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UI/UX RESEARCH PLAN
01/20/2012

User Experience Employee Interviews
by James Rutherford, Sr. Operations Designer, james@aquinasandmore.com

Stakeholders: lan Rutherford (President and web developer), Employees

Background

The current Aquinas and More admin site serves as a POS system, inventory management system, fulfillment system, and data entry system.
The abilities of the system are largely organized by data similarities. As the need for more efficient operations has become imperative, it has
been shown that a task-based system would greatly reduce the amount of labor required to perform the daily tasks of the various departments.

Goals
Ascertain each employee’s technological experience, note their most frequented tasks, and get user input for the admin redesign project.

Research Questions
What is your technological experience?

Do you use touch-based interface systems in other areas of your life?

What are your five most-frequented tasks?

Do you have ideas on how to improve the efficiency of these tasks?

Participants

Because of the small number of employees at Aquinas and More, each one will be interviewed so that there is a full sampling of data from
each department. The total number of participant will be six or less.

Schedule

Interviews will be conducted the week of 1/23/2012. A signup sheet will be posted for employees so that they can choose a time that has the

least impact on their work schedules.

Script
See Department Folders\IT\UI_InterviewQuestions.pdf
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UX INTERVIEW

Aquinas and More Catholic Goods, Inc.
User Experience Interview

User Name:

Job Title:

Department:

Date:

Conducted by:

TECHNOLOGICAL EXPERIENCE:

1. How would you rate your level of comfort with computers?

very comfortable

very uncomfortable

2. Do you have a computer at home?

Yes No

3. What programs do you use the most?

4. Have you ever used a touch screen device like an iPad or smart phone?

Yes No

5. Do you ever use pay-at-the-pump or self-checkout? Why or why not?

6. Do you find those interfaces intuitive?

Yes No
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OVERALL IMPRESSION OF ADMIN SITE:

1. How would you rate the usability of our admin site?

utterly confusing very intuitive

2. How would you rate the efficiency of the site?

way too much clicking to find the pages I need everything is right where I need it
1 2 3 4 5 6 7 8 9 10

3. When you've finished a task does it usually end where the next task begins?

‘ Yes | No ‘

How would you rate the graphical design of the site?

there’s a graphical design to the site? I can’t imagine a more beautiful site

TASK ANALYSIS:

1. What are the five most-frequented tasks you perform on the admin site?

2. Do you any ideas on how to improve the efficiency of these tasks?

3. Are there any additional features associated with these tasks that you would find helpful?

4. Are you aware of any bugs associated with these tasks?
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OBSERVATION:
Instructions: Watch the user perform the top five tasks and take notes.

Task 1

1. Is the user performing the task the way the task was designed?

2. If there is more than way to perform the task, is user taking the shortest route?

3. Is the user proficient at finding the proper buttons and links?

Task 2

1. Is the user performing the task the way the task was designed?

2. If there is more than way to perform the task, is user taking the shortest route?

3. Is the user proficient at finding the proper buttons and links?

Task 3

1. Is the user performing the task the way the task was designed?
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2. If there is more than way to perform the task, is user taking the shortest route?

3. Is the user proficient at finding the proper buttons and links?

Task 4

1. Is the user performing the task the way the task was designed?

2. If there is more than way to perform the task, is user taking the shortest route?

3. Is the user proficient at finding the proper buttons and links?

Task 5

1. Is the user performing the task the way the task was designed?

2. If there is more than way to perform the task, is user taking the shortest route?

3. Is the user proficient at finding the proper buttons and links?
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INTERVIEW SUMMARY

Table of results

Common Task Summary

cust order status
Add/Edit item

change item inventory
change warehouse loc.
item search

receive boxes

send Pos

take order

take orders

create credit accounts
create coupons

do drawer/sales report
fill orders

find pending orders
PO status

process orders
process PP, Google...
process returns

ship packages

update order location
view invoice report
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Tech Experience

1 - tech comfort 7
2 Y
Office
Excel
Outlook
web email

Windows Media

Player
4 n
5 y - convenience
6 y
Overall Impression
1 - usability 7
2 - efficiency 7
3 n
4 - graphics 5
Task Analysis
1 process returns
PO status

cust order status

receive boxes

take orders

10 5
y y
Outlook web email
Firefox Paint Shop Pro
Eclipse Open Office
Word PC games
SQL Server
Manager
y y
y - faster y - faster/
convienence
y y
6 8
5 2
n n
2 3

Add/Edit item take orders

take order cust order status
view invoice item search
report
create fill orders
coupons
send Pos

10
y
Firefox

web email

y

y - faster, easy
learning curve

y

— 3 o1 ©o

take order
cust order status

do drawer/sales
report

item search

find pending orders

3

y
Windows XP

Outlook
Firefox

y - faster

o < o o

process orders
ship packages

change item
inventory

change
warehouse
location

process PP,
Google...
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PERSONA 1

Sydney Skirvin

Age: 42

Position: Fulfillment Specialist

“Everything has to be finished, every day.”

SYDNEY HAS A BACKGROUND in fulfillment / logistics. He is very self-driven and likes all
his work finished before the end of the day. Sydney believes that the key to successful and
efficient work is the result of planning and organization rather than system optimization.

In his free time, Sydney enjoys spending time with his wife and two teenage children and taking
in the occasional football game. Sydney has been using computers in his occupation for 12
years, but only uses his home computer for simple tasks like writing emails and checking the
score from the previous night's game.

Sydney is most comfortable using uncluttered user interfaces that allow him to quickly
accomplish his task. He seldom explores a program’s capability beyond the basic level of
functionality and this sometimes means that he misses out on time-saving techniques like using
shortcut keys and saving frequently used pages as grouped tabs. He has to conquer a steep
learning curve to understand computer programs, but once he has learned the technique he will

L Objectives Frustrations Common Tasks
Statistics

e Fill orders and ship packages e System bugs and errors e process orders

comfort with computers without errors * Inventory discrepancies  ship packages

PR * Have a clean workspace at the * Multiple non-integrated essential e fix item inventory .
depth of system knowledge end of the day systems e change item warehouse location
e (et customer orders out as ¢ Non-documented procedures
collaboration with other departments quickly as possible

e Insure shipping costs do not
exceed shipping income

need for use of programs outside system

T
level of communication with customers
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PERSONA 2

Jane Vasterling

Age: 29

Position: Customer Service Representative

“I have to be creative when trying to
solve customer problems.”

JANE IS A CUSTOMER SERVICE REPRESENTATIVE who has been with the company four years.
Her previous jobs included cashier and receptionist. She is talented at understanding the
customer’s needs and coming up with creative solutions to resolve issues as they arise.

Jane has a smart phone and a home computer and considers herself fairly adept at learning
new technologies. At home she uses Facebook, consumer-level photo manipulation software,
and plays the occasional PC game. She enjoys spending time with friends and family and is an
active volunteer in her community and church.

Her job as a customer service representative requires that she be able to use the user interface
system in a variety of creative ways. While many of her tasks are linear, she also has to

have access to the fulfillment / purchase order system in order to track order progress with
customers and vendors. She works closely with other departments to provide customers with a
satisfying shopping experience. For Jane, communication is the key to professional success.

o Objectives Frustrations Common Tasks
Statistics
- — e Provide customers with a high e Lack of documentation e take customer orders
COImmiore witn cormputers o
level of attention and care ¢ Task flows that do not reflect e check purchase order status
e Resolve customer issues quickly customer expectations e check customer order status
depth of system knowledge and satisfactorily * |nability to change existing  find item SKUs
e Always find the item a customer orders
collaboration with other departments is looking for, even if it is not part
of the standard inventory
——

need for use of programs outside system

a=
level of communication with customers
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PERSONA 3

Mitch Abernethy
Age: 36
Position: Product Manager

“I have to be efficient to manage a large
database of products.”

MITCH IS AN AVID READER with a great depth of product knowledge. He is well suited to his
position because he uses the products in his off time and enjoys keeping up with industry news
and changes. He has a 4-year college degree and a background in sales.

While Mitch’s primary talents are in sourcing product, he also has some technical training
using professional level image manipulation software and has a thorough understanding of
the product management system. He is adept at pulling data out of the internal system as well
from other online sources. Mitch’s capabilities at using the system surpass that of employees
in most other departments. He can do data entry using the standard techniques as well as
through spreadsheet upload.

Mitch obsesses over having the proper tools to do his job. Workarounds and system
inefficiencies lower his productivity and overall job satisfaction. The large database he has to
manage makes smooth processes essential to his productivity.

Objectives Frustrations Common Tasks

Statistics

comfort with computers

depth of system knowledge

collaboration with other departments

need for use of programs outside system

level of communication with customers

Source new products that will
excite customers

Update pricing the most efficient
way possible

Write copy for items that will
entice shoppers to buy

provide customers with accurate
information about products

Not having enough information
to thoroughly add an item
Managing a dynamic database
of constantly changing items
Using a category tree that does
not work intuitively

Not having a standard way of
receiving product information
from vendors

adding and editing items
changing prices

adding new vendors
creating product images
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TASK ASSESSMENT

The purpose of this task assessment is to
document the types of tasks each employee role
handles according to user interviews.

role

primary tasks

secondary tasks

OO @

take orders

get PO
status

check cust.
order status

item
quick add

item
quick add

update

order loc.

process

returns

custom
holy cards

10

check
aging orders

check
aging POs

return
report
create gift error report
run KPI
report

process
returns

certificates

print

barcodes

bulk price
change

add

change
categories

inventory

change
warehouse
loc.

add items ‘

Aquinas and More Admin Site Documentation
James Rutherford, Sr. Operations Designer



change item

inventory

update

order loc.

ship
packages

review stock
levels

enter order:

drop ship
items

checks
mobile
Google
Paypal
Amazon

item lookup

scan book

covers

print

barcodes

update
order loc.

change
warehouse
loc.

change

inventory

check-in
packages

scan
shipping
barcode

storefront

earnings

affiliate
earnings

invoice

report

consignment
report

sales report

11
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create
credit
account
coupon
report

storefront
earnings

create
coupon

create

campaign

advertising
report

coupon
report
schedule
sale
feature
items

12

write
articles

take orders

get PO

count
status

drawer

run sales

create gift
certificates report
item
quick add

create
PO

add credit
accounts

send
PO

find

bestsellers

run repor
find Hn repofig on hold
" aff. / consg. I
stock items vendor list
/ storefront.

Create

chaplain reg.
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[E

SHIPPING
Ship a Package
o W20121210223487 o e Accumulated Shipping:  $0.00
il bk This shipping cost:
Standard o E

o Current order status:

Is Being Processed @ Enter Tracking Numbers:
®USPS  OFedEx OUPS ‘ ‘

(e J [ mm ] [ Pv | | |

{ First Class VJ ‘ ‘

Shipping Address:
Joe Cobb

123 Main St
Anytown USA, 50812

o Notes:
Please ship package before the 0 [ }

Ship Package
end of the month.

1. Customer order number. USPS has First Class (FC), Media Mail 10. Shipper scans in barcodes from package.
(MM), Priority Mail (PM).
2. Current processing status of the order. FedEx has Smart Post (SP), Ground (FXG),  11. Shipper marks package shipped. This
and Second Day (FX2). updates the order status and charges the
3. Notes submitted by customer or customer UPS has Ground (UPSG), Second Day Air customer for the shipment.
service department. (UPS2).
4. Customer’s chosen shipping method. 7. Drop down has all available shipping

options from every carrier.
5. Shipper selects from available carriers.
Selected radio button defaults to 8. Accumulated shipping shows the
customer’s chosen method. shipping costs from any prior shipments
on the order.
6. Quick Selects buttons for common carrier
service methods. Options are based on 9. Shipper enters the shipping cost for the
the radio button selected (5). current shipment.
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Amount and Notes
Enter gift certificate amount.

Add notes for reasons like “faithful
shopper” customer name or an
order number associated with the
gift certificate.

CREATE GIFT CERTIFICATE
Step 1: Fill out fields

Create Gift Certificate

Amount ‘ ‘ Notes ‘ [Issue Reason V]

Step 2: Confirmation page

Create Gift Certificate

Amount ‘ ‘ Notes ‘ [Issue Reason VJ

Gift Certificate G201217742236 has been created.

14

Reason
Select reason so that a report can be
generated for gift certificates.

Confirmation
Confirmation shows the gift
certificate number. Click on number

Aquinas and More Admin Site Documentation
James Rutherford, Sr. Operations Designer



15

BARCODES AND WAREHOUSE LOCATIONS
Step 1: Fill out fields

Barcodes and Warehouse Locations Location DI’OdeWﬂ
i If “Print Y" is selected, barcodes print
H Print Y o
Fields —[ [ sku | [ty | (a1 v) S based on qty, and warehouse location

Enter SKU and quantity (to print). is updated on SKU.
If not printing, leave quantity blank. If “Print N is selected, only the
warehouse location is updated.

When warehouse location has not
changed on SKU, warehouse location
is not updated.

Warehouse location sticks for entry
of next SKU and field focus returns to

Step 2: Confirmation page
. g SKU.

Barcodes and Warehouse Locations

®© PrintY

Skl ‘ ‘Qty ‘ {A1 VJ OPrintN

Item 65213 has been updated. Confirm ation

Confirmation shows which SKU has
been updated and provides a “_blank”
link to the “item edit” page.
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SKU Field

Field focus is set on SKU.

Location Dropdown
Warehouse Location dropdown
defaults to N/A and only
updates the item if an alternate
location is selected.

]

CHANGE INVENTORY

16

Step 1: Fill out fields and select warehouse location

Change Inventory

[ Add to Inventory J

EX | [oty |
‘ Comment ‘
Warehouse S @ Print Y
Location OPrint N

Step 2: Confirmation page

Change Inventory

[ Add to Inventory J

Item 65213 has been updated
with 3 items.
There are now 16 in stock.

\ SKU \ \ Qty \
‘ Comment ‘
Warehouse o @ Print Y
Location OPrint N

Print Barcodes

Print Barcodes prints number
of barcodes in QTY and default
is setto N.

Confirmation

Confirmation shows image of
updated item. Text shows gty
updated and current inventory
value. SKU numberis a
“_blank” link to the inventory
changes for that item.

Field focus returns to SKU field
and warehouse location stays
on previous value.
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ORDER LIFE DIAGRAM

filler

processor

found partial
partials \

receiver

order

Order Shipped
A

filled and packed

sway Buissiw

Y

shipper

payaed

sway Buissiw

order

Y

found and filled

packer
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FILLABLE ORDER TASK FLOW

Orders to ship

Queue

@

W20121012244123
has been updated.

[]

Continue to next order f D
[]
[]

W20121012244123

has been updated.

items missing

barcode

Items Missing
_ Generate Report

i

order location changed to

“order processing.”
0

JUlli
L H ‘I‘:-.I' l .

=

print packing slip

18

a. Queue is all orders which
can be filled and shipped
including Ship As Available
Orders with items in
inventory.

b. When all items have
been scanned into the
order, the screen shows
an order-filled page and
displays the “Packed”
and “Bagged” button.

W20121012244123

lIn4 1210
19pIO XN

c. When the “Packed” and
“Bagged” button has been
clicked the screen moves
to the next order in the

MXNXXX

queque.
Packed Bagged d. Package sealed with
~ Print & Ship Print & Pack shipping voucher, shipping

barcode affixed to package,
and package placed in bin
for the shipping line.

order location
changed to
“packing.”

order location
changed to
“shipping line.”

=

e. Items, barcode, and
shipping voucher placed in
zipper bag and put in bin for
the packing line.
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