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Introduction: What is a form?
Why forms matter
Bad forms can have serious consequences
Good forms create good experiences
What this book is about
It's about design, not technology
It's about the web, not paper
It's about usability: making forms easier to use
It's got a process in it: try it, you might like it
Some definitions and two processes
You know a form when you see it

The three layers: relationship, conversation and appearance

The messy and typical forms design process
The methodical design process that really works

Persuading People to Answer
If you understand people, you design better forms
How people react to forms
Readers, rushers, and refusers
Pick the right moment to ask a question
Relationship varies question by question
Three rules that influence response rates
Rule 1. Establish trust
Rule 2: Reduce social costs
Rule 3: Increase rewards
A small reward: give them a form when they want one
How long can your form be?
Who will answer your questions?
Design for physical abilities and differences
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Find out how users perceive the form
Do you know enough about your users?
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Summary
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We’'re passionate about usability testing
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Final message from this book
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and often

Appendices
Suggestions for further reading
References

Index

173
174
174

174

175
175
175

176
176
177
178

178

179
191

193



