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Opportunities Summary

Research
Approach

Research
Questions

Business Use

This research will employ a usability test through a prototype
followed by a moderated qualitative interview focused on
specific screens.

Are participants able to complete the task successfully?
How intuitive and usable is the proposed stop service
flow?

What pain points and points of confusion did
participants encounter?

What changes and improvements can be made?




Findings Keys

Insights

Business Use

Few: 1-2 participants
Some: 3 participants
Most: 4 participants
All: 5 participants

In the usability test results, green arrows represent correct
clicks that participants made and red arrows represent
incorrect clicks that participants made.

Usability Test

Some of the participants succeeded without difficulty.
One participant succeeded with difficulty. One failed.
The main issue that participants faced was locating how
to stop service. Some did not choose the hamburger
menu as the first option and one participant did not
locate it at all.

Some participants expected to be able to stop service
from the Select Account screen. Most of them tried to
stop service using the three dots on the Gas bar.

When participants were unable to stop service from the
Select Account, most of them tried the hamburger menu
next. Some did so after a period of searching and
scrolling.

A few participants expected to see the stop service
option from the Account Summary screen, as opposed
to navigating through several other screens.

Still, most participants reacted positively to the overall
usability and ease of navigating the flow, describing the
experience as “straightforward” and “simple.”

Individual screens

A few participants found the questions about an onsite
adult appearing on multiple screens to be redundant.
Some participants had some confusion about the
primary and secondary phone numbers and one
participant thought the onsite and primary numbers
meant the same thing.

A few participants were confused if billing would end
when service stopped or at the end of the billing cycle
because this information was not provided.

All of the participants liked the design and content of the
confirmation screen, summary email, and confirmation
emails.
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Recommendations

Business Use

Some participants wanted to have more functionality
built into the email, such as the ability to reschedule
appointments or getting text notifications.

Select Account
Add an option to stop service from the Select Account
screen.

Confirmation of Residential Address

Consider allowing customers to nickname different
accounts so that it is easier and quicker for customers to
distinguish between them.

Indicate more clearly that the number in the parentheses
Is the account number to avoid misinterpretation.

Onsite Adult Modal
Consider adding information about how rescheduling
would occur if no adult is onsite to avoid user confusion.

Appointment Window Selection

Consider having the appointment window date and
timeframe options on the same screen so that users do
not feel annoyed or tricked.

Consider removing the section about the onsite adult
from the appointment confirmation window, because
that information is redundant and is not directly related
to confirming an appointment window.

Consider noting that the standard timeframe is 8 a.m. to
8 p.m. before users select the date that they are
available.

Onsite Contact

Allow for primary account holders to include their phone
numbers as a contact if they will not be the onsite
contact and want to be contacted.

Add the option to receive texts or other notifications or
alerts before the stop service and the day of stop
service to improve communication and add flexibility.

Summary

Add information about when billing for the service ends,
either on the Summary screen or earlier in the flow so
that customers do not have to guess or make incorrect
assumptions.
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Consider changing the names of primary phone number
and alternate phone number to avoid confusion with the
onsite contact number.

Confirmation Email

Consider making the email more functional by adding
options such as making payments, rescheduling, or
cancelling stop service.

Consider allowing participants to opt into text message
notifications and alerts directly from the email
confirmation screen.

Usability Test Insights

/\ Report Emergency
&, Espaiiol Q

Account Summary

% 123 MainRd Apt 1...

View all accounts )

Amount due

$0.00

Get help paying )

Account details

View bills and payments

Monthly gas usage
v 743,670 therms

185,000 therms less than

this month last year

Gas supplier

Rhode Island Energy

RIE Last Resort Service*

Shop rates

View supplier activity

Three participants succeeded without difficulty.
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One participant succeeded with difficulty.
One participant failed.

The main issue that participants faced was locating how to stop service. Some did not
choose the hamburger menu as the first option and one participant did not locate it at
all. The locations that participants clicked instead were the account dropdown, Manage
Auto Pay, and the phone number for Rhode Island Energy.

Participants expected to be able to stop service from the Select Account screen.

Once they found how to Stop Service, they did not encounter any other issues in the
flow.

Recommendations

e Add an option to stop service from the Select Account screen.

Individual Screen Insights

Confirmation of Residential Address

Business Use
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Stop service

123 Main Rd Apt 1 Providence Rl... (12345-5432 >

Confirm the address where you
want to stop service

All of the participants felt that the content and design on the confirmation of residential

address screen worked well.

Recommendations

Consider allowing customers to nickname different accounts so that it is easier
and quicker for customers to distinguish between them.

Indicate more clearly that the number in the parentheses is the account number
to avoid misinterpretation.

Onsite Adult Modal
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Onsite adult required
to stop service
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All of the participants found the onsite adult modal content simple and straightforward.
Most participants expected additional information about what would happen if an adult
were not onsite.

Recommendations

e Consider adding information about how rescheduling would occur if no adult is
onsite to avoid user confusion.

Appointment Window Selection

Business Use
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Moving

Stop service

When would you like to stop

service?

Confirm appointment window

Most participants wanted to have shorter timeframes to accommodate changing

schedules. (However, this may not be possible because of business concerns and the
company being at risk of fines if technicians arrive outside of the appointment window.)

A few participants noted that the reiteration of the onsite adult requirement in the
appointment window felt redundant and that it was an unexpected and unnecessary
addition to that section.

Recommendations
e Consider having the appointment window date and timeframe options on the
same screen so that users do not feel annoyed or tricked.

Business Use
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e Consider removing the section about the onsite adult from the appointment
confirmation window, because that information is redundant and is not directly
related to confirming an appointment window.

Consider noting that the standard timeframe is 8 a.m. to 8 p.m. before users
select the date that they are available.

Onsite Contact

Stop service

123 Main Rd Apt 1 Providence Rl... |

What's the phone number for
the adult who will be on-
premises?

Onsite contact phone

Most participants did not have any issues understanding the phone number screen.

However, most participants did state that text or email or other alerts the day before and
the day of the stop service would be useful.

Some participants also noted that they would want to include their numbers as a contact
if the onsite contact was not the homeowner.

Recommendations

Business Use
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Allow for primary account holders to include their phone numbers as a contact if
they will not be the onsite contact and want to be contacted.

Add the option to receive texts or other notifications or alerts before the stop
service and the day of stop service to improve communication and add flexibility.

Summary

Stop service

123 Main Rd Apt 1 Providence RI

Stop service address

Stop service date
Stop service timeframe

Onsite contact phone

5454

Mailing address
234 Main Rd Apt
jence, |

Primary phone
Alternate phone (optional)

Enrolled in Auto Pay
WELLS FARGO BANK #r+e++

Cancel

All of the participants liked the layout and content of the summary screen.

A few participants were confused about when billing for the service would end because
that information was missing. It was not clear to them if it would end when service
stopped or at the end of that month’s billing cycle.

Business Use




One participant also thought that onsite contact and primary phone meant the same
things, even though the numbers were different.

Recommendations

e Add information about when billing for the service ends, either on this page or

earlier in the flow so that customers do not have to guess or make incorrect
assumptions.

Consider changing the names of primary phone number and alternate phone

number to avoid confusion with the onsite contact number.

Confirmation

Business Use
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Success! >

@

Stop service address

‘_!\
Appointment details

on sent to electricemily@gmail.com

act phone 484-777-8484

Stop another service

H

All of the participants liked the layout and content of the summary screen. They had no
questions or suggestions for how to improve this page.

Confirmation Email

Business Use
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Most participants found the confirmation email effective and appreciated the simplicity of
the layout, content, and option to take action directly from the email.

Some participants wanted to have more functionality built into the email, such as the
ability to reschedule appointments or getting text notifications.

Recommendations
e Consider making the email more functional by adding options such as making
payments, rescheduling, or cancelling stop service. (Note: As of now, the only
way that customers can reschedule a date is by calling.)
Consider allowing participants to opt into text message notifications and alerts
directly from the email confirmation screen.
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