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You must enter 3 leaving date that is later than ths enployee’s last payrol payment’s pay

! period end date. If you have entered an incorrect leaving date, then please correctit. If
the pay period end date of the last payment to this employee is ncorrect, then you must
delete or voud the payment and re-enter it with the correct pay penod end date, and then
you can enter the leaving date

Search the Hel for Delete payrol payment’ and Recreate payroll payment from a scheduled
payroll run’ for Instructions on defeting and re-entering your payment.
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(I don’t know whether they’ve now addressed this, by the way, but I certainly have no information to
suggest that they don’t intend to focus attention on this aspect of their UI).

Objectively, there are several factors that suggest this error mesage isn’t optimised to enable self-
service support. However, in this particular case my objectivity isn’t required: I found out about this
error message when a Quickbooks user in my own office started muttering the words in the error
message, followed by a couple of attempts at searching in the help and then finally making a call to
the Quickbooks support line. So I know that in this particular case, self-service support was not
achieved.

How can the UI support the drive for self-service?

The UI can do loads to either help or hinder attempts to encourage self-service. I've been talking
about this at events this year (next up: Technical Communication UK in October), and the top 5 areas I
encourage people to look at are as follows:

1. Error messages and warnings

See above! There are relatively easy to sort out, following some fairly formulaic guidelines (e.g. on
MSDN ) - so you can often get a huge impact with quite a small amount of work.

2. Put the information people need right in the UI

If there’s room in the UI to put some additional information about what the user is looking at or what
they should do next, then put it there - instead of having them open up the “help” and search for it.
Take care with this, though: it starts to need UX design skills.

3. Reduce the gap between questions and an

swers

I'm sure you're familiar with the scenario here: you find you’re not certain that you’ve got the product
set up right, and you're not ready to verify it because it might mean losing all your data /posting your
secrets to Facebook / deleting the work you’ve been doing for the last week. So you go and search
online... but while you're there an ad for your favourite shoe shop pops up, and they’re having a sale -
so you just have to look; and the email confirmation for your new shoes pops up in your mail client, so
you just have a quick check on it; and then follow up on some other mail. And so on. Or your
distractions may be more work-focused. Either way, you're distracted and you‘ve forgotten what
you’re doing.

What if a link to exactly the topic you needed had been available in the UI? You’d have gone straight
there, and stayed on-task, reducing the risk of accidentally deleting all your data.

4. Get the words right

Consistency, appropriate terminology, clarity. I can’t emphasise enough how much it's worth spending
time on the wording in the UI.

5. Break the rules

Sometimes your users are jaded. Previous experiences have made them decide they just won't find
anything useful in your help information, so they’ll pick up the phone rather than look.

Or perhaps your users just don’t expect your help information to provide the information they need,
for example if they want to find out how many licences they own, they may not expect to find it in
your support portal — so they’ll just go straight to email.
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