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[bookmark: _Toc503868365]Purpose and Overview
The following describes the CW Government Travel., Inc. (d.b.a CWTSatoTravel) Semi-Annual Usability Action Report (SAUAR) for ETS2 E2 Solutions. This document is required by section D.40.hh of the GSA ETS2 Master Contract GS-33-FAA009.
Twice a year, CWTSatoTravel is required to deliver a SAUAR to the PMO within 30 days prior to the Semi-Annual Performance Review. The SAUAR is provided to report on usability and user experience of the ETS2 E2 Solutions product, detailing our usability assurance activities during the previous six months, and communicate status and progress of our usability program to ETS2 E2 Solutions system stakeholders.  Each SAUAR will describe any changes to key personnel in our cross-functional usability team since the previous SAUAR, provide a summary of any completed system changes or enhancements that are intended to improve usability, as well as any usability or accessibility (e.g., Section 508) audit findings performed during the period of review. Recurring usability indicators—measures of efficiency, effectiveness, web performance and customer satisfaction—as well as the major findings from ongoing usability evaluation activities will be detailed. Known plans to correct or mitigate usability and accessibility issues will be documented in the SAUAR in the context of an updated ETS2 E2 Solutions product roadmap.
As specified in D.40.hh, the SAUAR reports on CWTSatoTravel’s disciplined and iterative approach to User-Centered Design (UCD) and Usability Engineering (UE), including but not limited to efforts to complete user-centered design and usability engineering analyses, evaluations/tests, corrective actions to mitigate identified usability problems, and/or upgrades. The Semi-Annual Usability Action Report shall provide updates on the following:
1. Changes in key Contractor ETS2 UCD/UE team personnel;
2. Overview of any user interface design changes or enhancements; 
3. Documentation of the findings from any Accessibility Audits or other Section 508 compliance activities, including any corrective actions planned or completed; 
4. Updates to any recurring usability indicators being tracked on a semi-annual basis in keeping with the Contractor’s User-Centered Design/Usability Assurance Plan, such as:
a. Efficiency indicators, such as:
i. Time taken by users to complete ETS2 tasks (such as those specified in the ETS2 Use Cases in Attachment 7)
ii. Time taken by users to complete end-to-end ETS2 transactional processes
iii. Time taken by users to access online help information
b. Effectiveness indicators, such as:
i. User rates of completing ETS2 tasks
ii. User rates of abandoning tasks
iii. Various errors or types of errors
c. Satisfaction indicators, such as:
i. Analysis of comments and questionnaire data from Usability Tests
ii. Customer satisfaction survey data
iii. User focus group and/or interview data
5. Documentation of the findings from any usability evaluation activities undertaken in the preceding six months, such as: 
a. Usability audits based on inspection by qualified usability professionals
b. Task-based usability testing with representative users attempting typical ETS2 tasks
c. Observations of users in their work environment
d. User customer satisfaction surveys
e. Analysis and reviews of click-stream web logs, including error conditions, online help access incidents, and task times and completion/abandonment data
f. Analysis and reviews of Help Desk incidents logged as usability issues
g. Feedback gleaned from user during ETS2 training
6. Contractor progress in mitigating identified usability issues in relation to the Contractor’s software development life cycle, release schedule, and Technology Refresh plans.
[image: ]Purpose and Overview



[bookmark: _Toc503868366]Executive Summary
CWTSatoTravel is committed to incorporating best practices in usability improvement, user-centered design, and usability engineering into the ETS2 E2 Solutions software development lifecycle and service delivery. These practices are part of our usability-centered continuous improvement program, involving iterative and ongoing usability improvement activities. Our goals are measurable continual improvements to the efficiency, effectiveness, and satisfaction levels of the ETS2 E2 Solutions product and service. The period of performance (POP) of this SAUAR is January 1 – June 30, 2018. During this POP, the E2 Solutions team continues to focus resources on ETS2 agency implementations and enhancements, development of new features and functionalities, and expanding usability assurance activities. Key points within these areas:
· There have been no changes to key UCD/UE personnel;
· Several changes have been implemented to improve usability within E2 Solutions and the online booking engine (GetThere);
· Launched the restructured E2 Solutions User Interface that appears to have both significantly increased the amount of work completed per user session, in significantly reduced time;
· CWTSatoTravel continued collaboration following data and guidance learned from the GSA’s ETSNext initiative;
· GetThere is organizing user E2 Solutions user interviews focusing on hotel attachment, quick book, and expenses to be carried out Summer/Fall 2018;
· CWTSato To Go mobile app has completed remediation to meet WCAG 2.0 AA success criteria under the Revised Section 508 Standards;
· E2 Solutions continues development and testing to meet WCAG 2.0 AA success criteria under the Revised Section 508 Standards;
· Accessibility reporting and VPATs previously provided in SAUAR have been migrated to the 508 Annual Report document, per streamlining to reduce duplication across 508 and usability submissions. 
· 

[bookmark: _Toc503868367][bookmark: _Toc519213657]Contractor ETS2 UCD/UE Team Key Personnel Updates
[bookmark: _Toc503868368][bookmark: _Toc519213658]Key Personnel 
During this reporting period, there were no changes to key personnel as identified in the ETS2 Master Contract on the E2 Solutions UCD/UE team:
· John Utter, Usability Assurance Manager (UAM)
· Ann Reubish, Service Technical Lead
· Laura Kistler, Director, Products & Services Marketing
[bookmark: _Toc503868369][bookmark: _Toc519213659]UCD/UE Cross-functional Team 
The UCD/UE team consists of a cross-section of E2 Solutions team members from Quality Assurance, Product Support, Development, and Business Analysis. The UCD/UE team continues to work with our third-party vendors, GetThere, our online booking tool provider, and Oracle RightNow Technologies (RNT), our help desk issue tracking tool, to ensure usability issues with their products are documented and addressed. 
The UCD/UE team are not the only personnel participating in usability efforts. Program Managers, Trainers, Help Desk Analysts, Business Analysts, Developers, Quality Assurance Analysts, and Product Owners support usability improvements in their departments. CWTSatoTravel has specific teams within these groups focused on usability efforts, as does GetThere. Our UAM “runs point,” and reports to the director-level. The UAM and directors work across teams to drive usability and accessibility improvements across product lines, teams, partners, and subcontractors.
Usability testing is done at agencies by the UAM, supported by other employees and partners. The UAM designs these sessions to be a high-growth opportunity and welcomes the GSA’s participation also.
· CY2016 testing was conducted by the UAM, Director, Trainers, Program Managers, and GetThere representative. 
· CY2017 the UAM, Director, Software Development Manager, Senior Business Analyst, and Senior Product Director executed UX evaluations during the POP. GetThere representatives also attended and executed UX evaluations. This cross-functional group experienced, participated and spoke directly with users of the software they create.
· CY2018 will continue to seek feedback from users at major and minor agencies we have not previously met with for UX evaluations.
[bookmark: _Toc503868370][bookmark: _Toc519213660]Overview of Major User Interface Design Changes or Enhancements
During this period of performance, CWTSatoTravel supported multiple product releases for both E2 Solutions and from our online booking solution provider GetThere. A summary of these releases is shown in Table 1.
Table 1 - Product Release Summary
	Type
	Number
	Date

	E2 Solutions
	18.1
	January 2018

	E2 Solutions
	18.2
	June 2018

	GetThere
	18.01
	January 2018

	GetThere
	18.02
	February 2018

	GetThere
	18.03
	March 2018

	GetThere
	18.04
	April 2018

	GetThere
	18.05
	May 2018

	GetThere
	18.06
	May 2018



While these releases included many changes to the E2 Solutions software to support new functionality and defect resolution, several changes were introduced that will have a positive impact on the user experience targeted to meet goals of the ETSNext initiative, including: 
· Reduces time in the system
· Reduces task complexity
· Improves user confidence in the system
· Improves user communication and direction
· Encourages policy compliance
· Simplifies managing travel
Table 2 provides a list of notable items, along with their associated release and a general description of the expected impact. Details for each item are described in the remainder of this section. 
Table 2 – List of Major Usability Improvements
	Item ID
	Release
	Summary
	ETSNext Category
	Impact

	Multiple
	E2 Solutions 18.1, 18.2
	Restructured E2 Solutions User Interface
	Reduces task complexity 
Improves user confidence in the system
	Simplifies and modernizes TAVS user interface and page style, for page clarity and user focus. 

	Multiple
	E2 Solutions 18.1, 18.2
	Updates to conform to Web Content Accessibility Guidelines (WCAG) 2.0 AA. 
	Reduces time in the system
Reduces task complexity
Improves user confidence in the system
	Accessibility remediation progress to meet Section 508 Refresh success criteria and make the application more usable to all users of E2 Solutions.

	US11724, US12828
	E2 Solutions 18.2
	Search for Documents
	Simplifies managing travel
	New Search for Documents is intended to replace the Search Trips feature.

	N/A
	GetThere 18.01
	Rail Shopping User Experience
	Improves user communication and direction
Improves user confidence in the system
	Rail shopping pages in the online booking tool were modified to make them consistent with other pages in the application.

	N/A
	GetThere 18.02
	Flight Card Indicator
	Improves user communication and direction

	A caret was added to the flight card to indicate the user may open the card and view more information.

	N/A
	GetThere 18.03
	Home Page Configuration
	Improves user confidence in the system
	Cosmetic cleanup applied to the home page of the online booking tool.

	N/A
	GetThere 18.05
	Air Shopping Enhancements
	Improves user communication and direction

	Updates were made to the online booking tool to improve the air shopping experience.

	N/A
	GetThere 18.06
	Airports Layover Filter
	Reduces time in the system
Reduces task complexity
	Allows users to refine flight results by removing specific layover airport(s)

	N/A
	GetThere 18.06
	Hotel Name Filter: Brand Name
	Reduces time in the system
Reduces task complexity
	Allows users to refine results by brand name or chain via autocomplete dropdown filter


[bookmark: _2lhny2urduf4]
[bookmark: _Toc503868371][bookmark: _Toc519213661]Restructured E2 Solutions User Interface
Documented in detail in Release Notes and previous SAUAR, the E2 Solutions team is continuing on a modernization effort to update the E2 Solutions user interface. The changes are focused on how information is presented while preserving the baseline content and workflow. Our goals for the user interface include:
· Reduce screen “noise” and declutter the workflow. 
· More cohesive integration between the travel and expense application and the online booking tool. 
· Meeting Revised Section 508 Refresh accessibility standards in effect January 18, 2018.
The updated UI was made available by feature flag in March 2018: Agency/organization/major customer/minor customer can turn on the new look when they are ready. All Agencies will migrate automatically fall 2018.
[bookmark: _Toc503868372][bookmark: _Toc519213662]Section 508 Refresh — Web Content Accessibility Guidelines (WCAG) 2.0 AA
Updates to E2 Solutions to conform to Web Content Accessibility Guidelines (WCAG) 2.0 AA success criteria. These updates enhance accessibility to Information and Communication Technology (ICT) for people with disabilities and meet the revised Section 508 standards (published 18 January 2017).
[bookmark: _Toc519213663][bookmark: _Toc503868374]Search for Documents
Search for Documents is a new feature in E2 Solutions that allows administrators to search for travel documents (including voucher payments). Administrators can search for documents when they have at least one User Settings administrator permission checked.
Search for Documents is intended to replace the Search Trips feature. Search Trips will be removed in a future release of E2 Solutions.
[image: ]
Figure 1: Search for Documents — Search Options

[bookmark: _Toc519213664]Rail Shopping User Experience
[bookmark: _Toc503868378]Rail shopping pages in the online booking tool were modified to make them consistent with other pages in the application.
[image: ]
Figure 2: Select a Train — New format

[bookmark: _Toc519213665]Flight Card Indicator 
A caret was added to the flight card to indicate to the user that an action is required to open the card and view more information. The indicator will also display on the card when the drawer is expanded to indicate it can be closed.
[image: ]
[bookmark: _GoBack]Figure 5: Flight Card — Caret Indicator, Collapsed
[bookmark: _Toc503868379][bookmark: _Toc519213666]Home Page Configuration
Cosmetic cleanup and configuration was applied to the home page of the online booking tool. Functionality has not changed, but users will now notice a different look to the page.
[image: ]
Figure 4: Updated OBE Home Page
[bookmark: _Toc519213667][bookmark: _Toc503868380]Air Shopping Enhancements 
Updates were made to the online booking tool to improve the air shopping experience. 
· [bookmark: _Toc503868381]Using the "Search by time" feature, travelers will now see full pricing, including taxes and fees, for flights returned in the search results.
· The availability and pricing selection was enhanced to not only verify the fares, but to also determine whether prices are available before they are shown to the traveler. 
· The OBT will now display flights with the contract carrier before all others in the search results, including when the traveler chooses to search for the "lowest available" fare. 
· The OBT will evaluate the fare rules to ensure contract fares are only displayed for valid connecting cities. 
[bookmark: _Toc519213668]Airports Layover Filter
A "Layover" section was added to the Airports filter that is available when shopping for flights. This section displays when search results include trips with connection/layover airports. Clear the check box (i.e., click in the check box to remove the check mark) of any layover airport you do not want to include in the search results. [image: ]
Figure 9: Airports Layover Filter — Search by Price (Select a Flight page)
[bookmark: _Toc519213669]Hotel Name Filter: Brand Name 
The Hotel Name filter on the Select a Hotel page now allows you to filter the search results by brand name. A hotel "brand" is a family of hotel chains under a single brand name.
[image: ]
Figure 10: Hotel Name Filter — Field and Selection List (Hilton)
[bookmark: _Toc503868385][bookmark: _Toc519213670]Upcoming Usability Improvement Activities
As of publication, upcoming usability improvement activities include:
[bookmark: _Toc503868386][bookmark: _Toc519213671]TAVS
· Implement short-term usability improvements such as those identified in the ETSNext roadmap 
· Continue collaboration with the GSA’s ETSNext Program recommendations
· Continue to expand metrics recording and segmentation within Adobe Analytics 
· Develop incremental usability improvements resulting from usability indicators and user evaluations 
· Encourage the adoption of agency-configurable settings that may result in usability improvements 
· Perform CY2018 remote or in-person user testing with agency end user pool
· Resolve remaining UI refresh items 
· Update VPAT
· Improve error condition tracking and recovery. View Error Conditions section in this SAUAR.
· Participate and help guide tech refresh
· Promote progressive development of the user interface and task flow
[bookmark: _Toc503868387][bookmark: _Toc519213672]OBE
· Continue to drive usability improvements to the GetThere online booking engine
· Improve hotel attachment rate
· Explore quick book recommendation from ETSNext
[bookmark: _Toc503868388][bookmark: _Toc519213673]CWTSato To Go 
· Communicate to agencies that accessibility remediation is complete 
· Update VPATs
· Promote mobile app capabilities
[image: ]Overview of Major User Interface Design Changes or Enhancements



[bookmark: _Toc503868389][bookmark: _Toc519213674]Recurring Usability Indicators
Usability has an international standard definition in ISO 9241 pt. 11 (ISO, 1998), which defined usability as the extent to which a product can be used by specified users to achieve specified goals with effectiveness, efficiency, and satisfaction in a specified context of use. We further define software usability in terms of the following attributes:

Efficiency

· Time taken to complete critical tasks
· Time taken to complete end-to-end processes
· Time taken by users to access online help information for critical areas

Effectiveness

· User rates of completing critical tasks
· User rates of abandoning critical tasks
· Rates and types of errors

Satisfaction

· Analysis and comments and questionnaire data from usability tests
· Analysis of customer satisfaction survey data
· Analysis of user focus group and interview data

Performance

· Front-end website performance
· Browser incompatibilities and bottlenecks
· Page rendering and performance
· User’s perceived site performance

These attributes provide comprehensive measurable ways to assess the usability of the ETS2 E2 Solutions product. Usability tests contain some combination of completion rates, errors, task times, task-level satisfaction, test-level satisfaction, help access, and lists of usability problems including frequency and severity.
There are generally two types of usability tests: finding and fixing usability problems (formative tests) and describing the usability of an application using metrics (summative tests). The bulk of E2 Solutions’ usability testing is formative. It is often a small-sample qualitative activity where the data takes the form of problem descriptions and informs design recommendations and development priority. 
CWTSatoTravel usability reporting metrics of the ETS2 E2 Solutions product include feedback sources such as the self-audit, UX evaluations, help desk logs, and customer discussions that include training sessions, focus and user groups.


[bookmark: _Toc503868390][bookmark: _Toc519213675]Efficiency
Web analytic tools capture meaningful information regarding E2 Solutions usage at scale. In order to accurately gauge system usability, our team measures and tracks subjective usability indicators and benchmarks over time, and across different user roles. These indicators include web analytic data generated by production E2 Solutions system usage. Configuration to capture more complete usability indicators from these tools began collecting data in production with the 16.4 release. In addition to efficiency metrics discussed elsewhere in this report, other metrics of interest observed during POP include:
· Currently the average unique role user visits E2 Solutions:
· Traveler -- 2-3 times per month
· Approver – 6-8 per month
· Auditor – 8-15 per month
· Admin -- 2-5 per month
· Across user roles, ~28,941 weekday uniques (18% increase since last SAUAR) visited 31.54 pages per session (15% increase since last SAUAR). Increased user activity likely from a cleaner UI, advancing familiarity with workflow process and gains related to page response times from front-end optimization. Users may complete multiple workflow tasks within one session.
· Travelers completed their tasks on average of 29:19 minutes, about a 14.6 minute improvement (~33% faster than last SAUAR). This data is referencing the user’s session. More specific end-to-end task workflow metrics are included within the SAUAR, such as average task completion and fallout for authorizations, vouchers and local vouchers.
· Recent investments in clear and consistent UI and fast application response appears to return remarkable gains in user-work completed in significantly reduced time.
· Over the month of June 2018, the 14.6 minutes task reduction average among 450,138 traveler logins is the equivalent of 109,533 workhours saved compared to pre-UI Refresh travelers (October 2017).
[image: ]
Figure 11: Daily Unique Visitors Report
· Users checking a document status and then exiting accounted for about 24-30% of site traffic (insignificant change). We are exploring methods to better communicate document status to these users.



· E2 Solutions is continuing to see significant returns in user efficiency.  More pages viewed per session in less time.
June 2018 (UI Refresh):
	User Role
	Unique Visitors
	
	Visits
	
	Page Views
	
	Average Time on Site
	Average Page Depth

	Traveler
	176,244
	71.2%
	450,138
	54.2%
	5,646,211
	50.5%
	00:29:19
	30.94

	Approver
	80,821
	32.6%
	390,302
	47.0%
	5,483,783
	49.0%
	00:28:00
	31.68

	Auditor
	175
	0.1%
	1,370
	0.2%
	39,549
	0.4%
	01:05:23
	93.93

	Admin
	405
	0.2%
	964
	0.1%
	12,702
	0.1%
	00:28:47
	47.21

	Total
	247,644
	
	831,244
	
	11,182,245
	
	00:28:46
	31.54



October 2017 (FEO):
	User Role
	Unique Visitors
	
	Visits
	
	Page Views
	
	Average Time on Site
	Average Page Depth

	Traveler
	146,273
	73.3%
	424,275
	56.3%
	5,702,230
	51.9%
	00:43:54
	24.18

	Approver
	57,976
	29.0%
	334,244
	44.3%
	5,218,205
	47.5%
	00:39:06
	30.56

	Auditor
	97
	0.0%
	1,238
	0.2%
	41,711
	0.4%
	01:22:30
	57.91

	Admin
	217
	0.1%
	1,068
	0.1%
	15,464
	0.1%
	00:38:57
	43.73

	Total
	199,594
	
	754,227
	
	10,977,610
	
	00:41:46
	27.37



June 2017 (legacy comparison):
	User Role
	Unique Visitors
	
	Visits
	
	Page Views
	
	Average Time on Site
	Average Page Depth

	Traveler
	97,593
	63.5%
	362,540
	51.4%
	5,498,351
	50.5%
	00:48:29
	24.30

	Approver
	59,206
	38.5%
	345,135
	48.9%
	5,315,651
	48.9%
	00:40:17
	28.25

	Auditor
	112
	0.1%
	1,784
	0.3%
	49,239
	0.5%
	01:15:35
	52.14

	Admin
	165
	0.1%
	958
	0.1%
	13,742
	0.1%
	00:40:46
	47.65

	Total
	153,712
	
	705,174
	
	10,877,160
	
	00:44:32
	26.39





· Most mobile users remain iOS-centric. E2 Solutions receives about 75% mobile users from iOS platforms (insignificant change). 
· Mobile use of TAVS continues to spike on weekends and holidays (insignificant change) when typically away from the office. E2 users would appear to accept a mobile-first TAVS and further UI refinement to benefit mobile users.
[image: ]
Figure 14: Devices Report




[bookmark: _Toc503868391][bookmark: _Toc519213676]Effectiveness
[bookmark: _35nkun2]CWTSatoTravel and GetThere may evaluate the effectiveness of E2 Solutions application during the POP of this report with User Experience Evaluations. User Evaluation info and results can be found under Usability Audits.
User fallout, exit pages and abandons are discussed in Completion Data, Task Conversion and Abandonment Data.
[bookmark: _Toc503868392][bookmark: _Toc519213677]User Satisfaction
GSA conducted the ETS2 Customer Satisfaction Survey during this POP scored upon common SUS questions, receiving 3,704 responses. 
Since 2017, GSA determines the contract score as the average sum of all survey respondent’s answers to the 20 Likert-scored questions -- 20 Qs at [up to 5 points per Q] = Up to 100 contract score.  Though all are weighted equally, the results of the Overall Satisfaction question has been shown to be significantly higher than the contract score. Users can be generally unsatisfied with some part of the support, itinerary, policy, or reimbursement but satisfied with the product or service – in 2017 the contract score was 68, but users rated Overall Satisfaction at 72.
The GSA survey unfortunately was closed days before the UI Refresh was pushed to Production. Initial 2018 results were provided by the GSA in June: with E2 Solutions scoring 69.38, a modest improvement upon 2017’s 68.03. 
[bookmark: _Toc503868393]CWTSatoTravel looks forward to the full 2018 detailed results and the deep value found when comparing YOY results with similar survey methodology. 
[bookmark: _Toc519213678]Tracking Overall User Satisfaction 
SUS is what Usability.gov recommends for ETS2 monitoring usability metrics over time. E2 Solutions is approaching average SUS: The mean SUS is a 68. From https://measuringu.com/sus/ 
“You’d need to score above an 80.3 to get an A (the top 10% of scores). This is also the point where users are more likely to be recommending the product to a friend. Scoring at the mean score of 68 gets you a C and anything below a 51 is an F (putting you in the bottom 15%).”
NPS, SUS, GSA Contract Score, and user response to “Overall Satisfaction” survey questions are charted below using available historic data from usability studies and customer satisfaction surveys completed by CWT, GetThere, GSA, and Deloitte to try to visualize related usability scores over time. 
NPS variance appears more sensitive to user opinion due to higher weight, lower frequency single question but is much easier to gather from volunteers.
When not surveyed in the respective evaluation, SUS and NPS was estimated using the SUS-NPS regression equation and converter at https://measuringu.com/nps-sus/ by Jeff Sauro and Jim Lewis at Measuring Usability was used here to complete estimates for this graph. The work of Sauro and Lewis are referenced at least three times on usability.gov, including directly from the usability.gov SUS method page.  Our Usability Assurance Manager considers SUS and NPS to be somewhat interchangeable. Further, Sauro and Lewis found “the percentage of variation in LTR [NPS] explained by SUS was about 37% (corresponding to a statistically significant correlation of about .606). If you have existing SUS scores from usability evaluations, you can use either of these regression equations to estimate LTR, and from those LTR estimates, compute the corresponding estimated NPS.” 
Datapoints in italics are converted estimates, when one or the other was not available or measured in the particular survey. For future data collection, it is a small effort to collect ratings of NPS in addition to the SUS rather than estimating it, as NPS consists of one single question. It is not practical to gather SUS results with users from prior user evaluations.  Where appropriate during future usability examinations, UAM will include the 10 SUS statements within exit-question surveys.
	Date
	Event
	SUS
	NPS
	Contract Score
	Overall Satisfaction
	E2 user participants

	Oct-14
	GetThere 
	81
	33
	
	
	8

	Mar-16
	GSA Survey
	62 *
	-31
	66
	64
	3246

	Apr-16
	CWT UX Evals
	80.1
	30
	66
	70
	58

	Sep-16
	Deloitte ETSNext
	63.5
	-27
	66
	70
	33

	Apr-17
	GSA Survey
	55.7
	-44
	68.03
	72
	1716

	Oct-17
	CWT UX Evals
	80.8
	33.3
	68
	72
	28

	Mar-18
	GSA Survey
	
	
	69.38
	
	3704


*SUS questions were not asked in Mar-16. This result is converted estimate from the answers to "Q7. How satisfied are you with the look and feel of E2 Solutions?"


Figure 20: Combined Satisfaction Metrics Year Over Year
[bookmark: _44sinio]
[bookmark: _Toc503868394][bookmark: _Toc519213679]Performance 
CWTSatoTravel measures and monitors system performance on a recurring basis to diagnose and prevent impacts to the user community. 
[bookmark: _Toc503868395][bookmark: _Toc519213680]Server Response Time Monitoring
CWTSatoTravel conducts a synthetic test (i.e., a robotic process vs. end user data) on web page response times for key steps within the E2 Solutions application workflow as a gauge of system performance. These tests provide a measure of performance independent of factors outside of our control, such as the user’s bandwidth and network latency. CWTSatoTravel monitors the results of these tests to determine if action needs to be taken to address any system performance issues that may negatively impact the user experience with E2 Solutions. 
Non-maintenance performance events during the POP:
· May 14, 2018 at 3:23 p.m. to 5:07 p.m. Users accessing the UAT environment experienced an Internal Service Error 
· April 20, 6:12 a.m. to 6:26 a.m. CT: E2 Production was unavailable.
· March 30:  Users accessing the UAT environment may experience intermittent issues of slow response time or getting logged out of the E2 UAT environment.
· March 9, 2018 at 3:30 p.m. to 6:05 p.m. CT: E2Solutions was unable to connect to GDSx.
· During early February and again February 22-23rd, the E2 Solutions application service experienced several instances of system latency.  
For detailed information, please see E2 Solutions Notification alert emails.
[bookmark: _Toc503868396][bookmark: _Toc519213681]Front-end Optimization (FEO)
Measuring and reporting front-end web performance helps deliver a great, enjoyable and fast experience. Complex web applications like E2 Solutions and modern browsers have multifaceted interaction, such as ajax, lazyloading, preloading, async-loading, fonts, and responsive design that build the application’s user experience. CWTSatoTravel continues to expand the awareness and scope of front-end optimization system performance testing and data collection program. The goal is to observe web metrics to give developers and operations staff better awareness and insight into what users are experiencing and to track front-end optimization results over time. 
CWTSatoTravel tracks how design and code changes impact what users see and how quickly they see it on mobile, tablet and desktop. Site waterfall reports, page load time and total download size, network bandwidth utilization, HTTP headers and front-end performance issues are examined and placed into Test Director for resolution (e.g., combine external styles and scripts, leverage browser and proxy caching). 
[bookmark: _kz5vxlmuxkff]Modern web interfaces are getting heavier and heavier, now over 3MB average analyzing HTTPArchive.org data for desktop sites. The E2 Solutions restructured & modernized interface was designed and coded to avoid this trend and keep the application snappy and fast.
Real-world network waterfalls between common unprimed- and primed-cache browsers that access E2 Solutions have been discussed in previous SAUARs. 
What follows is tracking of “first paint” and “load” events on common pages across release cycles, hardware and software performance improvements, browsers, and cache status.
[bookmark: _1y810tw]. 
Figure 21: FEO Brower Events
· The IE11 JavaScript engine is not robust which penalizes real-world site speed and responsiveness. JavaScript files also download and execute sequentially in IE, not in parallel as in other browsers. CWTSatoTravel observes users migrating away from IE11 as Agency IT policy allows for browser choice.
· Users returning to E2 Solutions within 30 days should have all UI-necessary external images, styles, and JavaScript files cached -- unless they have cleared their browser cache.


[image: ]Recurring Usability Indicators

[image: ]Figure 22: Network waterfall of the "Login" screen.
Note the page load in 2.3 seconds.


[bookmark: _Toc503868397][bookmark: _Toc519213682]Findings from Usability Evaluations
[bookmark: _Toc503868398][bookmark: _Toc519213683]Usability Audits
· An accessibility audit of the CWTSato To Go mobile app for Android was performed. Findings were provided to the mobile application development team for remediation.
· GetThere is organizing E2 Solutions user interviews focusing on hotel attachment, quick book, and expenses to be carried out Summer/Fall 2018.
· TAVS in-person usability evaluations are tentatively scheduled for the week of November 5, 2018 to include CWTSatoTravel programmers and software QA testers as observers.
· Online-based information architecture evaluations for User Profile have been prepared. 
[bookmark: _go259qkgw7rq][bookmark: _fne3cvuohm3o][bookmark: _Toc503868407][bookmark: _Toc519213684]Considerations regarding obtaining usability study participants 
Volunteers willing to leave their work tasks (non-compensated) to participate in a study altruistically are difficult to find. CWTSatoTravel often arranges to meet Federal users at their own work location or building. In the private sector and from government-to-government, it is common to compensate usability study participants for their time, and further for government researchers to compensate public participants. However, there are many issues with private sector compensating federal employees.  Usability.gov clearly states: “If your participants are federal employees, you cannot pay them for their time.” 
However, the ETS2 Master Contract requires vendors to periodically test representative users: 
Section C.3.3.1 2) "a.  Periodically conducting usability tests involving representative users. Such testing should occur in conjunction with the Contractor’s software development life cycle, prior to any release that involves changes to the ETS2 user interface;"
E2 Solutions target audience/participants are geographically dispersed requiring travel for them or the experimenters. Remote testing offers an opportunity to administer testing with a larger and diverse group of people than we might be able to accommodate in any lab environment at a vendor or agency, eliminating both the need for a lab environment and the effect of a lab environment on participants, while accommodating a more diverse groups of participants. Un-moderated testing further allows access to a larger pool of participants not possible with limited proctors. However, technical blocks from participation were found to be common with agency users.
Although agency travelers are requested, in-person interviews tend to skew towards arrangers and administrators who first hear about the opportunity to provide feedback. Obtaining volunteers representative of the user population and personas for high quality and varied testing continues to be a growing challenge to meeting this Master Contract requirement.
[bookmark: _Toc503868408][bookmark: _Toc519213685]Analysis And Reviews of Click-Stream Web Logs, Including Error Conditions, online Help Access Incidents, and Task Times and Completion/Abandonment Data
[bookmark: _Toc503868409][bookmark: _Toc519213686]Error Conditions
Document error rate is as important to understand as the speed of document completion. We seek to reduce both. CWTSatoTravel is seeking methods to expand tracking and reporting of key tasks for which there is a linear path to “complete” the task, currently available, and report on common workflow tasks that can be tracked over time. Error conditions may occur at page level, server level, or task and document level and consideration to reporting scope is necessary. 
Errors observed when completing tasks through user evaluations has been extensively reported in previous SAUARs, has guided development effort and helped understand impact of improvements. 
Error rate of users testing the TAVS restructured prototype interface are commonly gathered in UX evaluations. UI Problem Matrix from testing will be reported here next SAUAR.
[bookmark: _Toc503868410][bookmark: _Toc519213687]Online help access incidents
E2 Solutions online help is provided by RNT. The following are the top 20 help page topics that caused a user to start a chat session or send an email to a help desk analyst. This indicates sections of E2 Solutions where users may need additional assistance, or that the help documentation for that section needs to improve user communication and direction.
	Answer ID
	Summary
	# Immediate Ask a Question
	# Ask a Question
	# Immediate Chats
	# Chats
	Total

	4175
	Reservations: Changing reservations
	8
	28
	13
	32
	81

	3980
	Help for authorization Manage Trip Reservations window
	6
	18
	14
	26
	64

	3956
	Help for voucher Edit Expense window
	4
	16
	4
	17
	41

	4053
	Authorizations: Amending an authorization
	1
	11
	5
	18
	35

	3957
	Help for voucher Lodging Expenses window
	1
	9
	5
	13
	28

	4070
	Authorizations | Reservations | Vouchers: Cancel trip
	2
	12
	2
	11
	27

	2870
	Training: Computer Based Tutorials (CBT)
	0
	12
	3
	11
	26

	2804
	Profile: Update credit card information
	1
	9
	5
	10
	25

	4069
	Authorizations | Vouchers: Closing a trip / change voucher type to final voucher
	4
	9
	2
	7
	22

	4117
	Authorization: Delete or cancel authorization
	0
	8
	3
	11
	22

	3970
	Help for authorization Reservation step
	2
	6
	1
	11
	20

	4137
	Reservations: Tickets
	2
	5
	3
	8
	18

	2746
	Profile | Reservations | Troubleshooting: TMC profile ID
	0
	10
	0
	6
	16

	3943
	Glossary: TMC fee amounts - how to obtain current TMC fees
	1
	2
	3
	10
	16

	4054
	Voucher: Creating and submitting a voucher
	2
	3
	3
	8
	16

	1728
	Training and Resource Materials: Find Answers
	2
	9
	1
	3
	15

	3965
	Help for authorization or advance Account Code Selection window
	0
	2
	2
	10
	14

	4172
	Authorizations | Vouchers: Change approver / change approval routing for a document
	0
	4
	2
	8
	14

	3846
	Training: User and Administrator guides, Quick Reference Cards
	0
	9
	1
	3
	13

	3954
	Help for authorization Lodging Expenses window
	2
	3
	2
	6
	13

	2811
	Profile: update travel preferences, such as frequent flyer numbers, seat preferences, meal types, etc.
	1
	3
	2
	5
	11





The following are trends the top Help and Documentation Topics by “visit.” Trends in the most used help sections of E2 Solutions indicate areas of the site where users are having the most difficulty. The Help and Documentation Topic that lists CWT’s helpdesk number, “Contact CWTSatoTravel” has been removed for this chart.
· “Changing Reservations,” “Help for Lodging Expenses,” “Creating and Submitting a Voucher,” “Help for Remarks” and “Manage Trip Reservations” remain high access and nearly mirror help desk call topic volume.
 Figure 23: Top Help and Documentation Topics

The following are the top 20 Help and Documentation Topics and average duration spent on the answer, in seconds. These indicate the most complex sections of E2 Solutions. 
	[bookmark: _ggp1vkqtmvtr]Answer ID
	Summary
	Visits
	Time on Answer

	1309
	Contact CWTSatoTravel
	17809
	74.45

	4175
	Reservations: Changing reservations
	2477
	93.78

	3965
	Help for authorization or advance Account Code Selection window
	2436
	61.35

	3980
	Help for authorization Manage Trip Reservations window
	2265
	80.31

	4053
	Authorizations: Amending an authorization
	1947
	97.93

	2870
	Training: Computer Based Tutorials (CBT)
	1782
	179.02

	3957
	Help for voucher Lodging Expenses window
	1761
	78.71

	4032
	Help for Itinerary window
	1663
	53.31

	3970
	Help for authorization Reservation step
	1588
	72.85

	2804
	Profile: Update credit card information
	1471
	77.14

	4016
	Help for Remarks window
	1382
	31.76

	4070
	Authorizations | Reservations | Vouchers: Cancel trip
	1378
	93.22

	3978
	Help for authorization Search Location window
	1222
	48.50

	4054
	Voucher: Creating and submitting a voucher
	1201
	94.71

	3846
	Training: User and Administrator guides, Quick Reference Cards
	1127
	158.65

	3954
	Help for authorization Lodging Expenses window
	1025
	89.26

	3956
	Help for voucher Edit Expense window
	965
	62.08

	3966
	Help for authorization Add New Expense window
	945
	69.77

	3958
	Help for voucher Meals and Incidental Expenses window
	862
	99.92

	3976
	Help for voucher Basic Information step
	839
	65.19

	4259
	Help for Held Reservations window (appears after selecting Show Held Reservations from the My E2 Trips list)
	823
	62.60

	3952
	Help for voucher Trip Level Attachment window
	789
	36.70

	4216
	Advances | Authorizations | Local Travel | OAs and GAs | Vouchers - Recall document pending approval
	763
	77.27

	3975
	Help for authorization Trip Level Attachment window
	712
	43.56

	4117
	Authorization: Delete or cancel authorization
	663
	78.21

	1470
	Profile: Changing your password
	634
	30.22

	3953
	Help for authorization Edit Expense window
	634
	54.99

	4162
	Authorizations | Vouchers: When travel plans change during your trip
	618
	90.07

	4239
	Glossary: Comparative Trip / Cost Comparison
	614
	118.58

	4172
	Authorizations | Vouchers: Change approver / change approval routing for a document
	608
	95.24

	193
	Glossary: Lodging per diem rate
	600
	53.86

	4050
	Reservations: Creating online reservations
	587
	93.97

	3955
	Help for authorization Meals and Incidental Expenses window
	575
	77.88

	3964
	Help for authorization or advance Accounting step
	569
	68.97

	4069
	Authorizations | Vouchers: Closing a trip / change voucher type to final voucher
	565
	100.30

	3968
	Help for authorization Basic Information step
	541
	64.42


[bookmark: _rd5sg4717hsk][bookmark: _Toc503868411][bookmark: _Toc519213688]Task times 
· [bookmark: _25xxlo71jufe]Average time on site with Authorization and Voucher workflow, removing top and bottom outliers.

Figure 24: Average Time on Site

· Authorization workflow, details 
[image: ]
Figure 25: Authorization Workflow
· Voucher workflow, details
[image: ]
Figure 26: Voucher Workflow

· Local Voucher workflow, details
[image: ]
Figure 27: Local Voucher
[bookmark: _Toc503868412][bookmark: _Toc519213689]Completion Data, Task Conversion and Abandonment Data
The UCD/UE team continues to investigate the feasibility of reporting metrics around touchless bookings and rejected trips. It should be noted that the touchless rate is dependent on several factors other than usability, including trip complexity and agency policy (e.g., some agencies require all reservations that may result in the exchange of an unused ticket to be booked offline). The rejected document rate is dependent on outside factors as well, such as financial system and funding availability, as well as agency and departmental policy. While it is possible to expand this to a more granular level, it is not a trivial endeavor and reporting that requires development resources is weighted among other usability product improvement efforts. 
· Administrators and auditors, typically more advanced and familiar with E2 Solutions, use the application about twice as efficiently as travelers, and are the most satisfied users of E2. 
· Frequency of use increases satisfaction as is common and expected. Higher number of trips also similarly increases satisfaction. Increased length of use (beyond one year) slightly reduces satisfaction. We have noted this as unusual and sought feedback from users in October to understand assumptions.
· Across document types, 12-18% of those users exit the workflow while estimating or declaring expenses, a common source of user frustration and area where some users need to complete offline tasks such as gathering their receipts.
· Goal-conversion metrics for Authorizations, Vouchers, and Local Vouchers follow below. Of note:
· Authorization workflow
· In the Authorization process, ~20-25% of users window-shop: leave the site after creating reservations or returning from the OBE. 
· 46.8% of users start their Authorization and submit to an Approver on the first try.
· Voucher workflow
· 60.2% of users complete their Voucher on the first try.
· Local Voucher workflow
· 57.2% of users complete their Voucher on the first try.
[image: https://sc5.omniture.com/sc15/reports/gif/node_flow.php?img_height=421&img_width=620&dyn_image_id=3155103634&dashboard=17532493&ssSession=0681078ba273e6a8ad796d048143bb85&jpj=36629147384786]
Figure 28: Authorization Fallout Path
[image: https://sc5.omniture.com/sc15/reports/gif/node_flow.php?img_height=343&img_width=620&dyn_image_id=559257698&dashboard=&ssSession=0681078ba273e6a8ad796d048143bb85&jpj=24643648108119]
Figure 29: Voucher Fallout Path
[image: https://sc5.omniture.com/sc15/reports/gif/node_flow.php?img_height=343&img_width=620&dyn_image_id=1399283268&dashboard=&ssSession=0681078ba273e6a8ad796d048143bb85&jpj=8133688505473]
Figure 30: Local Voucher Fallout Path
[bookmark: _Toc503868413][bookmark: _Toc519213690]E2 Help Desk Incident Reports
CWTSatoTravel’s E2 Help Desk Incident reports from this POP are included in the Appendix. Observations of this information include:
· Calls to unlock user accounts and other login issues have nearly doubled and become the highest cumulative call volume. This is expected with the onboarding of new users and increased use, and is consistent with implementation of the Drug Enforcement Agency during the POP.
	OBE (Online Booking Engine) > Login > Unlock Account
	1,839

	Login Assistance > Account locked
	1,436

	OBE (Online Booking Engine) > Login > User ID Retrieval
	882


· Assistance with creating or managing reservations continues near the top of caller requests. 
· There were 2,111 calls for Training and Resource Materials – likely due agencies preparing their users for the UI Refresh.
· Most ETS2 end users do not have direct access to CWTSatoTravel’s help desk to log incidents, as they go through their own Agency Tier 1 help desk. This means CWTSatoTravel reports may not contain the majority of “end-user” incidents for ETS2. Overall, the CWTSatoTravel Help Desk total incident counts rose to ~4,500/month. 
Figure 31: Help Desk Incidents

[bookmark: _Toc519213692]Feedback gleaned from users during ETS2 training
Task completion rate, time monitoring, and satisfaction were surveyed from attendees of training provided by CWTSatoTravel during the period of this report. Trainers followed the standard practice of documenting any issues identified during training sessions. These issues were evaluated and logged in our defect tracking software where warranted. 
· [bookmark: _147n2zr]No usability issues were reported to UAM by trainers during this reporting period.

[bookmark: _Toc503868415][bookmark: _Toc519213693]Progress Mitigating Usability Issues in the SDLC 
User experience problems (name, description, and severity rating) are stored as common and understandable terms within defect tracking software, Test Director, accessed by CWTSatoTravel’s Customer Service Center, developers, and product support teams.
What follows is progress resolving defects marked as usability issues in E2 Solutions’ Software Development Lifecycle. These fixes may or may not be built into the Production baseline yet as these counts are reported directly from the Testing and Development Team’s defect tracking software. Following are net counts for remaining open defects identified in Test Director for “Usability/Consistency:”Figure 33: Remaining Open Defects Counts

· 161 unresolved “Usability” or “Consistency” items are classified into the following categories according to our defect prioritization system: 
· 20 (12%) Trivial; 
· 93 (58%) Minor; 
· 48 (30%) Major;
· No Block issues were reported nor remain unresolved.  


[bookmark: _Toc503868416][bookmark: _Toc519213694]Method of Determining Severity Ratings for Usability Problems 
If a user encounters a problem while attempting a task and it can be associated with the interface, it is considered a user interface problem. The usual method for measuring the frequency of occurrence of a problem is to divide the number of occurrences within participants by the number of participants. From an analytical perspective, a useful way to organize UI problems is to associate them with the users who encountered them, as shown in this example of a UI Problem Matrix:[image: ]Task Success: 	56%
Error Rate: 	100%
Avg. # Errors:	5
Ease of Use: 	6.0
Satisfaction: 	6.1

Note:  The Xs represent users who encountered a problem. For example, user P3 encountered two problems. Figure 34: Sample UI Problem Matrix

A common technique for assessing the impact of a problem is to assign impact scores according to the problem: 
· Trivial: idea, suggestion, or observation that could enhance the overall experience
· Minor: has a relatively minor effect on task performance, delays user briefly, cosmetic    
· Moderate: causes a significant delay or frustration but allows user to complete the task
· Block: prevents task completion
[bookmark: _Toc503868417][bookmark: _Toc519213695]Recording Error Rates
Errors are any unintended action, slip, mistake, or omission a user makes while attempting a task. Error counts can go from 0 (no errors) to dozens. Errors provide excellent diagnostic information on why users are failing tasks and, where possible, are mapped to UI problems. Errors are assigned binary measures: the user either encountered an error (1 = yes) or did not (0 = no).
[bookmark: _Toc503868418][bookmark: _Toc519213696]Task Time
Task time is how long a user spends on an activity. It is most often the amount of time it takes users to successfully complete a predefined task scenario, but it can be total time on a web page or call length and is typically reported as an average. There are several ways of measuring and analyzing task duration:
· Task completion time: time of users who completed the task successfully
· Time until failure: time on task until users give up or complete the task incorrectly
· Total time on task: the total duration of time users spend on a task
[bookmark: _Toc503868419][bookmark: _Toc519213697]Task Satisfaction Ratings
Asking a question on how difficult users thought a task was to confidently complete is valuable when comparing to task completion rates. For example, even if task completion is at 100%, we also need to understand if users considered the task easy or difficult, and compare that to their expectations. By improving this mean satisfaction rating over time one can measure how updated designs improved the user experience. Such subjective measures are especially helpful when evaluating tasks, even those with high “successful” completion rates. For example, a 100% completion rate cannot be improved, but a task that users struggle to complete and thought was difficult can be improved.
Follow-up SEQ process questionnaires measure the perception of the ease of use of a system are commonly completed immediately after a task (post-task questionnaires), at the end of a usability session (post-test questionnaires), or outside of a usability test. Here is an example of a post-task survey:Figure 35: Sample SEQ Process Questionnaire
1.         Rate how easy or difficult it was for you complete this process or task.
Very Difficult             1          2          3          4          5          6          7         Very Easy
   What was easy and what was difficult?
   Did this process meet your expectations?   Y/N     Why/ Why not? ____________________ 
   Was there anything unclear during the process?    Y / N _____________________
   Would you change anything about this process?   Y / N _____________________
2.         On a scale 1 - 7 (1 = very dissatisfied and 7 =very satisfied), how would you rate your satisfaction with this process? 
Not at all         1          2          3          4          5          6          7          Very
Comments: __________________________________________________


[bookmark: _Toc503868420][bookmark: _Toc519213698]Determining Combined Scores
In general, users who complete more tasks tend to rate tasks as easier and to complete them more quickly. Yet some users fail at tasks and still rate them as being easy, or others complete tasks quickly and report finding them difficult. Although usability metrics often significantly correlate, they don't correlate strongly enough that one metric can replace another, or stand alone. Reporting on multiple metrics can be cumbersome over time, so it can be easier to combine metrics into a single score. 
UAM adopted System Usability Score (SUS) and NetPromoterTM (NPS) for measuring a useful overall score for usability in user evaluations or surveys. SUS and NPS have a strong positive correlation of .61, meaning SUS scores explain about 36% of the variability in NPS, and can be used to forecast one another. 
[image: ]Progress Mitigating Usability Issues in the SDLC

The NPS is based on only a single question: “How likely are you to recommend this product to a friend or colleague?” The response option is an 11-point scale numbered from 0 to 10 with higher numbers indicating higher likelihood to recommend. Promoters are those who choose a 9 or 10, detractors are those who choose anything 6 and below, with the 7-8’s as passive. The ‘Net’ in net promoter comes from how to score the response. NetPromoter is measured on a -100 to 100 scale. Subtract the percentage of detractors from the percentage of promoters to get the Net Promoter Score. 

[bookmark: _Toc503868421][bookmark: _Toc519213699]Periodic Review of User Types, User Tasks, and Use Contexts
It is important for the UCD/UE to periodically review the critical goals of the ETS2 E2 Solutions product to ensure that E2 Solutions’ design and usability features take account of the evolving end-to-end travel process, not only for the needs of government travelers, but also travel arrangers and travel approvers. 
[bookmark: _Toc503868422][bookmark: _Toc519213700]Personas
Personas add a real-world dimension when thinking through how users interact with the system, help focus usability design decisions, and test and prioritize features throughout the development process. Information collected from team members, and throughout various usability tests and assessments, can be used to update Persona characteristics, such as personal demographics, professional traits, and technical capabilities. Through the ETSNext initiative, CWTSatoTravel and ETS2 PMO Personas were merged to provide reliable and realistic representations of key users.
[bookmark: _Toc503868423][bookmark: _Toc519213701]Critical User Tasks
Starting with the use cases provided by the ETS2 PMO as a baseline, the ETS2 E2 Solutions Team periodically updates critical user tasks within the ETS2 E2 Solutions application. Once the critical goals of the ETS2 E2 Solutions product are re-assessed, data can be analyzed from usability assessments to determine if critical tasks have changed, added, or become obsolete. This can be performed by asking questions described on the www.usability.gov website, such as:
· What will users do when using E2 Solutions? (User tasks, content, features and functionality)
· Which tasks are critical to users’ success on E2 Solutions? (Criticality)
· Which tasks are most important to E2 Solutions users? (Importance)
· Which features of the E2 Solutions will users use the most? (Frequency)
· Which features are prone to usability issues? (Vulnerability)
[image: ]Progress Mitigating Usability Issues in the SDLC

These questions can be answered against user Personas, as previously described.

[bookmark: _Toc503868424][bookmark: _Toc519213702]Appendix – E2 Help Desk Incident Reports
	Incidents
	Previous PoP
	Current PoP

	Reservations > Transfer TMC
	1287
	2462

	Reservations > Create Reservation
	1063
	1110

	Reservations > Manage Reservations
	1027
	941

	Vouchers > General
	946
	1064

	Profile > Modify Profile
	897
	1318

	Authorizations > Amendments
	795
	651

	Authorizations > Create / New
	748
	760

	Authorizations > General
	707
	831

	Login Assistance > Account locked
	647
	1436

	Reservations > General
	628
	878

	Administration > General
	563
	#N/A

	Vouchers > Expenses
	559
	485

	Profile > General
	537
	1109

	Administration > Initalize/Unlock Users
	468
	#N/A

	Authorizations > Cancel
	403
	339

	Reservations > Agent Intervention
	388
	275

	E2 Reference > iFind Your Answer
	343
	#N/A

	Expenses
	284
	190

	Authorizations > Accounting
	272
	207

	Vouchers > Incremental / Final
	265
	353

	Authorizations > Sites
	212
	208

	Authorizations > Estimated Expenses
	208
	184

	Administration > Financial Rejects
	175
	#N/A

	Authorizations > Approval
	166
	146

	Reservations > Modify Reservation
	156
	130

	Vouchers > Payments
	139
	88

	E2 Maintenance > Website Failure
	134
	124

	Reservations > Itinerary/Receipt/Fees
	131
	124

	Profile > Credit Cards
	131
	143

	Authorizations > Attachments
	130
	112

	Approvals
	127
	133

	Administration > User Setting
	119
	#N/A

	Vouchers > Approval
	113
	87

	Profile > Travel Preferences
	106
	94

	Reservations > Cancel Reservation
	102
	92

	Profile > Payment Information
	97
	82

	Profile > Approval Routing
	90
	59

	Vouchers > Supplemental
	89
	87

	Administration > Pools
	83
	#N/A

	Open and Group Authorizations
	80
	89

	Reports
	75
	#N/A

	Training and Resource Materials > General
	75
	2111

	Reservations > TMC ID
	66
	68

	Vouchers > Attachments / Receipts
	65
	52

	Profile > Favorite Account Codes
	64
	61

	Authorizations > Travel Policy
	58
	41

	Local Travel Claims > General
	53
	42

	Administration > Move User to new Minor
	52
	#N/A

	Administration > Rules/Templates
	52
	#N/A

	Authorizations > Create Reservation
	49
	42

	Troubleshooting and Errors
	47
	46

	Vouchers > Basic Information
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Tracking Overall User Satisfaction

E2 user participants	GetThere 	GSA Survey	CWT UX Evals	Deloitte ETSNext	GSA Survey	CWT UX Evals	GSA Survey	Oct-14	Mar-16	Apr-16	Sep-16	Apr-17	Oct-17	Mar-18	8	3246	58	33	1716	28	3704	SUS	GetThere 	GSA Survey	CWT UX Evals	Deloitte ETSNext	GSA Survey	CWT UX Evals	GSA Survey	Oct-14	Mar-16	Apr-16	Sep-16	Apr-17	Oct-17	Mar-18	81	62	80.099999999999994	63.5	55.7	80.8	NPS	GetThere 	GSA Survey	CWT UX Evals	Deloitte ETSNext	GSA Survey	CWT UX Evals	GSA Survey	Oct-14	Mar-16	Apr-16	Sep-16	Apr-17	Oct-17	Mar-18	33	-31	30	-27	-44	33.299999999999997	Contract Score	GetThere 	GSA Survey	CWT UX Evals	Deloitte ETSNext	GSA Survey	CWT UX Evals	GSA Survey	Oct-14	Mar-16	Apr-16	Sep-16	Apr-17	Oct-17	Mar-18	66	66	66	68.03	68	69.38	Overall Satisfaction	GetThere 	GSA Survey	CWT UX Evals	Deloitte ETSNext	GSA Survey	CWT UX Evals	GSA Survey	Oct-14	Mar-16	Apr-16	Sep-16	Apr-17	Oct-17	Mar-18	64	70	70	72	72	




FEO browser events (seconds) 

Login first paint (webpagetest.org)	42552	42736	42887	43101	43282	3	2.7	2.1819999999999999	1.9850000000000001	Login load (webpagetest.org)	42552	42736	42887	43101	43282	3.9	3.1	2.92	2.3650000000000002	"At a Glance" (IE11)	42552	42736	42887	43101	43282	3.86	2.94	3.27	"At a Glance" (IE11 cached)	42552	42736	42887	43101	43282	2.34	2.46	2.84	"At a Glance" (Chrome)	42552	42736	42887	43101	43282	3	3	2.11	2.08	"At a Glance" (FF)	42552	42736	42887	43101	43282	3.1	3.1	2.34	2.2400000000000002	Average	42552	42736	42887	43101	43282	3.45	3.05	3.0166666666666671	2.4919999999999995	2.4633333333333334	



Reservations: Changing reservations	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1682	3065	3102	2346	3268	2477	Voucher: Creating and submitting a voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	3883	2389	2615	2557	2119	1201	Help for voucher Lodging Expenses window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	2229	2371	1903	1491	3093	1761	Training: Computer Based Tutorials (CBT)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	3357	2344	3018	2514	2287	1782	Help for authorization Manage Trip Reservations window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1536	2230	1230	1855	2397	2265	Help for authorization or advance Account Code Selection window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	3432	1868	1413	1411	2254	2436	Authorizations | Reservations | Vouchers: Cancel trip	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1588	1575	989	807	1668	1378	Authorizations: Amending an authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	3059	1570	2152	1429	3050	1947	Help for Itinerary window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1713	1555	1025	1405	2086	1663	Help for authorization Reservation step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1205	1467	883	1306	1737	1588	Help for voucher Trip Level Attachment window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1638	1414	937	874	1170	789	Help for Remarks window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1083	1401	999	1226	1591	1382	Training: User and Administrator guides, Quick Reference Cards	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	4099	1330	1701	2062	1532	1127	Help for authorization Search Location window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1414	1328	824	1018	1541	1222	Help for authorization Lodging Expenses window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1368	1193	911	971	1491	1025	Help for authorization Add New Expense window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1470	1177	700	821	1121	945	Help for voucher Edit Expense window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1192	1141	946	841	1410	965	Advances | Authorizations | Local Travel | OAs and GAs | Vouchers - Recall document pending approval	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1304	1000	930	735	1159	763	Profile: Changing your password	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	892	975	978	593	920	634	Help for voucher Meals and Incidental Expenses window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1128	973	930	643	1028	862	Glossary: TMC fee amounts - how to obtain current TMC fees	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	989	891	538	499	673	435	Authorization: Delete or cancel authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1277	866	1094	813	1084	663	Help for authorization Trip Level Attachment window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1033	809	480	643	791	712	Help for voucher Basic Information step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	878	798	776	780	1205	839	Glossary: Comparative Trip / Cost Comparison	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	677	711	611	437	699	614	Help for authorization Edit Expense window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	734	646	465	594	863	634	Authorizations | Troubleshooting | Vouchers: Making changes to a trip	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	908	624	624	404	678	369	Authorizations | Vouchers: Closing a trip / change voucher type to final voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1160	615	1176	571	811	565	Reservations: Canceling a reservation made using Shop First | Canceling a held reservation | Canceling a reservation associated with an authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	413	605	514	479	670	432	Glossary: Lodging per diem rate	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	553	582	690	521	750	600	Authorization: Create authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	763	576	940	1155	777	499	Authorization | LT | Group Authorization | Open Authorization | Voucher: Add receipts or other documentation, including lodging receipts	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	863	565	595	417	713	364	Help for authorization Meals and Incidental Expenses window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	705	552	393	449	667	575	Authorizations | Vouchers: When travel plans change during your trip	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	689	545	644	364	784	618	Help for Held Reservations window (appears after selecting Show Held Reservations from the My E2 Trips list)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	647	538	265	572	837	823	Profile: Bank account and other payment information	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	856	537	572	377	494	438	Help for voucher Payment Options window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	456	527	643	459	867	420	Profile: Update credit card information	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	705	527	902	1606	2959	1471	Reservations: Tickets	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	528	526	486	444	589	353	Help for voucher Add New Expense window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	555	516	371	329	598	405	Advance | Authorization | Voucher | Local Travel Claim | GA | OA: Printable documents	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	845	507	466	349	616	296	Glossary: TMC fee	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	622	477	380	255	377	257	Help for voucher Expenses step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	605	466	393	355	490	381	Advisories: Latest E2 news	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	769	462	472	389	541	347	Authorizations | Vouchers: Change approver / change approval routing for a document	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1035	449	650	396	866	608	Profile: Selecting a primary payment account	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	628	448	559	336	502	366	Profile: Selecting travel arrangers (add / remove / change)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	809	438	571	450	528	388	Help for authorization or advance Accounting step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1002	433	378	418	602	569	Profile: Add account code Favorite	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	871	428	619	502	779	448	Reservations: Creating online reservations	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	480	423	470	583	731	587	Secure Flight: About the Trusted Traveler Program and PASS ID / Known Traveler Number (TSA Pre✓)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	412	422	576	380	491	456	Profile: Frequent flyer numbers	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	332	406	520	290	169	145	Reservations: Copy of or printing invoices and itinerary	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	593	398	381	359	415	495	Help for authorization Basic Information step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	483	374	236	332	497	541	Vouchers: Creating a supplemental voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	430	369	427	310	602	394	Profile: Update travel preferences, such as frequent flyer numbers, seat preferences, meal types, etc.	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	333	366	451	434	547	507	Glossary: Contract carrier fare | airfare categories	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	307	366	374	406	387	269	Help for open authorization Expense Details step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	608	362	181	224	357	253	Authorizations | Local Travel | Vouchers: Currency codes	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	416	349	501	271	495	400	Help for authorization or voucher Daily Expenses Summary window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	430	344	216	257	371	284	Help for authorization Site Details step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	534	340	261	355	514	514	Current report catalog	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	269	330	292	380	301	286	Help for authorization Summary step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	473	323	183	312	416	356	Reports: Catalog	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	306	322	217	296	141	125	Help for authorization Expenses step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	529	319	232	278	426	363	Help for local travel claim Account Code Selection window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	331	286	200	192	358	257	Approvals | Authorization: Approving an authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	1141	284	322	372	567	342	Profile: Update | Change | Edit	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	613	259	271	262	298	239	Authorizations | Voucher: Personal time (leave) within a trip	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	213	259	324	229	276	270	Authorizations | Vouchers: Viewing per diem rates	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	236	247	191	154	231	152	Vouchers: Require and retain receipts	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	274	244	330	214	289	177	Troubleshooting: Authorization in agent intervention status	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	169	234	222	188	317	165	Approvals: Using My Approvals Pending Approvals list	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	409	228	234	231	266	153	Troubleshooting: Under-allocated / over-allocated warning or error messages	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	600	226	261	206	350	212	Local Travel | Voucher: Viewing payment history	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	292	225	285	194	286	189	Help for authorization Travel Policy step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	300	224	223	222	288	233	Authorization | Local Travel | Voucher: Adding mileage	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	363	221	303	183	309	191	Help for Held Reservations window (appears after selecting Make Reservation from authorization Reservation step)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	157	220	138	199	216	78	Glossary | Vouchers: Voucher transaction fee (VTF)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	327	219	162	125	141	86	Authorizations: View comparative airfare	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	204	215	148	146	219	174	Help for authorization Comparative Airfare window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	210	215	142	154	161	170	Approvals | Vouchers: Traveler review and approval of voucher submitted by an arranger	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	487	210	133	85	154	114	Profile: Personal information	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	335	210	252	216	282	188	Vouchers: Creating a pre-trip voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	123	207	158	148	224	174	Reservation: Retrieve reservation	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	297	204	215	202	320	197	Help for local travel claim Edit Expense window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	330	201	165	180	298	196	Administration: Create user account	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	460	200	196	157	249	199	Profile: View approval routing information	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	482	200	225	191	232	149	Glossary | Message Center: Finding per diem rates	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	190	199	187	132	119	102	Profile: Can I change my payment information?	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	276	199	256	174	207	161	Help for voucher Accounting step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	281	199	209	156	263	194	Vouchers: Change finality	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	262	198	225	144	196	168	Glossary: Held Reservation | Held Reservation list	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	134	198	174	142	144	85	Troubleshooting: Deleting attachments or receipts	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	19	196	47	18	53	18	Help for voucher Summary step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	212	193	148	191	331	270	Authorizations | Glossary: Reimbursement types	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	262	191	319	228	275	186	Help for Shop First Held Reservations window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	259	189	181	224	295	237	Reports: Listing of E2 reports (report Id, name, description, important requirements)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	307	189	246	376	241	229	Help for voucher Payments step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	320	188	257	143	246	149	Glossary: Local travel claims	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	171	186	278	194	224	136	Travel for Others: Arrange travel for another user	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	367	186	213	240	242	201	Profile: Adding credit card information	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	241	183	184	275	332	416	Help for open authorization Basic Information step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	249	180	101	126	177	121	My E2: Viewing archived trips	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	147	178	184	152	231	151	Advances | Authorizations | Local Travel Claims | Vouchers: View account code segment details	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	313	177	201	169	197	119	Glossary: Private auto (POV) | Using POV as the mode of transportation for a trip	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	222	176	203	134	193	121	Help for open authorization Account Code Selection window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	815	175	135	158	171	101	Administration: Invitational traveler process	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	233	172	178	144	303	161	Secure Flight: Adding information to your TMC profile	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	194	171	177	161	141	183	Help for Travel Agent Assistance window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	191	171	113	142	188	158	Advances | Authorization | Glossary | Voucher: Document status	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	210	168	181	144	248	195	Local Travel: Create claim	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	317	164	238	164	332	274	Administration: Add or edit a routing pool	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	548	164	140	116	165	209	Authorizations: Adding a break to your trip	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	130	156	181	132	142	152	Help for Email Notifications page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	354	156	92	196	229	169	Glossary | Authorizations | Vouchers: Lodging taxes	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	152	154	160	103	142	98	Help for voucher Account Code Selection window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	186	153	146	101	239	159	Profile | Reservations | Troubleshooting: TMC profile ID	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	229	153	154	127	221	266	Glossary: Account codes / favorites list	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	366	149	159	155	243	201	Help for voucher Override Pay To window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	103	147	158	103	137	122	Help for authorization View Routing Path page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	284	146	157	144	187	110	Local Travel | Voucher: Reimbursement for expenses charged to government charge card (Pay To)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	111	146	113	80	93	84	Authorizations: Shortcuts (copy trip, use trip template)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	207	145	157	158	294	178	Advances | Authorizations | Local Travel Claims | Vouchers: Favorites list - adding accounts from trip or local travel	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	260	140	204	160	268	206	Training and Resource Materials: Find Answers	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	220	139	145	113	165	131	Vouchers: Redirect reimbursement of M	&	IE expense from traveler to travel charge card	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	159	137	132	87	129	116	Authorizations | Local Travel Claims | Vouchers: Custom document numbers	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	177	132	138	133	152	92	Glossary | Authorizations: Actual expenses	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	84	131	155	88	152	75	Glossary: Voucher types (including pre-trip vouchers) / How to create vouchers of different types	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	216	131	150	113	148	116	Help for Comparative Trip Expenses Page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	118	129	112	91	119	128	Help for local travel claim Add New Expense window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	200	127	113	122	196	135	Advances: Creating an advance	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	131	127	192	147	195	167	Vouchers: End date / cut-off date	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	188	126	238	133	156	106	Message Center: View mileage rates	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	107	126	119	101	89	78	Administration: Unlock user account	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	279	125	102	71	76	66	Glossary: Lowest Logical Airfare (LLA)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	145	125	104	104	132	98	Authorizations: Travel policy and reservation selections	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	125	117	98	106	132	123	Approvals | Troubleshooting:  Document "Rejected by Agency"	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	127	115	138	126	408	218	Help for the Add Comparative Trip window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	124	114	126	110	112	105	Troubleshooting: Unable to close trip / no final voucher / cannot amend authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	78	108	152	83	120	68	Help for local travel claim Basic Information step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	128	107	111	103	146	109	Glossary: Shop First	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	152	106	127	103	225	186	Open Authorizations: Create a trip under an OA	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	133	106	149	117	96	49	Glossary: Actual Expenses	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	136	104	154	75	131	92	Troubleshooting: Retrieve password	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	124	104	45	24	44	50	Voucher: Changing expenses (including delete expenses)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	126	103	96	85	157	98	Help for open authorization Travel Details step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	148	102	75	62	90	71	Help for voucher Cost Variance Summary window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	119	101	92	92	212	127	Administration: Administration Options Menu	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	163	99	75	71	81	51	Reservations: Display of flights on E2 online booking site	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	99	98	123	90	90	63	Authorizations | Vouchers: How do I handle changes to per diem rates?	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	150	96	104	70	108	100	Troubleshooting: Lodging exceeded per diem	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	116	95	115	63	138	90	Troubleshooting: Unable to retrieve a reservation	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	101	95	68	80	103	80	Help for Administration | Minor Customer Travel Advance Settings page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	91	94	87	48	81	54	Vouchers: Difference between reclaim voucher and supplemental voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	113	94	129	87	171	121	Troubleshooting: How do I change my approver?	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	219	91	177	119	217	140	Voucher: Delete voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	78	91	93	67	120	75	Authorizations | Vouchers: Meals calculations when travel crosses the international date line	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	78	89	83	53	93	76	Profile: Update home site | Defaut departure site | Home location	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	285	89	86	97	72	65	Glossary: Per diem calculations for first and last day of travel	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	95	88	104	82	50	66	Glossary: IA Mileage Ceiling / POV Ceiling	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	99	88	102	69	113	79	Profile: Email address	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	82	87	85	104	135	91	Vouchers: How expenses move from authorization to voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	77	86	48	41	78	50	Glossary | Vouchers: Voucher approved for payment	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	179	84	123	68	156	77	Authorization | Glossary: Official day off | Leave	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	80	84	104	71	94	78	Voucher: When to submit	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	167	84	91	97	69	51	Help for authorization Split Funding window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	144	84	98	66	171	79	Open Authorization: Deleting an OA	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	125	83	77	42	86	47	Help for open authorization Site Selection window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	111	82	65	74	92	58	Administration: Initializing a user account	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	178	81	113	71	73	60	Troubleshooting: Why does a Southwest fare show available but I cannot book it?	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	68	79	102	144	122	66	Glossary | Vouchers: Tips allowed	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	77	79	110	63	96	68	Administration: Add members to routing admin group	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	57	79	120	79	81	52	Glossary: Per diem reimbursement for travel less than 12 hours	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	72	79	76	68	59	44	Glossary: Funds Obligated | "not obligated" errors	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	135	78	102	64	192	86	Reservations: Hotel rates	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	67	77	79	57	75	54	Glossary: User Types and User Roles	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	145	77	89	72	71	49	Authorizations | Workflow: Adding an advance to an authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	72	77	43	16	28	16	Troubleshooting: Contacting the E2Solutions Information System Security Officer (ISSO)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	89	76	67	62	87	54	Administration: Routing rules expense codes and descriptions	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	103	75	93	79	157	99	Administration: Routing rules and descriptions	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	192	75	65	67	99	83	Help for local travel claim Expenses step	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	91	75	88	72	104	96	Authorization: Remove reservation from authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	142	73	153	139	124	65	Advances: Delete or cancel travel advance	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	72	72	61	33	64	59	Administration: Change a routing rule in a routing template	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	238	72	112	83	111	69	Troubleshooting: Help with forgotten password | email your help desk / minor customer point of contact	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	174	72	83	55	82	91	Advance | Authorization | Local Travel | Open or Group Authorization | Voucher: Who is my approving official?	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	157	71	58	39	71	46	Administration: View, edit or enable types of travel	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	88	71	85	69	100	42	Authorizations | Reservations: Travel agent assistance	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	64	71	40	27	65	33	Local Travel: Changing a claim prepared by a travel arranger	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	93	71	108	74	123	78	Help for Administration | Major Customer Travel Justifications page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	67	70	68	59	100	74	Troubleshooting: Unable to access buttons or links at the bottom of a page or window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	95	70	29	21	22	21	Glossary | Troubleshooting: Variable per diem rates for standard sites	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	33	69	56	46	61	46	Reservations: Commerical airline fees	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	61	69	49	41	60	45	Travel for Others	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	156	68	80	90	96	71	Glossary | Authorizations | Vouchers: Lodging tax	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	61	67	73	51	73	41	Administration: Add an account code to a financial system	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	292	67	145	176	145	96	Troubleshooting: Password expiration	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	107	66	40	39	75	39	Group Authorization: Deleting or canceling a GA	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	89	65	75	56	113	77	Approvals | Vouchers: Approving a voucher	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	113	65	105	95	147	113	Administration: Minor customer settings	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	141	64	47	38	48	41	Troubleshooting: Recommendations for scanning receipts and faxing documents	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	114	63	82	47	61	34	Administration: Add accounting segment	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	88	63	64	40	64	19	Help for Comparative Trip Basic Information page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	75	62	67	58	76	81	Administration: Processing financial system rejects	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	80	62	70	56	116	43	Administration: Email templates available for customization | variables used in email templates	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	106	62	43	56	55	42	Help for Administration | Minor Customer Travel Reservation Settings page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	103	62	59	34	62	44	Help for CBA Voucher Transaction Fee Assignment page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	49	62	56	40	54	43	Administration: Example of dynamic document routing	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	70	61	35	36	55	38	Administration: Assign primary approver to routing pool	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	97	61	62	39	34	55	Approvals | Vouchers: Rejecting a voucher | Returning a voucher for changes	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	77	60	81	58	174	86	Reservations: Out-of-policy warning	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	81	60	75	68	73	68	Glossary | Authorizations | Vouchers: Meals provided	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	64	60	64	26	40	38	Administration | Profile: Edit approver availability	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	111	58	78	46	73	54	Help for Comparative Trip Site Details page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	57	58	58	46	83	78	Authorizations | Reservations: Travel policy and business class airfare	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	82	58	49	34	53	59	Audit: Reason document is flagged for audit	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	43	58	55	32	29	15	Help for Administration | Minor Customer Reimbursement Settings page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	59	57	41	28	39	38	Advances | Authorizations | Local Travel Claims | Open Authorizations | Vouchers: Viewing document history	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	61	57	34	27	71	41	Help for authorization or travel advance View Routing History page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	105	57	36	75	100	70	Reservations: Using personal credit card for airfare	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	66	57	52	34	57	38	Help for voucher Split Funding window	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	69	57	75	40	101	65	Troubleshooting: Amending an authorization	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	184	56	56	37	83	56	Help for Profile Supplement page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	108	56	40	58	64	61	Approvals | Vouchers: Changing and then returning the voucher for revision	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	71	56	74	56	38	23	Help for Administration | Minor Customer Approval Settings page	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	174	56	52	46	89	87	Troubleshooting: Specific hotel does not appear when booking online	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	35	55	39	39	52	48	Glossary: Acronyms for government travelers | Common terms in E2	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	81	55	81	50	77	63	Reservations: Retrieve reservation	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	47	54	105	84	62	29	Troubleshooting: Trip under OA rejected by agency financial system	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	105	53	52	57	91	50	Glossary: E2 system requirements	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	42	53	54	52	107	85	Advances | Vouchers: Advance calculations and liquidations	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	43	52	41	44	69	32	Troubleshooting: Making changes to documents pending approval	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	94	52	42	45	68	39	Glossary: Lodging calculation - one day trip	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	46	51	29	48	43	35	Administration: Credit card management functions	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	68	51	43	69	79	77	Administration: Replacing an Approver in a Routing Pool	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	88	51	62	37	57	56	Secure Flight: Program information	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	38	50	32	24	43	32	Release Notes	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	18	49	32	33	16	16	Troubleshooting: Shop First feature is not available	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	64	49	56	42	99	115	Glossary | Troubleshooting: Laundry expenses - qualifications/rules	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	33	48	38	33	54	38	Glossary: Reduced Per Diem reimbursement type	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	59	48	27	23	53	28	Administration: Create routing template	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	94	48	38	32	44	25	Troubleshooting: Reservation without a price	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	43	48	32	37	25	16	Administration: Make changes to routing templates	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	81	48	43	30	40	31	Reservations: Seat availability	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	50	47	57	43	46	42	Open Authorization: Making changes / amending approved open authorization (OA)	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	54	47	78	50	105	73	Authorizations | Local Travel | Vouchers: Viewing attachments, including faxed documents	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	112	46	80	48	57	33	Troubleshooting: Session timed out | chat session expires	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	10	46	11	11	16	3	Glossary: Trips | Types of authorizations	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	54	46	72	68	60	62	Administration: Configuration items that cannot be managed by client administrators	Q3-4 2015	Q1-2 2016	Q3-4 2016	Q1-2 2017	Q3-4 2017	Q1-2 2018	51	46	34	32	30	37	
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