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“"Less is more’” 1n B2B
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Abstract--There is some disillusionment with E-business.

How many companies already earn money with their Web pre-
sence? Are business correspondents and buyers starting a busi-
ness-to-business (B2B) activity and then really continue to do
E-business? Or: Is in many cases the E-business activity soon
replaced by and continued with traditional business forms?

Agreed, there is a big number of E-business participants. A

_ Gartner Group investigation (e.g.) forecasted 2000 world-wide

turnover of more than 7 billion dollars in 2004. Are you aware
that the forecast recently has been reduced remarkably? Are
you surprised, disappointed, ...?

What causes the situation? What should be consequences? The
paper considers one aspect, document exchange for B2B af-
fairs, related to this situation. Accepting the thesis “Less is
more” should be a design guideline. The document exchange
systems/tools sets HOTxxx and MALL2000 for B2B are a de-
sign approach following the thesis.

Index terms--business-to-business, disillusionment, less-is-
more, document exchange, HOTxxx, MALL2000

I. INTRODUCTION

There is some disillusionment with E-business. How many
companies already earn money with their expensive Web

~ presence? Are business correspondents and buyers starting

a B2B-activity and then really continue to do E-business in
this form? Or: Is in many cases the E-business activity
soon replaced by and continued with traditional business
forms, letters, phone calls, fax, E-mail?

Agreed, there is large number of E-business participants
according (e.g.) a year 2000 investigation and forecast by
the Gartner Group for 2004 [18] — see appendix 1 —; how-
ever, in Febr. 2001 the forecast has been reduced by about
15 % [23]; in a very recent divulgement by Forrester Re-
search [7], April 2001 — see appendix 2 —, an interesting
point is brought up, “engagement in dynamic collabora-
tion of companies” (see sections IV and V below). An-
other (early) warning is [29]. Looking towards small busi-
ness, see [31]. These studies make a difference to previous
euphoric thinking. Are you surprised, disappointed, ...?
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What causes the situation? In the first part of the paper I
will shortly highlight problems in a somewhat humouristic
fashion. What could be and should be consequences? I con-
sider the situation in the second part under the aspect of
document exchange for B2B affairs, (e.g.) in business ne-
gotiation tasks. In the kernel of the paper an old and, in my
opinion more sound paradigm of business co-operation,
viz., exchange of structured documents, will be mentioned,
modern forms of its electronic treatment realized by the
author and his co-workers will be discussed and a software
approach following these ideas will be presented.

II. SITUATION

The mental load for doing B2B by business people in the
present form is too high, the approaches are too complex.
Remember, business people are not (necessarily) computer
freaks. They want to get what I want to call helpful support
for their day-to-day work, not a need for demanding and
often surprising acquaintance with computer software as it
is on the market to-day.

Let me illustrate some problems by two comics which I re-
cently found inviting a critical view about what informa-
tion technology presently is offering. This kind of support I
want to call undesired, hard support.

Fig. 1: Simultaneous working habit (taken from a
recent conference and exposition announcement. 2001)




Missing integration of systems/tools; their non-uniformity

Psychologists say that, although certainly people are able to
perform different actions simultaneously, walking, looking
around, observing a snag in the path, speaking, etc, — in
doing professional work they follow only one sequence of
task steps, concentrated on what they want to achieve, with
low effort, fast and error-free.

My argument is: There is demand for integration of selpful
support in one uniform system/set of tools and under one
mental paradigm!

My experience, however, in observing present B2B activi-
ties (in a negotiation task in the WWW, e.g.) is that

(1) you have to employ your favorite WWW browser where
(ii) you search during business negotiation with your
favorite search engine for the portal of a possible business
partner/correspondent with which

(ii1) you have to be acquainted, a process of orientation
how to proceed for starting your inquiry

(iv) and in an ad-hoc learning process how to navigate in
the site,

(v) filling a form for whatever is requested, to identify your
affiliation and/or detailled inquiry,

(vi) very often without a simple documentation possibility,
an important aspect, about what you are looking for forcing
(vii) to start, by (e.g.) pushing the ALT+PRINT-keys, an
inclusion of the filled-out form into a word document

(vii) finally getting a reply with some handling possibilities
which you have first to investigate about possible commit-
ments and security measures and

(viii) if you are unlucky with a more or less unfamiliar
and/or inconvenient help excursion

(ix) and so on.

If you are not convinced about what the first correspondent
offers you have to perform all these steps once more in a
different scenario with another, second possible B2B cor-
respondent. His system/set of tools are different, non-uni-
form. And so on. And so on!

The scenario is common;
No integration. No uniformity.

Related to my thesis (section III) my argument is about
usability. Remember the 2" rule in an old, but still valid
paper published 1971 by Hansen [10], "Minimize memori-
sation / Predictable behavior”. In modern words, it is a
demand for integration of uniform systems/tool sets. Note,
it is not an argument for reduced functionality. You are
forced to use simultaneous working habits with a number
of non-integrated systems/toolsets, hard support, in con-
trast to the required helpful support as demanded by a well-
known basic ergonomic rule.

Software/hardware problems

A prerequisite to do what I have described is your hard-
and software has to be in proper operation. Look to the se-
cond (ironic) comic (may be found in recent newspapers
and Internet communications; sorry, that I have to give a
translation of the German text).

What are the arguments of all the vendors of hard- and
software? It is easy to learn, it is easy to configure to your
needs, you have to learn it only once', it is always reliable
and robust against mistakes, ... (add the arguments of your
preferred vendor!). Again, demand for integration of help-
Jul support in one uniform., reliable. and robust system/set
of tools and under one mental paradigm comes up as the
goal. A side-remark just beforehand: I will not argue for an
(artificial) intelligence approach with a lot of surprising be-
hind-the-scene activity.

Another common scenario:
Systems/tool sets are designed without considering
the needs of the users, i.e., the businessmen..

PIESER COMPUTER
MACHT NICHT EINSAM

{DENN STANDIG BRAUCH ICH
JEMAND, DER MIR MIT DEM
VERFLIXTEN DING HILFT)

Fig.2: Problems with unreliable hard- and software
And here comes the translation of the ironical text:
“This computer doesn't make me lonely
(for I always need someone who helps me with the
confounded thing)”

I hope that you now agree that the situation has to be im-
proved. Look to my thesis.

! That this is not always the case look (e.g.) how to specify a file from your
hard disk. In my PC the OS from the well-known company in Redmond has
dozens of different windows to achieve this task! You have to learn all! And
if you look around you will find a lot more of such pitfalls.



Fig. 3: A sticker which I recently found in an exhibi-
tion booth (company name intentionally hidden), 2000

III. MY THESIS, "LESS ISMORE”

Again [ start with a (scanned, originally coloured) picture
(fig. 3).

Please note, the thesis, “Less is more”, does not exclude
reasonable functionality. I am looking for integrated, usab-
le, uniform, reliable and robust functionality.

Can you agree? So, let me mention the old paradigm for
business co-operation in manifold business affairs (not only
. for negotiation tasks): “Document exchange”. This is the
paradigm which I follow in our present work. And what is
the design goal below this general paradigm: A well-plan-
ned, uniform, flexible system-/tool set-approach with ap-
propriate, non-repeating, consistent functionality to realize
reliability and robustness.

The thesis “Less is more” can be found more and more.
The term is well known. E.g., I found about 1800 citations
in a Web search related to my thesis together with “B2B”
(e.g., [11], [16], [30], [32] — alphabetic order —); here, page
and site design is covered. Just to give an example with a
scientific background: Although the famous book by Niel-
sen [28] is not concentrating on the topic B2B (but on Web
design in general) in an review about this book, however,
the term is used (look in the Amazon.com site). In an ar-
ticle by Monfort [27] (again not directly related to the topic
of my paper) another “thesis” comes in combination with
my thesis, “make it easy”. And, a call for standards (i.e.,
uniformity; again not directly in the scope of my applica-

tion area - i.¢., document exchange for business negotia-
tions —, viz., in logistics) should be the last in my list of ci-
tations from my Web searches.

IV. EXCHANGE OF STRUCTURED DOCUMENTS

Between companies traditional document exchange com-
prises catalogues, requests for offers, tenders, contracts,
bills and the like. The Forrester research divulgement men-
tioned in the introduction [7] supports improvements in
..engagement in dynamic collaboration of companies .
Well, we try to contribute by a system-/tool set design (sec-
tion VI) for document exchange in B2B and under the con-
straints of my thesis.

The term ,, document “ shall comprehend all these instanc-
es. Form and contents of the documents, usually and by
long tradition, follow some kind of ,,standardization®, by
general and/or individual agreement and/or habits. This is
a structural aspect. Business documents are structured do-
cuments; one criterion of uniformity.

All these documents, at first sight, consist of written text.
Documents (especially catalogues and contracts) will, in
addition, include tabular and diagrammatic parts, draw-
ings, pictures (what I now call ,multimedia“). The techni-
cal facilities which we have available nowadays certainly
allow to handle such document parts structurally con-
tained. Uniform ,, parts “ in a structure are further criterion,
here for uniformity in the mental paradigm.

Important features of documents (partially even requested
by rules of commercial law) are always included as routine
attachments, e.g., indication of legal form and seat, names
of representatives, trade conditions, etc. Again, this kind of
information may easily be attached in the document struc-
ture. This is a criterion of document exchange reliability.
Note that such attachments are individualized with infor-
mation of each individual correspondent, originated as an

intra-company measure.

Inside companies we find another structural part, a specifi-
cation of the persons/departments who have to see a docu-
ment for agreement and or confirmation, interdepartmental
circular memos. This gives a workflow aspect attached to a
document in its whole. In document exchange (inside and)
outside and between companies/correspondents the distri-
bution list indication (,,cc” or ,,bcc™) is another well-known
form of workflow information. In document exchange bet-
ween correspondents a workflow attachment to an ex-
changed document is an inter-company measure,

Above, some buzzwords for document structure are men-
tioned. We find them regularly in non-electronical docu-
ment exchange. Of course, they also have to be available in
electronically supported B2B business affairs realized by



document exchange. And, we have to provide them under
my thesis ,, less is more “.

How to do it? It will be a kind of a controlled, structured E-
mail exchange, one structured document per business af-
fair, consisting of (multimedia) parts, having attachments.
The attribute ,, per business affair“ is very characterizing
for what I have in mind, no exchange of unrelated masses
of documents/E-mails intermixing different affairs in cor-
respondents’ offices. An exchanged document, by itself, is
also the ,, folder * guaranteeing a common structure for all
archives of the correspondents involved in one affair con-
sidered.

That our approach has good perspectives is supported by a
statement of IBM Institute of Advanced Commerce [20]:
Business activity on the Internet is currently limited
to publicizing the business opportunity and catalog
based sales, but it will rapidly expand to include the
negotiations conducted to settle the price of the
goods or communities being traded ...

V. HowIT MAY LOOK IN B2B

There are already proposals and realized approaches for
advancement. One should remember, e.g., the POLITEAM-
project [33] in Germany or the Avalanche-project of An-
dersen Consulting (now Accenture, [17a+b]). A statement
by Cohen of 1999 [5], out of which I want to give a short
citation (with the name of a company made anonymous),
clearly identifies the point:

Of all the things you can do on the Web, E-mail is

still far and away the most popular activity. But it’s

not just for chitchat anymore. Secure E-mail services

will have a big impact on the way businesses use

couriers, overnight delivery services and even the

humble fax machine. ... YYY, which recently went

public, sells software that enhances electronic mes-

sages with cryptographic security, certified delivery

and tracking, graphical capabilities and even

customization features

Hence, advancement may be achieved by starting with an
E-mail service. What is bad with E-mail (not considering
add-ons with poor usability and integration)? No structure,
only static document presentation (objected, €.g., by [2]),
no adequate composition facility (the widely used MIME-
approach, in my opinion, is not adequate — at least in inde-
pendent E-mail services not plugged into Web browsers),
handling of composed attachments (again, using the
MIME-approach) is hardware/software platform depen-
dent, no control on document real-estate, no multimedia,
only little support in document composition for documen-
tation purposes (you may reply with the initial message
contained, yes, agreed), no adequate fill-in-the-form facili-
ties for inquiries in a reply, only one-step workflow, only

limited routine attachments (I am not satisfied just by in-

clusion of sending time, return address etc. and automatic
addition of a signature!). And, last but not least, no auto-

matic binding together (in one “folder”) of all exchanged

messages related to one business affair.

To summarize what I think are mandatory requirements:

e Enforced document structure

e Advanced multimedia facilities (I have a broader un-
derstanding of the term “multimedia” as you will see
in section VI) including control on document real-
estate

»  User interface integration (e.g., one kind of an editing
functionality) following a traditional B2B paradigm

e Tool integration

e As much robust flexibility as needed

* Advanced documentation features (following a “folder
paradigm”) — one business affair and one document
folder exchanged —.

I think that the last mentioned requirement is a distinctive

feature. A businessmen (usually) has to handle many bus-

iness affairs in parallel. In an E-mail-like approach he will

receive a bundle of unrelated messages which he has to sort

out according what are the just ongoing business affairs he

is presently involved in. So, he is interested to have them

automatically bound in folders, each one covering one af-

fair ordered in time of exchange.

Previous papers ([12], [13], [9], [15]) introduced these
goals. Explicitly directed towards WWW technology Bala-
subramanian and Bashian conclude and demand in [1] a si-
milar architectural result in addition supported by argu-
ments of a sidebar [6] by Dennis.

V1. THE HOTXxxx-PROJECT, MALL2000

The HOTxxx-project® has its roots in work by Buchner ([3],
[4]). His HotDoc-framework originally was thought as an
advanced study and continuing development for systems
like OpenDoc, OLE, or OOE for document composition.
Manifold types of document parts with very different attri-
butes going beyond pure text may be (hierarchically) com-
posed.

There is a wide scope of document parts made available (if
applicable, together with a specific functionality), e.g, (be-
sides a text editor) containers in various levels, icons, run-
ning clocks, interaction buttons, and business graphics
interlinked with a spreadsheet (see fig. 4).

In the scope of the MALL2000-project’ the HotDoc frame-
work has been used for a B2B application. For any business
affair the correspondents utilize one structured HotDoc do-

A more detailled description can be found in [15].
3 EC sponsored in INCO Copernicus #977041. See also the Web site of the
project [24].
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Fig. 4: A HotDoc-screenshot

cument (in the sequel named DOC). DOC is repeatedly ex-
changed between the co-operating businessmen and then
individually handled as appropriate; it appears in the role
of a folder, i.e., to document and to record all contributions
of all involved correspondents to the affair at hand.

. On the top hierarchical level there are container parts (i.e.,
parts specialized for the purpose to hold just one correspon-
dent‘s contribution at a given time) in vertical, top-to-bot-
tom arrangement in the real-estate space of the document. I
call them memos. Each memo consists of three lower-level
containers, also in vertical arrangement (and specialized
for the resp. purpose), the incoming link with a fixed struc-
ture and contents, the freely usable message body, and the
outgoing link again with a fixed structure and contents.
The incoming and outgoing link-parts contain address in-
formation, possibly distribution lists, time stamps etc.
These parts are provided and accessed by system routines
only. A correspondent may only write into the message
body of his memo, at will any available (non-specialized)
document part(s).

Fig. 5 should give an impression how a business document
looks like (as an example I will show, from the top level
down, a negotiation about Obtaining a car for a handicap-
ped fellow-employee as a considered business affair.

A memo utilized by a correspondent may in its message
body contain not only text parts. As already mentioned
there may be icons (e.g., a logo like the MALL2000 or PU
logo, resp., in fig. 5), tables (not shown), diagrams, figures,
photographic pictures, video-clips, acoustic signals, real-
time animation (the last three cases not yet implemented),
The HotDoc-framework is able to handle (as far as we have
already prepared drivers, homework still to be done) “data™
of this kind as DOC-parts in manifold, presently used and
standardized formats.

I cover more kinds of “data” with their appropriate functio-
nality under the term “‘multimedia“ [14]. Behind this I ex-
pect easier, consistent understanding of the document com-
position facilities following another old (1*) rule, here by
Shneiderman [35], “Strive for Consistency”. More actual
guidance in design questions may be found (e.g.) in [28].

One important feature, however, should be mentioned in
the paper at hand, too, viz., advanced planning and simu-
lation facilities, HotSimple. I cover it also under our broad
definition of the term “multimedia”.

A document exchanged between two correspondents (say A
and B) may (e.g.) discuss in message bodies of some me-
mos variant offers and delivery conditions for the business
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affair considered; prices may be influenced by delivery
dates. Of course, such variants can be covered by a number

. of exchanged memos. Inclusion of HotSimple developped

by Kunstmann ([21], [22]) however, allows to provide an
ad-vanced spreadsheet-like functionality in the first,
reques-ting memo from A to be used for planning and
simulation by B under the constraints functionally set up by
A; B will finally sent back his consecutive memo with his
decisions shown in the modified, now fixed functionality.

Another important topic is control of access rights to me-
mos and/or message bodies, resp., contained therein. Of
course, there have to be provisions to avoid access in a
group of correspondents by competitive parties. Access
rights (not yet implemented in all forms) may vary, rea-
ding, writing, limiting low-level access etc.

(Another topic not yet implemented is authentication).
The correspondent who initiated the business affair covered

in DOC — I will call him initiator (,,T* for short) — will
have an idea how the affair could/should be handled; who

should be correspondent, in what step of DOC exchange he
should be addressed, etc. T attaches a workflow part to
DOC describing the planned flow of DOC between all the
involved correspondents (as foreseen at this stage). The
aforementioned ingoing (and outgoing) links support the
workflow handling. A system component, HotFlow, con-
trols future exchange of memos according to the plan. The
planned workflow may change over time, so there has to be
a rather flexible tool for establishing and updating the
plan. Present research work by Handl [8] will realize this
inter-company MALL2000-feature.

Document exchange between correspondents according to
the actual stage in the workflow is taken over by a centra-
lised control- and forwarding-agency in a server setting.
The agency will also be responsible for schedule control
and reminding some correspondent who missed a deadline.

Another feature of AZALL2000 presently researched by
Martin [26] is intended to provide a routine-work-agency.
For a memo received by a correspondent (say C), before
manual handling by C, some routine work may be re-




quired. C may employ his individual, intra-company
software/script-like ,,agent” for preparation, e.g, receiving
an inquiry for an offer in the memo just handled, to access
a product/service data base according to keywords found in
the previously exchanged memos by I or other parties in-
volved in the group of co-operating correspondents. The
agency may automatically add company information to the
message container and/or prepare the outgoing link when
C has completed typing/arranging his message body and
starts to submit the memo in the context of the DOC han-
dled for sending back (or whoever is the next according to
the workflow plan).

In this context also automated, intermediate involvement of
a co-worker of C may be triggered by an action of the rou-
tine agent by an intermediate change of the workflow plan
(e.g.) before C sees the contents of the received message
body (now with the internal additions provided by the rou-
tine-work-agency and/or a co-worker) for final approval.

VII. CONCLUSIONS

B2B is an interesting, challenging development to advance
regional and global trade between business enterprises. The
expected turnovers are extremely high if developers suc-
ceed to provide acceptable system-/tool set-solutions for
businessmen. I argue that the presently observed hard sup-
port has to be replaced by helpful support which is really of
help for the businessmen. The thesis “less is more” de-
mands an integration of all required functionality for doing
B2B electronically in one uniform, reliable and robust
system/set of tools under one mental paradigm.

Research work in the scope of the HOTxxx- and MALL-
2000-projects done under my supervision is intended to
help in development of such systems/tool sets. The features
shortly presented in the paper should highlight how we
concentrated our design work, oriented to minimize mental
load of businessmen using the system/tool set, on required
functionality in an integrated manner. I think that the old
paradigm of document exchange is very helpful to achieve
the goal.

Other application areas may be seen, in administrative
document exchange in communities and government, ex-
change of patient records in hospitals between doctors, in
all kinds of computer-supported co-operative work based
on documents prepared/read/approved by humans
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Appendix 1

“Triggering the B2B Electronic Commerce Explosion”

Figure taken from Gartner Research Forecast [18]

GartnerGroup's B2B EC Forecast (Billions of Dollars)

LRETY

Billions of Dollars

E-Marketplace EC

All Other EC

2001 2002 2003 2004

#5501

Note: Forecast includes af nonBngncial goods and services putehgsed and sold via sisctrenic Sommerce.
Snurze: GartorrGroup {Janusry 20040

Appendix 2

Eorrester Research: Execs still positive about
B2B

Apr 03 2001: A new survey of senior business
executives in the US by Forrester has found that
the slowing economy is not dissuading them from
doing business online.

Of those polled, 53 percent said they are
"maintaining or heightening" their Internet efforts.
They acknowledge, however, that they cannot
succeed by standing alone: 85 percent said that
working more closely with business partners and

customers is a top priority in aiding them to achieve

their business goals. Thirty-eight percent said
specifically that such closer integration would
"make or break" their business.

Forrester analysts say that these results show that

technology is still vital for businesses working on
improving their operations. Companies wishing to
success now must engage in dynamic
collaboration.
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“Less is more” in B2B

Hans-Jirgen Hoffmann
Darmstadt Univ. of Technology
Chair PU

SSGRR, August 7, 2001

(revised September 2001)

What I want to discuss

* Are you still euphoric with B2B?

* “Helpful support” needed,
no undesired “hard support”

* My thesis: “Less is more "

* “Working with structured documents”’
as basic metaphor of B2R

* HOTxxx-project ==> MALL2000

“Less is more* 1n B2B

Are you still euphoric about B2B 9

Look to the next three charts !
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GartuerGroup's B2 EC Fosneast (Billiony of Dollars)
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A revision of the Gartner Group forecast, dated July 16, 2001:

Worldwide B2B Internet Commerce to Reach $8.5Tr in 2005...

--- But Gartner Group lowers 2004 Estimate to $6Tr from $7.3Tr

1998 1999 2000 2001 2002 2003 2004 Ims

SMM 49,877 150,050 433,300 919,000 1,929,000 3,632,000 5,950,000 8,530,000
Year-over-Year
Growth n/a 201% 189% 112% 110% 88% 64% 43%

Guwer defines BB fernet commerce % the sales of goods and servces for which the order-taking process was completed via
the Intemet This 4 Intemet EDL . extrancts and other sell-sde iatves, but excludes
v PrOpA Sy netwnrks Gartosr's forecast 1 b ased on the vaue of B2B non- inrcil gends s services sald, resold
nd brokered over the ntemet through etablishments every tme they we turmed aver Ths . significantly higher than forecasts
hased on worlduade GDP, whach includes only the value. abded that sstesshanenss ot s £00ds and services as they are sold
and resold through supply chains
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L Kemviats Oz 10 Kopi s
LN DiKaran twn

1316 Billions Euro

approx.
US$ 710 Billion

(1 American “Billion*

= 1 European/Gennan " Milliarde™)

Forrester Research
2001

(aus TManagement 7/2001,
page 29)

s i
AR 00
“Less s mere® in B2B '3




FAIRY TALES FOR
THE NEW MILUENNILIAS .. .

“Every tine a bell rings,
a dot.com goes out of business.”

“Less is more* in B2B 7

“Pm one of the Top 100 dot.com companies
wha are actually making a profit!”

“Lessis mere* in B2B 2

Why are SO much cartoons
-~ available about
pitfalls of working with
computers ?

“Less is more* in B2 9

Needed support

Helpful support versus hard support
What are characteristics of B2B,

an application domain?
- Procurement

- supply chains

- network of correspondents

==> Searching
compare Google <==> AltaVista  (see next pages)
==> Planning and simulation
==> Document preparation & commun ication

“Less is mere® in B2B. 10

Take as examples for a
search task
the portals of two common Web sites
to exemplify my thesis
about ‘less-is-more " from
a software engineering (SE) point of view?

Thank you !

i one
s no advertisement for

tel
" ther search engine:

or the ©

“Less is more® in B2B n

Sewnitmao
ey

Adeuminng fon iy g h Gy & 6y

! " ono Locght 9 VOO ) vdar

- 9

useful, who doubts

“Less is more* 1in B2B 12




gln .
(acceptable quality from
the SE point of view)

- Cimydown~T\www_google htm] -

I<htm > o
i<head><title>Google</title><bnse href=http://www.google. com /> &

| “META HTTP-EQUIV="content-type" CONTENT="text/html; charset=ISO-8859-1">
| <style><!--body {font-family: arial, sans-serif, }/--></style>

| <seript><!--function setfocus() {d £. focus();}//></script=</head> _
<body bgcolor—#THI text=#000000 link=#0000cc viink=551agb alink=#{10000
! onLoad=setfocus()>

! href="/search?q sgiving ¢

1 <IMG height=135 sre="logos/thanksgiving00_logo.gif" ... ></a><irocbr> 3
(<form action="/search" method=get nam e=f><table cellspacing=0 cellpadding=0 > _
| <tr align=center valign=baseline><td Width=75>&nbsp;</td><td nowrap> b

| <font face=arial,sans-serif size=-1>Search 1,326,920,000 web pages</font></td_

| <td= tr><tr align r valign=m i <td width=75>&nbsp; <td> >

| <td align=center><input type=text value="" framewidth=4 name=q size=55><pr> S
| <input name=btnG type=submit value="Google Search"=

| <input name=btnl type=submit value="T'm Feeling Lucky"></td>

| <td nowrap valign=top alig; fi ial,sans-serif size=-2>&nb
| <a href=", | search”>Advanced. ><br>&nbsp; <a href="/prefer
<p><font size=-1>Advertising that only reaches the right people. 1

' <ahrrf-"hﬂpx://dwnrti.gwgle.cun/AdWwdx/Welcom:.hknl"‘—‘Googl: AdWords</a>,

| <font> -
; .. 8 lines more ... h 0 Structured to g, on pag
e
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Needed support

Helpful support versus hard support
* What are characteristics of B2B,

an application domain? See later for another examplg

* Business people are no computer freaks !
¢ Offer proven interaction support !
No surprises !

* Give business people success by what they
know and what they are able to do !

“Less is more® in B2B 17

Needed support

Helpful support versus hard support

* What are characteristics of B8
an application domain? [ See later |

* Business people are no computer freaks !

* Offer proven interaction support !
No surprises !

* Give business people success by what tﬁey
know and what they are able to do !

“Less is more* in B2B 18




* “Dad, well, you wﬂl see no WeB page »

(sorry for the bad quality)

as you bought a micro-wave oven
instead of a computer monitor !”

“Less s more* in B2B 19

DIESER COMPUTER
MACHT NiCHT ENSAM

{DENIN STANDIG BRac IcH
JEMAND, DER MIR MiT DEM
VERFUXTEN DING HILT)

“This computer
doesn’t make
me lonely

(for I always
need someone
who helps me
with the con-
founded thing)”

Needed support

Helpful support versus hard support
* What are characteristics of B2B,
an application domain?

* Business people are no computer freaks !

* Offer proven interaction support !
No surprises !

* Give business people success by what they
know and what they are able to do !
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Proven interaction support

* Textbooks by Ben Shneiderman and others

* Bi-weekly “alerts” by Jakob Nielsen
(http://www.useit.com/alenbox/); an example, July 22, 200

1

Well-designed B2C sites can easily explain their products and services in text

that is short enough that users will actually read it online,
XXX.com, for example, tells us in its tag-line to
"Search the largest inventory of cars and trucks on the Intemet.
More than 1.5 million listings, updated daily "
Given this information, m ost people can figure out what the site does.

Relative to B2C, most B2B sites sell products or services that are much more

plex and have less ion to everyday experience Summarizing a
Wwebsite's purpose is thus much harder in B2B than in B2C
That's why they pay copywriters the big bucks, or so you would think,
On closer examination, it seems that most sites pay their copywriters
to obscure the site's purpose rather than state it clearly.
*Less 15 mere® in B2B.

(Computer
Zeitung,

2. August
2001)

No "Babylon", look for one metaphor/model/method/language/tool

“Less i1s more® in B2B 23

(Picture from backside of
a product information
request card, ~ 1998)

No “redundancy”; look for one appropriate solution for interaction

*Less is mere* in B2R
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Realize users’
tasks;

no “labyrinth”
of tricky paths
with many
surprising
steps for
reaching the
goal

“User-oriented design reduces costs"

“Less is mare® in B2B

(announcement of a seminar, 1999)

25

s “hurly-burly”,
look for
powerful

& 1ok e bomactoncttuond s by, Tatiter dar djeiy,

“It's the most user-friendly keyboard of the world”

*Lessis mere* in B2B

RHO0 Kandy Gle sen,

GLASBER

“It's an internet-ready, tri-mode, LCD color, MP3
campatible, digital wiretess communicator, We make
them extra big so peaple will natice how enat ynu ave.”

“Less is more* in B2B

SN0 Gt s

29

2% Aoady Glaximigon, wwo.ghasbargoa com

“This one doesn’t do anything. It's the perfect
gadget for those times when ail you
need is a little peace and guder,”

“Less is more* in B2B




SOPASREAD y KaARy (s,
EATORE Y )

“We installed little monitors because
‘y make ali of ur problems look smatler,”

“Less is mare* nB2B

Famous, well-known
“Minimalists
* Niklas Wirth

(Lilith-Operating System with all what you really need as a
computer specialist or business expert in about 256 Kbytes 3]

* Jakob Nielsen

(Web design recommendations guaranteeing state-of-the-art
HCT approaches based on reasonable state-of-the-art soft- and
hardware for any kind of EC-applications )

)

* The (anonymous) designer of the “Less-is-more "-
sticker (which I showed you before)

“Less is mere* in B2B 32

“Frankly sir, we're tired of being
on the cutting edye of technalogy,”

“Less 1s mere* in B2B

he truth
. ften say t

toonists O ok
Car centit!
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Needed support

Helpful support versus hard support

* What are characteristics of B2B,
an application domain

* Business people are no computer freaks !
* Offer proven interaction support !
* No surprises !

* Give business people success by what
they know and what they are able to do !

*Less is mcre® in B2B
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What are characteristics
of (traditional) B2B ?

* Sitting on your desk, communicating with your
business correspondents, going to a meeting,
making notes, planm'ng/simulating, filing, etc.

- using paper and penci] -
alie handling and exchanging
(structured) documents

“Less is more* in B2B 36




Working with structured documents in B2B

E-mail ==> unstructured
Meeting, phone calling, fax exchange
=== correspondent(s) to be
“synchronized”
==> time consuming
Web catalogues ==> missing interaction
==> lost in information space
Pocket computer, word processor, spreadsheet
==> no integration
Diagrams, “multimedia” etc,
==> not supported

“Less is more* inB2B 3

HOTxxx-project & MALL2000

* Ongoing (research) work of Chair PUJ of TUD
since 1995
* HOTxxx-project:
Document processing in general
* MALL2000-project:
Application in B2B
(part of EC-funded INCO Copernicus project #977041)
We try to give business people success by what they know
and what they are able to do ! {

“Less is mere* in B2R 38

Hotxxx- (and MALL2000) basics

* One structured document for one business
affair

* Correspondents exchange and work only
with such a document (per affair)

* Document “parts”, (hierarchically) ordered
in “containers”’, multimedia functionality

- Ask me for a demonstration ! -

“Less is more* in B2B 39

Hotxxx- (and MALL2000) status

Presently ongoing work

for inclusion of:

* Simulation & planning
document part (“H OTSimple ),

* Inter-company workflow contro] attachment
(“HOTFlow”),

. Intra-company routine work Support
(“HOTAgent ™),

"Less is more* in B2B 40

Copptis 1 Randy Blaoborgon.  evew ghocborgon.com

“My screen is hard o read. Can i have a bigger monitas?”

“Less 1s mere* in B2B 41

Final remarks

* Further possible application fields (of HOTxxx):
Project-planning/-negotiationﬁimplementation/—controL
Medicine,

General engineering (eg., Civil Engineering),
All kind of “virtual communities in cooperative work,
Administrative cooperation

“Less is more” metaphor exemplified

Computers and communication systems should
give users “helpful” support

"Less is more* in B2B 5 a2




Contact

Univ.-Prof. em. Dr -Ing. Hans-Jiirgen Hoffmann
Darmstadt Univ. of Technology
Dept. of Computer Science, Chair Pt

Wilhelminenstr. 7, D-64283 Darmstadt, Germany

28 Hoffmann@ACM org
http://www.informatik. tu-darmstadt.de/PU/wclcome_e.htm
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Literature

http://www.informatik. tu-darmstadt.de/'PU/Pro;ekte/
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