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Executive Summary <Cbmcsofiware

Education Revamp

> To improve navigation and comprehension, reduce calls, update look & feel
What we accomplished

Ease of use with header sub-site navigation on all pages, including View Central
Customer Service link and dynamic contact information on all pages

Login bar and/or My Account links (when logged in)

Course search form on every page

Many options for browsing for courses and course sequences explained on Main.
Upfront links for FAQs and Terms & Conditions (also added to every page)

Room for improvement (business to-do list)

» Add videos to the LMS and to learning paths

> Add delivery type to title of all courses (i.e. WBT, ILT, ODL)

» Add testimonials (rotate them) on the Main page, link to a full list?

> Add Next Steps section to Course Detail pages with next courses in the Learning Path

vyvyvYyYvVvYyYYyvyy
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Design Evolution <bmesoftware

Where we’ve arrived

The roadmap to change

Education and Certification
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Design Highlights — Education Main
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Highlights
Sub-navigation in the header for integration
with LMS pages.
Ubiquitous course search and login in the
header - the 2 most prevalent user tasks. When
logged in, shows My Account links.
Contact links on every page (top right).
Full page-width rotating banner.

Info box design for content focus and
prioritization. Aids mobile usability.

Adds testimonials

Need help? box and links with clear call to
action. Brings forward T & C and FAQs links

Video carousel from the Main page and adds a
cool multimedia factor



Design Highlights — Progressive Reveal <bmesoftware
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Design Highlights — Training Paths

<bmesoftware

Find training paths by role

Training Paths

BMC Education Sewvices offers leaming paths forkey mies across industees and
in a sequence that will help you mach the highest level of poficency.

Leaming paths may be offesd on the

Filter the list

| By Role

Filter the list

E View Al

[0 Administrators (16)
D Developens (8)

O Managers 4)
0O Operatos i3)
0O wvses @

View All
Administrators (16)
Developers (8)
Managers (4)
Operators (3)

Users (4)

Certified Administrator

BMC At

AC Ble
BMC Ble
BMC Ck
BMC Ce
BMC I
BMC Pe
BMC Pe
BMC P
BMCIT
BMC Analytics and Deshboards
BMC Remedy AR System
BMC Remedy Asset Management
BMC Remedy Changs Management
BMC Remedy Knowledge Management
BMC Remedy IT Service Management (ITSM)
BMC Remedy OnDemand
BMC Remedy Sewvice Desk
BMC Sewice Desk Expmss
BMC Sewice Level Managament
BMC Sewice Request Management
ITIL® (IT Infmstuctuse Lbmey)

OO00000g]

Find training paths by IT Sector

Training Paths

(BSM Blueprint)

Call us email us

BMC Education Sewvices offers leaming paths for key mles acoss industies and oganizations. Each tmining path includes tmining
in a sequence that will help you mach the highest level of poficency.

Trining paths may be offered on these products and topics, depending on your country:

By Role

By IT Sector

Showtmining paths by IT sector by cidding on a functional ama or on the BSM Bluepent diagmm.

Request & Suppo

Business Services by IT Sector

* BMC Ateum CMC

* BMC Ciloud Ufecydle Managem:
* BMC Remedy AR Syste
* BMC Remedy Assset Managem

* BMC Remedy OnDeman

* BMC Remedy Sewice Des

* BMC Sewvice Desk Expes

* BMC Sewvice Level Manageme

* BMC Sewice Request Managems
* BMC Identity Manageme

* ITIL (IT Infmstuctuse Ubm:

* BMC Atsum Dscovery and Dependency Maoc

* BMC Remedy Change Managem:

MNONITOR &
OPERATE

PROVISION & CONFIGURE

MONITCR & OPERATE

Pedomance Manageme

PLAN & GOVERMN

INTEGRATE & ORCHESTRAT!
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Education Site Map — Previous Design <bmesoftware

@48 20 other
location pages in
pages education root folderl

technical-
certification-
programs

bsm-
training-
overview

tutorial- discount- customer-
videos programs service

leamning- certification-
paths programs

31 pages 16 pages 1 page 5 pages 1 page 3 pages
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Education Site Map — New Design
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Search

*

Adv search

?

delivery
options

My Account

education man

My Courses

[what's naw,
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course List

by region

IT sector
(BSM
bluepring

couss
details |

steps) |

search
results list

couse l
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_

—ree—"

Register

A4

Coursa

certifications
[includes
technical]

training
paths
(list)

training
paths
(blueprint)

(training
paths
detail)

certification
detail

Course detall
(progressive
revesal
adds Next steps)

Register Register for

customer
service
contact

FAQ

Terms and
Conditions

*

schedule

course

bsm-
training-
oveniew

discount-
programs

All pages
on the site

T

No Chango

tutonal-
videos

lorem |spum



Sub-navigation in Header <bmcsoftware

> Stream-lined, sub-navigation. Frees-up page real estate.

ceriificationsa training discount- customer ebarch
‘ plans programs senice
education training search
main page W(A-le! disccat: Contact results
‘ g rograms Info —
| certifications (R e
| [includes training
techrcal) plans FAQ
(IT Sector
Blueprnnt)
—————— Terms &
course by Conditions
region —
interactive
map
T —

Changes

Replaces Catalog with Courses
adds Customer Service

- Replaces Contact an Advisor with
Customer Service

i - Merges technical certification into
Certifications

- Removes Partner Registration
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Login and Courses Search in Header <bmesoftware

> Two most frequent user tasks are always accessible

Welcome! ! Logn [EeateAccoum Find a Course [ Search for Courses

BMC Remedy AR System 7.5: Developer - Part 1 (WBT)
BMC Remedy AR System 7.5: Developer - Part 2

BMC Remedy AR System 7.5: Developer Certification
BMC Remedy AR System 7.5: Foundation - Part 1
(WBT)

BMC Remedy AR System 7.5: Foundation - Part 2

} BMC Remedy AR System 7.5: What's New (ILT)

BMC Remedy AR System 7.5: What's New (ODL)

search
results
Members bar (logged in state)
Welcome! [Username] (log.out) My Account | My Courses | Cart Find a Course | Search for Courses ’E
view central :
Active vn?rw pgntral view central
registrations sk checkout

history tab

tab
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Persona Scenarios — Harry, Manager <Cbmesoftware

45 yrs old
Manager

IT Infrastructure
Swift Bank

Industry:
Finance

Platforms/App:
CA products
SAP
PeopleSoft
Oracle

P Pain points:
Managing the training needs of a diverse team — with a tight budget.

His team needs different levels of training: administrative training for him, certifications for two
staff, and the others who need end user training to create and run reports.

+ Itisn’t always clear how to find help when his situation changes (i.e. cancelation and reschedules).
He’d like to avoid voice mail queues and waiting for email takes too long.

P Goal — get my staff up and running on new software:
Quickly train his six direct reports on new ITSM software recently installed at his company.
Decide on, find, purchase, and track his staff’s training can be time consuming and confusing.

Get answers from BMC about training logistics and policies without needing to call.

P Keep in mind that Harry is:
= Is looking for options (e.g. schedules, training platforms, levels of training, discounts)
= Mental keywords: learn, manage, implement, find, schedule, track, purchase , discounts.
= Trying to get multiple staff trained at different levels, (coincides with BMC Solutions
Adoption Framework):
— Awareness & alignment; Project team enablement; End-user enablement; and
Measurement & validation
= Must see (calls-to-action):
— Findability: easy to search and browse course lists, intuitive categorizations by IT area,
and clear learning paths
— Support: easy access to training policies and customer support.
— Awareness: what’s new, what’s changed?

Ref: BMC Base personas .
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Persona Scenarios — Harry, Manager <Cbmesoftware

P Pain points:
Told | need to take a training course. | was given the URL to the training site, but can’t find it.
Which one of these browse/search modes am | supposed to use?

| clicked a few links and now | can’t remember where | should go to login to the training?

P Goal — get trained as efficiently as possible

35yrs old
|l Technical Staff

§ Swift Bank * Advance my career by developing expert skills on my company’s IT systems.

Find, register for, track and complete personal software training

Industry: . Trainipg options anq flexibility: | learn better at my own tempo and by seeing than when mostly
Finance listening and at an instructor’s pace.

Platforms: « Keep in mind that Fred is:
Windows  Interested in improving his skills with an eye to his career future.
Linux = Mental keywords: learn, grow, training, find, course, schedule, register.
Mainframe = Trying to progress from a beginning to an expert user using:
— Learning paths, certifications, meeting Harry’s expectations.
= Must see: (calls-to-action)

Applications:

gz(;ple 2k — Findability: easy to search and browse course lists, intuitive categorizations by IT area,

and clear learning paths
— Support: easy access to training policies and customer support.

— Awareness: a clear (learning) path forward for courses with pre-requisites and next
steps.

Ref: BMC Base personas
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Metrics Analysis — ClickMaps for Main page <hbmesoftware

> High click traffic from the Main page’s left sidebar

BSM Training Overview

Learning Paths

Customer Certification Programs
Technical Certification Programs
Partrier Registration

Tutorial Videos

Discount Programs

Contact an Education Advisor
Search for Courses by City

Course Catalog

Home Solutions & ¢

W Clicks: 2,555 x|

I | (14/89) =

RANK

> Summary:

- Just Released: few clicks
indicate that this use of
valuable home page real
estate could be made better
use of.

Clicks: 5,219 %

e | (2/29) _| ] L

RANK

Clicks: 699 X

— | (26/89) _

RANK

Clicks: 1,003 X

— | (19/89) _

RANK

SIS PNCE
I ACCBIer A
=19

Clicks: 4,207 X

v s | |(10/89)? 3 sol

RANK

st Releac

2,555 clicks — BSM Training overview
11,933 clicks — Learning paths

5,219 clicks — Customer Certification
223 clicks — Technical Certification

699 clicks — Partner Registration

9983 clicks — Tutorial Videos

1,093 clicks — Discount Programs

796 clicks — Contact an advisor

4307 clicks — Search for Courses by City
5673 clicks — Course catalog

- The many links in the right
sidebar box elements may
confuse the user. The left
sidebar is used as much as
100 times more.

- Customer ser_vice feature is
unclear, undefined
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Metrics Analysis — ClickMaps for Main page

<bmesoftware

> Low click traffic from the Main page’s rightsidebar

Find a class -Box element
attracts clicks mainly on the
first link (80 clicks)

Just Released [. Clicks: 33 X

RANK

— (21/60) _

MiClicks: 45
x

B Clicks: 2 X ]

g- I (Ao L0

M Clicks: 35 X
»

Find a Class EClicks: 80

B Clicks: 4
x®
E- | (a0/60) -

B Clicks: 13 X
R x
g— | (32/60) -

(36/60)

=
T

z
©
&

(20/60) _

W Clicks:

1

1 X
|(s0/60) _

jular Links

Clicks: 17 X

* BMC Atrium CMDB 7.6.04: Administering - Part 3 (ILO/L1

*First few links have more
clicks (33 &45 clicks)

*BMC remedy and BMC
Bladelogic have maximum
clicks.

+Clicks reduce drastically for
the last few links at the
bottom, which is to be
expected

Popular links box
does not attract
many clicks.

There have been
negligible clicks on the
At your service box

element (01 click)

— [(31/60) _

CKS

(44/60) _

W Clicks: 3 X
x
é- | (41/60) %

® Customer Service

At Your Service

B Clicks: 1 X
x
£ | (55/60) =

Favm|

for help with registration, to
schedule on-site training or to

> Summary:

- Just Released: few clicks
indicate that this use of
valuable home page real
estate could be made better
use of.

- The many links in the right
sidebar box elements may
confuse the user. The left
sidebar is used as much as
100 times more.

- Customer ser_vice feature is
unclear, undefined
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Metrics Analysis — Omniture Data
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> Entry and Exit points for the Main page

Entered Site
47,053 poth views (24 28%)

Education Main
2 B0 path views (147%)
BMC Support Central
497 path views (0.26%)
Solutions Main

L.] 408 path views (021%)

—1 other
0‘ | 353 path views (4 33%)

www_bme com
t_]ﬂln path views (30 55%)

Entered Site
37,226 path views (1927%)

Partners Main

1 113 path views (2 14%)
niered Site

Q 940 path views (1. 52%)
bww bme com

1 957 path views (1.13%)
fucation Main

L] 60 path views (0.3%)
i other

i $363 poth views (2 %)

% bme com
n_] " A03 path view (067%)

Jducation Main

LJ |.054 path view (0.55%)

MC Supgport Central

L) 366 path views (0.14%)

niered Site

_A: path views (0.14%)
T _Alother

2,755 path views (1.42%)

. BMC Support Central
LJ 15498 path views (8%)

Connect with BMC
I.J 5,650 poth views (2 %)

All other

¢ 76,002 path views (3827%)

The Selected Page participated in

From Education main, next popular
page is Learning paths, followed by
Connect (Partner Registration links

there.

And finally BMC Support Central -
thinking it is support or for

knowledge base?

Education Main
193, 706 path views (100%)

i fotal site path views

Sele. 3, 193,706
Entire 7

Education Main
193,708 path views (100%)

The Selected Page participated in
3.0% of total site path views
Selected Page: 193, 708
Entire Sile 6553237

Visitors enter directly (Company
provided? Search?), and from the
BMC home page, BMC Support

Central, and Connect.

Users seem to be navigating back
and forth between three main

pages)

) 15,822 path views (8.17%)

L] 72,383 path views (6.39%)

Exited Site
68,040 path views (35.13%)

Education Learning Paths - Main
19,465 path views (1005%)

Education Learning Paths - BMC
2,854 path views (1 48%)
Education Learning Paths - BMC
2,192 path views (1.13%)
Education Learning Paths - BMC
1,451 path view (0.75%)
Education Learning Paths - BMC
1,351 path view (0 7%)

All other

11,607 path views (5.99%)

Exited Site
‘ 7,643 path views (395%)

| Www bmec com
J 1,812 path view (0 94%)

Connact with BMC

Education Main
1,054 path view (0.55%)

communities bmc com communit

| R27 path views (0.%)
All other
e’ 4,676 path views (2.41%)

Wobsite Support Survey
LJ 1,944 path view (1%)

BMC Supportad Product Docume
1,448 path view (0.75%)

BMC Support Central

Partners Main
1.210 path view (0.62%)
Exited Site

O 1,05 path view (054%)

Al other
I 6.726 path views (347%)

All other
77,995 path views (4027%)
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User Testing on Current Site <bmesoftware

> We conducted a user test with usertesting.com on March 8-9 to understand how
users interact with BMC Education pages.

> We asked 5 participants (self-identified as: advanced web users working in IT)
to answer some questions and then to complete specific tasks on at BMC and
competitor websites.

> Key Findings:
»> Most used functionality for locating a course was the Master Course list.

» When looking for course support (how to cancel) users were generally
unsuccessful, the two who succeeded did so after much trial and error.

» As expected, participants had an exceptionally hard time trying to locate T&C
and FAQs.

» Participants did not relate Learning Paths to finding advanced courses when
given a base course to start from.
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User Testing on New Design <Cbmcsofiware

> We conducted a user test with usertesting.com on April 25-27 to understand
how users interact with BMC Education pages.

> We asked 5 participants (self-identified as: advanced web users working in IT)
to answer some questions and then to complete specific tasks on at BMC and
competitor websites.

> Key Findings:
»> Users were able to complete tasks in a short amount of time and with few clicks.

> User easily browsed for a given course using the Courses tab in the header sub-
navigation, and the Course List link in the Find a Course box on the Main page.

» The Customer Support tab was universally noticed and used to find course
support information within one or two clicks.

» Participants related well to Training Paths when asked to find other courses that
would build on the base course they were assigned.
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User Testing — Validation of New Design <Cbmesoftware

The user test on the prototype validated that business goals and user issues
(identified when testing the current site) were addressed in the redesign, including:

P> Sub-navigation menu in the header to remove confusing duplicate menu items
and links (i.e. Course Catalogue, Catalogue, Master Course List)

P Redesign of the home page to highlight priority links (i.e., Terms and Conditions,
| FAQs, Contact information)

P Re-architecting of the home page to prioritize and call attention to site features
(i.e., different ways to find courses, value proposition for training paths,
highlighting video tutorials)

P Introducing progressive reveal for the Course List replacing what is now a
problematic PDF pop up.

P> A clear call to Register on every instance of the course description.

P Note: no registered customers tested these pages. Metrics analysis indicates logging in to the
LMS is by far the most used feature. Global Login/My Account has been added to all pages.
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Competitive Analysis <bmesoftware

P Goal: We conducted the competitive analysis to compare training site features and
functionality to determine best in class for redesign of BMC’s Education portal

P We evaluated:
- HP
- CA
- |BM
- EMC

> Key findings:
- The BMC education site compare’s well to competitors sites.

- The site is full featured but the home page needs to bring forward the most
important functionality.

- The education site and the LMS site (view-central) need to be better integrated.

- Using the metadata available as facets, ease of browsing and search for courses
can be improved.
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Competitive Analysis: Comparisons

Vendor

BMC

HP

CA

IBM

EMC

* Poor results, trade-off is that ALL site searches return Education results, labeled as such.

Link in top
navigation

4

X

4

with sub-
section links

X

had to use
search

4

with mega menu

Browsing

4

A-Z: can't filter!

4

too many
links

4

find by category

X

main page *

4

select country, first
by several attributes

4

mega menu
poorly by categories

*

. Policies Ease of
Search Learning .
type) Paths access ordering
(typ (graded) (graded)
keyword
Faceted ‘/ ‘/ ‘/
C — hidden in B — schedule

Hidden in sidebar. Links
mislabeled. Multiple facets use
“OR” > no results

4 4 X X

unified search* F-notfound  separate form

Ask an Advisor

next steps!

keyword ‘/ ‘/ X

faceted B - main Ed page D - bizarre PDF
multiple facets use “OR” > no > Policies path
results
keyword X
faceted X ‘/
F - not found C - schedule

Box in top nav

keyword ‘/ X ‘/

faceted
F - not found A- direct link in

. . sidebar
hidden in sidebar detail

**Dropdown menus, new windows, then 4 clicks to detail!

<bmesoftware

Aesthetics
(graded)

B - bmc.com
C - iviewcentral

A - main
F - details pages

C

clean, boring

C
moldy, cluttered

C

cluttered, boring
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User Experience Deliverables Model <bmesoftware

Stories

" Personas

Proverbs

[:]-DCI-’D

1 E . Process Flows
| D =

24
Wireframes .- -

B
| &

Storyboards

Design Patterns  Style Guides

')

User EXpenence Treasure Map

by Jeffery Callender and Peter Morville

-« @EE[j 2

Scenarios
Content Inventories Analytics
System Maps Concept Maps PR R | User Surveys
o S .
Y .
Prototypes W\ =
Concept Designs Narrative Reports

@
Gt e
M MINE Lap e Presentations
Cg

Specifications Blans

UX Treasure Map by
Jeffery Callender and

_ . g - Peter Morville

Ref: BMC user experience deliverables
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