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1.

Promapp Usability

Introduction

Promapp is an online repository of process infoiomafior business users to refer to for
process guidance, and a base for process improteRr@mapp supports process
improvement by providing a simple online tool foamaging processes — from suggestions,
through to change management, deployment of charggsotifications for affected
stakeholders of that process. The tool is spetlific@signed for ease of comprehension of
process — the primary (overview) and secondaryKwstruction) layers of processes are
merged via a float-over approach to expose thelsletiaeach process step.

It is aimed at the business users rather than psag@ecialists. There is no traditional
graphical process mapping tool; process maps arergesd off procedure text. Being a web
application, the major advantage is allowing predaformation to be more dynamic.
Publishing to web content is not required; savihgrges updates process content in real
time, even if embedded in many locations.

Currently, the application is for users in New zZewal, Australia, and Europe, and is in
English only. Eventually, the company hopes to rati¢s presence which may create the
need for other languages. The application is veatune and has been used for 6 years, since
June 2003. For purposes of this review, the Prornagpfication was accessed from
https://go.promapp.com/demo30/view/Login.aspx

User Profile

Being a heuristic evaluation only, and no accessoprior and detailed user analysis for this
application, questions were asked of one expertenser of Promapp who provided the
following information on its typical users:

The users will have ranging experiences in thertass and in the area of process mapping.
They will have prior knowledge or some exposurpriacess flows and the business area
itself. The age range of users is not known (thishe relevant for an issue like font size and
use of colors in the application). The users wélldamputer and internet savvy and perhaps
will multi-task using this tool. The users at eatient company are given a half day training
by Promapp, in the form of a workshop. After thianing, they will use the tool themselves
and populate all the information into it. Promapp) provide support when required.
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Methodology
A formal user centered design (UCD) methodologysisia of the following steps.

The Human Factors Specialist in this case is natdaisor to an ongoing development team
because of which the other steps are not usedgBelreuristic review, it utilizes only the
steps highlighted in green.

* Plan project from UCD standpoint

» Understand organization needs

» Evaluate current applications

* Understand users, their tasks and environment

» Design and build quick prototype on paper or witbl$

» Perform quick tests and iteratively modify protaymntil final

»  Support development/implementation team
» Formal usability testing or

» Localize and customize application for cultural teot

How to Read This Review

The Promapp application seems like an extremelfuls®ol for those in the area of process
mapping. The good features, such as the attrad@sign and graphics, and well-written and
easy Help text are not discussed in this reviewthmy are greatly complimented. Since this
review is meant to uncover any issues with regards usability, the write-up will focus
only on the areas for improvement to provide araeckd end-user experience.

Overall usability issues that effect the whole aglon are first addressed. Next, usability
issues on a per-page basis follows. Each issuesiwitbed and is followed by a
recommendation. The importance level of each isslisted in the section’s title within
brackets, as High, Medium, or Low. Any alphabetsrfrA to P found in brackets refer to the
table in the next section. Page, label and buttones are in italics, and bold is used for
emphasis. Any highlights in yellow are questionsamething that is not clear during
reviewing.

What does a design recommendation mean? In design, one follows certain rules although
there is room for creativity. The rules ensure @ieacy and make it easier for the user.

Any screens drawn up for showing the recommendst#oa simplyne way to design that
screen. It does not mean it is the only possiblenty correct layout. There will be other
correct ways as long as the basic principles ofydesre not deviated from. The basic
principles are explained in the textual part of theommendation.
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Usability Criteria and Summary of Findings
This heuristic evaluation examined Promapp for somall of the below listed usability
criteria. The following table is a quick summarytbése findings. The alphabets (A to P) are
used in the body of the report for cross refergpinthe category/impact of deviation. The
rating has been assigned by the reviewer simpanaasdication of the overall degree of
deviation and where the focus of change needs forlibe future. Ratings of 1 to 3 need
prioritized attention compared to those with 4 &nd

Tomakeit easier tofor crossreference, it isrecommended that Table (1) below be
printed out and used in reading thereport.

5=Excellent, 4=Very Good, 3=Good, 2=Fair, 1=PodR=Nlot Rated, NA=Not Applicable

A Navigation and flow

B User expectation and transparency(mental modeirdnitiveness)

C User control

D User frustration considerations

E Recovery from errors

F Status indicators, informative messages, Error agEss

G User Interface design element standards

H Terminology and language including labeling used

I Help and Guidance of System (not online Help)

J Recognition vs recall

K Effectiveness

L Functional groupings (related items together sepdriom
unrelated)

M Visual design (not including dashboard)

N Content Accuracy NR

0] Features and functionality

P Accessibility NR

Table (1)
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2. Usability Factors in Overall Application

While the overall usability of Promapp has showiecacceptable, there are also deviations
from the principles of Ul design which will hind#re user from having the best user
experienceDue to the nature of the usability issues described in the following

paragraphs, the most impactsin this section are on Ease of Use, User Satisfaction, and
Efficiency.

The following are some of the observations thatp@mrtinent to the application as a whole:

Browser Dependency (High) (K)

Currently, Promapp can be used on Internet Explo¥th Firefox usage being at
approximately 45% as of January 2009, it is reconded that Promapp be designed for use
on Firefox too (Reference: http://w3schools.comiisers/browsers_stats.asp)

User's Mental Model (High)

User’'s mental model refers to “expectation”. Thasebased on other familiar standards a
user is exposed to, or knowledge of the topic ateted tasks, or simply a common behavior
exhibited by several users that points to a cegegdiction.

Deviations from standard Windows interactions (B, D, F, G): Since the directory
of folders on the left has the look and feel of Wiws Explorer, the user will expect
the behavior as in Windows Explorer. So the expiertavill be to be able to right
click to create a folder (group), and also to riglitk on a folder to delete it.
However, since neither of these actions are natiplasin this manner (and with a
reason), it is recommended that a pop-up messadisjplayed when the user does a
right click — the message could advise the usett tehdo if the user is attempting to
create or delete a folder. For example, “If youtayag to create a new folder,
please request administrator. If you are tryinddtete a folder, please use the
Archive functionality via the Edit tab”.

Deviation from standard Web interactions (B,D,G): Certain mouse and keyboard
interactions need to be standard as one is usenl ttee web. The hand means it is an
active link that will lead the user somewhere. lanyplaces on the process there is
a hand and when clicked, it does not lead anywhere.

Knowing role and associated rights (D,F): It would minimize any frustration, if the
user knows upfront what rights have been assigméiht/her and see the
corresponding list of allowable/not allowable ansoFor example, if an average
user (with no admin rights) starts to build a psscand after some time wants to
delete it, they should have been advised aboubeiag able to delete it bit only
archive it.

Scrolling (B, G, K): If the window is resized to keep it smaller as sarsers want
to do, the horizontal and/or vertical scroll bangstrappear. This is currently not
occurring.
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Font Size (Medium) (D,K)

It is recommended that there be a method for teetasincrease the font size in the overall
application. This is more important in the mainwdrgg area than in the list of folders
(groups) on the left of it. Using the browser’s étion (via View > Text Size) to change the
text size does not change it. The font is impabtedhat resolution (see next item) the page
was designed for. The font may be impacted, makilogpk bigger or smaller.

Resolution (Medium) (K)
What screen size is Promapp designed for? Whilelesigning for a certain screen size is
not exactly considered a deviation from standarid,a recommended practice in Ul design
so that most users would avoid scrolling to the imaxn extent possible.

Figure (1)

In this case (see Figure 1) the screen is occughi@g@ntire 14.1” monitor but some lines
have been cut off, such as- the heading (Triglthe)breadcrumb underneath the heading
(Promapp > Client Demo > Trial Jo), the Tools arashboard. While screen resolution may
not be the reason for this particular issue, itnigortant to pay attention to design for the most
used resolution.

It is recommended that the page be designed fb@24x768 which statistically is the most
frequently used resolution by most users. The pagels to have a fluid design with its
contents shrinking and expanding with window sizéhe extent possible. That way it will
not be as dependent on resolutions, monitor siae,geople like to keep their windows
sized, the number of tool bars they have in theiniser etc.
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Helpful References on resolutions:

http://www.webpagemistakes.ca/most-common-scresokrgon/

http://brainstormsandraves.com/mobile/20060801.53Zhtml

http://www.useit.com/alertbox/screen_resolutionJhtm

Pop-up Blockers (Low) (O)
Will be useful is the application checks whetharéhis pop blocker and reminds the user to
unblock the site. This is a fairly common functibiyaavailable on many sites.

The next few sections detail the page by page usabi lity review of the application.
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3. Admin

Use Guidance to Create New Group or Folder (High) ( A,B,l, L)
Currently, the only way to create a group is tdlgough theAdmin tab on the left of the
page.

o1l

Admin

It is suggested that a link to create a new grdsp lze added on the page displaying groups.
An example is shown in Figure (2). Clicking on thi would take you to the page as shown
in Figure (3). This would be the same as clickinglee Admin > Group Edit. The link would
make it intuitive, satisfy common user expectatibseeing all group related functionality in
one place and also save a click for the user. Whidd be sort of guidance using a wizard.

10

Promapp i
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Create Mew Group |
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Figure (2)



KnowledgeWorking g

[ e o e e B S T

o S S S T A T Y

T S A I S T S I A R B S

Figure (3)

Sorting Folders (Medium) (G,K)
The folders within the group edit are not in alpbiidal order as seen in Figure (3).

11
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Page Focus (Medium) (B,D,K)

Upon creating the new folder or upon renaming ddnlthe focus of the page does not
remain on the folder we were working with but isgteyoes to the top of the page. This is not
a good result when one has to scroll down to gek banere they were.

Favorites folder (Low) (J, K,0)
Add aFavorites folder for improved functionality.

Fletcher Building
+| . Cottonsoft (John G)
nes ITIL Group
Generic ITIL Proce
. MZ Police

™ Tetra Pak
ﬁ? Recently Opened
¥ Craft
°' Archive

£

Summar:

Figure (4)

Adding User (Medium) (A,B,D,K)

e The new record should receive focus or appeareathrow of the page. Currently, it
appears at the bottom of the list and there magy theed to scroll down the page.

Rioger Jobwmien L ]

Figure (5)
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Adding Report Functionality (Low) (K, O)

Add ability to download the report results to cedar xIs. Add another box with options on

screen display to implement this functionality.

User Edit Group Edit Permission Edit Client Logo

Report
Process Name
Procedure Manual Updates
% 01 Propose Range Strategies
Lisrary 02 Preparation thru -8wk Progress Review Meeting
03 Preparation thru -4wk Go/No Go Meeting
~——— |04 Store Implementation of New Range
—| 10-01 Prejob: Flex Printing and Converting
ﬁ] 10-01b Prejob Procedure for Gravure Printing
Admm— 10-03 Make-Ready Procedure
ﬂ 10-04 Running the Job
| 1NN Carnndar Daw Matarials Torae: THZ
Figure (6)

R

sponsibilites

Process Owner
Jeevan Joshi

Paul Tayler

Paul Tayler

Paul Tayler

Paul Tayler
ProMapp Promaster
ProMapp Promaster
ProMapp Promaster
ProMapp Promaster

DreMann Dramactar

Process Expert
ProMapp Promaster
Paul Tayler

Paul Tayler

Paul Tayler

Paul Tayler
ProMapp Promaster
ProMapp Promaster
ProMapp Promaster
ProMapp Promaster

DraMann Drnmactar

13
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28 Apr 2008
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09 Jun 2008
09 Jun 2008
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Labeling (Medium) (H)

Actions on folders happen via themin tab as was shown above. Upon clicking on the
Admin tab on the left side of the page, another pagepp with all the admin related tabs,
as seen in Figure (7). The labeling of these stab#i could be changed lttsers, Groups and
Permissions without use of the wor#dit after each. This is because it will better reftbet
fact that users, groups, and permissions can dgtenedited but also created here.

Consistency (Medium) (B,L,0)
When the user is on this page as in Figure (¥9,ribt apparent that right click has related
functionality because earlier in the directory faiglit did not have the expected functionality.
Therefore, it is suggested that the right click m&ams such a$yew Group, Edit Group etc.
be repeated as buttons on top of the page. Thisla@d be consistent with buttons present on
top of other pages in the Promapp application.

Uhisr Bt Parmigsion Edit Cliant Loko

{i
e R N A, IR T .

Ll fhew Group
rj Eon Qroup

 J Ean Parmission

e WL T .

2 nmate Gpeim

. Sl R, M By T e

Figure (7)
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4. Create New Process

Instruction labeling (Medium) (H)

Logout and Create New Process to be more prominemnthe use button.

Y Staff empl

Promapp = Staff = 5t

E:. My Partidpation
Ilh: My Processes

Promapp " . prﬂ

. Get &Retain Customers
= B staff
B staff employment

¥ Orpanisation

Figure (8)

Use Guidance to Create New Process (High) (A,B,1,L)
Once within the grouplyothi Trial, what are the possibilities for the user? The qagsible
action here is to perhaps create a new processh&e,should be a link callé€t eate New
Process on the page itself (apart froBreate New Process being present in the folders
directory on left) as seen below in Figure (9).sTWill not only keep related functionality
together, make it more intuitive and reduce a malisk; it will also be the start of a
guidance/wizard.

Jyothi Trial Toak

Promapp ¢ OlentDerm ¢ Gravitis ¢ ol Tl

Begin Mew Process

¥
promapp |

driving business lmpravement

s o AT B b b o RN AN ot g

B e T e

Figure (9)
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If there are other possible actions at each leleggending on user rights, they need to be a
link too. For example, in Figure (10) below, onaildbadd either a group (if user has the
rights) or start a new process. The links shoutthstip depending on the context and rights.

Gravitus

Promasp ¢ ClentDeme ¢ Cravitus »

rl

| Took

Create New Group  Begin Mew Process

——

R T

AT AEEETI

Staft Suggestion Rietahe Network {
Process Inchdent Iyoeh| Trial ety STtus. o
Bzsor

Lottt i, it o B T b, e, _r-*“—m.—.- B —— “"'-'\\-‘“"_.- _—

Figure (10) Context and rights based links

Position of Buttons for Consistency (Low) (G,K,M)
The Save andCancel (or Exit Edit Mode, as the case may be) at the bottom of this sareed

to be positioned immediately after the Objectivd feeld. The white space (blank space
between Objective and the buttons) serves no parpos

Create New Process

Propebandd Proswes Sy

Figure (11)
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Formatting Toolbar (Low) (O)
Add formatting toolbar if useful for screen in Figu11). Formatting toolbars may be available as

add-ons.

New Process in Draft (High) (B,K,0)
Within the folder, when a new process is created adisft, it is not visible on the page below. It
only shows up in the directory structure on thé déthe page. It is not clear if there is any meas
why draft processes cannot be shown on the pageredommendation is shown with as a box

with italicized text (to imply it is a draft) arroim Figure (12).

Gravitus 3
4
|
i

4

L2 St Rrennle Netnerd : 3

q

i

g

ATpoc Tanancy “‘x""\-\.\_‘ l’

__..-u_u-vﬂ‘k:. T R e R g il i, o i o, o 3
Figure (12)
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Ease of Correcting an Error (High) (D,E,F,K,0)
When a process is inadvertently created under agvimlder and needs to be moved, the way to
do it is not simple or intuitive. The first thingne would try is to drag and drop from the old te th
new folder. The option choo&elit>Process Summary > Select, to accomplish the above is not at
all intuitive for novice users and is frustratifgt the standard interaction does not work.

| -’ Gravitus
E st Sugoestion Process

B complete Tepancy

& GEvhsC 0
B! Resolve Network Inddent
B Jyothi Trial

- Internal Gravitus Processes

W pssoc

Figure (13)

Good usability design suggests that the user istablemedy errors with ease and get help from
the system. Make it easy for the user to correpistake and reposition the process by allowing

drag and drop as shown by the arrow in Figure (A3)op-up window could result from the drag-
n-drop to force the user to enter the reason fangh, if necessary.

Another recommendation would be to change the labéhbs. By process summary, one is
expecting to see a summary of some kind and dassxpect to go to this tab to change directory
locations. It will perhaps be a better idea toaleel this tab and call Rrocess Related

Alternatively, one more tab calldeblder or Group Relocations can be created for the purpose of
moving the process from one location to anothee.Bgure (14).

Complete Tenancy
Process & Procedure Business Analysis Replace Map with Image

Process Name: Complete Tenancy

Process Status:  Draft = i

Process Owner: .J:sﬁi-, -Jeevan -

Process Expert: -leE';i:Ii:EiEEVEI"I

Process Group: Promapp > Client Demo = KnowledgeWorking = Jyothi Trial Select {
[ Add Shortout | .
[ Copy this process into DRAFT ] [ Delete this process

To document steps when a dient's tenancy ends.
Ui e e sk ol 45 A L T e A bt e e T 4.;
Figure (14)
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5. Create Procedures or Activities

Wizard (High) (A,B,I)

The next step is to start creating procedures tivites within the process. The only way to begin
adding this is to use tHedit button which again is not the place users woudt km when they
want to create something new. It is recommendettatfiak as seen in Figure (15) be added to
continue the wizard approach that was started #me ceasons mentioned earlier in this report.

¢

Edit
Complete Tenancy o, Tonoks
Promapg b ChentDemo b Grasdhs ¢ Jyade Tral v Complete Tenanoy

Ackeh Ao

/4.

promapp

driving business improvement

I""'Iln--ﬁ'-wvr\--l--.;mllull\.-_|...-I;-.-|_-.-|. St Al s, M, e Rt S

]
§
:
'

R e e e S S T A __..-‘l‘___ e __.‘.-L--.-A

Figure (15)

Add Activity should lead to the same screen that one wouldgeéatthe tabsizdit > Process and
Procedure. This screen is shown below in Figure (16).

19
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20

Adding an Activity (High) (A,B,I)
As shown by the top arrow in Figure (16), it isaeonended that additional text instructions
act as a wizard for help and guidance of wAg Activity will do, what a role means etc.
(you could also add here that this role will shgmam the swim lane in the process flow
diagram) . These instructions will all disappeac®the user begins to add the activity.

Complete Tenancy

Proceis b Frocedurs

[ Chek the "Add Acthity” bution to begin... |

The Activity will be the Procedure: :
A Task will be individual steps in the procedure.

Add Task N Add Hote ERLFTES SRS Select ... [ERGIETY Selact .,

Figure (16)

Selecting a Role (High) (D,I,K)
It is not clear what needs to be if one cannot findle in the list of roles available. The
bottom arrow points to a recommendation on whalotdf the role one wants to see is not in
the list. One Should have an option cal@ttier. If the user makes this choice, a window with
further instructions could then come up — for exiEmip could bring up an email window to
the administrator.

Or create a new button callédd New Role with the appropriate functionality.
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End of Process Guidance (High) (A,B,C,D)
It will be of great use to have the wizard provigedance on what one must do at the end of
creating the process. We would exit the edit modksee the process flow visually. But it is
not clear what the next step after that is suamagng it from the drafts folder to the active
folder etc.

Preview Tab or Pane (High) (O,K,M)
The Edit should have a preview tab so that thegg®enap can be viewed without exiting the
Edit Mode.

[J =
Import Export Roles Manager

Process & Procedure

send notice details to Housing Customer Service csc
» Enter details of notice such as name, address, phone number, how much notice etc,
» Bring up details of property on computer
» Send notice details to Housing Customer Service

Housing Cust: Service notice Customer Services
» HCS makes appointment with tenant for property inspection
» HCS sends letter to tenant with end of tenancy checklist and date of inspection
» HCS communicates back to C5C

CSC inspects property esc
» Make inspection notes
» Listof damages
»> Ustcfpmanmthwcvaﬂrmis
» Repairs needed

Does tenant receive money or owe money? C5C

A viewing pane with ability to open, /
close it, zoom in and out etc.

Add Activity Add Task Add Note FRIESeeT Select... ~ N Select ... -

Figure (17)

More Guidance (High) (F,O,K)
Also, note in Figure (17) that one of the taska decision (Dos tenant receive money or owe
money?). It is not easy to figure out how to adtkaision box (diamond with Yes and No
options). A question mark must cause the box toecam

21
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Use of the Symbols to Indicate Links (High) (G)
It is very confusing that when the hand symboliisked upon, it leads nowhere. This is
deviating from standard web practices. It was mstsgble to capture this image of the hand
but the arrow in Figure (18) shows where this hagpe

[ )promapp

8 g o m e T

Send notice detals
s Howsing

Customer Sandcs

\ /

R Y SN E il  T ts

Figure (18)

22



KnowledgeWorking g

Suggestions Tab (Medium) (K,0)
After adding a suggestion, one presses a Savenbistthis sufficient or is there a Send
button required which will inform the relevant pensmmediately but showing an urgency
level? This might be a good feature to add.

Suggest an Improvement

Process:
Complete Tenancy

Please make your suggestion in the space provided below:

Figure (19)

Dashboard (Medium) (K)
The expectation from a dashboard is typically gawuye meters than a table. It is not clear
why the most recent processes such a Complete @gignot visible on the dashboard. It is
also not clear how to set the urgency to red, yetho green.

23



KnowledgeWorking g

24

Conclusion

The Promapp Application is a very nifty tool foeating process flow diagrams and all the
information that can be contained in them for besmimprovement. While has many
positives with respect to usability, there is stilot of scope for further improving the user
experience and minimizing frustration.

The above study revealed problems with, deviatiomfUl standards, user expectations, lack
of informative messages, scope for user frustratimhtherefore, effectiveness. It was
repeatedly felt that guidance via a wizard would adyreat deal of help and value to the
application. With regards to navigation, it is féltt learning for a new user can be improved
at places where the user feels a little lost areb dmt know what the next step should be. The
guidance will be one way to aid navigational issaied flow if they are not intuitive or self-
explanatory. The application was not tested foesshdifferent types of errors but when the
reviewer came across one and had difficulty in veeg it confirmed the lack of messages
and help in that area which could be extendedheraireas of the application for its
enhancement. Error recovery also brings to focasttiere can be some changes in
terminology and labeling made which will avoid magicertain errors. The more minor
issues had to do with consistency, functional giroggy and visual design. Some extra
functionality has been recommended but considehiagthe application is in a mature stage
and has evolved over years, it was not found tadléng much in this area.

The above usability findings impagtase of Use, Efficiency and User Satisfaction more
than they affecEase of L earning.

While the reviewer was able to give feedback bwting a process, some procedures, and
tasks, there remains the possibility that not eteayure and functionality may have been
tested which can only happen when one observesahange of users from novices to savvy,
use the application for their purposes. Howevep hsuristic review it reveals many usability
issues. These can be further validated and extahdaean an opportunity to perform testing
with actual users. A measure of task completioresiand number of errors will provide very
useful data to improve the usability. Further, wik also be able to contribute more to the
design of the dashboard by understanding what aser®oking for in this respect.

Keeping this constraint in mind, if further anaky#s required, it is advised that the usability
specialist have access to five users (at leashtwizes and two experienced) of Promapp
who can provide insight into their use of the aggtion. Remote usability testing and
interviews are possible for this purpose.

For any questions on the above report, pleasdyathi at +61 448926226.
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7. Next Steps
* Your development team can implement recommendations

* Once implemented, KnowledgeWorking can provide pizgRemote Usability
Testing. Remote Usability Testing is the prefertiesting method when:
0 Testing requires participants in widely dispersszhtions.
0 The test requires a large number of participants.
0 There are cost and/or time restraints that lindefto-face testing

Please contact Jeevan Joshi on +61 421 05 3870 or
jeevan.joshi@knowledgeworking.cdfryou require any additional assistance.
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