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TOP OFFCE SERVICES COMPANY

Coaching a cross-disciplinary team on design-thinking as part of a company-wide digital transformation

Faced with competitive pressure and a need to be more efficient, the
client launched a company-wide inttiative to digitize internal processes.
This meant introducing a systemic approach to opportunity
identification and product or process redesign based on Design Thinking
methods to be used onward by internal talent.
| worked closely with the team leading the Digital Transformation
effort to identify the internal processes and challenges presenting the
largest potential operational efficiency opportunities.
| aligned with business stakeholders on constraints and requirements
| coached a group of product owners, designers, and user researchers
on how to run Design Thinking workshops from research and
preparation to validation and business case reporting
| taught by example by running two design sprints to expose the
format, then advised on two additional ones
| gained the trust of the Director of user experience and set her up
for success internally
| delivered a playbook on how to run Design Thinking workshops,

tailored to the specific needs and imperatives of the client

What | learned:
Design Sprints are essential accelerators of a Digital Transformation initiative

PUT YOUR TEAM TOGETHER

Having the right team to prepare and run your sprint, as well as the right participants in the room, allows you to
optimize the time spent in the sprint itself

SPRINT LEAD & FACILITATORS TECHNOLOGY & DESIGN EXPERTS

Facilitators must be thoroughly familiar S A multi-disciplinary team is y to
with the methodology and problem m run a concept sprint. Designers help the
statement. The sprint lead will also team translate their ideas into a testable

LIGHTNING IDEATION

Time ‘ * 45 minutes (Individual)

Partici Objecti * Produce as many ideas as possible to improve the user experience
‘Pants * peciive based upon the pain point prioritization

* For each pain point discussed earlier, individuals come up with as many ideas as
they can in a restricted timeframe imposed by the facilitator

* Participants should use one Post-it per idea. Text, sketches or flowcharts can be
used to describe the ideas. Identify the pain point the idea is for in a corner of

Instructions
each Post-t. (5 min per pain point)

LIGHTNING IDEATION TIPS AND EXAMPLES

Facilitator * If people get stuck, ask questions to boost their thinking such as “What if there was

Tips no screen? How could [technology XYZ] be used?

Pr * If you have two facilitators, have one facilitate the conversation while the other
o moves Post-Its to the board and starts clustering them

* If new ideas come up during the share out of ideas, make sure to write them down
on a new Post-It and to add it to the board




UNICEFR

Redesigning the user and content publishing experiences

UNICEF manages over 200 websites, from their global portal
(wWww.unicef.org) to country or campaign specific sites. To increase content
publishing efficiency as well as brand adherence, UNICEF needed to deploy
simultaneously a new content management system and a redesign of their
ecosystem.

| researched end-user and content publisher needs. | reviewed site
analytics and interviewed global, regional, and country teams to identify
the main content needs and the most important pain points of the
current publishing workflows and rules.

Leveraging our client's content strategy, | aligned the purpose of each
type of content to be published with end-user needs and institution
objectives, leading to a slimmed down set of page templates, CMS
content types, and design modules

Working with a team of visual designers, | created a flexible and
responsive design system based on the principles of atomic design

| translated publishing rules and workflows into user stories to be used
by developers and business owners

| designed a navigation structure for the ecosystem that significantly
simplified production and maintenance of content

| wrote a wiki and conducted work sessions remotely to train the

publishing team on how to use the CMS

What | learned:
Articulating the purpose of the elements of the design system provided designers,
developers and content publishers with the necessary rationale to better do their work

of the UNICEF website ecosystem
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UNICEFR: ADDITIONAL DELIVERABLES

Page templates were annotated and explained Design system modules were designed in three sizes
BB (desktop, tablet. mobile)

The News and Stories landing page is the central repository for stories and news across UNICEF.org.

The audience is mostly Explorers, some browsing for any kind of news/information (implies we need to
serve featured and recent info), others with a more pointed topic in mind (implies that search and
filtering are essential to the page).
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RMS

Redesigning a data-intensive risk-management platform for insurance companies

RMS is the leader in large catastrophe modeling for
the insurance industry. Its main product, the
RMS(one) cloud-based platform, supports modelers,
analysts and risk managers in making key pricing and
investment decisions.

RMS originally wanted only a few key screens to be
redesigned to simplify document management tasks.
| worked on cleaner page layouts, introducing icons,
and improving page-level usability. In parallel, |
identified key navigational issues that undermined
flow and task completion. Working closely with the
VP of product management, | pushed forward a
more extensive product and UX strategy plan for
the company that addressed these issues and helped
prioritize product features from a user-centric
perspective.

What | learned:
Careful execution of details makes a good foundation for tackling
tougher UX issues
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RMS: ADDITIONAL DELIVERABLES
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CHASE 360

Designing a 360 degree view of the customer across lines of business to deliver better

Chase customer service specialists could only view
customer information relevant to the line of business that et e T ——
they served. A customer calling to contest a credit card ____ st e Ssion 6ok et
transaction would not be alerted of a late auto loan e

payment or of an issue on their checking account. T [T — o iR |

. . . . . . Fraud Alert, Chase Sapphire (...1596) 4y Fraud Alert
Working with representatives from every line of business ) Returned Mail/Need Address Change A oz zon

© Payment Received, Chase Savings (...3791) Chase Sapphire (...1596)

at Chase in an Agile process, | led a team of designers to PRI ‘oo o ok e Aty o M s s s

Sort By «

deliver assets needed by business managers and

v  Premier Plus Check... {...23538) Available Balance B $6,207.31 Open Shortcuts

developers to align on features and build the product: primary oint owner v mesebdance 7531 overdrn otecton

486596492358 [ 05/09/2001 Deposits on Hold $1,100.00 Debit Card ..254 (...2548
functional prototypes and wireframes to build consensus T |Irem aman i Avellebleelance 8 sa5367.85 oo
Sole Owner ANV Present Balance @ $25,367.85 QOverdraft Protection (...2356
an d deﬂ ne pr.od U C.t r.eq u i r.emen-ts 486596493971 [[ 12/23/2001 Deposits on Hold $0.00 Interest YTD $128.34
w Safe Deposit Box (.. .3971 Box Size 03 x 05 Active
a Visual deSign Sys-tem fleXible and Scaleable enough -to :;T?;'ijfitt e ZAOI ii{;j; ::e ( ( $:?42? :??l:lu:wl information, transfer cuslomexS(t)oUIii)E(if:j—\f:ii
meet the needs of the Agile development team |
w Sapphire visa (...9904) Min. $25.00 Due 08/01 Past Due eu 0! - Shortcuts
cO ntr| but|ons to user Sto r|es, UATS' and demos Authorized Uset sk CA/NY  Outstanding Balance B $2,212.05  Last Payment Made  $212.00 07/15/2012  Autopay
486596499904 [ ened 02/03/2005 Available Credit B $871.00 Last Statement Bal $1,225.05 06/08/2012
a living prototype showing future features (multiple Mortgage
. . - Mortgage 30-Year... (. 3409 $2,367.85 Due 08/01 Current Shortcuts
sprints ahead of development) to share product vision PrimaryBorrowsr Bskoum | RemaiingPichel B SLIBWTZ | LastPeymenttede $1AZ550 on S0N/0I2
486596493409 12/01/2005 7/1 ARM, 7.55% 2012 Lombard St, San Francisco, 94113

with stakeholders

Auto Loans

w 2005 Toyota Prius 1456) $650.52 Due 08/06 Current Shortcuts

What | learned:
UX strategy and agile development are not as incompatible as some make it
sound as long as you lay a good foundation and stay open to change 9



CHASE 360

Using a living prototype to test the concept with users and to build support among business

|. Driving insights from user Gabriel Meding 4 i — T — —
research, and focusingonthe =~ s e
accounts screen, | designed a few & e e 3 rosticatons - |
options. | ran user tests to select T — st —
how much information to display =] s = 002 - s
by default and to validate the
overall product concept. e “ e S =

2. Using call center data, | refined the collapsed rows expanded rows

information to be shown in the

default screens, and helped the Deposits on Hold Vos
team prioritize the features to Account Balance / Available Credit ~ Yes
. Debit Card Fraud Yi
build first. The prototype was SR —
_ . Overdraft Inquiry Yes

updated and used in steering Debit Card Replacement -

committee meetings to support Fraud Yes

-the bUSiﬂGSS case. Disputes One click away
Account Info / Terms One click away
Transaction History One click away

3. In following releases, the most - -

important stories and epics (e.g,, Accounts | Profile & Settings | Contact History

seeing the customer’'s contact July o o https://
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among the lines of business and to W 07/28/12  04:53:45PM Wrap Up

— 07/28/12

be tested with users. T

04:53:01 AM Premier Plus Checking (...2358) Funds Transfer



KAAYASOFT

Partnering with a startup to design their first product

eee00 VIRGIN 7

4:21 PM

KARDGUARD

{ September Budget >

L/
/ SPENT

$4,600
\of $5,000 '

/

Out of Zone Within Time

RULES

NOTIFICATIONS

New (2) Submit (3) See

Pat Kelley 30 sec ago
Approved request for location
parameters

Amanda McConnel 1dago
Your rules have been updated

> O

09000 VIRGIN 7 4:21 PM

< TRANSACTIONS

[
CENT

$4,600
\ of $5,000 '

Date

Southwest Airlines
Confirmation: WEGK124

Shell Gas

Store No: 123456
Oakland, CA

Hilton Hotel
Confirmation: 4820104D)

Nordstorm

Store No: 123456
Oakland, CA

Target
Oakland, CA

{ September Budget

>

Amount]

-$

eeec0 VIRGIN T

< TRANSACTIONS

421 PM

< September Budget $5,000 >

4

$1,309

=

Date Amount
Starbucks -$6.48
Store No: 123456 10/20/14
Oakland, CA
Rattos Sandwiches -$9.86
Oakland, CA 10/20/14
Jamba Juice -$4.32
Store No: 345678 10/20/14
Oakland, CA
ManPuku -$25.68
Berkeley, CA 10/20/14
Specialties -$17.98

Store No: 95827

There Is a lot riding on the quality and
usability of the user interface of a
startup’s first product. Making sure the
user experience Is self-explanatory and
sets itself apart from competition is of
foremost importance. VWorking closely
with the CEO and Product Marketing
Manager of KaayaSoft, as well as with
front-end developers, we refined
requirements, helped simplify flows and

features, and provided a fresh visual
design for the KardGuard MVP

This project was successful thanks to
frequent in-person worksessions with
the client and a regular pace of reviews
with a small independent team of
designers working in tight
collaboration.

What | learned:
How to promote collaboration and provide direction

without being part of every discussion and instead
choosing when to intervene and bring the team together



SKILLS



USER RESEARCH

Prepared and analyzed results of focus groups
for multiple projects

Led contextual inquiries, walkthroughs and
one-on-one interviews

Wrote scripts and managed usability testing
on numerous occasions. Moderated usability
testing sessions for many projects

Performed heuristic evaluations and U
critiques

Conducted competitive analyses

| ed user, client and stakeholder interviews
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Inspire trust

Maich real world 4

Lead to next step

Speak the users’ language 4

Meet users’ expectations/
support context of use

Provide help 4

Summary of where usability issues were found and their severity for POPMoney.com

Give users control

Respect standards 3 4

Be consistent 4

Prevert errors

5 4 4

Provide system status and
feedback

4 4

recall

4 4

2 - Severe: users may be frustrated.
3 - Relatively Severe:

Legend l 1 - Very Severe: users may not use system successfully.

: users may be annoyed or repeatedly make a mistake.

4 - Not severe: users may use the application sub-optimally.
5 - Possible Improvement: users can cunently easily work around issues.

heuristic
evaluation
results
matrix

|3



file:///Users/sophie/Documents/personal/SHENRYDESIGN/POPMoney_HE_Findings_Recs.pdf

PERSONAS & JOURNEYS

.}’t

Silvers

Sally

Age: 69

Location: St Louis. MO

Occupation: Retired Professor

Hobby: Knitting, art collecting, antigues, reading. Video
chat with the grandkids often on the iPhone they got her.
Works part-time at the church.

Family

Married to Sam, a professor as well. They have one kid and
a mini-greyhound. She alsc has two kids with her ex-
husband, Bill. Sam has two kids from his previous marriage.
Altogether, she has 14 grandchildren she dotes on.

Wealth & assets

Owns home and beach house. She collects art and books
and has gathered a little bit of a lot of different kinds of
antiques. She has about 12 accounts, including a trust,
529s for the grandchildren, pensions and life insurance.
Has an advisor.

Attitude towards Online Securt

uncomfortable

Purpose of Service:

organization ooiwﬁoﬂ

Gets information from

+ Her Advisor (saw me through the divorce), her Doctor, her Pastor
+ Church Social Club

* Local paper, News

Is motivated by

« Ensuring a good life for her grandchildren, yet leaving them more
than possessions. She wants to leave a legacy that runs deeper.

« Does not want to leave a mess. She has a plan and she wants to make
sure it is implemented correctly and fairly.

» Sam'’s health scare, her own sense of being slower

Is sensitive to

+ Sharing too much about her wishes, her family is big and relationships
can be complicated.

» How advice is given to her. She still wants to be the one in control.

+ Doing things her own way. She made it work so far, she just needs a
bit more advice and help, not a new way to do things.

Thinks & feels

My stuff is together, | am organized: what else should | do? Is that enough?
How can | i my decisi more easily with others?

After using DSDB:

Relieved and glad others know her plan. “I've done my part”. Peace of
mind.

4

Journey
(loan at dealership)

Allison

Goals

Witst s e user

Déscovery

1 want to know my next car will fit my
needs and my values
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: Car Buyer considers a AUTO as replacement car

Considaration

Just as someone with money

150 10 # ALUTO desiership by mysst. 11 conault
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Twant the dealership to treat me as an individual, not
Just as a person who has money to put out there, and

get to know my story.

Financing Selection

| need the process to be as smooth
8s possible and | trust the dealership
1o present me the best options
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ia 30 lawd
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SPORTS

Hears of an event
benefitting UNICEF

from a friend

EVENTS

PARTNERS

Explores

TeamUNICEF.org
for an event

LOCAL/REGIONAL
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UNICE
TeamUN
WHAT USER ticipate.
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large choice of sports
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SIGNS UP FOR NEWSLETTER

DATA ON PARTICIPANTS

EVENT INFORMATION
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TeamUNICEF

Learns about
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GIVES DATA

GETS WELCOME

CALL TO REGISTER
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UNICEF newsletter.
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UX & A

ETF Education - Keep More of What You Earn 3 e o A bt

Karen - tracking performance @ schwab com/chent/Aranster

1. Title
) Bhcttch | iSheme  BafoSoifom  Owlm v Udet Sake v Usethisasa navigatio-na] ( SefeC‘ pos‘t‘ons
—— iShares ik % element to go from topic to
-y by BLACKROCK" topic. Tap on it to bring up
ZE Karen looks at Gector tracki iShares ETEs ETF Strategios About ETEg iShares menu (see on the right). This___ Amou ” 4
‘ Welcome: Karan Tarc on 5’:’: :; dotilk 22 —— lets users know that there is Al o Transfer nt 747
Kaven checks x’oin:f her et o - wgle eg‘:caﬁonvconriem am?l
. ere they are in the overa
R Keep More of What You Earn @8 section. Seloct All ~ Sort by Symbol v
° ® Yow sccomt now 2. Intro = WHAT
v :(: did better jtnﬁl'i ...,{,,f o o Yo chated goal s See how iShares can help you keep more The introduction to the topic or v IBM 352 /352
e 25346800 R— i (what is this about) can ” bt
thet qov cot 25 2 ool {1555 SHares | E constitute of multiple
Adiust qer gpol or fu Whether praparing for 3 comfortable retirement, - K
. & a v perisiir o8 ° compt;n;ms (e.g., avideo +“
I pace for generations to come, IShares Funds > < some text) and should be fu
can help you keep more of your eamings. w width. FEOEX 29.512 Shwres v
=
3. Main Content = WHY
Ways iShares funds can help you save more geeg:::tt: rk:xspgrirgi eaia % v HPQ 200882 /512882 A

area. Text may come with
imagesfgraphs/infographics HEWLETT-PACKARD

and links to other content or Approx. $34.647
products.

; 4. More content = WHY
On average, the tax costs for iShares Funds are half that of the JANSX 250 Shawes w
‘average active mutual fund.

Keep on applying the Concept
, ) principles to highlight products,
e s it g = and additional content.

SWANX 512,882 Shares v
5. Related Resources
Use the footer (we'll make it
sticky) to again remind users
there is more educational Swppx 4.12 Shares v
content for them to peruse.
THIS IS IMPORTANT. Per the

Your savings can really add up over time ::,gentgr tﬁhﬁnue‘;f;’egmslgh the ty ABC 22212 Shares v
o ETF Education expernience

More about ETFs once they land on a certain
Rl e s OEF 4.12 Shares
HEX 352 Shares v
DEF 4.12 Shares v
HEX 352 Shares v
EFJX 352 Shares v



PLANNING & DIRECTING

MANAGING THE BOTW CUSTOMER EXPERIENCE

| enjoy helping teams design the roadmap and
steps to a successful UX strategy. There is no
magic recipe, each team must find the
processes and objectives that work for their
specific case.

| have experience:

With Agile, Lean UX, Waterfall, and Pair

[ ]=BOTW Sharad Services P= Platform owner or relationship/segment manager _) =Norole or owner
P - B anage

[=Extemal

J = John
A =Andrew
€ Comude

Design methodologies

MANAGING THE BOTW CUSTOMER EXPERIENCE

Bringing together teams of specialists or
multi-skilled individuals

Directing UX designers, visual designers,
copywriters, front-end developers, e e
researchers, and business analysts R IS IE. T ——

inform ideas User testing of concept and technical require- Copy
Engage with ven ments
dors on roadmaps

Producing roadmaps, infographics, reports, e,
S_t r‘a'tegy d O C U m e n_ts’ an d exec u_t i Ve and skip Ideation, Concept and Requirement phases.
p re S e n-ta-ti O n S = Product Management A| = Business Analysis E = Project Management C | = Comrace

B,
= Customer Experience Dev| = Development Q

= VN | - vo
A = Development dors Vendors

|6
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file:///Users/sophie/Documents/personal/SHENRYDESIGN/Portfolio/BOTW_UCD.png

WORKSHOP FACILITATION

| believe in design thinking and in the power of
bringing cross-functional team members
together in design sprints

| have experience preparing and facilitating
workshops ranging from a few hours to a
week and from three to 35 participants

| use different methods and activities
appropriate for the team | am working with
to ideate, prioritize, build empathy, or define
challenges and align on solutions.




LEADERSHIP

|0 ways to improve your UX now

PRINCIPLE 1:
SHOW, DON'T TELL

SKETCHING

Does not reguire any special material or
PRl L
139 1}
unfinished aspe k rable f
ations s anc
ows rather thar iqr

TIP
Have printed sheets with tablet and phone frame
available. Print the frames close to full scale so that
sketches are true to size
PROTOTYPING

Remains the best way to explain a

Has become the tool of choice to collec

requirements.

TIP

Mainta matnx rototyping tools
of pro they m deal

3 1e abol r |

Slideshare presentation; |,718 views

UX without documentation ('UX

sans documentation)

Presented at FLUPA UX day in Paris, Sept 19,2014

Interactive |, CCA

Taught an interactive design class in the Graphic Design
Program of the California College of the Arts

UX-PM Certification

Taught and contributed to the UX-PM Certification course
materials, an international training program for professionals
interested in managing UX projects

User-Centered Design, SFSU

Gave a lecture as part of the Digital Project Management
course, Multimedia Studies Program, at San Francisco State
University |8


http://www.slideshare.net/comradeagency/comrade-thinking-uxtips2014
http://www.slideshare.net/comradeagency/ux-without-documentation

