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Project Overview

The aim of the FNE error messages
project is to enable employers to
fulfill their obligations when a super
contribution has failed.



UX Design process Overview

The UX design components will focus on two components:

1. Discovery

Interviews, contextual enquiry & Direct Observation
2. Detailed design

User testing a prototype



UX Design Objectives

In order to enable employers to fulfill their super obligations, we envision implementing automated
notifications advising employers super contribution has failed.

Perspectives
Understand employer perspective concerning meeting their regulatory obligations and messaging

Behaviors
Capture unique employer behaviors including goals, attitudes, tasks and pain points

Journeys
Capture and map end-to-end journeys for all employer segments (small medium large)

Systems
Better understand how our employers use systems to complete their daily activities
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Key themes

Within the scope of error messages, there are 4 key themes of employers to solve
EMPLOYERS

* Email messages will be automated which will replace the current manual process

AUtomated €rror messages InCIUde * Unread messages will have reminders
mea ningful inStrUCtionS to ena ble Self- * Provide clear error messages with meaningful, specific instructions so users know what the
) problems is (i.e TFN, super number, account number)
service * Better contextual help to enable self service and reduce the need to call FNE/ support or

require assistance to resolve errors
* Clear messaging around SLA (refunds)

* Leverage “outstanding tasks” on dashboard to allow users to draw users attention to important

Make identification of employee and IR (CEREESEE
i ) * Add messages link with counter for unread messages
resolvi ng refunds easier * Separate failed error messages and warning messages so user can filter messages

* Consider adding in archive feature so users only see unactioned messages

* Error notifications will be stored within CFS for audit purposes
* CFS and employers can track read and unread with unread messages receiving a reminder.

AUd|t|ng & reportlng * Improved reporting for failed contributions

* Ability for employers to “tick off” super contributions that have been actioned

* The solution meets regulatory ATO compliance

Compliance
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Activities for a small iteration

Design Research Experience Strategy Conceptual Design Detailed Design
Contextual Inquiries Content Audit
Information Architecture Tech Feasibility

Competitive Review Interaction Model

CX Vision Screen Flows Annotated Wireframes
Qualitative Interviews Card Sorting Lo-fi Prototyping Pattern Library
Expert Consultations Concept Testing Visual Style Guide

Review Market Insights




About the interview / prototype review

Contribution Transaction Error WIN: 17

O FirstChoice Employer Super pl olonialfir com.au:
Thursday, 22 June 2017 at 3:09 pm
To: O

Please be advised that we received an “electronic message” notification regarding a recently
submitted super contribution for one of your employees. This means the funds may have been
returned to your pay centre by the super fund due to this error.

The information below Is the employee’s details along with the contribution and the error
message received by us.

Member Name:

Super Fund Name: BT BUSINESS SUPER

Message Contribution ID: Contribution.2645

Payment Reference Number: ET1

Reason for Rejection: Member not found with supplied information
Amount: $777.21

Your pay centre details
Account Name:

BSB.

Account Number

‘What you need to do
To resubmit this contribution:

BB e o e e e e N

Welcome Givenname Cirine Isertication Number 10466506
SUPERSTREAM EMPLOYER 8 Lot login date 12417/2017
PLANS
179461 PLAN 1 Shewless =
© Viow plan summary and design

179 employees g uew

© Adc empioyee.

RECENT ACTIVITY Viewr mere
LBYBRI2Wumo£MhIA T Wikst

o070
semminated
LBYBKZZaUmO4MhIA TwFirst

o0
wa0sd
Multipie emplayees ackied o707
Muliple ampkayees lemirsted oao70T,
Mufipia amplayess scited o707

1. Project Objectives

We looked to understand how
they deal with error messages

and error messages emails to
identify pain points and
inefficiencies.

2. First Net Employer

We then focused the
conversation squarely on their
current interactions with FNE:-
platforms, processes and
people.

3. Prototype

We observed employer
participants as were given
tasks to perform in the new
system and asked about
other features they would like
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User testing debrief session

Our participant:

Who are they?
What do they need (practical) and want (emotional)?
Key stories and anecdotes
What did we heard?
What did we observe?
What was unexpected or surprising?
Key takeaways



User testing / Contextual Inquiry Interviews

Each session was conducted on site Participants
at the employers office and was
between 45 minutes and 1 hour.

Grace Removals Group

* Logistics

Gender
*  Suez
*  Waste management Women
e CrownNWW 3 Human Resources
. Logistics Human resources
HR support
* Crossmark Man
* Retall I Financial controller

Demographics
Gender: 1xM, 3xF
Age: 45 — 65 years

FNE
4 ysers of FNE

Something to consider

* Insights or recommendations regarding appeal, comparison

or likelihood are based on qualitative feedback and
observation only, across a sample size of 4 participants
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Current State — Manual Email

When a contribution has failed, CFS Employer Services
Centre either receive a call or an email is sent.

Approx. 3% of all super contributions are failed contributions. Employer Services Centre
staff send out approx. 30 emails/ calls a day.

Currently users perform a search for a reference number under the Account tab to see
returned money. Once money has been received, they are able to action the
resubmission.

To resubmit this contribution:

1. If needed, you may need to log on to FirstNet Employer, and go to ‘Employees’
to update the employee’s details.

2. Then go to ‘Accounts’ and search for the reference number in the details above
to see the money has been returned.

3. You'll then be able to resubmit their contribution either online or by submitting
a new file from the ‘Contributions’ tab.

Employers need to wait for a refund, contact the employee, correct employee details,
then resubmit the contribution in order to resolve to problem.

Contribution Transaction Error WIN: 17

O FirstChoice Employer Super <employer@colonialfirststate.com.au>
Thursday, 22 June 2017 at 3:08 pm
Te: O

Please be advised that we received an “electronic message” notification regarding a recently
submitted super contribution for one of your employees. This means the funds may have been
returned to your pay centre by the super fund due to this error.

The information below is the employee’s details along with the contribution and the error
message received by us.

Member Name:

Super Fund Name: BT BUSINESS SUPER

Message Contribution ID: Contribution.2645

Payment Reference Mumber: ET1

Reason for Rejection: Member not found with supplied information
Amount: $777.21

Your pay centre details
Account Name:

BSE.

Account Number

What you need to do
To resubmit this contribution:
1. If needed, you may need to log on to FirstNet Employer, and go to ‘Employees’ to
update the employee’s details.

. Then go to ‘Accounts’ and search for the reference number in the details above to see
the money has been returned.

. You’'ll then be able to resubmit their contribution either online or by submitting a new
file from the '‘Contributions’ tab.

We're here to help

Detailed online help is available in the footer section on FirstNet Employer.

If you have any guestions, please contact your financial adviser or call our Employer Services
Centre on 1300 654 666 Monday to Friday between 8am and 7pm Sydney time.

Kind Regards




How customers use existing FNE

What we heard on the day

Current use of the dashboard was mixed
among employers, with one employer using it
often inform outstanding tasks, whilst other
employer did not use it often.

Grace removals indicated they would check items on the
current dashboard.

Suez employer did not action items on the dashboard
often or view these as being important, however did

action these occasionally when necessary.

Currently, employers rely on the name and
reference number in email to find the
transaction refund.

After receiving an email, employers may have to wait up
to 7days for the refund. During this time, employers must
check regularly to see if the refund occurred. In the the
meanwhile, employers contact employees to provide

correct information.

Currently, employers check account transaction
history balances to determine if there are any
issues.

Employers we tested will login to FNE either daily or multiple

times a day.

Typical behaviour would include checking the transactions
history in Accounts to ensure the balance was expected (In both

instances employers expected to see a $0.00 balance)

A credit / refund meant that actioned was required, and they

would check the reference number against the employee.

Grave Removals indicated that in the past they checked it less
frequently and had issues as a result of this. Today they check
on a daily basis for refunds/ and other anomalies in the

account.

Employers who logged in at least on a weekly basis had less
issues and were able to work though those issues than those

who were.

Filtering the transaction history by refund
appeared to be sufficient.

Currently, employers would either scroll through a list of
transaction for refund notifications or filter by credit to

find transaction reference number, successfully.

Rectifying contribution errors is a multi-step
time consuming process which employers do
not enjoy.

Refunds for super is viewed as a time consuming activity
which involves multiple steps and chasing employees for

the correct details.

i | currently go to accounts, take a look at the transaction history
to check the balance. If it’s not $0.00 then I'd investigate.”
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New dashboard, message link

What we heard on the day

D

Colonial Dashboard Contributions Employees Reports Messages & Settings  Logout

First State

You new super contribution error
messages across your plans

Alert icons on the dashboard captured users Welcome Jane R

.
a"'e nho n Superstream employer 9 Last login date  6/10/2017

q . . 179751 PLAN1 PLAN SUMMARY AND DESIGN Show less &
Employers attention were drawn to the red alert icons, resulting
. . VIEW EMPLOYEE (177) >
in click throughs to the error messages page.

OUTSTANDING TASKS UPDATED RECENT ACTIVITY

Users also knew the difference between warning icon and red

& Your "Add multiple employees" file require attention 1711112017 Multiple employees added 0B/07/2017

alert icon.

You have 10 error messages provided by from by choice 1711112017
super fund One employee edited 06/07/2017

Copy was changed o the dashboard to “choice super fund” to

d|$f|ngU|$h between file and returned errors. @ You have 3 other contrubution related messages 1711112017 P ET St 0610712017

Your "Terminate multiple employees” file require attention Multiple employaes terminated 0BI0TI2017

Youmay have lost members Multiple employees edited 06/07/2017

66 The dashboard items have been -0
changed to Outstanding Tasks.
| can see the large icons on the 220444 PLAN2  pLaN SumNARY AND DESION
dashboard, they draw my attention
to tasks that are required ’




New dashboard, message link

What we heard on the da T
y Colonial Dashboard Contributions Message8® % Seftings  Logout

First State

Q You new super contribution error
messages across your plans
Welcome Jane 07867089

Superstream employer 9 Last login date  6/10/2017

Pop-up Alert dialog box worked well to draw
users attention to Message link.

The alert dialog box appeared after 30 seconds and =
Dashboard Contributions Messages € Settings  Logout

remained on the screen for 30 seconds. Employers noticed

the alert pop-up dialog. 179751 Plan 1

You 13 new error messages 07867989
and some warning messages
o 610/2017

Employer understood the messages link with a 222444 Plan2

179751 PLAN 1 PLAN SUMMARY AND DESIGN

You 11 new error messages
and some warning messages

number counter.

OUTSTANDING TASKS UPDATED
0 RECENT ACTIVITY
Employers understood the messages link and knew what

fhe num ber counter meant. & Your "Add multiple employees” file require attention 17M11/2017

Multiple employees added 08/07/2017

You have 10 error messages provided by from by choice 1711112017
super fund One employee edited 06/07/2017

Messages per plan

@ You have 3 other contrubution related messages 17111/2017

Multiple employees added 08/07/2017

When the messages link was clicked , a second modal
. . . . Your "Terminate multiple employees” file require attention Multiple employees terminated 06/07/2017
dialog appeared with messages per multiple plans (if

employers had multiple plans
ploy ple p ) You may have lost members Multiple employees edited 06/07/2017

Employers (understood that out of the 34 messages, 13
were for Plan 1 and 8 were for Plan 2.




Error Messages Page

What we heard on the day

Display of key information on a error message
list was useful

Description, Name, Reference number, Amount and

status were important to customers.

Additional information such as description assisted users
understand that funds had not yet been allocated.

Description of multiple employees, single refund or
unallocated funds helps employers determine if the money
is in the CMT account or is still waiting to be refunded.

Employers understood "Refunded” and “Unallocated*
underneath the amounts.

Dashboard Contributions

{ Messages/ 173461 Plan 1

Messages and notifications

Messagesa @ Settings Logout

SUPERSTREAM EMPLOYER 9

179461 Plan 1

141172017

o7A12017

o0aM1/2017

03A11/2017

14/11/2017

orH/2017

CONTRIBUTION WARNING D_ ARCHIVED
ERRORS MESSAGES MESSAGES

CONTRIBUTICN ERRORS

Members within the contributions failed and funds
are awaiting refund

Individual choice contribution has failed. And
funds have not yet been allocated.

Individual choice contribution has failed. Vi
details for the reason and next steps

Individual choice contribution has failed. View
details for the reason and next steps

Individual choice contribution has failed. View details for the
reason and next steps

Individual choice contribution has failed. View details for the
reason and next steps

REFERENCE

5 Multiple employees
Ref: CTMU9879877

Amanda Thomson
Ref: AAAAAABEBT

James Michael ...
Referance: KJHJ786876

Lional Elias
Ref: FDSFSDFEa76

3 Multiple employees
Ref: CTMU9879877

Michael Romano
Ref: DFGDFAB687

REFUND OR
UNALLOCATED

$5879.71
Awaiting refund

$567.89
Unallocated

$664.90
Refunded

$188.55
Awaiting refund

$1854.90
Refunded

$854.90
Refunded

VIEW DETAILS / ARCHIVE

O Acchive

QO Aavcnive

QO Avchive




Error Messages Page

What we heard on the day

Error message reread/unread status

Employers could distinguish between read, unread
messages and “completed” messages that were greyed
out.

Date was not well understood

Message date was confusing: employers wanted to know
was this the date of the message or date of refund?
Tooltip for date should be included.

Click on row to view full transaction details:
Links were clicked on more often than > arrow
icon

One employer clicked on link for transaction amount
rather than the > Arrow icon to view more details about
the transaction. Suggest adding “View” link next to
details.

Dashboard Contributions

{ Messages/ 173461 Plan 1

Messages and notifications

Messagesa

@ Settings  Logout

SUPERSTREAM EMPLOYER 9

179461 Plan1 s

CONTRIBUTION WARNING D_ ARCHIVED
ERRORS MESSAGES MESSAGES

DATE

141172017 Q

o7A12017

o0aM1/2017

03A11/2017

14/11/2017

orH/2017

CONTRIBUTICN ERRORS

Members within the contributions failed and funds
are awaiting refund

Individual choice contribution has failed. And
funds have not yet been allocated.

Individual choice contribution has failed. View
details for the reason and next steps

Individual choice contribution has failed. View
details for the reason and next steps

Individual choice contribution has failed. View details for the
reason and next steps

Individual choice contribution has failed. View details for the
reason and next steps

REFERENCE

5 Multiple employees
Ref: CTMU9879877

Amanda Thomson
Ref: AAAAAABEBT

James Michael ...
Referance: KJHJ786876

Lional Elias
Ref: FDSFSDFEa76

3 Multiple employees
Ref: CTMU9879877

Michael Romano
Ref: DFGDFAB687

REFUND OR
UNALLOCATED

$5879.71
Awaiting refund

$567.89
Unallocated

$664.90
Refunded

$188.55
Awaiting refund

$1854.90
Refunded

$854.90
Refunded

LS / ARCHIVE

O Acchive

QO Aavcnive

QO Avchive




Error Messages Page

What we heard on the day

“Pending refund” changed to “awaiting
refund”

Employers found the word “pending” to indicate that a
refund was pending was not understood. We changed this
to awaiting refund

Colonial Dashboard Contributions

{ Messages/ 173461 Plan 1

Messages and notifications

Massagesa & Settings Logout

SUPERSTREAM EMPLOYER 9
179461 Plan1 s

CONTRIBUTION WARNI D_ ARCHIVED
ERRORS MESSAGES MESSAGES

CONTRIBUTICN ERRORS

Members within the contributions failed and funds
are awaiting refund

141172017

Individual choice contribution has failed. And

ormzzont funds have not yet been allocated.

Individual choice contribution has failed. View
o0aM1/2017 R
details for the reason and next steps

031172017 Individual choice contribution has failed. View
details for the reason and next steps

14/11/2017 Individual choice contribution has failed. View details for the
reason and next steps

orA1/2017 Individual choice contribution has failed. View details for the
reason and next steps

REFERENCE

5 Multiple employees
Ref: CTMU9879877

Amanda Thomson
Ref: AAAAAABEBT

James Michael ...
Referance: KJHJ786876

Lional Elias
Ref: FDSFSDFEa76

3 Multiple employees
Ref: CTMU9879877

Michael Romano
Ref: DFGDFAB687

REFUND OR

TR VIEW DETAILS / ARCHIVE
$5879.71 g
O Acchive

Awaiting refund > View

$567.89 .
() Archive
Unallocated

$664.90 .
Refunded O Archive

$188.55
Awaiting refund

$1854.90
Refunded

$854.90
Refunded




Error Messages Page

What we heard on the day

Tooltips were used to provide clarity.

Frequently we observed all users of the site however over
tooltips if they were not clear what it meant. E.g. refund
amount and pending status for clarity of the information

was initially ambiguous.

“Pending refund” changed to “awaiting
refund”

Employers found the word “pending” to indicate that a
refund was pending was not understood. We changed this

to awaiting refund

All un-actioned error messages were
important, thus flagging was not necessary.

Flagging items was not seen as useful, because all errors

were important.

Colonial
First State

Dashboard Contributions

¢ Messages/ 179461 Plan 1

Messages and notifications

Messages® € Settings Logout

SUPERSTREAM EMPLOYER 9
179461 Plan1 s

CONTRIBUTION WARNING — ARCHIVED
ERRORS MESSAGES MESSAGES

CONTRIBUTICN ERRORS

Members within the contributions failed and funds

larizon are awaiting refund

Individual cheice contribution has failed. And

orAizzonT funds have not yet been allocated.

Individual cheice contribution has failed. View

04M11/2017 K
details for the reason and next steps

03M1/2017 Individual choice confribution has failed. View
details for the reason and next steps

14111/2017 Individual choice contribution has failed. View details for the
reason and next steps

REFERENCE

5 Multiple employees
Ref: CTMU9879877

Amanda Thomson
Ref: AAAAAABBBT

James Michael ...
Reference: KJHJI786878

Lional Elias
Ref: FDSFSDF6876

3 Multiple employees
Ref: CTMU9879877

REFUND OR

AT CEE) VIEW DETAILS / ARCHIVE

$5879.71
Awiaitin rafu O Archive

Unallocated funds

$567.89 .
() Archive
Unallocated

$664.90 )
Refunded O Awchive

$188.55 Q 9

Awaiting refund

$1854.90
Refunded




Modals & accounts

What we heard on the day

Multiple employee contribution details
12.24pm, 24th June 2017

¥ Close

Most of the modal content was understood.

Super Fund Name: BT Business Super William Fords $789.09
Employers understood modal content, the differences : .
ploy ! Amou; $5870.71 Armanda Thomson $129.56
between UnG”OCCﬂ'ed, Single refund, MU'ﬁp'G refund Gnd Status: Awaiting refund to CMT account. Allow 7 dal’vsl
Antonio Rossi £568.67
Other messages modail. Submitied file date: 151017
Payment Reference Mumber: 7 Multiple employees Ricardo Moretti $656.90
Ref: CTMUSB72877
© Peter Smith $768.67
MU"’iple employees mOdGIS o inSfrUCfionS per Heason for Heiection: Jane Smith $166.56
employer Mo longer a memiber of superannuation entity John Smith Fo44.67
** Details provided by the super fund: No active BT account found
Employers wanted the reason for reiecﬁon for each ** The information displayed has been provided by the 3rd party nominated by vou or
your employee for this fransaction. CFS fakes no responsibiity for the accuracy nor
employee in a lump sum refund, so they did not have to content of this message.

call CFS for this information.
Mext steps »

Employer acknowledge that lump sum refunds did not

occur on a regular basis.




Modals & accounts & Rcfund account? Which account does it go into is it the CMT
il e il e i a7 account or is it our company bank account?”

Confusion around which “bank account’ the

Contribution choice refund details % Close
12.24pm, 24th June 2017

refund will appear in.

Employers were confused as to which account the money

Member Name: James Michae
went back into, the employer bank account Recommend Super Fund Name: BT Business Super
copy be more specific to “CMT account.” Amount: $644.90
Status: Funds are not yet refunded (Funds have been refund to CMT account}

Payment Reference Number: CTMUSB79877

File upload date 15/1017

Difference between important errors messages | ,
File number 0083

and other/ warning messages tab
Reason for Rejection:

Member not found with supplied information.

Employers understood the difference between important * Details provided by the super fund: Member James Michael cannot be matched using

. data provided
errors and wdarning messages.

** The information displayed has been provided by the 3rd party nominated by you or your employee for this transaction.
CF3 takes no responsibility for the accuracy nor content of this message.

Next steps:
Other messages tab label changed to “warning e seps

To resubmit this contribution:

messqges" 1. If needed, go to ‘Employees’ tab to update the employee's details

2.To check if the contribution funds have been returned, go to ‘Accounts’ and search using the payment reference
number provided

Employers understand there were more messages beneath 3. Resubmit contribution by submitting a new file from the ‘Contributions' tab

the Other Messages tab

However, it was not clear exactly the nature of these

messages.
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Accounts history

What we heard on the day

Names next to reference numbers was helpful

Employers found handing names next to reference numbers

helped in locating the employee

Filtering the transaction history by refund did
not appear to be useful.

Additional “filter by error refund” feature did not appear
to be required as employers easily found refunds by
looking at the transaction list.

4

Contributions Employees Messages @ Settings Logout

< Accounts / Transaction History

. . Search by refunds to view
Transaction H istory

SUPERSTREAM EMPLOYER 9 & You have 4 unread super contribution errors
17961 Plan1 - CBA Payroll Services 1

Transactions history for CMT account number 082-154 701052394

Search by transaction type Search by date range

[ Refunds for super contributions #] From dd/mmlyyyy B8 To ddimmiyyyy B “

DATE DESCRIPTION CREDIT REFERENCE

Ref: DFG GF89798

Refund for super
14/11/2014 contribution $5000.00 $1,051,423.75 > Multiple Employees

Refund for super
14/11/2014 TR e, | $1,051,473.75

19/09/2014 Direct deposit J $1,051,482.75

Refund for super
02/04/2014 contribution $1,051,432.75 View recelpt

Ref: JKD HFB9798
02/04/2014 Transfer $1,051,675.20 John Smith




What else would customers like

What we heard on the day

Archived message was definitely useful.
Employers preferred not to see actioned
(archived) messages.

Employers preferred to view only non-actioned or non-
completed outstanding items to be presented on the
messages list.

The ability to distribute tasks to feam members was

useful.

Employers would like to be notified that
payment was accepted by the super fund

Employers would like notification that payment was
received by the other party. Recommend that this be
displayed in either transaction history as additional

information.

errors’

Ability to assign error notifications to other
staff members to action

Two employers mentioned that different staff handled
different types of super contributions, for example
executives were handles by the HR manager and other

employees were handled by junior staff.

HR manager uses emails (sent to FNE employees) to
allocate work to the correct employee. For example, she
would forward the contribution error emails to staff staff
email which contain private data such as name,

contribution amount, reference numbers etc.

Employers indicated they would like to be able to assign

error messages / notification to staff

Due to security issues, consider including a reference
number , date, and reason as a minimum information that

would be needed in the emails for it to be useful.

GE I’d definitely archive messages, | only want to see outstanding

Add a “view” copy next to arrow or make the
whole row clickable to view details

To ensure that employers click on the right link to view
more details make the row clickable, and links within the

rows clickable.

Add in period that the rejection relates to

Include the date/ period and file that the error
notification relates to so employers can reconcile. Include
a link to the CSV file.
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What else would customers like

What we heard on the day

Employers would like to be notified that
payment was accepted by the super fund

Employers would like notification that payment was
received by the other party. Recommend that this be
displayed in either transaction history as additional

information.
At employee level, include links to related error
messages

Employer suggested including links form the employee

page to related error messages.

Audit trail to track different user changes

Employer wanted the ability to see who made changes to
the account

In addition to this, to be able to see in recent activity who
made changes and when

For example if a staff member actioned a super
contribution payment, a record could be kept if mistakes

were made.

Ability to add notes to messages

Employer indicated it would be useful to add notes to
error messages so other staff can be kept up to date on

the progress.

GE The messages list would be useful if | only saw the non-
actioned messages, instead of all the messages”

Reporting

Employer indicated it would be useful to be able to
generate a current report for employees so that have a

record of what contributions employer has made.

End of the financial year — a summary of total
contributions uploaded — default members, choice

members and contributions and total amounts.

One employer mentioned including the Payroll ID in the

reports

Reporting

Employer indicated it would be useful to be able to
generate a report for employees so that have a record of
what contributions employer has made.

One employer mentioned including the USI in the reports
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Methodology
Key findings
Other findings
Next Steps

179751 Plan1@®

You 13 new error messages and other
messages

222444 Plan2 @

You 11 new error messages and other
messages




Changing current transaction behaviour

Notifications in the dashboard may alert employers to refunds

First screen A, Second screen B

Blue alert icons were ] . .
ﬂ -Q Red alert icons convey priority

o I 5 5 o
noticed ! and immediate action
than no icons. T I
I OUTSTANDING TASKS OUTSTANDING TASKS :
1
: ®-—-—--—------ ' Orange alert icons convey non-
e & Your "Add multiple employees" file require attention & Your "Add multiple employees” file require attention
urgent messages
i~ T & You have 10 contribution error messages You h?’e(}o errer messagesg?v_ide_dgyiroin Eyfhoice Users understood the different typeS of
I ’ sepern ! symbols
1
1 |
e . . . You have 3 other contrubution related messages |
Difficult to distinguish where YouPave 3 cther messages ’ !
1
the error occurred ! ! .
1 Your "Terminate multiple employees" file require attention Your “Terminate multiple employees” file require attention — — — — — 4 |} ChOICe Su per fu nd Copy
It was not clear whether these errors | . :
were from file upload or after file | Revised copy explains error types
submitted. You may have lost members Youmay have lost members
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Messages alert and message panel was understood

Overall customers were more confident in switching networks when using Option A

First screen A, Second screeng Counter breakdown per
plan was understood

1
:
1
[24) I n Counter repeated for each line
Messages o Logo :
1
1
1
1
1
1
1

i » Multiple plans messages will cause
{ confusion in situations where there are
[ more than 2 plans.

5 I\.|1essages@I o Logol ! B Messagesa o Logout
‘You new super contribution 4 . . . .
error messages Cber 16 - - I | .- - -Q Red alert icon indicate visually
: 179751 Plan 1 @ @ ------- -- an
) nive ; o that these error messages
| You 13 new error messages and other er 10 o: lfhr;f\;':;g n;sessages L[ o ) o
______________ i — messages — an 9 ol Red alert symbol signifies high priority error
| te 6 | or alert.
! “ sopass P2 @ 020444 Plan 2 !
an

1 @ ou new error messages pw i1
: SR o Logout You 11 new error messages and other Show :nd :):her messages .g [ L
; “ messages VIE|
: You new super contribution error
: messages across your plans @ RECENT ACTIVITY VIEW
! |_A0788 Something to consider
|
|
|
1
1
:
1
' Blue alert box directed attention Q Red alert icon indicate visually

to the messages link. that these error messages
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