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CASE STUDY:

NOVANT HEALTH

The MyNovant App

PROJECT OVERVIEW

The brief centered on updating the Novant Health App to
MyNovant App by creating an experience with fewer clicks and
screens/pages, and streamline the navigation with a more user
center focused. Using the Agile Lead methodology we use less
business requirements and replaced them with user testing to
validate the needs and wants of the end user.

USER TESTING

We discovered users found the current app confusing and
frustrating. The user did not know where to go for appointments,
where to check on messages. The current navigation was lost with
all buttons on the main page.

USABILITY RESEARCH

Insights from our research showed us that users wanted to view
possible providers, view the locations of clinics, messages and see
their next appointments with the ability to set up appointments.
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Original application no brand unification, crowded and wordy

The current steps for a video visit the user need to click through 12 different screens with some screens needing 2 confirmation taps. We

mapped out the user flow identified redundancies and screens that could be merged and in some cases removed altogether.
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WIRE FRAMES

Low-level wire frames showed what possibilities the new app could
have. The design was then taken to a design studio meeting with
the team and stakeholders to get feedback and reviews. In the
design studio, everyone’s feedback was added and taken into the
next step. the prototvpe.
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WORKING PROTOTYPE

Moving forward, we took the feedback and edits from the design
studio and start our working prototypes. With precise and

purposeful designs we had a prototype ready for usability test/
research.

¥ NOVANT®
m HEALTH

§ NOVANT*
B HEALTH

Avideo visit allows you te complete an Echeck-in Progress Echeck-in Progress Echeck-in Progress

Echeck-in Progress Echeck-in Progress
urgent care or office visit virtually. Each —_—
visit costs $50, —_—
2
;"-\“;‘3 . Learn more about video visits You're added to the queue! Personal Information Edit Medications Edit Allergies Edit Payment Option
ov 31 -
B00AM o = Mike Test Please review your medications and verify Please review your allergies and verify that This video visit will be $50.
O 2325 Belvedere Ave that the list is up to date. Call 911 if you have the list is up to date. Call 911 if you have Wil voube s .
pres— Video visits only work in select states. Estimater Belomont, NC 28346 an emergency. an emergency. LB E AR 2 «©
= nnual Check-Up .
RS 704-534-7754 _ - @ tgto care
Nov 31 Select your State v ZOLOFT 100 MG Tabs i B | insuance Card Edit
8:00 AM Complef t profile and Started taking on 11/16/2019
insurance/payment while you wait, . - One Call Care Mgmt Workers Comp .
Personal Details Edit = You're done with Echeck-in.
W:ai concerns do you want addressed HYDROcondone-acetaminophen 5- [ ] | Medguest Gbl
today?

ortness of Breath » Added 02/30/2019 Would you like to start your video visit

with Tytocare?
Reason for your visit

Gender: Male 325 mg per tablet
ErdE Ethnicity: Not Hispanic o Latino o s
o on 08/04/2014

Race; White o Caucasian

Language: English

Video Visit Clinic Visit EVisi Confirm Information

GoBack

Take me to Tytocare

GoBack to

USABILITY RESEARCH
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FINALIZED PRODUCT

The finished product is a user-centered app that drives the user to
the exact place they want and need. Short tasks will reduce the
amount of confusion and frustration. The app increase visits, boost
online appointment set-ups, communication with doctors, and
raise users’ involvement in their healthcare.
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CASE STUDY:

WEST POINT INSURANCE

Updated Company Website

PROJECT OVERVIEW

West Point’s website was updated 5 years prior, however, the
look and feel had become very dated, wordy, and had pages with
redundant content. West Point Insurance wanted to target their
current customers and new potential customers that wanted to
learn more about West Point’s products and services.

UNCOVERING PERSONAS

Shareholder and management interviews were conducted to find
out who they should target and what action they wanted these
targets to take. After 10 interviews, all the data was analyzed, and
we narrowed the target to 2 user groups.

Persona 1 is a high-level management looking for products and
solution services for their company. She is shopping around and

gathering information to present for their company.

Persona 2 is a small insurance company owner researching
possible service solutions for their company’s needs.

CONTENT

JANIS

MOTIVATIONS

1. Most beneficial for their
company

2. Learn more information
about West Point

GOAL

1. Find best solution for their
company

2. Most professional

3. Make the best decision of all
competitors

THINGS TO KEEP IN MIND

1. POSITIVE INFORMATION

2. LOOKING FOR MODERN &
STYLISH

3. LAPTOP AND TABLET

PERSONA 1

EXECUTIVE
HIGH-LEVEL
MANAGEMENT

Age 36-58
High Level computer savvy

TIME:

Average time 6-15 minutes

PAGES USED

4-7 pages

L IO
60% 30% 10%

USERS
55%

TASK & USER FLOW

Working with stakeholders, we defined the following actions for the target users: we wanted them to
learn/research online and then request to be contacted.

THINGS TO KEEP IN MIND
1. LESS PAGES

2. QUICK INFORMATION

3. LAPTOP AND TABLET

PERSONA 2

SMALL INSURANCE
COMPANY OWNER

Age 30-60
Mid level computer savvy

TIME:
Average time 4-15 minutes

PAGES USED
3-5 pages

L 1O

70% 25% 5%

USERS
45%

The flow for target users was first direct them to the section/feature then the content/information, and
finally a call to action - which was a request to be contacted by a representative.

Streamlining the website using the available analytics allowed us to remove pages and consolidate

others. We grouped sections into products and services, which allowed us to lower the page count
by 60%. We edited the content to help the user understand the products and services simply, not to

overwhelm the user.

CALL TO ACTION

We narrowed the pages to a total of 5 pages, which had a call to action on every page. The call to action
was a request to be contacted. We let the user have full control of the next steps.

MAIN PAGE —» | BUSINESS SERVICES | — | BUSINESS SOLUTIONS WHO WE ARE —> CAREER — CONTACT US
[~ i
v 3 v v } v
SERVICE/WHO WE ARE UNDERWRITING POLICY ADMIN OUR HISTORY CAREER SEARCH MAP
MISSION STATEMENT CLAIMS CLAIMS OUR STRENGTHS NOTIFY FUTURE CONTACT INFO
SOLUTIONS & SERVICE | CUSTOMER SERVICE BILLING OUR CORE VALUES RETURNING LET'S GET STARTED
v v v v ‘ 4
CALL TO ACTION ACCOUNTING REPORTING OUR TEAM CALL TO ACTION

+ v

v

PRINT AND FINISH WEB PORTAL

CALL TO ACTION

v v

CALL TO ACTION

CALL TO ACTION
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PROTOTYPES

After the user flows, the next step was creating high-level prototypes (not final) with three design options.

Design sessions were held for stakeholders to give feedback on and pick elements they like from each. After the meeting, we took notes
and utilized arrows - red for items they did not like, yellow for those they did like next iteration.
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“A business with a large company
professionalism, with a small company
customer service feel. A perfect match.”

‘ -Quote by Person
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WE DEVELOPE AN
INTEGRATED APPROACH
TO PEOPLE, PROCESS, &
TECHNOLOGY

OUR CLIENTS b »
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Responsive Soutior Web Portal

NEW
SOLUTION FEATURES

* Functional career page with

In my next design, | gathered all the feedback and updated the iterations to come with the final search results

product. Simplified design created an updated look, clean and user-focused. The user no longer

was overwhelmed with pages to click through and long wordy paragraphs. Every feature in each * A newly edited “*Our history”
section was short and to the point. Once unified on design, the website looked cohesive and all- which gave room to have
encompassing. The stylized lifestyle video created a warm airy feeling for the user to bring the human “Our Strengths”, “*Our Core
feeling to the site. Values".

Coded into the website, the mobile and tablet renderings offered a simplified view of the website * A new mission statement on
catered to the device usage. the main page.

SOLUTIONS  SERVICES ~WHO WEARE  CAREERS  CONTACT US

SOLUTIONS  SERVICES WHOWEARE  CAREERS  CONTACT US

SOLUTIONS  SERVICES ~ WHOWEARE  CAREERS  CONTACT

BUSINESS SERVICE!

SOFTWARE SOLUTIONS

We provide experi diintegrated s
the framework for successful insurance compani

YOUR VIRTUAL INSURANCE COMPANY POLICY ADMINISTRATION

UNDERWRITING

We satisfy all your insurance needs by offering an
integrated insurance software solution, Business
Process Outsourcing services including print and

finishing.

UNDERWRITING SERVICES INCLUDE:

CLAIMS

CLAIMS

SOFTWARE SOLUTIONS BUSINESS SERVICES

WES T POINT

NSURANCE SERV

5
aVWEST POINT
INSURANCE SERVICES

. i NSURANCES RVICH
CONTACT US &

(800) 688-6213 TRATEG

(727) 507-7565 EXECUTIO
7785 66th Street & SUCCE

North QUR SERVICES

Pinellas Park, i —
Florida 33781 © WHO WE ARE

WHO WE ARE

‘OUR HISTORY
'OUR STRENGTHS
‘OUR CORE VALUES

‘OUR TEAM

YOUR VIRTUAL
INSURANCE
ORI PRESS RELEASE
We satisfy all your
needs by offering an
integrated insurance
software solution,

WEST POINT LAUNCHES
CBIZTECH

West Point Insurance Services Launches

e ——
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CASE STUDY:

MAERSK

Account Dashboard

PROJECT OVERVIEW EPIC

The client managers, customer service and sales team need to be
able to view customer data several times a day. The teams need
the data to identify under-performing products quicker and to
forecast and predict the customer’s needs. The user’s also need to
view high-performing clients to ensure their continued success.

EASY ACCESSTO OVERVIEW
OF CLIENTS DATA

STORY 1 STORY 2 STORY 3

EPIC & STORIES ViEW

QUICKLY FORECAST
CLIENTS' VIEW CLIENT OR PREDICT
The project’s overall goal is to increase quick access to overview SALES AND NEEDS OR CLIENTS
of client’s purchase data. The stories are being able to view high DATA ISSUES NEEDS

and low performing clients, quickly view those clients, data drill to
forecast and predict clients needs.

PERSONAS

3 users are identified, Sales Team, Customer Service and Client Managers. The project is going to be built using micro-strategy and only for
desktop users which means data will only be available within the Maersk Network.

DAN
CLIENT MANAGER

Client Manager manages Sales
and Customer Service Team
within the Maersk network.

PETER
SALES TEAM

User is on the Sales Team
within the Maersk network.

JENNIFER
CUSTOMER SERVICE

User is on the Customer
Service Team within the
Maersk network.

FEATURES LIST:

Updated data on accounts
Overview and drill-down

Overall view all users’ clients
Quickly identify issues (+/-)
Compare Year to date, quarterly and
Last 30 days

NEEDS:

Streamlined

Updated layout

Information design guidelines

DEVICES: PLATFORM:
ONLY LAPTOP built in
Maersk Network Micro-strategy

DASHBOARD
USER FLOW

Project managers believe a
dashboard would help account
managers quickly view their
client’s stats in real-time,
using data already available
the functions will be sorting
that data. The dashboard flow
is from Dashboard/Cockpit,
Overview and then Data Drill

down data.
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FEATURES LIST:

Faster loading times

Instant updated customer data
Overview and drill-down

Overall view of each customer and data
Compare Year to date, quarterly and
Last 30 days

NEEDS:

Simple use

Updated layout
Printable data sheets

DEVICES: PLATFORM:
ONLY LAPTOP built in
Maersk Network Micro-strategy

View top performing
and lowest
performing clients

Get an overview of
selected client

FEATURES LIST:

Able to view all clients

Overview and drill-down

Quickly identify issues (+/-)

Compare Year to date, quarterly and
Last 30 days

NEEDS:

Simple use
Streamlined

Hourly updated data

DEVICES: PLATFORM:
ONLY LAPTOP built in
Maersk Network Micro-strategy

DASHBOARD Egd  COCKPIT —»W—» DRILL DOWN

Directly land to the
cockpit page

Full viewable data of
client with filters

J COCKPIT J

J J i J

DRILL DOWN DRILL DOWN DRILL DOWN DRILL DOWN




LOW FIDELITY WIREFRAMES

This first step communicates to the team the basic structure

of the pages, what will be displayed on each page, and how
information is organized. This round also shows the functionality
of how this interface works for users. After a design review,
feedback is given and updated to the requirements. Next is a

newly updated wireframe.

MID FIDELITY WIREFRAMES
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Updated features are added; breadcrumbs, filters and search are
integrated into one line. The wireframes details reveal a possible
issue with the cockpit feature. More feedback is given after
stakeholders are given a view of the mid-level wireframe.

DASHBOARD

@ % PUOMMANCE RATETRACKER  DEMAND  UTLZATION  UPTAKE  CONTRACE

RATE TRACKER | CHART COMPARE : CUSTOMER

RATE TRACKER | DETAILS : CUSTOMER

- #

st
- -

cstomen
I 1]
— EHE EE N EE e EE 4
a 7% a1 12% w-10% I - - - - - . .. - - o
= L] EHE NN EE EE EEE EE Y
32k 3k 44k — EHE EE O EE EEE EE Y
I - - HE EE NN EE O E. 4
) I N N NN EEE .. (4]
uuuuuuuu BT B . o il s anm e amm W
I EE EE N . EE Y — i i
——— :: :: :: :: =: :: j — EHE EE N EE EEE EE Y
I HE Il . . I .. -1}
— I R . —— ST T TR TR T T
I EE EE N EE O EE Y
— EHE EE EE EE EEE EE Y

HIGH FIDELITY WIREFRAMES

With more of a detailed version (data entered and sample graphs) the team is seeing how the pages will look. After the mid-level
wireframe, project managers decided they wanted to replace the cockpit into a chart like page, showing the top 10, and the bottom 10
for long-term and short-term clients. With very little feedback, the wireframes are passed onto the developing team.

= Futen LINE OF SIGHT MENU =

== FILTER PRICING MANAGER = FILTER LINE OF SIGHT

FINALIZED PRODUCT

The new product allows the user a quick view of their customers, creating a place where users are able to view crucial customer
performance data and generating quicker reaction and stronger ownership of their customers and their customer’s needs. The updated
layout added less confusion and streamlined the navigation and filter functions.

LINE OF SIGHT

LINE OF SIGHT

MENU =
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CASE STUDY:

SUNBELT RENTALS

The Web & Phone Design

PROJECT OVERVIEW

Sunbelt is adding new functionality to its website. | joined the
project in the middle of this website update. | quickly learn the
companies brand style guidelines and hit the ground running.
While the approved website designs go into production, also
design the phone application.

WEBSITE PROTOTYPE

The first task was designing the web pages for a new technology
that locates the equipment/asset 24/7, as well as track it’s location
history for invoice purposes. Keeping with the brand style
guidelines, | update and redesign the equipment information
pages, as well as statistics, assets data, and the real-time data
uploaded dashboard.

Information R

Diagnostic Trouble Codes Wynne Work Orders
25 -19 ELECTRIC SCISSORUFT
OEM Serial Number
10000103

Active: 1 Active

Timestamp Description code otal Annual otal Bulet Total PM Total Complian

Weight
2630 s 134pm 31320 Filter Plugged

Dimensions
THLXIOW TIH Search Word
Model Year
2009

Sensor Serial Number
1234567890ABC

PM3 5560500

Telematics Device Model
M

History

,,,,,,,,
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WIREFRAMES

My first step for the application is drawing possible designs.
The application will differ from the website with a sign-on page,
bottom navigation and more interaction. After communicating
with the team and making some updates, | move to prototypes.
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FINALIZED PRODUCT

The finished product is a user-friendly website and application
that allows the user to navigate through their task quickly. The
unified layout and navigation provide easy-to-use application. The
updated, simple and modern feel reduces clutter, confusion, and

frustration.
° ° [ )
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| |
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Ex. 12345¢ i L ESgb B
o ! f ik Showing Last 30 Days
I E L HI i
Equipment Search e ful=T3 | Last Updated: 3:13pm Jan 15, 2020
v oEN 1
Q. Make, Model, Etc G . .
i St 90 49, Diagnostic Trouble Codes
f BT}
¥¢ Favorites TR | el ’ , 1 Active: 1
N S otHe B LT
z ; = A Fuel Level @ Remanining DEF @ Timestam) Description Code
Asset Category 15 R 22/24 Gallons results 8/10 Gallons results " "
{ECERIRLETS ¥ 9 72 1:34pm 3/13/20 Filter Plugged 432.1
“laar Sanre (=0 10000103 ﬂ( L)
Clear Search 2 LG 1932RS -
= Get Directions elematics Lo
Location 24% Inactive: 4
Description 1 Machine Health
Q pPC# 19’ ELECTRIC SCISSORLIFT I Timestamp Description Code
Average Load N Route2Asset
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25-19' ELECTRIC 7 - SCISSORLIFTS pria;‘:izg Information 1:34pm 3/13/20 Filter Plugged 4321
SCISSORLIFT
SEARCH Location History
Weight OEM Serial Number (
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