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Objectives, Method, Participants 

Objectives: 
•to identify which concept is more intuitive for different consumer scenarios and 
why 
•to gather pros and cons for each concept for each specific consumer scenario 

Method: 
•3 online moderated discussions*, A/B Testing to illustrate UI choices, 
interaction models and to examine behavior  

Participants: 

•103 members from the ________ Feedback Forum community**  
• 37 in Scenario 1 – Mostly non ________ customers or ________ customers with an 

inactive online account 

• 38 in Scenario 2 – Mostly ________ customers with an online account 

• 28 in Scenario 3 – Mostly ________ customers with an online account 
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*See appendix for discussion questions and concepts 

**________ Feedback Forum is a private online research community of US consumers, dedicated to gathering 
insights on a variety of customer experience topics for _______. The community is managed by the _______ 
department at ________________. 



Executive Summary 

•While preference for each concept was split for participants in the new 
customer scenario, the progressive concept seemed to be the best 
understood, with login expectations being in line with the new Single 
Login ID process flow.  

•Again preference for each concept was split for existing customers 
with a Single Login ID, but the progressive concept was understood 
the best. The progressive with dropdown concept was popular for 
those who wish to log into individual accounts. 

•The majority of existing  customers with legacy IDs preferred the 
progressive or fifty/fifty concepts. Customers who preferred the 
fifty/fifty concept felt that it presented an easy way to log in to their 
accounts using their legacy IDs or to link accounts.  

•Many participants from all scenarios felt that the fifty/fifty concept 
would be a good way to encourage customers to register for an Single 
Login ID. 
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Discussion Results 

General Reactions 
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Most participants in all three groups responded positively to the 
Single Login ID concept and were eager to create an ID to 
access all of their linked accounts. 

 

 

 

 

 

Anne,   customer with online account 

Overall Impressions of Single Login ID 
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I like the one login user name and password to access all your accounts in one login. It 
will be much easier to remember and in one step, work smarter not harder. Even if you 
only need to view just one account it would be smarter to use a one-step process. I 
would expect to see all my accounts and choose which one I need at that moment, I 
might even want to look at all of them. 



Discussion Results 

Scenario 1 
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New customers with a Single Login ID 
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Progressive Progressive with 
Dropdown 

Fifty / Fifty 

Advantages •Simple, standard 
login approach 
•Expectation is that 
customers will 
obtain access to all  
accounts 

•Allows direct access 
to each account 
•Simple 
•Clearly covers all 
Lines of Business 

•Simple 
•Easy to understand 
•Everything is on the 
same page and 
there’s no need for 
pop-ups 

Disadvantages •Requires pop-up to 
guide login 

•Expectation is that 
customers will be 
logging into each 
separate service, 
unless the “All my 
_______ services” is 
chosen 

•Two options for login 
caused some 
confusion – some 
thought that they 
could use either side 
to login 

 



In Their Words:  

Progressive (Option A) 

I want something simple enough to use without reading any instructions, so I 
probably would go with the first one, get me in the site, then let me decide on 
the next option.  MAKE IT SIMPLE WHATEVER YOU DO.  

Gail,  customer without online account 
 

I prefer option A. Simplicity with only one field for you to log in, which reduces 
the amount of confusion.  

Jason,   customer with online account 

 
I would prefer option 1, because it is the most simplistic. If there are too many 
places to input your information, people might get confused as to which slots 
they are supposed to be using.  

Nicole, non-_______ customer with inactive online account 

 
After logging in, I would expect to see an overview of my different   products so 
I can click on the one I'm interested in tracking or viewing.  

Karen,      customer with online account 
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In Their Words:  

Progressive with Dropdown (Option B) 

It clearly covers all areas that _____ offers. It directs you well and clearly. I 
would then be able the view in detail the topic selected. For example, for 
wireless I'd expect my history, billing, billing info, any charges and a detailed 
account of my services.  

Gerry, non-_______ customer with online account 

 
I like that it has a dropdown menu to be able to select which account to log in 
to, as well as an option (within the dropdown menu) to select for all my ______ 
services.  

Joshua, non-_____ customer with online account 
 

[My expectations] would depend on the account. If it was my wireless account I 
would expect to see all the account info for that account. I guess maybe it would 
resemble my bill a little.  

Michelle, ________ customer with inactive online account 
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In Their Words:  

Fifty / Fifty (Option C) 

I would prefer C because we read from left to right and the option for me to sign 
in is on the left and a new user on the right. After the initial sign in, I no longer 
need to worry about the right side of the page.  

Jeri, non _______ customer with online account 

 
I prefer option C best. It gives me the option of entering my ________ Single 
Login ID and password, if I am registered.  It also allows me to register through 
a link.  Finally, it gives me the option of waiting on registering and directly 
checking my account(s) through the 2nd sign-in option. And the page is easy to 
understand.  

Jane, non ________ customer with online account 

 
I liked option C because I had the option of my user ID or my ATT phone 
numbers 

Yvonne, ________ customer with online account 
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Key Insights 

•While preference for each concept was split for participants in 
the new customer scenario, the progressive concept seemed to 
be the best understood, with login expectations being in line 
with the ________ Single Login ID process flow.  

•The progressive with dropdown concept tested well, however, 
participants expected to deep link into the chosen account. 

•The fifty/fifty concept presented some confusion for 
participants due to the multiple login fields.  
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Discussion Results 

Scenario 2 
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Existing ________ customers with a 

Single Login ID 
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Progressive Progressive with 
Dropdown 

Fifty / Fifty 

Advantages •Fast and simple 
•Easy to navigate 
•Expectation is that 
customers will obtain 
access to all 
________ accounts 

•Allows direct access 
to  each account 
•Simple and easy 
•Appears most helpful 
•Still have the option 
of logging into all 
accounts 

•Simple 
•Easy to understand 
•Promotes 
registration of new 
account 

Disadvantages •Some confusion with 
what login 
information to use 

•Expectation is that 
customers will be 
logging into each 
separate service 
•Expectation that old 
credentials could still 
be used 
•Account selections 
were confusing for 
some 

•Two options for 
login caused some 
confusion – some 
thought that they 
could use either 
side to login 
•Some interpreted 
the Single Login ID 
login fields as a 
sign-up fields.  



In Their Words:  

Progressive (Option A) 

I like option A the best. I think that the sign on page looks easy to navigate and 
use. I prefer the sign on option of using a sign-on name or plugging in my phone 
number. I didn't like option B where it asked which account to view and also to 
sign in on the same page. I would rather sign in first, then have the home page 
be personalized with all of my accounts and I can click on each account to see 
detailed information on that particular account.  

Susan, ________ customer with online account 

 
I would prefer option A because it seems like the simplest and easiest to use 
option.  

Michael, ________ customer with online account 

 
We do have 2 accounts, one for my TV service & the other for the cell phones, 
it's not complicated but 2 accounts and passwords. I like the idea of just typing 
in the phone number instead of a password, so then I might like A better.  

Diane, ________ customer with online account 
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In Their Words:  

Progressive with Dropdown (Option B) 

If I had to choose I would pick B. They are all very much alike so it was difficult 
to choose. I think I picked this one mostly because it seemed much more simple 
than the others. It gives more help also by saying that if you don't have your 
access number you could use a couple other methods to log in.  

Athena, ________ customer with online account 

 
I like the choice of options and would login to the specific account I wanted to 
look at, probably using my wireless phone number. I have always liked that 
about the ________ website.  

Thomas, ________ customer with online account 

 
Something wrong I noticed right away was putting the phone with the internet 
together. That would not work for me at all. My Phone is completely separate 
from my bundled internet and television. I have ______ for both internet and TV 
but not my phone and the way it is showing on the pages is very confusing. 
They should each have their own separate accounts.  

Sharon, ________ customer with online account 

 
15 



In Their Words:  

Fifty / Fifty (Option C) 

I would generally prefer option A, however until I had everything merged, 
perhaps option C would be best. While it is the busiest, people will have to read 
which side to fill out and that may reduce log-in confusion. 

John, ________ customer with an online account 

 
I really like option C because it has everything on one page. I also like that the 
icon of the computer is on the left. Option C seems to me to be the best because 
you can also register on that page.  

Lynn, ________ customer with an online account 

 
I like everything about Option C. It allows you to login with the ________ Single 
Login ID, or if you don't have one or prefer to keep your accounts separate, you 
can login on the right with your standard user pass to each account individually. 

Sean, ________ customer with an online account 

 
I would prefer Option C because it seems like it has an ease of use for the user 
and the registration form is right there in case you're not currently registered.  

Greg, ________ customer with an online account 
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Key Insights 

•Again preference for each concept was split for existing 
________ customers with an ________ Single Login ID. The 
progressive concept seemed to be the best understood, 
however, there were instances where customers thought that 
they could use a phone number to log in to all of their accounts. 

•The progressive with dropdown concept was popular for those 
who wish to log into individual accounts, however, there was 
some confusion with which credentials could be used. 

•The fifty/fifty concept presented the most confusion with 
interpretations of the ________ Single Login ID fields as 
registration fields or for use when customers only wish to view 
all of their accounts and not individual accounts.  
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Discussion Results 

Scenario 3 
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Existing ________ customers with 

legacy ID 
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Progressive Progressive with 
Dropdown 

Fifty / Fifty 

Advantages •Fast and simple 
•Expectation is that 
customers will obtain 
access to all 
________ accounts 

•Allows direct access 
to  each account 
•Simple and easy 
•Still have the option 
of logging into all 
accounts 

•Simple 
•Easy to understand 
•Promotes 
registration of new 
account 

Disadvantages •Some confusion with 
what login 
information to use 

•Expectation is that 
customers will be 
logging into each 
separate service 

•Two options for 
login caused some 
confusion – some 
thought that they 
could use either 
side to login 
•Some interpreted 
the Single Login ID 
login fields as a 
sign-up fields.  



In Their Words:  

Progressive (Option A) 

I don't want to have to choose my account before I log in. When I log in to a 
company's account, I usually want to see all of my bills/services, not just one. If 
I'm logged in under one username, I should be able to toggle from one account 
to the other while I'm logged in. 

Alexandra, ________ customer with online account 

 
I prefer option A because it is simple and straightforward and gives you access 
to all of your ________ services with one username and password.  

Laura, ________ customer with online account 

 
I like option A because I can use my phone number to login if I forget my Single 
Login ID. 

Tonya, ________ customer with online account 
 

I would say Option A to be honest there is not much of a difference from each 
one. But at least Option A seems like a more simple design and more of what I 
am used to doing when logging in! 

Louis, ________ customer with online account 
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In Their Words:  

Progressive with Dropdown (Option B) 

I prefer option B because it seems the least cluttered and allows me direct 
access to the service I want to view. 

Kevin, ________ customer with online account 

 
I like B.  It gives you a choice of which account to log in to. So once you log in 
you don't have to go through a bunch of menus to find the account you want or 
you don't end up in one account and have to stumble your way to the account 
you want. 

Victor, ________ customer with online account 
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In Their Words:  

Fifty / Fifty (Option C) 

I would choose option C with the ability to view either my wireless or my 
landline account...not real sure how this is different from the way the att.com is 
set up now...when I sign in, I still have the option to choose my landline or 
wireless account just by using either of my account numbers and password. 

Beth, ________ customer with online account 

 
I would prefer option C. it has the dropdown menu that makes it easier for 
existing customers to log on. It would also allow new users to complete their 
sign in without having to hunt around.  

Stephen, ________ customer with online account 

 
It doesn't appear that I would automatically be able to sign in for my wireless 
account until I added it. I guess I would have to use the second sign-in option 
and add my wireless account to my ________ Single Login ID.  

Patty, ________ customer with online account 
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Key Insights 

•The majority of existing ________ customers with Legacy IDs 
preferred the progressive or fifty/fifty concepts. They found 
progressive concept to be simple and straightforward, however, 
there were a few instances where customers wanted to use 
legacy credentials to access all accounts. 

•Customers who preferred the fifty/fifty concept felt that it 
presented an easy way to log in to their accounts using their 
legacy IDs. However, once again, many viewed the ________ 
Single Login ID fields as an easy way to register for an 
________ Single Login ID with the option to use old credentials 
if they wanted to.  
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Discussion Results 

Unlinked Accounts 
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Unlinked Accounts 

When presented with the scenario of unlinked accounts to the 
________ Single Login ID, participants often preferred the 
fifty/fifty concept because it seemed to offer the most choices to 
log in, access accounts, and link them.  

 

 

 

 

 

 

Melissa, ________ customer with online account 
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If I only linked my ________ Single Login ID to my home phone account and not to my 
wireless account, I would prefer option C because this option allows me to chose what 
account I want to log into from a central page if I have no ________ Single Login ID. I 
would log into my wireless account using option C by choosing wireless from the drop 
down menu under no ________ Single Login ID.  



Summary & Additional Suggestions 
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Summary 

Overall, the progressive and progressive with dropdown seemed 
to have created the least confusion for customers, no matter 
what customer scenario they were presented.  

The fifty/fifty concept was a favorite for customers who still 
needed to use their legacy IDs to log in or link accounts because 
it seemed to offer the most login options. Participants also felt 
that it was the concept that would entice them the most to 
register for an ________ Single Login ID, however few viewed it 
as an actual Single Login ID login.   
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Additional Suggestions 

•Customers do not want to link accounts to their Single Login ID 
at different times. They would prefer that this is done all in one 
step. 

•Customers want the parameters of the login (e.g., requires one 
capitalized letter, etc.) included on the login page to remind 
them of their login credentials.   

•Customers want to see special offers and promotions that are 
targeted to their customer status upon login. 
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Appendix 

Discussion Questions and Concepts 
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Discussion: Scenario 1 

Imagine that you are a new ________ wireless customer and have just 
created a ________ Single Login ID so that you can access your wireless 
account online. You would now like to log in to your wireless account to see your 
latest ________ bill. 

We have presented three different options for you to log in with. The different 
options are labeled A, B, and C below.  

After you have reviewed all images, please tell us: 

•Which of the three options (A, B or C) would you prefer to use if you were 
logging into your ________ wireless account and why? 

•How would you go about logging into your ________ wireless account using 
your preferred login option? 

•What do you expect to see after you log in using your preferred login option? 

•What (if anything) would make your preferred option even better? 
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Discussion: Scenario 2 

Currently, when using the ________ website, customers access and manage 
their products and services with separate accounts and separate logins. The 
various products and services available to ________ customers include: 
Wireless, Internet, TV and Home Phone, as well as mobility kiosks, wi-fi, (Yahoo 
email), Yellow Pages and address book.  
 
________ will be introducing a single login experience: the ________ Single 
Login ID. This means each customer will have the ability to create one single 
user ID and password that grants secure and seamless access across all 
________ online products and services.  
 
To make use of the ________ Single Login ID, customers will need to register 
and create a new user ID. This ID will replace all other existing ________ IDs. 
 
Imagine that you have created an ________ Single Login ID for your 
________ wireless and home phone accounts and now you want to log 
into wireless account. 

We have presented three different options for you to log in with. The different 
options are labeled A, B, and C.  
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Discussion: Scenario 2 (Cont.) 

Part One: After you've reviewed all options, please tell us: 

•Which of the three options (A, B or C) would you prefer to use if you were 
logging into your ________ wireless account and why? 

•How would you go about logging into your ________ wireless account 
using your preferred login option? 

•What do you expect to see after you log in? 

•What (if anything) would make your preferred option even better? 

 

Part Two: Now imagine that you have only linked your ________ Single Login 
ID to your home phone account and not to your wireless account. This means 
that you would have to use your ________ Single Login ID to view your home 
phone account, but would have to use your old wireless login to view your 
wireless account. 

•Do you still prefer the option that you chose above to log in to your accounts? 
Why or why not? 

•How would you go about logging into your ________ wireless account using 
your preferred login option? 
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Discussion: Scenario 3 

Imagine that you are a wireless and home phone ________ customer. 
You have online accounts with ________ so that you can view and pay your 
bills. You would like to log in to your wireless account to see your latest 
________ bill. 

We have presented three different options for you to log in with. The different 
options are labeled A, B, and C.  

Part One: After you have reviewed all images, please tell us: 

•Which of the three options (A, B or C) would you prefer to use if you were 
logging into your ________ wireless account and why? 

•How would you go about logging into your ________ wireless account using 
your preferred login option? 

•What do you expect to see after you log in using your preferred login option? 

•What (if anything) would make your preferred option even better? 
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Discussion: Scenario 3 (Cont.) 

Part Two: Now imagine that you have created an ________ Single Login 
ID, which generates one single user ID and password for secure and seamless 
access across all ________ online products and services. However, you have 
only linked your home phone account to this new ID, and not to your 
wireless account. This means that you would have to use your ________ Single 
Login ID to view your home phone account, but would have to use your old 
wireless login to view your wireless account. 

•Do you still prefer the option that you chose above to log in to your accounts? 
Why or why not? 

•How would you go about logging into your ________ wireless account 
using your preferred login option in this scenario? 
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