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USER INTERVIEWS - notes

Pro�le Questions Answers Observations Opportunities Problems

Friday - 3rd Feb

UNDERSTANDING WORKFLOW

Lawrence 4. What are your main responsibilities?
- Everything must be documented 
(Permit Approval / Cancellation)

- Prepare work order / Issued work order

- Log Summary is the most important
- Don't use Notes, Link to Work 
Instructions
- Created a new log entry 'Log Summary' 
that has own report format, but is hard to 
view when in Log Book overview list

- No easy way to compile or extract 
essential information for a 'Log 
Summary' to be used in Handover
- Everything is shown in Log Book 
Overview, hard to �lter and search

1. Position

Shift Manager

5. How many operators you manage within 
one shift?
 

- Using Incoming and Outgoing 
Comments to include who is 
incoming/outgoing shift members

- No way to view who is incoming 
shift, outgoing shift members

2. How long they work for
6. How do you communicate with managers 
and other departments? How do they assign 
tasks to you?

- Standard set of Work Instructions 
Templates but not really used entirely as 
updating instructions is di�cult need to 
go through engineering

3. How long they use RPO

7. How does your typical day look like? Can 
you run us through your daily activities, what 
is the �rst thing you need to do?

8. How do you get information on events from 
previous shift and what is the status of the 
plant?

9. What are the challenges you are facing 
daily?

10. What would you say is the most 
stressful/di�cult part of your job/day? Why?

11. Can you recall a di�cult/stressful situation 
that happened during your shift - what 
happened exactly? How did you solve it?

12. How do you decide which tasks need to 
be performed each day, how do you plan & 
prioritize?

13. How does a shift handover look like? 
When you are the one handing over the shift? 
When you are in an incoming shift?

- Verbally handover from previous shift 
supervisor or incoming shift supervisor
- Description & Log Details more 
important for Handover

- Timestamp and Log Time currently 
the same. Have to input time of 
activity separately in Description, so 
Log Time is not that critical

UNDERSTANDING WHY & HOW HE USES RPO?

14. What are the tasks you do in RPO?

15. Besides RPO do you use any other device? 
Do you use paper forms to capture any 
information within the plant?

16. How would you describe your experience 
with RPO? Does it help your work�ow or 
makes it more di�cult? What do you struggle 
with while using it? What are you satis�ed 
with?

17. How do you train operators? Do you rely 
on RPO to do any part of the training?

18. How do you create work instructions? How 
long does it take you to create them? Do you 
use templates? Any suggestions on how to 
improve them?

19. How do you monitor progress of a certain 
task?
20. How do you create the shift handover 
report? Do you think you have all relevant 
information within the report? Too much 
information? 

21. How do you review incidents reports?

22. If you could change three things about 
RPO what would it be?

USER INTERVIEWS - notes

Pro�le Questions Answers Observations Opportunities Problems

Wednesday - 8th Feb

UNDERSTANDING WORKFLOW

Hairul A 4. What are your main responsibilities?
- Check all the tank, system, rundown, loading, 
discharge 
- Make sure the tank is working on safe level
- Monitor pump operations and levels

1. Position

Field Operator 

5. How does your typical day look like? 
Can you run me through your daily 
activities, what is the �rst thing you need 
to do? 

Check all the system: Tank level, Operation, 
monitor valve open, all the activity within the 
work order > Go through the Log > Follow up 
any outstanding task 

- Take over duty with Hardcopy printed 
report
- Toolbox Meeting by Supervisor
- Check Tank operations
- Check Valves (TCS System)
- Check utilities within work order
- Go through Logs
- Follow up on Open Issues
- Preparing Shipping Documents
- Waste management

2. How long they work for

10 years

6. How do you know what do you need 
to do each day?

 Daily order (send by email)
- any outstanding orders, daily orders sen by 
Supervisor via email

- Potential to eliminate need for email 
work order, or �t it into RPO work�ow 
(�re email o� once Supervisor con�rms 
work orders)
- Email may be chosen format due to 
other people who may not have access 
to RPO?

3. How long they use RPO

2 years

7. What are the challenges you are 
facing daily?

- RPO is messy
- Repeated log created (user cannot �nd the 
log | confused with the time of the log)
- Preferred to log the Tank by dyke instead of 
individual tank log

- Logbook and Reporting seems to be 
overlapping, causing confusion and 
workarounds by users

- Too many tanks being logged
- Individually logging the tanks not a 
key requirement for Handover 
Reports

8. What would you say is the most 
di�cult part of your job?

9. Can you recall a di�cult/stressful 
situation that happened during your shift 
- what happened exactly? How did you 
solve it?

10. How does a shift handover look like? 
When you are the one handing over the 
shift? When you are in an incoming shift?

11. What are the tasks you do in RPO? - Input daily routines and ad-hoc job
- Key in data obtain from �eld operator

12. Besides RPO do you use any other 
device? Do you use paper forms to 
capture any information within the plant?

ATG system -  to monitor the tank level & live 
feed of the tank

13. How would you describe your 
experience with RPO? Does it help your 
work�ow or makes it more di�cult? 
What do you struggle with while using it? 
What are you satis�ed with?

After RPO modi�cation, RPO is easier to view 
and more systematic.

14. Does RPO help you in ensuring 
safety and operations of the plant?

15. Do you use RPO to monitor tasks you 
need to conduct each day and update 
their status?

16. How do you �nd out if there is any 
permit issued to you?

17. How do you create shift report? 

18. If you could change three things 
about RPO what would it be?

Field operator can key in data but cannot 
amend

LOGBOOK

1. Can you run me through your 
work�ow of creating of a Log?

Open previous shift log > Amend/update the 
data if there is any changes within his shift 
(doesn't create new log) [Only one entry]

- Key in Daily Jobs
- Key in jobs for approval by Supervisor
- ATG System used to movitor Tank Levels
- Exaquantum System for Trends for Tank 
Levels

- Multiple Board Operators may key 
in same issue as they are not sure if 
it is open, or are confused by the 
log timings

- Samples (Ad-hoc) that need to be sent to 
Lab is done by Manual Form
- Have to key into RPO if sampling takes 
place

- Field Operator will report back to Board 
Operator their observations, log (recording 
manually on �eld)

- Mobile logging for Field Operators
- Operators can add log, but cannot 
edit

- Operator creates own 'Log Summary' that 
is updated DAILY (resulting in no real 
records in System as log is being 
overwritten) **
- Open Log Entry, edit time and it will be 
'on top of list'
- No need for notes

- Logbook and Reporting seems to be 
overlapping, causing confusion and 
workarounds by users

- Too many tanks being logged
- Individually logging the tanks not a 
key requirement for Handover 
Reports

Confusion over Log Time, Log 
Creation Times

- Filters used to show only relevant log 
entries for Operator

- Any way to preset? So there is no 
need to show everything, and Operators 
have to set their own �lters?

2. Do you use Logbook for getting info 
about task status and their urgency?

3. What are the most common actions 
you do with created Logs? Do you need 
to come back and edit them?

To update data

4. What would you change about 
working with Logbooks to make it more 
useful for you?

To change the log to track from dyke instead of 
invidual log (if not, it will have a lot of open log)

5. Is this something you’d require 
mobile access to?

Due to nature of their industry not allowed to 
carry mobile equipment with them, so they 
don't need mobile access

To view past data log, go over to shift 
handover and click view report

Switching between Logbook & Shift 
Handover if anything needs to be 
edited in Logbook tab (in shift 
handover)

WORK INSTRUCTIONS                                                                                                                                                                                                        

1. Can you run me through process how 
you create/use WI?

Add type of WI > Key in the description, 
Priority, Status, Assign to, Site and Units > 
Save(send to supervisor to approve)

- Work Order No., Start/End Date all pulled 
from SAP
- Will select relevant Work Instructions to 
include in Shift Handover Report

- Should Column Editing/Control be 
handed by Yokogawa?
- Provide Open Field and �xed 
dropdown variables

- Data Integration not working 
properly at the moment

2. Do you use WI Templates? When? 
Why? How’s the experience? How do 
you create them?

3. How do you �nd out if there’s any WI 
assigned to you?

WI is hard to view. Preferred to view the WI tab 
under shift handover

4. When viewing WI assigned to you 
what is the info you are looking for?

5. How do you know if work instruction 
is overdue? What do you do in these 
situations?

6. Do you need to keep track of WI 
status and how do you do that?

7. Is this something you’d require 
mobile access to?

Due to nature of their industry not allowed to 
carry mobile equipment with them, so they 
don't need mobile access

- Search doesnt work properly
- doesn't input planned start/end and Actual 
start/end

- Use Work Instructions generated in Shift 
Handover Report

- Possible to link back to actual work 
instruction?

- Ability to generate Work 
Instructions Report
- Pictures uploaded on RPO not 
able to send to SAP

- Work Instructions (Maintenance 
Noti�cation) create and sent to Supervisor 
for approval

- Assignee, Assigned confusion
- Don't really use �lter, input 
start/end date
- Only need Description, Unit, Site, 
Remarks

- Work Instructions seem to be tied to other 
functions like putting up Maintenance 
Requests

- Possible better way to separate or 
organize the functions?

- Empty tables generated when no 
data input, need to be able to 
handle no data and a lot of data 
rows

SHIFT HANDOVER

1. Can you run me through your 
process of reading/checking through 
Shift handover details?

Acknowledge the previous shift log

Supervisor: Import data from Operator log |
View WI in shift handover to see all log created 
by today or incoming log by this week

- Does not 'Close' any logs (summary), 
keeps on updating during shift handover

- No real record in system is created 
as is constantly being overwritten

2. What are the most common/important 
actions you do within shift handover?

- Report Areas: Aromatics, Oil Movement, 
Condensate
- Report Roles: Panel Operator, Shift 
Supervisor

3. Do you have a need to modify details 
of SH Report? When? Why?

4. How do you acknowledge details of 
outgoing shift? What’s the process like?

5. Is this something you’d require 
mobile access to?

Not required 

Shift Manning - hard to �nd the name (long list 
of name)
Preferred to search by team or manually key in

Operator don't really need to key in Shift 
Members, should be Supervisor

- Auto-complete or auto-suggestions
- Only show personnel related to job 
role since is direct 1-1 role handover

- Unncessary report information for 
Management, information on 
reports should be based on their 
current manual reports

PERMIT TO WORK

1. Run us through the process how you 
create Permit to work

2. How do you check status of particular 
permit? How do you know whether 
there's someting you need to do with 
permit and what?

3. What are the main actions you need 
to do with an existing permit to work?

4. Do you come to back and edit details 
of a certain permit to work?

5. Is this something you’d require 
mobile access to?

MANAGEMENT OF CHANGE

1. Walk us through the process how you 
use Management of Change? How do 
you create a new MOC?

2. How did you create Management of 
Change before using RPO? How does 
that previous experience compare to the 
current one, when you use RPO?

3. What are the problems you are facing 
when using Management of Change?

4. Is this something you’d require 
mobile access to?

INCIDENT MANAGEMENT

1. Walk us through your process on how 
you use Incident Management? (give us 
some example situations?) How do you 
create new Incident Report? 

2. How did you do Incident Reporting 
before using RPO? How does that 
previous experience compare to the 
current one, when you use RPO?

3. What are the problems you are facing 
when using Incident Management 
module?

4. Is this something you’d require 
mobile access to?

10. How does a shift handover look 
like? When you are the one handing 
over the shift? When you are in an 
incoming shift?

Verbally handover to the next incoming shift

- Operating parameters, detailed activities 
are not what they communicate during 
handover
- Operators usually just go through Log 
Book as part of handover, and not use 
Shift Report
- If one Operator already acknowledge 
handover report, others won't do as only 
2 terminals and other tasks to be 
completed

- Potential to separate Shift Handover 
Summary out from Log Book
- Allow web version of Handover Report 
(with PDF download option)

Hard to handover using RPO
- format of reporting
- need to �nd many di�erent 
statements for events as not all in 
one place
- search function is not able to map 
1-1 keywords
- in RPO too many details which are 
not important for handover

UNDERSTANDING WHY & HOW HE USES RPO?

11. What are the tasks you do in RPO? Key in event / task
Equipment checklist

- They don't use Shift manning, they key 
that in as a comment in the Logbook
- Don't really use Work instruction much, 
as it has too much details for them to key 
in
- Don't use Checklists

Making checklists practical and mobile 
as MOCA

12. Besides RPO do you use any other 
device? Do you use paper forms to 
capture any information within the 
plant?

User use MOCA (on iPad) for Plant 
checklist in the �eld and paper log

Field and panel checklist they do in the 
RPO (but they are planning to shift that 
Panel Checklist to RPO)
- They seem to switch between quite a 
few systems + paper lists

13. How would you describe your 
experience with RPO? Does it help 
your work�ow or makes it more 
di�cult? What do you struggle with 
while using it? What are you satis�ed 
with?

- Di�cult to use, makes our work�ow more 
comlicated
- RPO is time consuming, a lot of details to 
�ll in
- user interface is not user friendly 
- Logbook(paper) need to only �ll in once 
whereas RPO, you need to click a lot to �ll 
up the information
- Search is not very user friendly, not able 
to search exactly what we want

Very di�cult to search through the 
PDF to check the status of the plant

14. Does RPO help you in ensuring 
safety and operations of the plant?

15. Do you use RPO to monitor tasks 
you need to conduct each day and 
update their status?

16. How do you �nd out if there is any 
permit issued to you?

17. How do you create shift report? 

18. If you could change three things 
about RPO what would it be?

- Prefer paper checklist than RPO
- Cannot bring RPO out to the �eld 
- Checklist not integrated in RPO
- Checklist : Note on paper and then key in 
to RPO

Parts of RPO they'd like to be Mobile:
- checklists
- Logbook (preview only)
- 

LOGBOOK

1. Can you run me through your 
work�ow of creating of a Log?

Click on 'Add' > 
Choose 'Operations' >
Key in the description e.g: Start BCP-A for 2 
hours > 
Set the time > 
Set the Unit > 
Set status 'Open' > 
At the end of the shift, open back the log > 
Key in the description e.g: Stop BCP-A-
1300 hours > 
Click on 'Save' > 
Change the status to 'Close'

- Most important part for them is the 
Description
- They are using two (15 inch) laptops for 
RPO, so space is limited, they 
occasionally customize their Record's 
view, but tend not to add to many �elds 
as then the Description part becomes 
very small

If some Log requires multiple times 
they are not able to do it within Log 
details form. They key that timings 
into the description

2. Do you use Logbook for getting info 
about task status and their urgency?

- After the log is added, no action is taken 
unless they need to stop it

- They sometimes use notes to indicate 
start/stop for actions, or ad-hoc 
instructions, but these are not visible from 
the overview list

- Some way to input ad-hoc to-dos or 
instructions?
- Some way to mark an activity as 
important or sticky

3. What are the most common actions 
you do with created Logs? Do you 
need to come back and edit them?

- At the end of the shift, to close the task

4. What would you change about 
working with Logbooks to make it 
more useful for you?

- Logbook details, space is not very well 
utilised
There is lots of empty space

They are using comments as place to 
enter info about who is working in the 
shift

- Make it preview only for mobile version
- Text entering / editing options to work 
as standard

- 'View', 'Add' and 'Edit' log records 
are currently all tied together in one 
view

- Easier to look through the log than the 
report as there are no relevant information 
in the report
- Key in few event in a log (save time)
- Important data is all in the description 
instead of the speci�c column allocated for 
the information (eg: time).
- Log time should be automated and not key 
in manually (the actual event time, user will 
key in the logbox)

- Filter : seldom use. Mostly prede�ne 
�lters. Too many �lter will a�ect the column 
size
- Logbox is important. Need to occupied 
more space compared to status and priority
- Use standard format text. Highlight text is 
not working properly

Extra logs created if two users key 
information simultaneously

- Having to 'uncheck' items to omit 
from report, such as activity from 
previous shift

- Shift Report �le organization - some 
way to organize all previously generated 
reports based on Year, User Roles

- Having to click through entire list 
of Shift Handover Reports to �nd 
report history

WORK INSTRUCTIONS                                                                                                                                                                                                        

1. Can you run me through process 
how you create/use WI? They don't use it much

They used it to create the recurring task 
lists

2. Do you use WI Templates? When? 
Why? How’s the experience? How do 
you create them?

- Templates are hard to edit

3. How do you �nd out if there’s any 
WI assigned to you?

- Checklists are not useful if they are not 
portable
- Right now, checklists for Plant is on their 
own system MOCA

4. When viewing WI assigned to you 
what is the info you are looking for?

5. How do you know if work 
instruction is overdue? What do you 
do in these situations?

6. Do you need to keep track of WI 
status and how do you do that?

- Columns and �lters have a 
dependency problem, di�erent 
�lters are suppose to present 
di�erent columns, but 'View all' 
usually include all columns

- Copy and pasting includes 
formatting

- Panel trends have to be printed, 
scanned and attached

SHIFT HANDOVER

1. Can you run me through your 
process of reading/checking through 
Shift handover details?

- Operator will 'check' all log items related to 
their shift. and include 'Open' items from 
previous shift as well
- Log Defects, then go to process of issuing 
Work Order on SAP

- Handover is 1-1 based on Roles, Field 
Operator will handover to Field Operator
- No need for Audit Trails, Notes as they 
are too hidden or detailed

- Can potentially omit 'checking' process 
if logs are tied to shift timings or users, 
also auto-select 'Open' issues

- Tabs under Shift Handover Report 
are not customisable (low-priority), 
for instance to include 'Alarms'
- SAP work order syncing issues 
with RPO

2. What are the most 
common/important actions you do 
within shift handover?

- Go through the previous shift report/data 
and acknowledge it

- Shift Handover Reports have all daily 
information, data logged from instruments 
as well, not part of shift handover 
communication

- Some way to di�erentiate clearly what 
has been keyed in by Operators, and 
not include all parameters

3. Do you have a need to modify 
details of SH Report? When? Why?

- At the end of the shift, all the task with 
'open' status need to be close if handing 
task over to next shift is not applicable

4. How do you acknowledge details of 
outgoing shift? What’s the process 
like?

USER INTERVIEWS - notes

Pro�le Questions Answers Observations Opportunities Problems

Friday - 3rd Feb

UNDERSTANDING WORKFLOW

Rajeev Rajguru 4. What are your main responsibilities?

- Key in all the data, info, parameters and 
operations
- Going through the shift handover with Shift 
manager
- Highlight events

1. Position

Supervisor/Shift Manager

5. How does your typical day look 
like? Can you run me through your 
daily activities, what is the �rst thing 
you need to do? 

- Verbal & Paper shift handover 
- check through the log and acknowlegde 
the Report (Team will be divided to do: 
equipment checklist | customer section to 
key in data | observe the boiler | any 
outstanding task) 
- Plant check
- Shift Handover to do the report

- not using RPO for handing over the 
shift, much easier for them to do it 
verbally
- they created their own Shift summary 
template which they handover by

2. How long they work for

14 years 

6. How do you know what do you 
need to do each day?

- From Log list (the recurring tasks)
- From the printed checklist
- Work Instruction

3. How long they use RPO

6 to 7 months

7. What are the challenges you are 
facing daily?

- Hard to use RPO (not user friendly)
- RPO cannot sort out the search properly
  *cannot search the speci�c keyword and 
doesn't highlight the search word
- RPO logbook show all the log and is hard 
to view and search
- Long time to load the report
- A lot information in the report that is not 
applicable
- double clicking not working
- need to click on the search button to 
search instead of just click on Enter
- Don't have common account that 
everyone can access and doesn't link your 
personal email
- text formating doesnt function properly 
(paste text will be diferent font type or size 
and it can't be modi�ed after that)

- Logbook needs to be keyed in control 
room as Field Operators need to 
feedback to Panel Operator for certain 
parameters or events

Making Logbook preview only available 
for the mobile version

8. What would you say is the most 
di�cult part of your job?

9. Can you recall a di�cult/stressful 
situation that happened during your 
shift - what happened exactly? How 
did you solve it?

USER INTERVIEWS - notes

Pro�le Questions Answers Observations Opportunities Problems

Day

UNDERSTANDING WORKFLOW

Name, Last Name, age, etc

4. What are your main responsibilities?

1. Position

5. How many people are you managing? How 
do you communicate with Operators & 
Supervisors?

2. How long they work for

6. What are the challenges you are facing?

3. How long they use RPO

7. How does your typical day look like? Can 
you run us through your daily activities, what 
is the �rst thing you need to do?

8. How do you get information on events of 
previous shift and what is the status of the 
plant?

9. What would you say is the most 
stressful/di�cult part of your job/day? Why?

10. Can you recall a di�cult/stressful situation 
that happened during your shift - what 
happened exactly? How did you solve it?

11. How do you decide which tasks need to be 
performed each day, how do you plan & 
prioritize?

12. How does a shift handover look like? 
When you are the one handing over the shift? 
When you are in an incoming shift?

UNDERSTANDING WHY & HOW HE USES RPO?

13. What are the tasks you do in RPO?

14. Besides RPO do you use any other device? 
Do you use paper forms to capture any 
information within the plant?

15. How would you describe your experience 
with RPO? Does it help your work�ow or 
makes it more di�cult? What do you struggle 
with while using it? What are you satis�ed 
with?

16. Are you involved in training any 
employees? Do you rely on RPO to do any 
part of the training?

17. If you could change three things about 
RPO what would it be?


