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604.808.8525 mrgeoffwong@gmail.com



| 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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Surveyed:

9 individual contributors
1 peer manager

1 direct supervisor
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Design Experience

Industries

F&B

Hotel HR/PEO ERP  Online Travel Casino Gaming
Agency

m Designing m Managing/Mentoring

Dale .

MASTER

N

License 1010285 °
UX Management Specialty .

Leading Effective

Carnegie

Winning Leadership

\ A I UX Leader & Designer
P = Y-

¥ VW \s1 Iu

Skills Matrix

Team Leadership & Mentorship

Design Systems Management UX Strategy Development

Cross-Functional Collaboratior Stakeholder Management

Data-Driven Decision Making Design Ops

HASSO PLATTNER
Institute of Design at Stanford

Design Thinking Course
Change
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:) ’FDC ‘ | Deliverin
g innovative solutions by meeting user needs
Orto \Q

and driving measurable outcomes

set curyss
oftt
a 4 V‘"""\‘

§ ahes /

Scalable & Malleable I Elevating Designers Data Driven Innovation

Qb l ‘
My work is the result of adapting to challenges across different Mentored designers to Conducted iterative
teams and constraints. Key areas include: increase UX visibility, user research and
e [ntegrating UX practices to legacy development processes influencing roadmaps s analytics to inform
e Defining UX scope based on roadmaps and timelines in rigid environments. product direction.

e Elevating UX maturity across teams with varying adoption levels
|
Transformative Design Practices
Empowered teams with Designed meaningful solutions, including
user-driven frameworks, dashboards that empower hotel staff to
influencing short-term deliver personalized guest experiences.
4 deliverables and long-

term product vision. F e |
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OrderNow App

: Market changes calls for a contactless solution as restaurant patrons are apprehensive with ordering food amidst
\/@ r\/‘ @\/\/ COVID-19 pandemic. Through user research, | 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
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OrderNow App Progressive Web App (2020)

nital Challenge

Our pitch was too
technology focuseo

Rationale Exploration
¢ Requirements
e Platforms

Kiosk 3 POC (WIP) Looks like a good idea but we don't have
Things to validate/test any team to build it.

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
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OrderNow App Progressive Web App (2020)

\Varket & User

Survey Respondents

* 42 Respondents

* Insights are heavily based on Gen Z, Millennials

and Gen X

* Millennials (age 24-39) are largest spenders of
Food Dollars on Eating Out -Forbes source

AGE

Under 18
18-24
25-34

35-44

45-54 I
55-64 l

0% 10% 20% 30% 40% 50% 60%  70% 80%  90% 100%

Food Delivery Apps don’t have majority of market share

Usage of
GoogleMaps, Restaurant Websites and Yelp

exceed Food Delivery Apps by 62%

Order Delivery App
(eg. Skip,
UberEats)

site

GoogleMaps,Yelp,Web

—esearcn

Seems viable after all. Please run
a hackathon to build me an MVP!

product Manag®!

Tolerances during COVID-19 Pandemic

HUMAN TO HUMAN INTERACTION

Users feel it is Very Important to limit contact with restaurant staff

Importance of limiting talking to strangers

No
import;

atall
ant

0% 10%  20% 30% 40% 50% 60% 70% 80%  90% 100%

3

PHYSICAL CONTACT WITH PINPADS

Users feel it is Even More Important to limit touching pinpads

Importance of limiting touching payment pinpads

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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OrderNow App Progresslive Web App (2020) O u r BZ B d @S i g n SySJ[@ m
UX Design was t00.. .idustral feeling

Burgers

Order Summary
PICKUP LOCATION

BBQ BACON BURG... g »

o & ' - 1188 W Georgia St #1790
BBQ BACON BURGER Vancouver, BC ]
. $12.99 Thank you for your
. BLACK&BLEU ORDER DETAILS : Y Y
- S order!
BBQ BACON BURGER 1x $12.99
American 1x $0.00 L
i Please use this barcode to
CHEESEBURGER ] pay at cashier.
Geo rg ia St e Chackiar MadkariSharn . SUBTOTAL $12.99
§ #1790 &1 PV O 11
i@ GRUYERE BURGER Gorgonzola Crumbles TOTAL $14,16
Now Open $12.99 Ref. # 42636
ruyere ) ]
TIPS Orde i
$12.99 No
$12.99 | Add to Order 12%

AV AN, A

cp wo orftked new patterns Fhat work A5 A |
white label default whie remaning \\g\n\' and fnendly
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OrderNow App Progressive Web App (2020) ML‘? M\V\\W\uW\ \/DV ﬂb‘O

leam sSuccess: M7~ Achieveo

Net Promoter Score Usability Score
Good A Grade, Excellent
0+ Good
50+ Excellent
70+ World class
Leaders for comparison: 62 66 56 Leaders for comparison: 88 87 86
J\ Adobe @ Novell Googhs M

MW Annotated

{_————Mockups
https://marvelapp.com/prototype/b0g1855/screen/86955856

Navigate with arrow keys




GGO‘H \VA vlélﬁ"g&beﬁgner

Vivonet Mobile Insights App i0S 10 & Android Nougat (2017)

: By orchestrating UX-led customer engagement — site visits, user testing and idea testing — we gained insights
\/@ W‘ @\/\/ 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

My Role: UX Designer, UX Researcher

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

Limitations: Use of existing data points

Outcome:

e (Created vision with PM to provide actionable insights along with 2 additional apps to streamline daily operations
e [Established process for user validation

¢ |dentified user mental model and streamlined information architecture

e Strategized phased approach to roll out ideal design
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Vivonet Mobile Insights App

valldation

Ver. 1.0 Usability Study - Baseline

Personas: fast-food managers(4), franchise owners(2), CFO(1)

301514% @
QA@& SBA\.;RO ‘?‘g&)

LrCHS

POPeYeS

Ver. 2.1 Usability Study - Post Redesign

Personas: mangers(4), district manager(1), admin(1)

i
sodexo

Ver. 2.1 Strategic Customer User Validation

Net Promoter Score

43

Good

0+ Good
50+ Excellent
70+ World class

Net Promoter Score

o0

Excellent

0+ Good
50+ Excellent
70+ World class

Usability Score

00

D Grade, Not Good

Ideal to be above 72
to be "Acceptable"

Usability Score

34

B Grade, Good

Ideal to be above 72
to be "Acceptable"

Personas: Sodexo district manager(2), university cafeteria manager(3), cafe manager(1), fast-food manager(1)

SFU Guke's
SIMON FRASER poUTlNER‘E‘
UNIVERSITY

ENGAGING THE WORLD
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Vivonet Mobile Insights App

lest Hlan

eesoco T-Mobile ¥ 9:41 AM
XYZ Enterprise

YESTERDAY v

MARKETS STORES

Top 5 Markets

Fast Food Inc. m

$143,564.00

Best Burger In

$1

"
4

E.Smith  Last Week  Last Year

E.Smith 4

Bottom 5 Markets

ABC Food Ltd %) P XYZof San Ani

$143 564.00
E. Srmth Last Week  Last Year E. Smlth &

"what does ¥
meAn?"

New C-level Dashboard
& Information Architecture

| primarily tested for
ver. 2.1 Usetulness & Intuitiveness

o “ holpkul, 50 | cAR Yoset
" like Yhe fiwme oY ements \'MVMYO\WM&"

eee00 T-Mobile & 9:41 AM $ 42% W

1003 Clackamus Mall £

ACTIVATED DEACTIVATED
Sales
Not Connected

6001 4

Last connected on mm/dd/yyyy hh:mm
<comments 120 char lorem ipsum lorem ipsum>

Apr 28,2017 v

$32,026
DAY PARTS

6:00AM $135.54
Last Week

6001
Last connected on mm/dd/yyyy hh:mm
<comments 120 char lorem ipsum lorem ipsum>

6001
Last connected on mm/dd/yyyy hh:mm
Lorem ipsum dolor sit amet, consectetur

adipiscing elit. Donec mattis lacinia sapien vitae
aliquet. Vivamus leo lorem,

6:30AM $135.54
Last Week

Connected

7:00AM $135.54
Last Week

6001
Last connected on mm/dd/yyyy hh:mm
<comments 120 char lorem ipsum lorem ipsum>

Cash 6001
Last connected on mm/dd/yyyy hh:mm
<comments 120 char lorem ipsum lorem ipsum>

7:30AM $135.54 Voids

Last Week

6001

Last connected on mm/dd/yyyy hh:mm

Lorem ipsum dolor sit amet, consectetur |
I adipiscing elit. Donec mattis lacinia sapien vitae |

aliauet. Vivamus leo lorem.

/\
New Hourly Sales Ul New Settings Ul Locations Reporting
\ " WDV\'\' Ghnv\60 (‘,O\DYG“

"Yhese Are 6000\ to know'

Discounts

Carry Out
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Vivonet Mobile Insights App

dJes T@gﬂﬂg | tested concepts with target

personas to see which resonated
pbetfore further development

m Build it!

8 Investigate/Iterate
7 m Move on
6
5
4
3
2
1 I [] B I I
0

LTO Widget Product Mix Sales by Payment Find locations via Ability to view Additional Alerts Push Notifications Inventory Input  Storage Location Map  Benchmarking

Method map managers

Count Sheet

Sales Payment Method

$52,026

K.

Thaweek v |20%  $746476|40%  $267 0% STAGATEI40% 267!

THIS WEEK C
$ & T =

Scrap Ask EM Users Scrap

s weer [

$ & © =

Ask EM Users Ask EM Users Brainstorm
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Vivonet Mobile Insights App

Comparson

Before

Tedious Dirill-downs

After

Optimized Information
Architecture

Phone 7 Copy 20

Dashbord

[ Sales
iPhaone 7 Copy
— Laber
iPhone 7 Copy 2
_ LTOs
Suspicious
e Activity
Discounts
e

Sales
by Locations

Laber
by Locations

Phone 7 Copy 6

LTOs
by Locations

Suspicious
Activity
by Locations

Discounts
by Locations

Sales
Location
by
DayParts/0.5 hr

iPhane 7

Laber
by Location
by
DayParts/0.5 hr

LTOs
by Location
by
DayParts/0.5 hr

Suspicious
Activity
by Location
by
DayParts/0.5 hr

Discounts
by Location
by
DayParts/0.5 hr

Phone 7 Copy 12

Tickets

Phone 7 Copy 13

Tickets

Phane 7 Cooy 14

Tickets

Phone 7 Copy 15

Tickets

Phone 7 Copy 16

Tickets
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Vivonet Mobile Insights App

Workflow Phasing strategy

Sals
2 Phase 2 and onwards - Replacement Screens
pa— ® preo—— ® oz 017 «
$143,564.00 $143,564.00
| | $32,026
= -
Pt sioos s13045
ABC Food Ltd. (2] 2525 Blue Mountain Street [+2]
Day Part 2 s10554 g
$143.564.00 $143,564.00 Last Week
, ey Part 3 s135.50
) s B
ESmth  LmtWeck  Lastvesr ESmth  LntWeek  Last¥ear Day Part 4 ilsss gy
Best Burger Inc. (+2] 5432 Main Street. [+2]

113PM

118 PM

113 PM

TODAY v TODAY v TODAY € TODAY v TODAY v
1 1 dar E SALES | 3001
1 Phase 1 for Existing Screens . SALES oy s Check#: 20001 1112Au Check#: 20002 1163 Check#: 20003 1117am
$32 026 scquence: 2000 scauence: 20002 scauence: 2000
$ 0 Trident Foods Ltd $72894.00 $159100 ’ - -
301,503.0¢ s LASTVEARI070% LAST WEEK 97 LASTYEAR (078)% LASTWERK (173 XuSTWEEC  TOTALS Regiser 1 Register1 Register1
— —— P——
% Last Week
(9‘28) i week SeaWend, Ltd. $58.277.00 $224200 (a181) 108722 1 LARGECHILI $2.69 1 NEWGRILLEDCOM..  $659 1 LARGE CHILI $269
” TOTALS sosmes LASTYEAR18.72% LASTWEEK 1.36% LASTYEAR4.30% LASTWEEK, TOTAL$ % LAST WEEK TOTAL$ 1 ONION $0.00 1 COMBO FREE CHILI $0.00 1 LARGEFRY $219
1 SMALLFRY $1.59 1 CMB200Z FRSTL $0.00 1 200ZFROSTY $229
DayPart1 0.19% 26,821.62 DayPart1 ......

DayPart2 15187172 Cedar Restaurants of British C. $27,72400 DayPart2 1181)% 108722 COMPAREDTO 8.06) 46455 SUB TOTAL: $4.28 SUBTOTAL: $6.59 SUBTOTAL: $7.17
! s LASTYEAR (5.72)% LASTWEEK LASTYEAR 13.26% LASTWEEK D Last Year KLASTWEEK  TOTALS X 5039 Tax: $059 TAX: 5065
compracoTo DayPart3f.... (806)% 46455 ToTAL 467 ToTL s718 ToTL 5782
Wendysefsananrio $4557700 s231700 : o s v s v se

wsTes  LASTYEAR6.39% LAST WEEK (9.0: LAST YEAR (6.33) % LAST WEEK (27.37)% % LAST WEEK TOTAL$

€
DISCOUNTS Cedar of New England, Ltd. $73.268.00 $283500 -
0smes LAST YEAR 10.02% LAST WEEK (18.43) LAST YEAR 23.16 % LAST WEEK (7.07) % % LAST WEEK TOTAL$
© 3001
|

10 preserve users' mental models,
workflow and Ul changes were carefully refined
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Vivonet Mobile Insights App i0S 10 & Android Nougat (2017)

DM / U>< V\ QO Besed onldea Testing findings, we detelrmmed
that three separate apps best met users
additional needs

The Vivonet Vision for Mobile

XYZ Company, Inc XYZ Company, Inc

ToDAY Count Sheet Food App

OPENNING NOON END OF Orders
Week to Date Sales -
R COUNT COUNT COUNT Inventory
132,026

Prep Amounts
Forecast Adjustments

XYZ Company, Inc

Schedule

Walk In Freezer v

Joe

Cheese Sauce Cheddar
Chris
Chicken Breaded Chas

all Chicken Grilled Brandon
Cases 8 Bags | Stephanie La b 0 r Ap p
l Chicken Fried
w T F S S

. . Sch
Stephanie Smith L
M T Chicken Tenders Em [J“.I'

. . Trainin g
Chicken Tenders - Spicy
FORECAST  SALES ~ VARIANCE  PERCENTGE

| I ustments
Sat,Jan 14 $28,366 $32,026 53¢ TODAY PERIOD TO D|
Insights

ormance

Suspicious:Activity fity Employees
y

o 2233 Broadway $200 Voids today

r:\ —
LTo More
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Infor Point-of-Sale

The Point-of-Sale application had been on the market for 10+ years without a user-centered process or mindset.

|
O\/@ r\/‘ @ The business's main focus was building the next up and coming solution but neglecting to uncover existing
customer pain-points.

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
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Infor Point-of-Sale Dclphi (2018)

User Research & Customer Data

Who should we focus oh?

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

Customer Types

: \wo,?
what 15 our baselne?
Net Promoter Score Usability Score
| guided onsite user research with PM, BA 1 4 6 5
and Designer B
Detractor D Grade, Marginal

0+ Good Ideal to be above 72

50+ Excellent " "
70+ World class to be "Acceptable
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Infor Point-of-Sale Dclphi (2018)

ser Research

We watched 219 transactions through

remote sessions at Florida State U

Chick-fil-A
Credit 17.24 Amt Due:

’L‘—nn-

temized
Tenders

O =
Promo 15% | $5VOUCHER | ' empio
B - E-? a5

20% off
= MGR Meal Admissions

iz TS

$25_COUPON

=

Wnused — |

i (@ |id

Unused

4

oo

—INAINGS

Pan-gonts

Brror Prone TyPINg
“Low Button Discoverahlity
_Workkows wismatehing mental models

Groupead unused Ul

Unused
Buttons & Functions

~10%

Quick Service Restaurants
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Infor Point-of-Sale

Ul Frior to Research

—Oukdated
-Busy

—yninkurhive
B2 © > ..Bb Cash Eq 4.94 Amt Due: 0.00 SIfEEIEaE ENo o ... ]| ocuests | Tavleo
- 1 T 1 Geoft, H 0 1.7
Cash Cashier Detail Clock in Status Employee Detail Geott H 0 0.98
New Discount &
MM-Free 2 e 2
® - G £ e Emploke:pgammary Menu Item Report Open Checks
3 =]
Itemized
Cash Vouchers Promo 15%
- Tenders - Revenue {;enter Sales by Hour Sales per Person
10% Off 4 _ Detail per hour 4
&= Ad :” Employee Meal e NEE] e : :
Pay — 0 T Senarg; P;" s System Detail System Discounts 5]
Rowd 1) 20% off | FREE LUNCH Po
P Admissions COMBO 6 Transfer 6
- System Waste Tips
= 8 8
Drin Keyword .
i ko On Printer On Screen
Bakery
Cereal
Saarch
Hokd Repest | Countlist 1em Tax

Override

T INFOR
: Geoff's Coffee Shop

Share Unshere | No Course
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Infor Point-of-Sale

~nase 1 - Usablity Ennancements

Menu: Functions Rl_-l OGuest | TableO

Check 1 GUEST 1

% [cilReally long Item name can fit 888.00
Bruschetta

Shrimp Cocktail

Configurable buttons for

WCAG 2.0 AA compliant different restaurant types

Nav button Nav button Nav button Nav button

<) 8] il ~ [E] B Q Menu: Functions : 0 Guest Table 0

Nav button Nav button Nav button Nav button

I Check1 Guest1l Table5 @cz/3 =

Functions Nav button Nav button Nav button

Transfer Check as Discounts Aodify Guest 1 Allergens G‘ Cc2/3

1w % Pork Belly $8.00

Itern Tax Override )
Assign Course No Oniens
Intuitive workflows Share with

Unshare @ [zl % Crispy Walnut Gnocchi $8.00

No Onions

Contextual menus

% Cream Puff $8.00

No Onions

Nav button Nav button Nav button MNav button

Nav button Nav button Nav button Nav button

SubTotal: $9.00

Functions Nav button Nav button Nav button

\L Taxes: $1.00

Select
All

$10.00
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Infor Point-of-Sale

“nase 2 - U

Sedesign

& @ 112020 w01 AMPD
[ ] L]
2Guest ¥ Table12 v 2 " 2Guest ¥ Taben2 v 2 o .7 = I} a - =) $ @] Q g 2Guest ¥ Tablen2 v 2 o 7
5 Notification (16) X ., Discount& N Check 1, Guest 1 Check 1, Guest 1
MERGE CHECKS @ cask 3 o
Charge . RGE CHECKS % DISCOUNT @ cash
SRS @ cash arv memae arv mewave price
o . o Modern iconography
—— o 5 Override 2 1 item Name one = 1 Item Name one $125.00
COLD DRINK OTHER e kitchen is preparing your order. 4 Price e ‘ & cees % cAUSSAGE P
3 w = *
' < B GetPrices ' '
comBo DESSERT Failed to place the order 5 COLD DRINK OTHER e . - .
Please try again. 2 Item add-on two 2 ite
o Merge
-y J ' remtamecne . | | ' remtemeene e
Order Transferred = 6 DESSERT 2 Item Name one $120.00 2 Item Name one $120.00
.- . Your order was taf (5 v~
< 123456789 > Accessible colour scheme ; 1 Item Name one $125.00 st ez X 1 ltem Name one $125.00
total Jbtotal
BUTTON 2 BUTTON3 BUTTON3 Orderplaced 8 2 Tax $21
. " DESSERT DESSERT - :
e kitchen is preparing your order. & Printby ce fee :
BUTTON1 BUTTON2 BUTTON3 BUTTON3 Guest 9
Total $515.00 <1234 7 > Total $515.00
Order placed X ) 0 s e ae
BUTTON 1 BUTTON 2 BUTTON: BUTTON3 ) 2 Print Close < 1234567809 ) ——
The kitchen is preparing your order.
& BUTTON2 BUTTON3 BUTTONZ >
H > N c Home / ButtonNamel / SubButtonName el Checkout Checkou
et w1 aun > & m .
; iy il 0 {
E Orders < Notification
38 Orders Ready ViewAll Ready (25) n Progress (120) Scheduled (14) Completed (350 System (25) High Quantity (3) Out of Stock (2)
iew
(] 0 (] (] Order # Time Status Name Price 4/17, 01AM P!
1 2 3 Name/Table/#  Name/Table/s Name/Table, Name/Table/# C12345 13:45 Paid John Doe $50.00 Great! You're back online.
)1:56 PM com > Payment can still be processed. Contact Infor Support if persists for 15 minutes.
4 5 6 - , . \ 12345 13:45 Paid John Doe $50.00
B o ® a . 19 o Unable to connect with Infor Data Center.
7 8 9 12345 Paid John boe $50.00 Payment can still be processed. Contact Infor Support if persists for 15 minutes.
12345 Paid John Doe $50.00
0 & o
Application Offline czi0pu )
12345 5 U hn Dy 50.00 )
THIS 5 A TOAST MESSAGE. 12349 $ Unp Jofn boe 55 Unable to connect with Infor Data Center.
Payment can still be processed. Contact Infor Support if persists for 15 minutes.
O . 12345 Paid John Doe $50.00
THIS 1S A TOAST MESSAGE
) 12345 paid John Doe $5000 Unable to connect with Infor Data Center.
© ClockIn/Out @ Declare Tips Success Message azi0mn Payment can still be processed. Contact Infor Support if persists for 15 minutes.

THIS IS A TOAST MESSAGE.

. R C12345 Paid

John Doe $50.00

Role focussed dashboard

-

E Orders

= -

Order # Status Name i

< Notification

8:01 AM PDT

Out of St

38 Orders Ready Colour refined Dark mode

h Quantity

o

o N

Name/Table/# Name/Table/# Name/Table/# Paid John Doe Great! You're back online.

56.PM o156 01:56 PN Payment can still be processed. Contact Infor Support if persists for 15 minutes.

14 ITEMS EMS 14 ITEMS 141TE Paid John Doe $50.00

) Pickup PICK UP & DELIVERY 19 omem Unable to connect with Infor Data Center.
John Doe $50.00

ent can still be pr ntact Infor Support if persists for 15 minut

John Doe

John Doe $50.00

Application Offline

Unable to connect with Infor Data Center.

Payment can still be prc

P sed. Contact Infor Support if persists for 15 minutes.

John Doe Unable to connect with Infor Data Center.

$50.00

ill be proce: Infor Support if r 15 minut

John Doe
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Infor Point-of-Sale

Qutcome

$ 1 . 5 M First major tablet deal closed

Deal replacing orAcLe software gud 034

Mobile-Friendly Design

\
Jniks ok WAYAWAYY:

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

500+ 100+ 70+

Installs Installs Installs

Contextual Menus Hidden Function Buttons Hidden Number Buttons
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Front Desk Dashboard cx: js (2021)
As other product teams learned of the success of the OrderNow app, headcount for my team increased to give our

|
\/@ r\/‘ ( }\/\/ 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.

23 Standarg = Departure %
3 Premium Not enough clean rooms View VIP L/-,
View _ e Events
Check-In A Possible stay overs Vijew %
' ALL(11 ~
- Checked-Out — ) Al Departure (g) March 2021
59of 135 ' | Today
91 remaining - Date Createg
of 100 - i : S
30 remaining ‘3 R'Char d Smith 28
PREFERRED GUEST
VIP LATE CHECKOUT Dat : —~
) @ Smith COmpany B 29 u) VVSVCh?duled Maintenance
lev : 5. T ) 2:.00AM - 3:004M All S8IVer will e .
Pre-registereq R
O ."8 10:0 OPM 2 Ex| ted ) t )
Loyalty Members 7 M. Robert smitn acwe  ACME Company | . 30 whanueva + Solano Wedding
11 12 J00PM {1 P: ACME Company: T 10:00AM - 3:00PM at Diamong Baliroom
Player Members |
516
Dat , VIP ACME Co '
@ ABC COmpany 2/202 31 3:00PM - 5:00ppm af’g:;‘ggﬂ%gz:erence
Room Sy B T
mma
4 e Housekeepin INFOR Corporate Annuay Event
g 2 .. . 10:00AM - 3:00P at Diamond Bayy ’
Traces / Task % eem
| 34 1 Vs i Vacant Roomg Occupied Rane Stratup Weekend Even

My Role: UX Researcher, UX Coach/Manager
Scope: User Interviews, Requirements Gathering, Develop Job Stories, UX Design, Visual Design

Limitations: Conform to existing Ul 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
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Front Desk Dashboard cxt.js (2021)

Joo Stories

HMS Dashboards - Front Desk

Created by Geoff Wong, last modified just a moment ago

Who is Asking ?

Client

Product Strategic

(Fix)

q
g

Big Picture

Provide insights to front desk staff to

provide an imp!

We Introduced a
pite-sizeo
0 a team

UX maturity

General

Widgets with Storyv/

Stay 360 style

Load Async

Add few KPI on tool barv/

Show numbers in K or M

Show zero numbers.

Traces widget that can complete traces

VIPs arriving Widget — Names not just numberv'
Short cut widgetsv'

Bar rate widget for 7 daysv/

Clicking would open Guest stay with arrival date and rate auto populated
Availability for 7 daysv'

Room Type Availability Widget v1/2

.
Ability to select a room type
Ability to select a date

* Leasing Widget

AR Widget

Social Widget

GM dashboard flashy that can be presented to execs
« Graphs, Pie Chart

Promotions for the week

Interface status

Priority = Ask Role Vertical = Story
My Task/Traces  Front All "When | am on my shift, | want to make sure
Widgets Desk Hotels all traces due today are completed and
ensure departments are aware of their task
so that | can provide an enhance experience
to guest that will help the hotel brand”
P1 Room Moves Front All "When a guest arrived late for check-in, |
Desk Hotels want to make sure that the guest will be

moved the next day to original booked
rooms with complementary hotel item, so
that the guest will have a good experience
with the hotel and improve hotel
brand/experience"

guest experience.

Current
Experience -
Work Around

View checklist
of tasks/traces
for guests.
Follow up on
other
assignees who
have task
nearing the
due date
Complete
Traces
assigned to
me

Check rooms
to be moved
look for rooms
that guest will
be moved.

Why is it being Asked - Issue

What is being Asked - Business Requirement

Problem to Solve

Tasks are
completed to
provide an
enhance
experience to
guest
Departments
are aware of
task

| complete my
all my task on
time

Traces are
created for
moved Guest.
guest are the
moved to
correct room.

Who will be the consumer of the request — User

Infor GM, Infor VP

Front Desk Manager

Front Desk Staff( EU and NA)

2

Systematic UX Outcome

Room moves are completed and

Be aware of the task | have
and make sure to make the
necessary arrangement
ahead of the due date.
Make sure other
departments with task

nearing Due dates are aware

of their pending task/ trace

house keeping are called to
clean the vacated room for next
occupant.

Design

Traces / Task [T

Buy Welcome Flowers for ABC VIP Guest

« Shows Traces and Task assigned to Front-Desk
* Date shows Due Date.
* Need to verify if we can connect to other systems to determine "Created by.." inf

NOT FOR PHASE 1

Default: Informational

Room Summary "o
341 «» 350
ol Roore: 368
Room Moves 7
Room Holds 10

Out of Service 9
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UX Design & Outcome 1

Good A Grade, Excellent

0+ Good
50+ Excellent
70+ World class

Front Desk Dashboard

Day in a glance Expected Total ‘:.} 23 ¢ MOSt‘ly‘CIOde
1 00 1 75 /350 ;EEL LIKE ';\J;N:I:n‘lh :‘EI:J;"L\T"
(© Departure Occupancy View 7 days
Arrival A e Departure v ... VIP oo Events Show Calendar «..
i March 2021
m Not enough clean rooms View A\ Possible stay overs View ALL(11) Arrival (3)  Departure (8) Today <
Check-In . Checked-Out Date Created: 3/12/21
59 of 135 91 remaining 70 of 100 30 remaining ] VIP: Tier 1
R Scheduled Maintenance
) ) ' T 29 2:00AM - 3:00AM ANl Server will be down.
PREFERRED GUEST RRIVE LATE CHECKOUT TOT Smn: Company —_
r ne om UC e
VIP 2 Viewlistto ca — 30 Villanueva + Solano Wedding,
5 c ) o 10:00AM - 3:00PM at Diamond Baliroom
) 10:00PM Expected Checkout ACME Company
Pre-registered 0 8 ? 1 VIP: Mr. Robert Smith ACME | . . C1E Compar v: Tier-2
SRV | . ) VIP ACME Coporation Conference
Loyalty Members 11 nz AR Expactad Checkoy — 31 3.00PM - 500PM at Henry Ford Aoom
ABC Company
Player Members 5ns VIP: ACME Company; Tier-2 INFOR Corporate Annual Event,
10:00AM - 3:00PM at Diamond Baliroom
Room Summary e Housekeeping 2 ... Traces / Task 2 . Stratup Weekend Event,
10:00AM - 3:00PM at Jade Ballroom
Vacant Rooms CJceupied Foome —— 6 ACME Corporate Annual Event
341 Vs 350 Completed 10:00AM - 3:00FM at Fose Ballroom
Cleaned Rooms Total Avallable to Sell
_ Cleaned
Total Rooms: 350
—— ;
Room Moves 7 ° e 200 B 0 Pending —
54 cleanad rooms
Room Holds 10 Pending (7) All (21)
Dirty 167
® Overdue Due: 03/17/2021
QOut of Service 9 Inspect 1 0 Buy Welcome Flowers for ABC VIP Guest

reated by Andy (

Out of Order (o] Pickup 0
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\Vore Case Studies

UX Vision Buy-in with Executives
A Visual Story

Case study available through a virtual meeting

GenAl UX Strategy

Product Suite Phased Desi
roeHEt ST Thased Hesin Design Ops - Advancing UX Maturity

with limited resource and funding

Work Breakdown Structure

Case study available through a virtual meeting

Case study available through a virtual meeting

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




