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After Scene Future Scene

The spare bedroom (office) of Jenny’s two bedroom townhome in suburban Indianapolis.

Before Scene

The spare bedroom (office) of Jenny’s two bedroom townhome in suburban Indianapolis. The spare bedroom (office) of Jenny’s two bedroom townhome in suburban Indianapolis.

Jenny comes home from a weekend away and wants to see if there have been any important phone calls or messages that she missed. She
looks at her Comcast Message Center Dashboard she quickly sees that she has five new voicemails. Through the Comcast Message Center’s
dashboard, she is able to see that the third voicemail is from her mother and plays the message instantly. The Comcast Message Center’s
presence indicator, Jenny can see that her mother may not be home, but has her cell phone with her. Jenny calls her mother back on her

Jenny comes home from a weekend away and wants to see if there have been any important phone calls or messages that she missed. She
looks at her Comcast Message Center Dashboard she quickly sees that she has five new voicemails. Through the Comcast Message Center’s
dashboard, she is able to see that the third voicemail is from her mother and plays the message instantly.

Jenny comes home from a weekend away and wants to see if there have been any important phone calls or messages that she missed. She
sees the voicemail indicator on her phone and begins the lengthy process of calling and listening to her voicemail.

Checking voicemail is tedious and
time consuming. I want a system
that is quick, convenient, and easy
Jor once.

Sub Tasks

Scenario

Considerations/Influencers

Pain-Points

Functionality

Jenny returns home from a
weekend away.

Jenny returns home from a weekend
away. She walks in the door, puts down
her bags and takes a look around.
Everything appears to be right where she
left it.

Can I be notified that I missed calls while
I was away? Is it quick? Is it easy? Do I
need any special equipment? How much
does it cost?

Checking for missed calls and voicemail
is laborious and inconvenient.

Glossary
Ratings (@)

Jenny checks to see if anyone
called while she was away.

Jenny walks into the office to check the
caller id light on her phone to see if
anyone called while she was away.

Can I be notified quickly that someone
important called while I was away?

I have to go to my office to see if anyone
called. Checking from the road is even
more laborious and inconvenient.

C 2.1 View call history status.

(1) The customer can view the status of
whether or not (s)he has any new
missed calls.

C 2.2 View new missed calls history.
(1) The customer can view the call
history for new missed calls.

C 2.3 View full missed call history.

(2) The customer can view the entire
call history, including new and past
missed calls.

C 2.4 View full incoming call history.

(3) The customer can view the entire
incoming call history, including all
missed, answered, and forwarded
calls.

C 2.5 View similar or duplicate calls.

(4) The customer can view if anyone
placed a duplicate call to more than
one phone.

High - address as soon as possible

(2) Medium - address after priority 1

(3) Low - after priority 2 and if there is time in development cycle

(4) Future - consider for a future version of the product

Jenny checks to see if anyone
left a voicemail message.

Jenny checks the voicemail indicator and
see’s the number six. She knows she had
saved some messages, but doesn’t know
how many.

Can I check quickly to see if I have any
messages waiting?

How many of the messages are new?
Which ones are important? Can I pick a
specific message to listen to? Which
messages need immediate attention?

C 3.1 View voicemail status.

(1) The customer can view the status of
whether or not (s)he has any new
voicemail.

C 3.2View new voicemail list.

(1) The customer can view a list of new
voicemail messages with the name
(number) and date/time of each
voicemail.

C 3.3 View full voicemail history.

(2) The customer can view the entire
voicemail history, including new and
past voicemails.

C 3.4 View similar or duplicate messages.

(4) The customer can view if anyone
who left a duplicate voicemail on
multiple phones, or email for a
similar message.

Jenny listens to her
voicemail.

Jenny sees there are four new voicemail
messages. The second new message is
from her mother. She would like to listen
to it first.

Can I listen to a specific message? Can I
listen to the message quickly? Can I save
or delete the message before it is
completed playing?

Listening to voicemail is time inconve-
nient and time consuming. Why can’t I
listen to a specific message without
listening to the ones before it? Do I have
time to listen to the messages now?

C 4.1 Access the voicemail system.
(1) The customer accesses the voicemail
system to listen to new messages.

C4.2 Select a voicemail for playback.

(1) The customer reviews the list of
messages and related info and
selects a message to play.

C 4.3 Play message.
(1) Upon selection, the message
automatically begins playback.

C 4.4Message notes.

(4) The customer can place notes
and/or a description next to the
voicemail - useful when returning or
saving the call.

C 4.5 Set message priority and/or

(4) reminder.
The customer can set a priority
level, due date, and/or reminder for
the message. Over time, the system
learns and sets these automatically.

C 4.6Save message.
(1) The message is automatically saved
if the customer doesn’t delete it.

C 4.7 Delete.

(1) The customer deletes the message.
They should be able to perform this
action at any time during the
message playback.

C 4.8Rewind and fast forward.

(2) The customer can rewind and fast
forward through the message during
playback.

C 4.9Forward message.

(4) The customer can forward the
message to another number or email
address.

Jenny checks for missed calls

she needs to return.

Jenny sees that her grandmother called,
but didn’t leave a voicemail; she typically
doesn’t leave messages.

Can I check my missed calls quickly and
conveniently? Can I quickly determine
which calls I need to return that don’t
have voicemails?

Checking for missed calls is inconvenient
and time consuming. Can the system
help me determine which calls need to be
returned?

C 5.1 View new missed call history.
(1) The customer can view the new
missed calls history.

C 5.2 View call priority status.

(4) The customer can view the
priority/importance of a call to help
them determine which calls need to
be returned.

C 5.3 Delete.
(1) The customer can delete missed
calls from the missed call history.

Jenny adds the caller to her
address book.

One of Jenny’s friends called from her
new mobile phone. Jenny wants to add
the number to her address book.

Can I add the new number to my address
book quickly and easily? If an entry

already exists, can I update it easily? Can
I sync the address book with my mobile?

Keeping all my devices in sync is
difficult. How can I keep my mobile
phone and email address books in sync?

C 6.1 Add to address book (update in
(1) address book).
The customer can add (update) a
name and number in the address

book.

C 6.2Sync address book.

(4) The customer can sync the address
book across home phone, mobile
phone, email, etc.

cell phone.

Jenny reviews her list of calls

to return.

Jenny has a list of calls to return. Each
item has the name, number, and a few
brief notes about the call.

Do I have enough time to return all these
calls now? Which calls should I return
first?

How do I know what each call is about?
How will I know that I've returned a call,
or marked it for “call back later?”

C 7.1 Review call back list.

(1) The customer can review a call back
list, ordered by priority, and with
notes for each call.

Compiled Task Analysis 1

Jenny returns her phone
calls.

Jenny reviews the order of calls she
needs to make and returns the phone
calls she can now, saving the others for
later.

Do I have enough time to return these
calls now?

How do I keep track of which calls I've
returned? Do I have to use something
else to return the calls?

C 8.1 Return calls.
(1) The customer can return calls from
within the message center.

C 8.2Mark call as returned.

(2) Once a call has been returned, the
message is automatically marked as
returned.



