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Persona

Zoltan Horvath / 31 yrs. old / Male / Born in Hungary /
Computer Scientist (Adobe, Inc.) / Intermediate Surfer

' Live in SOMA area, San Francisco / Tech Savvy / iPhone6 user /
s Subscriber of PG&E/ Transferred on the Web Platform Team of
B®! Adobe(SF) from Vancouver in October, 2014

User Goal

Getting the “Electricity outage ALERT” by using the new mobile app of
PG&E. Ultimate goal is to get the ALERT on his smart-phone with all
possible ways.
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Scenario

Zoltan moved to his new apartment in SOMA area in October 2014,
and he already registered PG&E electric supply service. Since he wants
to get an electricity outage alert from PG&E, he is supposed to subscribe
the “automatic outage ALERT service” via PG&E mobile app with his
phone number. He expects that he can get the ALERT through all
possible ways on his iPhone®é.

Frustration

Zoltan sometimes works overnight at home, so any kind of electricity
outage is terrible for him, since it may blow his programming code out.
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M Competitor Research / introduction

cm‘ﬁdg powering lives

An Exelon Company

A unit of Chicago-based Exelon Corporation

* Provides service to approx. 3.8 million customers
across Northern lllinois, or 70 percent of the
state's population.

e WWW.comed.com
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Competitor Research / mobile app 1

The App Makes It Easy to Manage
Your Account From Anywhere

View your account at a glance; see
account info, bill balance, due date and
last payment made.

See your current bill summary, get
account history, and quickly make a :
payment right from your phone. wokome, JOHN SMITH

ACCOUNT SERVICE ADDRESS
9 123 AN ET

Report your outage, check the
restoration status, and receive
notifications as your outage status is

Updated. © vysiLL

DUE DATE BALANCE
View and manage up to five residential 03/05/2012 $100.00
accounts with the swipe of a finger.

LAST PAYMENT PAYMENT DATE

$200.00 02/05/2012

Manage automatic payments and
Budget Billing, submit a meter reading,
find 2 payment location and more!
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ComEd.

An Exelon Company

Welcome, JOHN SMITH

ACCOUNT
0123456789

© wvyBiLL
DUE DATE
03/05/2012

LAST PAYMENT

$200.00

SERVICE ADDRESS

123 ANYSTREET
ANYTOWN, IL
12345

BALANCE

$100.00

PAYMENT DATE
02/05/2012

Outage Info [

Alerts 0 | 2

A P
a

My Bills

My Account

More

OUTAGE

SERVICE ADDRESS
123 ANYSTREET
ANYTOWN, IL 12345

ACCOUNT

0123456789

Report an Outage

What kind of outage are you experiencing? *

My lights are all out

Are your next door neighbor’s lights out?

Yes

Comments

&€& Comdd gy

Full outage, Yes-neighbors are out, Wire

down in backyard

£

/
Outage

Mv Bills
My Bills

™

My Account

Competitor Research / mobile app 2
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W Outage Information

Customers Affected: Less than 5

Crew Status: Additional Crews Required
Probable Cause: Equipment Problem
Estimated Restoration: Sep 5, 2:30 PM

Y

Zoom In f

My Bills Outage My Account
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i ’Email

PIN

l:’ Remember Email

Forgot PIN? |

‘ SIGN'IN

Don't have a mobile profile?

REGISTER
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My Bills
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My Payment Methods

&

Payment Centers

\ 4

PG&E mobile app / bills & paym
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Dashboard
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PG&E mobile app / Current Problems

Problems /
* My user basically is interested in the electricity outage ALERT service
on mobile phone.
* Current mobile app does not meet with the user's needs.
* Useful functions of www.pge.com are absent from the current mobile
app. (e.g. Usage Analysis and Service Request)

Alternatives /

® Making new functions
- Alert & Report electricity outages (Outage Map included)
- Usage Analysis and Service Request
- Emergency calling (to contact Customer Service)

® Variety of Alerting & Reporting ways: SMS, Msg on app, email
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PG&E new mobile app / Features

Adopts user-friendly functions (from website)

Mainly provides information users want to know

Keeps the current 'Bills and Payment' function

Keep the main color mood

Dashboard My Bills Add Bill Make Payment

Confirm Payment My Payment History Payment Centers

Last updated 03-21-2013 RecountEoung. Select a Payment Method Billing Information ) Last updated 03-21-2013 Grants Pass> K,am
N oMedford Fall ist |
Home Visa H pAshiand 7
ome Home $144.44
Il s275.71 > 12345678901 VISA , Home . Home el N @ AT
- JOHN SMITH 12345678901
Office MasterCard R
Paid 8 days ago $330.20 > XXKXKXXKXKXX-81 30 W 5] |EmmentMethod Home $144.37
My Bills My Payment History - PG&E - Pacific Gas & Electric 02-20-2013
Visa e
Condo Bank -l VISA 9 ‘
> XXXXXXXXXXXX-1268
Paid 18 days ago $182.79 Last 4 Account Digits: 5989 il o' ¢ *
Condo $313.36 o
\ Q Payment Details PG&E - Pacific Gas & Electric 02-20-2013
? Q PAYMENT AMOUNT $182.79 (% Ra’&
i Is this your account? TRANSACTION FEE $1.25  Office $551.35 |
My Payment Methods My App Settings Y PG&E - Pacific Gas & Electric 02-20-2013 9O e
Yes Chico”
Total S'l 8404 ico
@ Ee—
\ &

&

Payment Centers Messages

3
SantaRosa ' sacramento

Fairfield
Add a New Bill Add Credit/Debit Card Add Bank Account Submit Payment %
_ - - Google o

Stockton
©



Final Version

PG&E new mobile app / First Flowchart

Home -
My Account Outages
Register Sign In Electric Gas
|
Create /N [\
Account Report |~ Map |—i Alert Alert || Report
1
Complete I
Register Dashboard List
. Service Method .
My Bill My Energy Request Emegency | | Selection Confirmation
| |
Account Account /\
No. No. Emergency | [ Online
\ o Calling Chatting
_ My Plan E“‘:’gy
Bills Info, Usage
— szmenl \ Analysis Transfer
Payment nter
Mgthod I Payment Method Start
History Selection Stop
M List ] Add
i Confirmation Residen
One Stop
Service
Confirmation »
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PG&E new mobile app / Lo-fi mockup

http://invis.io/YJ10OR51SN

8:00 PM

Pacifc Gas and
R ciccuic Company

Enter your Phone Number
415-202-3513 We will send
‘San_F?‘ e 1 Enter Security Code the outage alert.

ek ok l

Outage Report an Outage

> "

e
v< N 2:’::,°§.§:::1?;::J\.$ o mmlﬂmﬂmmmmm We will check out PIN NUMBER V

N AN et -Ml EEOGEGGGO your report. | '
My Account Electricity Set Alerts Zoomin E E@B@E n My Energy Contacts

e B | s I
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PG&E mobile mockup / class critique

Problems /

* No address-registration

* No outage function in the Login Flow

* No step for decision to get outage alerts (e.g. Text, Email, etc)
* Vague the 1% page (esp. Outage icon and 2-divided layout)

* Don't need the security code

Solutions /

® Making the step for registering the user’s address

® Making the outage button in the dashboard to link to the Outage Flow
® Changing and rewriting some text for easier understanding of functions
® Eliminating the step of typing the security code
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PG&E mobile mockup / User Tests

Personal appointment /

* Simple and easy to follow
* Intuitive UI layout
* Very consistent design

WNM-WKSP5 /

* Change a better name of the ‘Outage’ icon of the 1* page (R)
® Too many steps to end a task (R & M)
* The 1° two option is confused; Outage and My Account (M)

AAU UX Club /

* Too many steps + Ambiguous 1% page (A)
® Can not exactly understand the Map function (Y)
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PG&E new mobile mockup

The 1% improvement (11/13/2014) http://invis.io/4N1Q7Z42F

- Adoption of the 10™ class critique
* Mia / Jinhua / Haydn’s Feedback

The 2" Improvement (12/11/2014) http://invis.io/GK1UXF8JZ
 Adoption of all feedbacks

The Final improvement (12/18/2014) http://invis.io/891WCBUVU
« My concept based modification
« Unity / Color / User feeling
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PG&E new mobile app / Final Flowchart

Home -

My Account Outages

Report Alert
Register Sign In

[
Create
Account

Gas Electricity

Account
List |— Map # Fhomes

Complete —_———
Register Method
Selection

Dashboard

T

MY
MY BILL ENERGY SERVICES CONTACT

| |
Account Account

No. No. Emergency | [ Online

/\ e Calling Chatting
My Plan lert

f Usage
Payment Analysis Transfer ‘1\
Payment| Center

Method I Paymen( Method Start
History Selection

Confirmation

Stop

[ Add

Map List Confirmation Residence

One Stop

Service
Confirmation J
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SIGN IN W SIGN IN

Enter Your Phone Number
Calling to PG&E ( Emergency
GAS

1-800-743-5000 calling to 9-1-1 415-202-3513

To Set Alerts for Outage

I know luse
my iy

' account phone
SIGNIN| REGISTER number number
Account

ceoun ELECTRICITY

Select LEFT or RIGHT

Main Two Colors

R/G/B R/G/B

29/76/98 2551163/0

Outage

Variations

by Analogous Harmony Rule

Open Sans
Family

> &

Account

Typeface Fx

for Functional touch

Drop Shadow.

Outer Glow

Vision = 100% @
BACK SIGN IN
Please Enter Your Address

6 Banneker Way APT #A

CA 94102

Check methods you want
D Text Message

Your phone number is.
415-202-3513
)X Email

Enter your email address

NEXT

Assignment 12

Hi fi Map

'WNM606-1
Principles

Seong-Jik, KIM

SIGN IN

OUTAGE
Your request for alerts is registered.

We will send the outage alert
via email and text.

REPORT OUTAGE

of UX

-~

ReportOutage  Set Alerts

Heatmaps Layer ON

Place Auto Complete

( 0=
}‘ L

Maximum Zoom Imagery

PG&E new mobile app / Screenshots

USERNAME (Email)

zoltan11@adobe.com

PIN NUMBER

ek ok

MY ENERGY

PIN Number REPORT OUTAGE

ReportOutage | Setlers
N Y  J

Infomation window
(Outage Details)

Typeface

Open Sans Ligh Itlic ABbCcDAEeF{GgHh
Open Sans AaBbCCDUEEFIGEHNILKKLI
Open Sans talic AdBbCCDAEeFGEHATIK
épen Sans Semibold AaBbCcDAEEFG
Open Sans Semibold Italic AaBbCcDdEe
Open Sans Bold AaBbCcDEeFfGgHh
épen Sans Bold Italic AaBbCcDAEEFfG
o Sians Extrabold AaBbCcDdEeF
open s@s Extrabold Italic AaBbCcD

CONTACT

SET ALERT



