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ABSTRACT

Saes Web Ordering System has been developed for Sharp Manufacturing
Corporation for the purpose of automating and speeding up Sales process from order
creation to product delivery. However the system which was outsourced to vendor
for development is found to have usability flaws. Due to this matter, this research is
conducted to highlight the usability flaws and study the potential factors or aspects
that make the system more acceptable to users. To reach this purpose, the empirical
data was collected through open-ended questionnaire that based on ten heuristic rules
and user satisfaction questionnaire which was derived from previous researches. In
this research, user satisfaction aspects of usability principles are given a deep study.
The goa of user satisfaction attribute is making the system more comfortable and
acceptable to users. It is sub-divided into four elements which are likeability,
trustfulness, comfort and attractiveness. Guidelines for anaysing Sades Web
Ordering System are based on these sub-divided elements. Recommendations for
improvements of the system are made based on comments highlighted by the users
during the interviews.



ACKNOWLEDGEMENT

| would like to thank Dr. Emma Nuraihan for her ongoing help, advice and support
throughout the project.

| would like to thank the Sales Department daffs of Sharp Manufacturing
Corporation (SMM) who accepted to participate to my study in spite of their busy
work schedule.

| would like to thank to my family for their loving care and encouragement. This
thesis is dedicated to them.



TABLE OF CONTENTS

Page
STUDENT DECLARATION 1
ABSTRACT i
ACKNOWLEDGEMENT i
TABLE OF CONTENTS iv
LIST OF FIGURES Viii
LIST OF TABLES Xii
CHAPTER 1: INTRODUCTION
11 Introduction 1
12 Research Background 1
121 Company Background 2
122 Sdes Web Ordering System Background 2
123 User Satisfaction Principles 9
13 Problem Statement 9
14 Research Obj ective 10
15 Sgnificance of Research 10
16 Scope/Limitation of Research 11
17 Research Desgn Summary 11

CHAPTER 2: LITERATURE REVIEW
2.1 Introduction

12
2.2 Client/Server System 12
2.2.1 Client/Server System Definition 12
2.2.2 Classficetion of Client/Server Sysems 12
2.2.2.1 Two-tier Client/Server Modd 13

2.2.2.2 Three-tier Client/Server Modd 13

2.2.2.3 N-tier Client/Server Modd 14



2.2.3 Sdes Web Ordering System Client/Server Architecture
2.3 Usahility Principles
2.3.1 Usability Definition
2.3.2 Usability Elements
2.3.3 Webste Usahility
2.3.4 Usability Adoption in Software Engineering
2.3.5 User Interface and Usability
2.3.5.1 User Interface Design Principles
2.3.5.2 Screen Layout Design Principles
2.3.5.3 Typography Guiddines
2.3.5.4 Colour Design
2.3.6 User Satisfaction Principles
2.3.7 Usr Satifaction Measurement Criteria
2.3.7.1 Likeshility
2.3.7.2 Trustfulness
2.3.7.3 Comfort
2.3.7.4 Attractiveness
2.4 Summary

CHAPTER 3: RESEARCHMETHODOLOGY
3.1 Introduction
3.2 Proposed Research Framework
3.3 Research Method
34 Review of the Literature
3.4.1 Data Callection
3.4.2 Pre-Test Quedtionnaires
34.3 Interviews
3.4.4 The Participants
3.4.4.1 Participants Demography
3.4.4.2 Participants Experience
3.5 Pog-Test Questionnaire
3.6 Summary

14
16
16
17
21
23
24
24

58 8 8N

41
41

&S

5 & & &% & &

49
50

51
ol



