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Plan 
This project will consist of a usability study of the eDisputes “Question a Charge” (QAC) flow with three items that they are questioning; investigating the experience, various content choices, and flow for mobile and desktop web. 

Overall Purpose & Objectives 
To test the usability of the eDisputes “Question a charge” flow for up to three charges to question, including content revisions and proposed experiences for mobile and desktop web. The objectives are to: 
· Determine the effectiveness, clarity, satisfaction, and overall experience with the flow(s)/design(s) 
· Compare content (titles, buttons text, and other text) and find the best options 
· Understand the customer’s experience of selecting three charges to question, including 
· Their ability to select and deselect charges 
· Their ability to identify which charges are selected 
· Ease and clarity around selecting a reason or inquiry for each questioned charge 

· Understand if customers are interested in questioning three charges at once. Do they see value in this? Would they call? 
· Determine the effectiveness and usefulness of smart form information on the up to three disputed charges showing up at the top of the chat window 
· Compare the user experience and preferences around a three button or two button chat status: 
· Three button: “chat now,” “chat busy,” and “chat unavailable” 
· Two button: “chat now” and “chat unavailable” 
· Explore the customer’s understanding of the two different chat buttons (BAU chat and the “Question a Charge” chat), including whether they will try BAU chat if the “Question a Charge” chat is unavailable 
· Determine customer reactions and experience around providing an estimate of time until a chat agent is available 
· Find out if customers would prefer to call or chat back on off hours 
· Get feedback on the messaging for this for both desktop and mobile 
· Explore the possibility of a “chat back” feature (agent begins chat when available), including agent status on smart form and chat closing while customers complete the form 
· What do customers think of this? 
· What is the best engagement for customers for a “chat back”? 
· Explore the possibility of a “chat back” feature (agent begins chat when available), including agent status on smart form and chat closing while customers complete the form. 
· What do customers think of this? 
· What is the best engagement for customers for a “chat back”? 
· What is an acceptable amount of time to wait? 
· Ask additional questions: 
· Do they understand SMS requires a cell phone? 












Approach 
Key attributes of the approach include: 
· The study will have two parts: desktop and mobile 
· Participants will work through at least one full flow on mobile and one flow on desktop (from the Bill tab on the Billing & Usage page to the “Question a Charge” chat window) with the purpose of questioning three charges 
o If more than one flow is developed per medium, then participants will walk through at one to two flows per medium 
o Flow order will be randomized to prevent learnability bias 
· Participants will be asked to compare alternative content (buttons, messaging, titles, …) 
· Participants will be asked: 
· If they would be interested in being able to question three charges at once 
· For feedback on the effectiveness and usefulness of smart form information on the disputed charges showing up at the top of the chat window 
· If they understand the two and three buttons states and which would be the best experience for them 
· For feedback on the possibility of a “chat back” feature (agent begins chat when availability), including exploring the agent status on smart form and chat closing while customers complete the form 
· Do they expect the data they entered in “chat back” will be used in the chat 
· Users will be observed completing the tasks by the moderator and note taker (team members may join the call and also observe) 
· Closing questions will be asked to determine critical customer insights and feedback 
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Participant Recruit 
· Ten participants between the ages of 21 and 65, equally spilt of males and females and a mix of technology/web experience levels 
· Not in marketing, telecommunications, or web design 
· 60–80% AT&T customers (wireless and/or HS) and 20–40% competitor customers 
· All are the primary person or one of the primary people in household responsible for paying their bill, with a login for their account (not needed for the test) 
· Regular desktop/laptop Internet and mobile web and/or app users (not specific to AT&T) 
· At least 50% of customers must pay their HS bill (at least occasionally) and manage their account(s) using their smartphone 



Materials Needed 
Materials needed for both mobile and desktop: 
· [bookmark: _GoBack]The flow with new content and the ability to select up to three charges to dispute from the Bill tab (on the Billing & Usage page) to the “Question a Charge” (QAC) chat window (with the three charges summarized at the top), including variations. Depending on the depth/extent of what the AI’s create, I may need flows for each major variation or just one full flow with static images of the variations. 
· The Bill tab (on the Billing & Usage page) with each of the two and three buttons states (see slide 3) 
· The proposed messaging for providing an estimate of time until an agent is available, ideally incorporated into the design (the QAC chat tile or full page) 
· The proposed “chat back” feature(s), from the Call to Action to the agent status smart form, including the messaging around the chat closing 
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‘Actions & Deliverables broposed Dates

Plan review & spproval Sept2z
Gather assets and draftthe prototype & material (A/designers task)  Sept 22-Nov 2

Draf of prototype submitted to team Various

“Team review of prototype (walkthrough and fre time): Nov2

Go/No-go meeting. Now’ &2 folow up Nov 3 or 10
Recruitng Nov10-15

Receive final prototype Nov13

Usabiey Prep Day (no changes to prototype) Nov 16

Usabiey Testing Days. Nov1s, 20823

Readout Decs.

Note: The usabity timeiine s based on = having a researcher fully dedicated tothe study and may extend f he
researcher has simulations projects.




