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overwhelming evidence that computers rarely improve the efficiency of the information work they are designed
for because they are too hard to use and do too little that is sufficiently useful. Their many features, designed to
make them more marketable, merely increase cost and complexity. Landauer proposes that emerging
techniques for user-centered development can turn the situation around. Through task analysis, iterative
design, trial use, and evaluation, computer systems can be made into powerful tools for the service economy.
Landauer estimates that the application of these methods would make computers have the same enormous
impact on productivity and standard of living that were the historical results of technological advances in
energy use (the steam engine, electric motors), automation in textiles and other manufacture, and in
agriculture. He presents solid evidence for this claim, and for a huge benefit-to-cost ratio for user-centered
design...
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