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EXECUTIVE SUMMARY

KEY FINDINGS

Finding information is the most difficult thing to do
Opening a Trouble Ticket is the most important task

Users consider chatting with an agent (the most frequently performed task) and
content organization the top two areas for improvement

KEY RECOMMENDATIONS

Redesign the information architecture/site navigation to better align with site goals
and user needs

Redesign the Home page to align to top tasks and promote browsing to find answers
Improve Search result relevancy
Improve the chat experience

Follow WaMu.net and Brand guidelines for consistency in text size, color, headings,
hyperlinks, drop-down menus, and pop-up windows
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METHODOLOGY

Three usability experts conducted an heuristic evaluation of Solutions Center Online (See
Appendix 1 for a screenshot of Solutions Center Online). Each compiled their comments
separately and then met together to discuss the most important issues. This report will
summarize the major issues that were discussed.

A survey was then sent to the members of the WaMu.net Users group. It was open for five
business days and there were 151 responses (See Appendix 2 for the complete survey
text). The goal of the survey was to assess current perceptions of Solutions Center Online
(Solutions Center Online), common tasks and areas for improvement.

SURVEY RESULTS

FREQUENCY OF USE

We asked how often respondents used Solutions Center Online using the same frequency as
the personas the team is already using.

How often do you visit Solutions Center Online?

40%
32%
30% 26% 27%

20%
13%
10%
1%
0% —

Every weekto Once amonth Lessthanonce Onlyafew [I've never used
several times a a month times Solutions
day Center Online

e 13% Stalwarts (Every week to several times a day)
e 32% Frequent Users (Once a month)
e 26% Sporadic Users (Only a few times) and Toe-Dippers

e 19 of survey respondents have not used Solutions Center Online

“I feel like every time | go online for tech help, I find myself cringing and asking myself,
‘How long can | really deal with this problem before | do something about it?’”
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CONTENT ORGANIZATION

How organized is the information in Solutions Center

Online?
60%
48%
40% 3%
20%
4% % 5%
o I _——
Very organized  Organized Somewhat  Not organized Not organized
organized, at all
somewhat
disorganized

e 419% consider the information in Solutions Center Online organized
e 48% somewhat organized, somewhat disorganized

e 12% not organized

Is it clear from the navigation what options you have
available to you?

50%

40% 38% 40%

30%

20%

14%
10% 0
| [ ]
Yes, definitely Yes Sometimes No No, not at all

e 41% think the navigation clearly shows what options are available
e 40% thing the navigations sometimes shows what options are available

e 199% do not think the navigation shows what options are available
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60%

40%

20%

0%

60%

40%

20%

0%

How easy is it to find the information you're looking for?

60%
16% 15%
7%
- ]
|
Very Easy Easy In the middle Difficult Very difficult

19% find it easy to find the information they’re looking for in Solutions Center Online
60% are in the middle
22% find it difficult to find the information they’re looking for

When looking for information, which of the following
options would make it easier for you?

50%

I |

16%
[
Topic System Audience Information Type

50% of respondents thought breaking up the information by topic (e.g. Passwords)
would make it easier for them to find what they’re looking for

30% prefer System (e.g. E-mail, phone, Internet Explorer)
16% prefer Audience (e.g. Retail Banking Support, Home Loans Support)

0 Currently, there are only audience groupings for Retail Banking and Home
Loans. It is hypothesized that this would be more useful if more audiences
were included
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e 3% prefer Information Type (Article, Quick Fix, Quick Show, External Link)

0 Currently, throughout the site all Quick Fixes are together, Quick Shows are
together, etc. Grouping like items together by topic would be easier.

SELF-HELP VERSUS ASSISTED HELP

Do you prefer to chat with an agent to solve your issue or
do you prefer to find the answer yourself?

40%
33%

30% 26%
23%

20%
12%

10% . 6%
0o [ ]

Strongly prefer Prefertochat  Sometimes Prefer to find  Strongly prefer

to chat with an  with an agent chat, the answer to find the
agent sometimes find myself answer myself
the answer
myself

e 49% prefer to chat with an agent
e 33% sometimes chat, sometimes try to find the answer themselves
e 189% prefer to find the answer themselves

e “Itis easier to chat with an agent than to find the information on your own.
Although, it has become a hassle to wait the time to talk to an agent it is still quicker
than searching through the information on your own. It is a hit or miss when
searching on your own.”
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TASK ANALYSIS

For each of the tasks below, participants were asked to rate how often they performed the
task on a 5-point Likert scale. The top and bottom responses were grouped together and
the graph below shows the most frequent tasks on the left and the least frequently
performed tasks on the right.

How often do you perform the following tasks?
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e The top three most frequently performed tasks are:
1. Chat with an agent (56% frequently chat with an agent)
2. Open a new Trouble Ticket (50%)

3. Reset your passwords using P-Synch (30%) — a noticeable drop from the top
two tasks

e The least frequently performed tasks are:

Watch a Quick Show video (94% infrequently watch a video)
Read an article (79%)

Check Computer Health/Settings (66%0)

Use a Quick Fix to solve an issue (65%)

o r W NPR

Get to Service Station (53%)

= It is hypothesized that users know how to get to Service Station if they
know that their ticket is in Service Station and they would not use
Solutions Center Online as a primary method for getting to Service
Station

= It is more important to differentiate the difference between Service
Station and Solutions Center Online and give users a clear path to get
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to Service Station than it is to expect that they will use Solutions
Center Online to get to Service Station

SCOL Heuristic Evaluation and Survey

e The highest task sometimes performed is Check the Status of a Trouble Ticket

Participants were also asked how easy the tasks are to complete, again on a five-point
Likert scale. For this question, however, a N/A option was included so that participants
would not rate how easy a task is if they haven't performed the task.

The percentages have been normalized to show the relative ease of use for each task in the
graph below.

How easy are each of the following tasks? (Excludes N/A)
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e 72% found the easiest task is resetting your password using P-Synch, which is not
part of Solutions Center Online
e The top four easiest tasks are:
Chat with an agent (61% Easy or Very Easy)
Check computer health (61%0)
3. Open a new trouble ticket (60%0)
4. Check trouble ticket status (60%0)

N

e The most difficult tasks to perform are:
0 37% find Searching to find an answer difficult

0 37% find Browsing to find an answer difficult
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The following graph shows the percentage of respondents who selected “N/A” in the graph
above. It is inferred that these are tasks that are not performed.

SCOL Heuristic Evaluation and Survey

Percentage of participants who do not perform the following tasks
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e The least performed task is watching a video; 75% of respondents did not rate the
ease of use on watching a video

e The next three least performed tasks are:
0 Reading an article
0 Using a Quick Fix

0 Checking your computer health

“l have no idea what the quick fixes and quick show videos are... Ultimately | have little
faith in the technology dept and rarely get my questions answered. | use my colleagues to
figure out issues and go into SCOL as a last resort.”
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Participants were given a list of tasks and asked to check as many of the tasks that are
important to them. The graph below shows the response percentage for each task.

Of the following tasks, which are the most important to you?

Open a new Trouble Ticket _ 82%
Check the status of a Trouble Ticket [[NEEGEGEGEGEEEEEEEEEEN 63%
Reset your passwords using P-Synch _ 60%
Search for information on how to solve an I 2%

issue you're having

Get to Service Station |G 32%
Use a Quick Fix to solve an issue [ 30%

Check your Computer Health/Settings [ 19%

Watch a Quick Show video on how to solve

) B 3%
an issue

0% 30% 60% 90%

< Opening a new trouble ticket and checking the status of a trouble ticket are the most
important tasks

0 82% of survey respondents selected “Open a new Trouble Ticket” as one of
the most important tasks

0 63% selected “Check the status of a Trouble Ticket”

e Search for information on how to solve an issue you’'re having was selected by 44%
of respondents, however this particular task was rated the most difficult to perform
(see graph on page 7) and organization of content was the second highest item that
needs the most improvement (see graph on following page)

e Watching a Quick Show on how to solve an issue is the least important task
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Participants were asked to select one of the following as the item that needed the most
improvement.

Which of the following needs the most improvement?

Chat with an agent [ 329%
Organization of content [ 28%
Search [N 13%
Quick Fixes [N 9%
Open a Ticket [N 8%
Check the status of a ticket [ 5%
Articles T 3%
Quick Show video tutorials 1l 2%

0% 20% 40%

e Chat with an agent and Content organization are the top two items users perceive as
needing the most improvement

0 These should be the top priorities when scheduling future improvements

« Ticket status, articles and Quick Shows were the least selected and thus need the
least amount of improvement

There was a final question which asked users to explain why they though a particular issue
needed the most improvement or to give any other feedback they had about Solutions
Center Online. Quotes have been inserted throughout this report where relevant.
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HEURISTIC EVALUATION SUMMARY

Three usability experts conducted the heuristic evaluation. Each compiled their comments
separately and then met together to discuss the most important issues. This report will
summarize the major issues that were discussed.

More detail can be found in the Heuristic Evaluation spreadsheet that accompanies this
report. Recommendations will be found throughout this section.

The top five areas to focus on to improve Solutions Center Online are:

a p W N

Information architecture and navigation
Home page design

Search

Open a New Ticket/Chat with an Agent

WaMu.net and WaMu Brand consistency

INFORMATION ARCHITECTURE
Information Architecture is the first priority for improving Solutions Center Online.

Browsing or searching for information is the most difficult task to perform on the site
Content organization is second only to the Chat experience as the item that needs
the most improvement

Only 16% of participants have not tried to browse to find the answer to their issue
48% find the site somewhat organized and somewhat disorganized

41% think the navigation clearly shows what options are available

Only 19% find it easy to find the information they’re looking for

Comments about the information architecture of the site:

“I try to avoid going to the site and try to search for answers elsewhere.”

“l get lost whenever | try to use solutions center online.”

“It is easier to chat with an agent than to find the information on your own.
Although, it has become a hassle to wait the time to talk to an agent it is still quicker
than searching through the information on your own. It is a hit or miss when
searching on your own.”

“I find the categories in the Quick Fix section too broad. Often times it is puzzling to
figure out which category you need, so you click through each one, or get frustrated
and try to chat with an agent. It would also be helpful if the "how to" descriptions
were brief and to the point rather than the verbose headers currently used.”

The navigation is inconsistent in the way that it groups content by:

Actions (Opening a new ticket and checking the status of an open ticket)
Topic (Passwords and Computer Health/Settings)

Information type (Quick Help)

Audience (Retail Banking Support and Home Loans Support)
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I’'m sure the audience category is helpful for Retail and Home Loans employees, but there
isn't an audience breakdown for everyone. One survey respondent indicated that it would be
helpful if there was a section for Retail employees, not realizing that there is.

Recommendation: Review metrics on existing audience content for Retail and Home Loans
to determine current usage and investigate whether additional users would find this helpful
(such as corporate employees and Commercial Group employees).

Proposed Navigation

50% of survey respondents indicated breaking up the content by topic would make it easier
for them to find what they’re looking for. All topics should all be listed under the “Self-Help”
category below.

To simplify the navigation, consider using the following task-based categories:

e Tickets/Service Requests

0 Open a new Trouble Ticket
0 Check the status of an existing Trouble Ticket
0 Chat with an Agent
e Self-Help
o0 E-mail and Communications
o0 Internet Explorer, Web-Based Applications
0 Lending Applications
0 Logins, Passwords, WaMu Network, VPN
0 Microsoft Office
o0 Other Applications (1 would list a few of them here)
o0 Blackberries and other Peripherals
0 Service Station
o0 Virus and Spyware
e My Computer Health/Settings
0 This should just be a snapshot page with all information related to the user’s
computer
0 Related items should be linked as appropriate but the content should be found

in the Self-Help section above

e Help and FAQs

(o}
o
(o}

About this Site

How to Search

Solutions Center Online Training
=  What are Quick Fixes?
=  What are Quick Shows?

o Site Feedback

Since P-Synch is not part of the site, it should not be in the navigation. The content that
pertains to passwords that resides on the site should be found under the Self-Help
navigation item.
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HoME PAGE DESIGN
Redesign of the home page to align with user goals. Elements to include on the homepage

are:

Search box to help users find relevant information to their issue
0 Carrie suggested a new search box:

Customer Resources - Product knowledgeBase

Product: | Product w
Categaory: | SLL b

Wards to search for:

OR updated in last days,

The character ™ is a wild card which permits you to find words with
different endings. Far example specifying export® wiould lacate
export, exporty, and exported

F SUBMIT

A way to browse content by topic (basically the groups under Quick Help)
Actions link list:

0 Open a new ticket

o0 Chat with an agent

0 Check ticket status

0 My resolved tickets

0 My Service Station tickets
Site goal
Text which distinguishes Solutions Center Online from Service Station
Alerts — should be more relevant or not there at all
Related links to external systems: Service Station and P-Synch

Recommendations

Remove the WaMu.net link from the navigation, users know how to get to WaMu.net
and more likely than not, they have it open in another window anyway

Use the new WaMu Brand-approved logo

Clicking on the logo should take you to the Solutions Center Online home page, not
the WaMu.net home page

Present the most current alerts at the top of the list

Target alerts better to specific audiences who they apply to or consider removing the
user’s name from the header. It is misleading because the alerts aren’t really
personalized

Reduce the size of the Search box; perhaps consider incorporating it into the site
header such as on WaMu.net
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SEARCH

Search result relevancy is not up to user expectations. There are many user comments
about this. Dom took a deep look into search results in his Rapid Usability Assessment
which | will attach at the end of this report (See Appendix 3).

The design of the homepage strongly advocates the use of search as evidenced by the large
search box which takes up the top of the page. From the survey, we know that users have
little luck when trying to search:

e “The search did not help me and | spent over 30 minutes trying to find out the right
approach.”

e “It's not easy to perform searches and I've never really been successful at finding
anything to useful to solve whatever problem |I am experiencing.”

e “l have tried to use the Search feature in SCOL and it works as long as you ask the
correct question. If you search for information and you don't have the correct
keyword, or it's a new problem you waste time and get frustrated trying to use the
Search for a solution.”

Search Recommendations

e Improve search result relevancy
e Consider hosting search internally and incorporating with WaMu.net search

OPEN A NEW TICKET/CHAT WITH AN AGENT

There were also several comments about the chat experience in the survey and the support
techs not reading the information that was typed into the box to open a new ticket.
Interestingly, the system knows that information (by clicking Computer Health/Settings, it
will tell you exactly what it asks you to find and type in the box). Additional issues are
summarized below.

Summary of Chat Issues

e Agents frequently ask for the same information and do not read the information
users give them
0 “It *is* easy to start a chat - there's just not much point in it. You fill in all
the contact information and the question and they ask you for it all over
again.”

e Agents do not understand the issues
0 “When | say that Chat with an Agent needs most improvement, | do not mean
the Ul or browser functionality, but rather the poor quality and shallowness of
Agent knowledge of WaMu systems.”

e Language barriers — Of the 57 comments about the Chat experience, 17 of them
(30%) indicated difficulty because of a language barrier

o0 “ltis also very frustrating to get an agent that speaks broken English and you
have to continually ask them to repeat what they want you to do and then to
find out they cannot help you and they have to escalate the issue to someone
back here. | have recently wasted over 4 hours trying to get an issue resolved
that if | could have spoken to someone locally, it would have been resolved in
less than an hour. Having offshore tech help is time consuming and counter
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productive and | believe probably ends up spending more money than it
saves.”

* Tickets have to be escalated for resolution
o “Rarely do | have a helpful experience with chat with an agent. 9 times out of
10 it must be escalated. See Chat with an Agent as a means to get something
escalated to someone that can help.”

e It takes a long time to call or chat about an issue
0 “It just takes to long to get an answer and to even input the ticket or
problem”

e Scripts do not address the issues users are having
o “I often find that the agents' scripts don't necessarily address the issue that
I'm having, or aren't modified to take into account information/updates that
I've provided them. It can be very frustrating.”

e Computers are more locked down in the Financial Centers
0 “The biggest issue we have at our branch is the lack of info we can access. It
is extremely difficult to fix an issue when we cannot access anything, which in
turn makes us have to talk to an agent.”

e Technical Language
0 “Opening a new ticket without help is nearly impossible. There are so many
fields with drop downs that are so specific and IT-speak that there is no way a
non-IT employee could possibly select the correct one. And each drop down
builds on the previous one so once you have one wrong, there is no way you
will ever be successful.”

e Past tickets do not show up
0 “Only active tickets show. When one is trying to track down tickets that have
mysteriously closed, this is not helpful. When the ticket is still active, there is
insufficient information about what is being done with it, who is doing it, and
how to contact that person.”

Recommendations

e Separate Open a New Ticket from Chat with an Agent. They are different things.
 Redesign the Open a New Trouble Ticket page:
o0 Automatically attach all information the system already knows about the
users’ computer
0 Separate out text fields that users need to enter
0 Require agents read the information that users enter when opening a ticket
e Consider bringing support back in-house, many users have indicated that the
language barrier, scripts, and performing actions again after they told the agent they
already tried it wastes a lot of time
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WAMU.NET AND WAMU BRAND CONSISTENCY

Throughout the site color is used inconsistently, fonts are too small to read, and headings
are in color instead of a larger font size. The Brand Team should be consulted on the
graphic design of the site.

In general, body text should be 10 point Verdana. Hyperlinks should be the standard blue
color and only underline when hovered over.

See the following WaMu.net Standards for additional guidance:

e Fonts and Colors Standard

e |In-Site Navigation
e Link Standard

e Pop-up Windows

Recommendation: Consider getting rid of the drop-down menus, which are problematic
for users with motor disabilities. This will also help Solutions Center Online to align with
WaMu.net and provide a more consistent user experience.
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APPENDIX 1: SOLUTIONS CENTER ONLINE

Fle Edt View Favorites Tools Help -
o Eact > |ﬂ |§] _h f_" Search ;\\' Favorites ) ; el

Agdl’eSSEEj http://help2.wamu.net/sdcxuser/asp/wm_frameset.asp ‘ll . Go Links ”
“!!y Feedback | About This Site I Chat with an
\Wallu.net Home Tickets/Service Requests  Passwords  Computer Health/Settings  Quick Help  Retail Banking Support  Home Loans Support Agent &

Solutions Center Online

Find Answers How To Search | Use Advanced Search

Search for answers in our knowledge base.

< Type in a question or T |
% problem description. Search Now

You can also browse by category.

Josh's Alerts Frequently Used Solutions

Visual Banker: Cannot view and print Signature iCard [~]

Mar. 27 3:00 p.m. Microsoft Office Applicaticns Missing _j without saving

Feb. 21 6:30 a.m. Notice to all Simple Loan Manager users
Mar. 06 11:00 a.m. Change the Time on Your Phone Due te Daylight Saving Time

How To: Remove or Return the WaMu Teday Page in Outlock

What is: New on Selutions Center Online

Solutions Center Online: Quick Help and Alerts Display
"Error: Content Not Found”

How To: Request a Password Reset/New User for Imageweb

Printing: Unable te Print to Local Printer U

DI I D

In addition to your alerts, view a list of All System and Network Outages.

About This Site | Chat With an Agent & Let us know how our site can assist you

[er—

&] Done al & Localintranet
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APPENDIX 2: SURVEY TEXT

1. How often do you visit Solutions Center Online? *
e Every week to several times a day
e Once a month
e Less than once a month
e Only a few times

e I've never used Solutions Center Online

2. How often do you perform the following tasks in Solutions Center Online? *

Never Sometimes Every time | go
there

Chat with an agent

Check the status of a trouble ticket

Check your computer health/settings

Finding the answer to your issue by
browsing

Finding the answer to your issue using
search

Get to Service Station

Open a new trouble ticket

Read an article

Reset your passwords using P-Synch

Use a Quick Fix to solve an issue

Watch a Quick Show video
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3. How easy are each of the following tasks to perform in Solutions Center Online? *

Difficult Average Easy | N/A

Chat with an agent

Check the status of a trouble ticket

Check your computer health/settings

Finding the answer to your issue by browsing

Finding the answer to your issue using search

Get to Service Station

Open a new trouble ticket

Read an article

Reset your passwords using P-Synch

Use a Quick Fix to solve an issue

Watch a Quick Show video

4. Of the following tasks, which are the most important to you? (Check all that apply) *
[These were check boxes]

e Open a new trouble ticket

e Check the status of a trouble ticket

 Get to Service Station

e Search for information on how to solve an issue you're having

e Watch a Quick Show video on how to solve an issue

e Use a Quick Fix to solve an issue

e Check your computer health/settings

e Reset your passwords using P-Synch

5. Do you prefer to chat with an agent to solve your issue or do you prefer to find the
answer yourself? *

e | strongly prefer to chat with an agent

e | prefer to chat with an agent

e Sometimes chat, sometimes find the answer myself
e | prefer to find the answer myself

e | strongly prefer to find the answer myself
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6. How organized is the information in Solutions Center Online? *

Very organized

Organized

Somewhat organized, somewhat disorganized
Not organized

Not organized at all

7. How easy is it to find the information you're looking for? *

Very Easy
Easy

In the middle
Difficult

Very difficult

8. When looking for information, which of the following options would make it easier for

you? *
L J
L J
L ]

9.Is it
you? *

Grouping information by Topic, e.g. Passwords
Grouping information by System, e.g. E-mail, phone, Internet Explorer
Grouping information by Audience, e.g. Retail Banking Support, Home Loans Support

Grouping information by Type, e.g. Article, Quick Fix, Quick Show video, External
link

clear from the Solutions Center Online navigation what options you have available to

Yes, definitely
Yes
Sometimes
No

No, not at all

10. Which of the following needs the most improvement? *

Articles

Chat with an agent

Check the status of a ticket
Open a Ticket

Organization of content
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e Quick Fixes
e Search
e Quick Show video tutorials

11. Please explain why you answered the way you did in the question above. You can also
use this space to give us any other feedback you have about Solutions Center Online.

[Text box]
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APPENDIX 3: RAPID USABILITY ASSESSMENT

The following is Domenick Dellino’s Rapid Usability Assessment of Solutions Center Online.
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