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Case 1:  Ship (printing a shipping label)

Main Case – Description

The user wants to ship a single FedEx Pak Express package via Standard Overnight to a U.S. location.  The user arrives at the Ship & Get kiosk with the package, but no shipping label.  The user has a FedEx account and regularly uses fedex.com and an online address book to ship packages.  Leveraging this knowledge, the user signs on to his fedex.com account and pulls an address from his online address book.  He then completes the shipping label and deposits the package into a locker, charging the transaction to his FedEx account.  He does not request a Courtesy Rate Quote, nor does he request a receipt.  The user encounters no difficulties anywhere in the process, and he does not request any help.
Main Case – Task Flow

1.
User touches the Begin button to start the process.
2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.
7.
User selects a recipient from his address book.
8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).
11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.

15.
User chooses to charge the transaction to his FedEx account.

16.
User approves a summary of the transaction information.
17.
System prints the shipping label.

18.
User peels the backing off the label and applies the label to his package.

19.
User selects an appropriate locker size.

20.
User inserts the package into the open locker and touches “Done”.

21.
User verifies that the door is closed.

22.
User indicates that he does not want another transaction.

23.
User declines to print a transaction record.

24.
System displays the “Thank You” message.

NOTE:  The above flow only applies for the first package shipped in a given session.  If the user ships multiple packages at once, then Steps 4 and 15 are modified for the second package and all subsequent packages.  See Case 1-A30 for more details.
Alternate Cases

Case 1-A1:  System has carousel and bins instead of lockers.

With a carousel system, the user never has to verify that the door is closed.  Otherwise the sequence of steps is the same as the locker system – but the details of those steps are sometimes different.  When the user is asked to choose an appropriate bin size, a different set of sizes is shown.  Many of the on-screen illustrations are different.  Many of the Help screens are different.  Some of the Help videos are different.  Many of the voice-overs are different.

Case 1-A2:  User visits Help screen, then completes the transaction.

At any point in the transaction, the user can press the Help button, which leads to a Help screen.  Every transaction screen has its own unique Help screen.  Exiting from the Help screen returns the user to the transaction at the same point where he pressed “Help”.
Case 1-A3:  User contacts a Customer Service Agent for help.
On certain Help screens, there will be a button that says “Contact Customer Service”.  If the user touches this button, then he is put into direct video contact with a Customer Service Agent.  The CSA will take over the transaction from this point.  Due to technical limitations, it will not be possible to return control of the transaction to the user.  Therefore, the user cannot simply ask the CSA a question, and then resume the transaction on his own after he hears the answer.

Due to other technical reasons, the ability to reach a Customer Service Agent will not be supported during the part of the transaction where the user prepares a shipping label.  Consequently, the last Help screen to provide the CSA button corresponds to the “Have Label or Prepare One” screen.  If the user chooses to prepare a label, then the CSA button goes away on subsequent help screens.

The CSA button returns on the Help screen for the “Apply Label to Package” screen.  It is very important that this Help screen provides access to a Customer Service Agent – in case the user had a serious problem while trying to print the label.
Case 1-A4:  System alerts user that large locker/bin sizes are not available.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
System tells the users that the largest locker or bin sizes are not available – and lists the sizes that are still available.
4.
System asks the user, “Do you want to continue?”
5.
User chooses “Yes”.
This use case continues from Step 3 in the Main Case.

Case 1-A5:  User does not have a fedex.com account, or chooses not to use it.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User answers “No” to the question “Do you have a fedex.com account?”
5.
User inserts a credit card into card reader and immediately removes it.
6.
User keys in the sender’s address using the touch screen.

7.
User keys in the sender’s city, state, and zip code using the touch screen.

8.
User keys in the sender’s telephone number using the touch screen.

9.
User approves the Sender information without further editing.
10.
User keys in the recipient’s name using the touch screen.

11.
User keys in the recipient’s address using the touch screen.

12.
User keys in the recipient’s city, state, and zip code using the touch screen.

13.
User keys in the recipient’s telephone number using the touch screen.

14.
User approves the Recipient info without further editing – and without indicating that he wants to save the new address back to his address book.
NOTE:  From this point on, this use case is almost identical to the Main Case, beginning at Step 9.  However, Step 9 is skipped (because with a credit card, the user cannot use Ground), and Step 15 is skipped (because the user has already chosen his method of payment).  Therefore, the remaining steps in this use case are:

15.
User chooses the type of Express service (e.g. Standard Overnight).

16.
User chooses any additional service options (e.g. Saturday delivery).

17.
User specifies the type of packaging for this package (e.g. FedEx Pak).

18.
User estimates the package weight.

19.
User indicates the total declared value is not greater than $100.

20.
User approves a summary of the collected information.

21.
System prints the shipping label.

22.
User peels the backing off the label and applies the label to his package.

23.
User selects an appropriate locker size.

24.
User inserts the package into the open locker and touches “Done”.

25.
User verifies that the door is closed.

26.
User indicates that he does not want another transaction.

27.
User declines to print a receipt.

28.
System displays the “Thank You” message.

Case 1-A6:  User edits the Sender information.

In the Main Case, as well as all of the alternate use cases, the user eventually arrives at a screen where he must approve the Sender information.  See Step 5 in the Main Case, and Step 9 in Case 1-A5.  (Depending upon the use case, the sender information may have been drawn automatically from the Ship Manager account file, or the user may have had to key it in.)  This use case begins at this point.

5.
System displays a summary of the Sender information, and the user decides to make changes.

6.
User marks which part(s) of the Sender info he intends to edit.

7.
User edits each part of the Sender info that he has marked, using the on-screen keyboard.

8.
User approves the revised Sender information, without further editing.
This use case continues from Step 6 in the Main Case, or from Step 10 in Case 1-A5.

Case 1-A7:  User does not have an online address book, or the system cannot find it.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System cannot find an online address book, and goes into manual mode for the recipient address.
7.
User keys in the recipient’s name using the touch screen.

8.
User keys in the recipient’s address using the touch screen.

9.
User keys in the recipient’s city, state, and zip code using the touch screen.

10.
User keys in the recipient’s telephone number using the touch screen.

11.
User approves the Recipient info without editing any of it  – and without indicating that he wants to save the new address back to his address book..
NOTE:  In this case, the user is not given the option of saving the recipient address back to the address book.

This use case continues from Step 9 in the Main Case.

Case 1-A8:  User cannot find the address he needs in the address book, and therefore types in the recipient info.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing.

6.
System automatically opens up the user’s online address book.
7.
User tries to find his intended recipient in his address book, but discovers that the address is not there.

8.
User touches the button to “Enter recipient’s address manually”.

9.
User keys in the recipient’s name using the touch screen.

10.
User keys in the recipient’s address using the touch screen.

11.
User keys in the recipient’s city and state using the touch screen.

12.
User keys in the recipient’s telephone number using the touch screen.

13.
User approves the recipient info without editing any of it – and without indicating that he wants to save the new address back to his address book.
This use case continues from Step 9 in the Main Case.

Case 1-A9:  User saves the new Recipient information to his address book.

If the user has keyed in the Recipient information (Case 1-A5, 1-A7, and 1-A8), then he is given the option of saving this new information to his address book.  Therefore, this use case begins at Step 14 in Case 1-A5, Step 11 in Case 1-A7, or Step 13 in Case 1-A8.

14.
System displays a summary of the new Recipient information for review.

15.
User touches “Save to address book”.
16.
System confirms that the information was saved to the address book.

17.
User approves the Recipient info without further editing.

This use case continues from Step 9 in the Main Case, or Step 14 in Case 1-A5.

NOTE:  If an entry with the same name already exists in the address book, then this becomes an error case.  See Case 1-E18. 

Case 1-A10:  User edits the Recipient information.

In the Main Case, as well as all of the alternate use cases, the user eventually arrives at a screen where he must approve the Recipient information.  See Step 8 in the Main Case, and Step 14 in Case 1-A5.  (Depending upon the use case, the recipient information may have been drawn from the address book, or the user may have keyed it in.)  This use case begins at this point.

8.
System displays a summary of the Recipient information, and the user decides to make changes.

9.
User marks which part(s) of the Recipient info he intends to edit.

10.
User edits each part of the Recipient info that he has marked, using the on-screen keyboard.

11.
User approves the revised Recipient information, without further editing.
This use case continues from Step 9 in the Main Case, or Step 14 in Case 1-A5.

Case 1-A11:  User saves the edited Recipient information to his address book.

If the user has edited the Recipient information taken from his address book (Case 1-A10), then he is given the option of saving this new information back to his address book.  Therefore, this use case begins at Step 11 in Case 1-A10.

11.
System displays a summary of the edited Recipient information for review.

12.
User touches “Save to address book”.
13.
System confirms that the entry in the address book was updated with the new information.

14.
User approves the Recipient info without further editing.

This use case continues from Step 9 in the Main Case.

NOTE:  The user is not normally given a warning that he is about to replace the existing address in the address book.  However, if the user edits the name of the person, and the revised name already exists in the address book, then this becomes an exception case and triggers a warning.  See Case 1-E19. 

Case 1-A12:   User ships via Ground instead of Express.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects to use FedEx Ground.
10.
User chooses the type of Ground service.
11.
User chooses any additional service options.
NOTE:  Unlike the main case, the user does not specify the type of packaging for Ground shipments.
This use case continues from Step 13 in the Main Case.  However, certain details of the screens, such as the appearance of the shipping label, will differ from the main case.  Furthermore, the user will not be given the option of paying by credit card.  See Case 1-A13 for more details.
Case 1-A13:  User ships a Ground package, charging it to credit card.

NOTE:  This use case will not be supported in the current version of Ship & Get.  If the person chooses Ground, then the credit card option will not be available.  If the person does not log in to his Ship Manager account, and therefore must use a credit card, then shipping by Ground will not be an option.
Case 1-A14:  User asks for detailed info on service options.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).
11.
System displays the list of available service options.

12.
User touches “More Info” to more detailed information.

13.
User touches “Continue” to return to the list of service options. 
This use case continues from Step 11 in the Main Case.

Case 1-A15:  User adds reference information to shipping label.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options, including “add reference information to label”.
12.
User keys in the Shipment Reference Information, using the on-screen keyboard.

This use case continues from Step 12 in the Main Case.

Case 1-A16:  User chooses to use the FedEx ShipAlert service.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options, including “FedEx ShipAlert”.
12.
User keys in the Recipient’s email address, using the on-screen keyboard.
13.
User keys in the Sender’s email address, using the on-screen keyboard – or else leaves this field blank.
This use case continues from Step 12 in the Main Case.

Case 1-A17:  Package is not in FedEx Express packaging.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies that the type of packaging is “Other packaging”.
13.
User estimates the package weight.

14.
User enters the height, width, and length of the package, in inches.
This use case continues from Step 14 in the Main Case.

Case 1-A18:  User views Terms and Conditions for declaring a value.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
Before attempting to declare a value for the package, the user views the Terms and Conditions.
This use case continues from Step 14 in the Main Case.

Case 1-A19:  User charges the transaction to a credit card.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.
15.
User chooses to charge the transaction to a credit card.
16.
User inserts a credit card into card reader and immediately removes it.

This use case continues from Step 16 in the Main Case.

Case 1-A20:  User charges the transaction to the recipient.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.
15.
User chooses to charge the transaction to the recipient.
16.
User enters the FedEx account number of the recipient.

This use case continues from Step 16 in the Main Case.

Case 1-A21:  User charges the transaction to a third party.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.
15.
User chooses to charge the transaction to a third party.
16.
User enters the FedEx account number of the third party.

This use case continues from Step 16 in the Main Case.

Case 1-A22:  User chooses to revise the info before printing a label.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.

15.
User chooses to charge the transaction to his FedEx account.
16.
System displays a summary of the info about this transaction.
17.
User chooses to “edit” the information before continuing.

18.
System loops back to the “Express or Ground” screen, so that the user re-selects the type of service options and the package information.
This use case continues from Step 9 in the Main Case.
NOTE:  On the second pass through the service option and package screens, any open text fields (such as on the Package Weight, Declared Value, Reference Info, ShipAlert, and COD screens) are pre-populated with the previously entered data.
Case 1-A23:  User chooses to receive a Courtesy Rate Quote.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.

15.
User chooses to charge the transaction to his FedEx account.
16.
User requests a Courtesy Rate Quote.

17.
After reviewing the rate quote, the user touches “OK”.

This use case continues from Step 16 in the Main Case.

Case 1-A24:  User rejects the Courtesy Rate Quote.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.

15.
User chooses to charge the transaction to his FedEx account.
16.
User requests a Courtesy Rate Quote.

17.
After reviewing the rate quote, the user touches “Edit”.

This use case continues from Step 18 in Case 1-A22.

Case 1-A25:  User rejects printed label and prints another.
1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.

15.
User chooses to charge the transaction to his FedEx account.

16.
User approves a summary of the transaction information.

17.
System prints the shipping label.
18.
User examines the printed label and sees a problem, so he touches “Edit”.
This use case continues from Step 18 in Case 1-A22.
Case 1-A26:  User keeps the printed label but goes elsewhere to ship the package.
1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.

15.
User chooses to charge the transaction to his FedEx account.

16.
User approves a summary of the transaction information.

17.
System prints the shipping label.
18.
User touches “I’m going to ship this package at another location”.

19.
User indicates that he does not want another transaction.

20.
User declines to print a receipt.  (This step is necessary only if the user shipped other packages prior to this transaction.)
21.
System displays the “Thank You” message.

Case 1-A27:  User rejects locker/bin and chooses another.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options (e.g. Saturday delivery).

12.
User specifies the type of packaging for this package (e.g. FedEx Pak).

13.
User estimates the package weight.

14.
User indicates that the total declared value is not greater than $100.

15.
User chooses to charge the transaction to his FedEx account.

16.
User approves a summary of the transaction information.

17.
System prints the shipping label.

18.
User peels the backing off the label and applies the label to his package.

19.
User guesses as to an appropriate locker or bin size.
20.
System opens a locker or bin of the chosen size.

21.
User realizes that the package won’t fit into the bin, and touches “It doesn’t fit…”

22.
User chooses a larger size for the locker or bin.
This use case continues from Step 20 in the Main Case.

Case 1-A28:  User ships multiple packages to same recipient and address.

[ The first 21 steps are the same as the Main Case. ]
22.
When the system asks the user if he wants another transaction, the user touches “Ship another package to the same address.”
This use case loops back to Step 8 in the Main Case, or to Step 14 in Case 1-A5.  In other words, it assumes the same Sender info and Recipient info as the previous package, and resumes on the screen where the user approves the Recipient info.

NOTE:  The button “Ship another package to the same address” only appears if the user has chosen “Prepare a label” in step 3.  If the user scanned a pre-printed label, then this button does not appear.
NOTE:  Certain steps in the process are treated differently for the second and subsequent packages.  See Case 1-A29 for more details.
Case 1-A29:  User ships multiple packages to multiple recipients or addresses.

[ The first 21 steps are the same as the Main Case. ]
22.
When the system asks the user if he wants another transaction, the user touches “Yes”.
This use case loops back to Step 2 in the Main Case, where the user chooses between “Ship” and “Get”.  However, on the second package and all subsequent packages, certain steps in the Main Case and alternate cases are modified, as follows:

Step 4, Main Case:  If the last package was shipped using FedEx Ship Manager, and the user is still logged in to his account, then Step 4 is skipped altogether.  The user is not asked whether he wants to use his FedEx Ship Manager account, and the user is not asked to log in again.  
Step 4, Case 1-A5:  If the last package was shipped without using FedEx Ship Manager, then Step 4 is skipped.  The user is not asked again whether he wants to use his FedEx Ship Manager account.  

Step 5, Case 1-A5:  If the last package was shipped without using FedEx Ship Manager, then the user is not asked to insert his credit card again.  However, the user is asked to verify that he wants to charge the transaction to the same credit card.  

Step 15, Main Case / Case 1-A20 / Case 1-A21:  Instead of choosing among different ways to bill the transaction, the user is asked “Bill to same FedEx account?”.  

Step 15, Case 1-A19:  Instead of choosing among different ways to bill the transaction, the user is asked “Bill to same credit card?”
Step 19, Main Case:  Instead of choosing a locker or bin size, the user is asked “Use the same locker/bin again?”  A “Yes” response opens up the exact same locker or bin, with the previous package still in it.
Case 1-A30:  User inserts multiple packages into one locker/bin.

[ The first 21 steps are the same as the Main Case. ]
22.
When the system asks the user if he wants another transaction, the user touches “Yes”.
This use case loops back to Step 2 in the Main Case, where the user chooses between “Ship” and “Get”.  The second pass through the Main Case is modified as explained in Case 1-A29.  When the user reaches Step 19 in Case 1-A29, he touches “Yes”.
Case 1-A31:  User inserts multiple packages into multiple lockers/bins.

[ The first 21 steps are the same as the Main Case. ]
22.
When the system asks the user if he wants another transaction, the user touches “Yes”.
This use case loops back to Step 2 in the Main Case, where the user chooses between “Ship” and “Get”.  The second pass through the Main Case is modified as explained in Case 1-A29.  When the user reaches Step 19 in Case 1-A29, he touches “No”, at which point the user is asked to choose an appropriate size for the locker or bin.
Case 1-A32:  User wishes to charge only certain packages to his credit card, and charge other packages to his FedEx account.

If the user logged in to his FedEx Ship Manager account for the first package, then the Main Case is assumed.  The flow for the second package will continue as described in Case 1-A29, until Step 15:
15.
System asks “Bill to same FedEx account?” or “Bill to same credit card?”.

16.
User touches “No”.

17.
User chooses the billing method he prefers.
If the user did not in to his FedEx Ship Manager account for the first package, then the Case 1-A5 is assumed.  The flow for the second package will continue as described in Case 1-A29, until Step 5:
5.
System asks “Bill to same credit card?”.

6.
User touches “No”.

7.
Loops back to Step 4 in the Main Case, where the user chooses to log in to his FedEx Account.
Case 1-A33:  User has pre-printed labels for some packages, but needs to print labels for others.

[ The first 21 steps are the same as the Main Case. ]
22.
When the system asks the user if he wants another transaction, the user touches “Yes”.
On each pass through the flow, the user makes the choice of “Prepare a label” or “I have one”.
Case 1-A34:  User wants to Get after finishing Ship.

[ The first 21 steps are the same as the Main Case. ]
22.
When the system asks the user if he wants another transaction, the user touches “Yes”.

23.
The user touches “Get”, thereby switching to Main Case 3.
Case 1-A35:  User requests a transaction record.

[ The first 22 steps are the same as the Main Case. ]
23.
User chooses to print a transaction record.

24.
System indicates that the transaction record has printed.

25.
User collects the transaction record.
26.
System displays the “Thank You” message.
NOTE:  The first successful Ship transaction in a user session will set a state variable indicating that the user needs to be given a chance to print a transaction record.  At the end of the session, the user is asked if he wants to print a transaction record.  If he says “Yes”, then he will receive a printout that lists all of the shipping transactions from that session.
Case 1-A36:  User wants to reprint the transaction record.

[ The first 22 steps are the same as the Main Case. ]
23.
User chooses to print a transaction record.

24.
System indicates that the transaction record has printed.

25.
User touches the “Print again” button.
26.
System indicates that the transaction record has printed.

27.
User collects the transaction record.
28.
System displays the “Thank You” message.
Case 1-A37:  User chooses to use the COD service.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.

7.
User selects a recipient from his address book.

8.
User approves the name, address, and phone number as shown, without any editing.

9.
User selects the Express service.

10.
User chooses the type of Express service (e.g. Standard Overnight).

11.
User chooses any additional service options, including “COD”.
12.
User keys in the amount to be collected, in U.S. dollars, using the touch screen.
13.
User chooses between “Secured” and “Unsecured” for the payment types accepted.

14.
User keys in the remittance name using the touch screen.

15.
User keys in the remittance address using the touch screen.

16.
User keys in the remittance city, state, and zip code using the touch screen.

17.
User keys in the remittance telephone number using the touch screen.

18.
User approves the COD info without editing any of it.
This use case continues from Step 12 in the Main Case.

Exception Cases

Case 1-E1:  User cancels transaction prior to inserting a package.

At any point in the transaction, prior to inserting the package, the user can press the Cancel button.
x.
User touches the “Cancel” button.
x+1
System asks “Are you sure you want to cancel the current transaction?”
x+2
User touches the “Yes” button.
x+3
System states “The transaction has been cancelled.  Do you want to perform another transaction?”
x+4
User touches the “No” button.
x+5
System displays the “Thank You” message.
In Step x+2, if the user touches “No”, then the transaction continues where it left off.

In Step x+4, if the user touches “Yes”, then the next transaction begins, starting with the “Ship or Get” screen.
Case 1-E2:  User cancels transaction after inserting a package.
This use case will not be supported.  The “Cancel” button will disappear on all screens after the user has inserted a package and touched “Done”.
Case 1-E3:  User abandons transaction without canceling (timeout).

At any point in the transaction, the user might walk away and fail to continue.  This leads to the need for a timeout use case.
x.
System detects that the user has been inactive for 60 seconds.
x+1
System asks “Do you need more time?”
x+2
System counts down 15 seconds on the screen without detecting any activity.
x+3
System displays the Attractor Loop.
In Step x+1, if the user touches “I need more time”, then the transaction continues where it left off.

In Step x+1, if the user touches “Start over”, then the next transaction begins, starting with the “Ship or Get” screen.
Case 1-E4:  Kiosk is out of service when the customer arrives.

In this case, the Out of Service screen is displayed, and the user is not allowed to begin any other user case.
Case 1-E5:  Kiosk experiences mechanical or communication difficulties during the transaction, but is able to recover within 20 seconds.

This use case begins whenever the system encounters any delay due to mechanical or communication difficulties.
x.
System displays the “Please Wait” animation screen.
x+1
System begins a 20-second timer (not shown to user).
x+2
System detects that the problem has been resolved without timing out.
x+3
System continues where it left off.
Case 1-E6:  Kiosk experiences mechanical or communication difficulties during the transaction, and is not able to recover – but connection to a Customer Service Agent is still possible.

This use case begins whenever the system encounters any delay due to mechanical or communication difficulties.
x.
System displays the “Please Wait” animation screen.
x+1
System begins a 20-second timer (not shown to user).
x+2
Timer runs out, and the problem has not been resolved.
x+3
System connects user to Customer Service Agent.

Case 1-E7:  Kiosk experiences mechanical or communication difficulties during the transaction, and is not able to recover – but connection to a Customer Service Agent is NOT possible.

This use case begins whenever the system encounters any delay due to mechanical or communication difficulties.
x.
System displays the “Please Wait” animation screen.
x+1
System begins a 20-second timer (not shown to user).
x+2
Timer runs out, and the problem has not been resolved.
x+3
System attempts to connect to Customer Service Agent, but is not able to do so.
x+4
System displays the Apology screen.

x+5
System waits for 15 seconds, or until the user touches “OK”.

x+6
System goes into Out of Service mode.  (Case 1-E4.)
Case 1-E8:  The user leaves a required input field blank.

This error can happen on any screen that has an input field, if input is mandatory.
x.
User touches the “OK” button, leaving blank a required field.
x+1
System highlights or flashes the required field.
x+2
User completes the required field and touches “OK” again.
Case 1-E9:  The system detects a syntax error in an input field.

This error can happen on any screen that has an input field, if a certain syntax is required for the input.  For example, an email address must have an “@” symbol in the middle.  A phone number must consist of exactly 10 digits.
x.
User touches the “OK” button, indicating the input on the screen is ready to submit.
x+1
System highlights or flashes the required field, without erasing the input.  System displays a short message next to the field specifying the syntax requirements.
x+2
User corrects the required field and touches “OK” again.
NOTE:  Whenever feasible, the input field should be designed to minimize the chance of a syntax error.  For example, the email address input field could contain the “@” symbol.  However, a custom input field of this sort adds to the programming effort, and should be designed carefully to avoid confusing the user.
Case 1-E10:  Card reader cannot read the credit card.

This error can occur in the Case 1-A5 at Step 5, or in Case 1-A19 at Step 16.
x.
User inserts and immediately removes the credit card from the card reader.
x+1
System displays the “Card Not Read” error screen.
x+2
User tries again.
NOTE:  If the user did not insert the card all the way to the back, then the system will not realize that a card was inserted.  Therefore no message will appear, and the system will continue to wait for the user to insert the card.
If the user cannot get the card reader to recognize his card, he can enter the credit card information manually:
x.
User inserts and immediately removes the credit card from the card reader.
x+1
System displays the “Card Not Read” error screen.
x+2
User touches the button “Enter information manually”.
x+3
User keys in the credit card number and expiration date, using the on-screen keyboard.

x+4
User keys in the name on the credit name, using the on-screen keyboard.
Case 1-E11:  User inserts a credit card that is not supported.

This error can occur in the Case 1-A5 at Step 5, or in Case 1-A19 at Step 16.
x.
User inserts and immediately removes the credit card from the card reader.
x+1
System displays the “Card Type Not Supported” error screen.
x+2
User tries a different card, or touches the “Back” button to select a different form of payment.
Case 1-E12:  User cannot remember his fedex.com account information.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User chooses to use his FedEx account.

5.
System displays the login screen.

6.
User cannot remember his user name and/or his password.
At this point, the user’s options are the “Back” button to change his mind about using the FedEx account, the “Cancel” button to quit, or the “Help” button to access a Customer Service Agent.
Case 1-E13:  User tries to log in, but enters a bad user name and/or password.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User chooses to use his FedEx account.

5.
System displays the login screen.

6.
User types in a bad user name and/or password.
7.
System re-displays the login screen with an informative error message.
8.
User tries again.
If the user continues to fail the login, then his options are the “Back” button to change his mind about using the FedEx account, the “Cancel” button to quit, or the “Help” button to access a Customer Service Agent.
Case 1-E14:  System is unable to log the user onto his fedex.com account.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User chooses to use his FedEx account.

5.
System displays the login screen.

6.
User types in a good user name and password.

7.
System is unable to log the user onto this account.
8.
System displays an apology, and asks the user if he would like to continue without logging in.
9.
User touches the “Yes” button.
This use case continues from Step 5 in Case 1-A5.  However, if the user touches “No” in Step 9 above, then the transaction is cancelled, the use case continues from Step 22 in the Main Case (“Do you want another transaction?”).
Case 1-E15:  User logs into his fedex.com account, but system cannot locate or cannot access an address book for this user.

This use case is handled transparently to the user – that is, no error message is displayed on the screen, but the user is simply asked to key in the recipient information.  See Case 1-A7 for details.
Case 1-E16:  User cannot find the address he needs in the address book, and therefore quits the process.

This is not a distinct use case, but simply an example of Use Case 1-E1.
Case 1-E17:  User tries to pull a foreign address from the address book.

1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
User chooses to prepare a shipping label.

4.
User logs on to his online FedEx account (Ship Manager).

5.
User approves the Sender information without editing it.

6.
System automatically opens up the user’s online address book.
7.
User selects a non-U.S. address from his address book.
8.
System continues to display the address book interface, with the selected name highlighted.  A message on the screen says “Ship & Get can print a shipping label only if the package is sent to a U.S. address.”
Case 1-E18:  User tries to save a new address back to the address book, but a person with the same name already exists.

If the user has keyed in the Recipient information (Case 1-A5, 1-A7, and 1-A8), then he is given the option of saving this new information to his address book.  Therefore, this use case begins at Step 14 in Case 1-A5, Step 11 in Case 1-A7, or Step 13 in Case 1-A8.

x.
System displays a summary of the new Recipient information for review.

x+1
User touches “Save to address book”.
x+2
System warns, “A person by this name also exists in your address book.  Do you want to replace the existing entry with the new one?”

x+3
User chooses “Replace existing address”.

x+4
System confirms that the information was saved to the address book.

x+5
User approves the Recipient info without further editing.

The user has the option of creating a new record for this address, instead of replacing the existing record:

x+3
User chooses “Create new entry in address book”.

x+4
System confirms that the information was saved to the address book.

x+5
User approves the Recipient info without further editing.

Finally the user has the option of not saving the new address after all:

x+3
User chooses “Do not save the new address”.

x+4
System re-displays the summary of the Recipient info.

x+5
User approves the Recipient info without further editing.

This use case continues from Step 9 in the Main Case, or Step 14 in Case 1-A5.

NOTE:  This exception only applies to the case when the user has typed in a new name and address from scratch – and the name happens to duplicate an existing name in the address book.  If the user has merely edited the address of an existing entry in the address book, then no exception is generated.  See Case 1-E19 for a closely related exception.

Case 1-E19:  User edits recipient name and tries to save address to address book, but a record with this name already exists.

If the user has edited the Recipient information taken from his address book (Case 1-A10), then there is no chance for conflict with an existing record, unless the user edits the recipient name.  If so, and there is a name conflict, then this case is treated identically to case 1-E18.
This use case continues from Step 9 in the Main Case.

Case 1-E20:  User tries to save a new address back to the address book, but the system is unable to do so.

If the user has keyed in the Recipient information (Case 1-A5, 1-A7, and 1-A8), then he is given the option of saving this new information to his address book.  Therefore, this use case begins at Step 14 in Case 1-A5, Step 11 in Case 1-A7, or Step 13 in Case 1-A8.

x.
System displays a summary of the new Recipient information for review.

x+1
User touches “Save to address book”.
x+2
System replies, “Unable to save the new address at this time.  We apologize for the inconvenience.”

Case 1-E21:  Automatic address verification detects error in address.

This error can occur on either the Sender’s address or the Recipient’s address.
x.
User finished entering the Sender address or the Recipient address.

x+1
System replies, “This does not appear to be a valid mailing address.”
x+2
User touches “Edit address”.

If the user makes this choice, then this use case continues with the corresponding address editing screen.  See Cases 1-A6 and 1-A10.

The user also has the option of ignoring this error:

x+2
User touches “Use address as shown”.

Case 1-E22:  User enters package weight greater than 150 pounds (beyond the allowed limit).

This error can occur on Step 13 in the Main Case:
13.
User estimates a package weight greater than 150 pounds.
14.
System warns “The weight of the package must be less than 150 pounds.”

15.
User re-enters the package weight at something less than 150 pounds.
If the user is convinced that the package does weigh more than 150 pounds, then his only option is to cancel the transaction.
Case 1-E23:  User incorrectly enters the weight of the package, or enters other erroneous information that affects the price.

This error will not be detected during the transaction itself.  After the courier collects the package, then the error will be corrected.
Case 1-E24:  User chooses a type of service or a service option that is unavailable.

This error should never occur, because only valid options should be listed on the screen.  However, there may be certain instances where the valid options are not known until after the data is submitted in a batch to the API – too late to prevent an error.  The most likely location for this error is at Step 16 in the Main Case:
16.
User approves a summary of the transaction information.

17.
System detects an error in the combination of services requested.

18.
System displays message “The following service or services are not available for this package:”

19.
System lists the services that are not available.

20.
System adds the message “We apologize for any inconvenience.”

21.
User touches the “OK” button.

22.
System displays the transaction summary screen again, with the appropriate changes to the services.  The user may either approve the changes, or may instead decide to press the “Edit” button to change the selected services.
This use case continues with Step 16 in the Main Case (if the user approves the changes) – or with Step 17 in Case 1-A22 (if the user doesn’t approve of the changes).
Case 1-E25:  Ship Manager API returns any other kind of error.

Any error that the Ship Manager API is likely to return should be trapped and handled uniquely.
However, if an unexpected error occurs, then it needs to be handled gracefully:

x.
An unexpected Ship Manager API error occurs.

x+1
System displays message, “We were unable to complete this transaction due to an unexpected error:”

x+2
System displays the name of the error, as provided by the Ship Manager API.

x+3
System asks “Would you like to contact Customer Service?

x+4
User touches “Yes”.

x+5
User is connected to a live Customer Service Agent.

In Step x+4, if the user touches “No”, then the transaction ends.

Case 1-E26:  The printer is out of paper when the transaction begins.

The following assumes that the system can detect when the printer is out of paper:
The user should be warned near the beginning of the process that the option of printing a shipping label is not currently available:
1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
System warns “Due to technical difficulties, the option of preparing a shipping label is not currently available.”

4.
User touches either “I have one” or “Cancel”.
Case 1-E27:  The printer is jammed from a previous transaction.

The handling of this use case depends upon whether or not the system can detect when the printer is jammed.
If the system can detect a jam, then the user should be warned near the beginning of the process that the option of printing a shipping label is not currently available:
1.
User touches the Begin button to start the process.

2.
User chooses to “Ship” a package.

3.
System warns “Due to technical difficulties, the option of preparing a shipping label is not currently available.”

4.
User touches either “I have one” or “Cancel”.
If the system cannot detect a jam, then there is no way to warn the user.  The user will wait for a label to appear, but no label will appear:
16.
User approves a summary of the transaction information by touching “Print shipping label”.

17.
User waits for the label to print.

18.
User either tires of waiting, or notices that the printer appears to be jammed.

19.
User touches “Problem with the label?”

20.
User doesn’t see anything on screen related to the issue of a jam, so presses the Help button.

21.
User doesn’t see any information about a jam, and so eventually touches “Call Customer Service”.  (See Case 1-A3 for more information.)
The main issue is whether the user will realize to touch the Help button – and then realize to touch the Call Customer Service button.
Case 1-E28:  The printer jams while printing the shipping label.

The handling of this use case depends upon whether or not the system can detect that the printer has jammed.
If the system can detect a jam, then the user should be alerted to the problem:
16.
User approves a summary of the transaction information by touching “Print shipping label”.

17.
System starts to print the label, but the printer jams.

18.
System displays the alert message “We will not be able to print your label at this time. We apologize for the inconvenience.”
19.
System displays a button “Call Customer Service”.
20.
User touches the button “Call Customer Service”.

If the system cannot detect a jam, then there is no way to alert the user.  The user will wait for a label to appear, but no label will appear:
16.
User approves a summary of the transaction information by touching “Print shipping label”.

17.
User waits for the label to print.

18.
User either tires of waiting, or notices that the printer appears to be jammed.

19.
User touches “Problem with the label?”

20.
User doesn’t see anything on screen related to the issue of a jam, so presses the Help button.

21.
User doesn’t see any information about a jam, and so eventually touches “Call Customer Service”.

The main issue here is whether the user will realize to touch the Help button – and then realize to touch the Call Customer Service button.
Case 1-E29:  User prints multiple copies of the same label, and places the labels on more than one package – inserting them all into one bin, or taking the remaining packages to another location.

This problem will not be caught until later, when the courier picks up and scans the packages.  The courier will apply new labels to the packages as needed, and the user will indeed be billed for each package.
Case 1-E30:  User touches “Done” without inserting a package.

This problem will not be caught until later, when the courier picks up and scans the packages.  The system will then realize that the package is missing, and the user will not be charged.
Case 1-E31:  User leaves door ajar, then touches “It’s Closed”.

This case only applies to the locker systems.  The system cannot detect this error.  Therefore there is no error message, and the current use case continues as if the door had been closed.
Case 1-E32:  Certain locker or bin sizes are not available.

When certain locker or bin sizes are unavailable, this is communicated to the user with a special version of the “Choose a Locker” screen:
18.
User peels the backing off the label and applies the label to his package.
19.
System shows a set of illustrations for all locker sizes, but only certain sizes are marked as available and can be selected.
20.
User selects an appropriate locker size.
If the largest locker size is unavailable, then the user is also warned at the beginning of the transaction.  See Case 1-A4 for details.
Case 1-E33:  There are no more available lockers.
If there are no more lockers or bins available, then an error can be triggered in a couple of   different ways:
(
The user touches the Ship button on the “Ship or Get” screen, but there are no lockers left.

(
The user fills the last locker, and then touches “Ship another package to the same address” on the “Another transaction?” screen.

This can be addressed either by eliminating the buttons that cause the errors when there are no more lockers, or by catching the errors when they occur.  In this particular case, catching the errors when they occur might actually be the better approach.

Therefore, we propose a single error screen, no matter how the error was created.  This screen tells the user that no more lockers are available.
Case 1-E34:  Package won’t fit into the empty locker – and there aren’t any larger lockers available.
If there is only one size of locker left, then the user may choose it even if he is doubtful that the package will fit.  If the package does not fit, then an error occurs:
18.
User peels the backing off the label and applies the label to his package.

19.
System tells the user that only one size of locker is available.

20.
User chooses the only available locker size.

21.
User tries to insert the package, but the locker is too small.

22.
User touches the button “It doesn’t fit”.

23.
System displays the “No more lockers available” error screen.
NOTE:  If the user is trying to insert the package into a locker that already has a package, then it is perfectly valid to say “It doesn’t fit” – and he should not receive an error message, provided that there is at least empty locker of any size available.
Case 1-E35:  The shipping label uses up the paper, leaving none for the transaction record.

16.
User approves a summary of the transaction information.

17.
System prints the shipping label, using up the last of the blank labels.
18.
User peels the backing off the label and applies the label to his package.

19.
User selects an appropriate locker size.

20.
User inserts the package into the open locker and touches “Done”.

21.
User verifies that the door is closed.

22.
User indicates that he does not want another transaction.

23.
System displays the message “Due to technical difficulties, the option of printing a transaction record is not currently available.”
24.
User touches “OK”.
25.
System displays the “Thank You” message.
Case 1-E36:  The printer jams while printing the transaction record.

The handling of this use case depends upon whether or not the system can detect that the printer has jammed.
If the system can detect a jam, then the user should be alerted to the problem:
23.
User chooses to print a transaction record.

24.
System starts to print the transaction record, but the printer jams.

25.
System displays the alert message “We will not be able to print your transaction record at this time. We apologize for the inconvenience.”
26.
User touches the “OK” button.
27.
System displays the “Thank You” message.
In addition to the “OK” button, there should be a button to contact Customer Service.
If the system cannot detect a jam, then there is no way to alert the user.  The user will wait for a transaction record to appear, but none will appear:
23.
User chooses to print a transaction record.

24.
System starts to print the transaction record, but the printer jams.

25.
User waits for the record to print.

26.
User either tires of waiting, or notices that the printer appears to be jammed.

27.
User doesn’t see anything on screen related to the issue of a jam, so presses the Help button.

28.
User doesn’t see any information about a jam, and so eventually touches “Call Customer Service”.

However, an even more likely outcome is that the user will just walk away.
FedEx Ship & Get – “True Shipping”
Page 1
Confidential & proprietary

[image: image2.png]