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Profile

I am a Senior UX Manager and 
for over 8 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, so 
our internal and external 
stakeholders gain a better 
understanding of the needs to 
be met.  In turn, we continue to 
produce positive outcomes 
such as achieving NPS Scores 
from 40+ and System Usability 
Scores as high as 93/100.  
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Leadership NPS Score
Promoter 

• Winning Leadership
• Leading Effective Change

Design Thinking CourseLicense 1010285
UX Management Specialty
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Portfolio

My work is the result of adapting to challenges across different 
teams and constraints. Key areas include:
• Integrating UX practices to legacy development processes
• Defining UX scope based on roadmaps and timelines
• Elevating UX maturity across teams with varying adoption levels

Conducted iterative 
user research and 
analytics to inform 
product direction.

Mentored designers to 
increase UX visibility, 
influencing roadmaps 
in rigid environments.

Empowered teams with 
user-driven frameworks, 
influencing short-term 
deliverables and long-
term product vision.

Designed meaningful solutions, including 
dashboards that empower hotel staff to 
deliver personalized guest experiences.

Scalable & Malleable

Delivering innovative solutions by meeting user needs 
and driving measurable outcomes

Transformative Design Practices Optimizing Persona Workflow Efficiency

Elevating Designers Data Driven Innovation



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 Manager

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 Manager



OrderNow App Progressive Web App (2020)

UX Design
Our B2B design system 
was too...          feelingindustrial

So we crafted new patterns that w
ork as a

white label default while remaining lig
ht and friendly.



OrderNow App Progressive Web App (2020)

Team Success: MVP Achieved

Annotated
Mockups

https://marvelapp.com/prototype/b0g1855/screen/86955856
Navigate with arrow keys

MLP Minimum Lova
ble Product!

Net Promoter Score

40
Good

0+   Good
50+ Excellent
70+ World class

Usability Score

93
A Grade, Excellent



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

Ver. 2.1 Usability Study - Post Redesign
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
Net Promoter Score

43
Good

0+   Good
50+ Excellent
70+ World class

Net Promoter Score

50
Excellent

0+   Good
50+ Excellent
70+ World class

Usability Score

65
D Grade, Not Good

Ideal to be above 72
to be "Acceptable"

Usability Score

84
B Grade, Good

Ideal to be above 72
to be "Acceptable"



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

Test Plan - Ver. 2.1

New C-level Dashboard
& Information Architecture

New Hourly Sales UI New Settings UI Locations Reporting

"I like the time increments"

"these are good to know"

"helpful, so i can reset 
the hardware""there can be 

2 

managers per 
day"

"I won't change colors"

I primarily tested for
Usefulness & Intuitiveness

"what does it 
mean?"



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

Idea Testing I tested concepts with target 
personas to see which resonated 
before further development

Build it!
Investigate/Iterate
Move on



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

To preserve users' mental models,
workflow and UI changes were carefully refined



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

PM/UX Vision Based on Idea Testing findings, we determined 
that three separate apps best met users' 
additional needs



My Role
UX Coach/Manager, UX Researcher, UX Designer (1 of 2)

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

Limitations
Legacy technology, scrum team's lack of user-centered design mindset

Infor Point-of-Sale Delphi (2018)

Overview The Point-of-Sale application had been on the market for 10+ years without a user-centered process or mindset.  
The business's main focus was building the next up and coming solution but neglecting to uncover existing 
customer pain-points.



Who should we focus on?

What is our baseline?

I teamed up with Solution Consultant Managers 
to define existing customer segments

I guided onsite user research with PM, BA 
and Designer

Infor Point-of-Sale Delphi (2018)

User Research & Customer Data

Net Promoter Score

-14
Detractor

0+   Good
50+ Excellent
70+ World class

Usability Score

65
D Grade, Marginal

Ideal to be above 72
to be "Acceptable"



Pain-points
-Error Prone Typing

-Low Button Discoverability

-Workflows mismatching mental models
 

We watched 219 transactions through 
remote sessions at Florida State U

Infor Point-of-Sale Delphi (2018)

User Research Findings

Unused

Unused

Unused
Buttons & Functions

≈16%
Quick Service Restaurants

Grouped Unused UI



-Outdated
-Busy
-Unintuitive

Infor Point-of-Sale Delphi (2018)

UI Prior to Research



Infor Point-of-Sale Delphi (2018)

Phase 1 - Usability Enhancements



Infor Point-of-Sale Delphi (2018)

Phase 2 - UI Redesign



Contextual Menus
Installs

Hidden Number Buttons
Installs

Hidden Function Buttons
Installs

Mobile-Friendly Design
Deal 

First major tablet deal closed
replacing                  software

Customers and Implementation Team are choosing the new 
design configurations for new installs

Infor Point-of-Sale Delphi (2018)

Outcome

and 1,084 units of har
dware!



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: Conform to existing UI patterns, Waterfall Process, Non-user-centric team, Existing system data points 

Strategy: Introduce UX Process without overwhelming leadership by limiting and modifying UX activities

Outcome: Empowered hotel front desk agents to improve their guest experience with actionable widgets and insightful metrics



Front Desk Dashboard Ext.js (2021)

Job Stories

We introduced a 
bite-sized process 
to a team with low 

UX maturity



Front Desk Dashboard Ext.js (2021)

UX Design & Outcome Net Promoter Score

33
Good

0+   Good
50+ Excellent
70+ World class

Usability Score

78
A Grade, Excellent



Design Ops - Advancing UX Maturity 
with limited resource and funding
Work Breakdown Structure
Case study available through a virtual meeting

GenAI UX Strategy
Product Suite Phased Design
Case study available through a virtual meeting

UX Vision Buy-in with Executives
A Visual Story
Case study available through a virtual meeting

Lets setup a call and chat further!
604.808.8525 | mrgeoffwong@gmail.com

More Case Studies


