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Let’'s have a look at a form

Czech railways




s this
a form?

@ Ceské drahy FOR CORPORATE CUSTOMERS | B

Mirodni dopravee

‘ Login |

Connection & Ticket Train Stations My Travel or Register

=

&D Night FROM Station / Town )

1
The quickest journeys are those ' .
you can sleep through. : Station / Town

Adult 26—64 years p
Without a discount card
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We know a form when we see |t

Looks like a form and Asks questions and Allows someone
works like a form expects answers to achieve a goal
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A good form needs a lot of design

Interaction design Content design Service design
B
Looks like a form and Asks questions and Allows someone
works like a form expects answers to achieve a goal
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A good form works well across the layers

Interaction design

Easy to
= read

Easy to
use

Appearance
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Content design

Conversation

Service design

Easy to Easy to
understand get it done
Easy to Easy to
answer move on
Relationship



The outside world sees you through your forms

TTTTTTTT
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THE SERVICE
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A good form starts with user and business needs

|

User
Questions Answers needs
- you ask you need _
Business
needs
Interaction design Content design Service design

Appearance Conversation Relationship
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Failures get expensive

X

X
l l l

Drops out of the form Gives a wrong answer Lost customer
Calls helpline Lost business

X
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Takeaway A good form is easy to:
* read and use

 understand and answer
« get it done and move on
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Have you ever abandoned a form?

Connections and tickets

FROM Station / Town

Tl

TO Station / Town

“l don’t want to
click the arrow
27 times to get
to the right date”

- Adult 26—64 years
‘J/ Without a discount card

More options
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Maybe 70% of shopping carts get abandoned

Baymard |n55i;|,1__1|,ér'-'; Free UX Research -~ Premium Research Audit Service Use Cases . Company

Free UX Research * Resources * Cart Abandonment Stats

48 Cart Abandonment Rate Statistics 2023

69.99% — average documented online shopping cart abandonment rate

Based on the data we collected, we've calculated the average cart abandonment rate of 69.99%.
This value is an average calculated based on 48 different studies containing statistics on e-

commerce shopping cart abandonment.

v El in
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Baymard researched why people abandon carts

Reasons why people abandon shopping carts

Extra costs too high (shipping, tax, fees)

The site wanted me to create an account

Delivery was too slow

| didn't trust the site with my credit card information
Too long / complicated checkout process

| couldn't see / calculate total order cost up-front
Website had errors / crashed

Returns policy wasn't satisfactory

There weren't enough payment methods

The credit card was declined

o
X

10% 20% 30% 40% 50%
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Many people abandon because of forms problems

Reasons why people abandon shopping carts

Extra costs too high (shipping, tax, fees)

The site wanted me to create an account

Delivery was too slow

| didn't trust the site with my credit card information
Too long / complicated checkout process

| couldn't see / calculate total order cost up-front
Website had errors / crashed

Returns policy wasn't satisfactory

There weren't enough payment methods

The credit card was declined

o
X

10% 20% 30% 40% 50%
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Save money by
Improving service design




Let’s think about “too long / complicated”

Reasons why people abandon shopping carts

Extra costs too high (shipping, tax, fees)

The site wanted me to create an account

Delivery was too slow

| didn't trust the site with my credit card information
Too long / complicated checkout process

| couldn't see / calculate total order cost up-front
Website had errors / crashed

Returns policy wasn't satisfactory

There weren't enough payment methods

The credit card was declined

o
X

10% 20% 30% 40% 50%
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Government forms can also be far too long

“By doing user research, and diving into the detail of the
application process, the team has been able to remove
170 questions from the application process — that's
49% of the questions”

Pete Desmond, Service Manager Carer’s Allowance Digital Service,
UK Department for Work and Pensions
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When you ask a question, know why

Create a question protocol to make sure that you:
« Ask for what you need
« Can justify why you are asking every question
« Know what you will do with every answer

Look after the answers, carefully (also known as privacy policy)
Keep reviewing the question protocol, minimum once a year
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Privacy is important

Read “Understanding
Privacy” by Heather Burns

Do what she says
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Every extra question costs you money

* A longer form to implement and maintain

« More opportunities for people to struggle
* |f they drop out, you may lose them
* If they contact you, you have the cost of helping them

* More data to store
» Greater possibility for inaccurate data
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Prune: remove questions you don't need

Figure 11.
REJUVENATION PRUNING: DRASTIC

Image credit: https://portal.ct.gov/-
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PRUNINGANINTRODUCTIONTOWHYHOWANDWHENO04 15Rpdf.pdf




Keep it realistic. Extremely short fails, too.

Figure 11.
REJUVENATION PRUNING: UNTRUSTWORTHY

“I removed all the fields that
people actually want to
interact with and only left
the crappy ones they don't
want to interact with. Kinda
stupid.”

Michael Aagard
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Do usability testing on your form

Get someone to fill in your form s W
while you watch

Extra tip:

Before they start the form,
ask them what questions i
they expect to answer St ] ’
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Ta keaway Every question that you ask
costs you money.

Be thoughtful and careful about
what you choose to ask.
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Save money with better content




Please tell me your
answers for this form

OOO00O

Select all that apply.
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Let’s start with the
button

Also known as
“Call To Action”
(CTA)
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elelole]

- - i

Select all that apply.




'm often confused by ‘OK" and ‘Cancel
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Label the button with what it does*

*| think this is what these buttons do

; - ranictr . =i P :
I‘._-.Jl-..._||.l.'_.| i | £ |
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The best CTAs are strong verbs

 Sign up
 Start
 Download

* Apply
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You can add some extra encouragement

 Sign up now

« Start your site

« Download free guide
 Apply for card
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But ook across all the buttons

* | was applying for a credit card

ﬁ" -

' Apply Now >

Apply now »
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Takeaway
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Label the button with
what it does

Extra tip:

When you have a meeting to decide the correct
action when someone clicks a button, you have
not yet labelled the button with what it does




Yes/no questions are ek A—
problematic Ove Ono

They can be hard to answer
If none of the options is right, then:

« People drop out of the form OR Areyou 2dding a UK mobile
* You get bad data from them MATOEN

Ow O no

Do you live alone?*

Yes No
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Problem 1: The answer isn't YES or NO

1. Are you 16 - 65 years old?

Owm Ow
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|dea 1: Re-design the conversation

How old are you?

1. Are you 16 - 65 years old?

Find out more about why your age is important.

Owm Ow

Validation:

If 16 to 65, continue to next question
Anything else, explain
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Problem 2: The answer is “I'm confused”

Are you adding a UK mobile
number?

Ovwe O

‘I didn’t know | was adding anything.

What does Yes mean here?”
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ldea 2a: Explain the options in the text

Are you adding a UK mobile Are you adding a UK mobile
number? number?
O Yes O N O Yes, the mobile has a UK number

I didn’t know | was adding anything. O No, the mobile is from outside the UK

What does Yes mean here?”
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ldea 2b: Sometimes you can scrap the Yes and No

Are you adding a UK mobile Are you adding a UK mobile
number? number?
O Yes O N O The mobile has a UK number

I didn’t know | was adding anything. Q The mobile is from outside the UK

What does Yes mean here?”

39 Caroline Jarrett @cjforms (CC) BY SA-4.0




Problem 3: Real life is analogue, not binary

Do you live alone?*

Yes No

“There is a lodger / paying guest but we
do not talk to each other”

» “We are separated but live in the same
place because we can’t afford to move”

» “At the moment because my partner is
working in a city a long way away”

7

 “I'live with on my own with my new baby
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41

|dea 3: Add extra response options

Do you live alone?” Add at IeaSt one Of these
Yes  No « Sometimes
« Something else
» “There is a lodger / paying guest but we * Partly
do not talk to each other” « Mixed
» “We are separated but live in the same e Other*

place because we can’t afford to move”
» “Af the moment because my partner is

» “I live with on my own with my baby”

*be careful about making people who
are in a minority feel “othered”

Caroline Jarrett @cjforms (CC) BY SA-4.0

... or whatever fits the question
working in a city a long way away” (plus maybe a box for details)



Takeaway No ‘yes/no’ questions

Real life is analogue

There are nearly always other
answers
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Do usability testing on your form

Get someone to fill in your form ——
while you watch

Extra tips:
Ask them to tell you their answer
before they put it into the form

Use cognitive interviewing B _. .
probes such as
“tell me what you’re thinking”

43 Caroline Jarrett @cjforms (CC) BY SA-4.0 Image credit: Drawn by Tasia Graham, illustration from Caroline Jarrett, “Surveys that work” (2021)”




Save money with better interaction




Create account

You do not need to register again if you already have an MRS web account, just signin.

MRS collects the data below in order to fulfil our commitment to MRS members and custon

5. Acompany mailing address is required to ensure that all applicable

benefits are applied to the account holders, including Company Partner benefits and discounts (as appiicable). Te we use your information you cansee

v out hov

cess your full range of MRS Bei
- Renew your MRS Membership

ind decide what you want 1o n

fromus.

Tite
“Festrame

Most people filling in your form

sobuse

have small screens -

Cormpany Partree

*Company

Many have poor eyesight -

Adressine2

Legibility is important s

*Asaress Typs

emal

Rarter Passmord

Create account
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Check that your colours work all the time

AN HE-INEIIRENCIM caroline. jarrett@effortma

@lget:|INa[=Nelgll +447990570647
| work at an organisation called” |Sije]ginEli gkl

My country of residence is | Please Select .

And I’'m interested in seein

Jadu uses the information you provide to contact you ab

[J 1 agree to receive communications from Jadu.
You may unsubscribe from communications at any time. For more information, check out our Privacy Policy.

By clicking submit below, you consent to allow Jadu to store and process the personal information submitted above.
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Where do you live?

The basic interactions 5
are easlest to use O v

 Radio buttons
« Checkboxes Which types of waste do you transport?

Select all that apply.

« Text input

Waste from animal carcasses

)
BUttonS Waste from mines or quarries

Farm or agricultural waste

What is the name of the event?

Save and continue
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Don'’t be fancy for no good reason

For example, here are some examples of asking for age

How old are you?

Move the slider until it shows the correct number in the box on the left

Date of birth

0l 015 1900+ =

Thanks for that! Now we’d like to get to know you a little bit better. So please select
your date of birth from the drop downs below:

&

€ | A~ 1999 ~ > CONTINUE

OK
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Excess minimalism can also be too fancy

FLORIS

LONDON

BRITISH FAMILY PERFUMERS SINCE 1730

FRAGRANCE BESPOKE GIFTING BATH AND BODY GROOMING HOME DISCOVERY COLLECTION WORLD OF FLORIS

SEARCH RESULTS

please type in at least 3 letters...

i & &

COMPLIMENTARY SPEND £100 OR MORE FOR INTERNATIONAL
GIFT WRAPPING FREE DELIVERY DELIVERY

Q & PnA

49

Caroline Jarrett @cjforms (CC) BY SA-4.0




Somebody at the website noticed and fixed it - yay

FLORIS

tttttt

BRITISH FAMILY PERFUMERS SINCE 730

MOTHER'S DAY GIFTS FRAGRANCE = BATH AND BODY HOME GROOMING BESPOKE FRAGRANCE = WORLD OF FLORIS

Search Results

webexpo C)\
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Don't “save space” by putting labels inside boxes

&« — O 8  httpsy//www.csoonline.com/article/3339377/security/how-polls-are-hacked-what-every-business-should-know.html#tk.twt_cso o % ¥= 7. =

Become an Insider today! .o

Please fill out the information below to complete your registration

Y7 Accessible Powerpoir @ ADVENT CALENDAR :

N>

first name last name

company business address j
country w  state w | | city

zip / postal code phone number

job title

position v function v

company size v industry v
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Also, don’t use float labels

Email address
adam@example.com

X Small label text

Email address

adam@example.com

v/ Large label text
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https://adamsilver.io/blog/float-labels-are-problematic/
https://www.smashingmagazine.com/2021/02/material-design-text-fields/



Smashing Magazine
used to have float labels
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Your message

Ironically, at the moment of writing, here at Smashing (V)
Magazine we are actually using the floating label pattern that
Adam heavily criticizes in this article. From our usability tests

we can confirm that floating labels aren't a particularly great

idea, and we are looking into adjusting the design — by

moving to conventional text fields — soon.

Your (real) name

Vitaly Friedman @

Your Twitter (e.g. 'smashingmag')

smashingmag (v

Post Comment




Put the question outside the box
Leave the box empty for the answer

/Question here, near but outside the box

What is the name of the event?

{mmm Empty box here for the answer
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Do usability testing on your form

Get someone to fill in your form ——
while you watch

Extra tip - find some people who:

 Have disabilities such as tremor |
- Use old or slow devices =
* Only recently started using a digital device B ’

« Don'’t use digital devices

55 Caroline Jarrett @cjforms (CC) BY SA-4.0 Image credit: Drawn by Tasia Graham, illustration from Caroline Jarrett, “Surveys that work” (2021)”




Ta keaway No-one wants to _be delighted by
your form. Make it easy, so they

can do other things instead.

Image credit: Alberto Casseta on Unsplash
https://unsplash.com/photos/REKXJ7 Jhwil
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A good form works well across the layers

Easy to Easy to Easy to
= read understand get it done
Easy to Easy to Easy to
use answer move on
Interaction design Content design Service design
Appearance Conversation Relationship
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Caroline Jarrett

twitter @cjforms
caroline.jarrett@effortmark.co.uk

www.effortmark.co.uk
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Forms

that Work

Designing Web Forms for Usability

Caroline larrett « Gerry Galfney




&« — O &  https://www.csoonline.com/article/3339377/securit

Y7 Accessible Powerpoir D ADVENT CALENDAR |

Become an Insider today! .o

Please fill out the information below to complete your registration

Caroline Jarrett
[ company ] 16 Heath Road
This field is required

United Kingdo... W  Non-US w ||ty |

This field is required

LU7 3AB +441525370379
[ job title ]
This field is required
[ position v } { function v I
This field is required This field is required
[ company size v ] [ :\HEELIS[“‘};‘ v l
This field is required This field is required

CSO Cnline and group undertakings may collect, store and process my Personal Data for the purpose of my ac-
cessing the requested content or receiving the requested service including registration for and attendance of
events, and also for the purpose of my receiving offers for similar content or services by direct marketing including
email, telemarketing and SMSitext. My Personal Data will only be transferred to third countries if an adequate level
of protection or safeguards exist to protect my Personal Data. My consent can be withdrawn at any time in the fu-
ture by updating my member preferences.

011293019

b

R




- O &1 | https://trello.com/signup?reauthenticate=true&returnUrl=%2Fb%2FplJ62k5Q%2 Fuxbristol-2019-speakers%3FcompletedinviteSignup%3D18&email=ca ke = Z..

Create a Trello Account

or sign in to your account

Name

‘ caroline jarrett X

Email

caroline.jarrett@effortmark.co.uk

Password

We use cookies to personalize content and ads, to provide social media features and to analyze our traffic. By clicking "Accept Cookies", exiting this banner or

continuing to use our site you accept our use of cookies. You can change your preferences in Cookie Settings Accept Cookies

buU Laroline Jarrett @gcjiorms (LL) BY SA-4.U




How many times will YOU click for your year?

Date of birth

01 Ols 1900+ =
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) 0137 | LU7 3AB
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Customer Details (Already have an account? Log in)

Email

s TypeScript in 50 Lessons

ylativ@gmail.com

Shipping Address

Discount code Cash in!
First name Last name

Vitaly (] Friedman

SUBTOTAL
Country Postal code TAXES
Germany (] 40595 AIRMAIL SHIPPING

PAY BY CARD OR PAYPAL
City
DELIVERY AIM pm

Diisseldorf
FEELING SMASHING

Street address Apt / Suite (optional)

TOTAL ! 44.00€

Including 2.87¢ in taxes

A\ No imaginary addresses, please!

Company (optional)




This is an example of a bad choice

What is your gender?

O Female
O Male

O Unspecified
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