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1. Background
Launched in Dec 07, AIMS replaced former tool CAP (Customer Assistance Portal). AIMS  was developed with a short goal to provide an incident management tool that meets the specific needs of the MSN Ad Support team with a long term goal to reach wider audience in the future. 

2. Objectives
The purpose of this study is to identify the major users’ pain points of AIMS and suggest how a redesign in UI can increase escalation efficiency, streamline workflow, and minimize potential business risk.
3. Description
3.1 Interview location and set up
Subjects were interviewed either in a conference room or at their work desk where they can demonstrate their usage at ease.
3.2 Choice of subjects
Subjects is a group of Technical Support Engineers, Technical Support Analysts with various levels of experience in the team. A breakdown of their years of experience in Ad Support is as follow:
	Years / Team
	Search
	Display
	API

	> 2 yrs
	2
	1
	1

	< = 1 yr
	1
	2
	


3.3 The interview

Subjects were asked to provide the following information:
1. Describe general experience and typical workflows
2. List major 3-5 pain points and rank according to severity
3. Compared to the previous tools used (if applicable), decide the preferred choice of tools
4. Provide suggestions (optional)
3.4 Limitations / Scope of the study

Subjects were requested to rank their pain points based on AIMS reaching its’ peak performance, i.e. to ignore instances when server is unresponsive.  However, these performance issues will be included in their general feedback or in describing their overall experience.
4. Result

4.1 Current workflow and usage
A. Triage (Wireframes completed)
1. log in

1.  Login and authenticate

2.  Default view (outline)

3.  Default view

2. Select ticket & view content

1.  Select ticket

2.  View mail content

3.  View customer attributes

1. Click to expand panel

3. Assign ticket

1.  Assign ticket

2.  Assign ticket panel open

4. Open individual queue

1.  Pick issue from default view

2.  View owned ticket content

3.  Send initial response (i.e. reply) 

4.  Save ticket info

5. Code ticket attributes

1.  Save error

2.  Code required fields 

3.  Save ticket

6. Repeat Step A1-3 OR begin Step B.
B. Individual issues (Note: No wireframes yet.  The follow steps may need to be further defined)
1.  Log in

2.  Select ticket from "My queue" panel

3.  Open up ticket window and review content

4.  Response to customer/T3 partner by mail / phone / IM  

5. Change ticket attribute (if applicable)

6. 6. Add comment (closure comment optional for display)

7. 7. Save / Close (= Step A5)

C. Escalate the ticket
1. Contact T3 by mail / phone / IM

2. Step B5-7
4.2 List of pain points (see separate document painpoints-breakdown.xlsx)
5. Other problems / suggestions

In addition to addressing the main points, here are some potential areas AIMS can address or improve:

· Lacks innovation - It is a next version of a previous tool (CAP). Development effort seems to focus on avoiding previous pitfalls and is addressing bugs of CAP. It is quite an improvement but far from innovative.

· Lack CRM functionalities - such as being able to track customer’s escalation pattern, shows stats of issues submitted by a particular customer for the engineer to view, etc.

· Lacks usability concerns – excessive scrolling, small real estate, required fields place all over, heavily used of text
· Workflows running in parallel not properly addressed - 2 current major workflows are “triage” and “work individual issues” which run in parallel. The existing solution is to simply put 2 queue’s information on 1 view.
· Duplication of effort not addressed– an extension of the point on “Lack CRM functionalities”. Engineers not being able to view and organized efficiently the issues submitted by the same customer. This functionality will greatly consolidate team effort.
· Lacks Ad support-specific features - Integration of other common tools used by Ad Support, compatibility with tools used by T1
· Unreliable – AIMS not gaining trust yet. Most users still heavily dependent on outlook to make sure no communication is lost. Its’ performance directly related to team’s performance.
6. Potential Impact

· Metrics incorrectly reported – extraneous steps and process for tracking/reporting can create reverse result
· Prone to usage error – unclear instructions leads to incorrect use of feature, an extension of former point on incorrect reporting
· Decrease in efficiency – spend time on usage workaround than working on resolving our real issues
· Redundancy of work / Duplication of effort – multiple engineers continue to address same issue with no transparency of the entire team’s work. This makes global team scaling difficult. Sharing information on trends continue to be dependent on Outlook.
· Additional training resources need – training becomes just as important as other applications the team supports.
