Premier Control Center (Nano)
Usability Findings and Recommendations

This document describes the findings and recommendations for the usability evaluation
conducted on the week of June 11-15, 2007 for the “Nano” project. This usability
evaluation tested the viability of the overall design of the Premier Control Center.

The findings were classified in three categories:

GOOD - These are findings where the user found a particular task with no
problem or made a favorable comment.

BAD — These are findings where the user had trouble finding a particular task,
stumbled through a task or made negative comments but ultimately was able to
complete assigned task.

CATASTROPHIC — These are findings where the user had to stop, got
completely lost and would not have completed the task without help.

In this document, we will only be looking at recommendations for the Bad and
Catastrophic Findings.

The Catastrophic

These are findings where the user had to stop, got completely lost and would not have
completed the task without help.

Catastrophic - Page Name: Create Site (Account Group)

;-:"/ atat Premier Control Center

Home Manage Profile Manage Catalog Log Out

Account Group Information

New Account Group Information
Enterprise: [ |

= Account Group
= Site Default Preferences
= Verify

= Confirmation

Company: :;(;‘ntta'éeﬁ'é Bagel |

Site Name: [ |

i |- Select Liabity - |

Contract Type: | - Select - e

Role: © 0ne Combined Site (CRUTCM)
O Two Separate Sites (CRU and TCH)

Contact: Name: |_ |

Phone [ |

The Findings

The Recommendations

All participants did not know what to
put into the FAN billing description.
Each participant typed something
different in the field. One participant
suggested that is should be a
dropdown.

Make this a dropdown menu. As long
as this is configurable. Need LOE.

If cannot make dropdown, add help text
with four current samples.

© AT&T Inc. All Rights Reserved.
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Catastrophic - Page Name: Create Site (Confirmation)

& atat

Home  Manage Profile

Manage Catalog

Confirm New Site

You can customize this site by using the links to the right.

New Site Information

Site Name: Gotta Getta Bagel CRU
FANS: 4646464 (2.5)
Contract Type: CCDA

Contact: Bob Bagel

206-888-9999
bob@hbagel.com

1234 Greenwood Ave N
Seattle, WA 98117

1234 Greenwood Ave N
Seattle, WA 98117

Billing Address:

Shipping Address:

Log Out

Gotta Getta Bagel CRU has been created and the site is now active.

Tax ID: 74-9999999
Regions: West- 300006
Compass ID: MNone
Default Profile: Standard
Home | About | Team © AT&T Inc. All Rights Reserved.

Premier Control Center

s Company

= Account Group

= Site Default Preferences
n Verify

= Confirmation

= Edit Account Group Info
= Add Site Users

View Preferences

View Access Controls

View Site Details

= View Site Overview

The Fin dings

The Recommendations

Most participants were at a loss as to
how to configure a promotion from the
confirmation page and failed to do so.

Insert Promotions into the site creation
flow.

One participant said “this gives me a
false sense of completion” The reason
why this person said this is because he
read “the site is now active” It's a
bigger problem than just adding a link.
He said this is not true because the site
does not function without promotions
and at least a tcm user.

Insert Promotions and Site Users into the
site creation flow and site build will be
complete. This should be a builder because
almost all sites have more than one TCM.
Need LOE

Most participants felt they should have
done promotions and users before
being completed.

Insert Promotions into the site creation
flow.

One participant thought that all global
promotions were already created.

Insert Promotions into the site creation
flow.

© AT&T Inc. All Rights Reserved.
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Catastrophic - Page Name: N/A (Generic Comment)

— H
E atat Premier Control Center
Home Manage Profile lManage Catalog Log Out
Login
User ID (ATTUID) : | |
Password: | | Forget Password?
The Findings The Recommendations
Most participants thought “Manage We will change the name of this section,
Profile” was a way to manage the most likely to ‘manage my profile’, and also
current site. move this functionality to the footer nav.
This should only exist after login.

Catastrophic - Page Name: Clone Site

% atat Premier Control Center

Home  Manage Profile  Manage Catalog  Log Out

Clone Site

Do you want to create a TCM role version of Acme Corp CRU?

The site you are attempting to clone is a combined CRU/TCM role. Click yes if you want to split
the site into bath a CRU and TCM site so that you change preferences independently. Click no
if you want to make a copy of this site to create a new account group.

Home | About | Team

The Findings The Recommendations

Most participants pressed “Yes” Reword the content and change yes and no
because they failed to read the content | buttons to “Clone Site” and “Split Site”, with
of the page. clone being the primary action
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The Bad

These are findings where the user had trouble finding a particular task, stumbled through a
task or made negative comments but ultimately was able to complete the assigned task.

Bad - Page Name: Login Page

e i
g atat Premier Control Center
Home Manage Profile lManage Catalog Log Out
Login
User ID (ATTUID) : | |
Password: | | Foraet Password?
The Findings The Reco mmendations
One Participant notice that global We will ask for the top nav to be hidden until

navigation should not be on the login the user is logged into the tool.
page.
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Bad - Page Name: Display Main

& atat

Home  Manage Profile  Manage Catalog  Log Out

Create or Edit a Site

|| S

® FAN © Keyword

Premier Control Center News

ullamcorper gravis et saepius.

commoveo quibus consequat vero nostrud dolus.

Enter FAN or Keyword to view list of sites related to FAN.

Gilus illum vel conventio quis luptatum mos ventosus. Qui, feugiat opto illum nisl bene
dolore fatua feugiat vulpes utinam. Abluo aptent cogo praesent quae eu obruo, iusto

Hendrerit feugait persto capio iusto vel luptatum at ymo vel odio te. Sagaciter facilisi,

Qui, feugiat opto illum nisl bene dolore fatua feugiat vulpes utinam. Ablue aptent cogo
praesent quae eu obruo, usto ullamcorper gravis et saepius.

Home | About | Team © ATET Inc. All Rights Reserved.

Premier Control Center

Tools

= View Audit Logs

» Manage Catalog

= Manage Default Profiles
m [Manage Users

= Manage Groups

The Findings

The Recommendations

Most participants entered the FAN
without leading zeros. When asked
they said they knew Telesales requires
the zeros but wanted to see if the new
tool could handle FAN without zeros.

Change page specs to specify that system
will assume that numbers of less than 8
integers will be appended with leading zeros
so they are 8 integers long. Look into using
javascript to add leading zeros onKeyUp.
The actual fan with leading zeros would
display outside the box.

Two participants did not understand
why a keyword option is available.

No action. Resolve in training.

One participant thought there should
an 8 character limit in the FAN input

Ne ell_la_ |aegte| III'“IIEI I. age-specs—Add eII|9I
characterlimitis-exceeded:Will put an 8
character limit

© AT&T Inc. All Rights Reserved.
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Bad - Page Name: Create Site (Company Search)

g;/ atat

Home Manage Profile Manage Catalog Log Out

Create a New Site

‘Search for Company

IEnter Keyword

Home About Team

Premier Control Center

Company
Account Group
Site Default Preferences
Verify
Confirmation

@ ATET Inc. All Rights Reserved.

The Findings

The Recommendations

Most participants pasted company
name and expected the search to fail.
They did not think it was a good idea to
enter a keyword because they felt too
many results would appear.

Place some help text on this page

indicating why this step is necessary.

Most participants expected to see
Enterprise here. They were puzzled as
to why they weren’t asked to search for
it first. One participant assumed that
the team figured out how to get rid of
the enterprise field in ACC.

Include enterprise into create site the flow.

© AT&T Inc. All Rights Reserved.
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Bad - Page Name: Create Site (Company Search Result)

& atat

Home Manage Profile Manage Catalog

Create a New Site

Search Again

Choose Company

Company name.

(9] Bagel Corporation
O acme Bagel Supply Inc.
C Acme Bagel Supply Co.

O Acme Bagel Inc.

(@] |Enter MNew Company Name

Log Out

Choose an existing company from the list below or create a new company by entering the

Premier Control Center

n Company

Account Group

Site Default Preferences
Werify

Confirmation

®| Cancel
The Findings The Recommendations

All participants had to click twice to
enter company name. Once on the
radio button then again on the field to
enter company name. (When field is
clicked on it auto selects the radio
button)

Move the default choice to the Enter

Company Name option. Have cursor on
focus in entry field

Most participants wondered why they
didn’t have to enter the Enterprise
name.

Include enterprise into create site the flow.

One participant pointed out that when
you cut and paste from the PRC form,
most of the fields in the PRC form have
a space on the end of it that has to be
removed. This participant thought that
the new application was removing that
extra space.

No-action—Reseolve-in-training-System will
remove trailing spaces.

© AT&T Inc. All Rights Reserved.
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Bad - Page Name: Create Site (Account Group)

— Premier Control Center
E atat

Home lManage Profile Manage Catalog Log Out

Account Group Information ;

New Account Group Information " ;cmpar:-,;}

- = Account Group
Entepsg: | | m Site Default Preferences
Company: [Gotta Gatta Bagel i .

= Confirmation

ite Name: | i
T | Select Lizbity ~ ¥
Contract Type: |_ Select - v-|
Role: @ 0ne Combined Site (CRUTCM}

O Two Separate Sites (CRU and TCM)
Contact: Hame: | |

Phone | |

Email: |
Billing Address: Address 1: | |

Address 2: | |

City, State & Zip: | || ||
Shipping Address: Same as Billing address
Tax ID: | |[ O Tax Exempt]
Regions: | - Select - ~
Compase ; (OFTIONAL)
Domain (IRU Sites When entering the Demain, do not enter the '@ symbel. Forexample.
ONLY): enter ‘att.com’ instead of ‘@att.com’.
Foundation Account Humbers
|Enter FAN ||2 5G ™| |Enter FAN Mame | [Enter Billing Description |

Home | About | Team  ATET Inc. All Rights Reserved.

The Findings

The Recommendations

All participants pointed out that “tax
exempt” has nothing to do with Tax ID
but should be associated with
Compass ID.

Move Compass ID row below Tax ID row.
Change Tax exempt checkbox to a Yes/No
guestion in a separate row below
Compass ID._If answer is Yes then
indicate that Compass ID is required

One participant pointed out that
Compass ID had (OPTIONAL) while
other optional fields did not have such
label

Remove (OPTIONAL)

© AT&T Inc. All Rights Reserved.
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Most participants found the label “Site
Name” out of place. They expected it
to say “Account Group Name”

Change the field label to Account Group
Name:

One participant suggested that the
Role should say “Buy Flow” instead of
“site”. Example: “One Combined Buy
Flow”

“Two Separate Buy Flows”

Leave as is. “Site” is new terminology that
persists through out new application.

Most participants expected a “editable”
checkbox for contact information

section-and-haveAdd an ‘Allow edit”
checkbox for each section (contact, billing
and shipping). We-need-to-confirm-that
the a”e"." eﬁ elit I':.'ﬁ“e“el" S en_naetleel R alll the

Smsen Lo
Some participants commented that Tax | Make-eptiehaland-havethe-systemput9s
ID is not required. They would put 9's | inte-ACC—On-the-acecountgroup-editif 9s
in the field if they didn't have a Tax ID | are-in-the-system-itshould-display

blank-Leave as is. Should error is left
empty. Field will accept all 9s.

Most participants did not notice the
progress indicator even when probed
about their progress.

Put progress indicator across the top with
clear visual of current step and
progression. Add completed shade.

One participant said that the ABI
Number was missing.

If we need this field, we can add it._In
BASE but has not been made a
requirement. (Phase 2)

Most participants felt there was no
need to enter more than one FAN.

Replace existing functionality with an ‘add
another FAN' link that adds the fields
necessary for more than one FAN row.

e e
. ble ! : I
R e
Some participants had trouble e
understanding what they needed to put | ispessible-that FAN-exists-so-they-weould
in “FAN name” notreally-have to-ereatei-Provide help

text. Training.

All participants expected to see
promotions after account group page.

Insert Promotions into the site creation
flow.

© AT&T Inc. All Rights Reserved.
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Bad - Page Name: Create Site (Choose Site Default)

& atat

Home Manage Profile IManage Catalog Log Out

Choose Site Default

Choose a Site Default for Gotta Getta Bagel CRU
(s Standard

(O NBI Pooling

wisi huic camur praesent.
() Best Pooling

wisi huic camur praesent.
() Small Business

wisi huic camur praesent.

Dignissim transverbers, feugait chruo aptent abdo minim quibus comm.

Dignissim transverbero, feugait obruo aptent abdo minim quibus commoveo metuo vocao

Dignissim transverbero, feugait obruo aptent abdo minim quibus commoveo metuo vocao

Dignissim transverbero, feugait chruo aptent abda minim quibus commaoves metuo voco

Premier Control Center

Site Creation Process

= Company

Account Group

Site Default Preferences
Verify

Confirmation

The Findings The Recommendations
Most participants did not notice the Mlocme o o ies o o bl
progress indicator unless probed. e

proeess.Change progress indicator.

One participant noted that since the
site was a CCDA contract “Small
Business” should not be in the
selection. They expected this list to be
in accordance with the contract type.

No changes to model. The page specs
will correctly stipulate the display
conditions for this table.

Will need to add contract types to the
default preference maintenance page.

Most participants expected to see
promotions.

Insert Promotions into the site creation
flow.

One participant thought that there were
not enough choices for site default.

Add help text that will explain each
default profile. (latin translation)

© AT&T Inc. All Rights Reserved.
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Bad - Page Name: Create Site (Verify)

& atat

Home Manage Profile Manage Catalog

Verify New Site

Verify New Account Group Information

Site Name: Gotta Getta Bagel CRU
FANS: 4646464 (2.5G)
Contract Type: CCDA

Contact: Bob Bagel

206-888-9999
bob@bagel.com

1234 Greenwood Ave M
Seattle, WA 88117

Billing Address:

Shipping Address: 1234 Greenwood Ave M
Seattle, WA 88117

Tax ID: 74-9999999

Regions: West - 200008

Compass ID: Mone

Default Profile: Standard

X Cancel

Log Out

A Verify all information and click on the Submit button to add this Site.

Premier Control Center

» Copmany

Account Group

Site Default Preferences
Verify

L}
]
L}
= Confirmation

A Verify all information and click on the Submit button to add this Site.

Home | About | Team © ATST Inc. All Rights Reserved.

The Findings

The Recommendations

One participant expected all global
promos to be in place after the verify
screen.

Insert Promotions into the site creation
flow.

Most participants were disappointed
not to see promotions yet.

Insert Promotions into the site creation
flow.

Most participants mentioned that they
still needed to create users.

Add seche s opecte o o ol cne
FCM-and-ene-grouploginusers builder

in the flow. No provision to search
existing users.

© AT&T Inc. All Rights Reserved.
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Bad - Page Name

: Site Overview

&
Home Manage Profile Manage Catalog Log Out
Site Overview
‘Gotta Getta Bagel CRU
Roles: TCHM
Provider: ATET

Account Group Information

Premier Control Center

Edit Account Graup Infa

Wiew Site Lisers

View Preferences
Wiew Atcess Controls
Clone This Site
Disable This Site

Hame: Gotta Getta Bagel CRU

FAN: 4545454

Generation: 255

Contract; Acme Corp - Contract

Contract Type: CCDA

Tax D 74-99999949 - Mot Tax Exempt

Liability Type: Corporate

Compass ID:

Contact Address: Bob Bagel
206-888-9999
bob@bagel.com

Billing Address: 1234 Greenwood Ave N
Seattle, WA 88117

Shipping Address: 1234 Greenwood Ave N

Seattle, VA 98117
Custom Labels: Label
Lakel 1-naotassigned
Label 2 - not assigned
Lahel 3 - notassigned

Label 4 - not assigned

IP Security: RN
Promotions: View and Edit
Regions: West- 300008
Free Form Approvers: A

View Approvers: boh@hagel.com
Approval Domains: RIE

Home | About | Team

‘Domain Values
nia
n/a
nia
n/a

B ATET Inc. All Rights Reserved.

The Findings

The Recommendations

One participant mentioned that there
was no access to the different roles for
account group

In the “Role” row add a link that
provides access to other role. Example:

Role: TCM | Switch to CRU Role

Some participants wondered why
“Promotions” was not on the right hand
menu.

Add “View Promotions” link
remove “Promotions” row

© AT&T Inc. All Rights Reserved.
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Bad - Page Name: User Creation

& atat

X| View Site Overview

Home About Team

Home Manage Profile Manage Catalog Log Out
Site Users
Gotta Getta Bagel User Access List
Name = Belongsto = Login = Role = E-Mail = Action
Bagel, Bob Gotta Getta Bagel CRU  bbagel TCM bob@bagel.com

Premier Control Center

&T Inc. All Rights Reserved.

g atat

Home Manage Profile

lManage Catalog

Add New Site User

@& Add Mew User © Search Existing Users

Hew User Information

Organization: Gotta Getta Bagel CRU

Log Out

Type: ® cru O TCM
“Login Name: |gottagsttabagel
Group Association

Gotta Getta Bagel CRU

Premier Control Center

Action

| - Select - v|
(%] Cancel [

Add Another User

| Finish |

Home | About | Team

& ATAET inc: All Rights Reserved.

The Findings

Most participants did not notice the
Search Existing User radio button

The Recommendations

e o tho f -
bigger, add space above and below
this, or add a header row to promote
fForce the user to answer the question
before revealing the form.

Option 3 — Have two buttons on the

“ {1

© AT&T Inc. All Rights Reserved.
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Most users were confused about the
“Group Association” They did not
realize the user was already associated
and felt compelled to select something
out of the dropdown and did not
understand what to do.

Add read only field above section
called “Belongs to” and rename “Group
Association” section to “Associate User
To Other Account Groups”

In the TCM screen most participants
pointed out that phone number was
missing.

Add phone number field

Some participants wondered about the
approver radio button.

Change label to “Create Approver
User” or add -help text that explains
that another user will be created as an
approver..

Some participants had trouble getting
back to the overview page

“View Site Overview” should not be in
the cancel style (with X button). Make
it a normal button with “Back To
Overview”

Bad - Page Name: Account Group Edit

The Findings

The Recommendations

Some participants wondered why they
could not see promotions.

Remove row and place link on the
overview page

Most participants mentioned that
something was wrong with approval
methods and approvers. The model
does not work properly.

Make sure that specs have correct
detail on display conditions and
dynamic actions regarding approver
fields.

© AT&T Inc. All Rights Reserved.

14 of 19




Bad - Page Name: Promotions

The Findings

The Recommendations

One participant made a commented
that promotions in search results
should not be redundant with already
selected promotions

Add detail in page specs

Some participants said that promotions
should not be checked because if too
many results that would be a pain.

Prototype not correct. The results should
all be checked and user can add all but also
have a button to be able to uncheck all.

Most participants said they would like
to keep the newly added promotions
separate from the existing promotions.

Create two sections below the search box
row. “Newly Promotions to Add” and
“Existing Promotions”. Make the existing
promotions sections collapsible, default
expanded.

Some participants expected to see all
global promotions.

Create a global promotions section with all
promotions (default all selected). Make
section collapsible and default collapsed.

© AT&T Inc. All Rights Reserved.
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Bad - Page Name: Disable Site

The Findings

The Recommendations

All participants said that Tax ID and
Contract Type are not important

Remove rows

Most participants had a difficulty
noticing the FAN number on the page

Move the FAN to a row below Site
name and rewrite warning content.
“Yes” should be “Submit”

One participant wondered if promotions
and users would be disassociated with
this account group

Should look into phase 2 to do this?

© AT&T Inc. All Rights Reserved.
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The Other

Other - Page Name: Create Site (Account Group)

The Findings The Recommendations
Many fields on this screen have to be Provide a visual cue that the item
verified in ECPM or ECPB (BASE). should be verified.

This requires training and application
provides no explanation.

© AT&T Inc. All Rights Reserved. 17 of 19



Other - Page Name: Site Overview

The Findings

The Recommendations

Provider is always Cingular

Will change and will ensure this
information gets into the page specs.

Liability in Account group may require
role restrictions this belongs in the
account group edit page

The decision was made to put warning
text connected to this field.

© AT&T Inc. All Rights Reserved.
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