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Background
The Batch console CSAT score (90-day average of 54.6% as of 5/20) shows that there is an
opportunity to improve the user experience. Our team goal is to increase our score to 80% by
EQY. Based on qualitative feedback from internal and external console users, we hypothesize
that a leading reason for high customer dissatisfaction is the experience of troubleshooting jobs
in the console. 58% of unresolved Aperture feedback [1] is about the jobs page or the job
details page. During internal user feedback sessions we found users rely heavily on the job
details page to troubleshoot their jobs, and all participants called out pain points within this
page. We will invest in improving the jobs details page, which in return will improve the
monitoring and troubleshooting jobs experience in the console. Working backwards from our
customers needs, we’ve addressed these 2 questions (see appendix):

® Who is the customer and what insights do we have about them?

e What is the prevailing customer problem/opportunity?
In this process, we will address the question:

e What is the solution? Why is it the right solution to address the customer need versus

other alternatives? (see appendix)
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testing it with
internal users
Design Iterate on design | Crystal - - Complete
refineme | based on user Ubadinir
nts feedback u
Deliver Deliver finalized Crystal 7/15/ 1 7/15/23 Complete
finalized | design solution to | Ubadinir | 23
design the development |u
solutions | backlog

Appendix

Who is the customer and what insights do we have about them?

Our customers are people who use the console to monitor and troubleshoot their jobs.
Personas identified during user interviews are:

Cloud Architect

® Engineer

Developer

Solution Architect

Research Director

earned that there are 4 common reasons why a user wants to navigate to a specific job:
Why is this job stuck in runnable?

Why is this job still running?

Why did this job fail?

This job was successful - how long did it take to run? What can | learn from its success?
We found customers use the Dashboard to view an overview of their resources, the jobs list
page to search and filter to specific jobs, and the jobs details page to view the specifics about
their jobs. The areas of the Batch jobs detail pages that are most helpful are the logstream link,
status of the job, and status reason because these areas help users troubleshoot their jobs.

We

Users don’t rely solely on the Batch console to monitor and troubleshoot, but use other services
within the AWS Console, or built tools outside of AWS to help fill in the gaps that the Batch
console lacks.

What is the prevailing customer problem/opportunity?
[Problem] Users rely on the jobs detail page to monitor and troubleshoot their jobs, but the
content and actions on jobs detail pages are not meeting users’ needs.

o [Opportunity] Redesign the jobs details page to include specific information about a
users job such as; its corresponding CE, the EC2 instance its running on, a direct link to
the jobs cloudwatch log stream during all job states, and any other links that might help
a user troubleshoot. Ensure that this key information is near the top of the page and not
lost inside of a tab. The Batch console alone might not have all the answers and
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indications a user needs to debug, but the console can do a better job at directing users
to the right place to find their answers.

What is the solution? Why is it the right solution to address the customer need
versus other alternatives?

We know that monitoring and troubleshooting jobs in the Batch console is an overarching
customer problem. While we work to address the search and filtering issues on the jobs list
page, this project will focus on creating a better experience in the jobs details page specifically,
giving users visibility to the tools and links they need to troubleshoot efficiently. Customer
research found that users want to have additional links in their jobs details page that will help
them get to their root cause quickly with less clicks.

User testing / customer calls
o Notes: Jobs UX Internal Interviews
e Notes: Monitoring and Troubleshooting Jobs in the Batch Console External Interviews

Resources / links
e Admin
o Asana
project: https://app.asana.com/0/1203353990673694/1204008144805112/f
[1] The dataset was Aperture feedback in the AWS Batch SIM folder with the status of open as
of February 14, 2023. There were 99 issues total, the oldest was from March 18, 2022 and the
newest was from February 14, 2023.
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