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aboutme

i have been working in a design industry for 18+ years,
currently working with walmart global tech, as a product/ux designer.

being from a creative digital background steeped in a combination of visual
design & ux. i'm very passionate towards design, started my career as a
creative visualiser where i enjoyed using my skills, creativity & thought process
which helps me to develop my mind and since then got attracted towards user
interface (ui) & user experience (ux). have worked on multiple international
projects where i have gone through the full ui/ux cycle from inception to final
product. i always strive to make useful and accessible designs for the users
which must be easy to understand for all the age groups.

fortunate enough to spent overseeing creative philosophy, process
and product, crafting online and offline brand experience in it industry,
advertising & digital media.



WORK EXPERIENCE SUMMARY

User Experience Design
© 4 years

SKILLS

= User Interviews

= Persona Creation

= Heuristic Evaluation

= Stakeholder Interview
= Wireframes

» Design Thinking

= Empathy Mapping

_=m Creative Direction and Visual Design

#
@‘/ 12 years

Affinity Mapping
Information Architecture
User Journeys

Task Flows

Responsive Web Design

User Centered Design

Certification: Design Incubator UX Training Certification

DOMAIN

= Telecom

= Manufacturing

= Healthcare

= Insurance

* Banking and Financial Services
* Air-Space

= Sports

= Hospitality

TOOLS
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PROCESS m e

User Business

Discover

Evaluate Scope, User and Business Goals,
Critical Success Factor

Evaluate

Validate prototype by performing Usability
Testing to arrive at final decision

Explore

Heuristic Evaluation,
Competitive Analysis

Learn

Understand User’s Behavior that
influence the Experience of the Design

Deliver

Collaborate with Visual Designers and
Developers to create prototype

Refine Analyse

Plan responsive low-fidelity Create Profile (User Task,
mockups for multiple platforms Environment) and Personas
Develop
Task flows and Scenarios to build
Information Architecture
']
Task

Scenarios
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CELL C | SOUTH AFRICA

Challenge

. Customer Vakie
Kaya Botha | SA-SO0BOB4EO0ET [ iphone R Dewis
» Aciive

4 [ +27 87 2211913 e B Cell © Mobile App Send Apatife
= Legacy System
The existing systems used by customer facing agents

Greetings | How may | help you today?

: £ ccaunt Profile View M Current Outstanding Vimer M System Check
to handle queries across multiple departments were outdated Lm 0;9 L
Mrs. Kaya Botha Sub Contract STAMDARD e
» Multiple Systems leading to workflow mismatches N i - i W
Multiple systems involved for handling a single | [ i ® @ @ | © Acwumisingiun
task adding to cognitive overload N [ —
Recent Interactions Wlew Al nteraction Trend
* Complicated Processes e won e | SocislProfie

Complicated processes for customer facing queries

= Non Empowered Agents
Agents unable to handle varied customer queries leading to
unnecessary interdepartmental transfers

Subseription

Task Undertaken

Design Thinking Workshop | Contextual Enquiry | Persona | User Journey Map
Heuristic Analysis | Card Sorting | IA | Wireframing | Visual Design



USER RESEARCH AND EXISTING SYSTEM ANALYSIS

Archaic

More than 25 outdated systems were

in use by an agent to resolve various queries
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WIREFRAMES AND DESIGN

cel® ‘Secach by MSISON ! S0 AN 1D {AZCOGN Mamiset a

Greelngs ! b ma | Dy mu DT

SAINA I

+I7 87 231 1913

0 1P 3 i

5 TG Mo cpp Send g VL

i
18 by 2018

Cumorar s
14 e

Azl Profly e Lurent Qusstarding bl E
o Tomm Tamaginn RGP Formercnm m sagrans A
M. Ky Bots L] Caneagt P hears o \
- 81 L
i Asest Erva o B ® W =
- 1’ ]
TG 4 Sernmn g K e con 9 L ot clighie o, S =
Saoen, Josamestuy .
FECENL WIS —— FLEfcln Trasa Socisl Profis
Wesk  bkek Bk o T
S
@ . 8 i
— SR
o
= O /
=
13 e s
«. @B " = et [ I e Feman gury
f sacenas
Vi i
DTAMIZEES  COTNeCl. NedsFuy 10 RESlC 8 A RES0D = 2 M
WTE W13 Comrd-Prameddl S A A1 = B
Trar o Hin v rubls ruser =T
NN VLA 10mgs WU = Dascise A6 [
Cumani Ussgn Fatises e FIRAE Ve 8
Login i
**Motivational Quota
**Employee of the Month
Passwerd
**Team of the Month

Kaya Botha B 5A-000808430008F
@ o =
o

F [ =27E7221 1913 dlj

Greetings | How may | halp you today?

a [

Cuszomer Yalue La et on
@ #Phone iR Dewils 10 May 2078

Customer Goldl a PR
; Cll€ Mable App Send Agp URL SO 31
| Silver 15 Febi 2018

account Frofile i Al Current Qutstanding ew Al System Check
Owner Tupe Subisirpe
Account i in Bundle
Mrs. Kaya Botha Suly Contract STANDARD R1 039 @ .
Pagment due on 30 Apr 2019
Line is Antive
Address # Erngil & Diebit Dt & e (=]

Manhattan &4 Sanninghill, kayais@gmail.oam 29

Sandtan, jehannesburg

Prasious Ao

®

nETH Rl

9

@ Accountisin Bill Limit

:®
)

u'\_
m

© ot eligible for SIM SWOP

Recent Interactions Wiew All Interaction Trend -
Secial Profile
Wk month 6 Momth
oy o il Limit Increase B
S papras wesstan = o Tuster
Py
Kaya Bt
Bill Dispute | #3720261 10 \0,. Dsanaon,JH
25 War 013 e
Edpanancing & na ok
as e ed (mmechate assistance
ROl _support
Handset Repair | #7583922 R
o
20 War 2013 10 aim e Jan Febs M Apr 1734 [ 808
Tweets  Follwers  Fellowing
i wiew a1
Subscription o e
P P T e Due " bia B
w . Bsnncton,
0744128923 Contract- MediaPlay 10... Masber ® Actrve RE50.40 %6 2 Manths -
0a7 211 1913 Contract - Finnacle2&0 Sub & Artive Lalied] ] & Months

There is Filier cormection mapped veith your RSA 10 You can link He accourt veith this register mabite number

B Soahalrica

Acceunt Packags N Acrthiy gt Rchane
117853422 WUMA 10mbas VUMA # Deactive  RGS9 Overdue
Currant Usage Pattern
¢+ Recommended Deals » FIERE
weatsapp Buncle WUMA A0S availabie in 1
® Offered @ used 4 Aelodan:
1GB
e M gy i 0
twanek govear
R20 i
200 g
Data Bundie .
- —
1500MB 4GB 3 AYEF
. 30 days i for 310 days
] +
DA AmME s RED R199 EMPLOYEE

OF THE
YEAR 2019




VODAFONE-IDEA - SWIFT | INDIA

Vodafone Idea Limited is an Indian telecom operator.

A pan-India integrated GSM operator offering 2G, 3G and
4G VoLTE mobile services under two brands named
Vodafone and Idea.

Challenge

= Old CRM Application
The existing systems used by both company were Oracle
and Siebel and both system of handling was totally different.
TCS came in to plot to create a single common ground field
application for Vodafone-ldea

* Multiple Systems leading to workflow mismatches
Multiple systems involved for handling a single
task adding to cognitive overload

= Complicated Processes
Complicated processes for customer facing queries

Task Undertaken

Research | Contextual Enquiry | Persona | Design Thinking Workshop

Heuristic Analysis | Wireframing | Visual Design

Business Goal

= Transform CRM Agent to a Customer Advisor.
- Reduction in agent attrition rate
» Reduction in agent training time
* Reduction in Average Call Handling time for service requests
» Use the new surplus ACHT to advise customer on curated products
* Reduced human errors in recording service requests
* Improve customer delight & satisfaction
- Reduce back office intervention



USER RESEARCH AND DESIGN THINKING WORKSHOP
WITH CUSTOMER AND CALL CENTER AGENTS

UX Involvement

Vodafone Idea Limited’s call centers, stores, back office was visited.
Studied and interviewed users, shadowed call center and store agents,
interviewed corporate management.

* Call center agents

+ Store agents

* Higher management

* Type of locations (high low rural urban)

c ffgy'aﬂa ey

Objectives of Research

* The wide range of users
* Process complexities

+ Workflow of front office (CC agents & store agents),
back office and management

| Value
Professional

» Working environment, work satisfaction triggers for agents
* Onboarding & training of new agents
* Evaluation and quality check process




WIREFRAMES AND DESIGN
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TAKAMOL HOLDING | SAUDI ARABIA T i
. (ol

j

Aim

» To create portal for Takamol Holding’s
Childcare center product Qurrah

Strategy Applied e

» Conducted thorough research within Saudi Arabian geography and daily lifestyle scenario of
working professional women, parent or guardians. Created task analysis to understand the
user behavior with traditional system and selection of childcare center. Based on the analysis
done, we enhanced and digitized the overall system making the navigation and selection

process fast and easy. Task Undertaken

With the requirements in hand, we started thinking about the whole experience user had to indulge: from start Persona | User Journey Map
right to finish and beyond. Having the flow traced we started paper sketching the screens. After finalising the _ _ _ _
sketches we created clickable prototype with micro interaction to experience system behaviour in details. Wireframing | Visual Design

The next step for us was to make a perfect balance visual style for the application as per Qurrah Branding

guidelines. We opted for a pure branding approach and magento based components. It was a fast and fluent
process to create the mockups as the visual style decided and the sketches finalized. We also took care with
respect to placement of content, icon sizes, use of proper colors etc. to make the system more user friendly.

Benefits

» Enabled a single entry point that offers a range of nurseries and childcare centers for mothers to enroll
their children with fast and easy steps. Supported and increased the rate of Saudi women working in the
private sector and encouraged job stability. Developed and improved the environment, services of the
child-care centers in the Kingdom of Saudi Arabia. Created transparency and easy access to the .
information on childcare centers, through the launch of the product Qurrah. ey




WIREFRAMES AND DESIGN
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SKY MANAGER - SKYGUIDE | SWISS

About skyguide .'

= Air navigation service provider revamped it’s old desktop
application which was for the employees to manage
customer information and provide helpdesk services.

Welcome to the
SkyManager

Activities

Gap Analysis of existing application — cluttered and old
visual design, slow system, complicated work flow and
IDE type design.

User Interviews — 40-50 years of age range, reluctant to
drastic change, are comfortable with traditional layout.

Redesigned Information Architecture — IDE type architecture
was complicated. Task flows could be simplified.

Identified UX & Business Goals — Business wanted to have
a faster software which was in line with the using habits of
the employees. A better customer management experience
was expected.

Task Undertaken
Gap Analysis | |A | Wire-framing | Visual Design



[ Legount

Skyhanager

Customer Management

Home % Yicw List

WIREFRAMES AND DESIGN
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CTOS | MALAYSIA

CTOS is Malaysia’s leading Credit Reporting Agency. It provides individuals with
personal credit reports and businesses with a comprehensive online system that allows
them to manage their business credit risk via credit checks, customer monitoring and
trade references.

Challenge

CTOS wanted to re-engineer their current application stack for greater stability and
resiliency. Below are some of the challenges that we treated as problem statements:

= Currently the applications of CTOS are developed in varied technology stacks, some
of them are even out dated and the application architectures are not uniform.

= Non availability of functional and technical documents are another pain point. The user
interface was designed 20 years back and followed very less design principles.

= There were 13 systems in total (in project scope to redesign) which communicated with each
other in a very complex way. The same process could be completed with less
complexity and time.

» Redundant steps to perform a single task. and there were many important tasks which user
was not able find, interpret and utilize the functionality. The major challenge was to understand
existing processes (both online and offline) and to strategize the ways to optimize the system

Task Undertaken
Research | Contextual Enquiry | Persona | Heuristic Analysis

Wireframing | Visual Design



WIREFRAMES AND DESIGN G W -
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BRIDGESTONE CORPORATION | JAPAN

Aim

" To create e-learning course for world-wide Bridgestone
Corporation Employee for awareness of Olympic Event in
Japan 2020 being a prime sponsors for Tokyo Olympic 2020

« Task Undertaken

Research | Content Creation | Animation | Sound Recording in English

/Japanese Version | Creating E-Learning Course

™

TOKYO0 2020

568




E-LEARNING COURSE DESIGN

Created Olympic awareness e-learning course with
appropriate research made on Olympic Event.

There were total 2 e-learning courses which explore
Olympic information in each and every expect and
also educational information of Bridgestone being
prime sponsor brand was also given in curriculum.

Current trends of animations and sporty expression
of visual considering Bridgestone and Olympic
brand guideline was adhered and applied to design
this complete e-learning course.

All voice-over for this e-learning modules was recorded
in Studio room with well-known Walt Disney and
Japanese animation industry voice over artist

2B 5%

Worldwide Olympic Partner

Welcome to

Bridgestone Olympic and Paralympic Learning Program!!



TRYG INSURANCE | DENMARK

Aim |
= To create web responsive portal for TRYg Insurance
for insurer to put his claim of an event occurred.

Strategy Applied

» Functional document of the portal was shared by business
team we explored in deep over the process of claim to be
filed on occasion of any of those critical event happening
with the users. What will be pre-defined steps he need to
follow within the help of guided system flow.

Task Undertaken

Research | Wireframing | Visual Design
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OMAN AIRWAYS

Airline Portal -
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Task Undertaken

Wireframe | Visual Design




Task Undertaken

Visual Design

THAI AIRWAYS

Airline Portal

@3 THA] Plan a Trip Promotions Manage Booking Experience Thai

Hop Over to Australia
From B18750

= Flight |t Hotel = Car =& Vacation Packages

Bangkok, Thailand (BKK) Return




KELLOGG'S ¥

Fact App Design \




AXIS MUTUAL FUND

Mobile App Design

AXIS MUTUAL FUND
I\

PILOTING
YOUR CHILD'S
REAM?

#DoYourHomewerk | 1

DO YOUR r:l'.
HOMEWORK

Task Undertaken

Wireframe | Visual Design




HEALTH ME APP

Mobile App Design

Begin your journey to a Healthy You
Selert Height > Selpct Waist Size Selert Hip Size » Questions >

Here's what your score means

Task Undertaken

Wireframe | Visual Design

Here's what your score means
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BBC MEDIA ACTION

Website Portal Design

Task Undertaken

Wireframe | Visual Design
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STAY FREE Stayfiee

NEUTROGENA

Website Blog Portal Design

Menarche L
Demystified, or not Jourmey Throuigh [T
yet? Menstruation

Neutrogena

- ".v'

-
& Theoo-step Way to Stayfros All Nights Ty,

Fight Anemia Tension-Free Nights
Comtest

£ .
-3
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