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Extraction Method of Usability Issues from User’s Ambiguous Complaints
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Abstract

We face ambiguous complaints about usability of business system from users often such like,
"Bothersome", "Messy". In this case, it is very difficult for developers to improve the system,
because they can’t locate concrete issues based on such user’s complaints. In this report, we
propose a new method to extract concrete issues about usability in the system from ambiguous
complaints. In this method, we associate user’s ambiguous complaints with typical issues and
define indexes. Evaluating the target system using those indexes, developers can narrow relative
problems with user’s complaints in the system without knowledge of “Usability”.
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