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Goals & Objectives

Problem

Our Client Central customers are frustrated with how cumbersome and difficult this

product is to use.

Objective: Design Products People Want and Use

Understand user’s needs, goals, wish lists and pain points
Provide solutions that incorporate actual user’s tasks/workflows
Simplify user interfaces through good information organization
Test tasks with real users early on to significantly reduce costs
Prevent errors by applying affective design

Reduce training and support costs

Increased user satisfaction

Brand reinforcement through good user experience

“Provide the most effective toolset to make our clients successful

in servicing their consumers.”

(T N |
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My Standard UX Process”™

Based on Double Diamond Standard

NEED PHASES: SOLUTION PHASES:

Designing the right thing Designing things right

DISCOVER DEFINE DEVELOP DELIVER
Research Phase Synthesis Phase Ideation Phase Implementation phase

Ideation | Client review
Design exploration  Refine & Consolidate
Client workshops  Expanded validation

Stakeholder workshops  User testing
Sketching Analyze, learn, iterate,
Prototyping ' repeat
Value ranking Hand off

Heuristic evaluation | Client workshops
Online research Stakeholder workshops
{best practices) Glean insights

Stakeholder interviews | |dentify themes

Client interviews Deduce opportunities

Surveys/polls ' Identify gaps

Question, Unstructured How might Question & Product
Interview research findings we solve for... challenge ideas Solution

*Depending on
Project Scope & Timeline
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Project Assessment / Project Plan

Fss)( Name Durahon

EFT Project 210days,  Mon 51040
Ramp up on Project 10.25days  Mon 51010
Review Project & Prepare Initial Project Plan Sdays)  Meon 510010
Send Project/Process Documentation 025days  Men 51710)

Review ProjectProcess Documentation 4ozys  Man Y1710 : : : : (o0 Towizn
Review Project Strategy Doce Tdy|  Fasziig : : : : bt T Nov T Dec | Jan 1 Feo ]

1. Expert Review or “Desk Audit” B0.75days  Mon 524140
Understand wser goals with the product (1 day) Tday| Men 52410)
Cverview of the product (2 days) 2days,  Tue 52510
Provide System Acosss 45days| Meon 524710
(Create Prototype in Axure for conducting Desk Audit 14 days, Wed7/2810
Identify criteria for measwement [hewristics] (1 day) Tdy| TuedT7/10
Conduct desk audit (3 days) Scays, Wed 81810
Review Product with Customer Care in Dublin, OH (1 day) Doays  Wed 8210
Review and prepare results (2 days) Zdays,  Wed 872510)
Present resulis and recommended next steps (1 day) Tday Fri 27710

ARSI

<

lapoin _ low120
2126

i

2. Kick-off Meeting 36days  Mon 51010
Mesting Prep Sdays  Mon 510010
Provide List of Kick-off Mesting Aftendess 0.25 days. Fri 5728/10)
Final Review with Jeff Tday Tue &1710)
Adjustments 2days Wed 8210
Forward to Janet Hodge for Review 1day Fri 5410}
Face-to-Face Review with Janet Hodge Tdy  Tue 8310
Kick-off Mesting Tday| Wed 89710
Review and prepans results (2 days) 2days, Mo 814710
Present Results (1 day) Tday| Men 8210

ESESESESE NSNS

Milestone * External Tasks 1
Project: Fi EFT LIX Refrash D525 )
D Thu 8180 - Summary =%  Exemd Mikstonz &
Proict Summary =13  Deadling &

Milestone
Seit Vi Summary
Project Summary §=——————=  Deadiine

Faga 2

* Exemal Tasks [————— 3
=  Exema Milestone &
Rd

Froject: Fisery EFT UIX Aefresh_05-25
Daes Thu 81810

Milestone Y Exienal Tasks 3
Profet: Featy EFT UK Flrash 05.25- | g e Summay P el Milestons @
Project Summary ==  Deadine &

Faged

Task e} Milesione
Spit v Summay
Project Summary §=—————=y  Deadine

+ Exemad Tasks [
=  Externd Milestone &
R4

Projact: Fiserv EFT UX Refresh_05-25-
Date: Thu 81810



Deliverables/EFT CWSi Project Plan_08-19-2010.pdf
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Kickoff Meeting

Attendees
« Cross-functional group from multiple disciplines, including:

« Product Management
« Business Development
« Technology

« User Experience
Objectives/Agenda
« User Experience (UX) Professional Services at Fiserv
« Project Plan
« Working Session

« Next Steps

fiserv.
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Interview Participants
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Anita Walch

Sarah Jacobson
Catherine Derrickson

Ray Presley

Senior Vice President Product Management
& Business Development

Business Analysis

Product Management & Business Development
Product Management

Product Management & Business Development
Product Management & Business Development
Product Management & Business Development
Product Management & Business Development
Product Management & Business Development
Training

Technical Client Services

Technical Client Services
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Stakeholder Interview Recap

What We Did

Interviewed 12 employees spanning multiple roles and departments.

Each participant discussed likes and dislikes of the current state of
Client Central, and verbalized what different users need to know, do,
and accomplish on the future redesigned Client Central.

Discussion topics included:

« Mission Statement

+ Goals and Objectives

« Critical success factors (CSF)

« Users

« Pain Points

« Description of Current and Redesigned Applications
« Competitors and Best-in-Class Applications

« Internal/External Project Challenges

LTl D
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Stakeholder Interview Recap

What We Learned

« Everyone had strong opinions about the existing Client Central toolset
— and the direction it should be taken.

- Most felt that that overall, Client Central provides a lot of value to our clients; however,
everyone felt that significant improvements in usability must be achieved in order to
improve client satisfaction — and ultimately increase sales.

Comments

- Captured approximately 175 stakeholder comments
« Provided tremendous insight into participants’ thoughts and priorities

+ Reviewed, validated and referenced throughout the project
- Several categories identified throughout this process,
« Grouped together by key categories or “themes”

« Details (Tabs: Comments by Question; Comments by Category; Stakeholders Interviewed)

aEFENS fisen.



Key Category :: Vision

17

Provide the most effective toolset to make our clients successful in
servicing their consumers.

It's all about the user... there’s nothing else. ‘: h

Provide an efficient tool for the user — to allow them to do what they need
and do it as quickly as possible.

-
Key is making our clients successful in servicing their customers. E _,\‘
Our existing clients should really like and acknowledge that we made a
significant improvement. Get customer agreement that the proposed
changes are the right changes for them. )

-
Translating our investments into sales/ability for users to service their
customers better. g ,:s
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Key Category :: Navigation/Information Architecture

Logically organize the entire site.

{ _\,‘ » Allow me to get to specific content from multiple places — especially

key information from where I'm at.
» Group like applications within the same tabs.

There is a lot of information in there, but it's not laid out well. We need to

take the user into consideration. ‘a h
Provide a more holistic view of the cardholder, in case cardholder asks a

question about a fraudulent charge. Hooking demographic to activity to

g 2} adjustments would be very critical.
-

Why can’t | get the Terminal documentation while I'm in Terminal? Why

should | have to leave Terminal to find its documentation? é ;5

Rollovers are KEY! When users mouse over a particular field, users can

g } get field-specific information. Brings a lot of information directly to the

users.

amFane fisev



Key Category :: General User Experience

éf’i;‘ |
Instead of saying that I'm in application “A” which means | can only do “X”
functions; we need to look at it as: | have several things to do to help the
l h customer on the phone. How can | easily service this customer from where

| am at?

Shouldn’t have to be trained on it.

We keep enhancing our systems, which is nice, but they are not always
j :} cohesive or designed the best way.

Lack of speed and transmission time an issue with going between apps.
Case Tracker is now integrated into one window with Card Management ‘; h
which is much easier.

ﬁ } Minimize the copying/pasting from one application to another. &
Enter data, enter it once, not have to toggle... zoom from one field to g l
another to the next.

. amFane fisev



Key Category :: Work Flows

_-

£ D

20

Our systems and corresponding documentation must work in a workflow
process.

Product should function the way | service my customers, not the way a
system is bolted together.

Streamline many of our applications and actions. The Cardholder Record
should be the central application for any user. From this application you
should be able to easily: Order a card, status a card, view transactions,
submit corrections.

Each user(s) has their own tasks to do. Why can’t we have multiple
workflows based on what they need to accomplish instead of a common
workflow? We can determine what those key workflows are and one
person may only need to use two of these workflows, where someone
else may need to use all of them.

Improve the charge-back process (look at transactions, going in and out
of applications and ultimately creating a chargeback.)

£ D

£ D
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Key Category :: Visual Design

ﬁ{ﬂ

Condensing the screens... make them more concise.
~

Minimize the amount of white space and use larger, more crisp fonts.

Major Category :: Technology

” Tokens. What the heck do | need this for? Key for dual authentication, but
ﬁ k there are non-physical solutions. They want Transaction Journal to be at
- every teller, so they don’t want to put up with the token.

F{)

Timeouts. Can we have different timeouts for internal vs. external?

: amFane fisev


Final Presentation Preparation/Deliverables/Stakeholder Interviews/Stakeholder Interview Comments_Recap_07-02-2010.xls

Persona/\Workflow Matrix

Who are our users and how important is each workflow to each persona?

(Note: Highest priority personas/workflows are highlighted in the matrix below)

EXTERNAL ROLES/DEPARTMENTS : AR A i
i
$
2 ‘$
H ‘F
F ig
&g i g
g{& e ;
CaseTracker
FoRGAL TN o High
|Small Financial Institutions | | |
/ Dally Balancing 1 Low | Low | tow | Low | Low | High | High | Med | Med Hish
1 Low High | dieh | High | Hieh | Hish Low | High | Hishc| dish | Med | Low | Low Hish
Onerations - Card Management / DataEn| 2 High | Aigh | High | High | Low | High Med | Mcd | Med | Med | Low | | Med
Operatl Research 2 Hith Low | Low | High | gt | Hiwh | Hieh | Hish Hich | High Lovi | Low Hish
3 High Low Low Hizh | High weHigh iz | High | High | Hizh | Hieh | Hieh | Hisn | Hih | Hih | Hish | High
Help Desk / Customer Service 4 tow | High | ow | tow  High [ Med | Med  Med | Med | Med | Med Med | Med | Mnd | Med | Med | Mod | Med Lowi | Low Med | Med | Med | Med | Mod | Med
- ATM Support 4 Hivh | Hieh | Med | Hish Low Med Low | Low | ow
New Accounts 5 High | Higk | High _High Low Low | Low | Low | Low Med
6 Med Low | Low | tow | Low Med | Low | Low | tow | tow ] Low
Security 6 High | High High
| Accounting 6 Low
Program eranatvtics] & | ow
Teller Line 7 Med
Third Party 7 Low | High | (0w | tow low | low | low law | low | low  low High | digh [ High | High | dizh | Med | Med Low Med | Med | Med | Med | Med | Med
Loan Servicing - Cents | 8 High | ow | tow  Low | Low| tow Low| Low| tow  Low Low | tow| tow [ Low [ Low Low Med | ted [ Med [ med | ved | med
Medium Financial Institutions I
/Dally Bataneing 1 Low | Low | tow | Low | Low | Hiuh | Hich | Med | Med High
1 Low High | digh |_high | Hieh | Hish Low | high | Hish | Hish [ Med | Low | Low Hizh
/Datakn| » High | High | High  High | Low | High Med Med
Research 2 Hith Med | Low | High | dieh | g | Hieh | dish Hish | Hivh Lovi | Low Hish
Risk Management a High Low Low | i | High Hizh iz | Hien [ High | rizh | High | Hieh | izn [ Hin | Hian | Hizh | Hien
|Heto Desk/ customer service 4 Low | Hih | ow | Low  High | Med | Med Med | Med | Med | Med | Med | Med | Med | dioh | Hish Low | Low Med | ted | Med | Med | ted | Med
- ATM Support 4 High | High | Med | High Lowi Med Low | Low | Low
New Accounts 5 High | High | High | High Low | Low Med
6 Med Low | Lowi | Low | Low Med | Low | Low | tow | Low ] Low
Securitv 6 High | High High
6 Low
Program remierAnalvtics] 6 | _ow
TellerLine 7 Vied I
Third Party 7 Low | Hish | ow | tow Low | low High | ish | High | High ted | Med | dish | High Low | Low Med | Med | Med | Med | tea | Med
Loan Servicing- Clients | & High | ow | Low Low | ow Lovi | Low [ Low | Low dish | High Lovi | Low Med | ted [ Med | med | med | med
Large Financlal T
/Daly Batancing 1 Lo | Low | tow | Low | Low | iwn [ Hieh | Med | Med Hish
Adiustment/Chargeback 1 Low | High | izt | High | High | izt | Low | High | Hiaht| Hizh | Med | Low | Low Hizh
/Datakn| 2 High | High | Hish  Hioh | Lo | High gk Med
Research 2 High Sist | Low | High | hiar | vien | Hiah | Hish Hish | High Lowi | Low Hish
Risk Management a High Law Low | Hizh | High Hizh Hizh | Hieh | High | Hizh | iz | Hish | Hizn | Hish | Hisn | Hizh | Hieh
Help Desk/ Customer Service 4 High | ow | Low " Hieh | Med | Med Med | Med | Med | Med | Med | Med | Med | diah | Hih Lovi | Low Med | ted | Med | Med | Med | Med
ions - ATM Support 4 High | High | Med | High Low Med Low | Low | ow
[New Accounts 5 High | High | Hish _ High Low Low Med
6 Med Low | Low | Low | Low Med | Low | Low | Low | tow | Cow
Security 6 High | High | | High
6 Low
Program (PremierAnalvtics] 6 | ow
TellerLine 7 Med | |
Third Party 7 Hih | ow | Low Low | Low High | iah | Hih | High | it | med | Med | dian | Hin Low | Low Med | Med | ed | med | ea | med
Loan Servicing- Credit Clients | & High | ow | Low Low | Low Low | Low | Low | Low | Low izt | High Lowi | Low Med | Med [ Med | Med | Med | Med
[ATM Owners [ T oowl ow| low Low| [ low Low] Low| Low [ T T hien [ ian [ visn | Hig | ien | High [ High | | S | [ T T T Tmed[ T T T T T | T Tiowl tow[ ow
POS Owners | T ow ] | | | | [ I [ | I T High | Hizh [ High | High | dizh | I THian | I [ I I | [ [ T haed | [ I | | I I [ | | I
INTERNAL ROLES/DEPARTMENTS | [
Business ow High
Call Center Low | Low High | Med | Hizh Low | Low | Law Low | Low | Low | Low | Low | High | High Med Hizh | Med | Med | Med | Med | Low | Low | Low | Low | Low | Low | _ow
Team Hith Hich | digh | righ | High | dish High | High | Hiah | High Hish
Express Client Services Direct High | High | High High | digh | bigh  High | ik | High | High | digh | Low | High | Low | tow | Low High High Med | Med | Low | High High | Med | Med Med | Med v | tow | taw | ow
ervices Resellers High | Hit | Hish  High | diot | b High | ik | bisn | High | et | Low | Hieh | Low | Low | Low Med Hish | Med | Med Meg | Med ow | Low [ Low | ow
Implementation/Service Delivery Med | Low | Low Low | Low | Low Low | Low | Low | Low | Med Law | Low | Med Med ] | Low | Low | Low | _ow
ow Lo Law Low | Low Med Low Med ou | Low ow | tow | taw | Low
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Expert Review — Desk Audit

Initial Challenge
No access to any of the 15 existing products.

Solution

Recreated all products in Axure based on the images and training instructions in their existing
training manuals. This process also enabled me to became a subject matter expert.

Process

« Analyzed each key application from a user perspective to determine what changes should
be considered to streamline/simplify each application and corresponding process.

« Developed ideas/recommendations throughout the entire iterative design process — and
incorporated during design workshops.



High Level Findings/Recommendations

@ Group, organize and display content elements throughout Client Central — and each
corresponding page — in a way that is intuitive to users and streamlines their
tasks/workflows.

@ Users must have the ability to easily move between applications with all appropriate user
and cardholder parameters passed from one application to another.

@ Provide more integration of data/functionality between applications.

@ Provide hovers whenever possible. This not only quickly bubbles data to the user but
provides us an excellent way to translate codes into English/user-centric information.

@ Provide date ranges with date pickers whenever possible.

@ Utilize layers when appropriate, as this can provide advantages in many areas.

@ Allow users the ability to click on items within a search results page when appropriate,
instead of having to select an item then clicking an action button at the bottom of the page.

@ Extend/eliminate the 90-day rule in TranBlocker.
- Because of the large number of rules and corresponding expiration dates, many users
track/manage these expiration dates in their personal Outlook calendar.

« Allowing a date to expire by mistake can be a huge financial liability for the FI.

(1) Allow users to change the expiration date in TranBlocker instead of having to create a new
rule/copy an existing rule.

aEFENS fisen.
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Customer Interviews

Stakeholder Interviews

Kickoff Meeting
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Customer Interviews

Customers that matched our profile

« First Bank: Large Bank in St. Louis, MO
« Service Credit Union: Medium Credit Union in Rochester, NH

« Clear Mountain Bank: Small Bank in Bruceton Mills, WV

Interviews
« Conducted 10 interviews with 3 financial institutions within a SERV'CE
7-week timeframe. CREDIT UNION
« Most felt that that overall, Client Central provides a lot of value * * * * *
to them. However: For People on the Move™

« Everyone felt that improvements in usability and
functionality must be made in order to better meet

their needs. Clear Mountain

« Everyone also had strong opinions about the existing Client Bank
Central toolset — and some of the changes they would like to see.

« Began to socialize/obtain feedback on some of the initial concepts being considered.

amFane fisev



Customer Interviews :: General Functionality

We need the ability to easily interact between applications.

gﬁ)
VY

)
Allow users to go from app to app without having to re-enter card

numbers. g h

~
M ﬁ\\ﬂ

‘ \ | would like to be able to specify my own date range to search.

Minimize having to click from here to there to find the information you

need. ‘ h
‘ \ We HATE these tokens! We like the MC tokens, where you don’t have to

enter a code to get a code.

Why can’t we double-click a row within a table to go to that record? E :

amFane fisev



Card Management

| would like to be able to view and update Names, Addresses, Accounts
and all other key information directly on the Details page. That would save
me several clicks.

Management. : :

When | go to Card Management for additional information, | must reenter
all cardholder information again. Why couldn’t Card Management open
with this cardholder’s information already pre-populated?

£
| would really like to have access to recent transactions from Card
£

Why isn’t there navigation throughout all of the pages in Card

Management? If I'm looking for specific information, but not sure where to [ 2
find it — or if | need to go from page to page to obtain information — | must

continually open a page, cancel out, and then click on the next page. This

is very unnecessary and time consuming.

Terminal
Py

| wish it could go back more than four days — especially during holidays.

g 2 Six or seven days would be ideal.
W W a e fisern.



Transaction Journal / SPC

£ D
£ 2

It would be very helpful to have date ranges in TJ and SPC for searching.

It would be great to use hovers to let users know what specific fields
mean.

Is there a way to display the information that | need, where | want it — and
in a human readable format?

(To determine why a transaction is denied, | must scroll to the right in the
search results screen to find the “response code”. | then need to translate
this code, using reference chart on my cube wall, which contains a legend
of response codes. There has to be a better way!)

The Customized Column view isn’t always permanently saved.

| would like my staff to be able to add/remove fields to reports on the fly as
we run reports. This way, they can add a field, select that updated view
and their current report would reflect this change.

The new design which allows chaining is a great concept, BUT the way it
works is very confusing — and hard to use!

£ D

£

£ 2

*

&£
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TranBlocker

Why are we only limited to 25 Merchant IDs? Because of this limit, we
: always have unnecessary exposure. We would like to have over 100 rules.

The 90 Day Rule limit is a major pain point for us. | must keep track of all ‘
the rule expiration dates in Outlook to make sure a rule doesn’t expire —

which would be disastrous. ‘é h

Would it be possible to extend dates instead of creating new rules?

£ D

Is it possible to get a Warning that a rule is expiring — with an option to "
renew from this warning. (Do you want to Renew? Y/N) K J\‘
CaseTracker
-

It would be great if we could have access to at least six months — or even

K : a year.
amFane fisev
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Workflow & Conceptual
Design Workshops

Customer Interviews

e ————————————————————

Desk Audit

Stakeholder Interviews

Kickoff Meeting
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Workflow/Conceptual Design Workshops

Workshop Information

Bridge between the Discovery and Design Phases
Conducted over 40 cross-functional design workshops
Validated/modified key workflow list

Defined requirements needed within each workflow to make them as effective and
intuitive as possible for all users

Defined all content elements, pages and general layout required for each workflow
(as well as non-workflow tasks)

Effectively grouped/displayed all content on each page

Critical Success Factors for these workshops

Organize the data elements in such a way as to:
« Make it intuitive for all users

« Minimize the number of clicks/pages required to accomplish each key workflow
« Integrate functionality between applications as appropriate

amFane fisev
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Key Workflow List (Focused on 28 of 34 Key Workflows)

CM2 and Legacy Card Management
« View Cardholder Record

« Add Cardholder Record

« Copy Cardholder Record

- Status Cardholder Record

« Force Activate

« Maintenance

« Reset PIN tries

« Order Replacement Card
« Cancel Order

« View Order History

Terminal

« View Details
- Balance Mid-Point Adjustment

TranBlocker

- View a Rule

«+ Add a Rule
- Edita Rule
« Copy aRule

« Delete a Rule
« Setting Defaults

Transaction Journal

« Research Capabilities

SPC

« View Financial Transactions

+ Initiate Financial Transactions

« Dispute/Adjust Financial Transactions
- Enter Chargebacks / Representments
« Enhanced Chargeback Service

Case Tracker

* View Case (EnFact/InFact)

* Tracker::Update Case

* Manage Record Button (Card Mgmt)
Compromised Cards

« View/Status Compromised Cards

Not in Scope for This Project
* Premier Analytics

+ Call Me

+ Files Refresh

* Institution

+ Client View Internet (CVi)

* User Administration

TR I
ﬂ 3 | -

fiserv.



Review Existing and Proposed Workflows

Card Management Workflows::
Finding an Existing Cardholder Record; Adding a New Cardholder Record

Find Cardholder Record (If FI has multiple Logos/FlIDs)

Find Cardholder Record (If FI has only one Logo/FIID)

38

Choose Client
(Select Logo/
Client ID)

tered Ca
Mumbser or
Candbasa?

e

Choose
Cardbase Tab

Entered Cardbase

Choose
Cardholder
Tab

T

Choose

Cardbase Tab |

Choose Cardholder
Entered Card No— Cardholder Records Tab |
Number? Tab General
Information Pg
Yes T

Entered Card Mumber

Cardholder

Records Tab |

General
Information Pg

|

Cardholder
Record
Maintenance

Cardholder
Record
Maintenance

T
L
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Review Existing and Proposed Workflows

Card Management Workflows

Add Cardholder Record (Using Wizard Pages)

Current Legacy Workflow (13 Pages)

Card Management Home

Details Page Accounts Page Accounts Names/ Names Details Names/ Add New Cardholder Cardholder
- .| Details Page 5 Addresses . Page 5| Addresses ol Cardholder o Fraud/Security Limits Page
- " " Page " "1 Page (again) "| Name Page o Page
(Optional)
Cardholder Navigation Confirmation Print IVR
Transaction | Page o Page .| Instructions
Types Page " (User must o o Page
select Save)
Current CM2 Workflow (7 Pages — but Missing Some Card Ordering and Balances Functionality)
Details Page Risk Page Accounts Page Names Page Limits Page Confirmation Print IVR
| o o o o Page .| Instructions
> P > 1 > » Page
Proposed Workflow (8 Pages — which includes a Review Page)
General Card Order Balances/ Limits Page Risk (Fraud/ Review/Submit Confirmation Print IVR
Information o | Page .| Holds Page o o| Security) Page o (Proposed - Page .| Instructions
Page o T o T | Enhancement) o o Page

39
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Workshop Tasks

Define all content elements, pages and general layout
- What content is needed?

« What existing content elements (information, functionality,
buttons, navigation, etc.) should be grouped together
into a single “bucket”, to help us simplify/streamline
this workflow as much possible.

- What new content must be incorporated into
these buckets?

‘..

« What existing content is no longer required?

« Which pages should be created based on these
buckets/groupings.

« Should multiple buckets/groupings be merged together
to create one page?

« Should this bucket be a page of its own?
« Should this bucket be divided onto multiple pages?

« How should the content on each page be arranged?

5 F R









Prototype Design Process

NAVIGATION
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Deliverables/New_Prototype/Client_Central_Home.html

Key Customer Issues/Pain Points

Top three customer Issues/Pain Points

Provide the ability for users to easily move between applications with all appropriate
user and cardholder parameters passed from one application to another.

& Provide more integration of data/functionality between applications.

Group, organize and display content elements throughout Client Central — and each
corresponding page — in a way that is intuitive to users and streamlines their
tasks/workflows.

How did we address these issues?
Global Hidden Navigation (ciobay
Integration of data between applications (card Management Compromised Cards)

Completely changing the information architecture (card Management) (customer Gomment)

Provide hovers whenever possible (Card Management Terminal CaseTracker)

amFane fisev


Sound Bites/CardManagement_GI Page Layout_FB.wav
Sound Bites/GeneralComments-2_FB.wav
Sound Bites/CardManagement_GI Page Layout_FB.wav

Other Key Changes

General
» Hidden Left Navigation usec)
* Multi-select preview (rusec)
* Hovers (card Management, Terminal, CaseTracker)
» Sortable Headers in most tables usec)
 Single-Click with color changes (rusrc)
» Multiple Customizable Column Views (with drag 'n drop creation) usrc)
* Pagination usec)
Card Management
* Add Name & Optional ZIP Code Search
Key Links

Recent Transactions

Multi-select preview within the Transaction Activity

Link to Transaction Journal (View this list of transactions in TJ)

Maintenance History
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Other Key Changes (Continued)

SPC
« Date Range Option with Date Picker
* Image/Doc Upload Management
Compromised Cards
* View/print Risk Alert information
* Ability to Status one or all cards in one action
+ Ability to Reissue one or all cards in one action
« Ability to View one or all cards in Card Management in one action
TranBlocker
« Summary Page with Edit Links
« Ability to extend a rule by just changing the end-date
* Ability to create/update rules with an extended/without an expiration date
 Defaults displayed on each (Countries, MCC and Card Acceptor IDs) page
« Ability to change multiple rows at once (matching changeable defaults)

« Ability to add more rows (as many as they need) dynamically that can match
changeable defaults
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User Stories

User Story #1 [Click Reduction of 93.7% — for a very common workflow]
(Reduction of clicks from 1003 to 63)

« Beth is a supervisor at a large bank who is training an employee how to use Compromised
Cards. They received an e-mail from Fiserv that a compromise has occurred.

« They view the severity of the compromise, and which cardholders are affected and see that the
severity level is 1. Consequently, they decide to status all cards within this alert as “Stolen” and
reissue cards for all cards that they are statusing.

Legacy system (50 Cards = 1003 Clicks to status & reorder every card)

Compromised Cards

1.
2.
3.

Select Institution Page: Enter the Logo or Client ID
Card Alerts Page: Enter criteria and select Search

Card Alerts Page-Search Results: Select Alert, then either View Cards or Download Card Numbers to determine which card
numbers are impacted in this alert

Card Management

1

2
3
4
5.
6
7
8

Select Client ID/Logo Page: Enter cardbase of the first impacted card number
Choose Cardholder Page: Enter the first card number

Selected Cardholder/Navigation Page: Select Details from the navigation
Details Page: Status the first card number

Selected Cardholder/Navigation Page: Select the Update button

Select Client ID/Logo Page: Enter cardbase for new cardholder record
Choose Cardholder Paae: Select the Add button

Add Cardholder Record (Using Wizard Pages)
Current Legacy Workflow (13 Additional Pages)

Details Page Accounts Page Accounts Names/ Names Details Names/ Add New Cardholder Cardholder

Details Page Addresses Page Addresses Car ity Limits Page

> > Page > ™ Page (again) *  Name Page > Page >
(Optional)

Cardholder igati C. il i Print IVR
Transa ction Page > Page Instructions
Types Page > (user must > Page
select Save)

Each subsequent card: Repeat Card Management Steps 1-8 (20 pages per card)
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User Stories

User Story #1 (Continued)

New system (50 Cards = 63 clicks to status & reorder every card?®)
Compromised Cards
1. Select Institution Page: Select or Enter Logo/FIID
2. Card Alerts Page: Enter criteria and select Search

3. Card Alerts Page-Search Results: Select Alert, then either View Cards to see the actual alert and which card numbers are
impacted in this alert

4. Alerts Details Page: Select All (or specific cards to be statuses)

5. Compromised Cards — Status Cards layer: Select the “Select All Card Numbers (or specific cards to be statused) and the
“Automatically reissue new cards” checkboxes

*Optional validation in Card Management: If users want to view each cardholder record for validation, they can select the “View
Updated Cards in Card Management” link to view/rotate through each of the 50 cardholder records.

“l like that you actually put the details of the alert in Compromised Cards. Before | would just get the case number,
then I'd have to go out to MasterCard, pull up that case number, figure it out what details are at risk.”

Provides more integration of data/functionality between applications.
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User Stories

User Story #2 [Click Reduction of 77.8% — for another common workflow]

(Reduction of clicks from 90 to 20)

- Sara, an administrator at a medium-sized credit union, received a call from a member stating that
she just got married and would like to change her name, address and phone number.

- Sara would like to be able to do this as quickly and easily as possible — for the sake of both her
and the member.

Legacy system (90 Clicks to accomplish task)

Select Client ID / Logo page: Enter the member’s cardbase

Choose Cardholder Page: Enter the member’s card number

Selected Cardholder/Navigation Page: Select Details from the navigation

Details Page: Change name

Selected Cardholder/Navigation Page: Select Names & Addresses from the navigation
Names & Addresses Page: Change address

Selected Cardholder/Navigation Page: Select Risk from the navigation

Risk Page: Change phone number

Selected Cardholder/Navigation Page: Select the Update button
(Another Pain Point: without selecting the Update from the final Navigation page, none of these changes would be saved.)

©®NO GO RWN

New system (20 Clicks to accomplish task)

1. Select Client ID / Logo page: Enter the member’s card number

2. General Information Page: Change the members name, address and phone number, then select the Save button (at the top
or bottom of the screen)

Grouped, organized and displayed content elements throughout Client Central — and each corresponding
page — in a way that is intuitive to users and streamlines their tasks/workflows.
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Conceptual Design :: Technical Review
(Review with Development and QA)

Project Overview
* Project Objectives
 Completed Tasks
Project Status “Where we are now?”
Key Technology Recommendations
» High-Level Discussion
* Prototype Walkthrough and Discussion
* Recap/Q&A

aEFENe fiser.
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User Testing &

Customer Feedback

Design Workshops
(From External Customers)

Customer Interviews
Desk Audit
Stakeholder Interviews

Kickoff Meeting

“‘E@@Qﬁ%@%f\\
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User Testing & Customer Feedback

Provides Critical User Feedback

 Establishes how user-friendly each of the redesigned application is to understand,
navigate and use

 Allows us to better understand how participants/users try to accomplish each task

* Uncovers any key pain points that still may be associated with each application
« Allows us to discuss with each participant during or after the test
« What did & did not work well for them
« What they liked & disliked about each applications (or the suite as a whole)

« Recommended changes
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User Testing & Customer Feedback

What We Did
« Conducted 9 user testing/customer feedback sessions with external customers
« Included 13 participants spanning multiple roles and departments

« Sessions were based on each participant’s understanding/knowledge of a particular
application.

Applications & Discussion Areas (Covering 28 of the 34 Key Workflows)
- Card Management (8 Tasks/10 key workflows)

- SPC/TJ (4 Tasks/ 6 key workflows)
- CaseTracker (3 Tasks/ 3 key workflows)
« Compromised Cards (2 Tasks/ 1 key workflow)

« TranBlocker (6 Tasks/ 6 key workflows)

Terminal* (2 Tasks/ 2 key workflows)

General Functionality Recommendations (Review & Rate)

* We were to test the Terminal application with First Bank; however, they ultimately decided not to
participate in this application.
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Participants

External Customer Participants

« First Bank; Missouri

« Group participation Chris Kennedy (VP),
Betty Walz, Amber Abrahams, Stephanie, Virginia Wolf

« Clear Mountain Bank; West Virginia

« Traci Samson

- Sharon Hope Clear Mountain
Bank

« Service Credit Union, New Hampshire

« Audrey Miller SERV'CE

« Bobbi Larson CREDIT UNION
1 . 8. 0. 0.0 ¢

For People on the Move™

- Vystar Credit Union, Florida
« Christina McDonald

+ Julie Brice WStar

« Leah Mason Credit Union

« Maria Britz
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Key Tasks/Workflows

Card Management

Viewing and Modifying an Existing Cardholder Record
Reset PIN Tries

Status a Cardholder Record as “Lost”

Copy a Cardholder Record

Add New Cardholder

Order a Replacement Card

Cancel a Card Order

Card Activation

SPC/Transaction Journal

Review a Transaction

Initiate and dispute this transaction

Initiate (and Dispute) a Financial Transaction
Change Your Column View Settings

CaseTracker

View Case
Update a Case
Manage Record (Link to Card Management)

amFane fisev



Key Tasks/Workflows

Compromised Cards

» View/Status Compromised Cards

» Validate Changes in Card Management (Link to Card Management)
TranBlocker

* View a Rule Set

» Edit a Rule Set

* Add a Rule Set

» Copy a Rule Set

* Delete a Rule within a Rule Set

» Setting Rule Defaults
Terminal*

* View Details

» Balance/Midpoint Adjustment

(*No user testing was completed for this application)

fiserv.




Key Findings

General Comments

All tasks throughout the user testing process were accomplished relatively quickly.
There were some areas that caused hesitation for participants, but these issues
were addressed and tested well with subsequent participants.

Everyone really liked our proposed changes to the entire Client Central suite of
applications! They feel we've been able to focus on the areas that were important
and significantly streamline/improve these applications.

Those who participated in the Customer Interviews felt that we listened to what
they said and were able to significantly improving this toolset in a way that makes
them far more effective — and successful — in servicing their customers.

We received a lot of comments, such as:
« “This all looks great, it's much easier to use!”
« “l really like everything you’'ve done!”

« “We currently could not utilize some of the functionality being proposed [in the
new prototype]; however, we may try to come up with a way to do this type of
processing via Client Central instead of our [internal] CVS system.”

Chris Kennedy, VP First Bank

Overall — great customer user testing results — and Excellent response to the new

prototype!
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Key Findings

Card Management

« Most participants had never attempted to complete some of these tasks before;
however, nearly all completed these tasks quickly.

- There were a couple of areas that caused some hesitation; but were modified
and tested well with subsequent users.

« Most participants took time to study many of the pages, especially the General
each page; however, they all really liked the content and overall design.

« Nearly everyone commented that these changes would significantly streamline
their ability to service their customers.

« “You have everything encapsulated on this one page...l like being able to do
so much from this page.”

« “We change a lot of names. Before we had to click an additional tab in order
to do this and there would be a delay to get to that screen. So it would be
great if the names can be changed from this [General Information] screen!”

« “| like all of the changes, including the updated General Information page
design!”

« The “Recent Transactions” tab was another HUGE hit and was rated consistently
as one of the top proposed improvements to Client Central.

aEFENS fisen.
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Key Findings

SPC/Transaction Journal
“This seems a lot better than what we currently have. Not saying that what we have
is bad in any way, but this is much more user-friendly.”

« Two of the four participants were new SPC/TJ users and one was a RAS user;
however, most tasks were completed relatively quickly.

- Like many of the applications, there were a couple of areas that caused
hesitation; but were modified and tested well with subsequent users.
- Top Rated Enhancements
« The start and end dates
- Hovers
« Single-click selection with color change
« Multi-select preview
« Sortable headers
« Image/document upload management process
« “This is MUCH Better! The file management is one of the best screens I've seen
and will save me a lot of time!”

- “Wow!” She really likes the doc upload management functionality. “This seems very
user-friendly from what I've been trained on. | do like this, very much.”
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Key Findings

CaseTracker
« Everyone completed these tasks quickly.

« Most participants commented that they like the fact that the system will now
automatically update Card Management without having to do this manually.

Compromised Cards

« Everyone completed these tasks quickly; however, | made several enhancements
as a result of participant feedback.

« All participants were thrilled with the changes in this application — from limited read-
only functionality to a tool with significant integration with Card Management.

TranBlocker
« Most participants completed these tasks quickly.

 Like many of the applications, there were a couple of areas that caused hesitation.
These areas were modified and tested well with subsequent users.

- Top Rated Enhancements:
« Ability to extend a rule by just changing the end-date
« Ability to create/update rules with an extended/without an expiration date
« Ability to change multiple rows at once (matching changeable defaults)
« Ability to add more rows (as many as they need) dynamically that can match changeable

defaults B ”
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CUStOmer FeedbaCk (Click Icons for Sound Bites)

" 4
Hidden Navigation: We can tell you right now, that we rank that as a
number one. No questions asked...
‘ s ... This has been the number one usability frustration that we have.

Hidden Navigation: Oh, that's awesome! Because it automatically
copies this information to the next screen... | absolutely love that! ‘ h

_s Sortable Headers: | like that. | really do. Because we have a difficult
time in trying to see all of the transactions for this particular person that
g 2 are in (code) 5542, the gas station... Oh, That would be great!

Cross Application: The few things that I've seen, and I've heard from "9
people are really the cross-application movement. Not having to re-key

somebody's card number or data ranges multiple times between K 2
applications. (huge) | just think its a lot friendlier. It's viewing things more

dynamically than it was before... Good direction, | like it.

Single Click: | would rank that as phase 1.
@ " 3

Color Change (from single click): | do, I like that a lot. Because that

way when you've clicked on something, it's like I've already gone to that g }
one then | can go on to the next one.

aEFENS fisen.


Sound Bites/Sortable Headers_Maria.wav
Sound Bites/GeneralComments_FB.wav
Sound Bites/SingleClick_Maria.wav
Sound Bites/General_ChangeColor_Leah.wav
Sound Bites/Hidden Navigation_FB.wav
Sound Bites/Hidden Navigation_Leah.wav

CUStomer Feed baCk (Click Icons for Sound Bites)

£

£ D

Cross Application: Out of anything I've seen, the one thing that is the
most dynamically necessary is being able to move from application to
application without having to exit entirely. That really is primary.

Recent Transactions: Oh wow... That would be top of the list!

General Information Page: We change a lot of names. Before we had to
click an additional tab in order to do this and there would be a delay to get
to that screen. So it would be GREAT if the names can be changed from
this [General Information] screen!

Wizard Arrows: | did like how you have the progression arrows at the top,
S0 you can see where it was going to Risk then to Limits...

General Layout Design: It gives a little bit more of a point and click feel,
where you can see something. click right on it rather than having to go
back. In the current system it feels like you have to go tab to tab... | think
this would be more user-friendly for the staff in trying to do some of the
things they do.

Date Range: Oh my gosh. Yes, that's very important. It's really difficult for
us search the transactions without that. | have to click one by one. That
would be really important for me.

r' Y

£
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Sound Bites/Case Tracker Hover_FB.wav
Sound Bites/CardManagement_TransactionActivity_Maria.wav
Sound Bites/CardManagement_WizardArrows_Julie.wav
Sound Bites/CardManagement_GeneralNav_Julie.wav
Sound Bites/GeneralComments-2_FB.wav
Sound Bites/SPC_DateRange_Maria.wav

More Feedback

’M General
« Single Click/Color Change
- Hidden Navigation
- Hovering, Hidden Navigation, Date Ranges

SPC
« Document Management
« More than 100 Transaction

Compromised Cards
« Alert Details
« Hovers

TranBlocker

« Extended — or No Expiration Dates
« Customer Feedback

« Multiple MCCs

« Summary Page with Edit Links

fiserv.




Sty|e G uide User Testing

Design Workshops
Customer Interviews

Desk Audit

Stakeholder Interviews

Kickoff Meeting

“‘%@Q@Eﬁgﬁf\“
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Welcome Janet! | Log off

Documentation | Training

Applications Message Board |

ClisntBrefie | Priority | Date | Subject | Ccategory [|From]
>
Analytics 07/27/2010 | Settlement - Work of 07/23 -

Premier Analytics \Information 07/26/2010 Web Applications - Maintenance - 08/21/10 Operatlons

¥ CWSi Information 97!9?/@010 UPDATE . SPC - Fee Collectlon/Fund Dlsburs: Announcements EFI'
Call Me ‘Informatton 07/01/2010 New Phone Menu Options |Announcements _EFI‘
‘Card Management Informatmn 06/2737/3010 July M,a'F'te“ET“E?,E,Y?EF,S ‘Qgerrratironsr EFT
Files Refresh ‘lnforrnat}pn |06/01/2010 CllentiCentraI Inactivity Policy |Other _{ERD
Institution
SPC °
Terminal

Transaction Journal
“ Reports/Files

CVi Reports
7 Risk Management

CaseTracker
Compromised Cards

TranBlocker
¥ Security

User Administration

fiserv.

¥ Terminal

ATM Cardholder
Preferences

ATM Manager
ATM Marketer Inguiry

Documentation = Training = Cardholder

Applications

¥ Analytics
Premier Analytics
Cwsi

Call Me

Card Management
Files Refresh
Institution

SPC

Terminal
Transaction Journal

Reports / Files
CVi Reports

Message Board

Contact Us * ATMLlocater ¢ ACCEL / Exchange

11/19/2010
11/05/2010

Information

‘ Information

Class and Event Reminder
Risk Management [

Case Tracker
Compromised Cards
TransBlocker

Security

User Administration

You are not currently registered for a training session.

Terminal

ATM Cardholder
Preferences

ATM Manager
ATM Marker Inquiry

ator ACCEL / Exchange

Privacy Statement

UChoose Rewards Website Maintenance

Launch Register Me

““-

Client Central Inactivity Policy

Other

Announcements EFT

Open Applications

Card Management
Compromised Cards

User Administration

r—
ey uu.w" RED FIRM

FAQs




Key Information

Logo: CCTG Client ID: 87654321 Card Number: 2086030000009993 Member: 1
Cardholder
Card Number: | 2086030000009933 Member: I 1
Card Class: | VISA DEBIT (WSCK) Expiration Date; IUS/lS
Status: |Active ﬁ ©ld Expiration Date:l
Reason: [Hane =l Member Since: [og/ia
Name(s)
Name (Last, First M} Additional Emboss Line Plastic ID
|TEST, DOCUMENTATION ooo
Total Mames: 1
- Address
Line 1! [1234 man =T
Line 2 {optional): | State: ZIP Code:
City: |[oocuMENTVILLE Jor [s7110
Country: IUNITED STATES (USA)
- Account(s)
Account Number] __Type | Description | __Status___|Primary|Restrict Transactions to
123456789 |Checking. 12945678) [pctive res Mo RESHHEHDRE
Total Accounts: 1
Default Account Types
ATH: POS:
IChecking ‘xﬂ IChecking
Card
Order Type: I R
Reissue: [res = Cardholder Fees: No 2|
CardTracker Severity: INDne A

- Pin Information

PIN Offset: 0ooo Phaone PIM Reference: I Indicator: N
- Activation
Status: I Card Not Activated Force Activate Card: I

VYRU Activation Type: ISDEia| Security Mumber Q
ATM/POS Activation Type: I Mot Applicable

1234

VYRU Activation Value:

History
Opened: | 08/16/2010 First Used: 00/00/0000
Last Card Order: | 08/16/2010 Last Used: 00/00/0000

I 08/16/2010
I 00/00/0000

00/00/0000

Last PIM Order: Status Changed:

PIN Offset Changed:

Last Maintenance

Date: 081672010 Time: 19:21:43

By: CU

fiserv.

Card Management - Cardholder General Information

Choose Client =~ Selected Cardbase = Card Class =~ Order History =~ Cardholder EEEIEMEGREIGREILES

General Information = Risk  Limits & Usage = Balance & Holds = Orders ~ Print Record = Transaction Activity
Key Informati n Cardholder Name: SMITH, JOHN Logo: BDFN Card Number: 1234567890123654
Client ID: 99999999 Member: 1 BIN: #H

Save Cancel

eNotesﬂ

09/05/2010 Priority kreaddy01 Upcoming trip to South Africa 10/15/2010-11/30/2010

08/07/2010 Permanent kreaddy01 Pronounciation of first name ah-beh-GOON-dey

Add a Note Manage a Note

Cardholder Record Information Key Links

Reset PIN Tries

Card Number: Phone PIN Ref: Card Status: NotActive Force Activate

Card Type: PIN Offset 0000 Retain Card NotActive v Copy Cardholder
—_— T Card Deactivats

Expiration Date: Failed PIN Tries: 2 Reason Code bl

3.D Secure Reset

Old Exp Date: Member Since:

Good From Date

Activation Status: NotActive v
Branch

Names

m Name(Last, First, M) m Additional Embossed Line | Plastic Type | Order Type | Apply IVR PIN

1 Smith, John, D

Add Another Name

Addresses
i B e e B e P
1 123MainSt Carlsbad CA 92008 ElDelete
2 ElDelete
Add Another Address
Contact Information
Home Phone: ] Mobile Phone: Work Phone:
Home Phone 2: Mobile Phone 2: Work Phone 2:
Preferred Contact  Mobile Phone 1 = Alternate Contact
Method:
Misc Contact Information
Contact Detail: Document Exchange:
Accounts
[ ccomttumeer | ypo | pescrpton | Staus | Prmay | Rostit Tronsactom |
0123456789101112 NotActive + NotActive ~ Yes v  NoRestictions ~ EdDelete
0123456789101112 NotActive + NotActive ~ Yes v  NoResticions ~ EdDelete
Add Another Account
Date: 10/15/2010 Time: 11:19:23 By 02550070

Save Cancel
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General Information

Key Information

Card Order :

Cardholder Nama:
Client ID:

SMITH, JOHN
99999999

Logo:
Member: 1

‘ eNotes n

09/05/2010 Priority kreaddy01
08/07/2010 kreaddy01

Upcoming trip to South
Permanent Pronounciation of first nai

| il Add a Note Manage a Note

Colors Used

. #9893300
. #ff6600

Colors Usage

P T

. #bdbdbd
. #aaaasa

nfa: uation  Balance & Hold:

o
P
P

-

Image Usage

Style Guide

Fetefef

O M LT O
i

5 #777777

J Netes
1 T T
) Pemanent rnaddyli Pranunciation of st nan
—

Below is an example of how the overiay.png image is used as a background image to create gradients over any
color. It is a semi-transparent white image that is tiled horizontally over the width of the element. Anywhere that

a gradient is used jn the mockups,

Used in many places
\

fiserv, '

Cardholder Nama:  SMITH, JOHN
Cliant 1D: 99993939

approach is used.

Logo
Member

Order History

mﬂ\

Sslect an Order to view details

B e e e e e

CH

R\:.nl Transaction Activity: View Details for up to 10 transactions

This titie background uses the opposite, a semi-transparent black image bottom aligned.

Sw bba 11

FadkON v -

i

Frecesccnoce [

ransection Activity

T Ga tber
\\

1234567890123654
BiN o
—~

Detail [EETRIIN

Card Management -mensacnmkuvlw

Card Mumbor:  1234567890123654
v

Viaw Detail
.#777777 __#GSSSCC

l%vuzr Histoly }WV \ \
oot a0 Orcarto vige Fiale \

|
|
Aaaoons tribveesd Line orame roe |
|
CodtPN - B

T Swhoe D
: T Sunk0 a8 PN ~ e
Ordor Informbtion
P Date jryvvvvvy| PN OMset Reisse Yes -
4Ep Date Rushorcer CaraFiee B
Ondor Dt Detvery Mothot PN Fron B

#cdeded [[#eaeaea |
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Deliverables/ClientWorkstation-SG.pdf

~ecdp
ﬁ&‘;@s bdicd ot

Guide

Recommended Priorities (and User Testing
“Quick Hits” ject Reca e
aQr;Jélel-'\l’_lelt(S:c)),nI:rrnoé?\z[ed ’ Design Workshops
Next Steps

Customer Interviews

Desk Audit

Stakeholder Interviews

Kickoff Meeting

“‘%@Q@Eﬁgﬁf\“
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Recommended Priorities and “Quick Wins”
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Customer Priorities

General

5.
: Hidden Left Navigation

3:

W ogoo g o

Information Architecture Redesign

Multi-select preview

: Hovers
: Sortable Headers in most tables
: Single-Click with color changes

Multiple Customizable Column Views (with drag 'n drop creation)

Pagination

Card Management

« 3: Add Name & Optional ZIP Code Search
5:
5:

Rating Scale 1-5: 1 is Low Importance 5 is High Importance

Key Links
Recent Transactions

5: Multi-select preview within the Transaction Activity

5: Link to SPC (View this list of transactions in SPC)
4:

Maintenance History

Bold are “Quick Hits”
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Customer Priorities(Continued)

SPC

« 5: Date Range Option with Date Picker

* 4: Image/Doc Upload Management
Compromised Cards

* 5: View/print Risk Alert information

* 4: Ability to Status one or all cards in one action

* 4: Ability to Reissue one or all cards in one action

« 5: Ability to View one or all cards in Card Management in one action
TranBlocker

« 3: Summary Page with Edit Links

5: Ability to extend a rule by just changing the end-date

5: Ability to create/update rules with an extended/without an expiration date
(huge win)

4: Defaults displayed on each (Countries, MCC and Card Acceptor IDs) page
4: Ability to change multiple rows at once (matching changeable defaults)

5: Ability to add more rows (as many as they need) dynamically that can
match changeable defaults
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Project Recap

Design Workshops

Customer Interviews

Kickoff Meeting

Project Assessment / Project Plan
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