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What is the project?
Overview: 
Enable TCMs to easily self-register online

Business benefits: 
• Dramatically reduce support center costs
• Improve customer trust and satisfaction

Customer benefits:
• Spend 5 minutes online rather than 30 minutes on the  phone
• Create a password they can remember
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Who is the user?
- TCMs who manage devices and plans for multiple users
- Small, medium, and enterprise-sized businesses  
- Some also manage other TCMs



TCM’s original journey
They could not register themselves online

Need to change 
password

to something 
memorable

Spend 30-45 min 
with call rep

Work extra to make 
up for time lost

Find the number 
to call
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TCM’s new journey
They can register themselves online

Entry: Login page 

Choose role Verify identity Create login Check email & 
click on token link

Activate login It’s that easy
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Continue to: Home page 



How we solved this problem
Although the goals were very simple, under the hood of this 
complex flow is a project with many variables and security 
requirements. So we started by mapping it all out.
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UX Research Results

Overall, few difficulties – All 6 TCMs felt registration was straightforward and easy

“Lot more simplistic – everything was great…everything was there, tells you everything 
you needed”

Issues discovered and mitigated:

• Initial account PIN confusion

• Ambiguity about actions required after step 4

Mean rating after use: 4.1 (on scale: 1=Very difficult to use, 5=Very easy to use)
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Questions?
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Thank you
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