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The evaluation consisted of an overall assessment of the user experience and user 
interface (UX / UI) storyboard flow and navigation against industry standards to 
enable SMT to optimize their processes through the SMT portal. 
 
Both business objectives and customer needs were factored into the evaluation to 
determine next steps toward enhancing the overall processes which impact both 3rd 
Party and Customer user types.  

The evaluation resulted in strategic overview, recommendations based on industry 
best practices with assigned severity ratings, and proposed solution for the key 
stakeholders to consider. 

In an effort to improve the overall user experience (UX) of the Smart Meter Texas 
business processes, Solutions Cube Group, on behalf of Smart Meter Texas, 
commissioned an evaluation of 3rd Party processes, including overall navigation. 

Summary of Research 

Background	  

Methodology	  

Results	  



Key Takeaways: Quick Fixes & Proposed Solution 

Proposed Solution solves for...!
•  A simplified process which aims to 

reduce overall cognitive load and 
increase efficiency for all user types 

•  Organization of processes in modal 
windows by critical tasks 

•  Visual representation of key data to 
help users identify at-a-glance: 
pending agreements, overall usage, 
updates / notifications, and entry points 
to action items, (i.e. 3rd party 
agreements) 

Quick Fixes solve for…!
•  Addressing key issues that are a 

barrier to success in the existing portal 
•  Reducing cognitive load currently 

required during each step from 
registration to management 

•  Consolidating the steps needed to 
register, view, and manage agreements 

 



•  The recommendations in this report are offered to give direction. These are 
not the only solutions and are not intended to creative direct your application. 

•  It is highly recommended that the Proposed Solution is fleshed out by a UI 
design / development team and tested to validate user needs. 

•  Prior to prototyping / fully developing the Proposed Solution, it is 
recommended to conduct either: 
– Concept focus groups to assess the process and identify any missing needs that the 

existing solution does not solve for, in order to inform further user experience, exploration 
and / or design direction; 

– One-on-one UX research with individual users from each segment to evaluate their thought 
process as they walk through the UX flow with a Moderator. 

•  Finally, any key changes should eventually be tested to ensure they address 
and do not add to the existing issues.  

Caveat for Recommendations 
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Severity by Topic: Industry Standards 
Topic Description Recommendation 

Phase I high level 
findings and 

recommendations 

Phase I identified key ways in which the existing 
infrastructure can be simplified to enhance the overall 
organization, ease of use, and navigation. 

Addressing the overall infrastructure under which 
business processes operate is critical to meeting the 
business objectives; at minimum, Phase I 
recommendations should be considered. 

Visual and relevant 
content 

Content that is prioritized by relevancy to the user types 
(3rd Party, Residential, Business), on a visual dashboard 
once they have logged in, will assist in quick identification 
of key information. 

Implement interactive dashboard functionality that 
allows users to drill down into more information, (i.e. 
3rd Parties can view pending agreements at a glance via 
a content management system or CMS module). 

Consolidate and 
Group Like 

Content 

As an example, Customer Meters, Agreements, HAN 
Device Messages, My Profile, Company Profile, Manage 
Users, and Pending Approvals are related to ‘My Account’, 
but are not strategically linked to a flow. 

Regroup these options based on critical tasks:  
•  Evaluate (profile, information and messages) 
•  Create / Initiate (agreements) 
•  Manage (modifications to user accounts) 

Contextual Help 
 

Data entry fields that are industry-specific (i.e. not the 
standard name, address, email, phone) often become 
points of confusion and disrupt a process for users, 
particularly if they are unclear as to whether or not they 
have completed a step or the process in its entirety. 

Instead of excessive links to additional pages of 
content, provide guidance inline, particularly alongside 
data entry fields. 
 
 Additionally, provide confirmation at the completion of 
a key step, as to what users have just achieved, (e.g. 
‘Registration Completed! Click on the  to the Messages 
tab to access your confirmation.’). 
 

Medium severity Low severity High severity 
Medium severity Low severity High severity 

Medium severity Low severity High severity 

High	  severity	  	  	  	  	  	  	  	  	  	  Medium	  severity	  	  	  	  	  	  	  	  	  	  Low	  severity	  



•  The users’ intent of registering an account with SMT, whether Business / 
Residential Customers or 3rd Party is productivity 
– Business and Residential Customers want to quickly login, view their usage, and manage 

their corresponding agreements 

– 3rd Party users want quick access to customer data and efficient management tools   

•  Three factors play a significant role in establishing users’ experience with the 
site and brand: Relationship, conversation, and appearance.  

Overall Implications: Registration Process 

Implication: 
The ability to identify the benefits of registering, and easily access the entry point into the view / 
management process is key to gaining registrants as a 3rd Party. 
 
Streamlining the existing process by creating a consolidated experience apart from the site itself, and 
reorganizing the content throughout will contribute to an efficient user experience. 
 
As a customer’s first step toward engaging with SMT and 3rd Parties, registration establishes the 
relationship, creates dialogue, and the aesthetics can impact the tone and perception of the brand.!



Registration: New Users and Login 
Observations	  

•  Users need a clear access point to login or 
to create a new account. 

•  Creating a new account is visually tedious 
in the existing process and can be 
improved. 

Recommendations	  

•  The entry to account creation within Phase 
I recommendations (Top left) adheres to 
best practices for clear distinction between 
existing users and those who need to 
create an account. 

•  It is recommended that the process 
consist of a guided assistance format, 
including a progress indicator and 
grouping data entry fields by category 
(See example left: Skype sign up). 



Registration (cont.): Account Creation 
Observations	  

•  Grouping like content makes for easier 
readability, quicker comprehension, and 
cognitively breaks down the process – 
making it feel simpler, even if there are 
multiple steps. 

Recommendations	  

•  Consider a format similar to Yahoo’s 
account sign up as a baseline for 3rd Party 
and Customer account registration. 

•  Enabling autocomplete functionality will 
streamline the personal / business profile 
portion of the process as well. 



•  Upon receiving an agreement, users need clear access points to each; if 
terminology is redundant, industry-speak, and are given too many options, they 
can experience difficulty navigating to the appropriate sections. 

•  Users should also be able to easily digest information at-a-glance. 
– If the process of accessing and understanding an agreement is cumbersome, users may not 

have a clear understanding as to why they should / should not accept.  

Overall Implications: View and Manage Agreements 

Implication: 
Any expected engagements or actions on the customers’ part may go unnoticed if the ability to 
access and interpret their agreements is unclear. 
  
SMT and 3rd Parties risk customer satisfaction and overall engagement if they are unsuccessful with 
viewing and managing their agreements.!



Menu Navigation: View and Manage  

Customer Agreements (3rd Party) 

HAN Device Messages 

My Profile 

Company Profile 

Manage Users 

Pending Approvals 

Customer Meters (ROR) 

Observations	  

•  Currently, menu items are conflated and 
redundant. For example, ‘My Account’ 
contains a sub-nav option for ‘Customer 
Meters’, as does the ‘Usage’ option. 

Recommendations	  

•  Group menu items by critical tasks users 
are logging in to take action on: 
•  Evaluate: profile info, messages, 

usage data 
•  Create: initiate agreements 
•  Manage: modifications to accounts 



•  It is important for Business / Residential Customers to grasp the intent of each 
agreement prior to being presented with each. 
– Introducing detailed agreements during a registration process can be cumbersome, as it 

breaks up the flow and disrupts the user’s mindset: registering their account. 

•  It is also important to keep the process of reviewing the agreements separate 
from the actual portal to maintain focus, and without having them leave the site. 

Overall Implications: Agreement Invitation  

Implication: 
Intended outcomes of a registration process can be impacted if users are caught off guard and 
lack the context they need to make an informed decision during next steps. 
  
3rd Parties risk lower registration completions or agreement acceptance rates if users have significant 
difficulty comprehending the terms of the agreement, particularly if they become confused amidst a 
process, and if there is more than one agreement in question.!



Agreement Invitation: Consolidate and Group Like Content 
Observations	  

•  The text-heaviness of the invitation is 
overwhelming at-a-glance; while it is 
grouped, there is no visual indication as to 
how it’s grouped and thus information can 
go unnoticed . 

Recommendations	  

•  Add visual separation including bold 
labeling that clearly indicates the intent of 
each section, (see Zappos example) 
calling attention to key information users 
will want to reference before accepting / 
rejecting the invitation. 

•  Separate the purpose statement (in the 
green banner) from the header and 
position it as a title above the content, as it 
currently blends and goes unnoticed. 

•  Avoid redundancy such as the two 
stacked lines which state ‘extend Energy 
Data Agreement’. 
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•  The following mockups are intended to communicate the streamlined 
process, not to dictate specific design / content elements within the pages. 

•  This assumes: 
– Content within the Agreements has been streamlined per the previous recommendations 

– Content will then be consolidated into the proposed dashboard and buckets to simplify 
overall navigation 

•  The intent is to adopt a modal window flow, which overlays atop the website. 
•  Modal windows separate the completion of a data entry or review process 

(actions) from the site (informational), for the following: 
– 3rd Party Creates New Agreement 

– Customer (Authenticated / Unauthenticated) Accepts / Rejects 

– Customers View / Manage 

– 3rd Parties View / Manage 

Proposed Solution 



Dashboard Home: 3rd Party  Recommendations	  

•  On login, the user is presented with a 
dashboard GUI, customized to their 
organization.  

•  Here, they can navigate by drilling down 
into the modules displayed in the snapshot 
that defaults on their ‘My Profile’ page for 
more information pertaining to their profile. 
•  If they select messages, it will take 

them into their profile to review them. 
•  They can also see visually how many 

agreements are pending, then can 
click into the module which takes them 
to ‘My Tasks’ to view more information 
on pending agreements. 

•  ‘Customer Accounts’ is where they can 
access information on Customer 
Accounts. 

•  They can also use the automated search 
field to locate account information from 
their dashboard. 



Process Flow: 3rd Party  Recommendations	  

•  To initiate a process, the 3rd Party user would 
access the templates from ‘My Tasks’. 

•  This engages the modal window flow, where 
clicking ‘X’ to close at any point in the process 
will ‘Save’ and allow users to return to where 
they left off. 

•  The progress indicator lets users know where 
they are and how many steps they have 
remaining. 

•  There is a clear title atop the window to let 
users know in which process they are 
engaged. 

•  The modal window can be utilized for data 
entry forms and documentation which requires 
an action, this way users remain in the context 
of the SMT site, but are separating their 
actions from navigating the rest of the site – it 
is clear where they are and what they are 
trying to accomplish. 

•  They should be able to go back a step, but 
can not progress until all required fields are 
complete. 



Dashboard Home: Customer Recommendations	  

•  On login, the user is presented with a 
dashboard GUI, customized to their 
organization or household. 

•  Here, they can navigate by drilling down 
into the modules displayed in the snapshot 
that defaults on their ‘My Profile’ page for 
more information pertaining to their profile. 
•  If they select messages, it will take 

them into ‘Message Center’ to review. 
•  They can also see visually how many 

agreements are pending, then can 
click into the module which takes them 
to ‘Message Center’ to review, accept / 
reject pending agreements. 

•  ‘My Data’ is where they can access 
information on their usage, friends’ usage, 
and request reports over time. 

•  They will receive notifications in their 
‘Message Center’ and can opt to push 
modules from their ‘My Data’ to the 
dashboard homepage for quick reference. 



Process Flow: Customer Recommendations	  

•  To initiate a process, access Agreements or 
other notifications for review within ‘Message 
Center’. 

•  This engages the modal window flow, where 
clicking ‘X’ to close at any point in the process 
will ‘Save’ and allow users to return to where 
they left off. 

•  The progress indicator lets users know where 
they are and how many pages they have 
remaining. 

•  There is a clear title atop the window to let 
users know which document they are 
reviewing. 

•  The modal window can be utilized for data 
review, remaining in the context of the SMT 
site, but are separating their actions from 
navigating the rest of the site – it is clear 
where they are and what they are trying to 
accomplish. 

•  The step-by-step format allows for easier 
consumption and enables them to go back 
and forth between steps before they ‘Accept’ 
or ‘Reject’ in the final step of the review 
process. 



  Thank You 

Questions or Comments?!
Shannon Graf 
214.869.6383!
shannongraf03@gmail.com!


