Examples of work
Bill Skeet

My UX leadership includes experience establishing:

1) Operating practices for design in collaboration with Dev and PM,
2) Research rigor (benchmarking, applying appropriate methods, etc),
3) Analytics tagging systems,

4) Success goals and metrics with scorecards for tracking progress,
5) Career ladders for UX research, UX design and Front-end dev.

The following examples of design work were performed by my team and
executed by cross-functional teams at Cisco from 2011-2017



Overall results

Cisco’s support site stats 2011-17

10 million visits/month 4.5 million unique visitors/mo.
Visits growth: 66% in 6 years $700 million/year savings

66% T Support website visits
37% 1 cisco.com visits
30% 1 Services revenue



http://cisco.com

Product Page

Unified myriad fragmented
sources of content by
creating a set of structured
information to describe
each content type and
element.

Dynamic updates
based on use and

Launched in 2014 )
user profile

Organically grew from zero to more than 5
million unique visitors/year by 2017

“Having it all on one page, especially software URLs, makes all the difference.”

- Customer survey verbatim



Created template for TechZone (6000

pages) and EoT support content
(Migrated 40,000 pages to template)

Support
articles

Authored by
technical support
engineers these can
be lengthy.
Instrumented to give
feedback for
improvement.

Organized with customer in mind:

Easy to browse document date and
contents and print or download

Provided
associations with
a book based on
usage...

... and based
on product
knowledge



Book view:
Chapter info
embedded to
support search

Books &
Chapters

Redesigned technical
documentation e and basec
“books” to be more e
user-friendly,
responsive and
searchable.

Chapter view:
Expanding table of
contents for easy
navigation



Support and Documentatio

Option 1: Select a Product Name

Cisco Support
Community

Worldwide - Enghish 18

.
Submit a
1+ | TS Newsletter
Reader Tip
today

Next Generation Support

Cisco Notification Service

.
cisco

Support and Downloads

Product Support

[ Downloads

[ Enter product name, 6.g. 6500 awitch o IP Routing

][ Contact / Support Cases ]

Troubleshooting. configuration,
i ion. and technical

Browse Products

Networking
Routers
Switches

Wirsless

work Management and Automation

Physical Security & Building Systeme

Interfaces and Modules

Storage Networking

Tools

Bug Toolkit

Output Interpretar

Ciaco Notfication Servics
Device Commands

Error Message Decoder
Software Al

All Tools

Support and Documentation

oubles hoo
Ingtall and Upg

Phones & Video Gonferencing
Collaboration

Telepresence (Video Conferencing)
Video and Content Defivery

Voice and Unified Communications

Software
Ciaco 10S and NX-OS Software
Unified Computing

Universal Gateways & Access Servers

Find bugs based on product and version
Troubleshoot using collected show command output
Emaid alerts for SW updates, security notes, & more
Supported commands with detailed descriptions
Explanations for conaole error message strings
Compare versions of software by product

Output Ir

Services & Solutions
Application Networking Servicee

Service Exchange
Home Products
0
Fiip Video

Linksye | Valet

umi telepresence

Community and Forums
Community Forume
Ask the Experts

Blogs

Security Advisories
Security Advisories

id Notices
Gisco Security Center

Receive RSS Feeds

Communites

Support home page

Evolutionary change starting with
cleanup work and eventually re-
platfomed (responsive) redesigned
matching corporate style

LogIn

Leam more about benefits and
access levels

Support Location - Language

Worldwide - E: h v

Support Announcements

Proin eu arcu turpis, vitae blandit
Fuace risus sem

Dec 12, 2010

Vel tempor sit amet, sodales non

quam.

Dec®, 2010

+ Mauris posuere euismod slit,
sed convallis tortor.

- Curabitur placerat risus sit
amet nibh venenatis

- on aliquam quam ultricies
quisque auctor lacus.

Learn more
About Cisco

Human Network
Career Opportunties
Conacts

Contact G

Find g Partner




First design of support
megamenu (circa 2013)

Support
‘megamenu’

Shortcut menu from [
main navigation for =
support was
organized and
simplified and
resulted in higher
task success.

Refined version
from continuous
improvement
(circa 2015)

Latest News

Products & Services Support

Product Support

Troubleshooting, configuration, installation, and
technical documentation

Select a Product v

Product Categories

Routers Networking Software
(10S & NX-0S)

Switches Unified
Communications

Wireless Security
(VPN, Firewalls)

Collaboration Servers — Unified
Endpoints (Phones) Computing

All Products
Support Community Forums
Small Business Support

Bug Search Tool

Cisco Notification Service

How to Buy

" Open New TAC

Contracts

Worldwide [change]

Training & Events Partners

Downloads

VPN Client drivers, firmware, NOS, and
application software

Enter Product Number 941) m

Popular Downloads

AnyConnect Secure Mobility Client v4.x
CiscoWorks CiscoView 6.1

Prime LAN Management Solution 4.2
Network Assistant Version 6.0

IP Communicator

All Downloads

Manage Software and Licenses
Register and age Licenses

Order Application Software Upgrades

All Software Management

Follow Us

Welcome, Red Pill | Account | Log Out My Cisco

Contacts/Support Cases
Open or View TAC Support Cases

Ordering and Contract Management

Returns Portal

Warranty Information

Small Business
Support Center Contacts

Community

€2 Call or Email Technical Support

All Support



Findability &
Search

« Search is a strategy for
finding answers, not a task.

» Search is about answers
not results.

« Search actions focused on:
relevancy, performance,
browseabilty




Hid filters which were
rarely used

Knowledge

graph for products
and other popular
searches

Search

Performance s o Redesigned results to

Load time: 7.3 sec -> 4.0 (rewrite of front- W Correcse S or ASA SECO I ASA 55005 improve browseability
. " e s ' (whitespace, color, doc
end code, cacheing) ._ . type, etc)

- ZSR: 10.6% -> 1.8%
- Consolidate search tools (ingest content
and deprecate tool)

Browseability

- Resdesign for aesthetics, reduce clutter

- Reduce facets/filters (3 filters were getting
80% of filter use),

- Document type indicators (PDF, PPT, word,
excel...)

- Happy Box vs recommended content

- Responsive (mobile)



Search results
and Product
Information
boxes

Search results layout
optimized for
browsing; Product | == ‘ )
information boxes on Lo oom S et
selected products - ' '
facilitate navigation
from search  pwwm—m—

layout for browsing.

Spacing, font selection,
color, etc.



Search
Relevancy

Best results do not show up on top
- Continuous tuning
- Suggestions/Synonyms (you could also try...)
- Spelicheck (did you mean...)
- PID, serial numbers
- Infuse crowd wisdom into rules engine
- Use user history and profile (where are they on the
site, what products do they own)

Too many results, almost identical looking results

- Expand/Collapse results
- Blended results (communities, forums)

Cannot search within a concept
- Search in Books & Chapters

y config guide

Cisco Downloads Communities

1-10077TZ2 esu s ¥ 080 6616 oonig gulde =oced By:| Rel

Operations CLI Configuration Guide,

. Nok  E3ch

es O the...
nghardus

. 0 configuration guide
Wasarcximapiasa_rew = -

Bz | 2SwpportCommus iy Cisco Downloads Communities

_ |1 - 10 of 7,819 results for ASASS500 configuration guide

Referencen: 27 TAC

mpare Mo
Sales Re
Build & Price

Configuration Guide using th
n [ Cisco ASA 550
ide =l g e | g4 a

asab5505 ERROR: This command can only be configured on ...
https://supportforums.cisco.com/.../asa5505-error-command-can-only-be... v
Feb 1, 2011 - asa5505 ERROR: This command can only be configured on VLAN ...

Encryption hardware device : Cisco ASA-5505 on-board accelerator ...

ASA5505, AIP-SSC5, Java 7.x | Intrusion Prevention Systems/IDS ...
ASA5505 booting into rommon. | LAN, Switching and Routing ...

Jul 11, 2012
Jul 3, 2012

Cisco ASA 5500 Series Configuration Guide using the CLI, 8.4 and 8.6

< >

Chapter: Configuring the Transparent or Routed Firewa

Information About the Firewall Mode

Information About Routed Firewall Mode

ers Also Viewed




