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FOSABUJIUTU He ycneBaer...

UHTEPDENC FO3ABUJIUTHU
n BU3YAJIbHbIA AU3AWH n OOCTYMNHOCTb

TEXHOJIOTUH OYHKUMOHAN
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ECJZIN BE3 IO3ABUJIUTI?

UHTEP®DENC

TEXHOJIOMUK DYHKLUOHAI u BU3YAJIbHbI AN3AH



%} USABILITYLAB (
HO Mbl XOTUM BbICOKHUE OLLEHKUA
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Jlyuwee ObO
caMbiu BbICOKUU NPS*

U 6e3 13abnINTU YXKe HUKA

* usability koppenupyet ¢ NPS. IPSOS, 2018 roa
5 “* usability He koppenupyeT c nonHoToM yHKUMOHaNbHOCTKU. Usabilitylab, 2016 ropg,
***yeM Bbllwe usability, Tem no3ntneHee BocnpuHuMaeTcs ansanH. NNG, 2013 roa
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NOANbHOCTDb K NMPOAYKTY

Mo BCeM KnMeHTaM Bcex BaHKOB B LIEIOM
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UCKYCCTBEHHbIN MHTEJIIEKT

bynet oueHuBaTb H3abUNUTMK...

97%, 3TO KOLLKA
01% COBAKA
02% OPYIOE
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CBATOM IO3ABUTUTU-TPAAJIb —

3TO TAaKOM UHTepdenc, rae Tpyao0eMKOCTb B3aMMOAENCTBMS MONb30BaTeNS

pPaBHa HYNH: CNOCOBHOCTb peanmn3oBaTb NOTPEOHOCTM NOMb30BaTENEN HUYETO
He 3actaBnss ero genatb (NNG)

Co3zartsp

upeaabHbIi uHTepdeiic
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amazon alexa

ol

AEC/INHE BYOET = e
BU3YAJIbHOIO
UHTEP®DEUCA,

TO U IO3ABUJIUTU

HE HY>)XHO BYAET?

5
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MEPBbI TABAUCKUU BAHK

D ‘Alexa, open First Hawaiian Bank” “What are my previous months transactions
for checking account ending in - ---2?"
“My account summary” “Set my security code to - - - - O
“List my accounts” “Change my security code to ----"
“What is my checking account “Help”
balance?”
“What is my balance for account “Logout”

ending in ----7"
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NAO0XO0 / YXKACHO

EctecTBeHHas peyb VS KOMaHAbl

[onocoBoM OTBET VS MH(POPMaLUS Ha SKpaHe
KoppekTHag nHTepnpetauma vs OAHOCNOXHbIE OTBETbI

B3anMopencremne vs 3anpoc Ha B3auMogencremne

MHTerpaumsa c apyrumu ycrpormctsamu m N0

XOPOLIO / BYLAET NYYLUE

Pacno3HaBaHMe ronoca vs HabupaTtb TeKCT

NN/g Njelsen Norman Group

World Leaders il Research-Based User Experience

Topics

E-commerce
Intranets
Mobile & Tablet
User Testing
Web Usability

‘Writing for the Web
+ See all topics
Recent Articles

Store Finders and Locators

User Interviews: How, When, and
Why to Conduct Them

How Community Can Drive
Commerce: A Lesson from China's
Little Redbook

Change Blindness in UX: Definition
See all articles

Popular Articles

10 Usability Heuristics for User
Interface Design

When to Use Which User-
Experience Research Metheds

Usability 101: Introduction to
Usability

Flat Ul Elements Atiract Less
Attention and Cause Uncertainty

aped Pattern For Reading
Content (original study)

gn Thinking 101

Training & Events Consulting

Reports

AboutNN/g

Login to UX Certification

Intelligent Assistants Have Poor Usability: A User
Study of Alexa, Google Assistant, and Siri

by Raluca Budiu and Page Laubheimer on July 22, 2018

Topics: Web Usability

Summary: Usability testing finds that both voice-only and screen-based intelligent
assistants work well only for very limited, simple gueries that have fairly simple, short
answers. Users have difficulty with anything else.

The holy grail of usability is to build an interface that requires zero interaction cost: being able to fulfill users’
needs without having them do anything. While interface design is still far from reading people’s minds,
intelligent assistants such as Alexa, Google Assistant, and Siri are one step in that direction.

Ul Characteristics

The intelligent computer-based assistants combine 5 fundamental user-interface technologies:

1. Voice input: commands are spoken instead of issued through typing or clicking/tapping graphical

items.

[

Natural-language understanding: users are net restricted to using a specific, computer-optimized

vocabulary or syntax, but can structure their input in many ways, just as they would do in human

conversation

~ oW

behaviors), besides the user's literal input, to estimate what the user wants.

@

undertakes on its own

Voice output: instead of displaying informatien on a screen, the assistant reads it out loud

Intelligent interpretation: the assistant utilizes additional information (such as context or past

. Agency: the assistant does actions that the user hasn't requested, but which the computer

Both intelligent interpretation and agency require that assistants actively learn about the user and be able
to madify their behavior in the service of the user.

CcblfiKa Ha CcTaTbio



https://www.nngroup.com/articles/intelligent-assistant-usability/?utm_source=Alertbox&utm_campaign=d06b4b598b-Intelligent_Assistants_UX_Workshop_2018_07_23&utm_medium=email&utm_term=0_7f29a2b335-d06b4b598b-40229005
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NAPEHb U3 GV
SHAET CEKPET

EanHcTBeHHbIM UX research partner at GV 1 Hepens Ha NpoekT

300 npoekToB B GV Mcnonb3oBaHue wabnoHoB

>50 103abMANTU-NPOEKTOB B oA, AeNaeT CaM CBog BUBAMOTEKA NPOEKTOB

CepBu1ca aBTOMATUUYECKOM OLLEHKM 103aOMANTU HET CeBUNKa Ha CTATBIO

2017

Michael
Margolis


https://www.stitcher.com/podcast/inside-intercom-podcast/e/51156336?autoplay=true
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HO3ABUJIUTU UMHTEP®ENC

TEXHO/IOTMK u MOCTYNHOCTb ®YHKUUOHAN u BU3YATTbHbIN IN3AH
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66%
[naBHas cTpaHuua

CTpaHuua npoaykTa

70%
HocpouHbie ® HesepHo
noralieHus 71%
B BepHo
Crpanmua 64%
3aaBneHus
MNopTBeEpXxaeHME
62%

0% 20% 40% 60% 80%

* 87% nonb3oBaTtesiei ycnewHo CNpaBasoTca C 3a4a4amu,
€C/I1 C MepBOro pasa HAXXMMAIOT Ha HYXXHYH KHOMKY

Ccblnka Ha cTaTbilo



http://webusability.com/firstclick-usability-testing/
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TECTUPOBATb MOXXHO U HECKOJIbKO 5KPAHOB
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® @ Mnaswas | Pocrenexom x

€« C @ 3awmweno | https://nrtry

= ePocrenexom fnswenn  fnsGuaeca O KoMnakun o Huni Hosropoa  O6parvas censs [Tl

NakeTsl WHTepHeT Te v TenepoH YMHbIA AOM Onnarta Momows

Bbi NNAHMPYETE NOAKAIOHTE TAPHS.

T E ST W I Z A R D WrepNeTa or KownawAw PocTenexow.
HaliauTe Ka CaiiTe TapH® C HaHBORbuER K
e s e ey MHOMaHUA
Ha ero noaxmoenwe.
[lakHie, KOTODN® 830 MOFYT NOHAROBTLCR ThiCA4N GUNLMOB 1 CEPUANOB NO LieHe OAHOM
Ly —
©UO: Hsanos Cepred eaoposny
Tenegow: 8-916-123-45-67
InexTponHan nowra: 1@mail.ru
Appec: ykaxwre csoit agpec

SCRIPTING

Anpec noaknoyeHus

( 5 4 1 9 99 Yro Bbl XoTenu 6bl NOAKNIOYUTHL?

@ Vurepner ) MoBunswas censs

MEASUREMENT
GATHERING Jianming Dong

6. Bbl nnaHupyeTe NOAKNIOYNTbL NAKET MHTEPHETA N MHTEPAKTUBHOrO Otaetos: 94

56
C’ Shlrley Lynn TenesnaeHWA OT KOMNaHUN PocTtenekom.
DATA

TRANSMISSION John Martin

° YeneLHo BLINoNHWNN He BbINOAHIM

nasran cTpanuua [5 Crpanuya Tosapa (4

Mullaly Alan > e
Richard

Tannenbaum
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Moyl
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- — 1914

Louis Leon
Thurstone

3aKOH CPABHUTENbHbIX CYXAEHMN

Ccblika Ha BMaeo



https://www.youtube.com/watch?v=Bjui04GUMFY
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[NU3aiAH U HACTPORKY

nioYeHHble (5)

HUAM Mo pecnoHaeHTam (10)

Bpema v Brnoveno
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Net Promoter Score Luikana MeHwn

@ oo vemorersa

D focan i 1. HyAB Gbi Bl HAKANK, YTOGH ONNATUTS ¢ o

KapTLi?

2. Kyna 6ol BbI HaMaNW, YTOBBI ONNATUTL € KAPTBI?

22.08.2018 10:00 11:10 ® ® 110 O 1o ® uwo ® 110 &
Napwoe coamHenme Kaptowmas copripossa)

Oreros: S Bepwo: 3 @ Cooreow
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2. Hyna 6ot B Hamanw, WTOBM COIAATS
" el Cent. anpepenuman MHOMECTBENHOE KaNO
wabnon?

.08.2018 10:00 weepease otnacw
on. mmposmainn o sonpocam:

First Click Test

MeToa Hawo

@ Conen ssures wa oroer
Hemonepupyemoe.

@ Cories e

——

. HaKO W3 BPUBKTOB NOKAIANCA B2M
(Gonee yaoBHuIM?

Watinoke: Nomb306a.

@ oo Pop—

@ reerpom oreeru Sotaenit

N BONPOCE:

QPOocMOTP U onnaTa KapTsl Mepesoa cpeacTs
NapHoe cpasmenme

3. KyAa 61 Bb1 HAMANW, YTOBBI ONNATHTS € KAPTHI?

Orseros: 4

Bepno: 3

KapTs, BLIGOD, HCTOPHA ONEPALM

KOMIOHENTa, KAPTLL, BLIGOP, UCTOPMA ONEPALMA

Rr————

[e——

'OnnaTa KOMMYHaNbHOro NNaTexa Co3panue BKnaga
Kaprouman copTuposa

MHOMECTBEHHOE KAHO

HA3BaHAE KOMIOHENTA, KADTHI, BLIGOD Ha3BaHAE KOMINOHENT, KADTHI, BLIBOD, UCTOPHA Of

MpocmoTp U onnara KapTsbl
First Click Test

Ha3BaHAE KOMIOHENTS, KADTH, BLIBOD, UCTODHA ONEPALMA
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MEHEE
20 MUHYT
HATECT

OMEPATUBHO

@ TOYEYHAS NMPOBEPKA

go—? HA JIIOBOM STATE
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KOMIMOHEHT,
KAK JIEMEHT

KOMIMOHEHT,
KAK YACTb NMPOLLECCA

e JloruH v norayt

e [louck u puneTpauma
 Hasurauus

 Bsop agpeca

» Pabora c Tabnmuamm

» Pabora co ckaHamu

« MopaanbHoe OKHO

« KaneHpapb

» (CkpunT ANg KONN-UeHTpa

*  WpeHTndukauma KnmeHTa

* [lopbop npoaykTa, HAaNpuUMep, KapTbl
* OdopmneHune npoaykTa

« (CKaHMpoBaHWe OOKYMEHTOB

« [logTBepXaeHue onepauum

* [lnaHupoBaHWe NOBTOPHOM BCTPeEUU
* 3aBeplieHne onepaumnu

2]

] BE IDJE

=

| i
|
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e
Mou npoeKTbl

feb6eTosbie KapTbi (5)

Mnartexu u nepesoasl (12)

U36paHHOe
HepasHue

Kop3uHa

MV IvVvewIe I'\UP s

3anyiien 10 oKTREPA

HPOCMOTp U ONNaTa KapThl
First Click Test

5 orsetos

Ha38aHMe KOMMOHEHT3, KaPTbl, BLIGOP, UCTOPUA Onepayni

OcraxoBnen 2 OKTRGPA

Onnara KOMMYHaNbHOro nnarema
MHOMECTBEHHOE KaHO

5 orsetos

Ha38aHne KOMMOHEeHTa, KapTol, Bbibop

3anywien 11 ceHTR6PA

npOCMOTp U ONNaTa KapThbl
First Click Test

5 orsetos

Ha38aHMe KOMMOHEHT, KaPTbl, BbIGOP, UCTOPUA Onepaynin

3anyuwiend 8 oKTRbPA

nepeaon CpeacTsB Ha KapTy aApyroro 6aHKa
MNapHoe cpasHeHmne

5 orsetoe

HapToi, BLIGOP, UCTOPUA ONepaLnit

3anyuen
Co3paHue BrAaga
KapTo4Hana copTUPOBKa

5 orsetos

Ha3gaHue KOMAOHEH 12

B paspa6oTke
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MeTtopq Hateropuna

NMoboi NMobana

BuibepuTe BONPOCHI M3 CNMCKA

o KNueHTOM KaKkux 63HKOB Bbl ABNAETECL?

e Kyna 6bl Bbl HaXanu, 4Tobbl onnatuts ENA?

Kak npocMoTpeTb BbINUCKY U3 EMFPION/ErPUN?
0 HNMeHTOM Kakux 6aHKOB Bbl ABNAETECL?
o Hyaa 6bi Bbl HaXWanu, 4Tobbl onnaTtuTe ENAQ?
B paspa6oTke
Kak npocMoTpeTb BbINUCKY U3 EMFPION/ErPUN?

MEHTOM KaKux BAHKOB Bbl ABNAETECL?

ibl Haranu, Yytobsl onnatute ENAQ?
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2. Kakue yenyry «Pocrenexom» bl 0QOPMAANAK B NOCneaAHKE 3 MecAla?

e o

B paspa6oTke
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BYOET ABTOMATU3SUPOBAHO
UJTIN YCKOPUTCA

OuudpoBka 03abMNUTU-NOKasaTenen

BbICTpbI NOUCK NpeabIAYLWMUX UCCeA0BaAHUN

Hactpoiika u nepeucnonb3oBaHue TeCTOB
O6paboTka pe3ynbraToB

PekpyTuHr pecnoHaeHtoB u3 LA

24

TOJIbKO
SKCMEPTU3A

BbipaboTka runores

NMunoTHag oueHKa Ha Konnerax

BuisBneHne npobnemM HU3KOM U cpepHei
KPUTUYHOCTH

Iny6buHHbIN aHanu3 notpebHOCTEN
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UX OPROSSO USABILITYLAB
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TexHONOrMn pa3BMBAOTCS, a Mbl NO-NMPEXHEMY OyAEM XOAUTb
C cepBMCaMM K NOMb30BaTENSIM, M BCE Yalle berom.
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NMAPTU3SAHCKUE UCCJIEAOBAHUA

U BUBJIMOTEKA NPOEKTOB

i6Hossrs  HO3aOUNMUTU PEUTUHT

UHTEepHeT-0aHKOB

@ D.SILAEV@USABILITYLAB.NET




