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For the Professional Activation project in Business Applications, usability was asked to provide expertise for the design of the Activation UI (AUI), which included the following 3 components:


1. An interface for groups throughout the company to create and extend trials (a replacement of the Passcode Generator, with additional functionality).

2. An interface Customer Service could use to assist customers with licensing tasks that were not self-serviceable, or that customers were unable to do on their own (e.g. activating, re-designations, etc.).

3. An interface for Linda xxxxx (and possibly designated Customer Service managers) to perform tasks related to policy and license file management.

This document briefly summarizes our contributions and discusses the impact those contributions had on the project. (The information in the Impact column is collated from a retrospective session held on March 12, 2008 as well as follow up interviews with Maureen xxxxxxx, Craig xxxxxxx, Jordan xxxxxx, and Tara xxxxxxx.)
Use Cases/Workflows

	For the licenses section of the AUI, we collected 80+ use cases from various sources. For each of these, we identified the user goals, triggers, and assumptions, then created a large, cross system workflow (involving ORC, GQO, Siebel, etc. and the not yet designed Activation UI (see figure). For the trials section of the AUI, we generated more detailed, visual workflows from outlines of existing use cases.

Impact
The large, cross system workflow for licenses and the more detailed, visual workflows for trials helped Maureen, Systems Analyst, in the following ways: 

· It helped her validate that the Activation UI addressed business requirements from end to end, assisted her in identifying where there were holes, and prevented important requirements from being overlooked.
· It helped her better scope the project by identifying which requirements were most important, and thus where she should focus her energy. It allowed her to eliminate things she didn’t immediately need to worry about.
· It helped her (as a newer employee) get to know the users in different areas of the business and understand things from their perspective. Participating in the workflow sessions allowed her to hear what was important to the users.

It also helped Tara, the Customer Support Manager in the following ways:
· It sparked her creativity and thought processes, which allowed her to provide the project team with information about what her users would need to do using the system, in a short amount of time.

· It helped her think through all the tasks that her staff would possibly have to deal with and which systems they would be using during each task. This enabled Tara to envision how they would need the AUI to be invoked and used to complete the tasks.
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Screen Mockups (Prototypes)

For the license and trial sections of the AUI, we worked with representatives from various user groups to create low fidelity paper prototypes of each screen (see Figure). For the administrative section of the AUI, we interviewed stakeholders and created high fidelity sketches of what the screen would look like. All screen mockups incorporated higher-level navigation for users needing to move among these different sections.
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Impact
Creating screen mockups in varying degrees of fidelity helped Maureen (Systems Analyst) by enabling her to identify changes that would be required to the back end to provide internal users the information they needed. For example:

· Users from several business areas indicated in prototyping sessions that they needed to be able to see Counter information (e.g., Activations/Redesignations) remaining, but that information wasn’t being stored anywhere. As a result of her participation in the sessions, the Systems Analyst was able to give development a heads up about the need for a web service to derive this information.

· Similarly, Maureen noticed during the paper prototyping sessions that it was not possible to bring Activation level information back to the front end in the way users expected it to be displayed. She identified further work that needed to be done to be able to provide the users with what they needed.

The Systems Analyst notes that although this information wasn’t needed for users of the License Center, it was important specifically for Customer Service to see as part of troubleshooting. Unfortunately the database design / data model had been completed before Usability was able to help identify these requirements, and additional work needed to be done. She believes that involving Usability earlier in the process, where we may have influenced the design of the data model, would have been even more beneficial. 

Craig, the Web Strategist in eMarketing & Creative Services, stated that Usability taking the lead on the Activation UI was a “pleasant experience.” Although he didn’t initially recognize the role Usability would play, he states that Usability’s management of the process took a lot off his plate as well as off the plates of other key team members. If he or others had to manage this process along with all the other things they had to do, Craig things it would have taken twice as long and would have impacted the progress of other Activation and non-Activation projects. Craig also notes that he and the others didn’t have the same expertise Usability does in terms of facilitating the UI design experience. He was comfortable with us taking the lead and felt that all voices were heard because Usability acted as a neutral party (i.e., no one user group had more influence over the design than any other).

Tara, The Customer Support Manager at the time of this project, felt that working with other managers and the developer to create an application based on how she knew her staff worked was an amazing opportunity to design an application that would support the users. Having been involved in the process of creating the prototypes was also beneficial to her since she is now the Trainer for the Activation UI. The discussions we had during these sessions helped her to understand the “why” of how the application works, and enabled her to create training modules with a deeper knowledge than she otherwise would have had.

Morgan, from the RAC group, indicated that Usability’s early involvement in the design of the AUI has had a positive impact on our Distributors and Resellers. These user groups have different processes and needs from other MathWorks office users, and the fact that their needs were taken into account from the beginning of the project eliminated the need for development to make changes to retrospectively accommodate them. The AUI effectively enables Distributor and Reseller users to help customers on their own, without relying solely on The MathWorks Natick to make changes and create modifications on their behalf. 

Usability testing

Using the screen mockups, we usability tested the license section and the trials portion of the AUI, with 5 and 7 new end users, respectively. Individual test sessions lasted anywhere from 1 to 2 hours. For each section we followed up by categorizing and prioritizing observations in affinity diagramming sessions, and discussed next steps.
Impact

Craig, Web Strategist in eMarketing & Creative Services, believes that usability testing the Activation UI with paper prototypes was a good idea. We didn’t invest time developing the pages in a higher fidelity format (such as HTML) and therefore saved a lot of time and effort. Doing this also helped support the project team’s iterative design process and allowed us to make modifications without having to change the code.

Jordan, the Install Manager, said we had the biggest impact in the details of the AUI design. He said, “At a high level we had an idea of what the AUI needed to be able to do. However, it was in the different meetings we had that we discussed the details of how each task should be performed. Actually mapping out the current workflows with the future flows forced us to look very closely at the process, which in the end, helped identify different potential issues with the planned design of the AUI. For example, in the usability sessions, it became very clear that the button placement had to be rearranged. I don’t think this level of detail would have been caught otherwise, which would have ended up causing end user confusion in the final product.”
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The End Result
The Activation UI is live and internal users are currently using it.

Impact

Jordan, the Install Manager, indicates that the AUI is “intuitive”. He says that there have been no problems or complaints about getting around or using the AUI from users in Customer Service / Install, and that it is visually appealing to them.

Additionally, Morgan in the RAC group states that international users and distributors (who were of particular interest / concern) have used the AUI without issue.
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