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1.Locating Trip Details and the Routes/Stops 2.Locating the Customer Profile from Trip Details 3.Overall impressions of initial view of customer profile

4.Adding a 2nd pickup schedule for operational hours and deleting it after 5.Locating the customer profile from the Unassigned deliveries grid 6.Updating a pickup contact in the customer profile

7.Updating a pickup instructions in the customer profile
8.Updating a pickup instructions in the customer profile

Was able to 
access the 
Dollar Tree 
customer profile 
instantly

Articulated his 
knowledge of 
finding the 
routes and 
stops.

Instantly knew 
where to click 
to access the 
trip details

Instantly knew 
where to click 
to access the 
trip details

Instantly knew 
where to click 
to access the 
trip details

This user was not familiar 
with the interface, or so it 
seemed. He tried to select 
the row of the driver to 
view the trip details.

The user needed to be 
guided through this task

Enjoyed having the data present 
in the default view in conjunction 
with the map. 

Enjoyed the ability to quickly see 
if the customer had a dock, 
forklift and liftgate.

"Information is all right there and 
does not really require you to 
look for anything"

Took a moment of 
hesitation, but was 
able to find it after a 
moment. Hours type 
header label was 
what guided Casey 
to scroll at this point

Added a 
schedule and 
then wanted 
to fill in data

Took a moment to 
find the delete 
action, but was able 
to execute after 
seeing the tooltip 
when hovering the 
icon

The user seemed confused by 
the question assuming that I was 
asking them to look in the 
current open profile for the 
unassigned deliveries.

user was able to close the profile 
and trip details after the 
question for the task was 
repeated

User found the Dollar 
Tree customer to view 
the profile after the 
question was repeated. 
Question seemed to be 
confusing the way it 
was asked.

Although question was 
asked out of order, the 
user was able to articulate 
successfully how they 
would update the contact 
and even went further to 
show how the contact type 
could be changed

User was able to 
easily navigate to 
the instruction tab 
and update the 
pickup instruction

User commented that he 
really liked the ability to see 
the details quickly and 
easily without taking more 
than a couple seconds to 
find what was needed

User was able to 
instantly locate the 
trigger for the trip 
details and then 
articulate that the 
trip details shows 
the routes and stops

User was able 
to articulate 
the purpose of 
the stops and 
trips grid

User instantly 
knew to click the 
Dollar Tree 
customer to 
view the profile

Mentioned that the 
profile had all the 
information needed 
to see the customer 
hours, phone 
numbers and other 
details

User easily found 
schedules area 
and was able to 
easily add a 
schedule for 
pickups

User wanted to 
fill out schedule, 
but it was 
disclosed it was 
not needed.

User quickly 
delete the 
schedule 
without 
hesitation

User wanted to fill out schedule, but it 
was disclosed it was not needed . The 
user was first confused due to the way 
the question was worded and did not 
realize the task was to close the profile to 
access the unassigned deliveries grid.

Upon asking the question again the user 
could still not understand what was 
needed.

The user needed 
to be guided out 
of this flow so that 
the next task 
could begin

The user needed 
to be guided out 
of this flow so that 
the next task 
could begin

User thought the original 
question was to add a new 
contact. upon repeating thew 
question, the user seemed to 
articulate that one could simply 
edit the contact type  and 
information, but clarification was 
needed to see if he could type to 
execute the task. After that was 
asked, the user understood the 
task of editing a name.

User knew exactly to 
navigate to the 
Instructions and 
notes tab and 
update the 
instruction with a 
fictitious instruction

User originally thought a 
"1" meant totally agree. 
After repeating the user 
clarified that he meant a 
"5" and really liked where 
the profile flow design was 
going

Insights

 • Most (almost all users could 
perform this task without issues)
• no changes recommended at 
this time

Insights

• Most (almost all users could 
perform this task without issues)
• no changes recommended at 
this time

Insights

• overall, users liked the 
organization of the content.
• the static sidebar was great for 
quick referencing
• Users seemed to prefer the 
instructions and notes paired 
with the default profile
tab view

Insights

• Users seemed to be able to add 
a schedule without issue
• Deleting the schedule has some 
minor discoverability issues, but 
the tooltip over the delete icon 
helped give context
• no changes recommended at 
this time

Insights

One thing to note here is that most users were 
confused by the question than the actual task.

For the task of opening a profile from unassigned 
deliveries, using a different customer instead of Dollar 
Tree for this task may have made more sense.

Also, having the users first close the profile and trip 
details would have been better to then complete the 
task of opening the Dollar Tree profile from unassigned 
deliveries without issues.

Usability is fine, workflow was confusing based on task

Insights

• It may be a good idea to make sure cell selection is clear when 
editing contacts
• Overall, users understood editing a contact and/or contact type
• One user expected an auto save when editing a contact (on the 
fly continual save)

Insights

• Users had next to no issues 
with this.
• It seems to make more sense to 
include the instructions and 
notes with the hours on the 
default profile view

Insights

• All users thought the flow of 
the Ops Customer Profile is a 5 
and heading in the right 
direction

USERS

Instantly knew 
where to click 
to access the 
Dollar Tree 
profile

User seemed fine with all the data 
shown, but did not understand where 
there was multiple schedule types. 

Having the static side panel helped him 
have context to the editable page.

However, user felt that the instructions 
and notes could should be on the default 
view and not separated

User could 
easily add 
a schedule

User 
immediately 
knew to click 
the delete icon 
to delete

User immediately 
knew to click 
Dollar Tree, but 
was surprised it 
was the same 
profile view.

User knew 
to close the 
profile 
immedietly

User hesitated for a second 
to close the trip details and 
paused for a moment to 
look.

He was able to successfully 
close the trip details after a 
second or two

user was able to 
close the trip 
details after the 
question for the 
task was repeated

User knew where to locate the contacts 
no problem.

however. the user was trying to update 
the pickup type vs the pickup contact 
specifically. It seemed the user knew the 
cells of the contact were editable, after a 
few seconds of experimenting he was 
able to edit the name

Cell highlight on click for editing was 
voiced as confusing since it did not have 
a visual change

A brief moment of 
uncertainty and looking in 
the hours area for the 
ability see/edit notes & 
instructions. The user was 
able to locate the 
Instructions/notes tab and 
update the pickup 
instruction.

User said the flow for the Ops Profile was 
definitely a 5.

He seemed to think the new profile will 
be better because the current system 
does not have much of the details thew 
new design has

The user seemed confident that the new 
design would help get the right details 
captured due to it being easier to use

User attempted to click 
the notes icon instead 
of the customer (Dollar 
Tree) link. After a 
second the user clicked 
to customer link to 
reveal the profile

User liked seeing all 
the info and being 
able to designate 
liftgate and dock.

Reading schedules 
was easy for him

User canceled the entire 
profile instead of deleting 
on first attempt. User knew 
he was incorrect and re-​
opened the profile. He then 
deleted the schedule 
correctly.

User seemed 
confused by the 
question and did 
not close the profile. 
He was guided out 
of the profile

Upon being guided the 
user could not click the 
Dollar Tree profile link, 
instead he tried to select 
the row first. A refresh for 
the prototype to be able to 
click the customer link

User first tried to find the contact under 
the schedules (momentarily), but quickly 
navigated to the tabs and chose the 
"Contacts" tab.

Upon editing the user needed some 
clarification in the task, but was able to 
update to a different fictional name and 
followed through the save process 
entirely.

User easily 
navigated to the 
correct tab and 
updated the 
pickup 
instructions

The user said that the flow is a 
"5" without hesitation. He did not 
seem to have any other issues 
with the design to update.

he said that having all the info 
would be easy to update and 
encourage him to use it more.

User easily 
identified the 
Dollar Tree link 
to open the 
profile

User stated he doesn't 
like things too small 
with his eyesight. 

He stated that it seems 
alot easier to read and 
update information

User easily 
added a 
schedule

User had a difficult 
time locating the 
delete action. When 
he did he was trying 
to delete by clicking 
the icon tooltip vs 
the delete icon itself

User seemed to not 
understand the 
question because he 
stated that he did 
not see unassigned 
deliveries in the 
profile.

User was 
guided to 
close the 
profile and the 
trip details

User could easily locate the 
contacts tab, but had some 
slight hesitation to edit the 
contact. With a slight pause 
the user was able to 
update the contact

User seemed to locate this 
tab easily and then with a 
repeating of the task he 
was able to add an 
instruction. He was slightly 
offset in adding the 
instruction because of the 
fake data in the input.

User said the flow was a 5 without 
hesitation.

He stated that one thing to improve 
would be to have a link from the hours to 
the instructions and notes so that there 
was no hunting involved. He 
acknowledged that having the instruction 
and notes with the hours in the default 
view would be optimal

User stated rather than 
looking at trip details, he 
uses route balancer to view 
the routes & stops.

This is his preferred 
woirkflow

User stated rather than 
looking at trip details, he 
uses route balancer to view 
the routes & stops.

This is his preferred 
woirkflow


