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Overvi ew

NYl SO has contracted Sapient to evaluate findings and nmeke
recommendati ons for inproving the current NYI SO public Wb site
and the MS application, or Online Presence. Sapient and NYI SO
conducted a ten-week project to
Make it easier for custonmers to do business with NYI SO
and
Position NYI SO as the industry |eader: a responsive,
custoner-driven organi zation and a standard-setter for a
regi onal | SO

So that we could effectively reach the project objectives, we
Defi ned and gai ned an understandi ng NYI SO custoners
through user interviews with the market participant and
pr of essi onal user groups,

Det erm ned how the Online Presence is currently
perform ng by assessing the applications,

Gai ned an understandi ng of the conpetitive | andscape
through executive interviews and an assessnent of
conpetitive tools,

Identified common thenes by devel opi ng a user needs
framework and a conpetitive context, and

Devel oped recommendati ons and a market positioning
pl at f orm

Parti ci pants

Qbservations and interviews were conducted with the foll ow ng

or gani zati ons:
Central Hudson Gas & Electric
Consol i dat ed Edi son
Constel |l ation
Dept. of Public Service
Energeti x
Exel on Power Team
FERC
Law Firm of Jessica Baca
LEPCORP
M r ant
Ni agara Mohawk
NRG
N Y Consuner Protection Board
NY Power Authority
New York State Electric & Gas
Orion
Pacific Gas & Electric (PGET)
Pace Energy Project
Sl ater Consulting
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Strategi c Energy

Ti mes Uni on

Vil lage of Rockville Center
West chest er RESCO
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Research results

Several key points of contact formthe public face of NYI SO The
performance of these systens and individuals shape custoners’
perception of NYI SO The contact points are

the Market Services organization,

the Web site,

the MS system

the working group and conmittee structure, and

the TIE Iist.

These contact points are perceived nostly negatively by custoners
due to unreliable system support of the user’s tasks and business
needs as well as the lack of effective comrunication. These
problens result in a lack of trust in NYISO frustration, and

di sm ssive attitude towards NYI SO tools. Utimtely, all problens
are bl anmed on NYI SO

We believe that there is a wi ndow of opportunity for NYI SO to
reposition itself as responsive and custoner-driven because
A nunber of custoners have a synpathetic attitude towards

NYI SO,

Custoner attitudes are still evolving (nost are
frustrated but not yet dism ssive) and,

The market is young and people are still devel oping

systens and processes.

VWhile it is unclear how long this wi ndow of opportunity will |ast
for NYI SO taking quick action to address these gaps before they
becone fixed in the mnds of the custoners will allow NYISO to
nore easily reposition itself. A focus on fixing and enhanci ng
the key points of contact can maxim ze the opportunity, allow ng
NYI SO to achieve the goals of nmaking it easier for custonmers to
do business with NYI SO

User needs franmework

Ensuring that user research findings are used to define the
recommendati ons and direct systemdesign is a way for NYI SO to be
a custonmer-driven organi zation. A framework was devel oped that
organi zes and sumuari zes the user research findings and
opportunities uncovered during the define phase.

Mar ket transparency - “Show ne the inside of the black box.”

Mar ket Partici pants and Professionals do not understand what is
happening in the nmarket and why. People are hungry for detailed
training, systems that will better support bidding processes, and
hel p vi sualizing market dat a.
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Data accessibility - “Gve ne what | want, when | want, how | want
it & nothing else.”

Peopl e are tired of having to struggle through NYI SO systens to
get basic answers like bid status or LBMP prices over tine.
Peopl e are seeking nore control over how data is presented and
downl oaded and want it personalized for them

Experience - “Let nme do ny job well.”

Users frequently get systemerrors and struggle with processes,
standards, and data formats that do not support the tasks they
need to conplete. This causes themto perceive NYISO as

unr esponsi ve, unreliable, and unprepared.

Col | aboration — “We are all working though this together.”

Users |liked the collaboration of the conmmittee structure but
t hought issue resolution was slow. They are not happy with
overall NYI SO support and resolution. Provide better two-way
comuni cation and col | aboration through appropriate tools and
processes.

Consi stency - “Be there when | need you.”

Di strust of NYISOis triggered by things like the errors
generated by the applications, slow response tines to custoner
questions, and the late posting of information to the web site.
NYl SO seens to be providing |l ess than the nmininum|evel of
support and availability, but is expected to deliver nore than
the mini mum

Appl ying the framework

Each area of the framework shoul d be considered in the design and
eval uation of future solutions. This type of systens approach to
the problemw Il result in innovation and breakthroughs; without
it only incremental solutions can be achieved.
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Recommendat i ons

Overvi ew

The following are overall reconmendations that energed fromthe
Online Presence initiative and represent many thenes we observed
t hrough user research as well as key observations fromthe
assessnment of the application, conpetitive assessnent, and market
positioning work. As with any technol ogy inplenentation, for
overal|l success of the initiative NYI SO may need to nodify
processes to neet overall vision, goals, and objectives. In

previ ous sections we have separated the solutions that are in
scope for the Online Presence initiative fromthose that are

| arger observations or thenes to be considered by NYl SO However,
the reconmendations consider all opportunities in order to paint
a conplete picture of the work done thus far.

Pronmote a regional perspective

A key NYI SO objective is to ensure reliability and efficiency on
a regional level by putting in place a conpelling business nodel,
and sophi sticated technol ogy based on open standards.

The Online Presence initiative can hel p NYI SO by:
- Building trust and credibility by creating a best-in-
class interface application;
Gai ning efficiency for the MPs by solving sone of the
seanms issues. This may be acconplished by partnering and
integrating the major applications used today |ike OATI
(to create the NERC tag) and EnronOnline (for electricity
trading) with the NYI SO application;
Desi gning an application which is conpliant with the
i ndustry XML standard; and
Bui l ding new tools with a regional flavor:
- Regi onal Maps showi ng status, information, and data
like prices for the entire region,
Custoni zabl e controls to allow the user to view the
hours of the day as “Hour Ending” or “Hour

In the case of exports to PIMor inports from PIM
on entering the transaction into the NYI SO
application, we can provide the MPs with an XM
file in PIM XM. format that they can upload to the
PJM appl i cati on,

Automatic XM. feeds can be designed to further
stream i ne communi cati on between NYI SO and

nei ghboring I SGs and Transni ssion Oamers, and

An “Energy Portal” which can be a stepping-stone to
automatic feeds and seanl ess data transfer. It
woul d all ow users to get to other Web applications
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they use regularly, like OATI, without having to
| ogi n again (punch through using single |ogon
packages).

Maj or NYI SO activities that should be pursued in conjunction

i ncl ude:
Successful handling of the sumer of 2001 for the state
of NY, keeping in mnd all the constraints and issues;
Creation of an industry XM standard,;
Partnering with the major players |ike OATI, and
EnronOnl i ne;
Partnering with organi zations that can provide NYI SO with
i nformati on and data outside New York state;
Stream i ning the checkout process; and
Sol ving seans issues at a market |evel, for exanple,
mar ket closing tinmes that are synchroni zed across the
regi onal | SGCs.

Create a centralized information architecture

Currently the site is divided into several disjointed Wb sites
that contain different conponents. For exanple, the CSS
application and the MS application cannot be accessed from
within each other. This division is evident froma user
experience perspective as well as froman inplenentation
perspective even though sone of the technical conponents |ike the
Directory (LDAP) are shared.

Al'l NYI SO Wb applications should have a single point of entry
and centralized authentication. The users should go through this
channel of authentication and be presented with a single user
experience that consists of all the functionality they are
authorized to access. This single, centralized information
architecture will ensure a snoother user experience and nake it
easier to do business wi th NYI SO

There are several advantages of this schene.
It is efficient for users because there is one place to
go
It will allow for synergies between application
conmponents, for example display of market data during the
creation of a bid or showi ng the bid schedul es while
verifying the daily advisory statenent.
It allows for reuse of underlying objects and code.
It helps build a consistent |evel of security for the
entire application.
It inproves security, as there is only one channel of
aut hentication that can be tightened or | oosened as

:
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required. Having nultiple security channels is higher
risk and makes it all the nore difficult to maintain

As a part of the Online Presence Project the followi ng activities
coul d be conduct ed:
Create a common visual look to unify the online presence.
Create a seaml ess user experience and all ow users to
shift between tasks and information nore fluidly.
Re-architect all of the applications so that there is a
single user interface for interacting with the NYI SO
I npl emrent a single | ogon.
Create levels of security for all conponents of the
application, including content, content searches, screens
and controls.
| mpl ement rol e-based aut horization security using the
access control lists nodel.
I npl ement seam ess punch through to other energy Wb
sites (partner sites). NYISO can partner with the major
pl ayers like OATlI, EnronOnline to build a pipeline of for
i ntegration of other applications.

Ensure alignnment with the user needs framework

As a part of the initiative, we have summari zed the requirenments
of the MPs and Professionals into a User needs framework that can
be used as criteria for nmaking decisions when prioritizing
features, phasing work, and validating solutions. Adopting this
tool will go a long way for NYISOto neet its user needs and

busi ness goal s and gauge progress in achieving the objectives.

NYI SO wi Il truly then be “custoner-driven” and “custoner-
focused.”
The Online Presence Project will initially use this tool to

select and prioritize the functionality of the phased rel eases
regul arly during the devel opnent process to ensure that project
obj ectives are net. NYI SO can al so benefit by using the framework
as tool for evaluating business processes.

Design a user-focused sol ution

The best approach to designing an application is to use a user-
centered design approach and base the user needs nmking on the
user needs and task fl ows.

The reasons to use this approach:
Focuses resources on features that achi eve maxi mum user
benefit from m ni numinvestnment and an optimal RO
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Ensures ability of the user to be nore productive (i.e.

to conplete tasks in less tinme with fewer errors) and
nore satisfied

This should be reflected in the Online Presence initiative by:
- Designing to a task flow based interface architecture
I ncorporate checks and bal ances in the form of usability
testing to prevent disconnects between what users need
and what is designed and i npl enented
Devel oping a detailed content strategy to deliver
rel evant and focused content to the user

We al so reconmended that NYI SO use a user-centered process in any
deci si on meki ng, such as designing a conmunication plan or

redesi gning training nodul es, to ensure a consistent focus on
users.

I mprove the quality of an MP s day

The MPs feel that their tinme is best spent analyzing data and
devel opi ng i nproved strategi es based on an advanced under st andi ng
of how the market functions resulting in better profitability for
their conpany. It is a benefit to NYI SO that these MPs with their
knowl edge of the power industry actively participate in the NYISO
wor ki ng group sessions and conmittees to devel op inproved

busi ness rul es.

During the user observations it was found that traders, even
senior traders and plant managers, spend a nmjor part of their
day attenpting to enter transactions into the MS application and
dealing with errors and seans issues related to bilatera
transacti ons.

Professionals also find it difficult to cope with all they need
to acconplish in their jobs, due to an overload in comrunication
and col | aboration and/or an inability to find what they need.

NYl SO can add trenendous val ue by
Providing tools which are very efficient to reduce the
time that the MPs spend nechanically entering
transactions so that they can spend the remaining tine
anal yzi ng market data or participating in NYl SO
conmittees
Providing a level playing field for these MPs by
enhancing different channels of entry, |ike manual using
web interfaces, CSV file upload, or automatic feeds
Devel opi ng a consi stent conmunication plan for MPs and
Prof essionals which will give themthe information they
need for doing their jobs

:

JULY 19

2001

PREPARED BY SAPI ENT FOR NYI SO PAGE 9



Bui | ding ways to help users find what they need (e.g.
proper search functionality)

Devel oping a detailed content strategy to inprove
nonencl ature of docunents and inprove consistency of
posting data

I mprove MP participation in NYlI SO

NYl SO wants to nake a nore liquid market and reduce the barrier
to entry into its markets. This will be npbst effective in proving
that the NYI SO nmarkets not only work but also are thriving hubs
of activity.

For this to happen, involvenent in the nmarket is very inportant:
- Many MPs are not “bound” to NYI SO due to geographical or

ot her reasons.
They conpare NYI SO applications and market rules to what
they have seen in other regions |ike PIM
Bei ng wel | -funded and technically advanced, they will
expect nore advanced applications.
They are aggressive and work under trenmendous pressure,
especially in the Hour Ahead Market, and need data to
make split-second deci sions.

Currently there are also many barriers and chal | enges such as:
Sonme MPs do not tolerate price changes (one MP said “
don't care if the price is wong as long as it doesn't

change.”).
They stay away fromthe trenendous cash flow issues
currently occurring in the billing cycles.

They have to deal with seanms issues |ike transaction
curtail nent.

They have to enter the same information in five different
applications currently taking over 25 mnutes at tines to
enter just one bilateral transaction for the export or

i nport of power.

They are averse to inconsistent posting of data and the
conpetitive advantage sone ot her organizations will gain
by accessing the information earlier

They need faster posting of information |ike FERC
announcements.
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On the other hand, some smaller players find it difficult to
diversify and participate in the market because of:
- Lack of know edge of all the risks of playing in these
mar ket s,
Lack of trust in market rules and the ability of NYI SO to
maintain a fair market. They see trends they cannot
expl ai n thensel ves and whi ch cannot be defended by NYI SO
in a open and cl ear manner,
Lack of trust in the applications because they just take
too long and do not behave consistently (e.g. nmissing bid
schedul es),
They feel that their Custoner Rel ations Representatives
are over-worked and do not receive good support from
NYlI SO to answer their questions,
Sone of them have pending nonetary issues with NYI SO
whi ch have not been resolved for several nonths; they
cannot risk simlar potential issues until they see that
NYI SO is actively working to resolve the current issues;
and
They sonetinmes al so perceive NYI SO as a bully.

There are many things that will help renove the barriers:

- Reduci ng seans issues, like better coordination of
checkout and | ooking into nmaking market closing tines
cl oser to each other;

Integrating with regional players;

Maki ng the application nore robust and efficient;

Provi ding historical data, |ike bid schedules, which are
consi stently mai ntai ned and accessi bl e;

Backi ng up data to prevent | osses;

Addi ng nore narkets |like | CAP/ TCC or financial markets;
Provi ding nore transparency into how the nmarket works,
nore granul ar data, sumuaries, reporting capabilities,
real time data, and better notifications and alerts;
Reduci ng price corrections:

- Correcting any bugs in the scheduling and billing
engi nes that cause the price corrections, and
Stricter narket nonitoring and eventually nore
robust market rules and validations in place at the
bi ddi ng stage itself, to prevent intentional and
uni ntenti onal gam ng of the markets

Converge faster to a nore accurate bill:
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Preventing ambiguity by giving MPs enough data and
expl anations in the bill to figure out the bill on
their own;
Providing the MPs with a FAQ dat abase where they
can find resolutions to their issues, allow ng
Cust oner Account Representatives to be utilized
nore effectively in managing the nore specific and
nore difficult issues;
Usi ng nore accurate data earlier in the process and
providing MPs with nore transparency into the
process by giving the source of the data and the
stage of quality of that data (e.g
net er ed/ esti mat ed) ;
Reduci ng the nunber of re-bills; and
Faster resolution of billing issues that stil
exi st beyond those resolved by the above steps
Buil ding a content strategy around tinely posting of data
and information; and
Wor ki ng towards distribution of FERC announcenents and
other alerts to the MPs sooner and nore effectively.

Enabl e visualization of data

In many cases, we identified that MPs would benefit if they could
view data visually. Hence we should provide the user with a set
of visual tools to easily interpret data and gain an
understandi ng of activities and trends.

Thi s nodel serves the followi ng functions as it makes it easier
to do business with NYI SO
| nproves data accessibility for all users;
| nproves market transparency, for it gives MPs a view
into market status and trends so they can ask nore
educat ed questions and hence irrel evant data requests are
reduced;
Reduces the need for MPs to do in-house devel opnent of
applications for cormmpbn data views (such as LBMP over
tinme) and elimnates the need for small MPs who do not
have the resources to build tools by raising the basic
| evel of tools and support; and
Allows irregularities to be easily identified (by MPs and
NYI SO} by providing trendi ng graphs.

The Online Presence initiative can build custom zable charts,
maps, alerts, and provide status for the user.

Enabl e mul ti pl e channel s of comrunication (input & output)
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We recommend the enhancenent and devel opnent of three channels
for MPs to do business with NYISO (i.e. to enter bids) in order
to accomopdat e and support the diverse needs of the MPs.

The three channels are:
Manual entry of bid data using the transactional Wb
site,
Posting of bid requests through the upload utility, and
Aut omating transaction through autonatic feeds into MS

MPs are a diverse group in terns of their channel preferences.
They differ in the nunber of transactions they conduct with
NYlI SO, and the | evel of expertise and ability to build systens
for integration. As a result, there is value in supporting al
three channels, as they nake sense for a certain subset of the
mar ket partici pants.

VWhat the Online Presence initiative can do is
Enhance each of the channels (for exanple, for CSV
upl oads we can provi de Excel tenplates),
I npl ement the integration requirenments for the automatic
f eeds channel
Participate in the creation of the industry XM standard,
Design nmore fluidity between two channels and the user
experience (download a CSV froma manually entered
transaction), and
Enabl e a snooth transition for MPs froma | ess
sophi sticated to nore sophisticated channels. Support a
snooth transition from manual data entry to the upl oading
of CSVs and finally to the use of automatic XM feeds
wi t hout requiring extensive devel opnment effort. Provide a
clear transition path with proper instructions and
support.
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M S Posi tives Negati ves Pot enti al Sol utions
Channel s That broaden the channel or
make it nore conpel ling
Manual Al'lows for full Difficult for a Co- br and
entry conmuni cati on | arge nunber of Energy porta
bet ween NYI SO and bi ds Cut/paste, or carry
MPs Poor user forward
Opportunity to experience functionality
build a
rel ati onship,
mar ket position
t hrough vi sual
messages and
pronot e NYI SO as
RTO
Lesser devel opnent
costs
Easy to use
Requires |ess
techni cal expertise
Qui cker start up
tinmes
Upl oad Easy form of Requi res techni cal Provi de Exce
CSVs (CSVs i ntegration expertise and tenpl at es
created Fast for |arger i npl enent ati on Provide XML file of
usi ng vol unes effort transactions entered
Excel or Allows MP to Not transparent; into NYISO for
i nternal i ncor por ate ot her have no view into upl oad into ot her
tool s) data into creation the upl oad process applications, like
of bids Can do reporting PIM
MPs can devel op but currently Provi de better
their own front- difficult to retrieval and
ends convert CSV files archi val of upl oaded
More extensive into useful report transaction status
reporting and forns Activity |og
Aut omati c This is the way of Currently only one Ful | APl for
Feeds the future, total of the interviewed reporting
and seanl ess MP automatically Hooks for system
i ntegration posts the CSV file alerts
Integration is very to MS Ability for MPs to

i nportant in
getting NYI SO to
gain RTO status

Not all MPs will
have the technica
expertise to
respond to the

i ntegration
requests fromtheir
end

Less opportunity to
add mar ket

posi tioni ng

el enent s

submt alerts to
NYl SO such as
derated units
XM i ndustry

st andard
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Less opportunity to
buil d rel ationships
I nvol ves NYI SO
devel opnment effort
Expensive for M
Requi res tool

devel opnment

Personal i ze the experience

The redesi gned Online Presence should present users with the
controls and information that are custom zed to their needs.

Currently the users are overwhelned with the tools they have and
comuni cation that they receive. For exanple, they find it quite
inefficient to scroll through a huge list of all sources and
sinks to enter a bilateral transaction. W recomend providing
the user with focused information and the ability to adapt the
interface to their tasks.

Several pieces of functionality can be built by the Online
Presence initiative to neet these requirenents
- Provide nodifiable settings or paraneters.
Store key previous actions (last generator selected from
pick list).
All ow the user to pick the format and form of
conmuni cation that is nost suitable
Al'l ow the user to subscribe to various threads of
informati on at a nore granul ar |evel
Al l ow the user to store and nodify user preferences and
apply themto the screens and channels of communi cation
Provide the ability to show the sane data in nmultiple
formats through nultiple channels (e.g. wireless, partner
Web sites, PDA, emil).
Devel op an information architecture and design should be
able to handle and facilitate the above flexibility (for
exanpl e, a screen should not break visually if a certain
preference is reset by the user and a certain viewis
renoved fromthe screen).

I'n addition, NYISO can take the foll ow ng steps:
- Revise comunication with the MPs and Prof essionals and

send themonly what they require
Prevent duplicate data fromreaching the MPs that prevent
from overwhel m ng them
I ntroduce some ground rul es based around etiquette on its
list servers (e.g., standards on how to format the
subject line and to whomto send the emails).

Build a strong foundation
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A chief objective for NYISOis to ensure reliability of its
transm ssion and operating systens and applications. Hence a
robust and flexible technical and visual architecture based on
open standards that will support the needs of the users and NYI SO
is essential

This unfolds into najor action itens or thenes for the Online

Presence initiative:
Ensure that the underlying technol ogy is stable and
fault-tol erant.
Make the design nore nodular and flexible (e.g., separate
content fromits presentation, so content can be
aggregated fromnultiple sources and di spl ayed or
conveyed in multiple formats and styl es).
Provide a sufficient |evel of error handling to prevent
users fromentering incorrect data (either intentionally
or unintentionally) that may render the transaction
ineffective or may allow themto game the narket.
Di spl ay properly constructed nessages and nessage status
informng users if transaction went through or got
rejected, the reason for the action and what steps they
may take to correct the transaction
Ensure that the application behaves consistently (i.e.
the sane actions should result in a same response).
Ensure that the application and underlying architecture
is able to neet the performance requirenents as a
scal abl e, flexible technology platformand information
architecture
Provi de reassurance to the user around transactions (for
exanpl e, when the user enters a generator bid, they
shoul d get verification before the bid is subnitted).
Make all historical data consistently avail able, users
shoul d be aware of the archiving process and know when it
wi |l occur
Design and build a nmodular nulti-tier architecture to
support this functionality.
Uni versal XM. nessaging within the conponents of the
application and to external systens.

Ensure a reliable and robust power market

The nost inportant objective for NYISOis to ensure the
reliability of the transmi ssion grid and that every honme or
business in NY State gets energy and at a reasonable rate.

There are several suggestions in this area by MPs:
Prof essi onal s suggested that NYI SO should not rely
conpletely on the markets to provide this security and
involve itself nore in planning activities.
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Several MPs asked for better efficiency of comunicating
data by renoving the need for a Transm ssion Operator to
be the conduit for data transfers between Generators and
Load Serving Entities and NYI SO

NYI SO shoul d actively work towards addi ng checks and

bal ances into its market rules so that it is nore robust
and it becones nore difficult to “gane” the markets. The
mar kets need to cone to a point where both NYI SO and the
MPs have faith in them
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Next steps for the Online Presence

Inttrative

Moving forward, we will use the user needs franework to
prioritize and evaluate the success of the rest of the
initiative.

We want to define the breadth of the solution and its final form
This will formthe overall goals for the solution and help create
the strategy to reach that goal

There are pain points and | essons |learned fromthe MPs that wll
al so form a good source of feedback for NYI SO and we al so want to
di stribute what we heard fromthe MPs and provi de sone overal
recomendat i ons.

There are many action items and a great deal of functionality
that need to be put into place as a part of the Online Presence
Initiative. We plan to use a nethodi cal and phased approach to
i mpl ement t hem

We will use the user needs framework of criteria devel oped to
work with NYISOto map the action itens and functionality to the
future phases of the project and call out the dependencies. W
cannot allow regression in the functionality currently provided
to MPs, so the first phase will have to provide all the existing
functionality in a redesigned form
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At a high level, the future phases will have:

A DeS|gn phase in which:
The functionality and information architecture will
be conceptualized with an eye to making the design
scal able to neet the needs of the future phases and
flexible to all ow reuse of design patterns and
conmponents, and then
Detail ed design will be carried out based on
f eedback using prototypes, business design
wor kshops, usability testing. A custom versus
package decision will be made for all the software
conmponents and packages will be identified and
selected for all package-driven conponents.
Participation of MPs in the usability and busi ness
desi gn phases is critical
The technical aspects of the solution will be
ironed out keeping in mnd integration points
bet ween custom conponents and package conponents
and between the application and external systens;
Proofs of concept will be inplenented to reduce the
risk going into inplenentation
A detail ed object design will be conpleted for
i mpl enent ati on; and
Detail ed planning will be done for capacity and
performance, database transformation, build and
rel ease process, devel opnent standards and revi ew
processes.

An | npl enentati on phase in which:
The conponents of the phased solution will be
built, integrated with other systens and tested at
a unit and integration |level; and
Test scripts will be created to test all aspects of
the application including negative cases.

A User Testing phase in which:

- A small subset of MPs, Professionals and NYI SO

menbers test the entire application and its
i ntegration for bugs and possible future
enhancenents; and
The bugs and enhancenents found will be categorized
and prioritized and fi xed by the devel opnment team
before the pilot phase

A Pilot parallel phase or a soft |ive phase in which:
MPs and NYI SO can test the new application and its
interface points before it goes into production

There will be other factors that will govern the | ength and
structure of these phases:
Budgetary constraints,
Client expectations about when they want to see results
(tangi bl e changes to the site),
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Constraints around when a rel ease can go out to clients,
i ke seasonal and |ive date constraints,

Revi ew process involving the comm ttees and worKking
groups,

Avail ability of MPs to participate in the usability and
desi gn wor kshops and user testing phases, and
Avai l ability of NYI SO key busi ness peopl e and

st akehol ders in the design and pl anni ng workshops.
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