Information Architecture - “Before” and “After” Desktop/Mobile Wireframes

INTRODUCTION
This document presents an approach to building a mobile website for the desktop website

http://CISO.memberclicks.net/ (soon to be www.CISO.com). The information architecture (IA) of this website

has already been fairly well optimized. The MemberClicks (MC) solution is the new website — the old website

can still be viewed at www.CISO.com (as of Feb. 2013). Previous assignments completed in Part I of this course

aided in determining how to improve the TA of the CISO desktop website. Therefore, this will not be an
assignment that identifies 1A problems in the “before” wireframes. Rather, it will be an assignment that proposes
how an already-solid desktop IA could be appropriately transposed to the mobile environment. The brokers,
insurers and software providers who currently use the CISO desktop website have not explicitly requested a
mobile website. However, as mobile becomes increasingly popular in the workplace context, the need for a
mobile CISO website will eventually reveal itself. This assignment will present wireframes that visualize some
preliminary ideas for a CISO mobile website. The mobile wireframes are also available in interactive form via
AxShare: http://share.axure.com/W16SLA/. The designs are based primarily on guesswork as to what a CISO
member's user needs will likely be when they're accessing the site from a mobile device. These are educated

guesses, however, because fairly substantial user research was conducted for the redesign of the desktop site.
KEY CONCERNS

“Mobile site designs should give priority to the features and content users are most likely to need when

viewing a site using a mobile device.” - UXmatters

Merely creating a responsive website will not be sufficient for CISO's needs because there is a lot of
content even on the new, cleaned-up CISO MC site that mobile users will likely never care about; e.g., PDF
articles, press releases, board of directors page. The mobile site should present only the information essential to
the users' needs — there is a lot less room for adding “potentially useful” information on the mobile web. Other
concerns include:

* There is a lot of hypertext on the CISO desktop site. Hyperlinks should not be used as frequently on the
mobile web because it is difficult to tap links precisely using one's finger

* The desktop site has horizontal global navigation. Vertical navigation works much better in the mobile
context

* The breadcrumbs on the MC desktop site are likely unnecessary in a mobile environment where third-tier
pages are cut out. Users shouldn't have to dig so deeply to accomplish their goal on the CISO mobile site
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"Before" homepage wireframe, MC desktop site: http://csio.memberclicks.net/
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Rotating image

carousel,
linking to
separate pages

Scrolling text

ticker, e.g.
WWW.CSi0.COMm

Basic explanation of
what the company
does/benefits of
membership
unnecessary in the
mobile context.
Mobile users (by and
large) won't be
interested in reading
descriptive info. They
will likely already be
familiar with CSIO
(or already CSIO
members) and their
goals will be more
task-based.

search CSIO site... Frangais / Contact Us
— >
H‘“‘xm /,/'/ %rname Password
Logo, ( | | |
linking back to homepage =R : e
////' HH"-\-_\_\_\_\_HH Remember Me [~ Login |
N ,.-f*":_H::_‘“'--___q_
CS10net status: No issues
About CSIO | Standards Industry CSIOnet News Center | Membershi
Forms

Moving the P&C Industry Forwarne

CS10 (Centre for Study of Insurance Operations) is Canada's industry association of property and casualty
insurers, brokers and software providers. CSIO is committed to improving the efficiency and competitive
position of the broker distribution channel by overseeing the development, implementation and maintenance
of technology solutions such as XML, EDI and standardized forms that will move insurance information and
the P&C industry forward.

Read more...

Benefits of CSIO Membershi& Upcoming Even@

November 27, 2012
Sign upl National Standards Working Group - XML

Lorem ipsum dolor sit amet, consectetur adipisicing
elit, sed do eiusmod tempor incididunt ut labore et
dolore magna aligua.

December 5, 2012
= Lorem ipsum dolor sit amet Sign up! eDocs Special Working Group
= Lorem ipsum dolor sit amet
» Lorem ipsum dolor sit amet

* Lorem ipsum dolor sit amet

Read more...

January 8, 2013
Sign up! Eorms Working Group - Commercial
Umbrella Application Form

O Latest Developments

Movember 20, 2012

= AL3 Mational Standards
Working Group meeting
minutes now available

October 31, 2012
» CSI10 XML standards 1.23
now available

October 25, 2012

= Commercial Insurance
Application, Article
Supplement now available

@Julck Links

November 20, 2012

» Join CS10

» Request Password

= Use the XML Validation Tool
* Use the EDI Validation Tool
» Submit a Maintenance

Request

More events...

Rotating logos. Unnecessary
on mobile. These images
would only slow down the
already-poor internet
connectivity on most mobile

devices.
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Mobile site will be
insufficiently deep to
require search.

UN/PW login
unnecessary for
mobile site. Users
won't be using mobile
to access standards
and forms (by and
large), which is what

login grants access to.

Horizontal global
navigation rarely a
good choice in the
mobile context for
usability reasons.
Vertical navigation
will instead be used,
and only the most
mobile-relevant pages/
nav elements will be
retained. Labels will
also be made more

descriptive/specific.

Latest Developments
can be retained for
mobile but try to make

text even more terse.

Event descriptions are
sufficiently terse to
work in the mobile
context. This can be
carried over without
alteration, but should
be made its own page.

Join CSIO and Request
PW are irrelevant to
mobile users. Val. Tools
and MR links will be

converted into buttons.

Privacy statements/terms
completely pointless on
mobile devices (nobody
will read them). Can link
to desktop version of site
here. Can use sitemap
still, but create a
different one for the

mobile site.
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“AFTER” HOMEPAGE WIREFRAME, THE MOBILE SITE

Please visit the interactive mobile prototype on AxShare to view all the navigation elements:

http://share.axure.com/W16SLA/

CSIO

Moving Insurance Information Forward

Latest Developments A
« Lorem ipsum dolor sit amet: consectetur
adipisicing elit

« Lorem ipsum dolor sit amet: consectetur

adipisicing elit
E Contact Us

CSI0net Status
? Upcoming Events

E}(Maintenance Requests
il

Created vertical navigation for the mobile
homepage. Horizontal navigation from the
desktop site would make for poor usability in the
mobile context. Made buttons large and easily
clickable.

Got rid of most images from the desktop
homepage to enhance mobile performance/load
times. Instead created space for small icons (these
are placeholders) to enhance user recall and

aesthetic value of mobile homepage.

Labels made more descriptive/specific than
desktop global nav labels, e.g. CSIOnet becomes
CSIOnet Status. Mobile users generally have
less time/patience to do information exploration
than desktop users, so labels need to be more
pointed.
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THE CONTACT US PAGE

“Simpler, smaller content - research shows that users read less and understand less on mobile. This
means you have to rewrite long and complicated content from the desktop site to make it shorter and more

understandable.” - http://ux.stackexchange.com/
For reference, the Contact Us page on the MC desktop site: http://CISO.memberclicks.net/contact-us

Contact Us

We have compiled a listing of contacts for the most common inguiries that we
recelve at €510, Please click on the link that mrresp-unds to your i.l'nqulr:,I inthe
list below to find the appropriate contact information.

G0 Help Desk
Mambarship
(i0ney Latest Developments
Ssandards (XML EED ookt sl
forms =
Membar Relations & Communicatkn -
Tachnical Architeture
Montréal

heipdeskiicsio.com Bilingual (Engleh ard Franch]

Tel:id16) 3601773 Fuppart

Todll free: (BO0) 463-2746

Garwral inquirses

Coordinater, ember Services

Dela Rants [biling and account inquiries

draatssiogom

mambar shipfosia com Inguiris relacing 1o bacaming a

Tel:(416) 360-1773 510 membar

Toll freec [ B00) 4632746

helpdeskicsio com CEIDnst support
Tel:i418) 266-1773
Toll ree: (800 463-274 Coi0net tanus inquries

Manager of Standards and Business Process I mprevement Garr ol gandprds ingquires |

The Contact Us page on the desktop site is very thorough and includes contact details for specific
employees under each department; e.g., Grant Patten, Communications Specialist under “Member Relations &
Communications” includes Patten's e-mail and the local/toll-free telephone numbers to his office. This is too
much information in the small-screen mobile context. A decision has to be made regarding which number/e-mail
would /ikely be most appropriate for the mobile user. In this case, it's sensible to make the “Phone” and “E-mail”
buttons under this department dial Patten's manager because she's more senior (obviously) and therefore capable
of handling more issues.

“On a standard website, an address and contact information may be in the footer. When we think about
the mobile version of that same website, though, what comes to mind? Many users may go to the website on a
mobile device in order to look up the physical location, phone number, or other contact information
immediately.” - http://www.onextrapixel.com/

The above quote captures why I've decided to prioritize the CISO contact information so heavily on the
mobile site.
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C S I 0 Contact Us page greatly simplified and enhanced
for the mobile environment. Text size increased,

Moving Insurance Information Forward large buttons added to avoid the "fat fingers"
CSIo h Ip Desk 5 problem and inessential information deleted.
Phone [ E-mail ? Made the page substantially smaller by carrying

over only the most mobile-relevant contact info.

Membership Inquiries
| Phone || Emal |

Standards Inquiries (XML, EDI)
[ Phone ][ E-mail ]

Forms Inquiries
| Phone || Emal |

Communications Inquiries
[ Phone ][ E-mail ]

Montreal
Phone ][ E-mail
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THE CISOnet STATUS PAGES

Grant Patten,

CSIO

Moving Insurance Information Forward

CSIOnet Status

No issues as of: 0
[JavaScript ticker code]

CS|0net is currently functioning normally. No
issues have been reported.

Cslo L Ip Desk
Phone [ E-mail

CSIO

Moving Insurance Information Forward

CSIOnet Status

Issues identified as of:
[JavaScript ticker code]

[Brief description of issue.] Lorem ipsum dolor sit
amet, consectetur adipisicing elit, sed do
eiusmeod tempor incididunt ut labore et dolore
magna aliqua.

If an outage has already been reported, you do
not need to contact the CSI0 Help Desk. We are
actively working on resolving the issue.
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Rather than requiring mobile users to click into
the separate Contact Us or Contact CSIOnet
Support pages, like on the desktop site, the
process can be simplified by putting easily-
clickable contact buttons onto the CSIOnet
Status mobile page.

This content has been taken from the Contact
CSIOnet Support page, a separate page on the
CS5I0 MemberClicks desktop site. But there is
content on that page that will be completely
irrelevant to a mobile user, e.g. fax number.
Therefore, the page is not carried over to mobile
but its most relevant content is extracted.
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CISOnet STATUS PAGES USER FLOW

Showing how the user flow for a CISOnet-related scenario on the desktop site has been improved for the
mobile site. The user only accesses two pages on the mobile site to accomplish the goal of reporting a CISOnet
issue, while they normally access three or four on the desktop site.

CS10net Network Status - Desktop Site User Flow for user experiencing CS510net issue

Desktop Nali/ss
Hinoa CSI0net MNetwork Status or issues
9 identifi :
No issues
lssues
identified
Exit website ‘ Contact Us
Call CSIO Help
Desk
CS10net Network Status - Mobile Site User Flow for user experiencing CS10net issue
Mobile L Call CSIO Help
PR CSI0net Status Mo issues Desk

lssues
identified

Exit website
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THE UPCOMING EVENTS PAGE

CSIO

Moving Insurance Information Forward

Upcoming Events

November 27, 2012 & Get rid of "Sign up!" language from desktop

National Standards Working homepage, as it's inessential text. Make links slightly
Group - XML larger, so easier to click on mobile (eliminating

potential "fat fingers" problem.)
December 5, 2012

eDocs Special Working

Group

January 8, 2013
Forms Working Group -
Commercial Umbrella
Application

View all event@

CSIO

Moving Insurance Information Forward

National Standards Working
Group - XML

Purpose of working group: to continue to
improve upon the CSIO XML standards in a

Made content more concise, slightly larger text than
desktop site. Used bolding to call attention to

collaborative manner. pertinent areas.
; Date:.Tues.day, DONSEINE 1, 2012 Corresponding desktop site screenshot, for reference: (www.csio.com)
* Time: 1 -3 PM EST Y Bincpae | ot 1 i
C S I D Moving Insurance information Forward - r—
Register here: CSIO Working Group T S — o —
Regjstration page " G
WS Yems vents lendar
This working group will be facilitated by B ey Thase werking Groups s for CSI0 members ory. Plezse meglser for the waeking groue(a) hat you would ke fo etend
Eddy Chung, Forms Analyst. B  View Pasttvens
Projected date for release of new 2o e

Fams Working Group - Commarcial General Liabllity Application

standards: April 12, 2013

The purpase of ihis working group is i parkem a complrie mview of al Gosaral L based on e
TeQuiremants dauiiel

T rogisans fof i wofking Qreup, pease go D fe C 50 Working Group Regisintion page.

= Date; Tuesday. Fabruary 5, 2013
» Tha: =3 FH EST

Tri wedeiang grodid will Bi feslisiid by ESdy Chisg, Farma ARdlys1 Fissl Fish 12 GOAGSEL AR wilh Gfy GUSSEORE O SOMMGNT il fonsd (e lb.onm

Ths projected dits far whan Bis form iRoukd B9 sady 67 ielaie 1§ A 12, 2013 O B Faarribr of

Fromme Working Group - Commarcial insurance Application Farm

T [(rposa of s wivking group i 1 Bercam 3 COmME Mevies 0f 110 Naw COMMENSal ILSsrance ACpicaton FOrm and [mesent UpSaiss bassd on fe
TOQATOMGN Oddurkibd

To regrster for this working group, pieass go 0 the C5I0 Working Group Regisiration page.
= Date: Tusday, Mavch § 2013
+ Tima: 1 = 3 PMEST

Tria wering group will b fecitned sy Eddy Chung, Forms Ansiyst Fesl frise 1 conact Sim with any quessons of comman o forma@ealo.com
T pros b s for whan 1 Form Snoud e Feady for reksase | May 10, 2013 iepe o T PRI of 1L

National Standards Working Group - XML snd ALD [EDV)
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THE MAINTENANCE REQUESTS PAGE

“Limit input to essential fields. Or, as Luke Wroblewski says in his book Mobile First, 'When it comes to
mobile forms, be brutally efficient and trim, trim, trim.'” - mobile.smashingmagazine.com/

For reference, existing CISO XML maintenance request form:
http:/ www.CISO.com/en/xmlstand/mr.html

XML Maintenance Request

* Required Flolds
SUBMITTER
“Roperied by:
*Reporting Company:
“Email:
*Phone Number:
"Report Data:

e (o)
csio ned): Select one :

STANDARDS DATA
“Standand Version No:

*Standard Section Moz Selectone 4]
“Raquested Change Type: Seiecone 1)
*Area Affocted by Chmg.coiil;( — .

Parent Tag: 1
Select ont ®
“Ling of Girer:_
ElementiChild Tag Name:
XPath (i existing):

Codulist:
Cade:|
Implementation Rule No.:

“Ploase add your business use case:

The existing CISO maintenance request forms for XML and EDI need to be simplified greatly for the
mobile context. ['ve decided to combine both forms into one and eliminate many fields. I cleaned up the XML
maintenance request form for mobile devices by making various alterations to the desktop site version, including:

* “reported by” and “reporting company” can most likely be inferred from an individual's e-mail address, so
they aren't completely necessary

* “phone number” is usually included in an individual's email signature. If a call is necessary, CISO can
obtain that information later. Only one point of contact (email) is truly necessary for the first interaction

* “report date” totally unnecessary as that will be automatically logged upon submission of MR

e ‘“‘yersion number” clearer label than “XMR No.”

* most fields under “Standards Data” are too technical for the average user to understand; e.g., standards
section no., element/child tag name, XPath, codelist. More importantly, these fields are unnecessary in
accomplishing the user's goals. They just want to register that they have an MR. There will be further
discussion about the MR in future emails, phone conversations and working groups. The more detailed
information about the MR (e.g., XPath) can come out via these routes, if necessary. But these fields aren't
necessary in the initial submission of the form
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C S I 0 Desktop website MR form greatly simplified for

the mobile context. Many unnecessary fields
Moving Insurance Information Forward deleted. Labels made clearer, e.g. " XMR No.'
Maintenance Requests [MRS] - becomes '"Version #'. Font size increased, radio
This is an... buttons added for easy selection.
OXML MR @ OEDI MR ©

Reporter's email: enter email...

Version #:
Requested change type:

Description of MR.:

enter description...

Submit MR =

CONCLUSION

Again, these wireframes represent only preliminary ideas for a CISO mobile website. But the general
concepts relating to mobile IA presented here should still remain in any future iterations of a CISO mobile
website; e.g., building vertical navigation, eliminating inessential descriptive information, writing more specific
labels, shortening forms, enlarging buttons, limiting graphics. As work-related mobile phone usage increases
among CISO members, they will likely find that they could benefit from a CISO mobile website that quickly
presents to them key information they're interested in while they're “on the go” and away from their
desktops/laptops. Of course, the Contact Us and Directions pages in the mobile design address the classic
mobile use case in which the user is on their way to an office but forgot to write down the necessary
address/contact details. Less obviously, it's very plausible that a CISO member might want to check Upcoming
Events on their mobile. These events are usually CISO standards or forms working groups hosted through
GoToMeeting. A member who isn't at their desktop might want to attend one of these working groups via their
mobile device instead. By focusing on how desktop and mobile user needs can differ, these wireframes offer a
plausible starting point for designing a CISO mobile website.
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