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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:

A discussion of customer usage and the limitations of the original design.
A discussion of our design goals, the new UI 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 UI/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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Manager

How it got that way
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The Account Manager

• What is it?

• Designed for domain name management

• Outgrown as service offerings diversified
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Our Users

• Corporate users, who purchase and manage very large
numbers of domain names

• 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.
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AM Home Page
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AM Home Page

Navigation:

All options specific to

account management or

domain names; no other

online services
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AM Home Page

Services
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AM Home Page

Multiple

views of

services
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AM Home Page

Services

and links:

to configure

services, to

edit your

Web site
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Domain Name Details

Inconsistent

access to

related

services
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Hosting Details

Access to Web Hosting

tools and features

Access to Web Site

Editor
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Results from Usability Testing –
Prior to Redesign

• 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.
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Results from Usability Testing –
Prior to 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.
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Results from Usability Testing –
Prior to 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
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Design Goals

Now what are we going to do about it?
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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.

Design Goals
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Design Goals (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

UI Patterns

What we did
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Methodology

• Prioritized issues

• Designed UI 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
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UI Patterns – Navigation

• Dynamic product–based navigation bar

- The primary navigation for the Account
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

• This provides an adaptable and scalable
design as the landscape of online services
evolves.
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UI Patterns – Grouping Services

• All services of the same type are organized and viewed
together

- Easier to manage multiple services

• Consistent treatment and operation for the large volume
tasks

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

Ability to apply

actions to many

domain names at

once
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UI Patterns – Overview / Detail

• 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.

24 © Copyright 2007 Network Solutions. All rights reserved.

UI Patterns – Overview / Detail

Detail —

However, if only
own one of that
type of service,
when choosing
from the
navigation menu
they go
immediately to
the details of
their service
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Web
Hosting

Overview
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Web
Hosting

Details
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UI Patterns – Web Design Editor

• 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

28 © Copyright 2007 Network Solutions. All rights reserved.

Web Design Editor

Access to

all sites of

any type

that could

use a Web

design and

editing tool
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UI Patterns – Alerts

• 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
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Web
Hosting

Account

alerts

Service

alert – to

assign a

domain

name to

your Web

Hosting

package
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UI Patterns – Folders

• 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.
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UI Patterns – Folders

• Folder concept applied to other services

• Each email account can have multiple mailboxes
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UI Patterns – Folders

• Two email “folders” are shown open
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Usability Test of Prototype

• 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
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Future

• 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

THANK YOU
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