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About Intuit

INTUIT

Intuit is a software company based in the US that
makes financial and tax preparation softwares for
small and medium businesses (SMBs), accountants
and individuals. Its headquarters are in Mountain
View, California. Intuit was founded in 1983 by Scott
Cook and Tom Proulx in California.

The popular products of Intuit are QuickBooks
which is an accounting software for SMBs, and
Quicken and TurboTax which are personal finance
softwares.
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About QBO and QBO UGC

INTUIT

QuickBooks is an accounting software package
developed and marketed by Intuit. There are Basic
and Pro versions of the software including other
industry-specific versions, with workflow processes
and reports designed for each of these business

types.

QBO

QuickBooks have mainly two editions, the
QuickBooks Desktop (QBDT) which is a software
package which has to be installed in the system and
only then can it be used, and the QuickBooks Online
(QBO), which is an online version of QuickBooks and
Intuit is providing it as Software as a service (SAAS).

QuickBooks.

QBO UGC

QBO had been launched in France recently and the
QBO User Generated Content team had been setup
whose main purpose was to gather contributed
data from the users (and non-users as well) such as
invoice formats, Chart of Accounts (COAs), billing
formats, tax rates etc. so as to save a lot of legwork
when the product is launched in other countries as
well.

IDC, IIT Bombay |
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Approach

Non-QBO users

List of
Contributers

(Accountants,
QBO Subscribers)

Form Based Ul

Incentives
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Workflow Mockups

Design Brief:

To design clickable mockups of workflows of the
share experience. The mockups maybe hand drawn
or paper prototypes. The whole process needs to
complete within 4 steps. These were to be tested
with the users to communicate the idea of how we
are planning to approach UGC.

These mockups were done on paper first and
then was done in Balsamiqg to make them clickable
and more engaging so that one doesn’t have to be
present to explain it to them.

Email

Get featured in the homepage of small business

o At

Top Accountants

R

2
<
=]
c

g
By

Hi Anton,

You are an expert accountant! Now is the time to share your
knowledge. Share your ‘Company setup templates’ with QuickBooks.
Top contributors get featured with relevant businesses. Be assured
that only the template structure will be shared, your client information
will always remain protected.

The more you share, the greater the chances of small businesses
reaching out to you.

Thousands of small businesses will see you

Share Now >

Screen 1: email is sent with a share button

IDC, IIT Bombay |
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Workflow Mockups Contd.

Template Upload
€ 9 C [Q nupriwwwaickbookscom =
UPLOAD TEMPLATE
Screen 2: Link takes the user to upload dialog box
Upload your company template here. Be assured upload . .
that only the template structure is shared. Your N QUICkBOOkS

client information will always remain protected. ‘
Upto 5 MB, pdi/jpg document

Template Upload

€ 9 C [Q hips/wwwaickbookscom

UPLOAD COMPLETE

ENTREPRISE GENERALE DE BATIMENTS

Screen 3: The user is thanked for his contribution.

Thank you for your contribution

e

Fitenial
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Mailer Designs

Design Brief:

After accountant had shared different templates,
a mail is to be sent out to them thanking them for
their contribution and letting them know how many
people have found their template helpful.

The mailer not only thanks them but also lets them
know how they are reaching to more and more
potential customers and also if they share more,
their business will further grow.

infurt

QuickBooks.

Three small businesses have found your template helpful

Hi Arun,

Thank you for sharing your knowledge with us! Three small businesses have benefited

Thank You

for your contribution

A

from your contribution. Share more to get featured as a top contributor.

Share your ‘Company setup templates’ with QuickBooks. Be assured that only the
template structure is shared. Your client information will always remain protected.

Ist Alternative

IDC, IIT Bombay | 10



Mailer Designs Contd.

infurt infurt

QuickBooks QuickBooks

[
9 Three small businesses in your vicinity
have found your template helpful

Three small businesses in your vicinity
have found your template helpful

Hi Arun,

Thank you for sharing your knowledge with us! Three small businesses have benefited
from your contribution. Share more to get featured as a top contributor.

Hi Arun, Share your ‘Company setup templates’ with QuickBooks. Be assured that only the
template structure is shared. Your client information will always remain protected.
Thank you for sharing your knowledge with us! Three small businesses have benefited
from your contribution. Share more to get featured as a top contributor.

hare more often t in more visibilit
Share your ‘Company setup templates’ with QuickBooks. Be assured that only the share ore oite 0 ga ore vis b y
template structure is shared. Your client information will always remain protected.

share more often to gain more visibility

2nd Alternative 3rd Alternative
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Customer Empathy

Design Brief: Nathali e's S fory

All of them team members, especially the software
developers aren’t very much aware about the pain . . | ——

the co-owner of an \ me.That would mean more
points of the customers. To find a way for them to el | p < || e

connect with the customers and develop empathy | wewe s e
for them. ' Jool® u | IO ’

People won’t prefer reading long texts of the Voice
of Customers (VOCs), therefore make cartoon

. . There is no tool for

strlps and paste them On Wa”s to Communlcate the wihaveta:ark faster a:d behmarel Allatoftime iswaste:din datz:nuy. ﬁmteo‘;:::i:gbslgive
productive and also grow through sccial Ceil is ccmpli?::ad :nnt ‘cesn't elp in evel;;'(::ud;r": vfar

problems of the users to the QBO team members i "

I'm ready to switch to cloud
based solution only if it's
easier and very secure.

Somebody should visit me and give me a
demo of the new product.

and to other members of Intuit as well. Also to send
out mails of the same to them.

Also, service should be personalized. T
shouldn’t be "just another customer®.

Customer’s story based on interviews

IDC, IIT Bombay | 12



Customer Empathy Contd.

CUSTOMER INFO

COUNTRIES WITH AT LEAST 10 PAID CUSTOMERS

QBO WORLD CUSTOMER INSIGHTS

IRELAND,
>

'NETHERLANDS -
o
.
Saei pois ) ok e

o I g

soutnifitcn Vi)

CUSTOMER PROFILE

IVE A 1YEAR OLD BUSINESS
WITH 10 EMPLOYEES AND WE
GROWI FAST. T'M TECH SAVVY.
ANDA MULTI TASKER. WE DON'T USE TAXES
OFTEN, BUT WE NEED FORM
CUSTOMIZATION IN @B0. T USE CRM ALSO,

[ why cusTomers use a0 |

HR TOLD ME
TO USE

ONLINE.
EVERYTHING IS
AT ONE PLACE

CLOUD BASED

CUSTOMER PAIN POINTS

CUSTOMER PAIN POINT: @BO DOESN'T UNDERSTAND MY NEEDS

THERE ARE NO TAXES IN MY COUNTRY,
SO STOP ASKING ME ABOUT TAXES!!

WHY CAN'T I INTEGRATE CRM WITH GBO?
I NEED CRMM TO CAPTURE CUSTOMER
DATA, PAST SCHEDULES ETC.

I'M FRUSTRATED WITH THE MANUAL
DATA ENTRY IN GBO. WHY CAN'T I IMPORT
FROM EXCEL??

CUSTOMER PAIN POINT: RBO DOESN'T HELP ME MAKE DECISIONS

WHY IS GBO NOT HELPING ME
MANAGE MY BUSINESS WELL?/?

I'D LIKE TO DO MORE DATA ANALYSIS
OF MY BUSINESSTHAN WHAT'S
HERE ALREADY

HOW CAN I INCREASE MY ONLINE SALES AND
WHAT'S THE PRACTICE FOR
COMPILING COMPETITOR ANALYSIS DATA?

REASONS FOR ABANDONEMENT

MISSING FEATURES COSTS TOO MUCH TOO LONG TO LEARN

SCOPE OF UGC

UGC CAN HELP DETERMINE RELEVANT FUNCTIONALITIES

I HAD ASKED FOR
A TENNIS BALL

UGC CAN HELP IN GUIDING USERS THROUGH THE PRODUCT

THESE SIGNS DON'T
MAKE ANY SENSE

UGC CAN HELP RECOGNIZE WHAT OUTPUT FORMATS USER NEEDS

T ASKED FOR SPOON,
NOT CHOPSTICKS

Storyboard based on global user feedback.
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Wireframing: Adding COA

Design Brief: Account

In France, there is a list of 996 Chart of Account sesenpyAccountmber o Name (o
(COAs) stored in the database from which an SMB N secoustame
can add any account to their profile. There are zcowTmR icRraoe [
hierarchies within the list, so when a child account is (o e o . . i
added, the parent is also added automatically. The (22 raviastos neprtes T]  coeseTee

entry point of the current Add COA’ screen is not
that great, to find a better approach.

Detail Type

Use Intangible assets to track intangible assets that you plan to amortize. Examples include franchises, client lists, copyrights, and patents.

S m

People won’t prefer reading long texts of the Voice
of Customers (VOCs), therefore make cartoon
strips and paste them on walls to communicate the
problems of the users to the QBO team members
and to other members of Intuit as well. Also to send
out mails of the same to them.

The entry point of the current screen
is not very intuitive.

IDC, IIT Bombay | 14



Wireframing: Adding COA Contd.

ADD ACCOUNT

Search by Account No or Name (Plan Contable)
78|

Reprises sur dépréciations exceptionnelles (7876)
Reprises sur provisions (a inscrire dans |les produits exceptionnels) (787)
Reprises sur amortissements, dépréciations et provisions (78)

*Detail Type: Number:

Customers

Description:

Hierarchy:
Customers track money that v

customers owe to the products
or services, and payments
customers make.

Account

Category Type
1 Liability Accounts -

Account

» 10 Capital and reserves

» 11 Accumulated retained earning

» 12 Profit or loss for the financial year

» 13 Equipment grants

¥ 14 Regulated provision

» 15 Accruals

¥ 16 Loans and debts

¥ 17 Debts linked to shareholdings

~ 18 Liason accounts for shareholding companies
181 Reciprocol branch accounts
186 Goods and services exchanged (charges)
187 Goods and services exchanged (income)

188 Reciprocol joint venture accounts

Description

Loremn ipsum dolor sit amet

Cancel

*Name

Commissions and fees

Description

Is sub-account

Design 1: Search bar with predictive text. User
can type either the account name or the account
number and easily add it.

Design 2: Tree structure along with a searchbar. If the
user doesn’t know the Acc. name or the Acc. number,
he can locate it from the tree.

IDC, IIT Bombay | 15



Wireframing: Invoice Upload

Design Brief:

To design the workflow of asking a user to upload
sample invoice from within Quick Books.

[ Facebook.

x| @ Quickooks

« €' { https://qa.qbo.intuit.com/app/homepage

ab QuickBooks
@ Home

; Customer
[ soppiers
H o

@ Monsters Inc.

Monday, May 12 2014

Income

Expenses

Profit and Loss

x '\ Visual Framework | Harme x | @ Insight Home R

How to enter invoices

How 1o enter expenses

Y HORwWDLO S =
* Customize and G

control Google Chrome}

Vorswrene, & @
Bank accounts

Connect an account

Reap the Benefits! g

Hundreds of users have
uploaded their invoice and
benefited. Upload yours today.

Leam More

Activities Al

e May 12, 2014

TobaY

Invite your accountant or bookkeeper

o May7,2014
5DAYS AGO

© Yo prsonalesd QuickBooks

© — vousetupyourcompeny

Screen 1: Some interesting text should trigger
the user to click upon the ‘Learn More’ button.
The user might ignore it completely if the share

button is placed here directly.
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Wireframing: Invoice Upload

Invoice @ @ X Invoice @ @ X
e 3 ©
mena (EEEE
Article o a
Description |
Qte ket e Db T2
Tx TVA = @
Px Uni. HT rem. :::: IIIII
. Thank You for your contribution!
zeTVA Consectetur adipisicing elit, sed do eiusmod tempor incididunt ut labore et dolore magna aliqua.
Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo.
. (5 . i - E
Px Uni. HT rem. T———————
Screen 2: When the user uploads the template/doc- Screen 3: The user is thanked for his contribution.

ument, an inbuilt OCR detects the fields and displays
them. The user can make changes to the text it nec-
essary.
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Wireframing: Sharing Reports

Design Brief:

QuickBooks generates statistical reports based on the company’s performance like Profit & Loss (P&L),
Company Snapshot, Balance Sheet etc. To design screens to facilitate the user to be able to select the report
which he frequently uses so that a curated list can be built which has the frequently used reports of specific

industries.

COMMONLY ASKED QUESTIONS

bar graph.

OTHER REPORTS

1. I'want to see my income minus expenses (net income) for each customer.

related to each customer.

Have an additional question?

3. lwant to see how long I've been open (outstanding) for the last 30, 60, 90+ days.

2. | want to be able to group transactions by customer name, so you can see all activity

Type your query here and we’ll get back to you soon

' CANCEL

NEXT

1. I'want to find out the money I've earned and the money I've spent; like an income statement.

2. | want to see year over year comparisons through expense and income using pie charts and

0
O

Approach 1: Ask the user what
kind of data he needs to see in his
reports for his industry so that an
industry specific report list maybe
curated. User also has the pro-
vision to ask a question or give
some suggestion.

IDC, IIT Bombay | 18



Wireframing: Sharing Reports

| Repants x \
- C' | & hups://qa.qbo.intuit.com/app/renorts v wr Eﬁ @ Do e

ab QuickBaooks Monsters Ing. 53 (2)

Hepor‘l:s Profitand Loss

a

Select Reports Frequendy Run My Custom Reports All Reports

Please select the kind of reports you usually use in your industry. If you can not find the relevant report, kindly upload a sample he, e

Commonly used Reports All Reports

P 1. Business Overview
1. Proftand Loss These reports show different perspectives of how your businessis doing.
Shows money you samed (income) and money you spent (sxpenses) so you can
see how profitable you are. Also called an income statement. ¥ 3.Manage Accounts Receivable
These reports et you see who owes you meney and how much they owe you so you can get paid

1. Proft and Loss

D Shows money you eamed (income) and money you spent (expenses) so
you can see how profitable you are. Alse called an income statement.

2. Balance Sheet

invested in your company (equity).

Lists what you own (assets), what your debts are (liabilities), and what you have D

2. Balance Sheet

Lists what you own (asssts), what your debts are (izbilities), and whatyou
have invested in your company (equity).

3. Company Snapshot D D
Displays your income and expenses in year-overyear comparisons using pie » 4. Review Expenses and Purchases
charts and bar graphs. These reports total your expenses and purchases and group them in different ways to help you
understand what you spend.
Done

Approach 2: Ask the user to select the reports he generally uses. If he feels
that some other report needs to be added, he can upload his own sample also.
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Wireframing: Form Builder

Design Brief:

To build the screens for an internal tool which will help one to make well designed form
based mailers (without the help of designers for sending them to clients.

Trowser title o @ X

0 2 3

CHOOSE DESIGN PUBLISH

1. Uploading Documents
Screen 1: There are specific form templates

This template helps you seek contribution from users. for the user to design
Eg. invoice, COA etc.

N

2. Seeking Data

This template helps you to get different values from
users like sales tax, VAT etc.

Cancel Next

IDC, IIT Bombay | 20



Wireframing: Form Builder Contd.

Trowser title

8 ® X Trowser title 2 O X
(2) 3 (2) 3
CHOOSE TEMPLATE DESIGN CAMPAIGN PUBLISH CAMPAIGN CHOOSE TEMPLATE DESIGN CAMPAIGN PUBLISH CAMPAIGN
Screen 1 D '
This is the first screen which the user sees. Choose the right kind of one -
image and text to motivate the user to share information.

Your design has is complete. If you want to publish it, click publish, else click upon close. You'r document will be saved and closed.

X Screen 1 Screen 2 Screen 3
The image should be relevant and
f should motivate the user to read
the text and contribute.
- X oy

O

This is a thank you messge

The header text conveys the mean-
This is the sample header text ing of the image. Preferably it

ot shouldn’t be more than a line.
ello,

Thisis the body paragraph. It details outthe messageand |
shouldn’t be more than a few lines. Remember, users wouldn’t
like to read if there is no relevent text in this.Like now I'm just re-
peating what I've said; which is not a good habit.

Upload | | [ ] ! Upload

Company Logo
Upload

N

Company Logo

Cancel | Preview | Next Back

Close Publish

Screen 2: All the fonts and colours are predecided.
The user has to just change text and upload any
image. There is text to guide the user.

Screen 3: After the design process is complete the
user is shown all the screens he has built. He can

email this to clients or share a link with them, or
save it for later use.
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Unstructured Time: QBO Assets

Different kinds of charts and graphs mockups which 1
can be used during visual design of wireframes. This
will save a lot of time for the designer as he won’t
have to manually design everything. Also, there will
be consistency in everybody’s work.

Employees $42.123 Warm tones palette Cool tones palette
NET PAY Use for Insights that don't imply a Use for Insights that don’t imply a
$63'834 “money in, money out” set of data. “money in, money out” set of data.
2013 PAYROLL COST $8,119
EMPLOYEE
$13,592

EMPLOYER

Sales Transactions

16 Unbilled 16 Unpaid 6 Paid
L
$689 $689 $2,689 $457 $1,504
5 ESTIMATES 11 UNBILLED ACTVITY 20 OPEN INVOICE 4 OVERDUE 8 PAID LAST 30 DAYS
X
Mixed tones palette Money Bar palette
For data sets with many items, the Greens are used for positive cash
warm and cool Insights palettes may flow and paid amounts.
be combined.
Reports Profit and loss w000 Red is used for overdue amounts.
Use for Insights that don’t imply a
$ 50 5 99 8 $53,421 “money in, money out” set of data. Orange is used for unpaid amounts
’ o $1,000
NET INCOME INCOME Or 8XpENSEs.
$0
$27,609
EXPENSES $1,000
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Unstructured Time: lcon Design

Icons for various accounting keywords used within QuickBooks and emails.

@ 4::::# . &

Graph Credit card Tima Gaurantes Chack mark Receipt
E
30
30-day Trial Dollar Download Customer support  QuickBooks Who owes you
anpart
Risk free Check Customers Caution Mo contract Current

Search

Chat

Restrict

Buy online

Click
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Takeaway

+ Understanding the user and his needs is very crucial.

« Having a minimum viable product which gets the work done is very important before
releasing the ideal version.

« One should always have alternat ideas. If forces the mind to think more and come up
with better versions.

« Importance of running experiments.
« lteration is very crucial to good design.
+ There is always room for improvement.

« Sketching experience on paper is always helpful before going digital.
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