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COMPANY OVERVIEW

Microsoft's Commerce + Ecosystems
(C+E) Studio is a core team of UX
professionals providing user insights
across the company's vast range of
business tools and processes, serving
strategic industry clients for licensing
and Enterprise Agreements.
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Streamlining Microsoft Contract

Configuration for Multi-year
Enterprise Agreements

Project Summary

| led this Generative Research study,

managing complex stakeholder
alignment, research design,
interviews, and early stage
prototype feedback.

Timeline & Team

Independently-led all aspects of
research, including 12, 90-min
interviews across 3 continents

Deliverables

e Comprehensive research readout
e [Executive summary

® 6 new research artifacts

e Actionable recommendations

Impact

Independently-led all aspects of
research, including 12, 90-min
interviews across 3 continents

= 0 =" Microsoft

Licensing v

Enterprise Agreement

The Microsoft Enterprise Agreement offers
the best value to organizations with 500 or
more users or devices that want a
manageable volume licensing program that
gives them the flexibility to buy cloud
services and software licenses under one
agreement.

Multi-year Enterprise Agreements simplify software technology

licensing and lock in stable pricing for a minimum of 3 years.
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Core Business Problem:

« Lack of clarity on fundamentals of
multi-year deals: processes, roles, tools

« Complex financial, regulatory, risk, and
regional factors obscured key problems to

solve

« Poor insight compromised Microsoft's
highest-value engagements

=N

Research Objectives: ,—

« Understand Microsoft's current process
and tools for building multi-year deals with

strategic clients.

« Understand the key user personas’ goals,
tasks, processes, and pain points.

« Gather feedback on an early-stage
prototype for a multi-year pricing tool.
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Product Team’s Goal: Who are the key business
personas, their goals, tools, processes? What blocks
them from efficiently engaging and building multi-year
contracts?

Business Partners’ Goal: Strengthen Microsoft’s ability
to secure and manage significant revenue from
multi-year deals with strategic clients.
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| led this 12-week study, managing stakeholders, designing and

executing research through eleven, 90-min remote interviews with
internal business roles across 3 continents.

MONTH 1
|

MONTH 2
|

MONTH 3

Hand-off

Align

Align with stakeholders to
understand what they want
to learn and why. Select
methods and metrics.
Develop facilitator guides
and screeners.

Research Ops
+ Execute

Organize logistics based on
research design, recruit and
schedule interviews. Develop
clickable prototypes for
design-focused research.

Conduct Interviews.

Analysis +
Synthesis

Analyze the data. Connect early with
stakeholders on emerging findings.

Outline and prepare findings for final
report. Schedule final readout.

Read out +
Follow-up
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| desighed a generative research study using in-depth interviews and
incorporating formative research elements by having participants interact with

an early prototype of a multi-year pricing tool.

Generative Research Formative Research

Methods Methods

« Desk Review, In-depth interviews + Cognitive Walkthroughs - Prototype / Concept Testing
- Observe users complete tasks while thinking aloud

Core Questions:

1. What are users trying to achieve (their ultimate goals)? Core Questions:

2. What "jobs" are they trying to get done? 1. Can users complete the tasks?

3. What are their pain points, challenges, and frustrations? 2. Did they find the tool usable, useful, and trustworthy?
3. Where were they confused? How can we improve?
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| produced six UX research outputs:

: Comprehensive Research Readout, including:

€€ Multi-year Enterprise
Agreements take up 80% of

5 Executive Summary, Key Findings, Recommendations
my time even though only

3 User Personas and Relationship Map 2-3 of my [8-10] clients have
them.

4 Workflow Diagrams

Mul{__— wa hlist, Microsoft

5 Key Pain Points

Sup=estCalag - Munich, Germany

NDA

6 Prototype Feedback
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| clarified user experiences, preferences, and needs through detailed thematic
findings, amplified by rich quotations that centered user voice.

1. Multi-year deals are strategically crafted for more mature

” Fosters long-term partnership with customer:

So | think [multi-year deals] foster more of that
partnership relationship that we're trying to have with
customers and being able to talk with them over a longer
period of time, like projecting into the future 'like what do
you think you're going to be doing 2 years from now, 3
years from now?' in order to have more of that bigger
picture conversation...

NDA

- PJ,

&
§
lient
ciients.
» Definition: Multi-years are deals that last more than 18 months
or have two base packages.
« Advantages: Customer benefits from locked-in rates and price
predictability. Microsoft benefits from deeper customer
relationships and longer sales cycles.
* Pain Points:
1. Fragmentation of pricing tools (up to 19)
2. NDA [ notgenerate multi-year contract language
™ I
&
§
2. NDA
What we know:
ke
E » The Account Team continuously consults w/ customer's
- evolving needs, resulting in evolving licensing agreements.
(&)
* Licensing agreements determine base pricing, so pricing
also continues to evolve throughout the year.
. NDA ("licensing") owns licensing purchase
process which is recorded on a NDA (CPS)
( )éollaboration with NDA
So | need to collaborate with the Cony NDA to
determine if the calculation of the Unified contract [base
package] is correctly calculated and to know what kind of
products are in there to determine what should we sell for
add-ons or proactive services....
-P7, NDA
e
3
S

work with the Core Account Team - esp. Licensing - to map
out the multi-year deal. Licensing is parallel and continuous.

| I Alignment to Account Team, esp. to Licensing (Commercial Exec):

If you do multi-years, you will have some kind of interrelation or
connection to licensing. It's very rare that you do a multi-year deal
without a connection to the licensing. - P77,] NDA

So typically we're working with the license team and getting
and vetting it with the customer on, y— hat, year two
through year five might look like. -P6, NDA

NDA

s with Account Team (License):

When it comes to a multi-year, usually 2nd year and 3rd year need to
have a higher price because you have to add the true up, and a
percentage to the licensing spend for the 3 parts that compose the
Unified price...because maybe the customer will add some extra
licenses in the meantime..."-P4, eller Study
(Sept 2023) NDA

16

Sept 2023

C+E Studio

3. Conversations with Account Team & ( NDA

eet

(re key sources of intelligence for multi-year pricing.

Example Cust‘l NDA I)

SECTION 2 - Monthly Subscriptions

Pricing & Usage Year |

P e e i | g s D | Ukt s | o Qo | ™ T | oty | G oy | et At 65

=== NDA || NDA

@

Multi-year pricing originates from CPS:

So typically, these (pricing data) are gonna come from a CPS
that the Account Team has provided, where we'll have to go
through and align each SKU to the product category that is
aligned to the unified pricing model of server user and Azure.
So they can change frequently throughout the course of the
deal."

-P8, NDA

Sept 2023

C+E Studio

10. The [ __ 4 __ irience tool flags when the true-up process should

begin, but there is no reminder in Co

” ually track when true-ups are due because

there is no reminder in p\pA

| guess withir{ NDA ire aren't any reminders for them to
do [the true-up], so it's based off them remembering.
Some sellers have their own like internal trackers and
everything, and | think that's great.

But if you have turnover, the new person coming in is like,
| didn't even realize this customer had a true up because |
didn't sell them the multi year deal and there's nothing in
my system to tell me go and reprofile this and check to
see if there's a true up.

woa__ne for sellers.

see when true-ups are due in their tool

Experience:

So th1 NDA Fhe one who's supposed to be doing this and
trying o figure out whether or not the true up is out

there. Sot their own internal[ npA l
calculate that on. We as sellers and as black belts,

that they
we use an

Excel calculator that basically accomplishes the same thing.

24
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| created 3 new user personas that clarified
user goals, tools, processes, and pain points.
These became key artifacts for the C+E
Studio.

Primary Persona | ST (CE&:S)*

Key User Goals

» | work with the Account Team to identify and drive support solutions for customers.
» | ensure net new and renewal support contracts align to customers' strategic priorities.

* | orchestrate opportunities with internal stakeholders to cross-sell Enhanced Support Solutions.

Role Description & Sentiment Statement

Primary Jobs to Be Done (JTBD) Pain Points

Coordinates with Account Teams (AEs, CEs, ATS, . Abort
STU, CSAMS) to align on client strategic priorities Pricing (USr) — i€ udla 15 noL vaiadiea in JSP
and | have to go on a "wild goose chase" to ensure
accuracy. | cannot proceed without accurate price.

sup DL 5P)

In alignment to license posture, initiates
= el ntract and United Support Pricing
_ i Support base package.
In conversation with client strategic priorities, shapes

support with add-on packages for incremental,
customized support.

| work with the broader Account Team to align
Unifed Base Support and Enhanced Solutions to the
strategic objectives of my customers.

Base pricing is dependent on licensing posture
and | do not have access to that data - Licensing
data is not reflected in my tools. | have to track
down the Commercial Executive who is very busy.

Key Goals

Hands tied at pricing — | cannot progress the deal

Primary Tasks

Pain Points (cont. next)

Key Tools (reverse side - not shown NDA)

®
@
®
®
®
©

Key Collaborators (reverse side - not shown NDA)

“| align to my client’s goals which I learn about through
coordination with the larger Account Team. | don’t sell
products. | sell people and their expertise.”

— Support Specialist, Life Sciences & Healthcare

"My job is to right size the support contract to
my diverse customers' needs. | focus on
selling Unifed to net new customers and transitioning
them to renewals."

With Account Team, implements complex pricing for

mulityear deals including the yearly pricing
recalculation process, known as True ups.

Implements close plans (maps timeline, engagement
with customer, customer buy-in) to drive deal
closure.

Works with United Support Pricing and NDA
tools (with support from DCAs) to draftoase + aaa
on pricing in preparation for contract signature

without pricing. Meanwhile the customer also has
deadlines. | am at risk for losing revenue.

Fragmentation Poor collaboration

Mistrusts tools

This profile is from Sept 2022 "SS¢ NDA 'udy" and Apr 2022 "Profile to Quote" Study by Kr (COE) and is validated in the current study.
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Once | established who our key user personas were, | mapped them in an
ecosystem of collaborator networks involved in multi-year deals.

Sept 2023

C+E Studio

Who is the Core Account Team?

Specialist

™\
/ Account \\
= ‘\ Exec IL B
\ (AE) / e
Ly

o

i
/L T y
[eam ) CuStOMeEr ( ar
\\___ ( h

T

.

'\.
s )
_-/ /

——

RSM
Function
(IM &

N\ g /7
CMET, S i
Support
Specialist

FastTrack
MWA

See Account Orchestration Guide 2023 for more details

STU
Specialist
(SSP)

Account Executive (AE) Leads & influences a customer first
journey, building trust & communicating effectively about
complex business solutions to support the customer's vision.

Account Technology Strategist (ATS) Leads technology &
innovation strategy. Orchestrates technology sales, mapping
business value to technology capability.

Customer Success Account Manager (CSAM) leads delivery

execution and Support team. Orchestrates Customer Success
Plans, delivery projects, and milestones

Support Specialist (SSSP) assesses support services that are
not addressed in the base package ("add-on packages").

11
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| created key user workflows into clear, simple process diagrams, detailing each
step, roles involved, and tools used.

Task

Roles & Tools

A Pain Point

T 7Y

Sept 2023

C+E Studio

Multi-years vary from standard deals through several key differences:

1.

Account Team
establishes license
posture based on
customer needs.

Roles: Core Account
Team, Client

Key Tools: MSX

2

S!; closely

with Account Team

to create contract
and base quote.

Roles: Extended Account
Team, Client, SSSP, Pricing
Team

Key

Tools: | NDA . United
v N

Support Pricing

S

NDA [l
shape deal beyond

base package
through add-ons.

Roles: Client, NDA

Key Tools: C1, External
pricing tools*

4.

equests Deal

Desk to establish
eligibility for
incentives.

Roles: Clienf NDA | Desk
Key Tools: Deal Desk

Portal,, NDA 5)

Key differences in the Multi-year Process - Year 1:

1.,

Account Team
assesses if client is
mature enough for
multiyear. If they are,
est. growth is

reflected in license
posture for each yr.
This is reflected on a

oA |

Roles: Core Account
Team, Client

Key Tools: MSX, CPS

2.

Lt NDA
creates the quote In
USP, they indicate it is
a MY deal. This button
triggers the
Multiyear Pricing
Power Portal
(MPPP). C1 & USP do
not generate MY
details.

Roles: | NDA

Key Tools: Mutiyear Pricing

NAAAAAAN/
Power Portal (MPPP)

-NDA iends an
output Tiie 10 the

-NDA is a fillable
vvora aocument with

proposed MY contract
language, pricing, and
true-up tables.

Roles:| NDA
Key Tools: C1, MPPP

4.

S|\ manually
enters rieias in the

| NDA -

o, DA
manually enters MY
contract language and
Services Summary
Table for all years

Roles: Client, S{ NDA
Desk, DCA
Key Tools: MPPP, Deal Desk

Portal,, C1, DCA Experience,
Cosmic, GSO, USP, MSX

NDA

financials in

& NDA J

plies
sl to add-on

Rol

NDA

Client

Key

Tools: CT(

inancials)

6.

Reviews....
Approvals....
Pre-validation....

Roles: S NDA vers, Contract
Exec, DCAs, QA Team

Tools: MS) Pricing,
C1, DCA Bxp= hl‘\.lh[,)é..‘. {DCA),
GSO Checklist

12
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| conducted a Concept Test using an early-stage pricing tool prototype. This provided
crucial early feedback, validating our design direction and offering usability insights for

the next iteration.

Tactical Feedback

Screen-by-Screen
Recommendations

3. Confusionin "¢ w  ages” panel

RECOMMENDATIONS:
v" Consider adding Tool Tip with icon to describe new copy functionality

v" Consider changing "Copy" to "Add"

Retain ¢ inding sources
ors  Type age name aphy End date Acti
15| USP Base Package Name 2023-24 USA - Retail - West 25-Aug-2023 [T 24-Aug-2024 [T X
= NDA USA - Retail - West 7725-AUg~2024 B 24-Aug-2025 E «

Y

» Users did not see the copy icon
» Users did not know what the icon did

» Request to add a Tool Tip to teach new users about the
Copy functionality — specifically, that they can multiple
copies and each will move the Start/End dates forward.

» Copy button at the bottom of the page is confusing — some
clicked it to make copies of packages.
» Consider changing text to "Add"

\

46

Themes & Quotes
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Research Topline:

Key Finding: Most inaccuracies in the contract configuration process occurred
during a critical step: users would manually re-enter financial calculations from
an external tool back into the primary system.

Key Recommendation: Validated by user feedback, we progressed the pricing
tool prototype to higher fidelity for in-tool feature development to keep all
financial modeling within the primary tool system.

Business Impact: By creating a one-tool process, Microsoft could increase deal
velocity and reduce errors in Multiyear Enterprise Agreements.
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IMPACT

My role as lead UX Researcher was to unravel the
complexities behind Microsoft's multi-year Enterprise
Agreements (EAs). These high-value contracts, (up to $250
million / year), are crucial for Microsoft's revenue, yet the
internal processes, roles, and tools involved were poorly
understood.

My research illuminated critical pain points, particularly
around financial modeling. The insights gained led directly
to clear design recommendations for our primary tools,
aiming to reduce friction, accelerate deal velocity, minimize
errors, and enhance customer relationship satisfaction—all
contributing to potential significant increase in Microsoft's
bottom line.

REFLECTION

The Power of “Who?”: In a study with many unknowns,
the most impactful question turned out to be "Who?"
rather than "What?" Starting with a small list of potential
users, | systematically asked each interviewee, "Who do
you think | should speak to?", "Who else do you
collaborate with?", and "Who do you trust to represent
your needs?"

This iterative approach unveiled a close-knit community of
internal business roles crucial to high-stakes, multi-year
agreements. | gained access to senior-level managers
with broader perspectives and was able to participate in
their community calls and briefings. This strategy provided
a much deeper understanding of our target users
enabling me to build empathy and confidently pinpoint
areas where our product team could make meaningful
Improvements.



