Usability Engineering • Workshop 15 • Exercise 1
Explaining a difficult interaction
Analyse an appointment-booking interface from the student’s perspective. Separate what you can observe from what you assume, then recommend changes that support the student’s goal.
Working arrangements
Work individually for 3 minutes, analyse the scenario in pairs for 12 minutes, then prepare your response for 5 minutes. A 5-minute class discussion follows. No website or login is needed.
The scenario
A student wants to book a university support appointment before an assessment deadline. This is a fictional service.
The interface uses categories named after university departments.
It asks the student to choose a “service pathway”.
It requires a telephone number without explaining why.
After submission, it displays “Request received”.
It gives no appointment time or response deadline.
The student’s perspective
What does the student want to achieve? What would they need to know to feel that they had achieved it?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
Consider both a student who is unfamiliar with the service and one who has used it before. What might differ between their expectations?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
Choose three features to analyse on the following pages. Your explanations are predictions to investigate with users, rather than established findings.


Feature 1
Chosen interface feature:
________________________________________________________________________________
Observation  What does the scenario actually tell you?
________________________________________________________________________________
Expectation  What might the student expect at this point?
________________________________________________________________________________
Possible effect  How could this affect their actions or feelings?
________________________________________________________________________________
Alternative explanation  What else could explain the same behaviour?
________________________________________________________________________________
Recommended change  What would you change, and why?
________________________________________________________________________________
Feature 2
Chosen interface feature:
________________________________________________________________________________
Observation  What does the scenario actually tell you?
________________________________________________________________________________
Expectation  What might the student expect at this point?
________________________________________________________________________________
Possible effect  How could this affect their actions or feelings?
________________________________________________________________________________
Alternative explanation  What else could explain the same behaviour?
________________________________________________________________________________
Recommended change  What would you change, and why?
________________________________________________________________________________


Feature 3
Chosen interface feature:
________________________________________________________________________________
Observation  What does the scenario actually tell you?
________________________________________________________________________________
Expectation  What might the student expect at this point?
________________________________________________________________________________
Possible effect  How could this affect their actions or feelings?
________________________________________________________________________________
Alternative explanation  What else could explain the same behaviour?
________________________________________________________________________________
Recommended change  What would you change, and why?
________________________________________________________________________________
Preparing for the discussion
Which change would you prioritise, and why?
________________________________________________________________________________
________________________________________________________________________________
Which explanation would you most want to investigate with users? Write one neutral question or a short task that could help you investigate it.
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
Reminder: a request confirmation should explain the actual service process. Do not promise an appointment or response time that the service cannot provide.
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