Project Hornet

ROLE : DESIGN LEAD

Research, design roadmap,
InFormation architecture, ideation,
prototyping, testing, visual and
interaction design

TEAM
3 product designers, 1 UX strategist,
5 engineers, 2 product managers

DURATION
November 2020—present

TOOLS
Sketch, Abstract, InVision, Figma,
Miro, UserZoom

AVAILABLE ADD-ON SERVICES

Add-on service

Hi, Elizabeth!

Voice:
Home phone service

work alongside your smartphones.

$100.12 ( PAvuol\: B

Next auto-payment Nov. 5

Add-on service

56 G

Aala usea this cucle

BUYDATA |

EasyCare

Afeature-packed home phone service built to

Viasat™

You've used 56 GB

ala vall renew an Nov

Viasat™

Your balance is $60.11

sutopayment wil process an Nov 3

Pay balance Pay other amount

$10.0 @ 3157 .

Your last payment was made on Nav, 24th in the
amount of $56.74

Current bl summary

Unlimited Sitver 25

EasyCare

Recent payments

Balance due

My Autopay details

Next auto-payment Nov, 3

Overview

The purpose of the MyViasat app is to empower
users to manage their residential internet
service through the use of self-help features
like data usage monitoring, billing,
troubleshooting, and FAQs. By supporting self-
help, the app should deflect customer care calls,
resulting in reduced operational costs for the
company, however, recent data suggests that
users are still enlisting agent suppport to
understand and manage their data, pay their bill,

and troubleshoot network issues.

The First release of the MyViasat mobile app was
deployed in December 2019. Following quickly
after that, the MyViasat responsive web app was
released in April 2020. The goal of migrating
these products to a new React code base was
achieved with these early releases, however, due
to time and technical constraints, many user

experience issues were not addressed.

With improved access to customer feedback,
updated technology platforms, and an increased
timeline for testing and research, project Hornet
is focused on improving the current MyViasat
mobile and web experiences to reach a targeted

goal of reduced CCPU (care cost per unit).

With EasyCare, you get an extra level of
support for your sérvice ata low monthly
price.of S8.99 and na minimum service term.”

Unlimited Silver 25

Download speed
SUBMIT PAYMENT

Premium data

(i) 44 GB remaining of 100 GB total

CANCEL

UPDATE PAYMENT METHKOD

4 devices

inected Wi-Fi devices

Standard data Unlimited




The Problem

To date, call volume to Viasat's customer care

“The posted monthly “I would like to see what the “How is my service unlimited N :
center remains high as customers are still

statements do not show an average data usageisin my if you slow my data down at

requiring agent assistance to understand and
itemized billing" household.” a certain point?” resolve issues with their account. Data collected
from agent chat logs and direct customer
Feedback reveals that the current self-service
experience is not providing users with the
content or tools they need to complete high-
priority tasks, such as changing their payment
date, updating a payment method, switching/

adding services, and monitoring data usage.

The First release of project Hornet will Focus on

improvements to the MyViasat billing and data

experiences. Since the majority of customer

calls stem From issues related to billing and data

Billing Data usage usage, improving these two features will have a
significant impact on the overall user
28% of total contact volume 23% of total contact volume :
experience.
m Payments/collections (21%) B Troubleshooting connectivity (78.33%)
- Make a payment - Remote diagnosis
- Change or update a payment method - Guidance on resolution; reboot-truck roll

— Stop an [auto] payment
m Speed of service (10.67%)

B Bill Cycle (9%) - Slow speeds (over inflection point) can
— Change bill cycle/autopay date appear as a connectivity issue
— Questions about first-months bill - Video quality/buffering

- Request a credit/refund

. . . B Dataallowance (8.93%)
- Advanced notice (amount billed, proration,

price transitions) - Throttling, priority datg, etc.

B Other (2.07%)
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> J =Autumn Years
> Q = Golden Year Guardians
> L = Blue Sky Boomers

v

v

Vnasat‘A

toward having blue collar
their money well and enjo
hunting, fishing, and watc
weekends.

Cluster ACE (&)

Geography: The Viasat J(
southeast/Midwest

Tech Adoption: Late
Media Consumption: Sna

> A = Power Elite

> C = Booming with Confidence

> E = Thriving Boomers

Vlasat'“

17.42% High Southeast + CA 51-65

$50k-$150k+

v

About: This is the wealthiest of the clusters. They are about
to start retiring (if they haven't already) and will be able to
enjoy the fruits of their labor. They are also highly educated
with bachelor degrees and many of them with graduate
degrees as well. Though some of their adult children may
still live with them, they mostly consist of 2 people
households with no children at home.

* > Geography: The Viasat ACE customers primarily live in the
southeastern US states

> Tech Adoption: Apprentice

> Media Consumption: Snail mail, Television, Radio

Discovery

In the discovery phase, we analyzed customer
personas and customer-agent communications
to Fully understand the breadth of MyViasat
user needs. We documented use cases and
customer insights, mapping them to user

personas and plotting pain points along detailed
user journeymaps.

With improved insights into the user journey, we
re-evaluated the current information
architecture and tested our hypotheses in card
sorting and tree test exercises. We used this
data to propose a new information architecture
that addressed user needs by improving
discoverability and wayfinding.

Activities

User research/personas
MLP definition
Empathy mapping

Journey mapping



Regular Happy Path

New Customer Discovery (contd.)

End of Promotion

Notification

Viasat will charge card/bank
ACCT X000 N 2 weeks.

Activities

Learn more at MyViasat
oo !
Vignat wit charge
o om0 e §
e User Flows

Tree tests

Card sorting

hadeey

1 can chat with Viesst If |
have qu

InfFormation architecture

ol e m

g | know whea the next | know which card/acct § 1 ienow how much | will 1 know when the | know which card/acct
; [ payment will hit ] [ will be charged ] g [ be charged payment will hit will be charged
§ §
Emalil
Notification/ SMS. g
2 Viasat will charge $XX.00 to acct XXXX £
lasat will charge card/banid £ on MM/DD. 2
Bt X000( In 2 weeks. £ §
H (Bill summary) 5
Learn more at MyViasst 5 °
° See your bill at MyViasat
* 1 know that taxes and *This Is about what |
addutional purchases expected
will change this For users w low
edit/ tugh instal
I can see and download 1 cannot move this I can update my card on i
2 POF of my bilt and past payment date file
; | can delay my payment | can update my card on bills
g date, If rm eligible file T
| can pay now & use other other methods.
methods, creating a
crnde 3
i
P G [ r——
$  Mimnoteigbier nowhowAUOPaY. | o ct with Visat | F my payment date hingisdiniodelis have questions : - < | -
change my payment date, Q
 know why L §
£ 1know exactly how long \;
b1 1 know exactly how long my internet will last if
- my internet will last if don't pay in full
dont pay In full

- ) on
40 participants from; iserlytics panel Newok  collapsed menu. Please search through the collapsed menu, and click on the correct menu and if pay for your internet from the 15th h the collapsed

+ 30 min unmoderateq sessions necessary sub menus to find where you can change your internet plan. collapsed menu. Please search thra ican block a

+ Recorded screen, voice, audio necessary sub menus to find where

Scenario 1 Scenario 2
Testdetalls Pedces Imagine that as an internet customer, you are looking to change your internet plan. Below is a Imagine that you are getting paid o/ _ f that phone

OPTION SELECTED _ } b LTI,

« Billng 0%
« Lioviens & Lsagr 3%
My Ao 78% @

HelpO%

e020% g

@ This ican shows the %who chose thecormect path nthei 15t el Law

] Boribe S dun ke e e gt

~5% of users who got to My account, didn't think to go to plan details. As long as this option
is clearly accessible in the prototype, this shouldn't be an issue ok e

This scenario tested really well, majority of people thought to go to Devices and Usage

A et

o FIRSTCLICK
~35% of users expected to change the bill due date in the "Autopay" section (specify

— I payment for autopay, or update autopay method). 95% of users knew this would be in N “

Billing

FIRST CLICK

P
2 it e B T PR N P A S T PR RV RS ety
n Update credit card on file a See how much data each device used ﬁ See activity for recently purchased data -
Levien & s
t int t details and activity f nt Y%
B View billing history m Button to buy more data m See internet details and activity for second home on accou . y
“wﬁ'd mCI'M' Wyl ae
a Make a payment for current bill uad tust ancel service call appointment .
n Chat with support m Update address m Upgrade to a new modem oy _ _
2 = | == = = ERED | ==
B Graph showing data used in 8 month m Change account password m View this months billing statement . v T —
n Change billing due date m Calendar showing dates available to schedule a service call E Billing and payment activity |+ e r e e S e e S e e |~_.,...... |‘-\..~.--.,-m T T T o — v
e v 6 Vatmiedohd
i fil ﬂ ! d to be ch: t (v et am =L
Changaplan m Add a second credit card to file Select card to be charged on autopay e
- E View contract with internet service provider Add additional security and network protection to plan —_—
Current plan details
R . T — ————— ——m———— ——e— ————— m——m——— ———
n Button to add phone service a Calicel lnbienat senice m roubléstiodt inbeciiet r———11
Amoun [—17 = = === B s ==\
i h i -
Instructions for moving internet services to a new home m tofdatausedinthe previous mont a Internet outage notification T i —— e T
m FAQs Datausage breakdown by activity m Block device from connecting to internet s [ e
m Article with information regarding how to change wifi password m Information regarding how video streaming affects data consumption m View signal strength of each device R vt s hociracing m-
e - |
I @ e — —
m List of devices connected to the wif Recommended plans based on past data consumption Change Wi-Fi password —
T
m Total amount of data allotted with plan m Graghdd ing intemet network congestion . o ———————————
m View order status of new modem —J

As1ong as tnis option is clearly present in the Billing page, and you don't need to drill
further to see the change bill due date option, this should not be an issue in the prototype



Overview / =5
Landing Experience

Ideation

We synthesized all of our data and artifacts

From our discovery exercises into detailed

N g | userflows For both the billing and data usage
My Usage ] CurrentBill [~ @ Next Bill T ) Profile/Account [+ @ Plan Settings [ =] Network Settings [+ @ Troubleshooting o) FAQs | ST Plan Upgrades ® -
= ‘ : experiences. We then tested our design

hypotheses with current Viasat customers using

= ' low-Fidelity clickable prototypes.

Home screen widget collapsed Home screen widget expanded

My Account

= — Activities

Plan Settings

ProfilefAccount [ @ Network Settings |

e o= _ o
PmduEfiZ:;::\eg Page FroductSLr::tliding Page Product\li::;ing Page See Past Bills - § voune usine prioaiTy oata . .
[+ Y Information architecture

Bill Schedute

(]

March 1-31

$100.65

Bill Schedule

o
April 1-30

$120.65

Bill Schedule

May 1-31: Bill Estimate

$130.65

_{ Current bill
_{ Estimated Next Bil
\_I History

You used 4.5 GB in the
pastday.

27GB

Data screen

SEPTEMBER/NOVEMBER

™ sth

User Flows

Wireframing

Prototyping

5 Priority data renews on Nov. 2

You used 12 GB on Sept 8th.

Details Details Details

m

SENTENCE ASC
PAST

SENTENCE ABOUT THE
PAST DAY AUTO-PAYMENT

. PAY NOW

March Activity Aprit Activity May Activity

$101.65

Week month

] Next auto-payment Nov. 5

Payment Cleared: March 31

A Fonakn ey

AutoPay Scheduled: May 31

S
| | —— i = =]
=
) How does my data work?
Your plan is made up of two types of data >
" f 4 What can | do with 25 GB?
See what you can do on your household devices 4
with your remaining data You're using your
AT SRIORTRATA unlimited standard data.
— I:] Sdaysuntil pronity dute renens
o s o
Your naxt bis will be streaming and other high-bbandwidth activities. SMALL DEVICE LARGE DEVICE y c
i i and other high-bbandwidt ‘ . UNLIMITED DATA
April 20 of - ® O - . A
May 20 o Gl
UNLIMITED STANDARD DATA
D
use your unlimited standard data for low-bandwidth
activites like web browsing and emaling o
s , o6 P ©® ¢
$113 =
-
SR GH o
s You've used 20.04 GB
ESTIMATE 100 hrs
DAILY DATA USAGE THIS CYCLE
= Priority data = Standard data i
g ' You're using your
e e :) » Optimize your standard data. priority data.
' arn when and how 1o use your data 1 oy ro g i e "
25198 S400me. 5400 : Certain activities use more data, Streaming video .
o g . will cause you to reach your priority data cap faster 25 GB memamin
_ than other data-consuming a es like emailing
and web browsing. If you've reached your high
b, you're likely to experience faster
speeds by avoiding high-bandwith activities during
times of peak network congestion.
TS .
) {*) 1568 5o 0.04 68 - 2 <~
P — weomen 8 =

AutoPay Is s

MANAGE CONNECTED DEVICES.

April 20

See how the devices connected to your network
are using data

i Julie’s iPhone 20% FAST ZONE: 1AM - 6 AM
23,68 PRIORITY DATA REMAINING —
— -
Q)  oownload large files, like movies and
- , Matt's iPad 3
v owow o»ouu @ . -

Welcome, Mario L. Welcome, Mario L.

23 G PRIORITY DATA REMAINING

a0% o Music, during fast-zone hours (1-5 AM)

Nov. 24

Mom’s watch
PRIORITY DATA WILL RESET ON NOV, 27 —

PRIORITY DATA WILL RESET ON NOV. 27

10% Mind the app!

M

anage your apps. Manage your data

GPS apps like WAZE and Google maps use your data
even when you're not navigating, Make sure you

Dad’s desktop

close your app: so that

hen you're not us

QNP tu e s dats 2 dtecur to aave data o they don’t use your data behind the scenes.

Q1 T o e €t entemier 10 e s o



BILLING

The Takeaways

Viasat"

USABILITY TEST RESULTS We partnered with UX researchers to conduct

Data Usage Billing Troubleshooting Account

seven 45-60 minute moderated usability tests

Current Balance

Next Month's Charges

Our billing designs accurately targeted , _ , o
. . _ with current Viasat residential internet
most of our users’main pain points

Jan8-Feb7  Billing Period

We'll charge $90 with Visa 4554 on Jan 18

B PayNow B3 My Payment Method (3 MyBgill Date

, e customers (4 tests of billing designs and 3 tests
around understanding their bill. .
. of data usage designs). The goal of each test was
Customers reacted positively to ,
- to understand the following:
contextual help and Found promo pricing

and payment Flows to be intuitive and - Do these designs address real world

Your bill is about the same as last month
straightForward.

See past bills

billing/data needs?

- What information is most important to users

What if I can’t pay my bill v
on time?

There is still more work to be done in Internet . , o
. - What (if any) information is missing
educating users about how to use the

Other Services

- - - Usability/understandability in proposed designs
new billing Features (specifically,change

Taxes, Fees, Surcharges $10.00 Can I delay my bill date?

bill due date and bill comparison) as the The data collected from these tests confirmed

How do I know if my payment

Total Charges $90.00
processed?

test results suggest, these experiences that some of our design hypotheses were

Balance Due onJan1s $90.00

are not currently intuitive to our users. accurate while others required more thought

(.~7\\ (/ 2 \
( n Pay now /\ \ View FAQs —> /

——B and exploration.
"\»Chat with us /}

The Hornet design team is currently
implementing usability Feedback into new
design iterations. These refined designs will be

tested in mid-March 2021 prior to moving into

“Stenario 1: Overdrawn account
Hypothesis 3: Users understand how to change their billing date and the implications

**Svenario 1: Overdrawn account
Hypothesis 1: Users understand the information on the landing page of MV and expect to go to Billing

Scenario 3: Payment Failed
Hypothesis 2: Users can make a payment with a different card

the two week detailed designed phase in early

v o - . High Severity Vot Validated
Changs it Dute + " None of the users understood proration, and - . e .
- Change 8 Gute oS> e beirie charoad W o * Al users were able to make a payment with a
A oy AT a . ) e OUEHK Ehey WEr SETE ShaTped mOTR money different credit card without any issues. ©
Insights Nosve for having a late payment, rather than paying for Y 3
* Most users were looking within “Common ——— the additional days not accounted for in the R -
it - s Questions” or wanted to get to FAQs to address o z o oo previous billing cycle. Thanks! You paid your balance on Feb 20 with Visa 4554 Users liked being able to print and see past bills
d their problem of being able to make a payment e T Your next bill will be charged on Visa 4555 on Jan 18
== Insight
on time. T tete [a~~ Yoo Yo ) 2/4 users did not understand why the payment - S
¥ PROIRE) evies date was occurring 10 days after the bill cycle o *: M usars tpacted to g0 to the History tab
18GB of Priority Data remaining Your mext b will be charged on 2 users expected to be able to go to "Account” s e e date. — = to see and confirm changes such as changing bill
Visa 4334 02 Jan 24 == (o ] cycle date, making a payment with a new card,
to change bill cycle date D [5—] * 1 user thought it was because the 10 days e - L/ $ £
----- = and past bill statements with itemized line . L)
P 2 - T was a grace period for users struggling to — e A t t
- items.
make s payment : ctivities

Med A o 1 user was wary of making a one-time payment,
Medium Severity —~—
""""" - - because in the past he was double charged after

1 user was expecting to see more helpful -
making a one-time payment

information in the FAQs in terms of what would Soama e e
happen if she couldn't make a payment, if there
would be late fees, options to change plan, etc.

Usability testing

Recommendations:

* Explain Net10 as one of the contextual help questions, and include a brief explanation/link to help article as part of BCD
change confirmation

* Proration could be a separate help article. Explain proration by explicitly stating — they are not paying anything extra

Recommendations:
* Surface the help article on “what if | cannot pay on time?" as one of the common questions on the landing page with
info/links to change bill cycle date

Recommendations:
« The History page could be a log of important account related changes that gives the customer access to records and activity

Scenario 3: Payment Failed
Hypothesis 1: Users understand why their payment failed

Scenario 1: Overdrawn account
Hypothesis 2: Users understand the information presented on the billing page.

Scenario 2: Change Billing Date Unavailable
Hypothesis 1: Users understand why they cannot change their billing date and the options available

High Severity R Validated

Viasar® i o, " . Insights Lo * 2 users found the information in the FAQS S Users liked the notification stating that the
-~ —_— - Bilt date change not permitted *can I del "
»  Most users first navigated to the article “what if | cannot ""“7:""“ can | delay my bi" to be payment :a‘:": and the reasoning why the
pay on time?” under contextual help and used the link in R . ';"”“- i i b taid i ~ payment talia
- user wanted to be explicil 0 al -
the article to change bill cycle date . - ~ e —
SRS e aebrbicboddodic i poscha —— they could not change the bill cycle date e Frar I Insights
‘We'll charge $90 with Visa 4554 on Jan 18 e e rn oy Bt e | the 7 four bolance links f
Your next bill will be charged on Visa 4555 on Jan 14 2 users mentioned that they wouldn't change their bill D aEED ‘;’L‘S'e" ;:Z;",‘:;:: 3‘3‘ aressiion e :h‘:::::"‘:‘u‘::’f:a;’:h’ev':: ::f‘:"" because
m n a cycle date due to proration charges and the mental What can | do? h their bil le date b th
ENIRT - change their billing cycle date because the
i f ch. t U] < - o et o2 400
:a:_" of changing budget 1 docommoadate new EM cycls st o e e o copy in the FAQ didn't explicitly state that % users initiated their one-time payment flow
—— - Thiesé iseis wgpectid o option for s oive:unia lebs foreerisance changing bill cycle date was currently [ oo s | through the links in the help article
] unavailable, and lack of color/visual cues + 3users thought the redundant "Pay Now”
h their bill le dat L .-y
— hangrg thew bm cyce cate edium Severity - p— charges” tabs) were interpreted to take
- = - 1 user found the message “Your bill is about the - - them to different payment flows
—e— o a same as last month” to be unhelpful. The user e oo 2 users thought they wouldn't be able to
= Wadancn O e 0 oo wanted to know specifically what had increased 0 change their payment type if they clicked

P Yol $00.00 ° or decreased if the bill was not exactly the on “Pay Now'

Recommendations:
+ Consider changing CTA label on “My Bill Date” to "Change Bill Date”. Disable this button if customer is ineligible to
change their date and include help article on why the button is disabled/why they cannot change their bill date

Recommendations:
¢ Ex 0

same.

BCD change confirmation

Recommendations:
= Rethink the placement of “Pay Now" button/s, especially if the “next month’s charges” and “current balance” are combined
* The CTA on “Pay Now" could be changed to “Make One-Time Payment”, so it is clear how it is different from "Auto Payment”
* Make the CTA more explicit by changing “My payment method"” to “Update Payment method"

1 user was unsure of the "Pay Now” button
since she was enrolled in autopayment



Viasat™

Data Usage Billing Troubleshooting Account

Data Usage - The Takeaways (contd.)

Jan8-Feb 7 Priority Data renews Feb 8

USABILITY TEST RESULTS
50 GB of Priority Data remaining ©

Users found the device usage breakdown i eyt f Py e 2515
to be very helpful and reported that they

would frequently use the new device

Unlimted Gold 30

blocking Fea tU re, 100 GB Priority Data / month

Plan details

The concept of unlimited data proves to T . |

be a challenging paradigm to shift in our 50 GB used DoThaveunlimited data?

Jan 8-Feb 7

users. Testing confirmed that more What devices are using the

most data?

discovery and research is needed in this

My usage is unexpectedly
high?

area to successfully communicate the

concept of priority data and the impact it S

View FAQs —>
8 15

has on internet speeds.

. Chat with us E'
Devices using the most data: Jan 8-Feb 7 ) Connected now
D Shelly's Phone 65%

[ Dad's Computer

[ 1234XXCd (Laptop)

o

768RTTG-90 (Watch) 2% v

Don't recognize a device on your network? @ Block devices with Shield Premium Lean more

“Unlimited Standard Data” was not clear. Not enough information. Tooltip is not discoverable. Users reported that

Recommendation: Explicitly state that Recommendation: Users would like to Recommendation: Use a different contextual help topics

high-speed data has run out see an average of how much datais affordance or explore other ways of were relative and useful.
used each day. educating users on data differences.

" & ® i
viasat el e AeSE e | R Viasat voves ot rosemars s Questions

< 101GBused |

Chat @ Jan 8~Feb 7
Wel¢ome, 10068 e

Do I have unlimited data? v

JaB-FRT et

1ooee How can I turn turn off v
Internet to certain devices to
better manage usage?

You're using unlimited Standard Data Your next bill will be charged on
et Apwac and (ramang oy B0 simer ahen the renar @ By Visa 4554 on Jan 18

My usage is unexpectedly ~
Viasat® Gmew Wy eeked e e [ - | high?
o o e
8 15 2 29 5 7

Several things could cause this. Large game
downloads and phone and computer
operating system updates can consume very
high amounts of data. We highly recommend
turning off automatic game and OS updates;
some game updates have been found to
consume 100s of GB and many games are
10s of GB. We also recommend updating the
Video firmware in any 3rd party router you may be

Devices using the most data: Jan 8-Feb 7 m—— > using as routers that have been infected with
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