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PROJECTS EXAMPLES

 Phone Tree Project at Symantec

 SaaS Security Project at Palo Alto Networks

 User Research Projects



PHONE TREE PROJECT

 When customers called in, almost 75% of calls had to be redirected to another 
department.

- Wasted time and resources

- Unhappy customers



PROJECT DEFINITION 

 Audience: Web site owners who buy Symantec certificates for their sites

 Rewrite the phone tree messages to reduce redirects. Help customers asap.

 Challenge

Minimal experience with voice messages

 Leverage my personal experience with phone trees



METHODOLOGY

 Looked at the existing tree. What’s wrong? Required knowledge of internal 
department structure.

 What problems are customer’s trying to solve? 

Order status

Reorder

 Installation issues

 Rewrote the message. Made a clearer connection between the phone tree choices 
and the problems customers typically want to solve.

 Short, clear, understandable

 Encourage callers to use self-serve online tools. 





TESTING PROCESS

 Wrote script and created an actual recording.

 Defined some test scenarios. Did hallway testing.

 Internal User Experience professionals

 Typical users



RESULTS

 Presented final script, recording to the Cross-Functional teams for rollout.

 Sales

 Compliance

 Support 

 Marketing 

 In three months, we reduced redirects by 34%



EMAIL FOR AUTOMATED REMEDIATION PROJECT



SaaS Applications

• Box

• Dropbox

• Microsoft Office 365

• Salesforce

• Slack …



PROJECT DEFINITION

 Audience: IT Professionals are responsible for network security

 Goal: Encourage users to recognize and remediate their own risks.

 Increase product adaptation.

 Help the product to “scale.”

 Educate users about security within SaaS applications.

 Challenge:

Users may not be familiar with the product or how it works.





METHODOLOGY

 Add a meaningful subject line with a call to action. 

 Include “known branding” to assure users it’s not spam

 Make it personal. Send to an individual, not a group.

 Keep it short. 

 Provide links for more information.

 Include a contact address for follow-up questions

 Thank them for their time. 



USER RESEARCH PROJECTS

 Cluster Design for Certificate Intelligence Center (CIC)

 Certificate Discovery Alternatives – Survey Monkey

 Research Summary for CIC – Top Ten Issues 



CLUSTER DESIGN FOR CIC





TOP TEN ISSUES


