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When does it make
sense to transform

a manual process
into a digital one?




When does it make

sense to integrate
applications?




And how do you decide?




For example




The case of the
institutional banking
organization that

needed to optimize
operations
applications




What did we do?




1. We talked to the client.

2. We talked to the client’s clients (who use the
applications).

3. We documented and analyzed their team
structure, interactions and workflow.

4. We made recommendations for workflow
improvement (some digital, some not).
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Why do research?




To find out HOW
users work and WHY
they work that way

(the why is often
more important).




You might be
surprised at how

they are using your
system.




Who should you conduct research with?

1. Use your analytics to identify heavy (power)
users and light users).

2. Pick people based on their roles, their usage
of important applications, types of clients.

3. Find out who they interact with and interview
them, too.
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How many people

should you talk to?




More is more...

Talk to at least 10 people.

(For statistically significant
samples, you nheed many more).




Where should you interview them?
Anywhere you can.

1. At desk (the ideal scenario)

2. Via Webex (and share their desktop)

3. Over the phone

(Interview them individually to get their
personal process or in groups to get workflow
dynamics.)
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Interview people where they work.
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The Research Process:

1
2
3
4
5
6
7
8

. Analyze usage statistics.
. Write screener for interviewees.
. Write interview script.

. Interview users.

. Record actual usage.

. Perform card sort exercises.
. Shadow users.

. Document findings.
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Learn how they organize with card sorts.

P rem

L T T

Trask Tradas

et Ao
HEsilsanmes

ey Irapay

wotar Tredes

‘ersack o irat W FE

Bitmm skl e

isgranid Pricas Eresil

Carmmanl Trovis
Prmaye Ingiike

Cadimaiins

Parciclio Dy AT

Smecial nsliicbam

Wi Trades

T ]
B —

[ERTEN T
iprandmhaul

L LT P —
Tooom

Paicng Took




Don’t just ask them...

Watch them.
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Now what?




Present what you learn about

the users in the form of a
persona




This information must be
easily readable and should

represent your key user types




What are our typical users like?
(showing 1 of typically 3-5 personas)

Ops/Generalists are responsible for a broad range of operations tasks
0 PSI G E N ERALI ST and use a wide variety of applications throughout their day

Ops/Generalists provide support for all aspects of middle-office trade | Paul

operations. Their daily tasks involve an assortment of moderately | Operations Staff

complex activities and processes that require them to be very de- Gallant Capital | New York, NY

tail oriented. disciplined and organized. Ops/Generalists will juggle '

several Z == applications which they visit a few times a day, I have been in this industry a total of two years, the last year and half at Gallant.

primarily in the morning. * [l act as a backup for the two other operations people here, and because my
company uses more than one prime broker | use multiple PB systems through-
out my day. Many of my tasks need to be completed before the market opens,
particularly the reports that | provide to the trader and CFO. | am a big user of

Microsoft Qutlook - | use the calendar for corporate actions and proxy vote reminders. In general, if |

am not working in Outlook, Excel, Access, or === then | am either on the phone, faxing, copying,

on the trading floor going over discrepancies, or discussing an issue with my colleague who backs me

up.

* To quickly and effectively resolve * Acts as an administrator, assists Controller, Trader
matters that protect our clients’ trading and CFO
positions * Investigates and resolves trade breaks, cancels
and corrects trades, retrieves and prepares positions
reports for traders and management
+ Handles FX Affirmations, reviews upcoming
* To feel confident that all my numbers corporate actions, maintains internal calendar,
are accurate and can be substantiated electing and booking actions when necessary
* Maintains pricing, books dividends, complates
wire transfers, maintains cash positions, makes cash
entries as needed

Job titles include: Receptionist, Operations Specialist, Trade Assistant, Opera-
tions Assistant, CFO

* To complete multiple sequential tasks
on time, as driven by market times

Insight
CFo Portfolio Manager Trader Trading Assistant
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Persona Plus: How do we make the traditional
persona more useful for workflow analysis?

“If I can solve problems quickly that means more money for the firm,
more money for me... and reduced stress.”

Trade breaks and corrections FX affirmations Recording & Pricing | | Wires Upload trade fites

Lipdlaie prives ﬁu:c\c RIS B Wires
In Pricing app H ‘iew Casn Enry, chack for outstarding wiras,
s § o new counter party information (il neaded)
Gty RA hetter wilh courier party payment informa:

CalinFRvaded 3

P contirmation ol FX rades
Yew FX Affimation app for
frades m"'l; affimation

Lo b Qi 40 W
ks in TraBEBeaks ap0

5ican e-mall and chack Cuook calandar for Tiooik cividends and calcuiata PAL
1odday's pending actons and new actions
Research actons on Bloombang
Congult with P/ Trader for tecisions on inday's pending acions

Elicl an any rasponses in Cormanate Actions A
Forward desails o PM/Trader for ceciskra

Check for &-mail Trom S—
W TROTT o PO Chs e DT

show team interactions .

A Activity @ Dffline Ac

Lipceard trade fike In Send Flles app

Insights

+ Ops/Generalists feel they have too much going on and need more process automation and
simplicity

+ Client Link applications are not tightly integrated

* Ops/G lists rely on calendar reminders to keep time critical items organized

+ E-mail is an integral part of Ops/Generalists workflow

* There is little or no support material to help clients train new staff on === applications
* A clear, simple and efficient Ul is most important

* Improve user experience by creating consistent functionality and behaviors throughout
applications

* Allow for tighter integration into users preferred workflow by letting e-mailed alerts update
the Ops/Generalists desktop calendar software (i.e., Outlook)

* Make the To Do List more effective by making more applicati ToDo' bled”. Allow
user to opt-in or out on the applications represented in To Do

+ Create more effective applications by making application alerts actionable, i.e.: assign task,
remind me again, go to transaction, elect

* Provide user with important system feedback on aging of data by including date/time
stamps wherever appropriate. Give users ability to quickly and instantly manipulate data
using filters and sortable data columns

Speed Efficiency

Office Manager
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What is the ecosystem in which the applications are

HEDGE FUND TEAM
MANAGEMENT

used?

COPERATIONS PORTFOLIO MGT / TRADING

m ad

User 1 - Operations Generalist User 4 - Portfolio Manager
User 2 - Operations Specialist User 5 - Trader
User 3 - Manager | Approver
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How do multiple team members interact with each
other in the course of a day?

User 1 gets faxed
order tickets from
the machine and

stamps them. A

User 1 divides the

workload into two

piles and gives each —m
stack of tickets to

User 2 and 3.

|

(if no approval is required)
L \|

(if no approval is required)

KEY

() Manual Process

() Digital Process

A User 1: Coordinator

é User 2: Entry and Approval

A User 3: Entry and Approval

& User 4: Manager
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How do teams of users complete their tasks in a
single application?

éTask: Respond to Corporate Action Notification

[

el
Microsoft Qutinek Microsoft Outiook Microsoft Qutlook 0o
Receive Corporate Add calersdar re- Recewe updaled Updale previously
Action expiration i : Corparate Action entered calendar
amail from systam. i 3 axpiration email from reminder.

SYSIEM,

k.

.Lng In 'Poﬂd Serepn
L Diperations user Gofo Portal site Select “Corpors
manual processes conlacts Portisi and use UPN - lions” from ravi
l l ! Manage: e make secire id o bar or Cluicx Lin
EVHIT |OJII'I

Fl oy
Microsoft Qutlg "~ Microsaft Outlogk {_'}Fuparur Microsoft
Print amail and Update printad fike of gull:]ﬂk T
folcer of upcom minders wi o= that
Cameverii N\ rom """ | Sotons manual process
porate Acton fils”

KEY
f:l Manual Process ﬁ User 1: Operations/Generalist é Usar 3: Manager/Approver

@) Digital Process & User 2: DperationsiSpecialist A User 4: Portfolio Manager
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And how can that be improved?

(to digitize or not to digitize...)

i Task: Respond to Corporate Action Notification

o, -0

Microsoft Outlook Microsoft Qutiook i

Recsive Comorate te0E See that Comaorate A Operations user Go lo Portal sile Felert ‘Comparate Ao
Action expiration HpOra i Action is dus in Cor- F cantacts Porfobs and use WPN ticns" from navigation
calendar item by Manager o make sacurg i o bar er Quick Links.

email from system : i n Ow d I g Ita I {or other source), declsicn on electigh. ko In.
and accep! calendar dailed o

remindar which is B which is auto-

automatically added ically updated in

1o users Oubleok Oflcok calendar.

e remains manual

KEY
l:__‘j Manual Process ﬁ User 1: Operations/Generalist a User 3: Manager Approver

. Digital Process & User Z: Dperations/Spacialist a User 4: Portfolio Manager
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How do teams of users complete their tasks
throughout multiple applications?

____Task: Enter Equity Trades Task: Enter FX Trades i Task: Affirm FX Trades

+ Trade Cesk Team

.N-wEmcnn- r'&otummnm
firm Page Eniry acraen.
Reviaw and Con- ;
firrn Trace, ; Llsar followes up by

: i faxing spresdshest to

} i lind's the dask for confirma-
B T 3 tian,
L Dffline e —
Operations user H H
o —— | oo two applications,

e Edt Tads: | AT but only one
;o workflow

KEY
) Manual Precess a User 1: Dperations/Ganeralist a User 3: Manager/Approver

) Digital Process é User 2: OperationsiSpecialist a User 4; Portfolio Manager
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And now onto design!
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THANK YOU.
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mary-lvnne.williams@aa-rf.com
stephen.turbek@aa-rf.com




