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Introduction

As part of the SKIN engagement’s design life cycle, Heuristic evaluations has
been employed to find usability problems with the current systems being
used by the agents. The idea is to determine design guidelines which can be
adopted in the to be proposed SKIN designs.




Executive
Summary

This report provides a detailed analysis of the heuristic evaluation
process used to evaluate Beam & IPCC. It ialso provides analysis of the
Service Management System (SMS) used for Black and AgilityGIS used for
C-Fiber.

The evaluation itself was performed using the heuristic evaluation
usability method, based on 10 heuristic principles provided by Jakob
Nielsen. This method consists of evaluators comparing a pre-defined set
of usability principles to an application to complete a system task.

This report begins with an overview of the heuristic evaluation technique
in general, the specific goals of this project, and the heuristics used in our
walk-through of the application.

It is followed by summary of the key issues identified by the heuristic
evaluation and a more detailed exploration of the findings related to
these specific problems prioritized according to their severity and impact
on the user experience.

The usability problems found from this evaluation are ranked according
to their severity and ease to fix with which the problem can be solved.

The report concludes with recommendations which will be incorporated
in the new designs which should lead to improvement the way business
is conducted and the performance of the agents using the systems.
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Heuristic
1 DEFINITION
A n a Iys I S -1{) According to renowned usability expert Jakob Nielsen, a “heuristic

evaluation involves having a small set of evaluators examine the
web/application software interface and judge its compliance with
recognized usability principles (the ‘heuristics’)”

METHOD

o A heuristic evaluation or expert review of the BEAM, IPCC,
Service Management System and AgilityGIS applications were
carried out by 5 evaluators based on a set of predetermined
heuristics and qualitative guidelines.

PURPOSE
0 The main goal of heuristic evaluations was to identify usability
problems associated with the design of user interfaces.




P @
=) =)

G,
L.'.z

oV

Visibility of system status

Match between system and the real world

User control and freedom

Consistency and standards

Error prevention

Recognition rather than recall

Flexibility and efficiency of use

Aesthetic and minimalist design

Help users recognize, diagnose, and recover from errors

Help and documentation



Evaluation & Prioritization Matrix

To further understand the impact of these issues, we have estimated both its severity in terms of usability principles and the various level of ease
with which these issues might be solved. This resulted in a dual rating for each problem found, which was used to prioritize the issue areas. The

tables below define the ‘severity levels’ and ‘ease of fix’ levels.

SEVERITY LEVELS

‘ Low Severity — Basic Interface level
issues

‘ Medium Severity — Moderate level system
Usability issues.

High severity - Major usability issues, It is

‘ important to fix, so it should be given high priority.

EASE TO FIX LEVELS

Easy to Fix - will require minimum effort, including
less investigation into the issue.

Medium Fix — will require a more concentrated effort,
but the issue can be solved

Hard to Fix - will require maximum effort, including
a thorough investigation.



Visibility of System Status

The system should always keep users informed about what is going on, through
appropriate feedback within reasonable time.

Example: Facebook’s photo upload process

Update Status  [=] Add Photos/Video



Visibility of system status

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

ISSUES

Customer List section is not required to
be shown upfront. There is no data
available for this particular section. It is

’m_‘ misleading and confusing.
|| search for || | Search by Service number/Customer code |v.
Incude inactve & No information on what ‘CSP File
_____________________________________________________ Download’ and ‘CRM Controls

Download’ stand for.

e N B NN NN S N NN NN S NN NN S S SN NS S SN NS S SN SN SN S SN SN S SN SN S SN SN NN SN SN SN NN S S NN S S SN NS

SOLUTION GUIDELINES

The Customer List should be hidden till the
Notice: please install the CRM Controls, thanks! details are available

O UseriD: |TCS2 |

The system should provide information of the
available options to the users to avoid any
type of errors. There could be a tooltip for
“ explaining why the given option is required.
Or it could be moved to some other sections

CSP File Download if not required.
CRM Controls Download

O password: | |

SEVERITY LEVEL ‘ HIGH



Visibility of system status

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

ISSUES

9 No specific area in the system for
notifications. If there are no
notification then the system is not
communicating or helping the user to
stay up to date.

Employee ID TCS3
Name TLSE
Organization KZN-callcenter

SOLUTION GUIDELINES

There should a dedicated area for
Notifications, Alerts and updates for the User.
The notification area can have an actionable
items or any information which is relevant to
the user. Notifications will keep the user
updated about any latest information and will
allow them to take an action on it.

SEVERITY LEVEL




o
Match between system and the real world

The system should speak the user’s language, with words, phrases and concepts familiar to the user, rather than
system oriented terms. Follow real-world conventions, making information appear in a natural and logical order.

Example: Spotify’s language

Play Queue




Match between system and the real world

The system should speak the user’s language, with words, phrases and concepts familiar to the user, rather than system oriented terms.
Follow real- world conventions, making information appear in a natural and logical order.

ﬂ ISSUES
sl ol €) Navigation structure is confusing. There
Navigation (Eommancaton | is no visual or functional hierarchy of

© Activation
© Migration

the information.

%"_"lﬂrﬁl’;ﬁﬂeﬂeﬁ _____ Coreviows M ve: W e | Total: 2 Page: 1/1 page:| |
Link to Billing
4 : 7 = P .
g ;ips:;;ziement WWMMMMWWWM Subscriber CUGmformatlonl Button Iabel doesn’t convey |ts exact
© Customer Information T —— function. Upon clicking this button, it
© Document Management CUG ID Service Provider lCUG Name Expire Type Expire Date .
© Item Sales : clears all the data in page.
© RIck Harsgenen Tt Fages 0 rovel T
Query CUG for subscriber
G T SOLUTION GUIDELINES

The navigation structure should be easy to
l understand for a user. Grouping of relative
information should be done.

*7 Next Customer [CINE
An hierarchical information structure should be

followed while designing the new interface,
both visually and functionally.

Button label can be changed to ‘clear screen’
or ‘clear data’.

SEVERITY LEVEL ‘ HIGH



Match between system and the real world

The system should speak the user’s language, with words, phrases and concepts familiar to the user, rather than system oriented terms.
Follow real- world conventions, making information appear in a natural and logical order.

ISSUES

) O AgilityGIS X '-im . - E@g
< C 8@ httpsy//portal.agilitygis.com/tickets/1389092 o 3r : sequence of options
PN oo/ Tokts / croaon o~ Compulsion of adding a collaborator before

viewing feedback needs to be first in the

=} Share IT) spiit ¥ Merge = Reply P Add note o Close
ST C NEIOO @ 025 N sequence as the feedback column is visible
Ll Gooaoay ‘ only post a collaborator is added.
. - Topic: Technical Support -
Please assist with below query
€ First Name & Surname: Mr. Maswabi Makhene
Sub Topie: Link Down - Follow Up -
s ID number: 6906105708087
Address: 218 Columbia Read, mendecr, Johannesburg L
Priority: Normal -
< Contact Number: 0768402654 or 0824916653
FNO Vumatel Status: Todo/New -
c Type of query :Link down
Friorty Lrgent D 12 SOLUTION GUIDELINES
@ Troubleshooting and Motes - customer has restarted the CPE and router — Logged with Vumatel 1SP-58210
Kind Regards Account: Q
I cinon A proper sequence for the process aids a
Assigned Collaborator: Link Down -
£ smooth flow rather than haphazard
Add New
Thabiso Leeuw added a note days ago (18 Jan 2019 16:32 Collaborator movements.
& Collaborators @
Good day | trust you are well Please note that client will be where the fibre is on monday Best Regards.
E Name
Thabiso Leeuw [ |
Clinton Naidoo u
Link Down 0
Attachments B
image001 jpg E3

SEVERITY LEVEL
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User control and freedom

Users often choose system functions by mistake and will need a clearly marked "emergency exit" to
leave the unwanted state without having to go through an extended dialogue. Support undo and redo.

Example: Gmail’s undo

Google Lce

Your message has been sent. Undo View message
Gmail ~ v C More ~




User control and freedom

Users often choose system functions by mistake and will need a clearly marked "emergency exit" to leave the unwanted state without having to go through an
extended dialogue. Support undo and redo.

ISSUES

There is no back button to go to the last

— age/option.
‘W_‘ page/op
® tncton | oot or Search by - _
© Link to Biling First name > .
Incud nacte There is no evident Home Button. Not

having a homepage can have a cognitive
feeling that they are browsing aimlessly

P —r— without completing a task. Breadcrumb
No customer found. Please check and correct the search condition entered. navigation iS miSSing

SOLUTION GUIDELINES

The user should have the freedom to navigate
across the pages without any restrictions.

There should be a home button which will
bring the user to the Landing/Homepage.

By providing them a homepage/home button
we can give them the control to start/reset
everything.

Introduce the breadcrumb menu

SEVERITY LEVEL ‘ HIGH



SIS

Consistency and Standards

The system should always keep users informed about what is going on,
through appropriate feedback within reasonable time.

Example: BBC iPlayer

Search BBC iPlayer Q

Channels ~ Categories ~ Favourites

A-Z Programme List

[3) Recently Watched

Most Popular Let's Play Darts for Comic ...

40 Programmes




Consistency and standards
The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.
ISSUES

Texts and Icons are placed very closely,
Font and Icon sizes are varying. There is
no consistency and standard.

Employee ID TCS3 |
TCS3 ’ | |

KZN-callcenter : I
[

[

[

The profile information is looking
prominent and taking up the space for

=ventory Manzgement - Report Management (5} . . .
i 1 the primary navigation.
The boxes are used as a separator, but to
Search by e e — - a new user, It might look like a disabled

checkbox.

[ T R |
Search

SOLUTION GUIDELINES

Texts and lcons should be properly grouped and a
there should be a standard way to display the
—————————————————————————————————————————————————————— primary navigation on the top bar.

KZN-callcenter ﬂ

G : " Universal Entry = Customer Care = Customer Business ' Inventory Management ' Report Management
I

The profile information doesn’t need so much
prominence, It can go to the right top corner as a
standard practice.

< [ 1
Il

Boxes can be removed and an alternate/standard
way of visual design should be followed.

SEVERITY LEVEL ‘ HIGH



Consistency and standards

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

ISSUES

The check box used does not
follow the standards. It may create
confusion on its affordance.

Search for

| :
Include inactive custocrer
|

-—— -

Radio buttons are not following
the standard design.

Does the customer wants to receive Marketing Communications from Cell C Visual language of pagination is

. E-mail E Yes e : No. . very old.
:
e o 5 el
~ — 1% T SOLUTION GUIDELINES
© SMS (@] Yes 1 OlNo
? MMS _@_Yes L__'Q'NU—_I
Standard design for the checkbox should be
S @ e @ 5 followed to avoid the confusion.
As an alternative for radio button we can use
the toggle switch or checkboxes.
T
_ A - |
ﬁr Previous Nest 1 : The design for pagination should be updated to
I : the latest standards.

SEVERITY LEVEL ‘ HIGH



Consistency and standards

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

F----------------------------------I
TCo5 1
2 Account List -- Webpage Dialog b ||
© [ Universal Entry O Cuspmﬂ[ (é http:;’,w'ppddeaIerweb.cellc.co.za..’custcare-’custsvc/basebusiness/account-‘queryAccountListhAction.do?method:toSn! :
— o | =]
Mhacouneriee
e e Account it I
]| ¢ | Sty | I
| ' - Search I
[T EmIERTES gogp
Account Code Brand Payment Method Payment Type Account Status ll
Account Co (O |113282811 Cell C Upfront Postpaid AC Show Subs-Account _I
bareniA ccousit ,—|_ (O 1113276596 Cell C Cash Postpaid AC —I
Credit Control Group [Consurfer _l
Max Services * 5 1
Brand * [ceic _:
- i
. 1
Payment Methods I
Payment Method * IUpfron] 1
|
: i
General Bill Information .I
."- S —— I — e j—
S o | Toal: Page:  Gotopage: [ | [NEEE LI
Currency Rands B 11 |
Fixed Date For Current * | 14 I “ ]l
Fixed Date For Next Month * [{4 i _:
Tax Type |VAT I l
VAT Number |—!— http://ppddealerweb.cellc.co.za/custcare/cust: € Internet | Protected Mode: On A
— : |
- I
L----------------------------------

ISSUES

o Upon clicking the dropdown menu, it
opens up a pop up, which is an unusual
behavior. It is inconsistent and incorrect.
The user has an understanding for the
affordance of a dropdown menu that it
will give them multiple options below to
choose from, rather than giving a popup.
It creates confusion when for a same
action there are multiple reactions.

SOLUTION GUIDELINES

The behavior of a component should be
consistent across the system. Dropdown menu
should give them a dropdown list rather than a
popup window.

Keep the components behavior consistent
across the system.

SEVERITY LEVEL ‘ HIGH



Consistency and standards

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

< Query Condition
= Start time
= End time
Subscriber Brand
Customer name
Customer aty
Customer satisfaction
Called number

Have video

Building No. & Name
Road/P.0. Box *

Building No. & Name
Road/P.0. Box *

|11/11/2018 20:34:14 =] Ste
< 3%
Su Mo Tu We Th Fr Sa |
1 3
|
4 5 6 7 8 10
2 13 14 15 16 17 |
13 19 20 21 22 23 24|
25 26 27 28 29 30
i
11/11/2018 20 : 34 : 14
OK Cancel

# 4 Mar 2021 L

Status

Mo. of Dependents
Language
Subtype *

ID Type *

ID Mumber *

Country of Issue *

_
Sun Mon Tue Wed Thu Fr Sat
22 1 2 3 4 56 |
708 9 10 11 1213
14 15 16 17 18 19 20 v
022 23 M 25 2627
22029 30 31 1 2 3 v
4 5 6 7 8 %10 |
£B Today o

il | [Es Avenue

Select Call Center

Agent b
Age

Sign-

| Phone agent

v]

]

[1dle

v]

[“Isign in to call center

[ ok |

TT Pool

e G

To-Do ... Query TT Pool D...

ISSUES

In the same application there are two
different types of calendar.

The behavior of the ‘Edit’ button is
wrong as it disappears

Alignment of Interface Elements

Similar icons for multiple action buttons
The text is hidden. The user has to
hover on the icon to read the text

SOLUTION GUIDELINES

The design for calendar or any other
components should be made consistent across
the system.

The behavior of a component should be
consistent across the system so that the user
doesn’t get confused.

System should follow uniform iconography. Icons
may or may not necessary for each and every
action button.

@ .

SEVERITY LEVEL



Consistency and standards

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

-1 = ®m 5 = = = = =

" Icancel Break
FBreak

& Busy

B1dle

E”Slqn In

C | B k|
Jf ENEEEEEE Lon | Workflow  Tools Qui

Service Number |

Service Number  Product Type [pmd-

\ Postpaid

I\Pinnade Postpaid 2018

0521903106

T IO =TT

Iikl"-'h::rnltulr service

E Logout

alexit

ISSUES

The sub menu opens at the top of main
menu, which is not a standard practice.
The user should be able to see the main
menu and the sub menu at the same
time so that they have the visibility of

all the available option.

No Call To Action (CTA) Button. The

user has to always press the ‘Enter’ key

(keyboard) for performing the final

action.

SOLUTION GUIDELINES

Sub menu should follow the standard design of
opening at the right side of the main menu

Provide the user a Call to Action (CTA) button for
every query. Information should not be repeating
as it takes up space and by appearing multiple

times, it may confuse the users.

SEVERITY LEVEL

@ .



Consistency and standards

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

[O] ms1son I ] |O]Payment A/C Code  [113282812 |
Customer Code [104928549 | Date
LN | -I
{ I
L I N -
soddars 50 dars 60 das 30 dars curent Tot

@ 113276596 Cell C Postpaid

ISSUES

@ The ‘Selection radio button’ and the ‘Query
button’ are placed on the opposite ends of
the screen, making the user navigate the
mouse pointer from left to right adding
unnecessary cognitive load and confusion.

Fitts' Law dictates that shorter mouse
movements are better: it is always faster to
click a target if it is closer to your starting
position

Gestalt’s Principle: Humans naturally
perceive objects as organized patterns and
objects.

SOLUTION GUIDELINES

To perform an action over a selection, both
components should be in proximity, so that the
visual link gives a cue to the user to perform
an action over the selection. Place the button
near selection so that the user can visually
identify a link between it.

SEVERITY LEVEL @ wveoium . HIGH



O

Error prevention

Even better than good error messages is a careful design which
prevents a problem from occurring in the first place.

Example: Gmail’s attachment reminder

The page at https://mail.google.com says:

It seems lke you forgot to amach a file

You wrote "fing anached” in your message butthers a2 no Fles

attached. Send anyway?
l oK Cancel

Hello

Please find attached my CV



Error prevention

Even better than good error messages is a careful design which prevents a problem from occurring in the first place.

ISSUES
TCS3 The arrows does nothing, it’s capturing
E—ﬁ?ca"center the user’s attention for no reason.
iventory Management - Report Management ©
I The dropdown does not have any data
and when clicked upon, shows nothing
but highlights the texts.
Search by | CBS serial number v &

= —
Search

SOLUTION GUIDELINES

If a component doesn’t have any function,
____________________________________ - it should be removed as it is hindering the

breathing space and taking up an important
space for no reason.

Payment Method * IUpf]’ont

Payment Method * Upfront

If there is no data, the dropdown option
should be disabled (with the only data
available) or removed (if no data available),
as it prompts the user to click on it only to
show them no data.

SEVERITY LEVEL ‘ HIGH



Error prevention

Even better than good error messages is a careful design which prevents a problem from occurring in the first place.

ISSUES

The Button label ‘Reset’ and ‘Reset
password’ looks similar. But the
functions are different for both the
buttons.

Motice: please install the CRM Controls, thanks!
UserID:  TCS2 |

Password: I_

SOLUTION GUIDELINES
CSP File Downlozd
CRM Controls Download The label of the buttons should be used

properly. The terminology should be precise
and not confusing to the users

SEVERITY LEVEL




Error prevention

Even better than good error messages is a careful design which prevents a problem from occurring in the first place.

ISSUES

Clear Address

Type of Resdence - | o7 —p— 0 When the required fields are not filled
Province = [ Message from webpage x| [South Africa The error popup shows the error

o 1 1 . .
Building No. & Name H A rectiCosecamotbeni i | message only for'one particular fleld
Road Number/Name = H R I | rather than showing how many fields

. | . .
Suburb |:||: [0 Den'tlet this page create more messages | | are reqU|red to be f|||ed
Postal Code * | | :
1

Cradit Scorz

Subscription Limit R/Renewal Limit R/Status |(| | |(| | | Last Score Date

Notes: All the information in this page will mot change the Contact Person on Tax
Invoice. If you want to change the personal information on the Tax Invoice, please go

to Subscriber tabh -» Contact Person SOLUTION GUIDELINES

Proper error message should be shown and
the errors should be pin pointed rather than
giving a generic error message. E.g. the fields
which are mandatory to fill can be highlighted.

severmvLevet (0 ow (0 weoion @) Hiek



Recognition rather than recall

Make objects, actions, and options visible. The user should not have to remember information from one part of the
dialogue to another. Instructions for use of the system should be visible or easily retrievable whenever appropriate.

Example: Foursquare’s suggestion

roursquar: RN CO

Add Tastes

You have 24 tastes. Add tastes to personalize your search resuits.

Grilled cheese sandwiches + Vodka + Authentic places + Omelettes + Egg drop soup +
Beer gardens + Trufes + Y Cockiais @ ]| Cheesesteaks +

Family-fnendly places + Ice cream v Ethsopian food + Fish & chips + Jalapehos +

Turkey bacon + Waflles v Espresso + Waffle cones + Happy hour +
Feta cheese + Fancy places + Outdoor seating + Yogurt + Brewernes +

Show more

Done



Recognition rather than recall

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time.

ISSUES

No information on landing page
Landing page of Beam system does
not give any indication or provide
information about what to do on the

EIYTC - Universal Entry (1 Customer Care || Customer

Navigaton ‘ Sk e screen apart from a search bar. Is it
search for Fetmame Search by Fist name v the only thing the user wants to do
Indude inactive @

customer

when landing on the home screen?
Searching for a customer?

Customer List
SOLUTION GUIDELINES

We should be utilizing the blank space in the
landing page to put on some more information
like a performance indicator or worklist for
that particular agent.

CHE

) ]

o

g
-----------I&

A dashboard for the agent - The user may
items, worklist, action items and performance

SEVERITY LEVEL ‘ HIGH



Flexible and efficiency of use

Design suitable for both inexperienced and experienced users.

Example: Window’s advanced settings

o B B
wnel ltems » Display # Screen Resolution v [ [ Search Contred Panel P
— — 7[

pom——

Genaec PP Monzor and Intek®) HD Graphics Famiy Properts.

Change the appearance of your displays

L B3 ineiR) Graphics and Meda Contal Panel —
sdoptes | Monaor | Troutieshoot | color Management |

= P e

Display: [1.Mobie PC Displey ~] e
Chip Type: IMelR) HO Graphics Family

Resolution: 1366 x 768 (recommended) vj DAC Type: Internal

=== Adspter S¥ing:  Intel(R) HO Graphics 3000
Orientation: Landscape . Bios Information: Intel Video BIOS

Multiple displays: Extend these displays  ~] ‘ Total Avaisble Graphics Memory: 1511 M8

Dedicated Video Memary: 6aMe
[71 Make this my main display danced wetting System Video Memory: ove
Shared System Memory: 1547 M8
Connect to a projector (or press the RF key and tap P)
Make text and other items larger or smaller Lt Al Modes.

What daplay settings should [ choose?




Flexibility and efficiency of use

Design suitable for both inexperienced and experienced users.

Search for || lﬂ
Indude inactive @ Service number/Customer code '
customer Bank account number

|

|

| |
| |
| |
I |Last name i
: Company name :
I ID card number . |
|

|

|

|

|

|

|

|

e css serialnumber [

Application ID
Sim card number

|

|

: First name
I Account code
|

ISSUES

o Search criteria is not efficient. In the
existing system the user has to select a
search category from a dropdown menu
first and then search the relevant
information in some other search box.
This increases an extra step/click for the
user. User has to recall what they are
searching for rather than simply typing
in and system doing the calculation for
them. It increases the cognitive load for
the user.

SOLUTION GUIDELINES

Redesigning the search engine. The system
should be strong and smart enough to
categorize any information provided by the
user and give them the final result rather than
the user categorizing at first level. Provide a
global search bar where the user can type in
any query and the system gives them the final
result.

SEVERITY LEVEL ‘ HIGH



Flexibility and efficiency of use

Design suitable for both inexperienced and experienced users.

Care = C

Navigation

Retrizve Address Link to Address Web

© Activation
© Migration
© Order Management

l
|

IProvince‘ | v
[

@ Manage Family Number
Query RBT Log
Suspend/Resume E Number Porting
@ Change User Information
@ Handset Blacklist&Un-Blacklist s

Query Subscriher Reauest
S ce———

S S —

© Link to Billing
© MNP Management Ipostal Address = ] [
& Subscription
Change Bil Format
@ Multi Data Connect ITiue ] | Expiry Date
@ Change MSISDN JClient Type * [tndividual Employer Name *
ot W | |
@ Contract Retention I Relative Contact No.
Airtime Share History
UG Management
Subscriber Reservation IPayment Method = [Please Select v
@ Network Command
@ Network Settings Bill Format Information
Change Promotion IBill Format * | E-Bill dispatch v Email *
@ Change Product I8ill Language [Engish v Fax Number
Voice Ml Seiting Intonthly Debit Order Date *  [Fiese salect v

Save and Next

<N

ﬂE

ISSUES

9 Navigation section is not structured.
There is too much textual information
on the navigation which can make a
new user confused. Information
overload to an inexperienced user will
make them unable to navigate through
the system. Leading to fail in performing
a task.

SOLUTION GUIDELINES

The System should categorize the data
based on different user’s need. The
information on the navigation panel can be
further categorize into smaller groups to
avoid confusion and information overload.
Iconography can be introduced to show less
and relevant data.

SEVERITY LEVEL




Flexibility and efficiency of use

Design suitable for both inexperienced and experienced users.

—
G Rr—— == @rmas ISSUES

. i Y s A Search Criteria should be independent of
label options: The search criteria should be
smart enough to distinguish between a email

Setnrow © bean Feprater ey ey Cowp search and a number search

SUbSCriber account "

Tharnai Mg “mrey Tame Lo Cnalioe [Dinis

Cpsrng houros ey 1] Flapr=n &

SOLUTION GUIDELINES

One search bar for searching the customer
irrespective of the related information available
which in this case is email or phone number

SEVERITY LEVEL




Aesthetic and minimalistic design

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information
in a dialogue competes with the relevant units of information and diminishes their relative visibility.

Example: Google’s search page

LG

Google Search I'm Feeling Lucky

What advice would you give your younger self? #DearMe



Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information in a dialogue competes with the relevant units of
information and diminishes their relative visibility.

ISSUES

o Information overload:

! w sl i Eisil s : There is too much of information visible
mﬂ gaton | 20 | comomer RSSO eS| SR = : in one single screen. The form
© Activation A Customer Information A I t- . t- . + d
g z:?i;arn:'a]nagement ] Customer Code [104928549 ] Status [active I o p Imization IS nNO one
@ Link to Billing Gender * IMale No. of Dependents lo ] i
Close Balance Title * ID’- Language |English | - . o
= Open Balance p— — - —— = - 1 o The telephone field is repeating 7
Create Hot Billing : : l . o
Sl Y First Name = Quickmarch ] 1D Type * [Passport v I times, out of which on |y 3 are
Query Hot Billing Middle Name ] 1D Number * [santoaplayerto1 | 1 .
o . P ‘ " - I mandatory field. Other non mandatory
: Zzye"::tgem H | § Telephone (contact) 1 = : 0117836435 ] Expiry Date = [29/03/2021 | : fields are eating up space which could
5 I Telephone (Contact) 2 [ ] Sales Force ID * [ BSIM Test Account Franchise | Il H
@ Query Invoice 1
@ Query Balance Information L Telephone (Contact) 3 : [ | Segmentation [Tier-4 | 1 be u Sed fo r p | acin g SO me Ot h er
@ Query Free Units I Telephone (Contact) 4 | | | Relative Full Names [ | | m pO rta nt | nfO rm atl on.
Query Unbilled Balance 1 i 1
] Telephone (Contact) 5 [ | Relative Contact No. [ |
@ Query Balance B 1 1
Query Emergency Aitime/Data | ||| | eephone (Work) | A | |
@ Link to Airvantage History I Telephone (Home) * [0172946444 | Employment Status |Please Select v 1
Query COR Emall Address Position o) |
3 e i —— e , =, = % i SOLUTION GUIDELINES
© Subscription Place of Birth [ ] Monthly Salary R = 168328 | v .. . . . .
S ——————— | | . —: i ‘ " Form Optimization: The information/text fields
© Document Management v 9 9 o o
© Item Sales EEE : provided should optimized to make it

minimalistic and improve the aesthetics. The
non-mandatory fields can be removed.

SEVERITY LEVEL




Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information in a dialogue competes with the relevant units of
information and diminishes their relative visibility.

ISSUES

The gradient on the box, text color and smaller font size
makes it difficult to read the text.

It’s difficult to make out if the buttons are enabled or
disabled. A color blind person may have difficulty to
read the same.

L= -

There are too many horizontal and vertical scrollbars in
some of the screens. This creates difficulty in navigating
through the system.

SOLUTION GUIDELINES

The tabs should be made readable by increasing the font size, using
single hue that compliments the text on it.

ME=E]

|
N

For identifying the enabled or disabled buttons, there should be
some visual cue or feedback on hover. Also, different types of
buttons should have different visual identity,

e.g. color/text/opacity etc.

< [ >

The scrollbars should be reduced and alternatives like accordion
menu or the grouping of data should be done to keep the scroll
minimal.

T REN - TR |
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Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information in a dialogue competes with the relevant units of
information and diminishes their relative visibility.

| Navigation |

© Activation
© Migration
© Order Management

© Link to Billing

© MNP Management

© Subscription

© Customer Information
© Document Management
© Item Sales

© RICA Management

it = Report Management

Subscriber CUG information

Query CUG for subscriber

[prevous x| Tot:

CcuG Name]|

W - |

Page: 0/0

P S S | S B S S S S | | S S | | G | S D | | S B | | o | o
| m@ ' Universal Entry = Customer Care = Customer Business ' Inventory Management = Report Management l ©
|= T T

‘ © Activation A
© Migration 1
| © Order Management
© Link to Billing

Close Balance

@ Open Balance

@ Create Hot Billing

@ Query IntegrationInfo
@ Query Hot Billing

@ Movement

@ Payment

Query Ageing

Query Balance Information
@ Query Free Units
@ Query Unbilled Balance
@ Query Balance
@ Query Emergency Airtime/Data
@ Link to AirVantage History
@ Query COR
@ Recharge for Hybrid
© MNP Management
© Subscription

[ agmn [ | W oo e S 50 e s !
Cuctomer Tnfarmation A
Customer Code Mﬂg ] Status [active [v] ]
Gender * |Ma|e No. of Dependents [o ]
Tt or Language [English
Client Type * [Individual v Subtype * [Individual v
First Name * |Quickmarch ] 1D Type * [Passport v
Middle Name [ ] 1D Number * [santoaplayerto1 ]
Last Name * [MarchQuick ] Country of Issue * |India
Telephone (Contact) 1 = 0117836435 | Expiry Date * [29/03/2021 @)
Telephone (Contact) 2 [ | Sales Force ID * [ BSIM Test Account Franchise | il
Telephone (Contact) 3 [ ] [Tier-4 |
Telephone (Contact) 4 [ ] Relative Full Names [ ]
Telephone (Contact) 5 [ | Relative Contact No. [ ]
Tt (o) o7 L
Telephone (Home) * (0172946444 ] Status [Please Select
Email Address [ Position [Please Select
Date of Birth * I21/10/1987 _1] Job Description [ |
Place of Birth [ ] Monthly Salary R * [168328 | v
. r e — r

© Customer Information
© Document

v

|
|
|
|
|
|
|
|
|
|
I Query Invoice
|
|
|
|
|
|
|
|
|
|
|

© Item Sales

FEE]

ISSUES

6 Tab structure looks very cluttered and

messy. The next arrow button does

not allow to click instead the tab start
moving on hover above the arrow icon

0 Information on the left side navigation

and the top bar tabs are showing

redundant data.

SOLUTION GUIDELINES

Grouping of the information should be done

properly. The information visualization

should be aesthetically pleasing and relevant

to the user.

Agents should have a role based login to cut
down the excess and irrelevant information.
Also, to enhance the user experience use

icons wherever possible.

SEVERITY LEVEL
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Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information in a dialogue competes with the relevant units of
information and diminishes their relative visibility.

Navigation
® MNP M3
& Subscription
@ Change Bill Format
Multi Data Connect
@ Change MSISDN
Change SIM card
Contract & Invoice Reprint
Contract Retention
Airtime Share History
CUG Management
@ Subscriber Reservation
Network Command
@ Network Settings
Change Promotion
Change Product
@ Voice Mail Setting
Manage Family Number
Query RBT Log
@ Suspend/Resume
@ Change User Information
@ Handset Blacklist&Un-Blacklist
Query Subscriber Request
© Customer Information
© Document Management
© Item Sales
© RICA Management

= . = (©) L]

EI=XT=cC - UniversalEntry 1 Customer Care | Customer Business y " Report

______________________ e

Service number * | SIM number * | ‘

Activation date = 20/02/2019 i Language |Please Select

Brand [ceiic Sales Force ID * [kzn-callcenter |

Email Address [ \

VAS: Additional Product Information " Select VAS Product

Monthly Bill Limit Set Monthly Bill Limit

Monthly Bill Limit is not set.

Out of Bundle Limit Set Out of Bundle Limit

Out of Bundle Limits are not set.

E Postal Address same as Residential Address

Link to Address Web

Postal Code = | ] city* [ |

Suburb® [ ] Country | South Africa e

Province™ [ v

Postal Address * [ ] | |
o Title I Expiry Date | =

Client Type * [Individual Employer Name * \ ‘

ISSUES

9 There is very less breathing space in the
Interface. Unnecessary information
takes up too much space. Some features
which nobody uses should be discarded.

SOLUTION GUIDELINES

Content that do not support the page should
be removed. Only relevant information should
be displayed. Screen should have a breathing
space and the information should categorized
and clustered accordingly.
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Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information in a dialogue competes with the relevant units of
information and diminishes their relative visibility.

J 0 sgevcs < T —— (SICISES |SSUES
o Iy

« => C & https://portal.agilitygis.com/tickets :

. . .
" . Cluttered view for showcasing tickets. A
ome / Tickets Clinton Naidoo « Cell
simplified view showing an overview of the
E] Quick Search.. Q Show/Hide Metrics i . .
& tickets and the reason codes associated.
* DI t header and drop it here to group by that column
Ticket Numb... § Subject i Customer i Status i Topic i SubTopic i Priority i Updated By i CreatedBy ! DateCreated . .
3 CFDA40218 0500035739 acc144003392 1§ 1 Sort Ascending m Technical Support m Cynthia Morok.. 29 Jan 2019 14:35 FI Ite r fO rsea rCh n eed S tO be u pfro nt In Stea d
CF040217 Re: Fibre cancellation 4 Sort Descending m Technical Support m (Customer) 29 Jan 2019 14:30 Of t h es p| nner menu Th e fi Ite rs h ou Id h ave
$ CF040216 Molly Venter/7710190059086/( Il Columns » WY oosite Support . Router Delivery T Varren Naicker Tebogo Niosen.. 29 Jan 2019 14:15 . lified t . |
CFD40215 VUMA Ticket logged - Ref ISP- Y Fiiter | : ) | Nomal | (Customer) 29 Jan 2019 14:15 simplitie erminology
Show items with value that:
™ CF040214 6609075009086 - SFID EFT321..  Alexar I [ Nomal | Alexander Ups.. 29 Jan 2019 14:10
Contai
CFO40213 Possible Lightening Damage L ontains Y [ 5No Connection IEE Vvarren Naicker (Customer) 29 Jan 2019 14:10
c CF040212 FW: Fibre application for Exclusi_.  Josie Hauptfieisch [ 5205175007087 IEE Viarren Naicker Josie Hauptflei.. 29 Jan 2019 14:05
CF040211 FW: ACCOUNTS 266680116 AN.. ~ Cronje, Noel F and t | Nomal | Cronje, Noel (C... 29 Jan 2019 13:55
-
& CF040210 C-Fibre support query and Canc.. Holmes, Kim K r t m Holmes, KimK .. 29 Jan 2019 13:50 So LUTI 0 N G U I D E I.I N ES
CF040209 Fibre Installation [ | contains v T Varten Naicker (Custorner) 29 Jan 2019 1346
Q@ CF040208 Payment Notification from MRS . L 5205175007087 t [ Nomal | (Customer) 29 Jan 2019 13:46
CF040207 Connection issue - 52053175007  Nokwanda Barnabas t Jennifer Barnabas MNokwanda Bar. 29 Jan 2019 13:45 0
k = A dashboard view for the agents to see the
& CFO40206 VUMA Ticket logged - Ref ISP-61... F t [ Noma | (Customer) 29 Jan 2019 13:40
CF040205 FB:Natasha Ansley - 220851186 Noluthando Zikalala  |NEICRIN ™ Tecrnical Support Cancellation EEEI  Varren Naicker Noluthando Zik . 29 Jan 2019 13:40 quer‘les CIUbbed as per prlOI"lty and reason
& CF040204 RE: Migration Upgrade Mr. Kevin.. Namret Inc I vecnical Support [ Nomal | Namret Inc (Cu.. 29 Jan 2019 13:35
CF040203 Website Enquiry : Cell C Fibre Technical Support | Nomal | (Customer) 29 Jan 2019 13:31
E CF040202 CANCELLATION Exair Ventilation I vecrnical support [ Noma | Exair Ventilatio.. 29 Jan 2019 13:31 Filter Menu should be beside the search
CF040201 URGENT - Line de-activation: P Lybon Mashimbyi [ EESI Technical Support [ Nomal | Lybon Mashim_. 29 Jan 2019 13:31 t f . k S | f d
CFO40200 RE: Willem Shaun Ferreira I vecrnical support [ Noma | Shaun Ferreira .. 29 Jan 2019 13:31 o p Ion Tor q uiCKer access. Sim p e
CF040199 Confirmation on Contract Cance..  VanGraan, Brenda: | [ S Technical Support [ Nomal | VanGraan, Bren.. 29 Jan 2019 13:31 te rminology for f||ter menu is required
CF040198 FW: Instore activation cell c store-caven... |[IEE Ao IEEE Vvarren Naicker Cell C Store- C.. 29 Jan 2019 13:20
CF040197 Website Enquiry : Write to us T Technical Support | Nomal | (Customner) 29 Jan 2019 13:15 .
4 3

N L Y Y A Y T i W W VP Vi W
k 2 3 4 5 6 8 9 10 [ 1- 500 of 32038 it
( : . I . : .u |\_ i /"'\, /"\,/"\,/"\,/"\ i /"\,/"\,/"\,/"\, /\ @@ 500 w  itemns perpage a ftems
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Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information in a dialogue competes with the relevant units of
information and diminishes their relative visibility.

ISSUES

Repetition of Label Naming. Keeping the
label name for the Left Menu and Sub Menu
creates confusion among the user

| SMS

# Dashboard

= aystem Resource

SOLUTION GUIDELINES

A separate naming convention for labels and

sub label helps a user differentiate easily
O User Account Maintenance

SEVERITY LEVEL
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Help users recognize, diagnose,
and recover from errors

Error messages should be expressed in plain language (no codes),
precisely indicate the problem, and constructively suggest a solution.

Example: iStockphoto’s 404

We looked really
hard

But it appears the page you seek doesn't exist
anymore.

You can continue on to or report this 404
error to




Help users recognize, diagnose, and recover from errors

Error messages should be expressed in plain language (no codes), precisely indicate the problem, and constructively suggest a solution.

ISSUES
. The error messages are system centric.
' lllllllllllllllllll ) ) I_I'_I:I'-‘—' ) ) )
inacle TopUp 2018 |Active |24 months 26/10/2018 |1 It is difficult for the user to comprehend
— — Message from webpage X ey O RS R % | the er.ror messages/ messages which are
— - technical jargons.
ploye o =
B _ I _ IExhiumies cannics e il elative | . Please enter the querying condition. ]
elative - : -
1 oK & | g
g 1Ce I
V 01 ) |

SOLUTION GUIDELINES

Error messages should be written in a way that
is understandable to the users.

SEVERITY LEVEL




Help and documentation

Even though it is better if the system can be used without documentation, it may be necessary to
provide help and documentation. Any such information should be easy to search, focused on the

user’s task, list concrete steps to be carried out, and not be too large.

Example: Beam’s KBS repository

Knowledge channel| call center channel ¥ | Branc‘

r | Enntent|

| Title]

Search

Reset

|| Expired services

South Africa
0

Retentions Team




Help and documentation

Even though it is better if the system can be used without documentation, it may be necessary to provide help and documentation. Any such information
should be easy to search, focused on the user’s task, list concrete steps to be carried out, and not be too large.

ISSUES

£] index @ Search
=== === = =] The Help and documentation uses a lot
7 Welcome to CRM System .
@g HUAWEI of Technical Jargon.

Home > Welcome to CRM Systen

‘[ Update History

2 v300R001C01LZACES
[ v300R001CO1LZACES
2/ V300R001CO1LZACES
2 V300R001CO1LZACES

7 V30DRO0LCO1LZACE? Welcome to CRM System

2 W300R0O01CO1LZACAD

2 V30OROO01COILZACAS Welcome to Help System

2/ V300R001C0O1LZACA7 . . P S

E V300R001CO1LZACAS With the help system, you can t; the g infor :

]

7 Va00R00ICoLLZACRD - Update Hitory SOLUTION GUIDELINES
|7/ V300R001C01LZACS + System Overview

17’ V300R001CO1LZACI6 » Customer Care

% \aooRoorcotizaces - Order Management The Help and Documentation should have:-

27 V300R001CO1LZACO0 + Inventory Managemen .

7 vaooRoorconLzace puenion Hansgemen: 1. A customer’s Perspective rather than a

7 V300R001CO1LZACH7 « Product Management , !

7 VaOOROOLCOILIACBASRCO | | e nedement system’s perspective.

[ Va00R001COULIACE: . GUl Reference 2. Frequent Updates: Highlighting the most
gﬁ;ﬂgaggiggiﬁg; Copyright ® Huawei Technologies Co.. Ltd. 2018. All Rights Reserved. common querIeS that eaCh depa rtment
|¥ V300RO01CO1LZACTS

% 333333315313@; Copyright © Huawei Technologies Co., Ltd. gets (Weeklyl Monthly) WhICh an agent
2 V300R001CO1LZACTS
7 V300R001CO1LZACT2 can relate to

z V300RO01CO1LZACT1

7 vaooRooicorizaces 3. The common errors and actions
12 V300R001C0O1LZACTD 1
2 vaooroorcorzacer 4. Best Case Update: Updating the best case

resolutions of customer queries that are
complicated to motivate the agents
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The system does not adapt to the user, the user has to adapt to the system. In the current system the user has to perform too many clicks

and toggle through multiple tabs to attend/resolve one call/query. This unnecessarily increases the frustration level and time. It also reduces
the efficiency and the productivity of an agent

The system is not intuitive as it does not prompt a user for next step. The system needs to communicate based on most likely used tabs
& functionality for each query type.

System does not recognize expertise of Users (Beginner, Novice and Expert). Hence, The restricted Intelligence in System tends to impact
the query Handling time of the Agents as well as the overall customer Journey.

The interface is not customizable for user. Different users may have different requirements. If customized, the agent will have more freedom
and control on using the system according to there own daily requirement.

The System uses technical jargon in multiple areas which needs to be simplified. Specific type of users (eg. Beginner) may have difficulty to
understand it.

No specific area in the system for notifications or quick checklist for the day to day task and over due of task from previous day. The users
has to spend lot of time and effort on every call everyday between their personal notes and system in use to get an overview of their
previous day and to plan their current day and next day follow ups.

SEVERITY LEVEL ‘ HIGH EASE TO FIX LEVEL . HARD



Navigation structure is complex. There is no visual hierarchical structure for the information.
Different behavior of the same component makes it difficult and confusing to perform a task.

The CTA buttons are placed far away from the actionable items. According to one of the Gestalt’s principle, also called "grouping,"” the
principle concerns the effect generated when the collective presence of the set of elements becomes more meaningful than their
presence as separate elements.

There is hardly any white space for Visual Relaxation. The elements should be arranged according to the principles and elements of
visual design.

The system components are making it difficult and too complex in terms of navigating. There are scroll inside scroll, tabs within the tabs,
repetitive text fields etc.

The input fields which are not required/mandatory is taking up a lot of space.

Error messages are not user friendly. Some of the existing error pop ups are using technical language which could be difficult to understand.

SEVERITY LEVEL ‘ HIGH EASE TO FIX LEVEL . HARD



The components are misleading, outdated and inconsistent. All the components should be updated as per the new standards
and should be consistent across the pages.

Current Search System increase the Cognitive load on user by making search bar and its functionality complex and confusing.

Naming Convention of Break up of bills is currently based on number of days (30 day cycle, 60 and 90) which creates confusion and less
understanding for the agents, rather title of the bill should be minimalist in nature for understanding of Agents and end user.

The Bill Language should be as per the mental model of the end user as Beginner or Intermediate user may not be able to connect
with Telecom Jargons.

The existing landing page does not fully utilize the available space, it can be enhanced as per the agents requirement for eg we can enrich
agent information like Last day Performance , current day target and expectation, hot deals for the day, Performance till date etc.

SEVERITY LEVEL ‘ HIGH EASE TO FIX LEVEL . HARD



Strong Concepts

1. KBS
The KBS is a great help for a new user to learn about the processes. But it
can be designed in a more user friendly way by making it more visual. E.g.
Using images/screenshots of the actual screen.

2. User Help system
Providing help to the user is a good practice. The information should be
available whenever the help is required. The system has a help section
which is useful to the user in case quick help is required.




Key constraints and future quick wins...

1. Personalized Agent dashboard
The new system should give the agent a holistic (360 degree) view of the customer and the ecosystem. Personalized
dashboard for the user to see their daily tasks like worklist, pending items, actionable items, An information kiosk where
they can track their performance and also compare it with overall team performance. This will help the agents to get a
holistic view.

2. User centric interactions — key focus on structure and content simplification
Our system should speak the user’s language e.g. the bill language should be as per the mental model of the end user. The
error messages should communicate the exact problem rather than giving any technical jargons. The error messages could
be more personal and fun to improve the user experience.

4. Visual Design — Aesthetical and Minimalistic approach
The complete visual treatment for the system is required. All the components and the visual styles are outdated. We can
achieve that by introducing a system which is aesthetically pleasing and functionally strong enough to improve the user
experience. The form and function of the new system should compliment each other. By designing a system with improved
user experience, we will also reduce the cognitive load of the user.

5. Workflow based adaptive interface -
The system should remove input fields that are not used by agents of that particular department. We should introduce an
experience based adaptable interface. The algorithm will be based on years of experience, business function, technical
expertise and other relevant skillsets.

6. Intelligent training ecosystem
Scenario based help and guidance for supporting continual learning linked to career evolution.




