L Westar Energy.

CHALLENGE MY ROLE

Over time, Westar Energy’'s website became out of date. The user experience was » Project lead

poor, the site architecture confusing and the content had grown to hundreds of rarely AV I ESSEIREISS

visited pages. Program managers had created several independent websites. Westar » Project roadmap

had been looking inward instead of focusing on their customers. » Information architecture
SOLUTION » UX/UI design

| managed a thorough analysis of the sites from users' and customers’ perspectives » User testing

and a corresponding redesign. This resulted in a wholesale revamp of the sites: » Technical development oversight
architecture, Ul, navigation, visual branding and customer transactional features. » Documentation

JOHN KUEFLE UXCOWEST
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SITUATION

Westar's main website was cluttered
with content as a result of competing
priorities in the company. Everyone had
pet project that was vying for attention.

The site had grown into labyrinth of
hundreds of pages of content — much
of it rarely viewed.

A few departments built their own
stand-alone websites (MyCircuit for
smart meter customers and ElectroGo
for people with electric vehicles).

» The HR and Investor Relations
departments maintained their own
sites using third-party platforms.

» There was a lack of brand consistency.

Customers' needs were being
subordinated the internal priorities,

JOHN KUEFLER ~ UXWEST
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The following forms should be mailed to:

Westar Energy Benefits
818 S Kansas Ave
Topeka, KS 66612

Beneficiary Designation

Retirees wanting to make changes to their primary and/or contingent
beneficiary(ies) with regards to their basic or supplemental life insurance
and/or their Company Owned Life Insurance (COLI) should print, complete
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FAECTS &
QUESTIONS

Electric vehicles are
coming te Kansas, and
Westar Energy Is ready to
heln you electrity yaur
transportation. Whether
you drive 25 miles to work
or 300 miles across tha
state, there is an alectric
vehide to meet your
needs. Hit the road with
thess FAQs and rasourcas
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LOGCATE A
CHARGING
STATION

There's nothing new
required in your garage.
It's as simple as plugging
your vehide In tn charge
In the putlet that Is
already there, Or upgrade
o a fastar chargar that
uses the same amount of
poweer as your washer and
dryer. Not at home?
Locate a charaing station
on the go with our
Interactive map.

FUEL
SAVINGS
COMPARISON

Depending on the electric
vehicle you buy, charging
will cost between $0.03
anc $0.06 per mile. This is
between 1/4 and 1/3 the
cost of gas. To see which
EV Is right for you, crunch
the numbars here.

getting started  rezources  FAQS  charging  savings  news

2 chrarged for the future
TODAY!

At \WWestar, we're already
on the road, driving and
researching EVs. We're
constructing a charging
statlon infrastructure for
our use and yours. Follow
us on our journey, and
sign up o receive up-to-
date news and information
about EVis and our
Electrotia program.
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Bruce Burns Westar Energy, Inc.

Director Investor Relations PO Box 750320

Tel: (785) 575-8227 Topeka, KS 66675-0320

bruce_burns@wr.com Tel: (800) 527-2495
Fax: (785) 575-1796
sharsves@wr.com
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INVESTORS SITE
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APPROACH

» The main site and the two stand-alone
sites were folded into one.

» The HR and Investors sites — which
had to remain on separate platforms —
where reskinned to match.

» Navigation was simplified and content
decluttered to correspond to the key
reasons people used the site:

— to pay bills
— to check on or report outages

— to start or stop electric service

All other content was more or less a
footnote in terms of traffic volume.
Nonetheless, much of that content
needed to be maintained, updated and
better organized so it could be more
easily found when needed.

JOHN KUEFLER ~ UXWEST
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on the go with our
Interactive map.

Human Resources
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COMBINED

RESKINNED

RESKINNED

View / Pay BIill Outage Center Start or stop

Customer login

i ccestar E‘mgy- Contact  Careers  Investors

service Quick links

Reporting an outage? Report an outage or Call 800-5

L. Residential 800-383-1183  Business 800-401-5666

Forgot Username or Password?
Need an anline account? Register

44-4857

Log In

-i\WeStaT Enemy- Taking your future to hear

t.

Our hiring process

/\pp|iCatiOﬂ

Need help?

Welcome. You are not signed in. My Account Options My Job Cart Sign In

My Jobpage

Basic Search | Advanced Search | All Jobs

%‘m’r E Taking energy to heart.
i nergy.

Company profile WA (Common Stock

Westar Energy is the Iarge.xt electric energy provider Fxchange  NYSF (LS Datar)

Sharehelder login

in Kansas. We provide generation, transmission and

T Y . . Fricz 36.38
distribution to approximately 687,000 customers in 2
much of east and east-central Kansas. Westar Energy Chenge (5! - 0.12(033%)
is dedicated to operating the best electric utility in the
Voume 550,236

Midwest and praviding quality service at helow
average prices. g
D el 06 742 pur ET M ae 20

=iue cobuiini e quate

The company is headquartered in Topeka, and

employs about 2,100 people in Kansas. Our energy
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Ul AND CONTENT DESIGN

Every aspect of the user interface and
content was redesigned to declutter,
simplify and focus on what the user is
trying to accomplish.

» The new site is completely responsive,
functioning equally well on phone,
tablet or desktop.

» Third-party components (the bill paying
system, outage maps, customer energy
dashboards, etc.) were integratea
gracefully and reskinned to match the
new visual redesign.

JOHN KUEFLER ~ UXWEST
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Outages and Safety

HECK OUTAG
N YOUR AREA.

Wten the lights go out, call 1-800-LIGHT-KS (544-4857) o repart yaur outage online. 'Westar Energy crews will quickly
pinpoin: your outage location ard work 10 resiore your pawer.

Update your account information - Sy ensusing that your phont numaoer and othar informat o1 on your eccount is current
you make it easer for us to pinpaint your location in a power curage

MPOWER (1
OURSELF v
OR

= EAWE-WTEW Q| Logout

My energy dashboard

Dashboard My energy

Your bill to date exceeded your $15.00 budget on November 10, 2014

Account 123456789

Next bill period ends Dec. 5
Website updated through Mar. 18
Most recent bill $73.34

Due on Dec. 5

Account Balance $73.34

Pay your bill

Costs to date Energy usage m
$182 i As of Feb. 5 \ Usage is down
Projected ) llll ]4% :
1 52 Block for
Marketing Messages
Details Details ‘ A
= Y_«}\nga'r Energy. Q| Logout

Report a power outage

Account 003103096/ - 8200 = PAWNEE 416

Your phone number*
What type of power cutage are you
experiencing ?* 123-555-6/30

[ Full power outage }

Would you l'ke to reczive notificaticns
] about this outage?*

[ Partial power outage

v Na

Was there a flash or loud noise?*

[ Yes, by email ]
t Yes ]

[ Yes, by text message ]

AXURE PROTOTYPE:
PASSWORD
RECOVERY

AXURE PROTOTYPE:
CUSTOMER
PROFILE

..... AT&T 1 82% mm>
wwwq westarenergy.com G

A
i\\'n’ztmr Fnengy. O\

Choose service address

2639827608 - 1443 ALUMNI PL v

What type of power outage are
you experiencing?*

[ Full power outage ]

[ Partial power outage ]

Is power out in your

ncighborhood?*
[ Yes ]
< O O d
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USER TESTING BUSINESS RULE AND REQUIREMENTS STYLE GUIDE

Carmars  Cotiz)  Mvesico

DOCUMENTATION
EAW?SWE)‘IE@)! Q lohnoos v

Business Rules — Group Bill

5.29.14 - 5.20 updates blue; 5/27 call notes green; 5/29 feedback red; 6/3 clarifications magenta
USABILITY TESTING EXECUTIVE SUMMARY .
*  We will call the Group Bill “Header” account the “Group Bill Master Account” Pay My Bill Repart an Outage Stan or Stop Service hServices
* Individual electric accounts that are under a Group Bill can be paid online, in addition to

» Over the course of the project | wrote

CLIENT Westar the Group Bill Master Account.
DATE May 14, 2014 * The table below and the comments on the following pages explain the business rules for
d Oze n S Of r.e U i re m e ntS d O C U m e ﬂtS Group Bill Accounts for specific pages/features on the website:
q / JOB NUMBER 54261 B c D E
. . DESCRIPTION Westar Website Usability Testing A Group Bill Individual Neither Page includes
b U Sl n eSS r U | eS a n d St | e g u | d es Master Account Electric “Choose Service
. (See note on Accounts Address” menu
y METHODOLOGY next page) (See note on (For multi-account
next page) Non-Group Bill
customers)

Eleven test participants of various ages, household income, experience with online payments and
computer/mobile device skill levels were tested individually in one-on-one sessions. Each was View and Pay My Bill X X X
asked to perform a variety of tasks on the new Westar website using a desktop computer for

» | helped design usability testing which

Pay with Checking or Savings X X X
some of the tasks and then switching to a mobile device (iPad or smartphone) for the remainder
. of the tasks. All participants were current Westar customers. Six participants were “single Automatic Bank Payments X X
V\/a S C O n d U Ct e d O n key t ra n S a Ct | O n a | property payers,” and five were “multiple property payers.” (Summary of participants appears on Average Payment Plan X X
page 6.)
Payment History (1 - See next page) X X N .
a n d n av | ga tl O n fe a t U re S . | S U p e r\/| S e d Tasks the participants were asked to perform included: Bl Delivery Options (il move 1o . - - We need your help In Stopplng copper
e Starting/transferring/stopping service Profile page) Soechydostiment theft

Tithe® fh!

* Signing up for a new online account Payment Extension/Pay Agreement X X

th e te St| N g an d W rote summa r| es Of th e « Starting additional service, Stop Service X X . AWESTARENERGY EMPLOYEE lorcen tpaim dolor i ainer, conseetenier acliplcing i, sed dlams

0 Making online payments nomumny mbh sasmod nnedent o bocece delore magns aliquem erae volutpar. Us wis ensm od memim

When logged in a user can

vealim, guis mserid exdrod ason wlamoorper sacipic lobarris nisl oe sl xquip ox ca commali consequar.

. . ¢ Signing up for automatic payments/average payment plans Start Additional Service submit a Start Add’l Service or appiopa
l ] l l e Finding electricity consumption histol Transfer Service form. However ok
key fl d I gS . R 9 h t .s » F; ti . the new electric account is not IS Dais aiem vel eum iriure doloe m hendreric in vidpucies velic esse malessie corsequn vel ilhim doore en
Irvrmast cases,
®. esearch energy saving information Transfer Service added to their Group Bill unless X ttes should st feugiat mlla faciliss at vero eras et accuensan < finsro odio dignisdm qui blndit prassent huptstem rzril

« Finding “Call Before You Dig” information they call Customer Service. S TIUIANY
« Finding outage map and reporting an outage
e Changing account and profile information

e Finding a pay station

* Finding company financial information My Profile N/A - one profile

dedenit auge duis dolore te fewgait nulla Fcilisi

Both Group Bill Master Account
and Individual Electric Accounts
appear on the list — see page 4.

My Electric Accounts (add/remove

Lorem ipsum doloe sit amet. consecretuer adipiscing elie, sed diaem nommmy:
account)

aibb crmod rsadune ut loorcct dulere mags aliguam crat oluspar. Uewis

ot acd bl vemkan, yols nososd ceers tavion slncarper sscipic loboris

JOHN KUEFLER
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L ti I t inf ti & -W o abigulp <X e conuimsedo sy ual
. ocating employment information Request b, T340
. - . E M izh\z;‘:"_";; o ks augem vel samdriuee dokor bs hendeerio i vulpurare vebin ssse molste
Many of the tasks were drawn from a JD Powers survey assessing utility company websites. nter Me o o j 14pe A i e i B e T A S 0K S AN B8
View Met besppled  jany odin dignissio gul bladis pescscas lupraram il delenic angse duis dofore se feugais nulls facilisl.
Participants were also asked to comment on their impression of the site overall, and to compare mr‘&";’»:"';
their experience on the new site with the current Westar site (if they were familiar with the current View Met additional stying
i Create ar 10 'mages
S|te') page) .'_cnu)f-r\'rmc;hu
lirages such thal
Video recordings of all usability tests are available for review if desired. Project D N View and Pay My Bill (includes Get Impartant and Bill Inssris) - shahiin
Report ar http:/iwwwg.westarenergy.comiview-my-bill ,’b;'?t;?;“’
- - Feature ID Number T-06 (Quacker #95 and #113)
Aisile (D)
1 Approver Ginger Elsea
Project Manager Francisco Tevar Francisco. Tovar@wastaranargy.com
My profile |
Jolene N Davis
Requirements This page allows to view y information about their
account, get PDFs of detailed bills, gat POFs of impartant noticas and bill Sead ue pergiciars unde omnis sre sans erroe sir voluprarem accusaanuns deloremgoe laudantium, wesm
inserts and link to bill pay options.
User name The i ot Email Chan rem aperam, cgue gea qeac ab llo wventore veneasis & quast archizecro beara e vite dxea sust eaxplicabo.
Callahan15 e— }O‘Ehﬂ@fﬂa“ com oy ¢ Account login is required. ' i Nemus enlen Ipsis voluguarem quis volapeas sic aspersirar sen oclica fugle, sedd yuia consequanue magnl
¢ I:g::]:m na data entry fields on this page. The user chooses from various dolares vos qul ranone voluptatzm soqus nesciune, Neque posro quisquam e, qei dolocem ipsum gquia dodoe
Password - < *Pay with bank account” button links to: )
Change hitp:/wwwa.westarenergy.com/Pay-with-Checking-or-Savings
SEREREne e,
¢ “Pay with credit/debit card” button links to: ek oy o S . :
hitps./pavmentswestar.billmatrix.com in a new window. Tb“ 5 T fﬂ”}’ .dbout t’y‘"g to mP
~ A menu allows usars to selact a data to dewnload a PDF of the current or : b ﬂ] h
Security questions past detalled bills (from XNET). PDFs open in new windows. Sock st outages gﬁ)re ey nappen.
srevenrene Chenge ~ A second menu allows the user to selact a date to download current and past should be 1-3
Bill attachments (ak.a Bill Inserts) (from XNET). PDFs apen in new windows. FONTONCES M
Same preferences for il eleciric accounts l\:i“r:;:l‘:;:ﬂi”:i:’l‘“ﬂﬁ?‘:}?::; ;Dd';::;:&h::mm;lgg“n ok i Tr';::' "j;';:; w1 amet, consecceiur, adipiscl velin, sl quis nos nuenguam ehis mods 1em pors dncidunt yr labore er doloss
0244259970 - 1424 ELMWOCD ST ounts ¢ Athird menu allows the user to select a date to dnwnloéd current and past som yolow, o WapEam abquam quacrat veluparsen. U enam ad misin veniam, ques sosrum exercnationem ullam
0759275992 - 1311 ENSTTER Important notices (from XNET). PDFs open In new windows. If more than one v bluE  corpusis suscipis laboriosam, i ut aliquid ex s commodi consequans?
1843591306 - 1919 DELAWARE ST Impartant notice POF is available for a given date, a new window opens with
5805918453 - 3016 ATCHISON WAY . alist of .||nk$ to dqwnload ew" PDF. . . (Quis anens vel vum bsre ceprebencheric qul in ex yolupeste velic ssse quam nihil molestiae comequanr. vl
. c QOthee bill pay op.!mn.s e lms‘_j with links 1o respective pages (phane, in ilem qu dolorem eum Rugur guo volupras nulla panisue?
0 person, autematic bill pay average pay plan, more).

« Customers with currant Impartant nofices sea a yallow band across tha tap of St e perspicianis e amuks e mars prroe sie volugrarens saccmamiin dofarerngue ladancinm, wocam
the page wilh link(s) to PDF(s) cf the notices {from XNET). If there is mcre (han rem aperiam, eague ipst quae ab illo invemore vericasis ex quasi acchivecto beara e vitoe dicta sumt explicabo
ona important notica. each cne has its own link. "Cuyrent' notices (disPhyed in Nemo enmm spsam voluptaremn quoa volupeas sic aspernarur aur odic aor fuge, sed quin consequuneur magm
yellow band al top and on menu at boltom) are considered anything within the P R e S e LA D S s 20
last 75 days. "Past’ nctices are anything behwean 76 days old and 24 months old :

{listed on the menu at the bottem).

+ See the altached page layous forthe page content as it applles to each ““

customer type: eir ol
abie wiF default

¢ Regular customer - - 10 standlsect cels 1 mAOr less Shight ungling sensation.

C Badifer aislomer oo aiiomets B parmert Sarshpar

< Regular mer on au c bill payme hesdings oy 7 e S5

~ Group Bill customar — Group Bill Mastar Account selected Tabses wil Extreme pair, respiratorny amest,

¢ Group Bill customer — Individual Electric Account selected asomankly This is some cell data Individuals can not le1 go, death
ol stippmg i po ﬂ‘léA
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Westar Energy. i

Log In

i cceStaT Ene'?g}'. Contact  Careers  Investors Q

RECOGNITION

View / Pay BIill QOutage Center Start or stop service Quick links
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