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Profile

I am a Senior UX Manager and
for over 4 years have been
fostering a culture of
innovation. First by creating a
safe environment for the design
team to thrive. Then by
introducing a user-centered
mindset and practicing the
Design Thinking process, our
internal and external
stakeholders gain a better
understanding of the needs to
be met. In turn, we continue to
product positive outcomes such
as achieving NPS Scores from
40+ and System Usability
Scores as high as 93/100.

Design Experience

19+
Years

Mentoring Designers

8+
Years

Leadership NPS Score

89
Promoter

• Winning Leadership
• Leading Effective Change

Design Thinking CourseLicense 1010285
UX Management Specialty
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Portfolio
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OrderNow App Progressive Web App (2020)

Overview Market changes calls for a contactless solution as restaurant patrons are apprehensive with ordering food amidst
COVID-19 pandemic. Through user research, I shared how users adapted to COVID restrictions. This resulted in
convincing PM leadership that a much-needed mobile ordering solution will sustain beyond COVID and deepen the
Infor POS footprint across all market segments.

My Role: Innovation Evangelizer, PM, BA, UX Researcher, UX Designer

Scope: Market Research, User Research, Requirements Gathering, Use case documentation, UX Design, Visual Design

Limitations: Two 60 day hackathons

Outcome:

• Net new Progressive Web App, Net new Admin Portal

• Utilize existing menu and brand configurations for onboarding efficiency

• First deal worth $162,540.00 TCV

• Inspired a culture of collaborative innovation

• NPS score of 40 and SUS(Usability) score of 93/100



Product Ma
nager

Looks like a good idea but we don't have
any team to build it.

OrderNow App Progressive Web App (2020)

Initial Challenge

Rationale
Exploration
• Requirements
• Platforms

Kiosk 3 POC (WIP)
• Things to validate/test
• Brainstorming ideas
• UX Mockups
• Animation Prototype Demo
• POC Screenshots
• Added multi-language support
• Added Progressive Web App features
• PROS of this new approach
• CONS(less applicable to mobile ordering)
• NEW PROBLEMS

Our pitch was too
technology focused



OrderNow App Progressive Web App (2020)

Market & User Research
Seems viable after all. Please run
a hackathon to build me an MVP!

Product Ma
nager



OrderNow App Progressive Web App (2020)

UX Design



OrderNow App Progressive Web App (2020)

Team Success: MVP Achieved

Prototype
https://marvelapp.com/prototype/b0g1855/screen/86955856

MLP Minimum Lovable Product!



Front Desk Dashboard Ext.js (2021)

Overview As other product teams learned of the success of the OrderNow app, headcount for my team increased to give our
hotel software UX support. The UX team introduced a process to better narrate the requirements, in turn providing
a more refined design outcome. The dashboard empowers hotel front desk staff to efficiently deliver an improved
and personalized guest experience.

My Role: UX Researcher, UX Coach/Manager

Scope: User Interviews, Requirements Gathering, Develop Job Stories, UX Design, Visual Design

Limitations: Use of existing data points, Conform to existing UI patterns

Outcome: A meaningful dashboard empowering hotel front desk agents to improve their guest experience actionable widgets and insightful metrics



Front Desk Dashboard Ext.js (2021)

Job Stories



Front Desk Dashboard Ext.js (2021)

UX Design



Hotel Call Center Ext.js (2022)

Overview A new module was required by PM. The UX team led with a user-focused approach, defining personas, and
journey maps prior to proposing design. Amid, VP of Development's decisions harming micro interactions, I coached
our designer to guide the team through user workflow and propose a UX-driven alternative. The Development team
embraced this insightful design approach.

My Role: UX Coach/Manager, UX Researcher

Scope: Requirements Gathering, Conceptualization, Journey Mapping, UX Design, Visual Design

Limitations: Use of existing framework

Outcome: A flexible system allowing Call Center Agents to book non-linear workflow hotel reservations. NPS score of 20 and SUS(Usability) score of 73/100



Hotel Call Center Ext.js (2022)

Persona + Journey Maps



Hotel Call Center Ext.js (2022)

UX Design



My Role: UX Designer, UX Researcher

Scope: User Testing, Requirements Gathering, UX Design, Visual Design

Limitations: Use of existing data points

Outcome:

• Created vision with PM to provide actionable insights along with 2 additional apps to streamline daily operations

• Established process for user validation

• Identified user mental model and streamlined information architecture

• Strategized phased approach to roll out ideal design

Vivonet Mobile Insights App iOS 10 & Android Nougat (2017)

Overview By orchestrating UX-led customer engagement – site visits, user testing and idea testing – we gained insights
shaping initial design and a forward-looking PM/UX Vision for a suite of mobile apps. "Mobile Insights" empowered
fast-food operators with real-time regional and store-level data on Sales, Labor, Discount, and Voids, fostering
operational adjustments for bottom-line growth.



Ver. 2.0 Usability Study-Baseline
Personas: fast-food managers(4), franchise owners(2), CFO(1)

Ver. 2.1 Usability Study
Personas: mangers(4), district manager(1), admin(1)

Ver. 2.1 Strategic Customer User Validation
Personas: Sodexo district manager(2), university cafeteria manager(3), cafe manager(1), fast-food manager(1)

Vivonet Mobile Insights App iOS 10 & Android Nougat (2017)

Validation



Vivonet Mobile Insights App iOS 10 & Android Nougat (2017)

Test Plan - Ver. 2.1
Sections Covered

New C-level Dashboard
& Information Architecture

New Hourly Sales UI New Settings UI Locations Reporting



Vivonet Mobile Insights App iOS 10 & Android Nougat (2017)

Idea Testing



Vivonet Mobile Insights App iOS 10 & Android Nougat (2017)

Comparison
Tedious Drill-downs
Before

Optimized Information
Architecture

After



Vivonet Mobile Insights App iOS 10 & Android Nougat (2017)

Workflow Phasing Strategy



Vivonet Mobile Insights App iOS 10 & Android Nougat (2017)

PM/UX Vision
based on findings


