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Usability: 'Changesin the Fidd
A Look at the Sysem Quality Aspect
of Changing Usability Practices

LeighEllen Potter
GriffithUniversty, Queendand

System Usability is becoming increasingly important in situations where
assistance in the operation of a systemis not readily available for the user.
Traditionally, usability measures have consisted of post devel opment testing
in a usability lab. Usability practitioners are recognising the need for
innovative procedures to incorporate usability in systemdevelopment at an
earlier stage than traditional testing allows and-User Centred Designis an
approach that meets this need. The objective of this chapter is to examine
traditional usability testing-and compare it to user centred design practices
focusing on the resultant quality of the information system. An examination
of literature concerning the two approaches is presented and comparisons
made to a case study of a large Australian organisation utilising both
measures. The experiences of devel opers and users within the organisation
are presented, and the perceived quality of systems developed using both
approachesis examined.

INTRODUCTION

Thequest for aquintessentia definition for quaity continuesto chalenge many
researchers. Quiity in Informeation Systemscan beviewed from multiple perspectives
Accordingto Eriksson and Torn (1991), from atechnical perspectiveit canfocuson
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efficiency of sysemsand processing. Fromabusinesspoint of view, it canfocusonan
increasein profitability. Fromtheuserspoint of view, it canfocusonincreased ease of
useinasystemand support of their work practices. |SO 8402 (1994 - Qudity Man-
agement and Quity Assurance) describesqudity asthetotdity of featuresand char-
acteristicsof aproduct or servicethat bear onitsability to satisfy stated erimplied
needs

Theobjectiveof thischapter isto examinetraditiona usability testingand compare
it to user centred design practi cesfocusingontheresultantinformation sysemquality.
Inacomprehensivereview of informationsystemsliterature, Del_oneand McLean
(1992) present such featuresasflexibility, ussfulnessand reliability asindicative of
systemqudity. Many festuresthat enhancethequality of asysemareintangibleand
difficult to describe and measure, however it istheseintangiblesthat draw thediffer-
ence between theinformation quality of asystem and traditiond ideasof software
quality. Many strategies have been devel oped to addressthesefactorsincludinga
focuson system usahility. Usability isdefinedin 1 SO 9241-11 (1998 - Guidanceon
Usahility) asthe” effectiveness, efficiency, and sati sfaction withwhich specified users
canachievespecified godsin particular environments.” Traditiondly, usability prac-
ticeshaveinvolved testinginlaboratory situations Astheareahasdeve oped, theneed
for new usability practiceshasarisenand techniquessuch asfid d sudies, workshops,
prototyping, and user centred design haveemerged.

I nfor mation System Quality

Inaddressing information system quality inthiscontext, | refer to the aspectsof
processimprovement and useimprovement. Processimprovement, or processqud -
ity, referstotheview that improvementsin aproduction processimprovethequdity of
thefinal product, and the product reliesonthese processes. In examining usability
practices, | will bediscussng different goproachesto the processof sysem develop-
ment and theresultant quality of thesystem:

Useimprovement fromagqudity point of view refersto theaspectsof asysemthat
makeit moreeffectivefor use. Myerset d. (1997) describean effectiveinformation
system function asonewhich providesthe gppropriateinformationto assst usersin
performing their work. Thisisadirect reflection of theaimsof usability practicesas
definedinl SO 9241-11. Reljonen and K esti (1994) describethe usability of informa-
tionsysemsasanindicator of sysemqudity and Satethat theevd uation of theusabil-
ity of asystem hasasssted inimproving system qudity at theinterfacelevel where
usersinteract and obtaininformation.

Examininginformationsystemqudity from ausability perspectiveinvolvesauser-
based view of qudity. Thisisnot toexcludeother qudity measuresinadifferent Stua
tion. Inthisdiscussion, whenreferringtoasystemuser, | anreferringtotheperson
whointeractswiththesystemonaregular bassinthe performanceof their work. This
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