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What we heard




Goals & Success

Project Goal

Design a unified dashboard to serve as a user-facing
integration point for DQ-it, SMART, & RANDOMS products

Study Objectives

Context of Use - Speak with users to uhderstand
who they are and how they use the current systems_

Unmet Needs - Identify potential unmet needs,
particularly around a unified dashboard experience

Study NOT intended as a usability test!

IJ\:‘



Pain Points

« Current system data not integrated. Concorde has to
manually move information from one system to the other

* Multiple sign-in accounts cumbersome and causing
confusion since users forget credentials

« Current products not good at cross-promoting other
available products and services. Desire for the products
to better support sales efforts

» Begin the process of improving the overall user
experience



What we did.

(Immersion Process)




Immersion Activities

1. Audit Product Training and Sales Materials
Review User Types & Accounts
Application Heuristics Review
Competitive Evaluation

Traffic Analytics

o o A~ DN

User Interviews




HEURISTICS REVIEW




Application Heuristics

1. Navigation & Wayfinding
How well users can find information
across sections of the site?

2. Screen Layouts
How easy or difficult is it to
consume information on the
screen?

3. Screen Content
Is the content relevant and
accessible?




Navigation & Wayfinding
Supporting Users’ Content Exploration

A. Current Locator
“Where am |?”

B. Clear Navigation Method
“Where can | go?”

C. Trace Route
“How do | get back?”




Supporting Navigation 7 Primary Men

QUICK LINKS » NEWS . ACTUS LOCATIONS -  WHARTON HOME  PEHN

Whartor} MBA PROGRAM

JNIVERSITY of T YIVANIA

MBA Home  The Wharton Difference = Academics Student Experience  Your Career | Admissions Financing Your MBA  Apply

+ Interdisciplinary Programs » MBALD Program

v’ Secondary Menu
Program Detaie MBA/JD Program v’ Confirming
Curriculum Structure Breadcrumbs

Penn’s elite law and business schools — Penn Law and Wharton — offer the country’s firs
integrated three-year MBA/JD.

Curriculum
Interdisciplinary
Programs

Lauder Program

I MEA/ID Program

MBA in Health Care
Management

Leadership and
Teamwork

Global Learning

\/ 3rd Level M enu how the three-year MBA/JD works:

tudents spend the first year in Law School and the following summer in Law and Wharton

A_ C urre nt LOC ation wurses designed specifically for the three-year MBA/JD.

= The second and third years include a combination of Law and Wharton courses, including a . =
capstone course in the third year and work experience in a law firm or corporation during the . -{ﬁi g“"“m .



Supportin

= ‘IS
salesforce BEES=SG

foe
Home Leads

Contacts -

[T Limitto items 1 own
Advanced Search.,

44 Unresolved items

(2» OMG Corporate Website
(2 PCSTrac: User Testing
&' PCS Technologies, Inc.
X Jill McL3aughlin

X Andrew Andrew

X Kaylee Den

Accounts Contacts

s v’ Location
confirming -
color code

Reports  #

Opportunity

() OMG Corporate Website

g Navigation

v Primary Menu
Selected

Dorothy Danforth ~

Help & Training

Edit Layout | Printable View | Help for this Page @

Open Activities [01 | Activity His®ry jo1 | Conl 1701 | Competitors [0] | MNotes & Attachments [11 | Stage History [1] !
=

Opportunity Detail Edit || Delete | Clone
Opportunity Owner
Opportunity Name
Account Name

Type

v Additional Information
Lead Source  Partner

Next Step  proposal

Description

v System Information
By  Dorothy Danforth, 3/15/2010 12:56 PM

Edit | | Delete | Clone

New Task

3y

Log a Call

&

g

NO recorags 1o aispiay

Partners New

New Event

Mail Merge

Close Date
Stage
Probability (%)

Amount

Last Modified By

Send an Email

| v Location
Value FlODOSI‘tIOn Ti t I e

50%

Daorothy Danforth, 3/15/2010 12:56 PM

Open Activities Help ' ?
Activity History Help (?

Contact Roles Help (2

Partners Help 7



Supporting Navigation

Multiple areas of
unconnected

Name or SSN Search

navigation menus

Multiple visual
treatments for
navigation options

Buttons, tabs, links

Minimal indicators for
where the user is in
the system

Personnel > Employees
—> Driver

Search ;

License Number Search

Filter:
All Sites -

» All Personnel
» Employees
» Applicants

» Inactive

» Terminated
» CSA Hit-List

Jump List
» Benny Boarderline

E

IS NOW
MOBILE

MNR DO-TTHMM

These tabs appear

related to the driver’s
file but are not.

" Reports ¥ | | Lo,
DQAT 15 now MOBILE ON YOUR SMART PHONE... CLICK TO WAT - VIEW.
Summary Action Items CSA Scores
BACK DRIVER FILE |

BENNY BOARDERLINE DRIVER INFORMATION

Employee Personal
**2.0026 Employment
CED - CDL License
5 Chestnut St Update Status
Philadelphia, PA 80809 Print File

Phone: (408) 555-5555

ADOT Accident Log
Drug Test Info

Get Temporary Login

@ Order MVR >>Show Historical Docs

You can easily submit driver document updates by scanning the documents to Adobe PDF files and
uploading them directly to the driver's profile. If you cannot submit PDF files, you can print automatic Fax
Cover Sheets and send us the pages via your fax machine. If this is a new driver submission choose that
option. Please select which option applies to the documents you have

[J] Uploadt Email It Fax It New Driver
L_.d. Click Here Click Here ﬁ Click Here & Click Here
CSA HISTORY

EXPIRED ITEMS

Drivers Annual Certificate of Violations
Overdue: 24 days / Expires: 15 May 2015

MISSING & PROBLEM
DOCUMENTS

Certificate of Road Test

Missing ltem
Medical Examiners Certificate
Overdue: 1088 days / Expires: 15 Jun 2012 Initial MVR
Missing ltem



Page Layouts

Users “Scan” before they read

PR e — |

S R Users initially visually move
: through a screen in an “F”
pattern “scanning” content
for information

Creating Visual hierarchy
and moving towards an F-
pattern layout guides user
to key content via natural
behaviors

« How?

* Prioritize information based on key tasks
» Clear labels and content groupings

» Size, shape, color, etc

Visual hierarchy.
What's important here?

Strong visual
hierarchies cuide
visual & logical
progression by
showing what is
important.

Weak visual
hierarchies provide
little or no glli(]:llll'('

about what is

important.

S euies



Prioritize by Top Tasks

« Better prioritizing page

Last Name or SSN Search DQ-IT 15 now MOBILE oM YOUR SMART PHONE. .. CLICK TO WATCH THE OVERVEW.
layouts to support top tasks
. . License Number Search BACK DRIVER FILE
will improve ease of use
Filter: BENNY BOARDERLINE DRIVER INFORMATION
Al Sites - Employee Personal
» All Personnel 0026 Employment
CED - CDL License
5 Chestnut St Update Status
Philadelphia, PA 80809 Print File

Phone: {408) 555-5555

ADOT Accident Log

Drug Test Info

« Large portion of top area used
for secondary reference /

information

» Benny Boarderline Get Temporary Login

g Order MVR >>Show Historical Docs

. . . .

] Ke taS k I nfo rl I I atlo n l I l I SS I n You can easily submit driver document updates by scanning the documents to Adobe PDF files and
uploading them directly to the driver's profile If you cannot submit PDF files, you can print automatic Fax
Cover Sheets and send us the pages via your fax machine. f this is a new driver submission choose that

files) down at bottom of screen ey A e

L] Upload It Email It Fax It New Driver
)] Click Here Click Here ﬁ Click Here & Click Here

GSA HISTORY

EXPIRED ITEMS

This doesn’t mean a” MiISSING & PROBLEM
“ . - Drivers Annual Certificate of Violations
important things at the top. O 2t e oty

i i D‘Ti zggn Medical Examiners Certificate Missing ftem
It means deSIgn I ng a |ayOUt — - Overdue: 1088 days / Expires: 15 Jun 2012 Initial MVR
mne NO-IT rom Missina ltem

mindful of priorities and how
users will initially visually “scan” it and supporting that process.



Visual Prioritization

FERE TR NHY. check box and click the "Submit
Period: Collected from 5/15/2015 to 6/14/2015 Selection Changes” button.

3

* Bold colors distract
user from visually
scanning for relevant

Period: Past30 Days -

. .
record information

et
T Numbers.
Collection | Reported Chain of 5 Testing  [Request| LOV
[Submit |Forms|

=

[=R=N=]
(=3(=3[=]
1o i

5 o |

K o |18

9|

0

9
by SSNEmp D ~

06,/11/2015(06/12/2015{0151417480  |SPECIMEN, BUND | ***0003|Negative Urine Random FMCSA

.
° V I I d d - 06/10/2015|06/12/2015{0151417516__|SPECIMEN, BUND | “**0004|Negative __|Urine __|Random FMCsA
I S u a y e n S e a n B show an et o st oiow) 06,/10/201506/12/2015{0151417474  |SPECIMEN, BUND | ***0001|Negative Urine Random FMCSA

Forms|
Forms|

Non Reguistad pHMSA 06/10/2015/06/12/2015}0151417508_ |SPECIMEN, BLIND | **0005|Negative _ |Urine _|Random FMCSA [Forms

I tt d . t h 11 h H t Fmcsa Duscs 106/10/2015(06/12/2015/0151417482 |SPECIMEN, BUND | ™™ 0002|Negative _ |Urine Random FMCSA ormg|
C u ere WI no W I e [ onws Refusal to

e /0B/2015(06/11/2015[0151417441  [SPECIMEN, BUND | ==="2214Test - urine  |Random FMCsA lsubmit |Forms|

|Adulterated

1) =
S pa Ce . E ye h aS n O . (ST l06/08/2015/06/10/2015{0151417433 [SPECIMEN, BUND | **2213|Negative _ |Urine Random FMCSA submit |[Forms|
|Submit

o 1] 06/11/2015(0151417425.  [SPECIMEN, BUND  |00100212[Test - Urine Random FMCSA
where to “rest” to :
udne [ Biood

06/08/2015/06/10/20150151417458 SPECIMEN, BLIND *+2215[Negative Urine Random FMCSA ISubmit |Forms|
Hair Sweat 06/08/2015|06/10/2015j0151417466 SPECIMEN, BLIND 2216|Negative Urine Random FMCSA |Submit [Forms|

a b SO rb CO n te n t M aean O sawa 06/08/2015(06/10/2015[0151417383 _ [SAMPLE, BLIND ~-9683[Negative __|Urine Random FMCSA [submit [Forms
. Refusal to
b e e o | ] e v e

o |Adulterated
Refusal to
. 5/06/11/2015/0151417409  [SPECIMEN, BLIND | *~7777|Test - Urine Random FMCSA ISubmit |Forms|
« Potentially too much e
06,08/2015/06/09/2015[0151417391 SAMPLE, BLIND **7885[Negative Urine Random FMCSA Submit |Form:
06,/08/2015(06/09/2015[0151417417  [SAMPLE, BLIND “=9777|Negative Urine Random FMCSA Submit |Forms|

. .
information at once P
- 06/11/2015{0151417334  |SPECIMEN, BLIND = Urine Random FMCSA |Submit
y Substituted
More than what's .
06/04/2015/06/08/2015/0151417326  [SAMPLE, BLIND ~2224|Negative Random
t f' d I06/04/2015(06/08/2015/0151417318 SAMPLE, BLIND **4212(Negative Urine Random
n e Ce S S a ry O I n 06/04/2015(06/08/2015/0151417300  [SAMPLE, BLIND *=1454[Negative Urine Random




Visual Prioritization

D B —— —— e e
Collected Lab Reported Donor Name Donor SSN Test Result Reason COC Form Specimen T TP TE — . *“:"*N L . Ty
6/4/2015 6/8/2015 Blind Specimen 211112222 Negative Random 0151417292 Urine mmfmslwnml+1mnm 's«cun suND w-wuﬁ.z;; Urine  [Random IrMcsa |
6/4/2015  6/8/2015  BlindSpecimen 221121454  Negative  Random 0151417300  Urine o e o o ey
6/8/2015 6/10/2015 Blind Specimen 001002215 Negative Random 0151417458 uri bsoanoishanizosbisiarss  lsvecmen suono m,,,ssz‘}f';;” U,,,,, M,,\ bacsa m ,:,J
Adulterated
6/8/2015 6/10/2015 Blind Specimen 001002213 Negative Random 0151417433 e : A e [m,{l
6/10/2015  6/12/2015 Blind Specimen 216940002 Negative Random 01514174 : ffandorn Lo ahe fam
6/10/2015  6/12/2015 Blind Specimen 216940001 Negative Random 0151417474 e
6/10/2015  6/12/2015 Blind Specimen 216940005 Negative Random 0151417508 e
6/10/2015  6/12/2015  Blind Specimen 216940004 Negative Random 0151417516 Urine
6/11/2015  6/12/2015 Blind Sample 216940003 Negative Random 0151417490 Urine View Request @ Y
l 5/20/2015  5/22/2015 Blind Sample 104329112 'Positive Random 0151417193 Urine View Request @ i
I 5/20/2015  5/22/2015  Blind Specimen 216549812 s Positive Random 0151417201  Urine View Request @ ¢ S u p pO rtS F
! 6/2/2015  6/8/2015  BlindSpecimen 204962516 ¥ posttive Random 0151417235  Urine Vigw Request ® | P attern
g |
l 6/2/2015 6/8/2015 Blind Specimen 102964327 i Positive Random 0151417276 Urine view Request @ ° U ses co I or as
I 6/5/2015 6/11/2015 Blind Specimen 209968416 , Positive Random 0151417342 Urine View Request @ acce nt to g u |d e
I 6/5/2015 6/11/2015 Blind Sample 145459116 Positive Random 0151417359 Urine View Request a
6/8/2015  6/11/2015  Blind Specimen 214201615 r Refusal Random 0151417375  Urine View Request @ ® P rog ress | ve
6/8/2015  6/11/2015  Blind Specimen 001002214 g Refusal Random 0151417441  Urine View Request ® disclosure :on |y
6/5/2015 6/11/2015 Blind Specimen 243218945 E Refusal Random 0151417334 Urine View Request @ m 0 St re I eV a nt
6/8/2015 6/11/2015  Blind Specimen 212447777 : Refusal Random 0151417403  Urine View Request @ o pt| ons s h own
6/8/2015 6/11/2015 Blind Specimen 00100212 Refusal Random 0151417425 Urine View Request @
5/20/2015  5/21/2015 Blind Soecimen 154993469 Negative Random 8955905 Urine View Reauest @

S



| CSAScores

Layout Consistenc E—
y y ACCOUNT STATUS, IMPORTANT DEADLINES, MISSING OR PROBLEM DOCUMENTS
H PLEAS THE ITEMS BELOW, IF ANY DISPL
« Standardized layouts & ; i
interactions (pattern templates) bue  Daye
[11 L] Employee Items Required Date Over Actions
per “type” of screen let users —
build a mental model of how your Notsomuch, Nk P esa-veiongenes 0002010 4637 [ e |
Driver lacking valid license for type vehicle being
System WO rkS == ?ppf::;;nconducreCSﬂ Rewview)
CSA - Violation Review 20 Dec 2010 1637 | Review... |
Date of Viclation (10/27/2009) ——
H Inoperative required lamps * Tires (gegg
- BU”dS trust and r,ofep&s‘&mn:uqcrzsﬂlf}?evfev ,
. . Driver Annual Certificgg® Violations 10 Feb 2011 1585 | upioad... |
Confldence In SyStem M Cuick For Print Opions DRIVERS B Cucx 1o Pastefluport From Exce —
] ) Check each driver 1o order Motor Vehicie Reports (pricing) Show DMV Staws [1| 2" 1585 Upload.. |
- Su orts Wa -flndln # [] LastName First Nagg SSN License Number DoB State T |
pp y g [] [Ackerschott ence |521.60.7132 |ACKERLR3I960F ][09/06/1961 [WA P 1685 Upioaa..
_ HP TJason [456.37.1734 |ALLENJL266QG J[A079Ta [WA/| =011 1491 [ Upload... |
Reduces tralnlng effort [Gabriel _ [600.28.4436 [ALTGW143JA |[04i0111986  [WA - o i.‘"'"'""";
[Cody [53427 6915 [AMOS CNOT0CZ |[02/09/1993 [WA L Graet. |
. . / [ [Anderson  [Waher  [537029501 |ANDERWA309R4 __|[122241970 [WA| 202 1094 upioad... |
° Example- ACtlon v ::J] [Arthun [Michael [534.76.5772 |ARTHUMT249C2 (0212211976 _[wWAl _ _
. ¢ [ [Askew TSteven |00 56 7497 |ASKEWSD30RP |[2i7Asro [wA| °°"° 741 | Review... |
buttons on right hand of e e TS — e [
. v O [Babcock |Randall [536.744911 |BABCORAZ91KQ [05/18/1971_|WA|
screen vs action buttons Y O o TV [T LTRSSV WA
v [[] [Bames [Benny [541 0_|BARNEBE372PS (1011011963 WA
On Ieft hand Of Screen v [ [Bensen [Kyle [533212852 |BENSOKL12408 [09/02/1988  [WA
¥ [[] [Betancoutt [Ricardo  [593.04.0334 [BETANR™3220D (0310411968 [WA
. . . v [ [Bair [Kyle [536.56 6792 | BLAIRKD461MJ [07/1171954 | WA
° T|t|e r|ght a||gned VS P [ [Booth [Erik [53523.0201 [BOOTHEDOS0LA [06118/1991 [WA
. v O [Bossert [Andrew [535 47 |BOSSEAM154BH 1[01/08/1985 WA
Center a“g ned etC v [ [Bradf [Step 536807269 |BRADFSA273L0 [06/2011973 | WA
! ¢ [] [Branham [Timothy  [535.70.6526 | BRANHTR398B1 |[017211961_ [WA
¢ [ [Bridges [Lexie [53694 7709 |BRIDGLA333LC (061031967 |WA e z 3
¥ [[] [Brock [Julian [531.72.0367 |BROCKJC3TOPT (101301963 WA
¢ [[] [Brown_ [Dareil [5347802832 |BROWNDK294N6  |(08/26/1971 |WA
Y [] [Bruhn [Robert |53 65 | BRUHNRAZ90DA (0310171971 _|WA
v O [Buckler [Matthew  [538.08.5514 | BUCKLMA194L0 [06/20/1981 WA




Example of Templates

1 2 3

Home Template Listing Template Detail Template

1. Broadest Focus 1. Common scenario; 1. Common scenario:

2. Prioritized by top listing in a data grid detailed displays
tasks for the user 2. How do we handle 2 How do we handle
group listing of things? showing a profile

3. Variations based on screen that correlates

user goals/tasks with listing screens?



Screen Content

« Same content
should be
represented in a
similar manner

@

with changes

only to support
primary task

- sy

All ltems - CSA VIOLATIONS / CRASHES|
Lot @ @ E] 7] INCLUDE UN-MATCHED ITEMS? [ VIEW COMPLETED? =) SHOW RED FLAGS ONLY?
(ALL DATES) L4 1 (]
Driver Event Date Type Pts’ View Items’ State Reviewed
CED - CDL (DOT# 101002)
Notsomuch, Nick 3 Feb 2014 Cra 2p t Crash: Injuries:2 Fatalities:1 Towed:1 CA -
9 Jan 2014 Ins 7p ! P Violations: No medical certificate on NJ -
driver's possession * Operating a CMV
without a CDL « No/defective lighting
devices/ref/projected
27 Dec 2013 Ins 10p ! Violations: Inoperative required lamps * NJ -
Tires (general)
Overall Total Points: 19p

+ When filtering by Basic Types, all '
(eg: the Cargo Related filter only sho
To see the TOTAL points for an 'Inspection’,

‘NOTES:

oints and 'Items’ listed are tallied and filtered only for the selected filter.

o violations and the points resulting from that violation).
not apply viewing filters.
point calculations.

Motsomuch, Nick
e _ee ()24

CSA - Crash Review
Date of Crash (0S/032013)
{please conduct 5 CSA Review)

3 Jun 2013 741 | review... |

»ers may result past the 1000ths decimal place.

CSA - Violation Review

Date of Violation (12/27/2013})
Inoperative required lamps * Tires (general)
(plesze conduct & CSA Review)

2%

9 Feb 2014 490' Review.. |

P CSA - Violation Review

Date of Violation (01/09/2014)

Mo medical certificate on driver's possession =
Cperating a CMV without a COL = No/defective
lighting devicesirefiprojected

(pleaze conduct & CEA Review)

CSA - Crash Review
Date of Crazh (02/03/2014)
(please conduct 5 CSA Review)

3 Mar 2014 468 | meview... |

User has to re-orient to
determine out how
content relates.

“Is this Action ltem the
same violation as on the

Ommedaclima Damma.

Mntnr Wehicle Darned 12 Maw PG anl 0

CSA Hit-list?”



Clarity of Information

 Good example of
how layout and
data presentation
consistency can
impact clarity of
information

* How many fatalities
did this driver
have?

e Answer: 2
(...not 13!)

DOT ACCIDENTS INFO

User: C BRADY CED - CDL

DRIVER'S INFORMATION:

First Name License Number  Date of Birth Hire Date

MI Employee ID

Last Name

Notsomuch Nick N 000110024 0000154000859 08/01/1957 05/15/2009

MOTOR VEHICLE DOT ACCIDENT INFORMATION:

Driver HM Vehicles
Accident Date City State Cited Release Injuries | Fatalities [isabled
2012-12-14 Philadelphia PA No No 2 1 2 Edit CED -
CDL
2012-09-20 Bryn Mawr PA Yes No 0 0 2 Edit CED -
CDL
2012-09-19 Philadelphia PA Yes Yes 2 0 3 Edit CED -
CDL
2012-08-21 Norristown PA Yes Yes 5 1 6 Edit CED -
CDL

Ciose Window

e(‘h‘. z



TRAFFIC ANALYSIS




Application Usage Comparison
UnigueVisitos___ Jpait RANDOMS

Annual 24,073 10,280 3,061
Month Avg. 1,756 857 255
Daily Avg. 64 28 8
49% of DQ-it 15% of DQ-it
*Daily Avg. Logins 16 2.4 0

* Unique visitors represent both new and returning users who visit the site.
Represents a single individual session.

* For example, on a given day, DQ-it will get 64 unique user sessions. \When
compared loosely to login data, this would indicate the same individual
logging in multiple times.

*  Log data numbers are much higher than indicated by account login data provided so
either logins given did not include Concorde users, or the stats software is recording

multiple logins by same person as a new visitor. e% ; .



DQ-it Page Visits

Home

Employee Reports
Order Exams
Reports (Tab)
Batch Order MVRs
Add Employee
CSA Scores

CSA Hit List

CSA Reports

View Report (All)
Advanced Reports

80k
64k
6,802
5,790
5,555
4,598
1,210
976
698
364
272

6,700
5,400
567
483
463
383
101
81

58

30

22



DQ-it Primary User Path

— Login

Path for List All or Search
1658 visits

in the past
year

Employee Report

Upload Doc

~— Employee Report




Recommendations

Improve distinctiveness of content areas for
better tracking of application usage. For
example, split out individual reports

Investigate discrepancy between logged
visitor data and user sign-ins

Consider a web analytics package that
allows deeper insight into log data




COMPARABLES REVIEW




Comparables Review

 Goal: Get a sense of how other companies handle
similar content

« Applications Reviewed
— Tiva Cloud

— Beacon Insights
— RAIR

* Review for...
— Dashboard
— General Layout
— Information Display
— Interaction Design

» Limited access to competitor screens...

-




Tiva Cloud

TIVACLOUD o"

()

- Clean layouts /7
DOT Dashboard

« Good, clear navigation
(to a point)

* Visually pleasing

« Some visual prioritization,
not great

« Not goal focused or
prioritized task-based

 Poor ‘Dashboard’

« Some nice interactions

Location Employee

Tiva DOT Insights™

You are not currently subscribed to the Tiva DOT Insights™ reporting suite. Click here to add this feature and begin improving your BASIC scores
Benefits include
+ Get instant detailed breakouts of every BASIC score, including violations, accidents, clean ions and trending analy
« For motor carriers with a network of terminals but only one USDOT number, get virtual BASIC scores and know the real-world safety/compliance performance of every |

your organization
« |dentify issues related to specific drivers or vehicles that are contributing negatively to your BASIC scores and take action

Location Overviews

Tabular Location Status

Free trial at https://my.tivacloud.com/

S



Tiva Cloud

« Clean layouts

TIVACLOUD

@

« Good, clear navigation baikEraites
(to a point) |

General Info Employee Details Employee Activity

* Visually pleasing

& me@test.com
Employee Type: General
& 2155551212

« Some visual
prioritization, not great

Drug Tests

Test Date Reason Type

« Not goal focused or
prioritized task-based

 Poor ‘Dashboard’

« Some nice interactions

The following required files are missing: Medical Examiner's Certificate, Road Test Certificate, COV/Annual Management Review of Driving Record, Annual MVR, Initial MVR. A

@ Delete Employee ‘

Headers and “alerts” potentially too subtle



Tiva Cloud

« Clean layouts

TIVA W

« (Good, clear navigation
(tO a pOlnt) Select a Compliance Area

« Visually pleasing A

e Some visual prioritization,
not great

« Not goal focused or
prioritized task-based

e Poor ‘Dashboard”

All navigation. No content to support
“information foraging.” Poor use of space.

« Some nice interactions



Beacon Insights

® Strong naVigation and NI/ BLACKDIAMOND sou...o1, Beacon nsight

way-finding indicators ...

S womivany

« Strong headers and
data labels

- Consistent page layouts RO ol e M
and data-grids T e B e x
« Could utilize more s s e s e

progressive disclosure T E

oL L N 4 =

« Some visual contrast N T T
issues, not A11Y e
compliant

Note: limited screen views of system



RAIR

Search for a Driver:

« Good navigation S B cosare D)

[ DEMO RAIR Trucking { | 5

th h I [E-logging Branch Driver '
O u g p O O r y [Florida Region D Name Location Days
Fleet Manager 1 ACOSTA, Fiesat 2

Visualized) [ACOSTA.BRENT | BRENT Manager 1

311701910 | Active 117772007

(CARILLO. MARID
DAVIS, JOHH

« Ham-handed visual

Fleet Manager 2
[GENERIC

prioritization (Faeotels Fagio

Driver Qualification | Drug & Alcchol  Accidents | Physical | Training  Additional Files

Document Type Exp.iratiun Date Document Status

Commercial Driver Application (CDA) Ll

Previous Employment Verification (PEV) MNon-Compliant

° D |ff | Ccu I t to p rocess Wotor Vehicle Record (MVR) 06/03/2012 Eg‘_gh“;';“v;" "
Certificate of Road Test (CRT) Compliant

relevant information T — . ... |
due to various colors R o
competing for

attention

ol

Print All Acti

« Does not appear to Note: limited screen views of system

be professionally
designed



User Interviews




I'm actually really thrilled that you
guys are doing this type of
interview, it's really refreshing, you
know? ...We never had that with
the two other companies.



Study Methodology

A qualitative Contextual Inquiry was conducted where representative
users were interviewed to understand how they use Concorde products,
observed doing their own work tasks by recreating specific past work
they've completed in the applications

7 participants were individually interviewed, one to one with the moderator
for an hour each. Interviews were conducted via GoToMeeting.

Discussion Agenda:

1.
2.
3.
4.

Technology Use — Software used, comfort level, competitive products

Job Role — Whey they do, how it related to product use

Concorde System Usage — Most recent task, common tasks

Product Usage Observation — Observe completing recent tasks

Full session audio and screen actions were recorded and are available.



Participants

Of the 7 total participants...

4 were women, 3 were men

3 indicated a local job focus, 3 indicated regional, and 1 corporate
o 3 day to day, 3 mid-level oversight, 1 CSA report focused user

3 were from FL, the rest were from KY, MA, WA, AZ

4 were 55+, 2 were 35-45, and 1 was 25-34

1 20yrs inrole, 1 14 yrs, 1 8 yrs, 4 under 5 years

All used DQ-it; 2 use it daily, 5 use it few times a week

5 of the 7 have used a competitive product to Concorde

All med-high level of familiarity with system and general comfort

Observed 7 using DQ-it, 3 using SMART, none using RANDOMS



Participants

Participant Titles:

* Manager, Area Safety

« Safety Program manager

« Administrative Assistant (2)
« Site manager

* Director EHS

* Regional Safety Director

Additional Notes...
« Participants were engaged with Concorde, bias sample
* 6 participants were sufficient for the study




MAJOR THEMES




S0, we've gone from managing
[DQFs] locally to, literally, having
one person maintain all these
documents.



| like the fact that it lets me know

when something’s due. If | had to

manually keep track of all that, it
would be a nightmare.



Whenever we do have questions
you guys over there help us out
tremendously.



Concorde Service

- Participants were generally satisfied with .
functionality that Concorde provides White Glove
— Most participants indicated the site was easy to use Ser Vice

once they learned it. However, most also indicated
areas they felt could be improved.

« Participants indicated appreciation with — -
Concorde responsiveness, and raved _\\-’f‘é |

about customer service

— Customer service was listed as a differentiator for at
least 3 participants when discussing former
competitive providers

« SMART and to a lesser degree DQ-it's non-use
IS due to the reminder emails that generally
seemed to be valued ity interactiv



Concorde is just a tool | use to
make sure that everyone is
compliant...I'm normally going in
for a reason.



Goal-focused Targeted Use

* Highly targeted use; access due to trigger or planned
event. Low exploration.

« (Goals (and therefore content needs) differ by
different user level

— Upload documents, manage

personnel | GQAL
— Exception management, =
compliance oversight Be

— Regional CSA reporting

S euies



| had difficulties learning how to
navigate [DQ-it] for a while, until |
said ‘I'm sick of this thing I'm going
to get it down'...It just doesn’t have
an intuitive user interface.



Some of my frustration has been
with trying to generate reports.



Common Tasks vs. Exploration

* The applications successfully supports daily users
with common tasks once they initially learn how to
complete the tasks

« Participants indicated a willingness
to click around, two mentioned
“it won’t break anything”

 However, exploration not well
supported, so participants
struggled with report generation
and less common tasks...




We started with drug testing and
two years later the corporate
office saw it was doing well and
brought us on to DQ-it



Just to stop the confusion, if you

don’'t have access to something |

think it would be a lot better if you
couldn't see it.



Competitive Product Use

'ilhl.

4 of the 7 participants had used a competitive
product to Concorde in the past...

« 3 participants described the change to Concorde

o 2 mention RAIR, 1 1t Lab (using RAIR)

o Both indicated these companies as not being /
responsive; response time from reps too slow, \I
not given a single point of contact, lost files on
transition

Consideration... Improving usability and value (perceived and real)

of Concorde products will promote add-on product sign-up more than
“grayed out” product options



FINDINGS BY SCREEN




Findings by Screen

 Not User Testing — A contextual inquiry is not a user testing study.
The goal is to understand how people use a given application or
system, not to evaluate the system’s effectiveness or usability.

* As usability issues and comments were found they were captured.
The follow list is not a comprehensive evaluation of the system’s
usability or a log of all issues encountered.

Octopus Home Screene CSA Scores
DQ-it Home Screen + CSA Advanced
« Employees Listing * Reports: Driver Info

 Employee Detail Detail
e Batch MVRs
. CSA Hit-list SMART

CSA Reports « Smart Home Screen




Octopus Home Screen

Participants were not sure
what “Octopus” meant or

(CONCORDE
what it was

3 participants indicated
having used content on
this screen

Home

(800) 662-1676

About Us

Contact Us

Services

Dashboard Home

LOGIN

Resources News & Updates

IMS  Update Account  Help Log-Out

Welcome Christa! The links in the menu above will allow you to access your Concorde applications, manage your user account or contact

One participant indicate
having to log out to access
content here (Pre-
employment files)

Alerts and Messages

No Alerts or Messages!

One participant liked when
Random results had been
posted here

Clicked on “IMS” because

Articles

Professional literature written by Arthur J
Cohen, Esq., VP of Operations and General

Counsel for Concorde

[+] Regulatory Update: Fair Credit Reporting

Published Documents =
SLL Add and Delete Form (4/29/2015)
AppCheck-General (10/3/2014)

Customer Manuals and Guides
N
Procedural manuals and guides for the

various services we provide

[+] Driver Qualification Guide

[#] Pre-Employment Screening Procedures;

they were trained to, but
it's DQ-it

Consider — Including
reference content in the
application after login

Act - New Regulati Result in Ch. to
Forms

[+] Coming FMCSA Changes; Merger of
CDLs and Medical Certificates, and
Certification of Medical Examiners

[#+] FMCSA Finally Gives Electronic

C. de’s Guide for Its Customers
Conducting a Pre-Employment Screening
Program

[+] Drug and Alcohol Testing Procedures;
Concorde’s Client Guide for Conducting a
Drug and Alcohol Testing Program

customer support. On this page you can view alerts and messages, download documents specific to your company as well as manuals,
articles and webinar materials developed by experts at Concorde.

Webinar Materials

Slides and multimedia used to support

informative & training webinars

[+] WEBINAR: How to Deal with OTC & Rx
Drugs in the Workplace

[+] WEBINAR: Ordering and Reviewing MVRs
in DQ-it After a Medical Examination, Part 2
[+] WEBINAR: DQF 101 - Back to Basics

[+] WEBINAR: Ordering and Reviewing MVRs
in DQ-it after a Medical Examination

[+] WEBINAR: Everything Employers Want (&

S euies



DQ-it Home Screen

« All participants

ignored the “QUiCk Welcome: SalesDemo2 -
tH) - - - —_-— - .
Summary content | HOME | | Account~ | | Order~ | Reports~ || LogOut |
e : Last Name or SSN Search DQ-IT 15 Now MOBILE ON YOUR SMART PHONE... CLICK TO WATCH THE OVERVEW.
¢ Get itin emall Summary Action Items CSA Scores CSA Reports
[ ] i i
My boss uses it T All Companies QUICK SUMMARY |
All Personnel Records 7|
° Too detailed Total Number of All Employees 6
- Total Number of All Applicants 1
. All Sites -
° M OSt Pa rt|C| pants h ea o o — Total Number of All Non-Employed 0
. Number of Employees with Past Due ltems -
for left side of scre * Emplcyess
» Applicants Number of Employees with Due Today ltems 0
L !:a‘:tfve J Number of Employees with Due tems From: To: 0
H » Terminate
® On |y data p0|nt » CSA Hit-List Number of Records without Packages 0

mentioned as relevant
was “# Employees with
Past Due Items”

« Consider, re-imagining
this screen with more
relevant content



DQ-it Employees Listing

All participants ended
up here at some point

® One indicated Last Name or SSN Sed

rarely using this

ERVIEW.

Summary Action Items
Scree n License Number Sear e .:; e szucm:c \ EMPLOYEES
| Search | { L !
S creen succes Sf u I , — Employee SSN Status Hired  Activated De.activated  Terminated Job Title
. [BsG-BSG v| BsG-8s6
p a rti Cl pa n tS a b I e to 4 ';'m;eo’;"“:e’ Balboni, Michael ~ ***-*-0900 Empioyee 19Dec2012  4Dec2012 DOT Driver
. N » Applica Balukas, Joseph *+.*+.5420 Employee 16 May 2012 9 May 2012 - = Driver
find appropriate T Bareto, Lovis =460 Emgires s B s T ooTomw
| I Bates, Mark +.2.798% Employee 2Nov1983  26Feb2010 - - DOT Driver
p e rS 0 n n e Bonina, Rober #+,4+.5233 Employee 30May2012  23May2012 27 Sep 2013 - DOT Driver
Bowes, Clayton 278285 Employee 26 Nov2012 14 Nov 2012 - DOT Driver
Brown, Thomas 120290 Employee 16 May 2012 10 May 2012 - = DOT Driver
Butler, Bryan +.++.9651 Employee 260ct 1983 26 Feb 2010 - - DOT Driver
Bymne, Joseph *.#.5376 Employee 13Mar2013 20 Feb 2013 - . DOT Driver
Cannata, David 110941 Employee 29Au9 2013 20 Aug 2013 - - DOT Driver
Caristo, Robert .+.6952 Employee TDec2012 30 Nov2012 - ~  DOT Driver
= oo, Villam
Covino, William 9400 Employee 26 Mar 2012 23 Mar 2012 DOT Driver
Conpmons Cronin, David *e.#+.6608 Employee 30 Jun 1984 26 Feb 2010 - - DOT Driver
Dalbenzio, John "=.2.8676 Employee 14 Apr 1998 9 Mar 2010 - - DOT Driver
Davidson, John m.r.0235 Employee 10Dec 2012 28 Nov 2012 ~  DOT Driver
—= Denahy, Michael #+.+.8138 Employee SMar2012 27 Feb 2012 - ~  DOT Driver
DQ]t qu;r: Dethomas, Frederick **-*-3719 Employee 31May2012 29 May 2012 -~ —~  DOT Driver
=d = Diver, Dennis #.2%.2916 Employee 4 Nov 2013 30ct2013 - - DOT Driver
MOB.DQ-IT.COM Duda, Walter . 20.7557 Employee 16 May 2012 14 May 2012 - - DOT Driver
Fitznatrick Richard  **.*.8313 Emolovee 11Jul 1988 26 Feb 2010 = Drver



DQ-it Employees Detail

« 3 participants indicated
recurring update area as
particularly important

IS NOW

* i.e. priority on
documents that need
renewals at various
intervals

MOBILE

MOB.DQ-H.UCOM

GerAdobe
Reader

DO~ requines AGode Reacer.

« Participant indicated this
section took some time to
figure out, not intuitive.
Could be improved

Consider — Reprioritize
content on this screen

Summary Action tem: CSA Scores
L S ey DRIVER FILE
e
Filfor; DRIVER INFORMATION
Amsios
» All Perscnnel Empls .
EXPIRED ITEMS i gt
s Update Status
Drivers Annual Certificate of Violation »nese fm
» Tominsted 4
Overdue: 30 days / Expires: 15 May 21 »csatniis forisceinte

List
» Benny Boardeding Get Temporary Logn

Medical Examiners Certificate
Overdue: 1094 days / Expires: 15 Jun

50 onder iR >>Show Historcal Docs

Motor Vehicle Record
Overdue: 32 days / Expires: 13 May 21

Supervisors Annual Review
Overdue: 30 days / Expires: 15 May 2I

1S NOW
MOBILE

sin DT s
DRIVER QUALIFICATION - EMPLOYEE

Application for Employment
Issued: 15 Jun 2010

DRIVER HISTORY INVESTIGATION

Modical Examiners Cerficate
Overdue. 1088 days / Expires. 15 Jun 2012

?  Certificate of Road Test
Missing ltem

Drivers Annual Certificate of Violations
Issued: 15 May 2014 / Expires: 15 May 2015

Drivers License
Issued: 1 Feb 2014 / Expires: 15 Jun 2015

Initial MVR
Missing Item

Medical Examiners Certificate
Issued: 15 Jun 2010 / Expires: 15 Jun 2012

Motor Vehicle Record
Issued: 13 May 2014 / Expires: 13 May 2015

P /7 Supenisors Annual Review
Issued: 15 May 2014 / Expires: 15 May 2015

DRUG AND ALCOHOL



Batch Order MVRs

* One participant
demonstrated this
screen

*  MVRSs run annually (low
frequency of use)

* Did not know what
purple indicator was for.
New employee?

 Had to scroll to bottom
of screen to find out icon
meaning, however liked
the information provided

« Consider —tool tips to
indicate icon meaning,
removing from pop-up
window, standardizing
look with other screens

K FOR PRINT OPTIONS

© e 6060660666

® ® ® &

® OO0 0666060 00606066

S S L N NN

DRIVERS

Check each driver to order Motor Vehicle Reports (pricing)

ﬁ(’: cx TO Paste/lweorT From Excel
Show DMV Status [

[] LastName FirstName  SSN License Number D08 State
[] [Ackerschott _ [Lawrence [531.66.7132 | ACKERLR3960F [09/06/1961 [WA
(] [Atien [Jason [456 371734 |ALLENJL266QG (1170771974 |WA
] (e [Gabriel _ [600.28.4436 [ALT GW143JA (0410171986 WA
0 [Amos [Cody [534276915 [AMOS"*CNO70CZ [02/09/1993  [WA
(] [Anderson |Walter [537 029591 |ANDERWA309R4 (1212411970 WA
] [Arthun [Michael [534765772 |ARTHUMT249C2_____ |[02/22/1976 | WAl
[] [Askew | Steven [019.56-7497 |ASKEWSD301RP
(] [Aud [Richard _ [551.41 7616 |ATKISRD386BT
0 |Babcock |Randall [538-744911_|BABC
(] [Baltazar [Valentin___ [737-145795 [BALTAV=255C4 ]
] [Bames [Benny [541-86-3500 |BARNEBE372PS [
] (B |Kyle [533212852 |BENSOKL1240B I
O] |Betancourt |Ricardo  [583.04.0334 |BETANR™322DD [03/0411968 [WA
] [Bair [Kyle [536.56.6792 |BLAIRKDA61MJ [0711171954 |WA
OJ [Booth | Erik [53523:0281 |BOOTHEDO90LQ |[06/18/11991 _[WA
(] [Bossen [Andrew [515 717642 |BOSSEAMIS4BH 010811985 | WA
(] [Bradford [Stephen  [536.80 7269 |BRADFSA273L0 [06/20/1973 |[WA
[] [Branham |Timothy  [539.70-6526 | BRANHTR398B1 (0172111961 WA
[ ] [Bridges [Lexie [53694 7709 |BRIDGLA333LC [06/0311967 WA
] [Brock [Julian [531.72.0367 |BROCKJC3TOPT [10/30/1963 [WA
O] [Brown | Darell 534802832 | BROWNDK294N6 |[08/2611971 _|[WA
(] [Bruhn [Robert [536 92 8765 |BRUANRAZI0DA (0310111971 WA
O] [Buckler [Matthew |5 514 |BUCKLMA194L0 |[06/20/1981 WA
J [Buckley | Dale 565877598 |BUCKLDO156LA  ][06/01/1985 |WA
] [Bumson [1saac [534-136998 [BURNSID1630N |[09/15/1984 WA
[ [Bushong [Jarret [556.57-0033 | B252372497603 (081011976 |MD|
O [Call [ Matt [531841518 [CALL'MA372J6  |[04/26/1963 |WAl
] [Clerget [Don [53566.9382 [CLERGDGA27N8 [08/2811958 |WA
O] [Coley [Cuntis |516-725003 [COLEYCL422LM |[06/1411958  [wAl
[] [Cross [James [524353442 [CROSSJE348NH [08/08/1966  |WA
== Ataiadn  Trr7 o5 iorin IFDIIZ-A3570A anmiriare A




CSA Hit-list

*  Multiple participants
discussed this
screen, indicated it as
helpful

« Difficulty finding it
(looking under
reports)

* One participant uses
this screen to
manually log
violations by area

« Consider — Improved
navigation will make
this screen more
findable

— - A jt
HOME Account ¥ | Order Reports v ‘ | LogOut
! | | |

DQ-IT 1s Now MOBILE ON YOUR SMART PHONE... CLICK TO WATCH THE OVERVEW.
Summary Action Items CSA Scores CSA Reports
All Items - CSA VIOLATIONS / CRAS
'ﬂ @ @ INCLUDE UN-MATCHED ITEMS? View COMPLETED? =) SHOW RED FLAGS ONLY?
(ALL DATES) & & ]
Driver Event Date Type Pts' View Items’ State Revie
CED - CDL (DOT# 101002)
Notsomuch, Nick 3 Feb 2014 Cra 2p ! Crash: Injuries:2 Fatalities: 1 Towed:1 CA
9 Jan 2014 Ins 7p ! P Violations: No medical certificate on NJ

driver's possession = Operating a CMV
without a CDL « No/defective lighting
devices/ref/projected

27 Dec 2013 Ins 10p ! Violations: Inoperative required lamps * NJ
Tires (general)

Overall Total Points: 19p

‘NOTES: + When filtering by Basic Types, all 'Pts' points and 'ltems’ listed are tallied and filtered only for the selected filter.
(eq: the Cargo Related filter only shows cargo violations and the points resulting from that violation).
To see the TOTAL points for an 'Inspection’, do not apply viewing filters.
« Point calculations are maintained in double precision floating point calculations.
However, for display purposes, some minor rounding of numbers may result past the 1000ths decimal place.




CSA Report

- Participant indicated [EESESSEEE Dy Location Report _— _— i

£
E

o . 1 oo 3 ADS20170 - St Pl TAYLOR Lusas 1 UnsateDriving 39226
d |fflcu Ity th at th IS re port 2 osn2z0E 2 ADS-21170 - St Faul MCGRATH JOHN i VemieMan 393 55(¢)2)
S owizzne 2 ADS-21170 - 51 Paul MCGRATH JoHN W VohigaMainl 3053417
. 1 owmzMa 2 ADS-21170 - St Paul MCGRATH oMM M VehicaMain 382 0¢a)(2)
is not exportab|e and 5 wisans 4 455211705t Pau sRvaN DoUGLAS o VehieMaint 305 500
5 usIsEIIE 1 ADS-21170 - SLPaul BRYAN DOUGLAS i VahiisMainl  393.75(¢]
T oasz0E 1 ADS-21170 - StPaul BRYAN. DOUGLAS W Vomidestainl  353.100(a)
Can not Sort_ Manua”y i orfadzie 2 ADE-21170 - 51 Paul LARSON RICHARD wanl VehicleMainl 38395
8 arE4ze 2 ADS-21170- 5t Paul LARSOM RICHARD M WebitleMaimt 353 45(0K2
. . 10 o74z0ie 2 ADS-21170 - S Paul LARSON RICHARD m VohidaMaint 306 5)
Coples and paSteS |nt0 " 07242014 E ADS-21170 - StPaul LARSON RICHARD || VekicheMaml  383.55(c}2)
12 oraaEnis T ADIS21170 - & Paul LAREON RICHARD i Viebicisbainl 386 JAIT
13 orsEnE 2 ADS-21170- 81 Paul LARSON RICHARD W VehideMainl 3587
as preadSheet n 0242018 2 AD5:21170- 51 Faul LARSOM RICHARD M VahiciaMaind 38343
15 orazta 2 ADS21170 . St Paul LARSON RICHLAD W VebidaMainl 582 8i3)(1)
16 areaEmE 2 ADS-21170 - 81 Paul LARSON RICHARD s VehiceMainl 38375}
1 ordpms 2 ADS21170- 5t Paul LARSGN RICHARD i VehideMaind 35341
- . 15 TRz 2 ADS-21170 - SLPaul LARSON RICHARD w VehigsMainl 303 BEEWYS
° C d — R g 18 oezIzie 2 ADS21170 . SLPaul BUTLER DOUBLAS w Vebitisblaind 3938
onsiaer emovin m oamEME 2 ADS-21170 - St Paul BUTLER DOUGLAS w VekicleMainl 391 2501}
. n osioiEns 2 ADS-21170- 51 Paul JOHNSON : M VabigiaMainl 38311
from po p—u p WI ndOW 2 SR 2 ADS-21170 - StLPaul JOHNSON CHRISTOPHER W VahiceMant 3938
’ n ovisEHE 1 ADS.21170. 51 Paul CURTIS. BRYCE W VebideMainl 33 45(d)
. 2 w20 1 ADS-21170 - St Paul CURTIS BRYCE e VehicieMaim 353 85(1)
aIIowmg export, = prtierlalSp et il ot i P A
F oazne 2z ADS 21170 - 1 Paul LOPEZ Lus W UnsaeDriving  382.2C
aIIOW|ng Sortlng Of 2, wEns 2 ADS21170- 51 Paul LoPEZ wis - VehcicMami  SRIE
i oMMz0e T ADS-21170 - StPaul LARSOH RICHARD wi VehidaMainl 3339
. e ovMEHe 2 ADS:21170.- St Paul LARSOH RICHARD w DriverFlness 383 81{a)
Conte nt 1IN Screen n aens 3 ADS-21170 - S Paul ROMAND JR GARY i UnsateDriving ~ 382.2¢
& o0 3 ADS-21170- 51 Paul LARSON RICHARD w UnsaleDriving 352 2:SLLST
32 WzEMI 2 ADS-21170 - SLPaul FRITZE JOHN W UnsafeDehing 382 2.SLL52
3 oI 3 ADS.21170 . SL Pl GADBOIS DAMIEL WH UnaleDxiving 3828281
u amIEn 1 ADS-21170.- 1 Paul BASIC MICHAEL et VehideMaind 35378
1 e 2 ADS-21200 - Balhany WILMES ROLAND MO VehiaMainl 32330
1 e 3 ADS-21205 - 51 Cloud PAKKARAINE DavID M UnsafeDrang  382.2C
i 11082014 3 ADS-21205 - 5t Cloyd LEE JAMES M Unsatelviving 382 16
3 wena 2z ADS-2120% - 51 Cloud BEMRENDT ANDREVY W VahidaMain  356.5(0)
A owmena 2 ADS.21205 - S Cloud BEHRENDT ANDREW W \ehicfaMoind 333 SS(e)2)
| o4zs201e 3 ADS-21238 - Chitan THEIS MATTHEW wl UnsateDriving 362 2-5LLS3
1. DANS2014 2 ADS31245 - Colombia MO CHESTER KEVIN MO VahidaMainl 383 45id)
1 a0 2 ADIS-21300 - Fort Alkinscn FRIEND PHILLIP w VehileMaint 353 250a)



CSA Scores

« 2 participants indicate
that numbers on this
screen should be
clickable

* 1 repeatedly tried
to click number

* Helpful information but
does not change that
frequently

« Cannot view by area so
winds up going to “CSA
Hit List” and using pen
and paper

“It’s just not doing what |
want it to...”

Welcome: DavidPErez

Last Name or SSN Search o MOBILE o vour swasr 7 70 waTGH THE OVERVIEW,

Summary Action Items CSA Scores CSA Reports

Advanced Details...

License Number Search e —— ]
DOT Name DOT # Unsafe HOS Driver Controlled Vehicle
[Search | Driving Compliance Fitness Sub es Mai e
(BASICs Thresholds:) (65%) (65%) (80%%) (80%) (80%)
Filter Republic Services of AZ Hauling 20264 3.0% 0.0% < 3 inspect. with viol. 0.0% T2.0%
IAWS of 1311044 4.0% 0.0% < 5 mspect. with viol 0.0% < § inspect. with vi
[An sites v blic- Allied AZ 1 0.0% < 3 driver insp. <5 driver insp 0.0% < 5 vehicle insp
» All Personnel Corvallis Disposal Co 3 0.0% 0.0% < $ inspect. with viol 0.0% < 5 inspect. with vi
» Employees AW Systems 237897 113% 0.0% 55.0% 0.0% 68.3%
» Applicants Rep Services of FL 363595 42.0% 0.0% 78.0% 0.0% 27.0%
» Inactive WDTR, Inc 501284 0.0% 0.0% 0.0% 0.0% < 5 vehicle insp
» Terminated AWS of N. America 523181 15.0% < 3 mspect. with viol 99.0% 0.0% 67.0%
» CSA Hit-List Usited Disposal Service Inc s12324 0.0% 0.0% 0.0% 0.0% < 5 inspect. with vi
fclnnis Waste Svstems 684476 < 3 inspect. with viol. 0.0% < 5 driver insp. 0.0% < § vehicle i,

DOT Name DOT# | Unsafe HOS Driver Controlled | Vehicle | HM | Cras

Driving Compliance Fitness b C li Indica
1|v[ep|Z|V]P |viPlr|v]|plI|Vv|P|I|V]P]|C]|
Republic Setinge of AZ Haulin 20264 3 3 26 1 12 | P12 33 198 ] 11
AWS of Stillwater 11044 22 9 120 | '3 3 u
Corvallis Disposal Co 734 | ] 1 2 2 35 11
AW Systems 237997 (i i Yo e 10 65162 543 | 3
WDTR, Inc = [ ] 22 10] [
AWS of N_America 52318 6 71 59| 3 4 & 49 07 628 | [ 13
Inited Disposal Service Inc 612324 - i | 12 2 2] 1
[Mclnnis Waste Systems 654476 N 15| [ B | 12 24| [ 1
AW Transportation 704220 10_aalih 2 44 2 53__115_ 568 | 13
Keller Drop Box 765983 ] 17 | 1
|Albany-Lebanon Sanitation 768137 | i 2 1 i1
Rep WS of TX 772407 14 14 70| 2 3 1512 2 20 118232 1200 730 |
IS NOW lic Silver State Disposal 849101 33 20| 22 23 89 145_ 808 [
MOBILE Services of GA $96594 ! ! 11
= banco Ltd 941775 33 31 112 1118 1
FI Waste Services 962085 5 5 .2 2 12]8s 8 a1 10 | 300 622 2788 1
MOB-DQ‘IT-COM BFI Waste Services 962085 222 191 5 6 38 W79 T
cer Adobe v
Reader




CSA Advanced

* Participant has
trouble with pop-up
window going behind
the browser (2x) and
struggles to find
window

« Two participants
showed this screen,
1 user indicated high
relevance to “CSA
Rank” another low
relevance since it's
not something that’s
tracked by the
company

2 https//waw.dgrit.com/CSAMap/CSAMap. sspxTu=1258&erid=0

Instructions Summary

1. Select the BASIC(s) 1o view
2. Select the DOT Number(s|

) Batact n St aiod of e BasicGroup #1120264 #1311044 167398 2237997 2501284 2523181 2612324 2634476 704220 #6733 2765983  #76!
sts aiphabetically or Controlled Substan

BasicGroup (Af Detes)

the ;a:a by Detad or Date Driver Fitness 1 1 1 4 1 4
HOS Compliance

5 S
Renking R R 2 1 7 2 1
(@) Lowest Ranked Sites

) Lowest Ranked Drivers Vehicie Maint 3 3 9 162 2 97 2 2 115 3 1
() Latest Violaions

(" Latest Crashes

C; Top 25 Drivers

() Top 25 Sites NOTE Ths screen shows the advanced break-gown of Violagons - not crashes. Thenetore, the point 1otals 60 not inclade points from crash events

CSA Rank - Also, for Internet Explores (IES. IE7. IES) Versions Flease note that this screen make heavy use of javascript calculations whereby on very large sets of dats you may recenve a wamng 3
REP-4347 Corpus Ch.__ [122) £ We suggest that  you ht this threshold 1o ather ht No'in responsa 10 the IE prompt or use 3 dfferent browsar such a5 Google Chrome or FireFox

REP-4855 Houston S .. [122]
REP-4343C Dell Valle [118]
REP-3828 Apex Tran .. [30)
REP-4863 Rio Grand... [50)
REP-3421 NW Busine. . [69)
REP-3820 Cheyenne [68]
REP-4862 Texas [64)
REP-4859 San Antonio [50]
REP-4753 Phoenix [46]
REP-4069 Corsicana [39)]
REP-3845 Saguaro E . [37]
REP-4538 Fort Worth [35]
REP.4070E Kilgore [34]
REP-40704 Athens [31]
REP.4364 Sait Lake. [31]
REP-3402-100 [26]
REP-4832 Lake Charies 28]
REP-3402-200 [27)
REP-4523 Hulchins [27]
REP-4852 North Hou.... [26]
REP-47538 East-Mesa [23]
REP-4853 West Houston [22]
REP-4535 Denver [21)
REP-4886 Bozeman [20]

|l Include DOTs
W (vl 1120264

ll & 1311044 A
[ 167398

Wl (4 237997

& so1284

[ 523181

< >




Driver Info Detail Report

H H k .é Ihttpe: /v dq-it.com/reports/ D nvesReport. aspadch=Tfalsefichl =trueBieid =117581=2583Binum=25
* Participant

H H y Employ iﬁ:-n'm Clerical .' Imclus m],&dvancedDlsposa}Sarvices v
indicated she can'’t MM g _ z g o
use the employee " __
filter because 2

MVROnl

Drivers Information Report for Advanced Disposal Services, Created on Thursday - May 28, 2015 @
are categorized as R
g Last Name First Name 58N DOB Date Hired Date Term. Eng. StatusJob Title  License # State Class Ex: Date  Location Endorsement
a [ C D L D ri Ve r” th e Heary Kendall == 0144 1971-10-221 2015-04-08 Employee CDL Daver 004126093 SC CDL-A 2016-10-22 ADS EAST REGION Combination ¢
and N endorse
Hicks Gary asm e 7021 1059.01.03 2015.04.08 Employee CDL Dniver 103723092 SC CDL-A 2019-01-03 ADS EAST REGION

rest are under
“Driver” so
“Driver” is
unusable as a
reliable filter




| try to keep tight control on
SMART...I have had trouble with
the filters, so | don’t have
confidence in them.



» Participant indicated
problem finding
submit button after\
editing filters

“The main thing | look for is

if a specific individual has
taken a test”

1@ST Fesuits: Any
Period: Collected from 5/15/2015 to 6/14/2015 Selection Changes” bution,

Period: Past30Days Z 49| 9

- Participant —T— - -]

DS":-n Test Resuls
. . - Location: CBA, INC./CONCORDE DOT #: 11111
mentioned not being =
[ Show 48 (unchack 1o st all numbas) Date Custody | | |Change | coc
Submit |Forms

able to paste SSN# 06/11/2015/06/12/2015/0151417480  |SPECIMEN, BLIND | *~0003|Negative  |Urine |Random Fmcsa

o o lio

e lio lio

. 06/10/2015/06/12/2015/0151417516 SPECIMEN, BLIND 0004 |Negative Urine Random FMCSA
@ i kg ) 06/10/2015(06/12/2015/0151417474 _|SPECIMEN, BUND | *~"0001|Negative __|Urine Random FMCSA
Non Regulated PHMSA 06/10/2015|06/12/2015|0151417508 SPECIMEN, BLIND 0005 |Negative Urine Random FMCSA
. e FMCSA UscG 06/10/2015}06/12/20150151417482  [SPECIMEN, BUND | =~0002|Megative  |Urine Random FMCSA
° One part|C|pant I Fan L lpHus Refusal to
FRA NRC 106,/08/2015{06/11/2015/0151417441 SPECIMEN, BLIND een2214(Test - Urine Random FMCSA ubmit [Forms|
uses separate = -
06/08/2015|06/10/2015/0151417433 SPECIMEN, BLIND =x3213|Negative Urine Random FMCSA iSubmit |Forms|
: Resalt
S p re ad S h e et S | n Ce Bisivia ) 106/08/2015/06/11/20150151417425  |SPECIMEN, BLIND  |00100212(Test - Urine Random FMCSA |Submit |Forms|
haw All (unchack to select below) Substituted
114 " " Wine: Hond 06/08/2015/06/10/2015|0151417458 SPECIMEN, BLIND ) 215|Negative Urine Random FMCSA ISubmit [Forms
SMAR T IS a Ilttle Dl Tswest  [lo6/08/2015006/10/201500151417466  |SPECIMEN, BLND | =~2216|Negative _ |Urine __|Random Fmcsa submit [Forms
. Breath 1 Saiva 06/08/2015/06/10/2015(0151417383 SAMPLE, BLIND 0688|Negative Urine Random FMCSA iSubmit [Forms|
slow to do analysis EEe
106/08/2015/06/11/2015/0151417375  [SPECIMEN, BLIND | *****1615Test - Urine Random FMCSA |[Forms|
P @l = Adulterated
and doesn’t correct o
106/08/2015/06/11/2015/0151417409  |SPECIMEN, BLIND | ****7777Test - Urine Random FMCSA it [Forms|
Common mlstakes” 06/08/2015{06/09/2015/0151417391 _ |SAMPLE, BLIND *7835|Negative Urine Random FMCSA Submit |[Forms
06/08/2015(06/09/2015/0151417417 SAMPLE, BLIND =++g777|Negative Urine Random FMCSA iSubmit [Forms|
Refusal to
106/05/2015/06/11/2015/0151417334  |SPECIMEN, BLIND | *****8945(Test - Urine Random FMCSA submit |Forms|
Substituted

« Exception
management







User Groups?

* Not the same as system user types e.g. “administrator”
or “guest” users

Do not indicate level of access to features or other
security or authentication levels

* Groups are based on user behaviors; common tasks and
feature needs



Contributor User Group

Contributor—-> Uploads documents, manages personnel files,
orders MVRs, on boards new employees

E.g. Administrative Assistant

Most active users are the local,
day to day users (confirmed)

Might provide reports to supervisors who don't login

Proficient at previously learned common tasks, but has minimal
need for exploration or troubleshooting trends

Might benefit from “CRM” functionality such as driver
communication notes; i.e. Gave Joe form on x date...”

Support with direct access to personnel records, recently viewed
(“Jump List”) items, and current “to do” type actions to take
S Sntnc



Manager User Group

Manager - Mid-range data need; Escalation and exception
management so that they can follow-up with Contributors

E.g. Area Safety Manager, Site Manager
Second most active user-group

Occasionally monitors CSA Reports i
for his/her area of responsibility i
Escalation-based review of driver files (expired, E{
accident) to ensure responses to CSA violations

Might benefit from in app notification of changes in CSA score

Support with actionable information for escalated issues. E.g. direct
view of “CSA Hit-List” type data points

S euies



Executive User Group

« Executive - Focused on CSA compliance data,
trends, and troubleshooting. Interested in
groupings by region, area, maybe site

 E.g. Regional Director ade

» Lowest frequency user with more
sophisticated data needs and higher
product purchase decision making authority

« Monitor Area Managers, identify poor performing areas. Investigate
CSA data to identify trends and understand potential solutions

« Supported by quick access to KPIs with the ability to drill-down

“What are our top CSA violations? This area seems to keep having
issues with vehicle lights being out. That’s easy to solve...”



Content Priority by User Group

High .

Med .

Low .

Find an Employee
Upload Files

View Documents
Order Single MVRs

Batch MVRs
Missing File Reports

Action Items

CSA Hit List
CSA Scores
CSA Reports

* Missing File Reports
Action Items

Find an Employee
View Documents
CSA Hit List
Upload Files

CSA Scores

CSA Reports

Order Single MVRs
Batch MVRs

Order

CSA Advanced

* Example content, not complete or 100% accurate

* CSA Hit List
CSA Scores
CSA Rank

CSA Advanced

Find an Employee
Missing File Reports

Action Items

Batch MVRs
Upload Files
Order Single MVRs



Recommendations




Overall User Experience

Workflows not Screens - Focus on high fasca fear2010
priority task-based workflows first before
defining individual screens. E.g. “A local user,
Mary, needs to order an MVR for an individual
driver. What steps does she need to take?”

$3.46 tn
« Global Improvements — Improving usability, » pwm:f:"”“;*z::;:‘“ B
layout consistency, and interaction design SRS P—— .
throughout the applications will raise the real
and perceived value of Concorde software

products

nent, and Social Services; Health; Medicare; Income Security;

« Enhanced Reports -- Enhancing with data
visualization for key performance metrics
per user group will help users more quickly
understand what’s going on, and be an
immediately recognized differentiator in sales

Source: US Treasury, 2010 ;

High perceived value!

S euies



Concorde Product Suite

* Driver Qualification & Compliance — One product suite, multiple
integrated add-on products. DQ-it, SMART, RANDOMS and potentially
AppCheck are all thematically connected under driver qualification and
compliance. The system should feel like one integrated experience.

* Doing That One Thing Very, Very Well —...and making sure they
realize it. Cross-sell will be improved far more by more effectively
showing customers the value of their current product and with seamless
integration than by a dashboard showing the existence of other products.

 Dashboard with grayed-out buttons or links to other products will
have little to no impact on cross-sell.

o Most local and area users have minimal influence on vendor selection

o Highest current value of Concorde is customer service responsiveness and
core functionality

o Grayed out, unusable options reduce system clarity, reducing product value



Dashboard —_—

1
Evaluate macro-workflows, |
not just the dashboard ol

v y /
;

SMART & i imracee



Content Groupings

« Single cohesive site map for an integrated experience;
show or hide based on product purchase

» Use task-based names, not product names (branding
once in product section)

. Testing Applicant Reference
Dashboard CSA Analysis Personnel Activity Check

Applicants SMART APP CHECK

Employees RANDOMS

Inactive

Terminated

Example content grouping. Not a navigational scheme or actual menu.
p grouping g Fes



Dashboard

« Supporting primary tasks for each user group indicates the need
for groups to have different “start page” views

« Start with role level by default, but allow the default setting to be
updated by user i.e. “Make this my start page”

Executive View

Contributor View Manager View

DASHBOARD CSA ANALYSIS PERSONNEL _

DASHBOARD CSA ANALYSIS PERSONNEL

Start on “Personnel” screen Start on “Dashboard” screen

* Items coming due * ltems past due
* Drug testing statistics

» CSA Score Highlight

* Recently viewed items
» Ease of employee lookup

Start on “CSA Analysis” screen
» CSA Score Data Visualization

* CSA Rank
%ﬂnﬁn

*Trends by Region



DASHBOARD CSA ANALYSIS PERSONNEL

/ Manager View
- Executive View

Contributor View

- 0 =

DASHBOARD CSA ANALYSIS PERSONNEL _







Activities & Events

Next Up

User Interviews Discussion Guide
User Interview Sessions

User Testing Study Screener Survey
User Testing Recruitment Begins
Summary Report

Round 1 Wireframes

Round 2 Wireframe Revisions

User Testing Discussion Guide

User Testing Sessions

Testing Summary w Round 3 Wireframes

Dashboard Designs

System Architecture Diagram

5/22

5/28 & 5/29
6/8

6/16

6/17 (Onsite)
6/24 (Got2Mtg)
7/1

7/1

7/7-17/9

7/16 (Onsite)

7/24

7/27 (Onsite)

Concept Design: Wireframes

User Testing

System Architecture



Thank You.




