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Background

Thirdware Solution Limited is a Business Technologies company committed to helping clients,
utilizing best of breed technologies to achieve sustainable competitive advantage. Utilizing leading
edge collaboration software, Thirdware delivers an integrated suite of world-class enterprise
applications that are affordable, scalable and manageable.

Founded in 1995, Thirdware has office locations in 6 countries, and boasts of more than 300 satisfied
customers.

In May 2009, Thirdware started building a custom purchases and payables application (codename:
PAPA) for an esteemed automotive customer as an internal investment. Thirdware team wanted to
capitalize on this initiative in terms of productizing the application for outside customers. Usability
was a prime factor; Thirdware approached IDYeah in June 2009 to engage into usability services for
PAPA.



Challenge

Too many workflows were envisioned and not completely validated for redundancies and
inconsistencies.

Business Goals

q Increase client satisfaction
i Grow competitive advantage
q Productize PAPA

Project Objectives

Bring out the conceptual message

Reduce development time and cost

Reduce maintenance cost
Eliminate/minimize the need for user training
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Create a good visual appeal
Project Constraints/Challenges

q Overall Timeline of under 4 weeks for Phase — 1 to go live with 4+ workflows
i Development activities were started before validating the user-centric requirements and gaps



Process

IDYeah Creations took an agile (iterative) approach to this engagement, which allowed for a timely
delivery.

User & Task Analysis

User Profiling and Task Analysis was performed and the following classification was established:

e Create/Modify/View PIR
e Create/Submit/Modify/View PR
RequeStOr ¢ Monitor PR/PIR queue

e Search/Generate Reports

¢ Approve/Reject PR

¢ Submit PR for Approval (next chain)
e Search/Generate Reports

¢ VView/Monitor Subordinate's Info

Approver

e All doc approvals (Orders, Ammendments, etc.)

PU rChase e Buyers' Info
\WVERE! ger e Pricing/Sourcing Info

» Monitor/Control Supplier communication (Email/Fax)

 Create/Manage Supplier Info
e Pricing/Sourcing Info

e Close Orders

e Other Buyers' Info

¢ Data Migration from existing legacy system
e Create/Modify/Delete User Profiles
e Define/Assign/Remove Authorization Levels
e Create/Modify/Delete Master Data

Administrator

A separate use-case-based document was generated that led to careful elimination of redundant
workflows and other inconsistencies — contributing to the overall reduction of development time
and cost, and of course leading to better usability for PAPA.

Expert Evaluation

A competitive analysis was done with reference applications and application modules in standard
ERP systems, referencing with Jakob Nielsen’s Usability Heuristics.
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Usability Heuristic Legacy Application ERP Financials
Visibility of system status I  Status bar I  Status bar
Match between system and i Language/terminologyis | § Language/terminology
the real world customized is too generic
i  Symbols and graphics i  Symbols andgraphics
effectively connectwith are cryptic and
the perceived meaning underutilized
User control and freedom 1  Cumbersome navigation | §  Strict workflow
prevents users to easily process; difficult and
switch between time-consuming to
workflows rollback or repeat
operations
Consistency and standards T N/A T N/A
Error prevention q N/A |l N/A
Recognition rather than 1 The pagesare self 1  Users need to
recall explanatory memorize or rely on
I  Few usefulshortcuts frequent
found training/support for
effective use
Flexibility and efficiency of T NA T NA
use
Aesthetic and minimalist q Better aesthetics than ERHF Poor aesthetics
design 1 Commonality between 1  Transactional design
workflows and
functionalities not
capitalized into design
Help users recognize, 1 Pop-up messages to 1  Status or popup
diagnose, and recover from inform about errors messages to inform
errors 1  No error-recovery about errors
mechanism 1 Fairly easy error-
recovery mechanism
Help and documentation 1 CHM and tooltips 1  CHM, tooltips, and

User Interface Design

HTML reference
materials

IDYeah worked with a Creative partner, DesignWave Consultancy to come up with a completely

Functional and customizable Dashboard as the highlight of the application. The Dashboard gave a

customized view to different class of users not just in terms of data, but also functionalities. IDYeah

suggested a Tabbed approach to the application workflows, keeping Dashboard as a fixed tab that

can be browsed anytime from within an existing task/workflow. We also helped Thirdware arrive at

the technical feasibility and architectural changes for the proposed flexibility in user workflows.
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Few Highlights

Rich, appealing, and light-weight interface

Easy and Limited navigation

Quick access to search and help

All relevant functionalities accessible from all pages
Useful shortcuts
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Template-based design
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Benefits
The immediate benefits reaped by Thirdware were:

i Faster Release of PAPA
i Inexpensive production of all workflows because of a template-based output
i Documented guidelines and Ul specifications

Long-term sustainable benefits:

Marketability of PAPA
Lower maintenance cost
Quality of Sales Pitch
User adoption and delight
Strong client retention
Profitability

Brand Positioning
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Summary

Usability increases customer satisfaction and productivity, leads to customer trust and loyalty, and
inevitably results in tangible cost savings and profitability. Because user-interface development is
part of a product’s development cost anyway, it pays to do it right. Most people view usability costs
as added effort and expense, but the reverse is more commonly true.

The benefits of usability engineering can be achieved throughout the life of a product. Efficient
methods and techniques can result in a faster release date allowing companies to unveil their
products to the market prior to a competitor’s. A user-centred product can garner positive media
reviews leading to increased sales. An effective, user-friendly user interface can increase customer
ease of learning, ease of use, job satisfaction, and trust in the product.

Quotes

“Because the first 10% of the design process, when the key system-design decisions are made, can
determine 90% of a product’s cost and performance, usability techniques help keep the product
aligned with company goals.” (Smith & Reinersten)

“Incorporating ease of use into your products actually saves money. Reports have shown it is far
more economical to consider user needs in the early stages of design, than it is to solve them later.”
(1BM, 2001)
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