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High level Objectives

• Visualize “Optimal Experience”

• Begin to Tell story from actor’s 
Perspective

• Focus on needs + Emotions

• Capture “Why”



As a [Actor],
I want To [Requirement],

so that [Functional Need],
in order to [Emotional Need].



As a New customer,
I want to be provided a 

clearly understandable rate 
plan,

so that I am well informed 
about plan details,

in order to feel I am in 
control of the decision making 

Process.



Choose Plan

Mobile Share Visualization 
8.5.13



Choose Plan – Key Takeaways

Actor Pain Points Needs Customer Voice Opportunities

Common 
Customer

Customer not being put on the right rate 
plan based on devices and expected usage, 
resulting in overages being incurred.

Correctly 
identify the best 
plan for me.

Why do I have overage 
charges on my bill? I just 
got on this plan!

Quality control and scoring

Existing CustomerCustomer not being put on the right rate 
plan based on devices, expected usage and 
past/current usage, resulting in overages 
being incurred.

Consolidate/co-locate tools that look at 
existing and anticipated usage

Common 
Customer

Customer not being put on the right rate 
plan based on devices and expected usage, 
resulting in overages being incurred.

Correctly 
identify the best 
plan for me.

Why do I have overage 
charges on my bill? I just 
got on this plan!

Quality control and scoring

Existing CustomerCustomer not being put on the right rate 
plan based on devices, expected usage and 
past/current usage, resulting in overages 
being incurred.

Consolidate/co-locate tools that look at 
existing and anticipated usage

Common 
Customer

Customer experiences long wait times and 
many questions are asked  to get on the 
right plan.

Efficiently 
identify the best 
plan for me.

Why is it taking that person 
so long to figure out which 
plan I should be on? Is it 
that complicated? Should I 
be doing this?

Sales is not reading the information being 
created for them about Mobile Share. They 
have so much information being presented 
for them, they can only focus on what they 
plan to sell. There is a risk that they won't 
be up to date on notifications generated to 
address problems.

Common 
Customer

Customer receives different experiences 
during usage estimation across channels 
and it's not clear why.

Consistently 
identify the best 
plan for me.

The last person I talked to 
recommended plan a, this 
person is saying plan b.

Delighter - Data analysis in process to 
evaluate mobile share usage against 
purchased amount/plans - X bucket is 
undersized, x bucket is oversized, x bucket is 
just right - Andy Wilkinson

Existing CustomerCustomer receives different experiences 
during usage estimation, including how 
current/past usage is incorporated into 
the estimation process across channels 
and it's not clear why.

Why would they be different 
when I told them the same 
information?

PCN only happens when customers don't opt 
out



Choose Plan – Key Takeaways

Actor Pain Points Needs Customer Voice Opportunities

CRU Customer Customer is unable to select Mobile Share 
plan due to incorrect permissions

Efficiently 
select a Mobile 
Share plan

Why is Mobile Share not 
showing up my list of 
plans?

If Mobile Share is disabled due to 
permissions, provide a means by which to 
recover (e.g. guidance via text and/or video 
on how to enable Mobile Share, always 
show Mobile Share and guide when selected)

CRU Customer Lack of clarity/misunderstanding 
regarding plans, features(e.g. “Personal” 
vs. “Enterprise” plans, features)

Be well 
Informed About 
Plan and device 
Features, 
Differences

I don’t understand the 
differences between Mobile 
Share Plan A and Plan B.

Describe feature details with more clarity, 
provide comparison capabilities to guide in 
choosing the right plan and features.

Common 
Customer

Can't move lines into, remove from or 
move between groups (based on 
permissions that were purposefully 
defined this way to keep integrity of 
groups) nor rely on  “Friendly Name” of a 
group

Flexibility in 
managing 
groups

I don’t understand why I 
can’t move this number into 
another group nor why 
groups appear differently in 
different places

Enhanced capabilities and/or guidance in 
managing groups.

TCM Customer Difficulty in managing large number of 
lines

Flexibility in 
managing lines

It’s cumbersome to add a 
lot of new lines

Enhanced capabilities and/or guidance in 
managing lines.



I want a new 
rate plan…

Voice? Data? 
Both? # 
Devices?

Have? Want? 
Upgrade? 

International?

“The Decision Flow”

Prompting the rep 
through the process

Prompting the User 
(Online)through 

the process

Present rate plan 
Options 

(Customized) 
During “BUY FLOW”, 

“Care Flow”

Online videos

Choices, Price, 
Efficiency/Speed

Contact Sales 
(Deeper 

Engagement)

Where Is 
MobileShare? 
Where to Go? 
Where to find 

Info…?

Administrator 
has not enabled 

Access

“New 
Products” 
Available

Show me all The 
Products Available…

0$ 
Rate 
Plan

Partial 
Information 

Provided

I Want AT&T To 
Recommend the right 
Plan (without A lot 

of detail)

Need Few choices – Human 
vs. Online (Moving 

through the “Funnel”)

Buy Flow is (Typically) based on device

=



Purchasing a 
device (“Buy 

Flow”)

New rate Plan 
needs

Found out 
about “Mobile 

Share” (e.g. 
Radio, Online, 
Prior Call – on 
hold message)

“The Decision Flow”

Great 
Product!

“What does 6B 
Mean…?”

“What Happens if…?”

Options, 
Alerts, 

Awareness

Online calculator 
(diy)

I know 
how much 
data I use

“The Type of Customer” 
Increases Complexity

Broad 
based 

“Customer 
Types” 
Needed

Quick Assessment “Tool” 
based on usage History

Predictive 
based on 
Unique ID

AVOID:
Speaking to multiple 
reps – And receiving 
multiple/different 
recommendations

Plan Clarity

“Why Overages…? I 
have unlimited Data”

Explain To me… Not 
just Marketing

Follow up (e.g. 
with email, 

online video)

“Building The 
Relationship with 

the Customer” 
(We’re a service 
Organization)



Be Informed About Plan

Mobile Share Visualization 
8.7.13



Be Informed – Key Takeaways

Actor Pain Points Needs Customer 
Voice

Opportunities

Common 
Customer

Customers don't expect and don't 
understand their proration charges.

Tell me what I need to know about 
how I’m impacted by my new rate 
plan change.

There are partial 
charges on my 
bill that I don't 
understand, 
what's going on?

Ability to future date rate plan 
changes in July. Best customer 
experience is to future date:
1) data plan size changes only 

(move from one Mobile Share 
group to another)

2) when customers are only 
migrating lines without adding 
new

3) when customers don't have 
immediate service need

Premier: Agree to terms –
customers should not have to 
make their “own calculation” –
Leave it to customer to calculate 
if they will get proration charges 
(if effective on…)

Need to improve level of trust (we 
make it “complicated on purpose”)

Customers don't consistently get 
told about proration charges and 
what to expect on their bill.

Tell me what I need to know about 
how I’m impacted by my new rate 
plan change consistently 
regardless of who I’m working with.

Customers are not expecting the 
charges that they see on their first 
bill and are surprised.

Tell me what I can expect my first 
bill charges to be.

Wow, my first 
bill is higher 
than I thought it 
would be.

Customers are not familiar with the 
rate plan details.

Tell me what I need to know about 
my new rate plan and provide me 
something I can look at later in 
case I forget.

I remember 
Seeing Something 
About data 
limits, what is 
mine again?

Customers are not familiar with the 
rate plan details and are surprised 
when they lose their unlimited data.

Tell me what I need to know about 
my new rate plan and be clear about 
how data charges are handled.

I thought I had 
unlimited data, 
why was I 
charged an 
overage?

Customers are sometimes confused 
when submitting Mobile Share Rate 
Plan requests

Clear understanding of what to 
expect when submitting Mobile Share 
plan requests online

I’m not sure 
when this will go 
into effect and 
am confused by 
the multiple 
emails sent to 
me after I've 
submitted my 
request

Enhanced communication and 
guidance when submitting requests 
online



Change a feature, 
service, pay bill…

I Love my unlimited 
data plan And don’t 

want to give it up

collateral

I need to benefit
from a new plan…

Anything 
changed in plans 
so I can lower 

my bill…?

Let me see…
On family talk 

Now? (Assessing 
devices, Data 

Usage)… Mobile 
share might be an 

option…

How much 
data have I 

used?

Telligence (3 months of history… 
bill) Takes some time…

Paper Bill in 
hand 

(sometimes
)

“UNLIMITED” Voice and Text = Data? 
(Customer Surprised By Overages)

When you… you’ll 
receive 

notification, then 
we’ll… (e.g. add to 

bucket)

Recommended plan 
Should be appropriate 

for historical use

Details… (via email) –
what’s changed, 
what happens going 
forward

Chat (Limited forum) –
could provide agent and 
customer with ability to  
discuss details…

Scenario-
based, role 

playing, 
learning tools 

(interactive)

In store review

FAQs, 2D 
Barcode, 

URLS

YouTuBe
et. al. Product 

Page

Your first bill…

Support 
model

More info…

+ -
=

want it 

Have it 

Multiple notifications TO BE 
sent…

Tolerance, Warning 
provided (too large, 

too small?) – “A 
Flag”, “An optimizer”



When/If I call on… 
I’ll pay…

Here’s what you 
can expect, 

immediately, in 
the loNg term…

Bill either was or wasn’t 
future dated. Based on 

what you choose, here’s 
what your bill (estimate, 

snapshot, visual) will 
show…

Proration

What’s shared, 
Bucket, lines in 

the plan, what Is 
not in the plan 
(Confirmation)

Need Proration 
knowledge 

Script

Timing, effective 
date is X… 

(Understanding 
what to expect)

“Here’s what you need to know…”
Here’s what you did, here’s what 
you might want to do… So that 

you don’t end up with…

NO Back-
Dating

Comparison 
+ Benefit

PlaN PlaNCompare 
devices, 
usage…

Comparison + Benefit

PlaN PlaN

CSS

Show Value in 
other channels

PCN

Constant 
Update/
Refresh

You are at a 
better price point 

(if you look at 
what you had 

before)

Add more 
devices J



Be Notified About Usage

Mobile Share Visualization 
8.9.13



Be Notified – Key Takeaways

Actor Pain Points Needs Customer Voice Opportunities

Common 
Customer

Customers are not 
aware of how to 
address their pending 
overage notifications.

Tell me what to do 
and who I should 
contact if I am 
close to using 
more data than my 
plan supports.

What should I do 
about this pending 
overage 
notification? Do I 
call? Can I fix it 
myself online?

Ability to future date rate plan changes in July. Best customer 
experience is to future date:
1) data plan size changes only (move from one Mobile Share 

group to another)
2) when customers are only migrating lines without adding neW
3) when customers don't have immediate service need

Customers are not 
aware of how to 
address their overage 
charge notifications.

Tell me what to do 
and who I should 
contact if I have 
used more data 
than my plan 
supports.

What should I do 
about this overage 
charge notification? 
Do I call? Can I fix it 
myself online?

Take proactive action for customers who underutilize/overutilize
data to propose changes for optimal data plan.

Customers are not 
consistently notified 
that they are close to 
incurring an overage.

Always tell me when 
I'm close to using 
more data than my 
plan supports.

Why do I have this 
overage charge on 
my bill? Why wasn't I 
notified?

Flag customer accounts if they underutilize/overutilize data so 
the representative taking the call can address.

Customers are not 
consistently notified 
that they have incurred 
an overage prior to bill 
receipt.

Always tell me when 
I've used more data 
than my plan 
supports.

Why do I have this 
overage charge on 
my bill? Why wasn't I 
notified?

Customers don't feel 
that AT&T knows how to 
help them when they call 
in worried about a 
pending overage.

Give me options for 
how to address my 
pending overage.

Your company sent 
me the notification 
about my pending 
overage and you 
don't know how to 
help me?



Be Notified – Key Takeaways

Actor Pain Points Needs Customer Voice Opportunities

Common 
Customer

Customers have 
difficulty viewing group 
usage online

I need to be able to 
efficiently manage 
usage and better
understand who the 
“abuser” is

I find it difficult to 
manage usage when 
online

Enhanced online usage analysis capabilities (streamlining, 
flexibility)

Customers are unable 
to “act on” notifications 
online

I need to be able to 
efficiently manage 
notifications

I’m seeing 
notifications that 
are no longer 
relevant since I’ve 
dealt with them 
already

Allow users to manage the list of notifications shown online 
(remove, tag/mark/filter etc.)



Manager type 
people

Real time 
Usage

Change 
plan?

Peak usage 
identified

You’re tracking 
at… do you want 
this to be future 

dated?

“Limited Overage 
Insurance Policy” 

(e.g. AppleCare
Plus)

Bill

What are my 
options – at&t?

The scenarios…
“Would you 
like to…?”

For me. In 
my scenario 
– customers 

like you…

“Real People 
Language” (in 
notification –

in how to 
resolve…)

Welcome 
Kit

Make sure future dating 
is managed against 

already paid for usage 
(the right amount to 
get them through)

“Who’s going 
over?”

“What to do?”

We’re 
over?

We’re 
over?!

We’re 
over!



Welcome 
Kit

ZZZ….

East Coast West Coast

Multiple Rules 
For when – 65%, 
90%, 100% or…

We need to 
“opt out” for 

some…

DUCS

SPAM 
FILTER

“When you have 
overages… we’re 

going to…”

Send me 
Test email, 

notification

Self 
Serve

We’re 
looking out 

for you… 
here’s the 
email (And 
account) 

we’re 
sending it to.

“Looking out 
for me”

Prevent
123@att.coM

(explain Why it’s 
important)

Opt-out 
options

Why am I over? Who 
Was it? Who will be 

notified?

“This is the CTN 
that went over”

We can save 
you $$

Connectivity to 
clarify from data 

usage control 
system (Rep has an 
idea of what they’re 

calling in about)

AT&T Will 
Help me…

Cross 
channel

Here are 
your 

options…

Need it sent 
to the right

people


