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Introduction 
The business (Alternative Tiles) is a small shop and as such they do not have the facilities to deal with 

orders through any other method other than with pen and paper – noting down the design and 

measurements supplied by either the tiler or customer before ordering the required tiles and materials 

for collection. They would like to upgrade to an online web based system for the new area of the 

business that specialises in the restoration of period flooring. They would like customers to be able to 

order materials as well as tiles of a specific design and measurement. The service should also allow the 

user to hire a tile cutter if necessary before taking a payment and delivery details for the transaction 

and delivery charges. 

RESPECT Form 1.1 – Project Summary 

Name of New System or Service: Victorian Floor Restoration Web Service 

Form 1.1: Project Summary for the New System or Service 

Questions Answers 

What is the new system or service? The new system is a web based platform for 

customers, whether it be homeowners or tilers 

to be able to order tiles and other materials to 

complete a restoration of period or Victorian 

floors. 

What functions or services, is it intended for 

the new system or service to provide? 

The new system allows the user to select the 

design of their floor, input measurements and 

choose any additional materials that will be 

delivered. 

What are the aims of the proposed project? The aims of the project are to the increase 

efficiency of the order process for restoration 

projects and to increase customer satisfaction. 

Who is the new system or service intended 

for? 

 

(That is, who is going to buy / run the system 

or service?)  

The system will run for free online through 

section of an already existing website. Any user 

who requires the use of the system can access 

it. This may include tilers, flooring specialists, 

property owners, landlords or housing 

development groups. 

Who will use the new system or service? 

 

(Who are the actual target users?) 

The target users are tilers who are about to 

begin a period floor restoration or property 

owners who are in need of restoring a period 

floor – these users will source their own tiler. 

Why is the system needed? 

 

(Problems with current situation? Completely 

new?) 

Currently, the system in use is slow, and 

requires both parties to respond quickly and 

effectively – communicating the 

measurements of the floor and the 

requirements as well as what materials are 

needed. The current system also leads to 

customer dissatisfaction with the business as 
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they may have to travel far to collect materials 

and tiles. 

Where will the new system or service be used? The new system will be used either on mobile 

or desktop devices. 

How will users access the new system or 

service? 

The system can be accessed for free via the 

internet, with no specialist privileges 

necessary. 

How will the user obtain the new system or 

service? 

The new service does not need to be obtained, 

so long as they have access to the required 

tools, which include either a mobile or desktop 

device or an internet connection. 

How will the user learn to use the new system 

or service? 

The new system relies on the target users 

conceptual model as well as fundamental user 

interface and user experience concepts in 

order to deliver an easy to learn and easy to 

use service that doesn’t require any adapting 

of skills. 

 

2. Task Analysis 

2.1 – The World of the Company or Organisation 

 
Alternative Tiles is an independent retailer that covers the design, supply and installation process of 

flooring and bathrooms. They sell bathroom suites, tiles, glass and mosaics as well as the materials 

required. They also supply the labour through a recommendation service. The business aims to care for 

customers from beginning to end in terms of their order, as opposed to some other similar businesses 

who only handle the materials, installation or supply of tiles. The current users of the system are the 

staff at Alternative Tiles who take the order, and the customer who makes the order. These customers 

make up a large variety of demographics and groups, but fall into 2 main categories: A tradesman, and 

a property owner. The tradesmen can be of any gender, age or ethnicity and can include plumbers, 

construction workers, electricians, tilers and joiners who are in the middle of a project and require 

materials or are about to begin a project and need the materials as well as tiles. They rely on the current 

system to earn a living and to keep their customers happy. The other main category of customer falls 

into the property owner category. These are people who own a home, commercial property or other 

piece of land that requires the materials or installation of a project. These people require the system to 

fulfil their order accurately and efficiently. Both customer user groups use the system by contacting 

Alternative Tiles, whether it is through telephone or in person to explain their requirements which is 

noted down by the final user group - the employees of Alternative Tiles who use the current system to 

note down the customer’s order, pass it on to their suppliers and communicate with the customer and 

tradesmen of the project about their requirements and the time frame for when their order is ready. 

All of these groups, including the business itself rely on the current system as described below in a type 

of relationship to provide necessary products to customers and an income to the employees of 

Alternative Tiles. 
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1.2 Users and Stakeholders 

Current System Name: Alternative Tiles Ordering System 

 
User Group Role in system or what they use the system for Expand 

 

Alternative Tiles 

Employees 

 

 

The employees at Alternative Tiles use the system to note down the 

requirements of a customer using a pen and paper. The products 

requested are noted down and any measurements given are 

calculated to give a total price for the order. This is then used to 

correspond with the suppliers to order products and prepare them 

for collection by the customer. 

 

 

 

Property Owners 

 

 

The property owners are customers who have a building, whether it 

is a warehouse, commercial or residential property that requires 

tiles or tiling materials. They contact the business and explain what 

they would like to order, giving measurements and other 

requirements to complete their tiling or bathroom solution. This 

requires interpersonal communication and cannot be done through 

a web based platform. 

 

 

 

Tradesmen 

 

The tradesmen are looking to complete tiling work or buy materials 

for another project. They, like property owners, contact Alternative 

Tiles directly and state what they would like to order through the 

system. This requires interpersonal communication and cannot be 

done through a web based platform. 

✓ 

Stakeholders Role in system or what benefits they gain from the system Expand 

RESPECT Form 1.2 - Users and Stakeholders 
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Alternative Tiles 

 

 

Alternative Tiles uses the current system several times a day and has 

been doing so since 2007 with the founding of the business. They 

rely on the current system to provide accurate and legible 

information that explains precisely what the customer wants to 

order. This system provides income for the business and for the staff 

and is important in the operation of the company. 

 

 

 

Tradesmen 

 

 

Tradesmen, whether regular visitors to the business or occasional 

customers that only require materials or tiles every few months rely 

on the business. They are the middleman between the business and 

the customer in most situations and must make sure that what they 

have ordered is accurate as per the customer’s request. The use of 

the current system provides them with an income indirectly as the 

functioning of the current system supplies them with business. 

✓ 

 

Property Owners 

 

 

Property owners have a specific idea or need in mind for their tiling 

solution, bathroom or construction project. They require that their 

order be correct and that they receive the correct information. This 

is done through the order system. 
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2.2 – The World of the User 
 

One user group who relies on the current system heavily is tradesmen. They receive information from 

the customer about what they want, take measurements and discuss ideas before relaying that 

information to Alternative Tiles. The current system is important to them since if it isn’t accurate or 

efficient, they are not able to make progress in their job and cannot fulfil the needs of the customer.  

In order to assess the capability and effectiveness of the current system and design a new system, we 

need to look at a specific user group and create a representative persona which will act as the 

embodiment of this particular user’s goal and scenario within which they use the current system. In this 

scenario, the persona describes Samuel Bird, a 26-year-old male who works full time as a self-employed 

tiler and bathroom installer. His overall goal is to relay information taken from the customer about their 

needs regarding materials, tiles and other products to the staff at Alternative Tiles to fulfil a transaction 

and receive their products – allowing him to complete the job given to him by his customers and earning 

an income. 

Specific Task Scenario 

The representation of the chosen user group has a specific task where they will complete their overall 

goal. In this case, Samuel is in the middle of a job at 38 Springfield Road, Manchester, M43 7RH where 

the customer has an original Victorian floor that has been in the house since it was built in the early 

20th century. Recently, the customer has renovated the house and the floor has become damaged. 

Samuel has been tasked with restoring the floor back to its original condition. To complete this, he 

needs the necessary materials and more tiles matching the Huntingdon design totalling 2m2.  He 

requires a small tile cutter for 3 days, 1 15kg bag of white grout and 250 3mm tile spacers. He would 

like to pay using a VISA card. To do this, the user contacts Alternative Tiles through telephone after 

finding the contact details through the Alternative Tiles website. They describe these requirements and 

Alternative Tiles lets them know that they can collect their order within 7 days.  

RESPECT Form 1.3 – User Group Characteristics – Current Situation 

1.3: Current Situation - User Group Characteristics 

Current System Name: Alternative Tiles Ordering System 

Current User Group: Tradesmen 

User group characteristics 

(Indicate Range and Size where possible) 

Implications for design of user experience of the new 

system 

(Link with contents of Left Hand Column) 

Size of user group:  Approximately 300,000 

small businesses in the construction industry 

(2009) 

The design should cater to a huge range of people 

from different backgrounds and cultures etc. The 

design should also incorporate a delivery option or a 

notice that the company does not deliver to that 

location if they order from far away. 
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Age Range: 18 - 65 

 

The design will not use colours or techniques that are 

aimed at young audiences. It will appropriate for all 

age ranges and remain neutral in its design. 

Gender: Male or Female. This will not impact the design of the new system; it 

will remain neutral in its targeting towards either 

gender. 

Language and Culture: Any, in this case the 

predominant language will be English and 

culture will be White British. 

The new system will be in English catering to 92.3% 

of British citizens who report English as their first 

language. 

Educational Level / Qualifications: Any level of 

qualifications, however given the area, 

experience is more important than academic 

achievement. Most common will be GCSE, BTEC 

or Apprenticeship. 

The system will be designed with varying levels of 

education in mind, there will be no requirements in 

terms of the usage of the new system and the design 

will incorporate fundamental usability principles to 

ensure the interface is easy to use according to all 

user’s preconceptions and prior knowledge. 

Physical Limitations / Disabilities: Unlikely since 

construction work of all varieties involves 

physical work in many aspects. 

This will not impact the design of the interface as the 

interface itself will not be affected by physical 

limitations.  

Particular Specialist Skills: Problem solving, 

interpersonal communication, arithmetic, likely 

they can operate machinery and vehicles. 

The design will not require that the user has any 

specialist maths skills or that they can operate 

machinery or vehicles however it will mean that they 

can get to grips with the system quicker than some 

other users, especially when combined with their 

problem solving skills. 

Experience with similar systems: Given their 

profession, it is likely that users in this group 

have a lot of experience with other similar 

systems. 

The design will follow a similar pattern to other 

similar systems in terms of its layout, structure and 

logical model. It will however not require previous 

experience and will be simple to follow, using clear 

text layouts and minimal use of images and bright 

colours. 

IT Experience: They probably have minimal IT 

experience, relying on mobile phones and 

ordering systems to conduct business but do 

not have extensive knowledge of the workings 

of IT systems. 

 

IT experience is required to access and navigate the 

new system however extensive knowledge of 

computer systems and the workings of similar 

systems is not required. The design will be purely UI 

and will show no back end operations in the normal 

usage of the system by the customer. 
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Knowledge of Current Task(s): The user has 

knowledge of similar systems and applies their 

conceptual model to the current system and 

task. They also use their knowledge of tiling and 

construction to find the correct materials in the 

order process. 

The system will not need detailed descriptions of 

products and materials, instead the specifications 

and a very brief description of the purpose of the 

product will be present. There also will not be a need 

for too many steps in the process, the system will 

show only what is necessary. 

Previous Training: This is dependent on their 

level of education and time in the profession 

however they will have basic level of 

understanding through use of other systems 

and ordering products in other aspects of their 

life. 

The design will be easy to use and similar to other 

systems, both similar and different from other 

ordering systems. Being a web based service, it will 

also adhere to good web design principles and 

general UI design principles to make the process as 

easy as possible, requiring no previous training. 

Pattern of Use of Current System: The user group 

will use the system whenever they make an 

order with the business, this can be as regularly 

as every few days, for a short period of time – a 

few minutes to a couple of hours depending on 

the complexity of the order. 

The design must be simple to navigate and the whole 

process must not take long, it must be easy for the 

user and not inconvenience them. 

Motivation to Use Current System: The current 

system is not very motivating to use as it takes a 

long time, and requires the user to contact the 

business, come to the shop and collect their 

order personally instead of having it delivered. 

The new system must address these issues. It must 

be efficient, save the user time and make them want 

to use it again for similar purposes in the future. 

Discretion to Use Current System: The current 

system limits the access the user has as they 

need to come to the store or contact the 

business through the phone. It is also difficult to 

ensure accuracy in this way. 

The new system will be designed with access in mind, 

it will be accessible to all with the appropriate device 

and an internet connection and because of the use of 

web based technology, the orders will be more 

accurate as a result. 

Particular concerns in use of current system: 

Currently, the user must spend a lot of time 

making the order and collecting their order at 

the end of the process. Because of problems 

with accuracy, they may also lose business. 

The new system will be more accurate and will speed 

up the whole order process by allowing for the 

delivery of orders and not requiring the user to come 

into the store to begin the process. 
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Usability Evaluation Form 

Before the initial design process for the new system begins, it is important to consider what works and 

what doesn’t work about the current system and what could be improved. This allows those involved 

in the design to see clearly what areas need addressing and what areas from the current system 

contribute to the successful completion of the task in hand. In this case, the current ordering system is 

being assessed, with good and bad design features being noted before any suggested improvements 

that could be incorporated in the new design are described. 

Product 

Good Design Features 

 
Good Design Features 

 

 

 

 

 

Poor Design Features 

 

 

 

 

 

 

Suggested Improvements 

 

 

 

 

Alternative Tiles Ordering System 

• The current system is slow as it requires someone to manually write out whatever the 
customer requests. 

• It is easy to get lost 

• The current system does not offer delivery so the customer has to drive to pick up 
their order which is an inconvenience and could lose Alternative Tiles business. 

• The current system is subject to human error – if the member of staff hears the 
customer incorrectly and writes the wrong item down on the order sheet, the order 
will be wrong. 

• The current system is easy to use and easy to understand for all those involved, 
including the user groups and stakeholders. It is easy to learn and easy to carry out 
quickly during the process of an order.  

• It allows for quick copies to be made as a reference for customers and employees 
after the order has been created. 

• Consistency – the current system is the same for every single order which makes 
storage and retrieval of records and reading of orders easy. 

• Not reliant on internet connection or technical experience. 

• The new system could be more efficient by not requiring the member of staff to hand 

write each item of the order down and by not requiring the customer to drive to 

Alternative Tiles to pick up their order. 

• The current system should allow customers to create an order from any location and 

not by visiting the store in person or contacting through the phone. 

• The current system could be more effective in terms of reducing mistakes by taking 

order items automatically and ensuring they are correct. 
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2.3 Task Decomposition – Procedural Task Analysis 
A procedural task analysis aims to describe the decisions, inputs and outputs of a process. In this case, 

these are applied to a goal using specific tasks in a sequential layout. Procedural analyses can be simple 

or complex depending on the goal in mind however they are all created to explain the inputs and 

outputs simply to aid the user or to improve the design or development phase of a project. Below is a 

procedural task analysis for the specific task scenario found in the current system: 

0. Completing order of tiles and materials at Alternative Tiles 

1.  Contact Alternative Tiles 

 1.1 Visit the Alternative Tiles website 

 1.2 Select the “Contact Us” page 

 1.3 Call the listed telephone number 

2. Discuss requirements for order 

 2.1 Explain need to hire a small tile cutter for 3 days 

 2.2 Request 2m2 of Huntingdon Victorian Tiles 

 2.3 Request white grout to cover the same area 

 2.4 Request a bag of 3mm tile spacers 

3.  Receive a quote  

 3.1 Receive the price for the materials 

 3.1 Receive a time frame for delivery 

4. Contact Alternative Tiles to confirm delivery 

 4.1 Wait 7 days 

 4.2 Call Alternative Tiles again to confirm that the delivery is ready to collect 

5. Drive to Alternative Tiles to collect order 

6. Deliver order to house in Manchester 
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2.3 – Hierarchical Task Analysis 
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3 – Design Rationale 

3.1 – The Look and Feel of the New Design 

 
The design of user interfaces is one of the most important aspects of designing a new product or service 

within the IT industry, being the “front end” of the product where the user and the system interact 

through a series of inputs and outputs to achieve a particular task. In order to create a user interface 

that caters to the target user groups and stakeholders, and that also allows the user to have a positive 

experience completing a task, key design principles should be considered. There are several key design 

principles that apply to the creation of UI in the context of a web service, as outlined by Jesse Garrett. 

They include the following:  

• Keep the interface simple 

• Create consistency and use common UI elements 

• Be purposeful in page layout 

• Strategically use colour and texture 

• Use typography to create hierarchy  

• Make sure the system communicates what’s happening 

Shneiderman (1986) also described in his Eight Golden Rules of Interface Design, that interfaces should 

handle errors gracefully and clearly, permitting easy reversal of actions and short term memory load 

should be reduced, meaning that displays should be simple and clear and users should not have to 

remember important information between pages of an interface. 

These principles, among others, were used as a basis for creating the designs for the proposed new 

system for Alternative Tiles Victorian floor restoration service. It was important to consider each and 

every principle to create the best looking interface that also offered the best user experience, for all 

user groups – whether that be the property owner, employee of Alternative Tiles or the tradesman, 

who all have different mental models (a theoretical model based on the user’s previous knowledge and 

how that applies to the current task or system) and experience, as outlined above (see RESPECT form 

1.3 – User Group Characteristics).  

For example, in reference to Garrett’s point of utilising typography to create hierarchy, the proposed 

new system uses different size headings on every screen in order to show the user where to look to 

complete their goal and the function of each area of the page. For example, on the 4th screen, where 

the user adds materials and tools to their order, the first heading indicates where in the system the 

user is. In this case, they are on the Materials page. The second heading lists the product type, allowing 

the user to easily and quickly read what the product is. For new users this is helpful as it allows them to 

learn the layout and structure of the system easily and for repeat users it allows them to navigate to 

the area they want quickly. This use of headings is consistent across all pages of the system and provides 

efficiency in the navigation of the system. Consistency is another design principle that is important and 

has been taken into account with the design of the new interface. Form inputs, such as those found on 

screens 4 and 5, are consistently laid out, form buttons to add a product to the order are also consistent 

in size, layout, position and directional text and breadcrumbs to help users navigate and handle errors 

are the same size and are in the same place on every screen. 

One of Shneiderman’s “Eight Golden Rules” mentions error handling and easy reversal of actions. This 

is key in good UI design, especially in the context of an application or web based system where large 

numbers of users with differing mental models, experience of similar systems and IT experience can 
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access the system for free at any time. Errors either in the system or in the users input should be pointed 

out so the user isn’t confused and should be handled gracefully with reversal options included. In the 

proposed design, there are elements that address these principles. One example is with the use of 

breadcrumbs that allow the user to go back a page should they need to edit their order or view 

information again. Another example is seen on the final page where if users are told to enter valid 

information in all of the important fields. If they do not do this, an error appears, likewise on the 4th 

page, where if users add materials or tools to their order and select the “Skip materials” button, they 

are asked if they wish to remove materials and tools from their order. 

As well as design principles, the specific task scenario has affected the design of the UI. The layout and 

structure of the proposed system takes influence from the layout and structure outlined in the task 

analysis portion of this document. Task 2 describes the process of discussing order requirements, task 

3 represents receiving the price and a time frame for delivery and task 5 involves collecting the order. 

In the new system, the user selects the design of the tiles they would like to replace, before selecting 

the materials (represented by screens 2,3 and 4). The user then inputs their details regarding delivery 

and payment and the order is confirmed (represented on screens 5 and 6). This structure is a similar, 

yet more efficient version of the current structure as it reduces the chance for mistakes in the order to 

arise, allows the user to see the price as they add products to the order, instead of after some time 

once the employee has worked out the price and doesn’t require the user to collect the order 

themselves – instead it is delivered to their chosen address. 

3.2 – Evaluation of the New Design. 

Despite the effort to address the issues brought about by using the current system there are however 

some disadvantages to the proposed design of the new system. These include the fact that if a user 

wants to edit their order, they can’t. Instead, as shown on screen 6, the user has to contact Alternative 

Tiles after the order has completed and change the order from there. The other disadvantage is that 

there is no option included for users who would like to collect the order themselves. Even though this 

was outlined as a disadvantage of the current system, there may be some users who live close by or do 

not want to pay the delivery charge, and so an option for them to collect their order should be included. 

Overall, however the new design addresses most issues brought about by the use of the current system 

and performs the task of generating an order of products for a Victorian floor restoration much better 

than the current system. Advantages of the new design include the ease of use given that users can 

access the system for free anywhere they have an appropriate device and an internet connection 

instead of having to use the phone or travel to the shop. In section 2.2 of this document, the problem 

of data loss was mentioned as a problem with the current system. Currently, the order has to be written 

out on paper, with a copy being made for Alternative Tiles’ records and a copy being given to the 

customer. Because of the use of paper records, they can get lost in the process or in storage. The new 

design sends a copy to the customer and keeps a copy for Alternative Tiles’ removing the risk of the 

copy being lost and also addressing the issue of orders being wrong since there is no room for human 

error in noting down the requirements of the order. 
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5 – Balsamiq Mock-up Screens 

5.1 – Screen 1: Home 
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5.2 – Screen 2: Restoration 
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5.3 – Screen 3: Huntingdon 
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5.4 – Screen 4: Materials 
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5.5 – Screen 5: Payment 
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5.6 – Screen 6: Confirmation 
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