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Loge Yecher

aeae really docs fit with the commuter! [ atn thinking in termns of, pechaps,
the secretary, perlhaps yours, porhaps ancrther, She walks ever Lo the
termingl where you hawe givon hor a task to pexformn, she sits down ar that
cerrminal, and proeperes to ontox some data, OF course, the flrst thing she doss
in smag het stockings on the ngide wall of the terminal cabinet hecavse it was
macle of very rough peint.  She then attomnpts to log on,  You had tald her o
log on with HELLO, MAMAGLERSYS, slash, password. 5She 15 a pretry good
typlat buk on the terminal ghe 18 a litle shaky so she mistypes the password,
What doce she got returned? ERRS, It means your entcy L5 Aot acceptable;
your passworod iy incorrect. Bur, why doesn't the measage say that? There
are other ways of looking at cryptle messapes, too.

Let"s consider her buckground, She is probably seene nice young girl
who is vory morale, chyviously attended church her whole life, minded her
palrents, yet the cormpurer might bave come up with some other messages uslng
auch wortls ag ILLEGATL or A, Consider the psychological rumifications
an cthis poor kid wha has st gat down to ber first job and you have given het
thia task. Rathor tronmacle. My avorice 18 the eTror messags you gnet
when at the congole, no ratter what you do if your input iz not acceptable, the
svetem responds with INVALID,

Can you identify the real problem? Sure. It ig PECPLEWARE., In
contrast to hanlware aod aoltwate.  Por those of vou whe haye knovm me for
the four or five yoars that I have heen associated with the UQsers Group know
that my [avorite topic is PEOPLEWARE. This is really the human factor or

user interface, This arvea concerns all the same hardware and software
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aspects of deslgn, devolopment, inkcgration, production and mainkenance, Sopne
af the it.-:mE tavolved are used in dialog at the tezmdnal, uger ranials, user
problems and their handling, uscr supperl, User corrrrunication,  Speeiflcally,
this invelves psycholegy at the torminal. & hardware relarer] example might
consicder the RETURN key, Why call it RETURN? Why not EMNTER or SEND?
Sorme people have put EMTER on the key becausse that is what the wser doea,

Let's go one step fuxther, How ahout coloring the key? What color should it

be? How about green? How about the break key? How about red? Ever try

te find that break key on the 26407 I 1s buried arnong several other keys; |

always hit the wrong one. Or, why not use a two-color ribbon? Feor hard copy
dialog you could distinguish between youl imple and the compueter output, Thizg ™
ides makes [t very stmple to sce "whe' bas done what, Of course, AE you
guggest that to somne manufacturer you know what thoy are golng to cormnd ol
with--red and black. And all your laput is golng to be red; how about green
and black, Why don't ranufacturers take the human facter moTe intw account?
Well, there Is a simple veason, First, it s E]{pensl‘;fe. I you recall, an
arly mi‘litary. system, somcthing [ starred oot with in conputers, the SAGE
system, The Semi Automatic Ground Onviromment was supporeed by the US
Covertonent and that 1s probebly why thoy bad enough rmoney to irapl exnent rnﬁ'
hurran factar cfforts. For every throe programomers there was one peychologist
on the staff to =it down and anaiyze those peohle who were golng o use the air
defense display systern. Those airmen third class didn't want te kaoww how the
cornpnter ran, but they sat al this silly thing and had to punch the Ting button

at the right timer, The color of the lights, the seating arrangements, the

joration of tho butrons, were all dome by the human factol personnel who also

penerated simulation exerclses.

Furthertnore, the typical rmonufactirer of cormputer systamna does ol



understand the user or the wser problem, Mo does not emyploy hwrman Eacror
an&l}rst; or psychologists, gonerally. Yot the mest lmportant element of

the computer system is FEOPLE, Without them there is ao need lor computers,
Right? Whar T am really saylng here 1s thut I feel that what we need at this
point 0 thme 08 to make the computer bend to the needs of the user now bengd

the pser to the neads and requirermnents of the computer, Certainly the
rmanufacturer's concerns {or hardware and software are essendal, [ wonder
reslly what 8 uger is to HP? You might ask Ed McCracken.

But what sells computera? The answer is simple- shardware and soft-
ware, Those of you who ate rmanagers, what do you lock at, the hardware
speciflcations, Whar will the sclbware do for ve? Bur, unless the user, the
user sitting down at the terminal, can be a suecess; and that is the key to our
world here, suceess; with the computor, simply and easily, the st
sephisticated cormputer systom in the watld is of exptrerme diminished value,

When you are at the texminal what [s the mean time between confus b,
mizleadlng, noncxizstent responses from the computer systernd O, for that
rmatter, HP? How often de you spend cxtre time toying to find out what the
problem is¥ What really went wyong? When {nformatlen Ls nor bn the manval,
ywou guess by trying this and thee, bdy :_-ng[m:r:ré zpend a lot of tirne sitting
there and golng throuph lamenas (o determine just how that FORTRAN state-
ment really warks, Consider the erver mesgage “parameter in error, " Why
didnt they just give the parameter In errort There ls a whole atring of
pararmcters in FOPEN, 13 or scmething ke thar, How do you know which one
iz in eTroxr? Why not point it out to the user? . )

The date processing situation righe now in the wetld iz as follows:
hardwaTe costs are golng down for sure, Lill Pester said che cther day that

soltware costs are going wp. HFP is petrified ar the amoune of software and they
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don’t want to write the users' software. I is expenslve, The use of barch

FNCESSing s groing down; the use of interactive progeesing 1 going up, <.g.
time sharing, coline, We all have HP00D compoters - -interactive processing
1 one of the basic slements of the HP3000.  Sit down at an HPIM terrninal
amd do what you want to do, Yes, it can process batch; bue, [ ehink toost
people hero will use the HPINOD toere interactively,

Up at the Blrdy of & Feather session last night we were talking aboat
terminals across the natton freding into 8 compurer, 2]l interactive, onbine,
ready to go, The problom as pointed out by the Hughes Alrceraft Cornpany
DF roanager the other day, sort of hit me. He was saying the problem is not
the cost of bardware, at Hughes we have two IBM 370/165 eomputers with
throe magabytes of core to fill this room and ancther Tomn full of rmeg tapes
and terminals a]] over the place, What he is saying, and [ believe him, is
Hwt the cost of the software development 18 gologr up, but one of the highest
cogtd 18 the transfer of information from the user to the system and from the
syatern back to the user, - That 1= the area User Interface,

What i the computer mnanufacturer dolty to enbance the user terface?
In the future more noncanputor oriented users will be interfacing directly
with computer systems, They will be scientigts, managers, housewives, and
kfds. They all want resules, They want to perform their tasks ezsily and
stmply, The lhought process, that process that goes on in the mind, for the
engd user is different from the computor =cicntiat, We hero aze generally
compller science ariented, That user out there ig nott Conputerese should
not be necessary at the knrminal, Besides, why not make it easy for the
cormputer scienrista? Should I really have to puess if the namibers cutpet by
a 'MAT Bre octal or decimal? Why not at 1east put & percent sign in frant?

Even though I amn a cornputer scientist and { have a rmaster’s degree in
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compuier sclence, doesn't mean that Dwaggically know all the magic things
that ],mu- putpat from the computer, Wake it easy for e, Make my job so I
can goet rmy work ¢onc,

Shouldn 't the cemputer system deslgners consider what the needs of the
user atre? Who ts deing rescarch and develepment in human factors teday?
How rmany manufacturers are acluaily having people do work out there, deing
rescarch, taking a lock at the ond user criteria? Are human factors a real
high pricrity concern for manufacturers? Certaloly not for woat hardware
mamfacturers, Today I leel we do not really have Iricmdly computers, Iet
alone forgiving syastems. Friendly is being sble to come up with good vecabulary
g0 that users can easily deal with computers; and lorgiving, in the coneept that
I make an error and the computer docsn't ruLﬁrn with aboxt, percent sigm,
and garbage, How do we get there from here? It is clear to me that porne
hurnan factor analysis necds to be performed, Surce I realize that most
tnanufacturers do not anderstand the tas.lszs. It 1= only naturs] that the rmost
knowledgeable person te perform this Is the user, The lmplicatton is good,
froguent, free fJowing, information Letween user and manufacturer. MNo
lonper can systemsg desipn criteria not take into ac:c;u.nt the human factors.

No jonger can menubactbrers generate destgn specifications ina vacum,
Manufacturers roust swallow their pride and break the NIH batrier, MIH; not
invented here. And, heavens, hoavens of heavens, the pnanufacturars st
rmake, roust initiate personal, direct contact with the user to, watch It
gpentlemen, to see what his or her requirvernents are. ©On the other hapd, the
uacer needs o eke the manufacturex aware, aware of the problems at hand and

help other users get around the curgont prablems through dialog. through

docurnentakion,
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How do we implement this approach? The Usera Group certainly provides
cHre ma:ltmn for user exchange with user and manufacturer.  Another medium,
and I think probably of equal importance, is the NMewsletter. Yoo are going
to havo to apell it out and contyibute your ldeas, your nroblems, your techniques,
your sofutions. Mothing in the computer systern i2 cbyvious, fo program is too
Bi:npif:.. Bl Eryden and I were joking about that the other day. "I will just
whip up this sirnple program, " he safd, Three hours later he was still denigging
and it was just a shmple program, It s difficult to get from here to there.

Cnly through corteranication, from you the uscr, the person most clossly
related to the computer systern, can we, [ mean we--user and HP--become &
success in an casy end simple mauney. In anather of the Birds of a Feather
sessions last night, cne of the fellows was talking about a COBGL routine
or 4 COBOL staternent and the code generated. He was talking about the in-
efflcient code the ceormptler generaved, He knew exactly chat chis statement
generated inefficient code and that ancther statérment generated much more
efficlent code, That ia great, that is geod for him, but what about all of you
out there? You are going to have to put it in a Newsletter, you are going to have
to express it in meetings here up rent.  HP cannct do that for ue, We st
do that. The user has the responsibility to Blly describe his. problemn, Mot
oily to describe his problem, bur to justify them in terms of both his needs
and economics then generate as full & salution as possible, Just yelling about
the preblem Ls not golng to pet the solurlon and manufacturers aré net going to
pay attention unless they have a rcal understanding of what that uasr need iz
and how they can apply the sclution to meet other user's needs,  Very

deflnitely econsmics is HP corporate ohjective aurnber one, You MUST make

a profit,

hidh



Your suggrestlons cannot be used by the mnanufacturer unless they make
th man;.ttacturer a higger success caslly and sivnply. More important yout
descriptien of how to usc & systemy, technlques, application soluticns, learncod
informarion abeut the system (s invaluable to other wsers, and ultbmately your
success. We have got to be careful sbout our relatienship with the manufacturer,
We comnot just-beat on the manufacterer, Truly the greatest butden is on the
uzer, You rmust be thorough in your analysis; you must slee good examples,
provide pood solutions, provide good alternatives. There is not only one road
to these probloms for a selutlon; they are net answers; they are solutions,
You nnst write good documentation, I krow that hurts, Most progranimners,
most EFers do not write, Why, [do not know. Certrinly there s some fest
to cormrnit themselves to paper. But, docurneneation has get to be Learned. In
fuct, I secms to me thak if Thad & Iot of prograrreners under me, one of the
first courses I would scod them to is a writing course- -not cotnpat ers - -writing;
how to commrunlcare! When they bave a problemn they must be able to put it
down correctly.

Second to lesr, we have pot to gather concensus, That 16 what cur
questionnatres do,

Of course, lrat, we rmost be ressonahle and businesslike, [ realize
that thig is very fruscrating. It is very [rustratlng for me at times and Ido
get carried away in terms of not being businesslike. Bur deallng with these
manufactirers we st approach them in a reasonable faghion, Likewize,
the moanufacturer must reatize that we are business people and approach us o
a srraightforward and honost ranner, I you do not do these your pood energy
s wasted and you only perturh the menufacmrer, Throughout the relaticnship
I have had with Hewletr -PackaTtd, | have gained 8 gzeat respect for that

corporation. L have boeen very personally ioveolved with it through the
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Uscrs Group, | have a high respect for the corpetation, (€5 peeple, and the
way theg.r- handle themselves, | think they de it a little kit dillerently and
I think that makes a difference. Their alm 13 most definltely an aim fer
guality. Wo can say how come you don't do it Hke DEC does; there are
reagons HP ia a highor qualivy corporation in many ways,

Well, whar are aur conclusions here? Signillcant progress. advancernent

of cur computer system is best made with fnll coopeTatiom, understanding

anr casy corrrrunication between ngets and vaers, between user and manufaciurer.

UntQl the perfect system iz gonerated, we must accept the curzrent status of the
systerr.  Only you can expose the real user technigues, problems, and requized

aolutions, That is you mnst grin and bear it.
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