
 
 

 
 

Project: Interact Release 2.0 
Client: Vonage (NYSE:VG) 
Duration: February 2008 to June 2009  
Employer: Capgemini India Pvt. Ltd. 
Website: www.capgemini.com  
 
 
About Capgemini:  
 
Capgemini is a major French company, one of the world's largest IT services transformation and 
management consulting, outsourcing and professional services with a staff of over 100,000 operating 
in 36 countries and total revenue of €8.371 billion (2009). It is headquartered in Paris and was founded 
in 1967. 
 
Capgemini's regional operations include North and South America, Northern Europe & Asia Pacific 
and Central & Southern Europe. Services are delivered through four disciplines; Consulting, 
Technology, Outsourcing and Local Professional Services. The latter is delivered through Sogeti, a 
wholly owned subsidiary. 
 
Capgemini employ 30,000+ (2010) people in India with offices in Mumbai, Bangalore, Kolkata, Pune, 
Hyderabad, Chennai and Delhi/NCR. 
 
 
About Vonage Interact 
 
Vonage is a leading VOIP service provider having more than 2.4 million customer world wide. 
Vonage had determined to support the corporate objectives of reduced churn and improved customer 
experience, substantial enhancements must be made to the systems used by their in-house and vendor 
agents (collectively, the “Call Center Agents”).  

The earlier system had multiple application, agents need to switch between more than one window. It 
was time-consuming and also frustrating for both agents and customers. Interact user-experience needs 
to redefine through Vonage customer experience by combining systems into one easy-to-use 
application. 

 
Significant challenges of the existing system :  

 Customer Experience: High rate of repeat calls, transfers, customer dissatisfaction, churn. 

 Credits: Up to $3.5M credits pm with limited ability to ensure compliance to credit policies 

 Operations: High costs (call volume, AHT) and complexity for agents (pages, tools, windows) 
for providing care support 

 Technical: numerous systems with performance degradation and critical reliability issues  

 

 



 
 
 

The objective of Interact was to integrate seamlessly with existing systems (such as VCase and CRT) 
to unite many customer care functions under one easy-to-use umbrella and to deliver significant time 
savings and performance improvements.  In fact Interact should provide the information you need to 
handle for large percentage of customer care calls from a single screen. 

 

Project goal : 

Vonage Customer Experience Management Program covers 4 key areas of capability development.   

 The unified agent desktop 

 Customer care tools 

 Analytics in addition to computer telephony integration 

 IVR capabilities. 

 
User focused design methodology: 
 
Capgemini’s product design team contributed to business success through user analysis then driving 
research into design work. The team had committed to work with user focused methodology on top of 
the entire software development lifecycle. For any project, the design team followed those phases and 
activities as -   
 
 

 Observe user 
Identifying users’ goal through user task analysis, contextual inquiries, interviewing and 
observation.  

 Document findings 
Preparing expert review and reports, summery of finding, presenting to business, stakeholders, 
clients and product development team. 

 Generate requirements 
Create concepts and design, rapid prototyping for scenario based user modeling.  

 Develop design insights 
Preparing prototypes and walkthroughs. Perform iterative usability testing and improve user 
experience. 

 Create visualization 
Creating hi-fidelity prototype and hand over to development team. 

 
I had been working as a part of design team supporting at each phase of development lifecycle through 
various human factor duties. 
  
 
 
 
 
 
 



 
 
 
Firstly, I had listed the following user personas based on my observation:  
 
Primary Users: Agents 
- Customer Service / General Care 
- Account Management / Retention 
- Technical Support (R2) 
 
Secondary Users: Business 
- GSDO 
- Fraud 
- Administration 
  
 
Phase 1: Analysis 
 
Defining design goal: 
- To evaluate the usability of current CCA functionalities through formal Usability Testing 
methodology. 
- To determine user preferences for key functionalities through qualitative assessment methods based 
on Usability Testing findings. 
 
Planning: 
I worked as a part of six members team had conducted Interact usability testing in Holmdel on 
Retention, Customer Care, and Tier 2 Technical Support.  
 
My team had approached Vonage to recruit participants for the initial usability testing (For interview 
and video recording). Based on standard statistical sampling we had decided to choose 16 participants 
[5 from Retention, 6 from Customer Care and 5 from Tech Support]. 
 
At this stage I prepared the document for detail demographic profile of all relevant participants that 
required for conducting the usability session.  My final list of agent’s demographics were  
 
- Employed at Vonage for approximately a year 
- Intermediate internet proficiency 
- Intermediate computer proficiency 
- PC literate 
- Received training within the last 6 months 
- Diverse age and ethnicity 
 
Methods 

 Usability test conducted for 2 phases  
 - Interview and Observation (Sometime retrospective) 
 - Lab test with Morare video recording and task analysis  

 Non-disclosure agreements & consent forms secured 
 Morae recordings captured then analyzed 

 
 
 



 
 
 
List of my activities after the test 

 Content Analysis 
 Qualitative analysis 
 Functionality assessment 
 Task completion assessment 

 
I was mostly an active interviewer sometime also an observer. Later I was the part of retrospection of 
video analysis then prepared a detail report of findings. 
 
 
Preliminary research findings delivered a 58% satisfaction rate with the current system. 
 
Summery of user feedback I collected:  
1. I think that I would like to use this system frequently (avg. 3.67) 
2. I found the system unnecessarily complex (2.58) 
3. I felt very confident using the system (3.33) 
4. I needed to learn a lot of things before I could get going with this system (2.42) 
 
 
Phase 2: Creating information Architecture and basic concept design  
 
I finally prepared three samples of Agent persona and their work under various scenarios. 
 
Some scenarios were  

 Verify customer 
 Handling calls 
 Categorizing calls 
 Commenting calls 
 Closing calls 
 Opening contact  
 Commenting contact 
 Opening ticket 
 Commenting ticket 
 Issuing a credit 
 Issuing a refund 

 
Based on these scenarios the design team started brainstorming with paper prototypes and sketches. 
Finally I and my team had come up with the following high level scope -  
 
Account Management (select CCA functions replacement) 
Total 10 Use Cases 
Identified 6 Use Cases under original SOW; would prioritize additional functionality with business 
prototype complete; commencing development of initial use cases 
 
 
 
 
 



 
 
 
Contact Management 
Creation of a contact management data store separate from the RT3 repository  
Modification of existing use cases 
 
Case Feature Team 
As part of an effort to address RT performance issues, contact and case records generated via Interact 
are being broken out into separate data repositories 
The Case Feature Team was responsible for case related Interact enhancements to facilitate the 
case/contact split 
Team will develop no more than 7 use cases 
 
VRT Feature Team  
Initial effort to incorporate the VRT tool and the remaining VCase functionality into Interact for the 
majority of queue based agents 
Effort to generate significant usability benefits 
Team will develop no more than 10 use cases 
Foundational “Unified Desktop” Capabilities 
 
Reporting  
Need to replace key reports generated from VCase/ RT critical for running business (not all contacts in 
VCase/ RT after R2) 
Approximately 20 reports for release Case Feature Team 
As part of an effort to address RT performance issues, contact and case records generated via Interact 
are being broken out into separate data repositories 
The Case Feature Team is responsible for case related Interact enhancements to facilitate the 
case/contact split 
Reports above 20 are under consideration at this time, and may result in a change request. 
 
Tech Support Accelerated Solutions Environment (ASE) 
3-Day facilitated session to drive alignment and clarity on how to improve Vonage’s technical support 
service delivery approach 
Focused in four areas: provide technical support agents the right information; guide them through the 
right workflows; automate dead or wasted time; operationalize these changes 
Quick hit items are being scheduled; longer duration items are being prepared for steering committee 
review 
 
Tech Support Feature Team  
ASE outputs driving high-level requirements, priority and scope for Tech Support functions in Interact 
Typical feature team roster 
Work will commence after steering committee approval of Tech Support ASE 
recommendations/roadmap 
 
 
 
 
 
 
 



 
 
 
I proposed the first task flow information architecture as –  
 

 
Top level task flow navigation (flow diagram) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

 
 
I did sample Rapid prototype (Using Visio): After consolidating through focus group with team. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
Phase 3: Detail design and changes through iterative usability testing  
 
Once the low fidelity (MS-Visio) mock ups were approved by Business Analysts and Project 
management / technology team, I converted those mock ups into interactive hi-fidelity walkthroughs. I 
was using iRise to deliver high-quality user interface concepts for iterative usability testing. The iRise 
was exclusively using across various Capgemini project as a center of design excellence. 
 
After each design iteration I was incorporating changes and defects that were found through usability 
test then updated the iRise document accordingly. If any new standard or style guideline required I 
usually sent a request to the visual design team. Later I handed over to my team for next round of 
usability testing. In Vonage Interact, we repeated this process for 4 design iterations.  
 
Some of my activities with iRise were -  
• Data and page navigation 
• Page simulation using common widgets 
• Using Decisions and setting Rules 
• Scenario Ideation 
• Creating Templates and Masters 
• Using Page Actions and Events 
• Creation of Tables 
• Using the Style Manager 
• Exporting iDocs and Reports 

 
 
 
 
 



 
 
 
Below are the few usability metrics I was following during iterations of usability testing:  
 
1. Actor Metric Task Time 
 - Time to complete a task 
- Time to complete a set of tasks 
- Time to complete a task after working with the system for 10 minutes 
(or two trials) 
- First-time actor time to complete task 
- Repeat actor time to complete task 
- Percent of actors completing a task in one minute or less 
- Time to complete a task after one week away from the system 
- Percent of task completed 
- Percent of task completed per unit time 
- First-time actor time to perform a task 
- Repeat actor time to perform a task 
- Time spent using help or documentation 
- Task success rate 
- Percent or number of completed tasks per unit time 
- Number of tasks completed in 10 minutes 
 
2. Actor Metric Task Error 
- Number of (serious) errors per task 
- Number of errors per unit of time / after 10 minutes 
- Number of actors making a particular error Number of actors 
- Completing a task successfully (reverse metric) 
- Ratio of task successes to failures 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
My IRISE Sample prototype for Vonage Interact: 

 
 
Phase 4: Final design handover to development team  
 
Once the overall satisfaction rate and other parameter arrived Client’s specific benchmark (80%) 
(Actual results showed 88% to 89%) I started creating user interface specification document with the 
help of visual designers and content writers then handover to the development team.  
 
My UI Specification document contains flow charts and screen flows, detail interaction with behaviors 
and conditions, final visual design, icons, layout styles, content and messages (as delivered by the 
visual designers and content writers). 
 
Once this document got signed off from each cross functional team I was assigned to oversee the 
actual implementation. I also wrote test cases for QA to verify the UI behaviors were executed 
accurately.   
 
 
 
 
Samita Bhandary 
14th February, 2011 


