Room: West A 2:00 - 2:45 |

Using Patterns for a Scaleable, Intuitive Design
Fran Arble, Craig Green, and Deirdre Menard

This presentation addresses the redesign of the interface used by customers to manage their online services. We were
interested in developing design patterns that worked for various tasks and applying them across a diverse set of our
services. The presentation includes:

+ Adiscussion of customer usage and the limitations of the original design.
« Adiscussion of our design goals, the new Ul patterns and how they are applied, and feedback from usability
testing.

Fran Arble has been practicing user-centered design for many years, designing and testing both enterprise client-
server applications and web interfaces. She is a Board Certified Human Factors Professional and holds a Ph.D. in
Experimental Psychology from the University of Delaware. She has been an active, long-time member of ACM SIGCHI.

About the Speakers:

Craig Green has been directly responsible for the development and deployment of 100’s of websites - first as a
developer at Proxicom, one of the first interactive agencies, and for the last 8 years at Network Solutions. At Network
Solutions, he has gone from hand-coding live homepage updates to management of a mature Ul/Design team.

Deirdre Menard has worked in the usability field for over a decade. Her background includes a consultancy in Boston

and in Northern Virginia with clients such as New American Paintings magazine, Beth Israel Hospital, AOL, and Sprint/
Nextel.
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How it got that way
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* What is it?
* Designed for domain name management

» Outgrown as service offerings diversified
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» Corporate users, who purchase and manage very large
numbers of domain names

i

+ Small business owners, who typically purchase a small
number of a variety of Internet services, e.g., Web
hosting, email, pay-per-click ads, etc.

| NetWorkaIutidns
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Account Manager

NetworkSolutions. "ras

I

Need belp? Call i
1.566.900.1240

All Services

Services Select view: | Account Information v | Make These Domains Private - Add Private Registration | Renew 3 | | Edit DNS S
Services w1 -6 of B Expirati Account Account Holder
B [ davearble.com Dlecember 0, 2007 20579443 Fran Acble

[] Brivate Fegistration December 30, 2007
Bl [] trnarble com Howember 36, 2008 Other Card (23540463) Fran Able

[] £ page Wieb site Hovember 28, 2007

[] Private Registration Hewember 28, 2007
B[] Standard Hosting Package - Unix Deember 30, 2007 BT Fran #tle

(O0SB012 NETS OLHOST.COM)
B fssigned Domain Mames

[] davearble com December 30, 2007 29879047 Fran sble

[ Hosting Package E-mailboxes
(45 Unassigned Hosting Emailhoxes (et up now)
fran Edzvearble com (S00MB)
dave Erauearble,com (GO0ME

[] Select all on this page  Showing 1 -6 of 6

Make These Domains Private - Add Private Registration

Renew 3 | | Edit DNS 3
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Account Manager

All Services

Multl Ie Select view: | Account Information Make These Domains Private - Add Private Registration Renew 5 | Edit DNS
P
. Services w i Ll Expirati Account Account Holder
views of e famaton
B[] davead Name Servers December 20, 2007 29979442 Fran #ble
services AWHOIS Cortacts
] 5 December 30, 2007
B [ trenarble.com Nowember 23, 2000 Other Card (20540453) Fran Arble
[[] £.page Wik site Haovember 26, 2007
[[] Priuate Registration Nowember 22, 2007
B [ standard Hosting Package - Unix December 30, 2007 20870447 Fran Aeble
(0048012 .NETS OLHOST.COM)
[ Sssigred Domain Hames
[] davearble com December 30, 2007 ZaTa44T Fran Able

[l Hosting Package E-mailboxes
(48} Unassigned Hosting E-mailboxes [Set up now)
frang@davearble.com (AOOMB)
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[] Select all on this page Showing 1 -6 of &

Make These Domains Private - Add Private Reqistration

Renew 3 | | Edit DNS
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Services
and links:
to configure
services, to
edit your
Web site
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All Senvices

Select view Make These Domains Private - Add Private Reqistration Renew - | Edit DNS 3

Services w1 -6 of B

B [ davearble.com
[ Brivate Registration
B [] franarble.com
& page iteb site
[[] Private Registration
=] Standard Hosting Package - Unix

(O05B01Z.METSOLHOST.COM)
[ fissigned Domain Names

[] davearble com

[ Hosting Package E-mailboxes

(487 Unassigned Hosting Emailboxes (et up now

frEniEdavearble com (S00MA]

dave @davearble.com (SD0ME

D Select all on this page Showing 1 -6 of 6

Type

Domain

Frivate Registration
Domain

fieh site

Private Registration

Hosting Package

Diomain

Emailbox
Emailbox
Emailbox

Make These Domains Private - Add Private Registration

Wieww & printer friencly versian of this list | Download list to your computer

E-mail ‘Web site Expiration
Aadd December 30, 2007
December 30, 2007
A Hovember 26, 2000
Edit | 2dd Pages Nouember 28, 2007
Hovember 26, 2007
(s Diecember 30, 2007

December 30, 2007

Renew > | Edit DNS 3
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related
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Domain Details

franarble.com

Auto Renew:
Domain Protect:
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Mo 28, 2009 Renew novy
Off Turnon
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On Turn Cff Or Request Sutharization Code

Private

Turn Private Registration off

@ Standard Under Construction Page  Eclit

()5 Page \Web site Edit
(O Custom DNS Setting  Ecit
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Apply Change 3

Services
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Movember 25, 2007 Annual

Renew
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Your Package Details

Start building and managing your Web site in the Hosting Control Panel

= Upload files to your Web site via FTP or build your site with our ImageCafe®Yyeh Site Creator {00l
= Install & blog on your site with the fully automated WordPress® installation wizard.

Access to Web Hosting T — 2 raffic reports Spkueemmtmt——GE O
tools and features Launch Web Site Creator |

Standard Hosting Package - Unix (Edit Packae name) Expiration
H (005B012 NETSOLHOST COM) Dec 30, 2007
Access to Web Site T o s e
H Upgrade Package Renew
Editor beoeed efana 3] ST
2| Manage Hosting | Manage Hosting | Enhance Your Web Site
Domains & SubDomains E-mail Products

i My 8S3ign oF Unassign domsin names and subdomains 1o your hosting service o point them to 3
directory in your site below.

Web Address Directory Options.

bt 00501 2 netsolhost.com ttocs/ detautt

bt tkaveatble.com (View DNE) ttocs/ Edit Unassion
it Afovvw deveearble.com tdocs/ Edit Unassion
Http:Aoniinestore davearble.com tdocs/ Edit Unassion

Assign New 3

:‘G‘:)“(‘)opyright 2007 Network Solutions. All rights reserved. NCtWOrk Solution

» Account Manager tested poorly due to navigation and
language problems
- Users found it difficult to navigate; often feeling “lost” even
though technically proficient

- Users looked to the left navigation to accomplish tasks, but
what they were looking for is rarely found in the navigation

« Crowded and dense

* The dropdown list of views above the products and the
links “Type,” “E-mail,” etc., either went unnoticed or
unused.

: Vb(;)“Copyright 2007 Network Solutions. All rights reserved. Notwork Solution
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Results from Usability Testmg —
0 Redesign (cont’d)

* How to get started? Not intuitive to click on the name of
the hosting package as a first step in order to set up
many hosting tasks

* Not intuitive to click on “Hosting Control Panel” to create
a Web site

- Only customers instructed by customer service or the
“Welcome” email know to click on the “Hosting Control
Panel” to find this functionality

* Those who have large numbers of domains tend to view
Account Manager much more positively in terms of its
ease of use.

‘©‘ Copyright 2007 Network Solutions. All rights reserved. N(‘tWO r |<

_ Results from Usability Testlng —
Redesign (cont’d)

* User suggestions to enhance the usability of the Account
Manager, including:

- Adding the ability to access overview information about
each domain

- Having an entire entry highlighted once the checkbox has
been selected

- Ability to group domains that have identical account
information

- A ‘View All’ function to see all domains on a single screen
- Allow users to perform more activities in bulk

- Enhanced sorting capabilities

L L2 R 33307 frgar 22 22242 :
14 © Copyright 2007 Network Solutions. Al rights reserved. N etwor | '
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Design Goals

Now what are we going to do about it?

E §§§ st P MMAlD
1. A design that is scaleable and flexible enough to
accommodate the addition of products and services with

very different features and requirements

2. A design that accommodates large corporate users who
purchase and manage very large numbers of domain
names

- These users are typically more computer and network
savvy, and want to do things quickly and manage a large
numbers of services as efficiently as possible.

_ NetworkSolutions
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esign Loais (cont d)
3. A design that accommodates the small business market,
who typically purchase a small number of a variety of
other types of Internet services, e.g., Web hosting, email,
pay-per-click ads, etc.

- These users are typically busy running their business and
often have little experience with the Internet and with
networks. These users are not concerned with the
efficiency of managing large numbers of services, and
benefit more from the intuitiveness of the design.

4. A design that offers flexibility in showcasing additional
services that the customer may be interested in, taking
into account the services the customer already had

_ NetworkSolutions
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Ul Patterns

What we did
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¢ Prioritized issues

» Designed Ul patterns for those and applied across all
services

* Developed high-fidelity wireframes

* Navigable prototype by image-mapping the relevant
navigation areas

» Usability testing with
- Customers:

» With large number of domains
» Small business owners

- Prospective customers

Profiles & Account

® )

Ul Ps A S
R M

« Dynamic product—based navigation bar Learprie '

- The primary navigation for the Account i
Manager

- A few standard items applicable to
everyone, such as your account information,
your user ID/password, help and support,
etc.

- Rest of the menu items only appear if you
have purchased those services, e.g., a Web
site, an online marketing service, or an SSL
certificate

Merge Accounts

Billing

» This provides an adaptable and scalable
design as the landscape of online services
evolves.
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- Easier to manage multiple services

» All services of the same type are organized and viewed

» Consistent treatment and operation for the large volume

» Easier to provide actions that are only relevant to certain
services as a large volume task

Ability to apply
actions to many
domain names at
once
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Overview

Only if have multiple services of the same type
High-level information is included for that service type.

For example, if customers own two Web Hosting services, an
overview shows high-level information for both services, with
the ability to click to view details for each of those services.

Web Hosting

. Hn:tina Packaaes El

[] Web Hosting Service a Account Ho. Auto Renew Expiration

[ FRAN'S HEW UNIX HOST - Unix 20570442 on January 24, 2008
= gjdljdjijdi.com {b
» sjdljdjfjdfl.net

|:| Standard Hosting Package - Unix 20370442 Off December 30, 2007
= Nodamain assigned

Turn on Auto Renew s J (=) Print List

~ NetworkSolu

g 3 P-
bttt

b

ALLET S — UVEIVIEW |

Detail —

However, if only

Web Hosting Details

own one of that i P e [ T
type of service, serice e ke i ™
When Choosing Service Type:  Stndard Hosting Packnge - Lix g adde Sovwicn
from the Explration Date:  August 08, 3008 Renaw
navigation menu LIRS O it At e
they go E-Mallboxes:  [] aesgnad [S0] Loatsgned At | Manaae EMalhoxes
immediately to T (e i
the details of @8, wanage Hostng Domain & Sub Domains EL)]
their SerVice ou miay as3ign or d RAMES 3N toyour hosting sendce or point them 10 & directory in your site below.
Wieh Addiens Directony Optionn
Janeshagals cam T datmdt
janesbagels.org et s Unasssan
janesbagels.info eaocer Lan  Unasssan
jimshikis com btocai Edn Unansian
mshikes arg e Edit Unansign

NetworkSolutions
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Overview

S
NetworkSolutions. fye.

Ly et

mtm - umn_ng e bogting Crvndaw
‘Web Hosting

Suggested Froducts & Services

¥ou have domains or services that already expired or will xpire within 30 days. Ransw
“four Eredi Card epired for stcount 316230032, Update Now

JE3] venat can g0 ontnis page?
Web Hosting

Details

will exgire within 30 dsys. Benew

“our creat =
Suggested Produses & Services

»

Qhw when Sesired s e expiel

[ wnatcan 1 do on s page?
Web Hosting Details
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* Web design and editing tool
- Made more visible and easier to locate

- Previously embedded within the details
of the service it was applicable to, such
as a Web site package

- It now has its own consistent location
on the navigation menu where
customers can edit any of their Web
sites

« Web Design Editor

Account Manager
User Guide

Access to
all sites of
any type
that could
use a Web
design and
editing tool

Web Design Editor

o Vioh Design Edter

Web Design Editor

L ¥ou tatin 0l 0 imageCatt

| o s ey ot PGS o Coarend ST

[0 oo smanecation
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* How to get started?

- There is a consistent treatment and placement of account

alerts, and service-based alerts, such as delivering
messages regarding the setup and configuration of their

services

Configure Your Purchases

Product Deseription
Advanced Hosting Package - Unix:
Q1017DFD7 NETSOLHOST COM

Search Engine Visibility
(httpz/ideannachic.com)

Status Action Required

Important: In ortler to start using your packags, pleass assin & domsin name

to 1. This way, when people look for your domain name, they wil land &t your
neww webstte. Click here

‘YourWieb site must be live before it can be submitied to search
engines and directories. Click here to confirm your site is live and ahle

1o receive visitors.

Status: Site Check Failect

Account
alerts

Service
alert — to
assign a
domain
name to
your Web
Hosting
package

ons. frn e

B Customen Seavies G Wour etz empty
el ol Ll e

Web Hosting

Hetwork Sohdtiors - Assosd Manager -~

¥ou have GOMAins of SERMcEs that Siready &pired or wil &pire within 30 days. Bendw
‘four credit card expired for account 31622082, Lipdate Now
suggested Products & Services

ey

(ED) oxroe o Wi ot e st

Configure Your Purchaces
Stats

Lo A,
006001 ZETSOLHOET COM & Tris war, sor ey . E3
webaite. Cick havg.
n ‘What can | do on this page? "EIMMIDU'@

Web Hosting

[0 Wb st Stavics o

[] FRAIFS MEW UK HOST - Ui
* slanainam.com
> Gianinn nel

* Ho domssin assigned

G A sl o o A B
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For large scale users, they can now create their own folders, or

groupings, of domain names. This makes it easier for large
scale corporate customers as well as smaller Internet service
re-sellers to categorize, organize and manage large numbers of

domains.

My Domain Folders Manage Folders | Switch to View All

Domain Hame ¥ Account Ho.

sowhatsittoya2.com 20579442

sowhatsittoya.com 29879442

skuylkill30.net 28640463

keyboard123.com 29540463

Hame Servers Private Auto Renew
ne2avarldnic.com, nsl worldnic.com on
ns2awarlnic.com, ne worldnic.com on
ns30 worldnic com, ns28 vworldnic com off

ne1B.worldnic.com, ns S vorldnic.com

Expiration
January 24, 2010
January 24, 2010
May 14, 2010

January 19, 2008

» Folder concept applied to other services

« Each email account can have multiple mailboxes

E-Mail

Add Mailbox »

Turn on Auto Renew »

(=) Print List

_ NetworkSolutions
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* Two email “folders” are shown open

E-Mail
Add Mailbox »
E E-mail using mikey.com (1) & Check Webmail ‘
E E-mail using sowhatsittoya.com {4) & Check Webmail
[0 Emailbox a Account llo, E-mailbox Type Auto Renew  Expiration
abcfisowhatsittoya.com 20870442 Standard E-Commerce Wonthly Renews on: December 04, 2008
defi@sowhatsittoya.com 29879442 Standiard E-Commerce Wonthly Renews on: December 04, 2008
ahi@sowhatsittova.com 29879442 Standlerd E-Commerce Monthly Renews on: December 04, 2008
ikl@sowhatsittoya.com 20870442 Standerd E-Commerce Worthly Renews on: December 04, 2008
E-mail using superfranci.net {2) B Check Webmail
[0  E-mailbox a Account Hlo. E-mailbox Type AutoRenew  Expiration
[0 monevisuperfrancinet 29540463 E-msiloo: oit April 25,2010
@ 20840463 Catoh-Al otf il 25, 2008
() Erint List
NetworkSolutions

2222200000
served.

+ Existing customers were universally pleased with the
proposed changes to the design

- This finding was supported in their comments, their
performance, and their summative data.

» The left side persistent navigation was identified as
significantly easier to use than the current design

* There were no usability problems that prevented
successful completion of a task

» There were a number of usability issues noted,
particularly in the grouping, labeling, and visual feedback
of the left side persistent menu

NetworkSolutions
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* The reaction so far?

+ Continue with integrating the Hosting Control Panel into
Web hosting details, and into the navigation bar

 Integrate order and billing information into Account
Manager

Netwgrk
Solutions. | THANKYOU
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