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ject's Product Design, User Experience, and
- e. | also received feedback from other
- designers to improve and get other perspectives on the
design. ¥ W%

Challenge

Build a mobile application that allows users to register their
fingerprints into the system. The fingerprints are a new
method to authenticate the clients to Telcel.

This solution allows the clients to authorize, check
movements, and change plans or payment methods with
the company without showing any identification.

It also helps the Client Executives (CE) to reduce the time
they solve the problem or necessity from the client.

s designed for Android, it's native, and the
1 by the company was a Galaxy Tab A.

the journey maps.
Thappy paths.

&
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What is Fingerprint

Fingerprint is a mobile application allowing the Client to achieve two
goals. The first one is to enroll its fingerprints into the system in a
fluid and easy way and, secondly, authenticate itself without needing
physical identification and approve changes and purchases into its
account.

How does it work?

1. The Client decides to enroll in the program, and the Client Advocate
uses a fingerprint reader connected to the tablet to save two
fingerprints into the system.

2. The App shows a percentage of efficiency in gathering the
minutiae of the fingerprint. Once the quality of the sample is 100%,
the App shows a success message to the Client.

3. The Client Advocate authenticates the Client by its fingerprint.

Business Goals

1. Enroll 50% of the clients with post-paid plans into Fingerprint (7 mil
users) within the first three months of release.

2. Reduce 90% of the complaints about identity theft within the
company and non-recognized activities in the first year of release.

3. Reduce the average time that a Client Advocate attends a client.

Image. This is an As-Is Scenario map that we worked to define the process that a Client
Advocate has to follow to create a new line for a client.
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Users Goals

1. Enrollin the system in a few simple steps.
2. Attain security to personal information
3. Authorize movements and purchases with the sole use of my

fingerprint.

Discovery

HOW ARE OTHER COMPANIES IMPLEMENTING BIOMETRICS TO AUTHORIZE MOVEMENTS?

An essential question in the discovery phase was to learn how other industries are implementing biometrics and why. After the first
round of research, the team identified that most banks use biometrics to authorize client account movements. Another important
point was that most of the Clients still go to a branch to clarify movements or non-recognized charges. And finally, it was discovered
that even the Company has a Call-In service, the users prefer to visit a Branch rather than call.

=

= IE/CE/ Futuro escanario de experiencia en CAC / Contratacion de plan Post-pago para cliente primera ves.

Persona

Prudencia

Quiero algo bueno,
bonito y barato

Perfil

Edad: 47 afios.

Ocupacion: ama de casay
comerciante.

Nivel socioeconémico: Medio-bajo
Viven en: Xochimilco, Ciudad de
México.

Adopci6n a la tecnologia: Bajo

Personalidad:
Introvertida

Motivaciones:
Su familia
Su negocio

Frustraciones:
La tecnologia

Falta de tiempo
Adopcion al cambio

Puntos criticos:
Para ella, la transicion de un
teléfono a otro es dificil.

Es desconfiada de proporcionar
su informacién privada.

Su expectativa de buena
experiencia en Telcel es baja.

Considera que su capacidad de
pago es limitada y por o tanto
no podra adquirir un buen
equipo.

Puntos atractivos:
Desea tener un teléfono nuevo.

Sabe que podra comunicarse
usando Facebook y Whatsapp.

Sabe que podra tomar masy
mejores fotos.

m Recepcién

|
1 o s

Prudencia se precenta al centro
de atencion a pedi informe.

82 un clients nuevo y que no tiene.
antscedentse de compra con
Telosl.

Prudencia preeta toda la atencién
posible y pregunta por ko medice
de pago.

Mientras tanto se dedica a

observar los equipoe.
~——— —

Identificacién

Extaso emocionat:
Tranquils

Para continuar con el proceeo de.
contratacion, el asecor le pide a
Prudencia una identificacién
oficial.

Ella 28 identifica uzando su INE.

Activacién
9 oS

El 338001 ra-confirma con
Prudencia el pian y equipo a
adquirr

£l asscor racibe el equipoy lo
‘mueetra a Prudencia. ella sonrie
(6fono.

Se realiza ol proceso de
activacion y pago. Prudencia
proporciona datos para el lenado
del contrato.

Prudencia firma el contrato y
recibe una copia del miemo en su
comso.

El asscor identifica que sets ec el
momento oportuno para pedirie
enrolars.

ia
cl de
enrolada y Ie cfrece regiatrar su
~ huslia digital en eats momento. ‘
->

@ Enrolamiento

=
s emocionat
Contenta

Prudencia duda en acsptar, pero
al sacuchar los bensficioa y la

El asscor abre la app Huslla

o~

Cierre de venta

Eateds amociona:
Emocionada

£ equipo 2 entregado a
Prudencia, ella solicita asistencia
para configurario e intalar
‘sigunas apps como Whataspp y
Facsbook.

ia ec asietida para
configurar el teléfono de acuerdo
a sus preferenciaz.
£ procseo ha concluido, e

‘aescor a8 deepids amablements.

Prudencia sals del GAG sabiendo
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Define

In the define phase, three points were stated:

1. Users go to branches to open, add or cancel lines, and clarify non-
recognized movements in their accounts.

2. Users are customed to using biometrics in their phones.

3. The enrollment should be easy for the User.

Other questions came up as part of this phase, like how many fingers
were a good number to provide a high level of security and which
process should be included in the first phase.

Ideate

In the first sprint, the team focused on enrolling the client with ten
fingerprints. After proposing to reduce the number to two
fingerprints to the technical team, other questions came to light, like
what fingers we should enroll in rather than letting the user select.

Indice

After making some polls with real users in the branches, the answers
started to flow and filled the holes in the path. Users preferred to be
told which fingers to enroll, and if there was a particular case, they
could select which finger to use.

Coloca el dedo pulgar derecho sobre el sensor biométrico.

Image. On top is the first round of wireframes, where the Client Advocate was intended to
search for the client in the system and select enroll. The second round of wireframes
integrated the enrollment of the ten fingerprints for the User, which was a total failure.
Finally, in the last round, we decided to send a request from a terminal to the tablet with the
client information without needing to search and lose time. Also, in that iteration, the
enrollment with two fingerprints was added.
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Develop

S Ao BIDICiEmUTEiei2018)

With the first round of iterations, creating the happy path for this
system was enlightening. First, KPIs like time of attention and
information clearness were important. So one groundbreaker in the
project was the use of requests sent from a terminal to avoid losing 12345678
time in grabbing the tablet, typing the information, and starting the
process.

Additionally, showing precise information on the screen, the addition
of a success message, and proof sent to the User by SMS validated
the confidentiality of the system.

ID TABLETA

Deliver

On the second to last sprint, the team identified a task wanted from
the User, which was signing contracts with the fingerprint. So, this
feature was added to give more value to the User in enrolling its
fingerprints into the system.

Telcel is divided into nine different zones across the country. The first
zone to release the application was Mexico City and the metroplex @

area that contain 50% of the Users in post-paid plans. The app was O\
released to the other eight zones covering the whole country in the
following months. For the first two months, the number of Users was
close to two million, focusing the team’s strategy on other topics to
promote this tool.

=lee/

@ Usuario enrolado

Image. On top, a screen for the stand-by state of the tablet is shown. This code was revealed ’
Folio:1234567890 IUP:98733

only when the connection between the tablet and the station was broken. On the bottom, a
message of waiting request is showing a loader. K =
Down, a success message was shown to the User showing additional information, like an

operation id, that was included in the SMS sent by the system to the User's phone.
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== Fecha de emision Nimero de revisién 02 2
=1€/CE) \ ‘ ’ ‘
= i

Folo
CONTRATO DE PRESTACION DE SERVICIOS DE TELECOMUNICACIONES

Radiomdvil Dipsa, SA. de C.V. RF.C. RDI-841003-QJ4 Lago Zurich No.245

Col. Ampiiacién Granada C.P. 11529 México, D.F. Tel: (55) 2581-3700. E-MAIL: @mail teicel.com

Canal de Venta No. Fuerza de Venta.
Linea Lugar y Fecha

1. CARACTERISTICAS DEL PLAN CONTRATADO 1. GARANTIA DE PAGO Y LIMITE DE CONSUMO g X
Plan Tariario Fianza: §

Cargo Fijo Mensual § Depdsto en Garantia: 5

Minutos Inciuidos: Limite de Consumo §.

“Taiifas registradas por el Instituto Federal de Telecomunicaciones (IFT)
Datos Inclukdos: Otros Servicios Contratados / Observaciones:
Nimeros Gratis Todo Destino:

Redes Sociales Incluidas

| Modaldad: €l que Liama Paga (CPP) () El que Recibe Paga (MPP)

l.INFORMACION DEL EQUIPO V. TIPO DE EQUIPO
Marca Modelo. _)Propiedad del Cliente () Provisto por Telcel () Financiamiento Teicel

Nimero IME] () Plazo Forzoso: meses () Plazo Libre

ICCID (SIM CARD), Pagolnicial Costo Total: § Cargo Mensual por Equipo: $

I"I“ | ‘k ‘ A\ V. INFORMACION DE FACTURACION Y COBRANZA seo @) ®) RFG:

Nombre: Fecha de Nacimiento: L /.
ID TABLETA \ Calle: Namero Exterior
i A%\ Colonia: Namero Interior:
A Entre la calle: ylacale Coxigo Postal

p Ciudac Estado DelegacienMunicipio

Correo electronico Tel Tel. Oficina

A Referencia del domiciio._ e
sperando y Identicacion { IFE. () PASAPORTE ()CENUIAPROS () raoTit a ( iinexicia sinannics (OTRA

Nombre: Gémez Velazquez Margarita De Los Angeles ID Documento
ABCD1234
ABDC987654RE1 -

X Espera un momento...

Se esta firmando el documento

Indice
Izquierdo

0%

Coloca el INDICE 1ZQUIERDO sobre el
lector biométrico para firmar el documento.

Images. On top left, the standby state for the tablet is shown. Next to the right, a pdf view of the contract is on the screen with the line's details. This feature was identified in a

late research phase of the project. The down left image shows the screen asking the user to put the fingerprint in the reader to sign the contract. Next to the right, a loading
screen shows the progress to the user.
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What is e-Sign?
5—_——__;__[?/"64 \ r ﬁFechadiems:‘én\ ) Mmelodere::E 02 ?

e-Sign is a mobile application allowing the User to sign contracts with e —
the fingerprint preViOUSIy Saved into the SyStem Or by a SmartDen' [:Z‘nfua:ismmsDELPLANCONTRATADO—u.cLAu:r:T::c:PAcovuwsDECONsumo4 X
How does it work? o — T e e
1. The User asks for an additional line to its account, and the Client con e | P el L S
Advocate prepares the details in the system to create an electronic o e —— 6
document to be signed. T - G o
2. The User signs the document on the tablet using its fingerprint or e ———

Nombre: Gomez Velazquez Margarita De Los Angeles ID Documento
Smartpen‘ ABDC987654RE1 pecpTzs

3. The system sends the document to a third-party certification
system and responds with a signed copy.
4. The User receives the contract signed by email and an SMS with a

V4Nl 1230

Business Goals

1. Sign 100% of the new contracts with e-Sign from the release date.

2. Reduce in half the budget used to store the paper contracts with
Iron Mountain within the first six months of the app release.

3. Reduce the number of scams on new contracts for identity stolen
in the following years.

Deslizar

Puedes deslizar tus dedos por la pantalla
para avanzar en el contenido del contrato

Image. On top view of the contract with the line details previous to being signed. The
bottom image shows a quick tutorial on how to navigate within the contract and signed

it << o o |
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Users Goals

1. Sign new line contracts in an easy and secure way.
2. Received a certified copy of the contract by email.

Discovery

Based on the initial discovery of the fingerprint app, one output was identified to be included in this application—signing contracts
either by fingerprint or smartpen in the system.

Define

In this phase, creating new journeys was the most important outcome. What was the best set of steps to sign a contract digitally and
in a smooth process?

We had two possible scenarios, the first and most common at the beginning of the app’s release was that most of the users were not
enrolled in the system, and the latest was that they were registered.

Ideate

In this phase was essential to have a clear image of the two different scenarios so that the system could be smart enough to
continue with the process even though the User was not enrolled in Fingerprint. Adding some variables to the process, like if the
User takes out the smartpen from the tablet or places its finger in the reader.

Develop

Creating a prototype and testing with all the possible scenarios helped to make tweaks to the application and the process. Also, the
guidelines for the Client Advocates were updated in order to invite Users to enroll in Fingerprint.
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Deliver

The use of the mobile app helped the User to sign contracts digitally. In the first month of the release, 90% of the new contracts were
signed through e-Sign which helped to increase the number of Users enrolled in Fingerprint.

vain
@ :ance del presente contrato, asi como las consecuencias
AUTORIZO todos los Téminos, Condiciones y Clausulas
los términos que he marcado.
w4020 Y v 401230
e s términos que he marcado.
2 L CUENTE
. - - - SO
’ v4nz0 /)
¢ }
o .
e Cioasabonts (eéoik Aoace. (S osomat s 3w
Nombre: Gémez Velazquez Margarita De Los Angeles 1D Documenty X
ABDC987654RE pecor
N o [m) < (@) m]

‘‘‘‘‘‘‘

0%

Coloca el iNDICE IZQUIERDO sobre el
lector biométrico para firmar el documento.

Images. In the pictures above, it can be seen the process of signing a contract with Fingerprint or Smartpen. It was essential to make it in just a few steps, so the User
could take just three screens to sign it and receive a success message at the end.



Myrole

| was accountable for the UX and Ul of the tracker app. |
» demgnedthe moblle versions in Android and iOS.

;;. ChaHenge

Create a system that helps clients, truck drivers, and
‘Jobsite managers to track, deliver and get proofs of
deliveries respectively.

- A mobile app was created to serve all these personas; log
into the app, check the person's profile, and load the
information relatgd to his/her profile.

Gathering information from all these profifes helps Cemex

- better enhance its clients’ service and understand them.
\

Platform \

The app was design‘ed f?r Android, iOS, and wearables.

e
What I did ‘,

e -Co-facilitate Design Thinking workshop

e Establish the sgenarlos and happy paths

e Conduct user testing

o Define user stories

o Establish development sprints

o Align user stories with high-fidelity wireframes
e Define business cases
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Discovery

During this phase, a set of Design Thinking workshops were delivered
with Cemex stakeholders. The audience target was a selected group
of decision-makers within the organization. These persons were
experts in how Cemex works, its processes, and its pain points.

Some outputs were that the company received multiple complaints
regarding the on-site deliveries. This is applied to cement and
aggregates.

What is Cemex go?

Cemex Go is an application that allows users to track cement
deliveries to one or multiple job sites. It includes real-time tracking
and proof of delivery documents.

How does it work?

1. The Driver has its side app, where he receives a scheduled agenda
for the deliveries on the day.

2. The User receives a notification when the driver leaves the plant to
the job site and a notification when the driver reaches the geo-fence.
3. The User gets proof of delivery from the application when the site
manager signs in the tablet.

Images. These images show part of the Design Thinking workshops used to gather
information from the Company and set the problem statement in the discovery phase.
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Business Goals

1. Reduce the complaints from Clients about the proof of deliveries.

2. Increase the accuracy of the billing and reduces the time to receive
payments from clients.

3. Reduces the wrong deliveries from the Drivers to multiple job sites.

Define

The ideation session helped the team to identify all the features that
would help the users with their specific tasks. Some of the top ideas
were:

- The use of geofences for plants and job sites that allow delivery
within the app.

- Let the Jobsite Manager sign with the app and send proof of delivery
with the signature.

- Use for dispatch alerts to notify the drivers when a delivery has been
canceled.

- Five-step security process that helps the driver to do a checklist
before he starts his deliveries.

Ideate

Matching the User stories with the features selected by the Product
Owner was a challenge because this mobile app was the first of its
kind. No other app in the market had included too many features
based on the industry requirements.

The first idea was to make a timeline with all the deliveries during the
day.

20.00 Title

REQUEST ACCESS

205.00 Title

ORDER DETAILS |
REPORTING
CEMEX Track

30.3...bled) 30.4...tions

Images. In the pictures above, the different flows were defined by the team.
The first row was the login section for the application, the next was a view with
multiple tickets and the locations, and the third and fourth were the use of
data visualization for the users.
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Develop

Due to Cemex's implementing a Digital Transformation and a User-
Centered design, the company does not have a Design language. The
challenge was to implement it and demonstrate a sense of belonging.
Once some design guidelines were implemented, all the platforms
adopted them and helped users quickly identify some features in
each channel.

Icons, colors, buttons, and design features were archived in the
confluence site for all the team members that worked on the project.

Delivery

| created some prototypes in InVision to help the dev team
understand the rules and complete the user stories.

Design guidelines in Sympli help the dev team to create the layers in
less time for Android Studio.

As part of the infinite loop, all the steps were done continuously
within the time | worked on the project.

Images. On top, there is the login screen for Drivers. The application communicated
which user intended to log in. Backward, the view of the agenda for the driver.

eecee = 9:41 AM

Current Sh

Santa Clara Be
(408) 555-0142

1043 Collico Way
San Jose CA 92643
United States

# 7:14 am
{ Finish

+ 7:03 am
i Unload

|
’ 6:54 am

i On Site

1
|
@ 6:32am

i To Job
6 6:29 am

Finish
7:14 am

Driver

Forgot Password

By signing into the app.you agree to the
Terms of Use and Privacy. Statement

Capyright © 2017, CEMEX International Holding AG. All rights reserved.
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eecee = 9:41 AM 100 !

%

® Current Shift e

Inspection
Pre-Trip

6:02 am
Clock In

L
|
|
:
|
6 Today, October 12

Greylag Yard

START WEEK SHIFT GAP  TRUCK
6:00 am 36 hours 11 hours 7430

(408) 555-0142

222 Sunset Ave
San Jose CA 92643
United States

At Yard Available
6:02 am

eecee = 9:41 AM 100 !

%

® Current Shift e

Multi Delivery
Loading Complete

6:23 am
Loading Complete

6:23 am
Loading

6:22 am

Multi Delivery

3 Tickets, 2 Locations

6:18 am
Available

6:17 am
Pre-Trip Inspection Submitted

6:02 am

Inspection
Pre-Trip

6:23 am

eecee = 9:41 AM 100 !

%
¢ Current Shift ~ Multi Delivery

@

m Stoneridgecree

o k 5]

Z North )

a @© x

.. . 0

5 S < wilder.

L S & Ranch-Orinda
o pd pr-

Stoneridgecreek North

12.5 miles (31 min)
Ticket 99820919 In Progress

Ticket 99820920

Wilder Ranch-Orinda
14 miles (22 min)

Ticket 99820921

Edit Delivery Order

Images. The first image on the left shows the timeline for the Driver and the job site to deliver the product. The following picture presents a chunk of multi-deliveries,
where the Driver does not leave the whole product in one place. Finally, the third image shows the multiple job sites for a Driver to give a perspective of the area where
the multi-deliveries should be completed.
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eecee = 9:41 AM 100 !

B Today E %

Stonridgecreek North
Y 3orders: 137 Loads

Not Started

Order 145219001

B14 Confte N Calzada La Venta (CBCC)
BLDNG: FOUNDATION

64 Loads Planned

RC-752-C+F 15%
O o

Not Started

Order 125219002

Not Planned

RC-752-C+F 15% 21cy
© nfo e+ More

eecee = 9:41 AM 100 !
%

® Today

Loads Delivered

4 6 158

JOBSITES ORDERS LOADS

2716928882 - Stoneridgecreek &
North s

3 orders, 137 loads, 76% Delivered

3176929961 - Ridgeback Eastern
River Valley Bridge...

1 order, 4 loads, 25% Delivered

3338294635 - Wilder Ranch-
Orinda

2 orders, 8 loads, 0% Delivered

3846194283 - Bodega Xoxo A
(AMN)

eecee = 9:41 AM 100 !

B Today E %

2716928882 - Stonridgecreek North
Y 3orders: 137 Loads

In Progress

Order 145219001

B14 Confte N Calzada La Venta (CBCC)
BLDNG: FOUNDATION

RC-752-C+F 15%

49/64 Loads Delivered

Y2 Loading On Route

On Site Unloading

Finished Not Ticketed

In Progress

Images. These images show the view from the Client, where the application shows the orders that will be completed. The second image shows the percentage of loads
delivered to the job sites, and the third image shows the current state of an order within a job site.
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S - g By * Create a website that helps investors get finance

information from the Bank. Also, the new site should
include the new design language delivered from the
headquarters to the design team in Mexico.

Some pain points were that the site didn't have the logic to
keep the language selected and the one shown in the user

view.

Platform

Wordpress and Joomla

What | did

o Establish the scenarios and happy paths.
e Conductinterviews with stakeholders

o Define user stories
o Align user stories with high-fidelity wireframes
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Discovery

For this first phase, interviews with key stakeholders were performed
to gather all the information from the business perspective. Some
findings were:

- The department in charge had received feedback from users that
described the interface as too complicated to dig in.

- The users were commonly brokers and investors.
- It was too difficult to find the reports.

- If the user had changed the language of the page, the reports were
still in Spanish.

Job: Broker
Age: Mid 40s
Concerns: Find reports easy

Tech: Technology native, easy use

Persona
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Defined

e Surveys were conducted with stakeholders to gather general
information from the site.

e A series of interviews were led to get more information with
specifics; the people were brokers from the bank that used the
site.

e Aseries of workshops and benchmark studies were made to find
the top competitors of the bank.

e Also, atask was compared in the different sites.

e The personas were defined.

e Some low-fidelity wireframes were made from sketch

Ideate

Once the prototypes were developed, a user testing session was
performed to gather information from the users. The first approach
gave the following outcomes:

- There were three principal sections the users started to search:
a) Financial Information, b) Information about BBVA Group, and c)
Contact.

- There was important for all the users that a message from the CEO
appears on the page.

- Information about how the Bank helped the community also was
relevant.

Prod...esign IndexNew

SubMenu

DroopDown

Download
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Develop

Once the website was reviewed with high-fidelity wireframes, some
decisions were taken:

- The site was developed in WordPress.

- The icons were taken from the Design Language that the Bank
already had.

- Images were proposed, regardless the marketing team was the
decision-taker for this topic.

Delivery

The team had three sprints once the backlog were defined to had a
first approach to the site before it went to production.

0 Go-Live
+ Add a card

Bancomer w Personal & Private e Invite

Historias de Usuario Wireframes HTML

El usuario necesita encontrar los Inicio
reportes financieros.

Header y footer deben tener el disefio
entregado por el Banco (Design

Conocenos Language)
El usuario necesita filtrar los reportes
por afio, compaiiia y Q del afio. Informacién financiera + Add another card
El usuario puede regresar al sitio Renta fija y emisiones

principal de BBVA Bancomer
Gobierno corporativo
El usuario necesita un botén de
Contacto Contacto

El usuario puede cambiar el idioma
del sitio y los reportes entre inglés y
espafiol.

+ Add another card

El usuario puede buscar informacién
financiera relacionada a las cinco
diferentes compaiiias de inversion del
Banco

El usuario necesita encontrar
informacién financiera
especificamente para reguladores

+ Add another card

Grupo Financiero
BBVA Bancomer

Grupo Financiero BBVA Bancomer (GFBB) es una
institucién universal que ofrece una amplia gama de

servicios financieros a través de la red de
distribucién mas grande de México

Informacién GFBB en resumen Contéactanos
financiera

Informe del
Vicepresidente
del Consejo de
Administracién y
Director General

Informacién de interés

Informe Anual del Grupo Informe Anual de la
Financiero BBVA Bancomer Fundacién BBVA Bancomer
Leer mas Leer mas

BBVA Bancomer




My role

| was responsible for the UX and Ul for different features
within the POS that is going to be implemented for the
Home Lending team.

Challenge

The challenge was to implement a middleware that could
help the Home Lending Advisors improve productivity and
quickly offer clients quotes.

Platform

A web POS that includes different features from diverse
tools.

What | did

e Establish the scenarios and happy paths.

e Create and propose icons for the DLS

e Define user stories

e Create hi-fi wireframes and prototypes

o Facilitate design product conversations to align team
outcomes.

C y 3 | » Document user stories and visual defects findings for
chase HLA further enhancements.




User Case | Chase
Persona

Andrew is a Home Lending Advisor at Chase. For several years he has
advocated helping clients find the best rates on the market to acquire
a home or refinance their loans. He is focused on details, a hard
worker, and a very cheerful person when he talks with clients.

Process

Within the bank, we used the approach of the double diamond.
1. Discover the current situation of the environments for the HLAS.

2. Define the problem that made the HLAs not make their quota on
the quantity for loans.

3. Define a quick solution that could solve 80% of the problems that
HLAs had. (Pareto law)

4. Deliver prototypes and visual designs that help stakeholders to
make decisions on the strategy they want to follow.




User Case | Chase

Discovery

One of the main tasks was to map all the activities that the HLA makes
to complete his tasks. Create empathy with Andrew and see a typical
day in his life.

Define where the problem is, ask questions to the HLASs, and see his
frustrations.

Define

Once the real problem was identified; start to ideating to see what
could solve most of his problems. Make quick wireframes and map
them out with the current process to see if it makes sense.

Ideate

For this phase, some ideas came to light. The first was to increase the
productivity of the HLAS, so setting the number of quotes per session
was one of the ideas to help the Users.

Image. Map of the process that the HLA has to follow to save, share and compare a
quote with a potential client.

i

i Gl

i
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User Case | Chase

Develop

After testing the process and prototypes, make tests with the HLAs
and get feedback to see what are the most impactful ideas.
Document the UX instances that worked and started over to enhance
the prototypes.

Delivery

Work with dev teams to document the user stories in Jira and make
QA testing to deliver a product with quality in short sprints that help
the teams to iterate quickly.

Images. In the photos, the top right and left bottom show the different flows allowed in
the system. After each review and testing session, the team gathered all the user
feedback as UX instances to evaluate them and include the idea or reject whatever was
the case.
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User Case | Chase

Scenario Save, Compare and Share

& Molly Millions
ECI: 2147590001 .
In-progress quotes Saved quotes &7 See share history

Purchase ¥ Quote_1

B e | e

City, state, ZIP code, county

Q D)
Purchase price Loan amount
$ 375,000 ‘ $ 300,000
Down payment amount Down payment percentage
$ 75,000 ’ 20%
Client's self-credit rating Loan-to-value ratio
780 80.00% Add a city, state, ZIP code and county to see pricing options.

Occupancy type

Primary residence v
Property type Units
2-4 family v 2 v
Commitment period Lock option
45-day commit.. v Standard v
Annual property taxes Months to escrow
$1,000 3 v > Quote_2

Image. It shows the main view of the system where the HLA could search, compare different rates, and create a quote. This view also includes the visibility of three quotes
so that the user can work simultaneously with different scenarios.




User Case | Chase

Scenario Save, Compare and Share

& Molly Millions
ECI: 2147590001

In-progress quotes Saved quotes &7 See share history

Purchase v Quote_1 Loan amount: $300,000 | Purchase price: $375,000 | Down payment: $75,000/20% | ZIP code: 75035

|
Eligible products Ineligible products

1 Clear all
City, state, ZIP code, county
Q e LTV:80% CLTV:80% HCLTV:80% Rates closest to O (par) <, Share &@® Compare 4 Save quote
Purchase price Loan amount Products selected: 0 of 100
Product type Rate APR Points Est. monthly payment Loan breakdown
$ 375,000 ’ $300,000 » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
Down payment amount Down payment percentage » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
$ 75,000 ‘ 20% » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
» Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
Client's self-credit rating Loan-to-value ratio L
» Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
650 80.00% » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
Occupancy type » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
. . > ency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
Primary residence v Agency 25y g
» Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
Property type units » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
2-4 family v 2 v » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
Commitment period Lock option » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
. » Agency 25-yr conforming fixed 2.500% 2.6116% 1.242 $1,345.85
45-day commit.. v Standard v =
Annual property taxes Months to escrow
$ 1,000 ‘ ‘ 3 v > Quote 2

Image. It shows the main view of the system showing results for different products.
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Scenario Save, Compare and Share

8 Molly Millions
ECI: 2147590001

In-progress quotes Saved quotes &2 See share history
Saved guotes &8 Compare ] [ < Share Send to MAX D
D Purchase_$375000_1 ZIP code: 75035 Loan amount: $300,000 £ You shared this quote on 10/06/2021 N\
Duplicate and start new quote > Purchase price: $375,000 Down payment: $75,000/20%
Current pricing as of 11/06/2021 - 11:30 AM ET Previous pricing asof 10/06/2021-04:15 PM ET O Previous pricing won't be shared.
Product Rate APR Points Est. payment Closing costs Product Rate APR Points Est. payment Closing costs
Agency 25-yr conforming fixed 2.500% v 2.5248% 0.278 $1,345.85  $80,250.00 [F Agency 25-yr conforming fixed 2.875% 2.8750% -0.042 $1,403.21 $81,000.00
[] Agency 25-yr conforming fixed 2.750% v 2.7500% -1.466 $1,383.93  $81,750.00 [F Agency 25-yr conforming fixed 3.125% 3.1250% -0.462 $1,285.13 $82,500.00
VA 20-yr fixed full doc 2.875% v 2.8750% -1.142 $1,403.21  $80,000.00 [F VA 20-yr fixed full doc 3.125% 3.2353% -0.416 $1,682.63 $81,250.00

Image. It shows the saved quotes for a client. Within each quote, the HLA had the option to compare multiple products and see the history of rates for the scenario.
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My role

| was responsible for creating wireframes, user experience,
and user interface. Afterward, create prototypes to test our
outputs with users and document the outputs. | had to
present the outcomes to the CX-level executives in charge
of the RedHat/IBM acquisition.

Challenge

The challenge specifically with this project was to make a
solution that could be smooth and efficient for all the
clients that were affected by the RedHat/IBM acquisition.
Offer more services to the MCMP and maintain third party
apps injust one place.

Platform

Web application that offers management in multiple
services and providers.

What | did

e Establish user scenarios and happy paths
e Define the user persona

e Create Hi-Fi wireframes and prototypes

e Present outcomes to CX-level executives
e Facilitate A/B testings with users




User Case | IBM Multicloud Management Platform

Persona

Craig is a Senior developer, lives in Austin, TX, and he's 41 years old.
He is considered the Guru in his organization due he's skills in
DevOps and Agile, and he is the evangelist.

He has limited visibility when he is searching for services in his
organization. Has no control over the approval process.

When he asks for a service, he can't view where he is in the approval
process.

Process

1. Discovery phase was performed with stakeholder interviews,
market investigation, and comparison states with competitors. Use
Design Thinking framework attributes like Persona definition,
Empathy maps, Journey maps, Ideation, etc.

2. Define the problem statement for the most reachable pain point.
3. Define journey maps for future states in the solution. Create lo-fi
wireframes to identify the platform’s flaws and create blueprints for

the complete process using service design.

4. Create prototypes to test with users and have definitions of the
next steps for the design process.

cTOR, PoRTFAUO
DIRE K\'€G~Y

gTi
PRODUCT CWNLR
N/
v
4
,‘7
J leap pev ™

¢<<(<

pevele rER

DIGITAL FerN\CR
ARCH ITECT



User Case | IBM Multicloud Management Platform

Develop

Use of IBM Design System that helped to create hi-fi wireframes after
the confirmation of the user experience. Once the team defined UX,
the hand-off for the development team was made by third-party apps
to create the website in less time than expected.

Delivery

The delivery of the final design was made in phases once tested.
Those phases included different journey paths defined by the
product team and validated by the Design team.

Image. Below it can be seen the paths that a user has to follow to search for a specific API or service within the platform.

Search 2.0 Search 3 Search 4 Search 5 Search 6
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s e 3

Image. It can be seen the paths that a user has to follow to search for a specific APl or service within the platform.




User Case | IBM Multicloud Management Platform

Portal

Admin

Terraform Automation
Enterprise Marketplace

Infrastructure Management

DevOps Intelligence
Manage Applications

Advanced Cluster Manager
Cloud Network Intelligent

Control Center (CNICC)

AIOps - Intelligent IT
Operations

IT Landscape Observability

Enterprise Insights
Cost & Asset Management

Security Governance and
Compliance

Private Cloud Chargeback

1BM Services for Multicloud Management

anagement

lticloud

our MCMP

View insights

Enterprise Insights

View health

AIOps - Intelligent IT Operations

Show all tasks

Consumption Console

Find, compare and order certified services from the provider of

your cho

e or create new services to build and manage your

workloads.

Terraform Automation
Enterprise Marketplace

Infrastructure Management

Governance Console

Control your costs and accelerate your business performance,
delivering choice with secure and certified services.

Enterprise Insights
Cost & Asset Management
Security Governance and Compliance

Private Cloud Chargeback

View budget
Admin
N
View pervasive insight
AIOps - Intelligent IT Operations
N

DevOps Console

Manage DevOps at scale. View the flow of work across your
pipelines to prevent application performance issues before they
impact your customers.

DevOps Intelligence
Manage Applications

Advanced Cluster Manager

Q

Multicloud Management Role:

Asset Manager, Budget Viewer, Buyer, Cost Manager, IT Ops

Manager, Platform Viewer, Organization Viewer

View ordered services
AIOps - Intelligent IT Operations

View incident dashboard

AIOps - Intelligent IT Operations

Operations Console

Access actionable service inventory and health across data
center and clouds. Use AI to identify performance and

remediation opportunities

Cloud Network Intelligent Control Center (CNICC)

- Intelligent IT Operations
IT Landscape Observability

Actions Admin @

® O

IBM Services for Multicloud Management

View Service Request History

Last Month

Service Request Dashboard

Provider

Amazon

Provider

IBM

Provider

1BM

Request placed
Feb 23rd, 2021, 11:42:21 AM

Service Offering Name

AWS Solution Integration

Request placed
Feb 20th, 2021, 4:48:01 PM

Service Offering Name

Virtual Server Progression

Request placed
Feb 7th, 2021, 7:12:14 PM

Service Offering Name

Virtual Server Progression

Last Update

Feb 26th, 2021, 1:32:09 PM

Last Update

Feb 20th, 2021, 4:49:32 PM

Last Update

Feb 20th, 2021, 4:49:32 PM

Q

Select Order Status v

Request ID: GVN87QVT
Request Details

Estimated Delivery

Feb 28th, 2021

Request ID: GVN94IWT
Request Details

Estimated Delivery

Request ID: XTP56DFW
Request Details

Estimated Delivery

March 2nd, 2021

Images. Left image shows the hiding menu for the platform. On the right, the image shows the dashboard created to review the status of a request. The
informed in every moment if the request was approved or denied by the upper level approver.

Track =
Track -
Track =

user could be



User Case | IBM Multicloud Management Platform

1BM Services for Multicloud Management

1BM Services for Multicloud Management

Request Form

Lorem ipsum dolor sit lorem a amet, consectetur adipiscing
elit, sed do eiusmod tempor incididunt.

Request Form
Catalog Lorem ipsum dolor sit lorem a amet, consectetur adipiscing Catalog

elit, sed do eiusmod tempor incididunt. Multi-provider self service catalog customized to cater to your needs.

Multi-provider self service catalog customized to cater to your needs.

@ Stepl QO Step2 QO Step3

Request type Features Preview

© Step1 © Step2 @ Step3

Request type Features Preview

Price range

Price range: $$$

Any

Integrations

Provider

[ Amazon
[J Azure

[] Google
[ 1BM Cloud

[ Terraform Automation

Images. The left image shows the form to be filled with the information to get a new API or service within the platform. On the right, the image shows the final step to
submitting a request to the system.

@ Service available

@ Service available

Additional comments

0/500

Helper text goes here

Cancel

Integrations

Provider ) )
@ Service available Configure

[ Amazon
[J Azure

[ Google
[ 1BM Cloud

[ Terraform Automation

@ Service available

Al Categori . |A[|r"¢' . .
| ategories Service Not Found Service Not Found Type patabase
Compute Type Compute OS: Unix
Version: 3.1.2
Storage Storage )
VM v Size: 32 MB
Network . . Network . . .
Service 1 B Service Name Service 1 : Service Name Dependency: Google Cloud Platform
Databases orovider Databases Dependency: Node.js
Backup & Disaster Recovery Backup & Disaster Recovery
Security & Identity Any v Security & Identity
FAnleations Service not on MCMP Applications Service not on MCMP  Request Service not on MCI
icati icati
Other Services Flexibility @ Other Services |
Containers Containers
Very Flexible Very inflexible
Solution Patterns Service Name Solution Patterns Service Name Service Name




User Case | IBM Multicloud Management Platform

IBM Services for Multicloud Management

Multicloud Management

Multicloud Management Role:
Asset Manager, Budget Viewer, Buy
Ops Manager, Platform Viewer, Organization Viewer

1BM Services for Multicloud Management

Catalog

Multi-provider self service catalog customized to cater to your needs.

Get started in Multicloud
Management

Begin exploring your MCMP
applications

View insights

Enterprise Insights

View health
AIOps - Intelligent IT Operations

Show all tasks

Consumption Console

Find, compare and order certified services from the
provider of your choice or create new services to build and
manage your workloads.

Terraform Automation

Enterprise Marketplace

Infrastructure Management

Governance Console

Control your costs and accelerate your business performance,
delivering choice with secure and certified services.
Enterprise Insights

Cost & Asset Management

View budget
Admin
>
View pervasive insight
AIOps - Intelligent IT Operations
>

DevOps Console

Manage DevOps at scale. View the flow of work across your
pipelines to prevent application performance issues before
they impact your customers.

DevOps Intelligence
Manage Applications

Advanced Cluster Manager

View ordered services
AIOps - Intelligent IT Operations

View incident dashboard
AIOps - Intelligent IT Operations

Operations Console

Access actionable service inventory and health across data
center and clouds. Use AT to identify performance and
remediation opportunities.

Cloud Network Intelligent Control Center (CNICC)
AIOps - Intelligent IT Operations
IT Landscape Observability

Actions Admin @

All Categories
Compute

Storage

Network

Databases

Backup & Disaster Recovery
Security & Identity
Applications

Other Services

Containers

Solution Patterns

Integrations

Provider

[ Amazon
[ Azure

[] Google
[J 18M Cloud

[ Terraform Automation

Applications

0o
o6
LAMP Stack Using Single EC2 Instance

v1.0.0.0
Amazon

@ Service available Configure

Oo
28
WordPress Site With Single Availability Zone

v1.0.0.0
Amazon

@ Service available Configure
Pub/Sub

v1.0.0.0

Google

@ Service available Configure

0o
28
Lamp Stack on a Single EC2 Instance

v1.0.0.0
Amazon

@ Service available Configure

Oo
o8
Azure LAMP Stack

v1.0.0.0
Azure

@ Service available Configure

0o
]
WordPress

v1.0.0.0
Google

@ Service available Configure

Simple Notification Service (SNS)
v1.0.0.0
Amazon

@ Service available Configure

W

WordPress

v1.0.0.0
Azure

@ Service available Configure

e

Lamp Stack on AWS
v1.0.0.0
Terraform Automation

@ Service available Configure

Request a service

Simple Queue Service (SQS)

v1.0.0.0
Amazon

@ Service available

Configure

0o
C

LAMP Stack
v1.0.0.0
Google

@ Service available Configure

Lamp Stack on Azure

v1.0.0.0
Terraform Automation

@ Service available [

Images. The left image shows a menu to get training and learn how to operate services in the platform. On the right, the image shows the current services or APl runninng
in the platform and their status.
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What | did ‘

Case Study
Neighborly

Definition of UX strategy

Management of DSL

Design Ul for mobile

Create Hi-Fi wireframes and prototypes
Present outcomes to CX-level executives




User Case | Neighborly
Persona

Tom is the user that always is busy finishing those projects in his
house; that's the primary reason he looks for a company he can rely
on to make those updates, tweaks, or solve his house's problems.

Tom is willing to pay more to get a certified expert and avoid dealing
with back and forths on the quote and get a good quality job.

Strategy

1. Evaluate the state of the current Design System from Neighborly.
2. Define the correct approach to set a DSL

3. Set the rules and standards to follow

4. Manage and versionate changes on the DSL

Process

We used the approach of the double diamond.
1. Discover the current situation of the websites for the different
brands.

2. Define the problem that users were caught in each step of the
website to request an appointment

3. Define a quick solution that could solve 80% of the problems that
users had. (Pareto law)

4. Deliver prototypes and visual designs that help stakeholders to
make decisions on the strategy they want to follow.




Mr. #+ Eleckric 24/7 Emergency Service
Call (844) 866-1367

Neighborly Done Right ZipPostallCity
Promise® Go

a heighborly company

User Case | Neighborly

——————————

Develop

8 [ S
Set the Design System Language for Neighborly (Flowbite) that allow « oy \ + E\eC“\C

o Availdble on youf schedule

the design team to set one source of truth to create hi-fi screens in Schaduie AnAppoiment
short sprints and make reviews with the client to validate ideas and
direction on the project.

0 eighiborly compan

Delivery

Creating hand-off files for dev teams to develop outcomes using
different technologies such as React, JS, and Django. Implementation
of micro-interactions and quality assurance validation.

0 Find mu Incal Mr Flantric | Zip/PostaliCity Go

Image. Below it can be seen some of the pages created for the initial sprints. These pages were included in a review file to get feedback and steer the direction of the
designs. On the right there is an old version of the site for desktop.
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User Case | Neighborly

Image. Review-file with all the screens from the sprint on it. It included color code sticky notes to get feedback and documentation, the user stories for the sprint, and the
features acceptance criteria to have a trusting environment with all the participants.
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User Case | Neighborly

DSL Management

Part of this project was to evaluate, implement and manage a DSL
that could serve all the brands and include the right requirements.
One of the first issues with this topic was which DSL to use to save
time on the initial sprints and have outcomes quickly.

Another red flag was that all the libraries selected by the client had
file-load issues and made the implementation and its publication
hard to keep. The solution was to break the main file into four
sources of truth to keep the file memory low and publish updates
speedily.

Once the main library was published and managed the creation for a

brand library came into mind to create component, layouts and
imagery with the same standards.

Styles Components  Templates

aaaaa

Soyle Truth
Typography — Color
styles Palettes

Libraries

eeeeee /-

Image. Initial mockups for the creation of brand components. These were included in the

main library and grouped by brand to have a smooth design of pages through the sprints.

-o We have the power to make things better.®

Frame 34070

Frame 1236

Customer Reviews

(77

Frame 34069

Our Special Offers

Frame 34066

What is an EVSE Charger?

@ LevoiiCharger

© Lovwi2Charsee

@ Levei3Crarger

Our Special Offers

M Erearic
BUY1GET1

Join Our Team

neighborly

Your Source for Local
Home Service Experts

Lo More About Neightserly =



User Case | Neighborly

Image. Home page for Mre. Electric brand. Left is desktop version and right mobile version.

neighborly

Mr.(#) Eleckric Search Services m Apply Locally Gift Certificate Special Offers Own A Franchise ° Find My Local Mr. Electric

Residential Commercial About Us Blog Why Us Expert Tips (8 4 4) 8 6 6 - 1 3 67

Special Offer!  Take 15% off when you book a service online. & X

A, 4‘: o

| -, W oA e
: . f—i‘—-‘
! -

Trusted, Professional
_! Electricians

Mr. Electric of Dallas has the power to make things better! Our ‘J
gt

N

trained to provide world-class customer service you deserve.

general electricians are not only licensed and screened, they are '\; "
-

.‘ A W
( -
: 2,291 4.8/5 ,  JEAE,
Happy Customer %% % % & Rating ’

© Residential It} Commercial ‘
Let Us Call You
Name Email Address Phone Number Address

Bonnie Green email@domain.com +1 (555) 555-5555 123 Mocking Bird.. Request A Call!

We Are Residential & Commercial Electricians

We take pride in our workmanship at Mr. Electric, and we want to you be proud to recommend our services to your family and
friends. That starts with trust, and you can trust our professional electricians at Mr. Electric because they have passed
thorough background checks and license registrations.

o N .-

neighborly

Mr.(#) Electric o

@ Request A Quote L, CallUs

Special Offer! X
Take 15% off when you book a service online. &

Trusted,
Professional
Electricians

Mr. Electric has the power to maﬁ \

things better! Our general \
electricians are not only licensed \

and screened, they are trained to
provide world-class customer
service you deserve.

@? ) 2,291
3 Happy

® Residential It Commercial

Let Us Call You

Name

Bonnie Green

Email Address

email@domain.com




A Home > WhyUs > Testimonials

Testimonials

User Case | Neighborly

Real Stories, Real Results

Image. Testimonials page for Mre. Electric brand. Left is desktop version and right mobile version.

Discover what our customers have to say about their experience with us. From

insightful feedback to honest opinions, this page is a testament to our commitment

Micheal Gough
New York, New York

“What a great team”

Jane Cooper
” New York, New York
We were impressed with the skill and
knowledge of the technician. They respected
our home and kept it clean and neat. They are

very engaging and professional. Mr. Electric is a
company we trust.

Neil Sims
Santa Claus, Indiana

“What a great team! They were able to fix what
we needed fast! Amazing electrician with a job
well done! | would highly recommend them!”

to providing exceptional customer service

A Karen Nelson
’ﬁ Athens, Georgia

“It's always a great day at our house because
we know we have Mr. Electric on speed dial.
Their technicians are extremely knowledgeable
and extremely trustworthy. Letting someone in
one's house is always nerve-racking, but Mr.
Electric is someone you can trust.... and their
pricing is great, too!

Savannah Nguyen

a Miami, Florida
“I had my outdoor porch & retaining wall
lighting fixtures replaced. Also, had a new
motion-sensor flood light installed on the back
of the house. The professional initially met me
& listened to my needs very attentively. He was
responsible for contacting someone about
pricing. In record time, the estimate was e-
mailed to me. | called the next day & the office
was very helpful in scheduling the work. A
professional was dispatched & he took care of
everything in a fine manner. He was polite &

Albert Flores

A Athens, Georgia

“We were absolutely delighted with the
professionalism, cleanliness and speed with
which the technician did the requested work.
The work and experience was beyond our
expectations. This company is outstanding in
performance, courtesy and timeliness. We will
have them back to wire our backyard. Just
can't say enough good things about this
company.”

Owner Response: “Thank you for your
review. We strive to keep our customers
happy from start to finish”

o Savannah Nguyen
‘ Miami, Florida

“I had my outdoor porch & retaining wall
lighting fixtures replaced. Also, had a new
motion-sensor flood light installed on the back
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Testimonials

Real Stories, Real Results

Discover what our customers have
to say about their experience with
us. From insightful feedback to
honest opinions, this page is a
testament to our commitment to
providing exceptional customer

service

Micheal Gough
New York, New York

“What a great team”
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& Santander

Santander - iWatch

This app helped the user to get information from branches and
currency exchanges and review the status of the accounts. Also, the
app notified the user every time a spent was made through
notifications.

If the user needed more information about it, he had to go to the
phone app to see the complete report.
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Web User Experience

Y / ALIMENTO
\f PARA TODOS

Website Analysis

The objective of this project was to analyze the website for the
Organization selected by the Corporate and Citizenship board
member as part of pro-bono initiatives within IBM. Some of these
Organizations were Government Ministries, NGOs, Partner
Foundations, and Universities.

The project consisted in conducting a website analysis based on the
10 Jakob Nielsen’'s heuristics, redesigning the Information
Architecture in case it was needed, finding pain points in the tasks
selected as essential, and presenting an alternative design to the
Organization.

Other actions that were part of this project were to teach students
with students how to conduct User tests and realize some
wireframes that could improve the website.

Some Organizations that benefited from this initiative were:

- Alimento Para Todos IAP

- Gobierno del Estado de Sonora

- Gobierno del Estado de Baja California

- Centro Mexicano para la Filantropia (CEMEFI)






