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Director of Cherwell’s inaugural
User Experience team

Chris has over 20 years of
experience in UX and digital
strategy. He has buildt teams,
applications, and processes at
startups, not-for-profits, and Fortune
500 companies including Bank of
America, Fidelity Investments, Sallie
Mae, and Virgin Pulse




Housekeeping items you should know:

Wifi Network:

Beverages will be provided throughout
the day in the lobby of Broadmoor Hall
and Colorado Hall. Breaks will also be in
both lobbies from 10-11am and 2:30 -
3pm.

Lunch will be served in the International
Center, next door. [for morning sessions]

[We will fill in these details for you on
your final slides.]

cherwell

There will be lab times to reinforce your
learning.

Virtual Machine instructions with unique
passwords were handed out at the door.

Cherwell staff are here to help you with
the labs. If you need help, do not
hesitate to ask.



Learning Obijectives

In this workshop, you will Fill out this section using action verbs from Bloom's
learn: taxonomy

https://www.missouristate.edu/assets/fctl/Blooms_Taxo
nomy_Action_Verbs.pdf

These key objectives will help you to organize your
presentation, labs and knowledge check points.
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User Research ——
Defined Cherwell

Chris Paddock



What Is User Research?

User research focuses on the "End User.”

» Uses the product/feature you're
trying to change.

» Uses it every day

* Highly dependent on it to perform
their regular duties.

Cherwell End Users?

Technicians and Customers

cherwell



How Does It Help?

Better UX means

- Identify what to focus on less time on tickets

Understand how users use an application
Discover pain points ... and opportunities

How to improve the user experience

Validate proposed solutions




Why s It Important?

* Risk mitigation (measure twice, cut once)
« Cost savings (less time on tickets)
* Improve KPls

o First response

o Rate of resolution

o Customer resolution

cherwell
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When Do | Research?

* Pre-launch

o ldentify user goals

o Understand user workflow

o Document pain points

o Validate design solution
* Post-launch

o Measure effectiveness

cherwell
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Saving Time & Money

Understand what's important, spend
less time on what is not

* Project vs. no project
* Less development work, and rework

* Working from the same page (less
noise, more proactivity)

* Less training

cherwell



Methods of User s
Research Cherwell

Chris Paddock



Research Dimensions

1. Attitudinal: what people say

2. Behavioral: what people do

3. Qualitative: direct observation

4. Quantitative: indirect observation

A mix of dimensions is always best.

erwell
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Attitudinal vs. Behavioral

Attitudinal @

* Understand their beliefs, opinions
o How would you use this product?

o Does it remind you of other products?

Behavioral @

* Observe users using your product
o Do their actions match their beliefs?

cherwell




Qualitative vs. Quantitative

Qualitative Q

« Often open-ended

 Relies on direct observation

Quantitative @

* Analysis is mathematical

« Relies on indirect observation

cherwell
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User Interviews

* Great place to start

e One-on-one discussion

Knowledge transfer

* How do you do your job?

* How do you use this product?
Likes and dislikes

Helps set up subsequent research

cherwell



Surveys

 Looking for opinions
* Quantity in response is key
* Identify trends and hot spots

* Not definitive answers, helps
provide areas of focus

If you want to know if users “like” oo T e " .
your design or product, use this - i .
tool.

cherwell



Landscape Analysis ° °

 Evaluate top competitors

* Let users tell you who
competitors are

» Analyze based on user needs and  [|/{||[}'A 11 I} D:Q D:Q COMPETITION

workflow

* Ildentify commonalities across
competitors

cherwell



Best Practices

* Identify what you are trying to
change, i.e. forms

* Find the authorities on the
subject

* Find the canonical research on
the subject

cherwell



Card Sorting

* Helps understand how
information should be organized,

e.g. site map

» Users organized predefined cards
into categories

« Can help define labels, e.g.
navigation, fields

cherwell
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Focus Groups

Often confused with user testing

Seeking early opinions on an idea

Group discussion

Written and verbal feedback

cherwell



Field Studies

e Observe end user in their work
environment

» Ask questions as they work
* Helps understand user’s workflow

* Identify obstacles and
opportunities in workflow

cherwell



Usability Studies Q@

» Great for validating designs

* One-on-one sessions

« Users perform specific tasks

* Results based on how well they
complete tasks

* User opinions may identify areas
for follow-up research

cherwell



Analytics ° °

* Measure exactly how users use
your prod uct ® Visits @ t.co:Visits  ® facebook.com:Visits

1,000

* Identify high or low usage of a
feature

* Low usage ZE remove feature

* Good to compare with observed
behavior

cherwell



Eye-Tracking

« "Visual” analytics

* Heat maps show you where users
look while using your product

* Hot spots can help identify
workflow of a given feature

« Equipment is unobtrusive and
mobile

* Renting can make it affordable

cherwell




Case Study: —_—
Research in Practice Cherwell

Chris Paddock



Incident Redesign

Lots of anecdotal data tells us our design
is dated

New UX team identifies a lack of best
practices in the product

Analytics tells us Journals are most used
object by our customers

cherwell
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The End User

e Who uses Incident?
o Technicians
o Customers

o Managers
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What We Need to Know

* What are technician goals?
* What is their Incident workflow?
* What are competitors doing?

* What best practices do we need
to know?

cherwell



User Interviews

« How do techs use Incident?

o Tech 2 come in "blind”

o Can take 60 min to assess a ticket

o Scan meta info first, then ignore

o Classification can take time

 Journals are the focus

cherwell
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View as a timeline
View entries in detail

Customer comms often broken
out




Self-Evaluation

Cherwell SERVICE MANAGEMENT

hboards v Pages v Reports v Visualizations v Calendars v Tools v

gse JD0OES NOt use. far ¢ yw—

Classify Investigate Resolve Close

Last Edited by

Short Description: Call Source:

| Phone

Rarely revisited
post entry.

Step 2: Classify Search Classifications: 2@

Priority:
- select owner - Impact:
- select team - v Urgency:
“ Primary CI: .« o .
— se |Classification
bcategory: .
’ hard
Corporate IS ard.
% ge;:zgo?‘dl'g)y: (choose a priority) e 3: Investigate the Incident

@ Resolve By: (choose a priority)

Take Ownership

Escalate to Level 2

View Detailed Date/Time Information
Link to Existing Major Incident
Submit to Knowledge Base

Track Time

Spends most time here.

cherwell A eee X2

@ Service Catalog Templates 2 i=Tasks (1) Last30Days  Configuration ltems & SLMHistory ~ &¥ Change Request B Problem

Columns v B Records 0-0 of 0 Page 1 of 1 Al v View v Export Mutti-column sort

D 4 Y Title Y Description Y Portal Description Business Owner Y sci



Self Evaluation

Chérwell . Longuages v (@) HenviBryee ¥

ae————— \\/ o Nts both timeline and detail view

=] & X o Unlocked @ Lookup o = —

xz
ltems &> SLMHistory & Change Request [l Problem  ® Linked Incidents

& Service Catalog Templates | 2 Jourals | ') Portal Comments = Tasks (20pen) ~ ®) Similar Incidents  § John's Open lnc [ Last30Days /) Configur

Columns v 2 NewJoumal-Note X  Records 1-17 of 17 Page 1 of 1 View v Expon  Muli-column sort

Type. ATAlCrastedl ) Y sy Y Journal - History Created 2/13/2018 1:45 PM by Cherwell Admin

© () Joumnal- History 2/13/2018 1:45 PM Cherwell Admin cs| Detalls:
fieid Prorty
) Journal - History 211312018 1:45 PM Cherwell The value in the field Urgency was set tothe on 81912016
- ) Joumnal - History 2/13/2018 1:45 PM Cherwell Admin The value in the field Impact was set from the value High to the value Department on 8/18/2016 by CSDAdmin.
D @ Joumal- History 11972017 12:48 PM Gherwell Admin The value in the field Short Descript tothe value
() Journal - Customer Request 1072872017 10:09 AM John Alard
- & Journal - Customer Request 10/8/2017 9:38 AM Andrew Simms Added by Andrew Simms on Friday, December 20, 2013 via the Company Portal. Please contact me Added by John Allard on....
O (& Joural - Customer Request 10812017 9:28 AM John Allard
8 Joumal- Customer Request 10172017 10:32 AM Androw Simms Added by Andrew Simms on Friday, Decomber 13, 2013 via the Company Porta. Hey Added by John Allard on Friday, Dece. . . .
e s But detail is too linear (one entry at
- & Journal - Customer Request 10172017 10:21 AM John Allard .
Y —— a time).
) Journal - History 912412017 12:38 PM Androw Simms “The value in the field Urgency was set High to the value Company androw. «
D @ Joumal- History 912472017 12:38 PM Androw Simms The value in the field Impact was set from the tothe Q
.
D @ Joumal- History 9242017 1026 AM Androw Simms The valo i the fleld Status was set from the valuo In Progress 0 the valuo Pending on 10/30/2013 by ancow. »
D [ Joural- Customer Roquest 91012017 12:26 PM John Allard
- & Journal - Customer Request 812412017 12:15 PM John Allard 8/7/2013 1:14 PM by John Allard Please inform me of the status of this Incident
D (@ Joumal- History 812412017 11:55 AM John Allard The following changes were made to the Incident 101326 by john on 8/7/2013: Field Priority was changed from the

Techs document everything, even
rewriting existing info.
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Self Evaluation

Techs like customer comms to be
separate.

(gSend (FRchText [PanTen YO
To:  Test.Recipient@company.com
cc:

Subject: Regarding Incident 102374

Regarding your Incident 102374 , logged on 4/3/2018 11:11 AM, we have the following question or update:

But comms, as well as knowledge,
are hard to use with journals.

cherwell



Self Evaluation

Clean, modern Ul.

L~
Cherwell

Tabs relocated, efficient - s+ o

workspace. |
— h progress - & John Smith ¢ Paul Lee 2 hours 48 hours ed
Detal™. Attachments  Tasks  Related Items Activity
*

Customer History Overview v lTl custome CTA | O Cat' O N |S
e 2" 0 conventional.

My compu
Lorem ipsum dolor sit amet, amet ante quam habitasse, nullam nascetur, torquent ornare sit vehicula sit accumsan have any

1221 Desktop Inprogress [ duis, non faucibus mollis. Pede et erat phasellus curabitur arcu, sed justo vehicula in wisi venenatis suspendisse,

justo magnis ipsum. A in class auctor aliquam optio pede, wisi fusce eros ut sit volutpat, pellentesque semper,

mauris fermentum vitae culpa. Erat tincidunt vivamus. Praesent hymenaeos reiciendis at eros, lobortis lobortis,

912  Network In progress . ) .
purus curabitur elementum mauris eget ut diam.

i,‘ Mark Wettroth[><]

881  Pripfr Resolved I've assigned Paul Lee to take a look. He'll
Customer Portal *  SanFrancisco v be at your desk today at 5:00pm.
8 Software  Closed
Classification A v
¢ Mark Wettroth| I
/ Followers i’ aric fettro _*‘ )
@Paul Lee, I've assigned you to this.
. . Desktop Support v Desktop / Laptop - Pleas|
Useful intake-related info. Journals are exposed,
w Item 1 v Item 2 v _[_' . d |
. sjuser triendly.
Configuration ltems v Paul LeeTrasDeerrassIgeT asomTer
Tags
) ) ) +Add
Desktop * Laptop *  Power * Ove rV I eW I nfo Stl | | )
Computer " -] Status Change + Email
Boot Failure - 1 141 d Status changed to “In Progress.”
o Cloud Storage O V e r p r I O r I t I Z e N Automatic email has been sent to customer.
cherwell




Competitor Research

Show All Active Incidents » (record 53 of 102 search records)

Clean, modern UI.

Clean field alignment.
ccess time outin the South Africa office when

attempting to access shared network resources.

Network Service

Category_yyNetwork Folder Failure
Source  Phone

Service

/ Impact  Medium v
Classification is hard. [om ™ ’
as Master Incident

Update Related Incident
Resolution

Journal
oo Unlink

A ListView [E Newlncidentw v Apply Template v 3 Save @ Refresh # Pinlt @ Share 4 Assign Incident to Me *S'Add New Task %Close Incident L)Add Problem Q Print I
% Incident: 10502 (Active)
Customer & Owner
Customer  Ron B Thomas Q> Status* Active v Response Target: .
RThomasi asitdemo.com . i
oyl 1@5?;': 7;5 - J:;": ) ::n“’:eT ::r:‘;s : Resolution Target: 1/26/2012 9:42 /;r;nmhed .
m Task (1) Master Incident
Summary Attachment Asset Audit Info
network Access Time Out Q @ Attachfile [ Paste from clipboard & Link &2 Unlink Created By Self Service, 1/23/2012 9:42 AM

Modified By Frs_Ed, 2/20/2015 11:36 AM

Journals are exposed,
user friendly.

AutoClose

cherwell
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Cause Code  Linked Problem
Actual Service  Network Service
Actual Category  Network Folder Failure

First Call Resolution

<\

Process flow is
unconventional.




Best Practices

* Form Best Practices

o Eye-tracking studies v

o Vertical alignment

o Top-aligned labels

e« Other Resources

o Credit card apps (all on one
page)
o Mortgage applications

cherwell



Solve: First Draft

L~
Cherwell

Tab relocation creates
focused workspace.

Languages ¥ Q HenriBryce ¥ L~ ?

ﬁﬁ New v Searches v One-Steps v E-mail v Dashboards v Paggés v Repori®

Quick Search ~ Q

& save @ Abandon [ Lookup e Record 1 of 1 © Not queued ¥

D O)

Overview Details Conversation Similar Incidents

Customer*

Meta-info is easily
referenced or ignored.

=] Field alignment

Primary Cl ‘ / Opt|m|zed-

2 Hours Remaining
Description*

1 Day 2.5 Hours Remaining

Tony Arch

/ Enhanced classification.
Tier 1 Support
- Classification

éﬁk&eﬁory =3 g

Lorem ipsum dolor sit amet, consectetur @ Service / Category / SubCategory
adipisicing elit, sed do eiusmod tempor
incididunt ut labore et dolore magna... Team

tions ¥

Assigned To

Improved transition.

Impact* Urgency*

cherwell
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Solve: Forms

508 compliant
design.

cherwell

hes v  One-Steps v

{ Results |{ First  { Previous  Record 1of 10
SERVICE REQUEST
102384

STATUS

In Progress

Mext: StartWor

Respond: 2h

Resolve: 1d2.5h

CUSTOMER

Tracy Aubin

ASSIGNED TEAM

Tier 1 Support

DESCRIPTION

Desktop Support > Computers >
Request New Computer

Computer has been broken for aweek.
Ican't get ittocharge or turnon.

ACTIONS ~

Next > Last )| £2) Tier 1 Support Queue ~

Overview Details Journals Similar Incidents

Customer

Tracy Aubin

Primary CI

Laptop

Description *

Computer has been broken for aweek. | can't getit to
chargeortumon.

—

Classification *

Request New Computer

Team

Assigned To

Impact* Urgency *

Emall v  Dashboards v Pages v  Reports v  Misualizations v

Frog Ul + new branding.

Calendars »

Henrl Bryce v

Tools v Quicksearch

Elswe 2 macrin v @ cacel & pelete  []) Knowledge

Enhanced toolbar.

Larger, expandable
description.




Solve: Journals

“Narrative”-driven design.

Emall ¥ Dashboar

< Results |< Pt € Previous  Record10f10  Next > Last )| (2 Tier 2 Support Queue ¥
SERVICE REQUEST 102384 IN PROGRESS RESPOND WITHIN RESOLVE WITHIN
HTML PAGE MANAGER ~ ERROR Next: Start Work 2h 1d2.5h
Overview Details Activity Tasks Approvals S e p a rate comm St reams
B/ UAM: -

Requested additionalinformation: Does thisissue occur for other users 280es this happen in the Rich Client as well as the Browser?
Does this incident have any large images or text entries, or lots of data? -PCI set to 22/07

B save @ cancel

CUSTOMER
Juliana Albert (Black Star)

Attachments

Communication

Event Timeline

ASSIGNED TEAM
Tier 1 Support

Description carries

" d over as first entry.
N Al Communication Log Audit Notes Pinned
Journal-centric.

Audit

Juliana Albert (customer) opened record on 21 Jul 2018 8:06 AM

Description

Cherwell Self service portal error when opening incident 140213 We are unable toopen incident 140213 to edit itdue to thisemor, attached - Thank you

& Attachments

Communication
Levi Matthews

14 Jul 2017 8:49 AM
’ 3
HiJuliana, | wanted tosend you aquick update regarding Incident 141134, | have taken ownership of thisincident and will begin work on it sh
additionalinformation. Kind Regards Levi Matthews Support@cherwell.com Customer Portal

Timeline or detail

ly. Please let me know if you need any
cherwell

Note

Levi Matthews

18 Jul20179:05 AM

Tags: Recap

Sentpossible resolution to customer: The GDI+ error (underlying Graphical Display Interface on aworkstation) is related to a Microsoft issue with the display driver not working well with ClearType

start

@ NewIncident

14 Jul 2017 8:06 AM
We are unable to view Incident 140213 in the Portal

Owner
14 Jul 2017 8:30 AM
Levi Matthews

Classification
14 Jul 2017 8:48 AM
Browser Portal> HTML Page Manager > Error

Status
14 Jul 2017 8:49 AM
Work in Progress

Communication > Juliana Albert (Customer)

18 Jul 2017 2:04 a.m,

I wanted to send you a quick update regarding Inci
dent 141134, The GDI+ error (underlying Graphical

Status
18 Jul 2017 2:05 AM
Pending Customer Input

SLA Response Breach Warning
19 Jul 2017 7:55 AM

SLA Resolution Breach
20 Jul 2017 2:04 AM

Status

Customer History

Affected CI

(’,‘) Delete
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Usability Testing (Validation)

LIE WO SOVLE MROgEInEnt

Most users
didn't see this
info

vish Sexdisg OnRe Qutims et

Bt
bes o & ® the - w B
INCIDENT
102500

STATUS

New

Neat Legn Week

cherwell

Rezpond: - -
Rasolva: - -

CUSTOMER
Courtnzy Jerdan

SSIGNED TEAM

ASSIGNEE

DETAILS

wifi access for & vender

ACTIONS
Tostss Covesmrahiips
Escalsta to Lowed 2

Link to mosting Major Inodent

Tods Liqhaton hidenAdics Hio

8-l = &P o Th W Rzwdsers

Driwe, | Amvats Frea | Tacke |

Customer

Cawtney crtan

Dsscriponr

00 scomes o g vereke

Classficsive’

Prmary GI
LK
Assgrmd To
am
H
liripeect® Urgeriuy®

Seve and Cortinus

Users wanted to type free-
from, but need to use picker

e Bt View Fek

O rnew

PR e

Chasl feyvres

=]l

sarvice Offenng -
oran
Crang: Fassmad

Larwvst lo Usbu ~um
Teparmion

New Accosrt
NewTrpisveaien

rdl Pocnet
ReTavedeoecsSemiszies
o Aaza
Razume Acrece Tretdan

AdgiChangeUseror T

Coference Setu: €

Service Giouz
frsioyes Suppat
Acut Sanagerat
Acrzire Vaneserort
Erterprise Lope
Sslupis

Acezunt Van: 2
NebwurhSoeus
r-Mul [ Calmrzairg

Charwa | SoF Sarvice
10 Edweeds

ade

Ad={Change

Gl Certer Telepnzay
Nesvork Accaa
Ad=Change

Necwore Acrms
Pmwore torms
Widea
Dacctn: Chwt

i&ado Cafam.

Ceacnzan
fi2d o thyy

Teenizioyee BVO0 .
clarhoout coraod duge

Razus 3195 D0t/0 foem commE
Mazua, Ureks D260 Tom ortazan
Rasumct o 454 asieane as aneniey

TECONTEIerce seap

wark acezunt samrvce e

5T RO0ACS IO DRMIISE OPE TemIVY hor s Wt
Pasuss sctathone e fenll auas

Rezuect onandaracrece o0 s-riel eoftars iretele -+

Classification was,

indeed, difficult

o] Frows |

This tested well, but users
expected Priority to display

3 & W Ele




Usability Testing, cont.

This area needs more info about
urgency, status

Incidemsld_ 12
Closed
b tark 'Yigre >

Poor wording created
consistent confusion

Brmeser Parta > =TI Page Manager > Froer

[ ?

Quick Search ~ Q

Once used, this was
the most very

Aftzchmants

0] Hales Cummanezbun Loy L =med

Prerdous Wl K

(e Vaue
Lea M‘:Imm‘: O O

Audit
Charwell System made changes on 14 Jul 2017 2:06 AM
Fial: e

Predous Gl

L

niilent 17 ix
are nacl: to

Newvaus
Chzrwe | G2k secace paetsl eocr

whan azanng incisn 14113 W
i el o
14021210 ecit v
aflazhex - Thank s

Orientation was sometimes
confusing, but this concept
proved easy to use

Postem bomg i
nodent 140273

e feancdy el bn bk Fyun mme o nls o
uz tc thiz emo attazhes - Thank

= at Lrermzll e

zmecl Hep. Fyou have urh:

Nota

LA Marnree
1602017 3200M
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Research Summary

Interviews provided a great foundation for what
may be working, not working

Analytics told us we were focused on the right
thing

Competitive and Best Practices refined our ideas
for change

Usability testing validated direction, identified
lots of opportunities for refinement

cherwell
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UX Research Opportunities
* Interviews

 Field testing

- Eye-tracking

Contact:

chris.paddock@cherwell.com
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Please be sure to fill out
the survey for this session

in your App. Thank you!



