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The Context

OMEED CHANDRA




PRESS 1

For Account Information including Checking, Savings, Money Market and Funds Transfers

Access using
Debit Card & Pin or

User ID & Password
Hear Multiple Account Balances
]

PRESS 1

For Checking

Accounts

PRESS 2 Select account

For Savings &
Money Market
Accounts
Confirm your maturity
 date, current value,
accrued interest
and current rate

PRESS 3
For CD or IRA

PRESS 4 11p.m. (Eastern)
To Transter Cutoff
Eainiks for posting
Boecbohy same day
PRESS STAR
For Other Help/Star Menu

Options

Access using

Account Number & Password

Hear Balance on the Account Entered

THEN PRESS:

0 Balance

Posted transaction history and
search options

° Pending transactions & Holds

Re-order checks or
place a stop payment

Make a credit card or
loanline payment

° Select another account

Q Return to Main Menu

‘ For other options

Ll e T A S S SN e

For Loan or To open a new For Funds |
Cradit Card account, for our Verification and To speak To speak
Information, Branch & ATM Internet ' your with a
and Locator, or the Customer choices Telephone
Payments Employee Service Banker
Directory

|

PRESS 1
For new PRESS 3
checking, For Branch
savings, or
money ATM Locatorf@
market or CD ‘
accounts |

PRESS 2

For

| PRESS 1
‘ To Verify

PRESS 1

For loan

™

PRESS 2
adit

Funds on a
Check

Internet
Customer

information information Service

& payments

THEN PRESS:

PRESS 2 ) PRESS 4

For account To apply for To speak to

infarmation a logan, line a
ero kv O p— of credit card, specific

payment information or credit card employee

The following Star Menu (*) options are available to assist you at any time:

* 1 Repeat what you've just heard * 6 Transfer 1o Business Seniceline

* 2 Select another account * 7 Go back to main menu

* 3 Return to previous menu * 8 For a list of accounts and corresponding account codes
* 4 Change your User ID and Password * 9 End the call

* 5 Obtain Information on products and services  * 0 Connect to a tefephone banker




The Problem

Interactive Voice Response (IVR) systems
*Widely used for sales, information, and customer service.
*Slow and difficult to use.
*Hard to convey certain types of information.
* Unsupportive of the way real users work.




The Problem

Designed for this

Should be
designed for this




Our Motivations

*Narrow the social-technical gap (Ackerman).
*Strike a balance between user needs and business goals.
*Help key stakeholders achieve their goals.




Stakeholders and Their Goals

*Users who need assistance through an IVR system.
*Organizations who provide an IVR system.




Target Users

*Smartphone users with moderate technology literacy.
*Wireframes designed for iPhone.
*Focused on American users.




Conceptual Basis

ALICIA LEE




What is this a case of?

THE
SOCIAL-
TECHNICAL
GAP




How we guided our design

Computer Mediated Communication (CMC)
Competence Model

USER COMPETENCE

Motivation _ Efficiency
Medium .
Knowledge Understanding
. Message _
Skills Appropriateness
. Context . .
Attentiveness Satisfaction



Introducing




Key ldeas

* Overall improvement

Users Organizations
Faster experience Satisfied customers
Easier navigation Better live support
Conventional Higher call turnaround



HoldUp Walkthrough

A VISUAL COMPANION TO CHASE'S IVR







ABC 3G 04:48PM

HoldUp

@ Search for an Organization ’

I } Resume with Chase I
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Home Favorites Recent Settings




ABC 3G 0%:00 PM

Organization Hobp
Search

(& Chase )
Chase Bank
Chase Credit Card

Can't Find It?
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Home Favorites Recent Settings




NeW Or EXiSti ng ABC 3G 0%:00PM
Chase

C u Sto m e r? Welcome! Are you a:

New Customer

Existing Customer .
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Home Favorites Recent Settings




Credit Card .
Ve riﬁ Cati O n you:s:':;"ti::rd number ?

* * * *

1
4
7
*
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Home Favorites Recent Settings




(' Last Four Digits on Credit Card

Show me how...

Input these four digits

Ok! ‘




Zipcode

1
4
7
*
X | N
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Home Favorites Recent Settings




The I\/Ienu What can we help you with?

Account Balance

Payments

Lost or Stolen Card

Travel, Pin, Points
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Home Favorites Recent Settings




ABC G 09:00 PM [

Representative Cnose e Car

Need Help?
H e | p Click to call representative.

Account Balance

Payments

Lost or Stolen Card

Travel, Pin, Points ‘
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Home Favorites Recent Settings




...Menu
CO nti n ued Please Select...

Travel

Pin

Points

Large Purchases
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Home Favorites Recent Settings




Security
Checkpoint T

maiden name:
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Date Verification Doss o vl st it o

(Before January 4, 2013)

_
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Home Favorites Recent Settings




Indicating Travel
Dates

When does your travel start?

12 /127 2012

November

= | 0




More than 30
days? e s

representative?
)
Wait Time: ‘ﬁ

15 Minutes

Open 24 hours / 7 Days a Week

Cal Repr.ﬂative

Call Me
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Home Favorites Recent Settings




ABC G 09:00 PM [

Chase Credit Card

Lets Call!

| Call Chase Representative?
1(888) 555-5555

Cancel Call
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Home Favorites Recent Settings




Thank you




