Conceptual Models

Workflow Identification
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¥? What we did...

» Identify pain points
» Identify actions

e Extrapolate workflows

SBD Customer Management 2



¥ Understanding Our Target Users

*...Begins with User Research
— Consistency Delivers Patterns
— Our 10-minute Small Business Interview
— Participatory Design Methodology
— Accumulate a Storehouse of Findings
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¥ Understanding our Users’ MOTs and Pain

What?

eData mine previous research for common tasks / workflows

|
Needs for Building & Maintaining
Their Customer Relationships

u Need to forge strong relationships with
Building Managers.

n Need to knovy the Building Engineers
who can give them great insight on the
logistics of the buildings where they install
equipment.

m Getting quotes out to customers
quickly is important: "when they call us
they're panicking”.

m Quality of the service we provide is
everything: "We test everything and provide
the test results documentation in a hinder to
the customers. They love that."

Needs for Building & Maintaining
Their Customer Relationships

n Ve need to keep track of when the
customer last-ordered. or dates when the
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N3 Identify Tasks / Actions

SBD Customer Management 5



How?
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o Beginning the Conceptual Model

Jobs

{Projects)

Inventory ang
Pricing

Sommunications
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¥ Iterate on the conceptual model

Project
tomer Status, Everyyp, -
\o‘o, Cus Ything P,

./ec(

Frequent Tasks / Actions b\§z
To Do item &
Notification \‘—;"
% @
K Time Tracking
Names: Reminder

Contacts Schedule resources

/1 Customers Appointments My Company Information N
Attributes: contact info. terms... \Cli:fr(;rcstors Jeents CRM System Tools and Customer Processes |
Suppliers

Batch Process

List

Sync Data

Categorize (convert free form note info)
Who did What for a customer last
Mapping (locations)

Print

Search

Filter

Date Stamp

Instant message

Import Data

Login (username and password)

Other
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£ Iterations on conceptual models

Reports
Transactin History

Assignments
$ State of business

Owner

My Company Information
Create customer management process
Approvals (change manage)

Date Stamp

Get data out

Sync Data

atcch Get data in

Contacts

° ® History

' ' Free Form Note
Customers

o ®
' 'Related Contacts

IAd hoc groups of customers
Referral

[Customer Pre-fill
iCategorization

Everything Custome
Relationships

Rate Customer

Vendor

o ' Mobile access to data
' Employee

Py @
Contractor -
' ' Automatic

Multi-location

Collaborate

Permissions

Assignment

Payroll / Commissio

Communications
email

instant message
voice

ssign Job Task

Access when I'm not connected to internet
Access from office, home, road

based on

Partner

Communications
Email : IM :Call someone :Voicemail

Project
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¥> Iterate on the conceptual model
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¥> Iterate on the conceptual model

Small Business 360°  Single Customer View

For a given customer each ‘worker’ type - in collaboration with others- acts on a series of tasks/activities that vary in duration according to business processes.
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Customer 360° View  Order Based
:
Frequent Tasks B Shié;eu::ndar
Assignments Assignments
To Dos To Dos
Notification
Free-form Note
T.
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Price List v Reminders
Inventory S Scheduled Resources
Quote Time Appointments
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activity history

inances

Order History
Payment
Payment Issues
Transaction History

Level of Collabefation

Mordecai  SBD XD
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Delivery Status

TYPICAL ATTRIBUTES
0 Usually little customization of product
o Typically time to fulfillment is relatively short
o Tracking of status is important — order fulfilled and on time

PRIMARY NEEDS
0 Detailed information about customer order history
o Clear and accurate status information of fulfillment
o Product inventory / vendor information

EXAMPLES
0 Home building materials (wood floors)
o Gifts & jewelery
o Bakery & groceries

Customer 360° View  Project Based

(o)
30

Frequent Tasks

Assignments

To Dos
Notification
Free-form Note

Calendar
Assignments

\‘I\U NICy 7,/0
Project/s ¥,

Time Tracking
Reminder

IPricetList Schedule Resources
nventory Tl Appointments
Ouote && Time ¥
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Name, contact information
job information,
activity history

y

. Commodl Project @
inances Deliver
Quotes / Work Orders - Statusry
Transaction History _
Billing _—

Payment Issues

Account Balance
Mordecai SBD XD i

N3 Applying personas to the conceptual mode

TYPICAL ATTRIBUTES
o Complexity of multi-touch process with many tasks
o High level of collaboration
o There are often dependencies between tasks
o Time: several days to several years
0 High level of detail
0 Need for a quote is likely
0 Possible incremental billing

PRIMARY NEEDS
0 Detailed information about project tasks and dependencies
0 Ability to assign tasks to ‘workers’ and view task status
o View and add appointments to personal calendar and others’ calendars

EXAMPLES
o Builder/home remodeling
0 Commercial solar power installation
o Interior design firm
o Computer (CAD) design firm



¥> Current working aggregated view

Small Business 360°  Aggregated View

A business is an aggregation of customer records that includes data tracking, business processes, access methods and contributors to the system.

Schedule
Transaction History
Assignments

Get data out Owner / Manager

&) %l [

Get data in

$ Transactions
Shared Information
Free Form Notes

or}

&|Customer Rec

siness

Remote access

Sale / Finances
Communications

Schedule / Appointments
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Tasks / History

1] Goods & Services
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g Applying personas to collaboration models

Small Business Collaboration  Overview

Over Arching Characteristics

Each worker has a role and a set of customer (records) they

are responsible for. Workers are highly interdependent and

need seamless access to communications from each other.

Critical to have access to and be informed of customer activity history.

Collaboration Actions

View

Assign

Notify

Respond

Modify

Delete

Initiate Workflow action
(create new object)

Collaboration Methods
e-mail

M

Vmail

Notes

In person

Over phone

Conference

Collaborative Style
Asynchronous
Continuous

Real time

Mordecai SBD UX

SBD Customer Management 14



f‘i@ Business Collaboration Models

Small Business Collaboration ~ Models : Segmentation

Everybody Does Everything
Each worker has a role though many tasks ‘belong’ to whomever can
do them. In both models workers need full access to customer information

and be able to take needed action/s.

Begin to Specialize

Role specialization where at least once source provides instructions

& assignments to other workers. Highly dependent on tracking and
controling ‘workers schedule’ as resources for deployment. All workers

do not need to view, create or modify information about a given customer.
Frequently performed tasks with status monitoring.

(4%@\// Mordecai SBD UX

Basic Collaboration

82 8

Organize Around Roles

Primary (preferred) Contact

S22 0o

Secondary Contact
Some basic level of control for point of contact.
Ability to assign each other tasks, to dos etc..

8 0
8g 488

Multiple Points of Contact
Discreet work instances sequential in nature. Touch points
especially driven by what the customer needs at a given time.

SBD Customer Management
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Small Business Customer Lifecycle

NEGOTIATION @

Create Estimate/Quote/Work Order
Provide Estimate/Quote/Work Order
~ Set up Appointment

&'
. AGREEMENT@
Opp: i

QUALIFY @
Initial conversation

Collect contact info @
SALES

Lead investigates offerings and pricing

~ASSIGN TEAM

Assess skills needed
Determine availability of team

~PLAN SCHEDULE
Assess work needed

N3 Lifecycles and the "Work Instance”

Common to All User Types

DELIVERY/APPT/MILESTONES

~ Complete appointments
Collaboration: customer and team

Log W.I. details and updates @

WORK COMPLETED

INVOICING/POS

Create Invoice/Sales Order

Provide/Send Invoice/S.0. to Customer
Customer agrees with amount due

¢+ PAYMENT RECEIVED ‘@

>

E

ity agrees to /Quote/ Coordinate team and resource schedules Receive customer confirmation/approval Receive customer payment ¢
¢+ OFFER Proposal/Dues or attends Appointment of receipt of product/service Process payment and close balance
Lead req or PREPARE FOR WORK Notify bookkeeper/team of W.I. completion ~ Provide receipt

(with specific intent to buy)

Lead becomes Opportunity Opportunity becomes Customer Ready to begin work Work is completed

84

®

Level of Collaboration

Credit to Beth Wells for this work.

SBD Customer Management

~ Book resources needed
~ Acquire materials needed
Prepare product or service for delivery

Notify team of billing status: paid

CLOSE WORK INSTANCE
W.L dosed and archived

Ask for repeat business/referrals
Send "Thank You' letter to Customer

2 v

Customer becomes Repeat Lead

L0088 » 098 8

»

a8

16

MAINTAIN RELATIONSHIP @

Include customer as marketing recipient
Generate positive word-of-mouth referrals
Remember customer’s birthday

b or

INQUIRY/SALES/OFFER
Initiate sales call on appropriate date

(contract/budget renewal, season...)
~ Recurring business or appointment
Repeat sales process

Repeat the process

¢ 2



@ Foundational Design and Conceptual Modeling

e Group brainstorming — mining the collective
» Sketching the concepts together

e Conceptual Models — simplifying
— Aggregated view : across the business data
—Single view : across a single data slice (job or customer)

Outcome > Conceptual Models
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¢ User Object Model — QuickBooks and CMO

DRAFT - User Object Model
4-9-07 Prospect
“pyI : Need to flesh out the primary attributes
‘Pull” from QuickBooks — " primary
Read Only (? and actions for each user object Participants
ead Only (?) Agenda / Purpose
Customer Process
m Estimate | Quote Iy own customer management process
Approvals (change manage)Automatic Foachy
hoior actons based on what 1 4o e
Completed by pdate
Are given to. tate
associated with. ————— [Terms — content
fSearch s
poarch sl Appointments
Ereate preee,
Lpdate i e
1.+ 1 Participants
Agenda / Purpose
"Can be related to.
earch 1.+
Items / Inventory Browse
) Create
ted Vpdate
Profile / details - Location
Status: active/inactive
Profile Details ( name, address...) e Assignments — who did what
:?,!ZSDE"’”S( nemeg Bddessic), Project/Job History (purchases) Profile Details ( name, address...) associated with— State — initial > fulfiled i
Transaction History Transaction History / Paymentis rojects 1. | Costs an e related|to= Notels
Bearch Activity History Account Balance Activity History Bearch
proase Activiy History Crests 1.+
Rati
Update Category & Rating
Create Quote Categorize
Bearch 1.+ Share
Prowse
Er
Dpdate earch]
: Bone.
1 1.4+ T reate
1.+ |pdate
Has Many |Relates to / Cultivates / Works ith | 1.4
Assigns Projects / J fg T
Are related to. )
)
§$§‘st 1 Appears On
[reen: " Are created n relaion 0.7 fobollsss
R ale Date Stamp / Data Sync
Users
Reminders
Email Registered Services are o Tosks
e & neome Notfcaton
Price List
Instant Message 1.4 [pdate Bearch
Profile / details — Location Browse
1.+ | Contract terms Create
Collaborates with | Status: activefinactive Belongs 59,416 Stiared batwasri R
- Assignments & Job Task
Voice Message / Call Payment/ commission
¢
4
Wall /Fax Profe / detals Calendar
Relationship terms
Status: activelinactive
Associated workers comp code |Work Week
1.+ Type Schedule resources
o |Appointments
Calendar
E & Resp [Workday
Create & il
Update Orders Fron{ Browse
LEQEnd Create
Fulfills orders 1.+ Update
1
Secondary Object P.Os Profile Details ( name, address...)
Product's
Email marketing campaign 17+ | Transaction History
Multiple Types of Object -+ | Activty History
Refunds
Outside the application / Gredis pleaieOrey
system Finance Charges [Bearch
Types. Fations Browse
Balances Kearch Create
i i Prdate
Cardinality Koardi 22:;' L
One to many 1. 1.+ LoD Dpdate T
Manytomany 1.+ 1.+ v;ﬁ:
& ¥
Reconcile \—Are ‘sent’ i
System Tools and Actions reate
jate
Batch Process ba
Mapping (locations)
t
Filter
Import Data
Login (username and password)
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