description are
highlighted.

60




Chapter 10: Worked example

RELATI ONS

hi ghl i ght ed( message) -- det ect ed- by- I ooki ng.
opened( f ol der)

sel ect ed-to(f ol der)

sel ected-from fol der)

vi si bl e( nessage) -- det ect ed- by- 1 ooki ng
cont ai ns(fol der, nessage) -- contains(F,M if opened(F) & visible(M
OPERATI ONS
operation nmove-qui ck (folder:Tf, nessage: Ms)
user - pur pose: cont ai ns(Tf, Ms)
subgoal i ng- precond: hi ghl i ght ed( Ms)
filtering-precond: sel ected-t o(Tf)
predi cted-effect: cont ai ns(Tf, Ms)
action: click-nmove

operation nmove-slow (fol der: Tf, message: Ms)

user - pur pose: contai ns(Tf, Ms)
subgoal i ng- pr econd: hi ghl i ght ed( Ms)
filtering-precond: not sel ected-to(Tf)
predi cted-effect: selected-to(Tf) &
cont ai ns(Tf, Ms)
action: sel ect - and- nove( Tf)

operation | oad-quick (fol der:Ff)

user - pur pose: opened( Ff)
filtering-precond: sel ected-from Ff)
action: click-1oad

operation | oad-sl ow (fol der: Ff)

user - pur pose: opened( Ff)

filtering-precond: not sel ected-fron Ff)

predicted-effect: selected-from Ff) &

opened( Ff)

action: sel ect - and-1 oad( Ff)
operation highlight-nessage (fol der: Ff, message: Ms)

user - pur pose: hi ghl i ght ed( Ms)

subgoal i ng- pr econd: opened( Ff)

filtering-precond: cont ai ns(Ff, Ms)

action: pi ck( Vs)

The corresponding modelled behaviour is shown in the table below.
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Committed operations & goals, and commands issued

User's knowledge of state

...we get to a point where....

Goal s:
cont ai ns(proj ect X bl)...
cont ai ns( proj ect X, b6)

contai ns(projectX al)...
cont ai ns( proj ect X, a5)
contai ns(brian, bl)...contains(brian, b6)
opened( ananda)
hi ghl i ght ed( sore- nessage)
sel ect ed-t o( proj ect X)
sel ect ed- f r on{ ananda)

Sel ect i on- by- pur pose ==>
Qper ati on: move- qui ck (proj ect X, bl)

Precondi ti on-subgoal i ng ==>
Goal : hi ghli ght ed(bl)

Sel ect i on- by- pur pose ==>
Q' n: hi ghlight-nessage (brian, bl)

Precondi ti on-subgoal i ng ==>
Goal : opened(bri an)

Sel ect i on- by- pur pose ==>
Qper ati on: | oad- sl ow bri an)

Preconditions satisfied, so do it!

Command: sel ect - and- | oad( bri an)
di splay changes, so user's know edge
changes; user tracks which folder is opened
and the sel ected-fromfol der:

opened(bri an)
sel ected-from(brian)

Precondi ti ons on hi ghl i ght - message
satisfied, so do it!
command: pi ck(bl)

hi ghl i ght ed(b1)

display changes, so user's know edge

changes:

Preconditi ons on nove-quick satisfied, so|contains(brian,bl) -- detected by

do it! | ooki ng
command: click-nove contains(projectX,bl) --by tracking

** see note (d) below **

According to this analysis, the experienced user islikely to:

a) doasow-move to specify folder projectX asthe“t

0" folder for the first message, then

b) asequence of quick-movesto move further messages from folder amandato folder projectX.
¢) shewill then do a slow-load to specify folder brian as the “from” folder, to open folder brian,

and
d)

resume doing quick-moves to move further messages from brian to projectX. The effect of

thiswill in fact be to move files from brian to brian. Whether the user believes the message
has moved will depend on whether she isrelying on looking or predicting at this point. If she

uses both, then a conflict will be detected.

The obvious solution is to have two separate folder slots on the display, one for “load” and one
for “move”. When this example was first used in training, one of the students described the use of
one display slot for two purposes as “bad computer science karma”; the analysis here helps to
give auser-centred view on why this was a poor design decision.

Asis so often the case in interface design, this source of difficulty, like that discussed in Chapter
8, is obvious once it has been pointed out. However, these system descriptions are both based on
systems that have been implemented and introduced into the marketplace. While neither of these
usability problemsis critical, both are annoying and unnecessary.
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11. Discussion

We have used a series of examples to introduce you to the PUMA approach to cognitive
modelling and usability evaluation. The examples have shown how the IL can be used to help the
analyst identify mis-matches between the likely conceptual model and the device model, both in
terms of the knowledge the user has access to and in terms of the ways they are likely to use that
knowledge when interacting with the device. We close this tutorial by reviewing what PUMA is
useful for and discussing how you can take PUM analysis further.

By now, you should be fairly familiar with the IL constructs. The syntax is given in Appendix 3.
Theaim in writing an IL description is always to lay out the knowledge a user needs to interact
effectively with the device in order to achieve their domain goals. The boundary between “domain”
and “device” knowledge, and the way the one relates to the other, can sometimes be fuzzy, but
writing out the IL and considering where the user knowledge is expected to come from can help to
clarify what the user needs to know, and how their domain knowledge is used when working with
this particular device.

In the examples in Section 2, we have aimed to illustrate that the use of the IL can scale up and
be used to analyse the usability of a broad range of devices. While doing a full analysis can be
both difficult and costly, one of the potential advantages of PUM isthat it can be applied with
differing degrees of rigour, depending on what stage the design is at, or how many usability
difficulties are identified early on.

The worked examples were chosen to illustrate the use of the IL to identify both surface-feature
difficulties and deeper ones. In both of these cases, the need to present a detailed problem
description, to allow the reader to do the IL-based analysis, probably means that the difficulties
were fairly obvious without bothering to produce the IL. That is not because the difficulties are
inherently “obvious’ (these are, after all, descriptions of widely available commercia products),
but because the need to describe them for analysis has taken the reader a large part of the way to
understanding the systems — an important part of the learning process.

The scope of PUMA was discussed at the end of section 1. Broadly speaking, it is useful for
analysing goal-directed behaviour, and for identifying mis-matches between likely user knowledge
(and the way the user is likely to apply that knowledge when working with the device) and the
design of the device.

Like any short tutorial, this one is inevitably incomplete. Learning to do cognitive modelling
takes time and practice. Our aim has been to focus on the basics, so that you can apply your
understanding in arange of contexts. In practice, we rarely construct a full IL description of
substantial tasks, but use our understanding of what it would involve to guide aless formal user-
centred analysis of usability.

One important aspect of interactive behaviour that we haven’'t covered in this tutorial is the idea
that the device can act as a resource that guides or constrains what the user can do. So, for
example, when using a menu system the user doesn’t have to know ahead of time what option to
select as long as the choice is clear when they actually use the device. In this case, the important
thing is that the user can recognise the relevance of particular menu optionsisrelation to their
goals. The basic question, though, remains the same: what is the user expected to do, and how
will they get the knowledge they need to do it with this device?
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Appendix 1: trace of running model (text editor, first task)

Thisisatrace of arunning model for the text editor (generated by a Lisp program — hence al the
brackets!). At each stage, it shows the state of the device, and the state of the user model.
“knows—ds’ is what the user knows about the device state (from looking at the display, or
predicting the effects of actions). Goals are adopted and commitments made to operations. When
the user model requires input from the analyst (when there is a choice that it does not have the
knowledge to resolve), the interaction is shown in italics.

devi ce-state: -+-4-4-4-+-+-F-F- - b o oo - b e - - - - -+

((textat tx-1 loca) (textat tx-2 loch) (textat tx-3 locc) (cursorat |ocd)
(buffercontents tx-3))

user-state: - - - - - - - - - - - - - - 4o oo oo oo

((knows-ds (textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ)
(cursorat locd)))

B i T S e S s ol e o o e e e e a5

adopting goal s

devi ce-state: -+-+-4-4-+-+-+-+- -+ - -+ F- b - - - - F- - -+
((textat tx-1 loca) (textat tx-2 locb) (textat tx-3 locc) (cursorat |ocd)
(buffercontents tx-3))
user-state: - - - - - - - - - - - - - - oo oo oo oo
((knows-ds (textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ)
(cursorat |ocd))
(goals (textat tx-1 locc) (not textat tx-3 locc) (textat tx-1
| ocb)
(not textat tx-2 loch)))
B e i T il oo N M S S

consi dering ways to address goals ((textat tx-1 locc) (not textat tx-3 |occ)
(textat tx-1 loch) (not textat tx-2 loch))
the choice is: ((pastetext (textat tx-1 |occ))
(cut-fromtext (not textat tx-3 locc))
(pastetext (textat tx-1 |och))
(cut-fromtext (not textat tx-2 |loch)))
(pastetext (textat tx-1 locc)) y/n? n
(cut-from-text (not textat tx-3 locc)) y/n? n
(pastetext (textat tx-1 loch)) y/n? y

device-state: -4-+-4-+-F-+-F-H-F- - F- - F- o F- o - - - - - -+

((textat tx-1 loca) (textat tx-2 locb) (textat tx-3 locc) (cursorat |ocd)
(buffercontents tx-3))

user-state: - - - - - - - - - - - - - - - - - - - - - - - -

((knows-ds (textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ)
(cursorat |ocd))

(comm tted (pastetext (textat tx-1 loch))))
B e R e R s e i S S S s o

subgoal i ng

the choice is: ((I ocat eat locb  (cursorat | och)) (copy-to-buffer
(buffercontents tx-1)))

(locateat locb (cursorat locb)) y/n? n

devi ce-state: -+-4-4-4-+-F-F- - - b o oo - b e - - - - -+
((textat tx-1 loca) (textat tx-2 loch) (textat tx-3 locc) (cursorat |ocd)
(buffercontents tx-3))
user-state: - - - - - - - - - - - - - - 4o - oo o oo
((knows-ds (textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ)
(cursorat |ocd))
(committed (copy-to-buffer (buffercontents tx-1))
(pastetext (textat tx-1 loch))))
B e R e R s e i S S S s o
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subgoal i ng
the choice is: ((marktext tx-1 (markedtext tx-1 (textat tx-11))))

devi ce-state: -+-+-+-+-+-+- +- +- +- - - - - - F- b o - - - -+

((textat tx-1 loca) (textat tx-2 loch) (textat tx-3 locc) (cursorat |ocd)
(buffercontents tx-3))

user-state: - - - - - - - - - T

((knows-ds (textat tx-1 Ioca) (textat tx-2 loch) (textat tx-3 |occ)
(cursorat |ocd))

(commtted (marktext tx-1 (markedtext tx-1 (textat tx-11)))
(copy-to-buffer (buffercontents tx-1)) (pastetext (textat tx-1 loch))))

B o e s e o o S e e e e e o T S

subgoal i ng
the choice is: ((locateat (textat tx-1 1) (cursorat (textat tx-11))))

devi ce-state: -4-+-4-+- -+t - - oo oo o - e e - - -+

((textat tx-1 loca) (textat tx-2 loch) (textat tx-3 locc) (cursorat |ocd)
(buffercontents tx-3))

user-state: - - - - - - - - - - - - - - - - - - - - - - - -

((knows-ds (textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ)

(cursorat |ocd))

(committed (locateat (textat tx-1 1) (cursorat (textat tx-11)))
(marktext tx-1 (markedtext tx-1 (textat tx-11)))

(copy-to-buffer (buffercontents tx-1)) (pastetext (textat tx-1 loch))))
i S i o S i S i S S i S S S

precondi tions satisfied, so doing it!
i ssued conmand (|l ocateat (textat tx-1 1)) ( (loca) )

devi ce-state: -4-+-4-+- -+t - - o F- oo o e e - - - -+
((cursorat loca) (textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ)
(buffercontents tx-3))
user-state: - - - - - - - - - -
((knows-ds (cursorat |oca) (textat tx-1 loca) (textat tx-2 |och)
(textat tx-3 locc))
(commtted (narktext tx-1 (markedtext tx-1 |oca))
(copy-to-buffer (buffercontents tx-1)) (pastetext (textat tx-1 loch))))
B S i i S T o e s S S S S

preconditions satisfied, so doing it!
i ssued command (marktext tx-1) ( (tx-1) )

devi ce-state: -+-+-+-+-+-+- +- +-+- - - - -+ F- b o - -t - -+

((markedtext tx-1 loca) (cursorat loca) (textat tx-1 loca) (textat tx-2 | och)
(textat tx-3 locc) (buffercontents tx-3))

user-state: - - - - - - - - - - - - - - .- oo oo oo

((knows-ds (markedtext tx-1 |oca) (cursorat loca) (textat tx-1 |oca)
(textat tx-2 locb) (textat tx-3 locc))

(committed (copy-to-buffer (buffercontents tx-1)) (pastetext (textat tx-1

loch))))

B T o

precondi tions satisfied, so doing it!
i ssued command (copy-to-buffer) ( nil )

device-state: -+-+-4+-4+-4- - - - oo b o oo - b b - - - - -+

((buffercontents tx-1) (markedtext tx-1 loca) (cursorat loca) (textat tx-1

| oca)

(textat tx-2 locb) (textat tx-3 Iocc))

user-state: - - - - - - - - - - -

((knows-ds (buffercontents tx-l) (markedtext tx-1 loca) (cursorat |oca)
(textat tx-1 loca) (textat tx-2 locb) (textat tx-3 |occ))
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(committed (pastetext (textat tx-1 loch))))
B T i S S e i N M

subgoal i ng
the choice is: ((locateat |och (cursorat |och)))

devi ce-state: -+-+-4-4-+-+-+-+- - - - -+ - b - - - - F- - -+
((buffercontents tx-1) (markedtext tx-1 loca) (cursorat loca) (textat tx-1
| oca)
(textat tx-2 loch) (textat tx-3 Iocc))
user-state: - - - - - - - - -
((knows-ds (buffercontents tx- 1) (narkedt ext tx-1 loca) (cursorat |oca)
(textat tx-1 loca) (textat tx-2 locb) (textat tx-3 |occ))
(comm tted (locateat |l ocb (cursorat |ocbh)) (pastetext (textat tx-1

loch))))

B i S T S i S S S A S

preconditions satisfied, so doing it!
i ssued command (|l ocateat loch) ( (loch) )

devi ce-state: -+-+-4-+-+-+-+-+- - - - F- +- - b - - - - b - -+

((cursorat locb) (buffercontents tx-1) (textat tx-1 loca) (textat tx-2 |och)
(textat tx-3 locc))

user-state: - - - - - - - - - - - - - - oo oo oo oo

((knows-ds (cursorat |och) (buffercontents tx-1) (textat tx-1 |oca)
(textat tx-2 locb) (textat tx-3 locc))

(committed (pastetext (textat tx-1 loch))))

B T i S S e i N M

precondi tions satisfied, so doing it!
i ssued command (pastetext) ( nil )

device-state: -4-+-4-+- -+t - F- - F- oo oo o - - - -+

((textat tx-1 locb) (cursorat |ocb) (buffercontents tx-1) (textat tx-1 |oca)
(textat tx-2 loch) (textat tx-3 Iocc))

user-state: - - - - - - - - -

((knows-ds (textat tx-1 Iocb) (cursorat I ocb) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-2 locb) (textat tx-3 |occ))

(commi tted))

e e T e o o o e e e ek ok =

adopting goal s

devi ce-state: -+-+-4-+-+-+-+-+- - - - F- +- - b o - - - b - -+
((textat tx-1 loch) (cursorat |ocb) (buffercontents tx-1) (textat tx-1 | oca)
(textat tx-2 locb) (textat tx-3 Iocc))
user-state: - - - - - - - - - - -
((knows-ds (textat tx-1 | och) (cursorat | ocb) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-2 locb) (textat tx-3 locc))
(commi tted)
(goals (textat tx-1 locc) (not textat tx-3 locc) (not textat tx-
2 loch)))
B e T o S s ik it SN S S S S

consi dering ways to address goals ((textat tx-1 locc) (not textat tx-3 |occ)
(not textat tx-2 |och))
the choice is: ((pastetext (textat tx-1 |occ))
(cut-fromtext (not textat tx-3 locc))
(cut-fromtext (not textat tx-2 loch)))
(pastetext (textat tx-1 locc)) y/n? n
(cut-from-text (not textat tx-3 locc)) y/n? n

devi ce-state: -+-+-+-+- 4=+ - -t oot bo o e b b e - - -+
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((textat tx-1 locb) (cursorat |locb) (buffercontents tx-1) (textat tx-1 |oca)
(textat tx-2 locbh) (textat tx-3 Iocc))
user-state: - - - - - - - -
((knows-ds (textat tx-1 Iocb) (cursorat locb) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ))
(committed (cut-fromtext (not textat tx-2 locb))))
B S i i S T o e s S S S S

subgoal i ng
the choice is: ((marktext tx-2 (markedtext tx-2 loch)))

device-state: -+-+-4+-4-4- - - - F- - b o oo - b b - - - - -+
((textat tx-1 locb) (cursorat |locb) (buffercontents tx-1) (textat tx-1 |oca)
(textat tx-2 loch) (textat tx-3 Iocc))
user-state: - - - - - - - - - -
((knows-ds (textat tx-1 Iocb) (cursorat Iocb) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-2 loch) (textat tx-3 |occ))
(committed (marktext tx-2 (markedtext tx-2 |ocbh))
(cut-fromtext (not textat tx-2 loch))))
i S i o S i S i S S i S S S

precondi tions satisfied, so doing it!
i ssued conmand (marktext tx-2) ( (tx-2) )

device-state: -+-+-+-4-4-+- - F- - - b o oo - b b - - - - -+

((markedtext tx-2 locb) (textat tx-1 loch) (cursorat |ocb) (buffercontents tx-

1)

(textat tx-1 loca) (textat tx-2 Iocb) (textat tx-3 locc))

user-state: - - - - - - - - -

((knows-ds (markedtext tx-2 Iocb) (textat tx-1 locb) (cursorat |och)
(buffercontents tx-1) (textat tx-1 loca) (textat tx-2 loch) (textat tx-3

| occ))

(commtted (cut-fromtext (not textat tx-2 loch))))

i S i o S i S i S S i S S S

precondi tions satisfied, so doing it!
i ssued command (cut-fromtext) ( nil )

device-state: -+-+-+-4-4-+- -+t - b - oo F- b b - - - - -+

((buffercontents tx-2) (textat tx-1 locb) (cursorat locb) (textat tx-1

| oca)

(textat tx-3 locc))

user-state: - - - - - - - - -

((knows-ds (textat tx-1 Iocb) (cursorat Iocb) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-3 locc))

(commtted))

B S i i S T o e s S S S S

adopting goal s

device-state: -+-+-+-4-4-+- -+t - b - oo F- b b - - - - -+
((buffercontents tx-2) (textat tx-1 locb) (cursorat locb) (textat tx-1 |oca)
(textat tx-3 locc))
user-state: - - - - - - - - - - - - - - - - - oo oo oo -
((knows-ds (textat tx-1 locb) (cursorat |ocb) (buffercontents tx-1)

(textat tx-1 loca) (textat tx-3 locc))

(commtted) (goals (textat tx-1 locc) (not textat tx-3 locc)))
B S e i S S i S S S S S S

considering ways to address goals ((textat tx-1 locc) (nhot textat tx-3 locc))
the choice is: ((pastetext (textat tx-1 locc))

(cut-from-text (not textat tx-3 locc)))
(pastetext (textat tx-1 locc)) y/n? y

68



Appendices

device-state: -4-+-4-+- -+t - F- o F- oo oo e - - - - -+
((buffercontents tx-2) (textat tx-1 locb) (cursorat locb) (textat tx-1 |oca)
(textat tx-3 locc))
user-state: - - - - - - - - - - - - - - - - - - - - - - - -
((knows-ds (textat tx-1 loch) (cursorat |och) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-3 locc))
(comm tted (pastetext (textat tx-1 locc))))
e o s o e R ik ok S S S e

subgoal i ng
the choice is: ((locateat |occ (cursorat locc)))

devi ce-state: -+-+-4-4-+-+-F-F- - b b - F- - b o o - - - - -+
((buffercontents tx-2) (textat tx-1 locb) (cursorat locb) (textat tx-1 |oca)
(textat tx-3 locc))
user-state: - - - - - - - - - - - - - - - - - oo oo oo
((knows-ds (textat tx-1 loch) (cursorat |och) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-3 locc))
(comm tted (locateat locc (cursorat |locc)) (pastetext (textat tx-1

locc))))

B i S T S i S S S A S

preconditions satisfied, so doing it!
i ssued command (Il ocateat locc) ( (locc) )

devi ce-state: -+-+-4-4-+-+-+-+- - - - -+ - b - - - - b+ -+

((cursorat locc) (buffercontents tx-2) (textat tx-1 locbh) (textat tx-1 | oca)
(textat tx-3 locc))

user-state: - - - - - - - - - - - - - - oo oo oo oo

((knows-ds (cursorat locc) (textat tx-1 loch) (buffercontents tx-1)
(textat tx-1 loca) (textat tx-3 locc))

(committed (pastetext (textat tx-1 locc))))

B T i S S e i N M

precondi tions satisfied, so doing it!
i ssued command (pastetext) ( nil )

device-state: -4-+-4-+- -+t - F- - F- oo oo - - - - - -+

((textat tx-2 locc) (cursorat |locc) (buffercontents tx-2) (textat tx-1 | och)
(textat tx-1 loca) (textat tx-3 locc))

user-state: - - - - - - - - - - - - - - - - - - - - - - - -

((knows-ds (textat tx-2 locc) (cursorat locc) (textat tx-1 |och)
(buffercontents tx-1) (textat tx-1 loca) (textat tx-3 locc))

(commi tted))

e e T e o o o e e e ek ok =

adopting goal s

devi ce-state: -+-+-4-4-+-+-+-+-+- - - -+ A+ b - - - - F- - -+

((textat tx-2 locc) (cursorat |locc) (buffercontents tx-2) (textat tx-1 | och)
(textat tx-1 loca) (textat tx-3 locc))

user-state: - - - - - - - - - - - - - - - oo o oo oo

((knows-ds (textat tx-2 locc) (cursorat locc) (textat tx-1 |och)
(buffercontents tx-1) (textat tx-1 loca) (textat tx-3 locc))

(committed) (goals (textat tx-1 locc) (not textat tx-3 locc)))
B T i S S e i N M

consi dering ways to address goals ((textat tx-1 locc) (not textat
tx-3 locc))
the choice is: ((pastetext (textat tx-1 |occ))

(cut-fromtext (not textat tx-3 locc)))
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Appendix 2: Heuristics for the IL

GENERAL

G1. Writing the IL isan iterative activity. Don’'t even try to get it right first time. Start with
whatever part seems easy: objects, operations, device, whatever.

G2. Choose as simple a representation as you can, that captures the important aspects of the
design you are analysing.

G3. Don't betoo clever! Include only what the user can reasonably be expected to know, and not
any complex mathematical relationships.

G4. Keep agood balance between formality and informality. Y ou can typicaly afford to be more
casual on the device side than on the user side, provided that the behaviour of the deviceis
clear. But give enough detail on the device to connect up with the user side, e.g. at least list
the device commands and the information displayed.

G5. If there’s something important (especially on the user side) but you don’'t know how to
expressit in the IL, then write it anyway, e.g. as a comment.

G6. Remember that if there’'s something you find difficult to expressin the IL, then that aspect
may be hard for the user to cope with too.

SYNTAX and CLOSURE

C1. Check that each variable used in an operation is defined (“bound”) somewhere, e.g. in the
arguments to the operation, or in the user-purpose.

C2. Check that for each relation in a subgoaling precondition, there is an operation to achieve it.

C3. Check that for everything the user needs to know, there is away for it to be known (i.e.
either visible, or through being a predicted effect of some operation).

C4. Use subgoaling preconditions for relations the modelled user would try to make true; use
filtering preconditions for ones that the user cannot, or would not want to, make true.

SPECIFIC IDEAS

S1. For generating operations, focus on the device commands.

S2. For generating operations, focus on the user’s conceptual actions.

S3. Remember that conditions (i.e. subgoaling preconditions and filtering preconditions) are
knowledge conditions, i.e. they refer to information known to the user. They may not
necessarily correspond to the actual device state.

$A. The same information on the display can serve as the source for two or more relations.

S5. For information that is not visible and therefore needs to be predicted, assume that the user
tracks only the main effect of an operation — which will often coincide with its user-purpose
— and not any side effects.

S6. If there is some information visible on the screen which is (a) frequently used, and (b) not
particularly visually salient, then consider doing an alternative analysisin which the effect is
assumed to be predicted instead of checked from the screen. Thisis particularly pertinent if
the information is used for different purposes at different times.

S7. Remember that the same device command can correspond to different conceptual operations
in different circumstances.

S8. Remember that the same user-purpose may be achieved by different device commands (and
therefore different conceptual operations) in different circumstances. These different
conceptual operations will generaly (though not aways) have different subgoaling
preconditions or filtering preconditions.
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Appendix 3: Summary of Instruction Language

OBJECTS
obj ect-type: naned- obj ects

RELATIONS
rel ati on- name(obj ect-type, object-type, ...)
(detected by | ooking?)

OPERATIONS
operation op-nanme (object-type:Variable, ...)
user - pur pose: rel ations
subgoal i ng- pr econd: rel ations
filtering-precond: rel ations
predi cted-effect: rel ations
action: devi ce command

USER KNOWSINITIALLY
i nstances of relations

DESIRED-STATE
i nstances of relations

================= DEVICE DESCRIPTION ==========

DEVICE COMMANDS
descri be each command

INITIAL DEVICE STATE
i nstances of relations

DISPLAYED
Describe what information is displayed to the user
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