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A short history of a telecommunication company

Siminn (Iceland telecom) is the 
incumbent telecommunication company 
in Iceland

1906 the first telecom cable came to 
Iceland and Siminn started offering fixed 
line services

80 years later it started adding mobile 
phone services and internet access

Now the product offering includes:

• Fixed line

• Mobile

• Internet access

• Cable television

QuickTime™ and a
 decompressor

are needed to see this picture.
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The call center: Complexity has grown out of hand

Over 60 user interfaces

• No overview

Designed by different developers over the 
span of 10 years

• Training takes 3-4 weeks

Different authorization and authentication

• The staff is requested to show up 15 
minutes before their shift starts to start 
logging in and opening up the different 
systems

QuickTime™ and a
 decompressor

are needed to see this picture.

� The technical environment must be simplified!
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Solution proposed

Consolidate the technical environment

• Single access point with one authentication and authorization

• Consolidated flow, look and feel

Design it to answer the users needs

• The flow represents what the users are doing so the users have the 
information and actions available when they need them

• User centered design

QuickTime™ and a
 decompressor

are needed to see this picture.
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User Centered Design

Putting the focus on the user in system 
design

• Who are the users of the system?

• What are the user’s tasks and goals?

• What is the context of the system and the 
usage?

• What functions do the users need from 
the system? 

• What information do the users need, 
when and in what form?

Iterative process

• High level � Detailed design

QuickTime™ and a
 decompressor

are needed to see this picture.



• Síminn 2008

Meet the user

Getting the users the users to 
discuss what they need

• As opposed to

– What they want

– What is bugging them at the 
moment

Discuss the big picture and drill down

• You can’t see the mountain when you 
stand on it

• Probes

QuickTime™ and a
 decompressor

are needed to see this picture.
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Probes

Concepts that allows the user to discuss the problem 
abstractly

• Cars to represent the non-functional requirements of the 
environment

• Building blocks to represent the functional and 
informational requirements of the environment 

QuickTime™ and a
 decompressor

are needed to see this picture.
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Cars

If your technical environment was a car

• What sort of car would it be?

• What sort of car should it be?

QuickTime™ and a
 decompressor

are needed to see this picture.
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Call center technical environment

What would it be?

What should it be?
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Non-functional requirements

The environment should be:

• Reliable,

• Available

• Effective

(Think Volvo SUV)

More important than

• Fast

• Flashy

• Loaded with extras
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Lego building blocks

Which components to you need in your work?

• Information

• Functionality

If you were to structure a house to represent your work, in 
what order and quantity would you use these components?

QuickTime™ and a
 decompressor

are needed to see this picture.
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Tasks of the call center
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Functional requirements

A comprehensive view of the 
customer

• Detailed in the type of bricks used

A consolidated order entry

Improved product information

• Detailed in the type of bricks used
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Next steps

Projects ongoing to define 
these tools.

• Some will be custom built

• Some will be acquired

The requirements were 
brought into each relevant 
project.


