TecHNIcAL RESEARCH REPORT

Social and Psychological Influences on Computer User
Frustration (Newhagen book chapter, 2002)

by Katie Bessiere, Irina Ceaparu, Jonathan Lazar,
John Robinson, Ben Shneiderman

TR 2005-34

INR

INSTITUTE FOR SYSTEMS RESEARCH

ISR develops, applies and teaches advanced methodologies of design and analysis to solve complex, hierarchical,
heterogeneous and dynamic problems of engineering technology and systems for industry and government.

ISR is a permanent institute of the University of Maryland, within the Glenn L. Martin Institute of Technol-
ogy/A. James Clark School of Engineering. It is a National Science Foundation Engineering Research Center.

Web site http://www.isr.umd.edu



Social and Psychological Influences on Computer User Frustration
(Newhagen book chapter)
Katie Bessierel, Irina Ceaparuz, Jonathan Lazar3, John Robinson' and Ben Shneiderman®

'Department of Sociology
University of Maryland, College Park, Maryland 20742

"Department of Computer Science, Human-Computer Interaction Laboratory,
Institute for Advanced Computer Studies & Institute for Systems Research
University of Maryland, College Park, Maryland 20742

*Department of Computer and Information Sciences &
Center for Applied Information Technology
Towson University, Towson, Maryland, 21252

(kbessiere@socy.umd.edu, irina@cs.umd.edu, jlazar@towson.edu, robinson@socy.umd.edu,
ben@cs.umd.edu)

Draft: September 6, 2002

Abstract
As computer usage has proliferated, so has user frustration. Even devoted and

knowledgeable users encounter annoying delays, incomprehensible messages, incompatible files,

and indecipherable menus. The frustration generated by these problems can be personally

disturbing and socially disruptive. Psychological and social perspectives on frustration may
clarify the relationships among variables such as personality types, cultural factors, goal

attainment, workplace anger, and computer anxiety. These perspectives may also help designers,

managers, and users understand the range of responses to frustration, which could lead to

effective interventions such as redesign of software, improved training, better online help, user
discipline, and even resetting of national research priorities.



