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What’s Coming and Where We’re Going



Chris
Paddock

• Director of Cherwell’s inaugural 
User Experience team

• Over 20 years of experience in 
UX and digital strategy. 

• Built teams, applications, and 
processes for startups, not-for-
profits, and Fortune 500 
companies including Bank of 
America, Fidelity Investments, 
Sallie Mae, and Virgin Pulse



• UX at Cherwell

• User Research

• Demonstration

Agenda
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• In-house UX team

• UX lab, research equipment 

• Ongoing research with customers, SMEs

• Executive management support

UX: A competitive advantage. 

Committed to UX



Anything experienced by the end user of 
the product 

• Interaction design (forms, flows)

• Visual design (UI or look and feel)

• Research (interviews, usability testing)

Problem solvers, not artists. 

What Is User Experience?



End Users

• Technicians, Customers, Managers, 
Executives

KPIs

• First response

• Rate of resolution

• Customer resolution

Focus on the End User



Benefits

• Minimize customization work

• Less training

• Less time on calls

• Less time in inboxes

Insights shared at user groups, conferences, 
and communities. 

Paying It Forward



User Research: 
Incident
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Research helps:

• Mitigate risk

• Ensures efficient task completion

• Saving time and money

Types of Research

• Field research

• Analytics

• Ticket walkthroughs

• Best practices (forms)

• Competitive analysis

• Usability testing 

The ROI of Research



You are not your user. • Who will use this?

• How do they do their job?

o Observe, don’t ask what they like/don’t like

• What are best practices for these form factors?

• Are their industry conventions or standards?

o Vocabulary? SLA format? Etc.

Research: Where to Start?



• Techs come in “blind”

• Can take 60 min to assess a ticket

• Scan meta info first, then ignore

• Spend most time in Journals

Incident: Ticket Walkthroughs

• Classification is complicated

• Journals as a timeline

• Entry details are too linear

• Customer messages broken out 

Observing multiple Tier 2/3 techs walk through closed Incident tickets. 



Not used. 

Rarely revisited post entry. 

Classification is hard. 

Spends most time here. 

Heuristic 
Evaluation



Form is used for both input 
AND consumption

These affordances 
should only be used for 
input. 

Heuristic Evaluation



Heuristic Evaluation

Timeline view is helpful

Detail view is too linear

Every action is documented



Heuristic Evaluation

Techs like customer messages to be 
separate. 

Comms and Knowledge block important info.



Baymard Institute 
• Large-scale usability testing
• Multi-column forms can be 

interpreted in multiple ways
• Misinterpret forms, but also 

misinterpret inconsistently

Best Practices: Forms



Luke Wroblewski (Luke W.)
• Eye-tracking studies
• Vertical alignment 
• Top-aligned labels

Other Resources
• Credit card apps (all on one 

page)
• Mortgage applications

Best Practices: Forms



Heuristic Evaluation Clean, modern UI. 

Journals are exposed, user friendly.

Clean field alignment.

Classification is hard.

Process flow is unconventional.



• Limit forms to input of data, not 
consumption

• Create a focused, context-based workspace 

• Allow techs to use journals with related 
functions and data

• Provide both detailed and timeline view of 
entries

Design Requirements



• Contemporary, 508-compliant 

• Single-column forms

• Guided transitions

• Focused, context-based workspace 

Solution



Observing qualified 
users use your new 
design. 

10 ITIL certified technicians

• Create a new ticket 

• Analyze a closed ticket

Many minor issues were identified, changed

Directionally, layouts were validated

Validation: Usability Testing



Demonstration
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Questions?

Chris Paddock

chris.paddock@cherwell.com


