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Many research studies on the realisation of contextual online help systems have been carried out
during the last decade; see, for example, the Eurohelp Project presented in [1]. These researches
address the need for efficient user support for both professional and non professional users[2], and
attempt to remedy the obvious inappropriateness of the majority of online help facilities
implemented in current software applications.

Most studies focus on the implementation of context sensitive help and aim at solving the
correlated technical issues, namely, the engineering of the following key modules: domain
knowledge representation [3], system awareness to, and use of, available contextua information,
and system modelling of users’ needs[4]. However, there has been no attempt, at least to our
knowledge, to implement the following general design recommendation which sounds like a
truism: a successful way to achieve online help that raises users satisfaction is to provide users
with information adapted to the actual context of use and to the current state of the user task in
progress. This principle is supported by various empirical or experimental results; see, for
instance, [6] and [10].

Assuming that context sensitivity, especially sensitivity to the current interaction, is necessary to
provide users with useful, effective help information, further studies need to be performed with a
view to determining how to exploit this context sensitivity in order to efficiently meet users' actual
needs.

Ambiguities remain in the literature on design requirements and recommendations concerning
online help systems:

»  What aims should prove appropriate for guiding the design of online help systems? From
active contextual help to advising facilities [5], online help systems tend nowadays to operate
as tutors. However, users’ objectives when requesting help do not usually include the mastery
of the software operation. It has been observed that users, especially the general public, are
mainly focussed on completing the ongoing task; learning how to use the software efficiently
is asecondary objective for them, so that didactic help messages are ineffective [6].

»  What are the specific needs of users when consulting a help system? How to generate and
deliver context sensitive help information still remain open issues, since most novice users
have difficulties in using standard information retrieval techniques, and active solicitations
from the help system are likely to be ignored.

Moreover, it is still unclear what kind of contextual information will actually prove useful for
implementing efficient help, and how such information could be exploited. The notion of context
itself encompasses many different notions, ranging from the interaction environment to the user’'s
actions on the system interface, thus introducing numerous ambiguitiesin the litterature.

As can be seen, many issues relating to the design of effective online help are still pending. We
consider that most of them cannot be solved using standard top-down approaches which are still
currently used in this research area; such approaches include two main steps. implementing
concepts (that have been hypothesized intuitively or from a priori knowledge) into a prototype
which is then evaluated in terms of its utility and usability. One of the major weaknesses of this



approach lies in the holistic character of the evaluation which makes it impossible to distinguish
between flaws stemming from the concepts themselves and weaknesses in their implementation.
In addition, in the case of sophisticated systems, weaknesses in the global architecture of the
system or in one of its complex functionalities will be difficult and costly to remedy. To our mind,
the most widespread misconception regarding the design of contextual help systemsisto consider
them as specific tutorial systems, since the latter systems aim at helping novice users to learn the
related software usage, rather than helping them to achieve their actual objectives. Such systems
use contextual data as opportunities to deliver didactical information to users.

In order to avoid the drawbacks of the implementation-evaluation cycle, we propose a bottom-up

approach, inspired from several experimenta studies [7,8], for addressing the issues mentioned

earlier, namely: what kind of contextual information could prove useful for achieving effective
online help, and how could it be exploited.

This approach includes the three following steps [ 10]:

1. Knowledge acquisition through the empirical study of areal help situation, that is, in our case,
the analysis of help dialogues between a novice user and a human expert [9] with a view to
eliciting the actual contextual information used by the human expert.

2. Partia implementation of a help system integrating the knowledge acquired during the first
step (use of the wizard of Oz technique for the simulation of some functionalities, such as the
understanding of users’ natural language help requests).

3. Evauation of the utility and usability of the partly simulated help system involving potential
users (in particular, analysis of the subjects performances according to their individual
cognitive characteristics); then, interpretation of quantitative and qualitative results of this
ergonomic assessment in terms of general design recommendations.

We advance that this bottom-up approach, based on an initial empirical or field study, and

involving the wizard of Oz technique as arapid prototyping technique, is applicable to the design

of any complex ("intelligent") cooperative interactive system or software assi stant.

[1] Breuker, J. (1990). EuroHelp: Developing intelligent help systems, Report on the P280 ESPRIT project
EUROHELP. Kopenhagen, Amsterdam, Manchester, L eeds.

[2] Gupta, A ; Masthoff, J. ; Zwart P. (2000). Improving the User-Interface to Increase Patient Throughpuit.
Topics in Health Information Managemebt, Vol 20, 4, May 2000, pp 67-77.

[3] Mallen, L. C. (1995). Designing intelligent help within information processing system. PhD Thesis, Leeds
University; Leeds.

[4] Wolz, U. (1993). Provoding opportunistic enrichment in customizable online assistance. IWIUI'93 —
International Workshop on Intelligent User Interfaces, Orlando —Florida, January 1993.

[5] G. Paguette,G. ; Pachet, F.; Giroux, S. and Girard, J. (1996) EpiTak: Generating Advisor Agents for
Existing Information Systems. Artificial Intelligence in Education, USA, Summer 1996.

[6] Carroll, J. M. and Rosson, M. B. (1987). Paradox of the active user. In Interface thought: cognitive
aspects of human-computer interaction. J. M. Carrall (Ed), MIT Press, Cambridge, MA, vol., pp. 81-111.

[7] Pilkington, R. M. (1992). Question-answering for intelligent on-line help: the process of intelligent
responding. Cognitive science, vol. 16 (4), pp. 455-491.

[8] Roestler, A. W. and McLélan, S. G. (1995). What help do users need? Taxonomies for on-line help

information needs and access methods. In CHI'95: International Conference on Human Factors in
Computing Systems, Denver, CO, ACM Press & Addison Wesley, pp. 437-441.

[9] Capabianco, A. Carbonell, N. (2001) Contextual online help : dicitation of human experts strategies. In
Proc. HCI International'01, New Orleans, Mahwah (NJ), Laurence Erlbaum Associates, pp. 824-828.

[10] Capobianco, A. (2003) Questionning the effectiveness of contextual online help: some alternative
propositions. In Interact 2003: International Conference on Human-Computer Interaction, September 1-5,
2003 - Zurich, Switzerland, 8pp.



