PORTFOLIO

Ernst & Young / Orion
Symantec / PwC

Amchart

Amgen-Novartis / CapGemini
Bausch & Lomb / Photon
Allergan / Centron

ISC
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EY RAPToR and Orchestrator - Tax Platform and Embedded Application

Descri ption: Ernst & Young's Tax Practice is embarking on a large-scale effort to automate workflow for tax
preparation through a suite of applications embedded in an enterprise tax platform called
“RAPTOR.” This digital transformation effort brings the entire accounting process away from
spreadsheets and into the web front-end.

Situation: One application relied on Excel and an ‘add-in’ which sits beside the spreadsheet and manages
workflow. Microsoft is no longer supporting the ‘add-in" and the entire application needs to
conform to the behavior and look and feel of the RAPTOR application.

My Role: In addition to conforming the front-end design to the web components, | needed to understand the
user journey for tax preparers. This meant familiarizing myself with a next-generation initiative to
coordinate on-demand, day-worker resources to accomplish short, specific tasks within the
interface, a mode of operation called “Future of Work”™

Solutions: User interviews, stakeholder interviews, user research and usability, visual design, user journeys

and personas, wireframes and high-fidelity mockups

proprietary & confidential - do not share 2



Orchestrator Excel Add-in =

) SECURITY WARNING

The Orchestrator app is a web-
enabled add-in to Excel that
tracks users tasks and provides
interaction through
commenting and feedback to
improve workflow. [t does not
actually interact with Excel but
as tax accountants it presents
in an environment familiar to

this userbase.
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< Notes / Open Items (21) ©
=l |z Type . Appl To . '
Al Al
Lee Sachs Apr-12-2022 @ 03:25 PM

1esl escalstion

Raksha K
ok

Sunil Erakariyappa
Tex23

Sunil

Open Item
Apply 10.Workitem
|

Aug-18-2020 @ 06:12 AM
* Open ltem

Apply | o LegalEntity

a

Jun-26-2020 @ 08:40 AM
* Open ltem

Apply To.LegalEntity

(- | H

18sling

Jun-24-2020 @ 03:58 AM

* Open Item

Apply To'LegalEntity v
E]
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® & EY Camp 3 ®
¢ G » .214.veb.core.windows.ne
u i Apps @ Addons
0 e s I n S e m —— -
e f- Search, F
wirking worid
.
]

and Framework

The Team already had arich

design system with a wide

palette of common

Tables

components to work from.

=) O =Y O [z O

But it couldn’t be cookie- ot S o SR <o ey AR e
cutter because this
application was unique T et

because it operatedina
panel and needed feature

parity to the Excel version.

Inset Table Header
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Future of Work Initiative and Gig Worker Optimization

Orchestrator was part of a
“Future of Work™ initiative to
mobilize day workers globally
to handle short, precise tasks
in a more fluidly efficient

manner.

We needed to understand the
flow of how users engaged
with Orchestrator first before
redesigning it.

m i ro Next Gen Orchestrator Pl 5 - Group Board

A 0 U>NbU-H~»
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User Flow Through Orchestrator

In workshop sessions in
Miro we documented

various screen types and s o

user’sinteractions. —e

Some tasks User can only
escalate. Some can be put

The application tracked the

. onbodfomhe e | e R R e

task users were performing

and Included Ways to Need to clarify this.

communicate to reviewers

and other team members -

. . | t d Escala
when accomplishing tasks. sk~ -
toggle e .t My Tasks On Hold (34)
s Q ast Updated v when you
escalate you
e then see a

Add Reviewer Comment

Test comment
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Embedding Orchestrator Into RAPToR

T WaRAH

RAPTOR hasaWhO|e SUIte Of miro Ne-xtGenOrchestratorPI5-Group80ard ' S QA A Q0 e 1~ 47 Meeting C'a l-;ﬂ B ¥ v & o m
| |

services but none of them \

Main screen

functioned like Orchestrator;
l.e. in a panel sitting beside

the other applications in the
main body.

How many notes or
open items can be
added, what is the
usual quantity?
Does the quantity
depend on
something?

We standardized the look

and feel using the Design

A HE>NDBDIAH~»

v
v

System’s components and

cleaned up user flow for ease

Of Use ED ) = = - 60% + o
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L7 | L1117 1. 1] ] T - — m
Notes / Open ltems N il O sl P
. _ Fiml;mn oo D:gnostic| - Global Tax Platform(QA) v X
One area of the application was |
r of n;;-blank rows: P S)I:;b:: la:mii;:ﬂn

‘Notesand Open Items”that | EY e
COntalned a |Ot Of Vltal :teltfn?awlllhenr‘:;kp:;::tleme K1 decioses me < Notes / Open Items (21) ©
communication about the taskinto T e e .
a reduced space. The context of

Lee Sachs Apr-12-2022 @ 03:25 PM
the Notes got lost fromtherestof oy To;cxé"k::ﬂ
the application’s functions and Cakeha K Aug-19-2020 @ 06:12 AM
. notes e Open Item
included an overly complex set of Apply To'LegalEntity

=] :

filters for sorti ng. Sunil Erakariyappa Jun-26-2020 @ 08:40 AM

Test23 ¢ Open Item

Apply To:LegalEntity
28
Sunil Erakariyappa Jun-24-2020 @ 03:59 AM
testing ¢ Open Item
h Apply To:LegalEntity v
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Notes / Open ltems, revised

We created a larger button for
Adding Notes, removed one of
the filters and added a tab to
separate out the entire

Notes / Open [tems
experience and indented
comments to show the thread
of the communications better.

gress 940

Nov-21

Iy

Last 8 Weeks CL

[ Expected C

@ InRevier

Dec-21

Orchestrator
Current Task Notes / Open Items (6)
T‘,‘DE
Al v Add Note / Open Item
Juliana Esposito Jan. 18, 2022 at 5:02pm
Document needed for final Internal Type: Permanent Note
Review before we submit to Client for Apply To: Legal Entity

Review. More words for this comment

Add comment B3 0
Juliana Esposito Feb. 2, 2022 at 11:09am
This is done.

Juliana Esposito Feb. 4, 2022 at 19:09pm
Document needed for final Internal Review Va 'ﬁ

before we submit to Client for Review. More
words for this comment

Juliana Esposito Feb. 2, 2022 at 11:09am
Comment is here... 7 'ﬁ
Juliana Esposito Jan. 12, 2022 at 2:14pm
Document needed for final Internal (:. Type: Open Item
Review before we submit to Client for Apply To: Legal Entity

Review. More words for this comment

Add Comment 2 0O
Ma Comment successfully added -
Document needed for final Internal .: Type: Open Item
Review before we submit to Client for Apply To: Legal Entity

proprietary & confidential - do not share

9



Notes / Open ltems

One area of the application
was “Notes and Open [tems”
that contained a lot of vital
communication about the
taskinto areduced space. The
context of the Notes got lost
from the rest of the
application’s functions and
included an overly complex

set of filters for sorting.

< Notes / Open Items (21) L
Type - Apply To -
All All

Lee Sachs Apr-12-2022 @ 03:25 PM

test escalation Open Item

Apply To:Workltem

a :
Raksha K Aug-19-2020 @ 06:12 AM
notes ¢ Open Item
Apply To:LegalEntity

a :
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Notes / Open ltems, revised

We created a larger button for
Adding Notes, removed one of
the filters and added a tab to
separate out the entire

Notes / Open Items
experience and indented
comments to show the thread
of the communications better.

Type
All v Add Note / Open Item

Juliana Esposito Jan. 18, 2022 at 5:02pm

Document needed for final Internal Type: Permanent Note
Review before we submit to Client for Apply To: Legal Entity
Review. More words for this comment

Add Comment B 3 7

g

Juliana Esposito Feb. 2, 2022 at 11:09am

This is done.

Juliana Esposito Feb. 4, 2022 at 19:09pm

Document needed for final Internal Review 2 0O
before we submit to Client for Review. More
words for this comment

Juliana Esposito Feb. 2, 2022 at 11:09am

Comment is here... 2 D
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Notes, side-by-side

test escalation

Raksha K
notes

< Notes / Open Items (21) o
Type Apply To -
Al Al

Lee Sachs Apr-12-2022 @ 03:25 PM

Open Item

Apply To:Workitem
a :

Aug-19-2020 @ 06:12 AM
¢ Open Item
Apply To:LegalEntity

a :

Type
Al v Add Note / Open Item

Juliana Esposito Jan. 18, 2022 at 5:02pm
Document needed for final Internal Type: Permanent Note
Review before we submit to Client for Apply To: Legal Entity

Review. More words for this comment

Add comment B 3 0O
Juliana Esposito Feb. 2, 2022 at 11:09am
This is done.

Juliana Esposito Feb. 4, 2022 at 19:09pm
Document needed for final Internal Review Y 'ﬁ

before we submit to Client for Review. More
words for this comment

Juliana Esposito Feh. 2, 2022 at 11:09am

5> —

Comment is here... 2 0
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Rate & Confirm

Another problem area was the
Rate & Confirm section, where

work was reviewed and evaluated.

This was critical as day workers
had to turn around work quickly
but it needed a review process
that was useful. Feedback was

often vague and inconsequential.

Cells

marked that the K-1 discloses the fa
:re applicable

Editing Ideas EY Comman ds Group A~
x
Global Tax Platform(QA) vy X
- A
<{ Rate & Confirm
How would you rate this work? *
Try Again oK Good Fantastic!
Fundamental Multiple Minor No
Mistskes Changes Changes Changes
v
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Rate & Confirm, revised

We made use of a tooltip
with the star rating to
enhance the feedback and
added an opportunity to
add further detail if they
chose to.

[ Expected

Nov-21 Dec-21

55 940 @ InRevie

Rate / Confirm

Select type

How would you rate this work? *

A A

Try again Ok

Further detail

Specify Unit Base Pricing sub-type *

¥

Good

Cancel

ast 8 Weeks

[0 Expected

ss 940 @ InRevie

Nov-21

Dec-21

Orchestrator

Rate / Confirm

Unit Base Pricing Sub-type A

How would you rate this work?

* % % %

Try again Ok Good Fantastic!

nen nibh molestie, male

lobortis. Nulla qu

justo sed, vari

luctus sodz

fermentum

ipsum primis in

posuere cubilia curae;

mauris bibendum commodo quis ut
sodales finibu

Cancel Rate/Confirm
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Rate & Confirm, side-hy-side

Orchestrator
Cells Editing Ideas EY Commands Group
X
” ast 8 Weeks
M o[- Rate / Confirm
v x
- — Global Tax Platform(QA) O Expected
bnk rows: . A Specify Unit Base Pricing sub-type *
< Rate & Confirm e
How would you rate this work? * ast 8 Weeks X
) How would you rate this work? * Rate / Confirm
marked that the K-1 discloses the fa ﬁ ﬁ *
re applicable [ Expected
- v [+ Try again
Try Again oK Good Fantastie! ) .
Fundsmentsl Multiple Minor No Unit Base Pricing Sub-type A
Mistakes Changes Changes Changes
Further detail
How would you rate this work?
Try again Ok Good Fantastic!
what we sit amet, ¢
t. Nulla varius urna
vulputate arcu imperdiet in. Fusce rutrum risus
nibh molestie, malesuada ali
rtis. Nulla quis tortor
/i ipsum. Mauris non o
is evismod
55 940 @ InRevie
ris bibendum commodo qu
Nov-21 Dec-21 Cancel sodales finibus ipsum, ac impe
r aliquet, v
- v
» ss 940 @ InRevie

Rate/Confirm

Nov-21 Dec-21
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Orchestrator Taxonomy & Nomenclature

Orchestrator as a name for
an application came into
question as we expanded

our efforts.

This led to an entire
branding exercise, exploring
terminology and
nomenclature for different

Future of Work applications.

OVERVIEW

Parameters
Makes sense when put in a sentence:
“l uploaded data to "

“Preparers now have access to the system”

Should work well as a description, noun

Should be a single word

Shouldn’t have negative or multiple associations

Not already used in other contexts (like Azure, Tesla)

Scales well and not restricted by number (like planets, astrology, months)
Should balance three interrelated elements: theme, language and visuals

Has potential to unify and harmonize with operations and processes

DRAFT - WORK W PROGRESS

Waymo Driver

)
A—o

THEME

Astronomy

Concepts

Signifies expansiveness, possibility,
limitlessness

Associated with tech and science
Strong visual connotations

Some terms connote hierarchy like galaxy,
star, planet, moon

DRAFT - WORK IN PROGRESS
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User Research

Application Name:

Another work stream started

Main Task Associated/Al

to expand user research

Description and definition of
the tasks that define your job,

across Future of Work users
as well as all usersin the
RAPTOR environment, both

What's the happy path to

preparers and reviewers as ey . scsnmginy

(day in the life, top 3 tasks)

well as service leads and

Barriers & challenges to

product owners. St = = § - ~




Symantec Small Business Ecommerce / PwC

Description:

Situation:

My Role:

Solutions:

Symantec sells over $15 million annually of cybersecurity software through their small
and medium business eCommerce enterprise platform. New products were scheduled
to be introduced and others were expiring along with a different pricing and bundling
options.

As part of Symantec.com’s global online presence, the SMB platform got little internal
attention from data analytics to supporting infrastructure. A legacy of nomenclature
from previous iterations along with poor navigation hampered the sequence from
product landing page to product selection through to cart and checkout.

| was the UX lead with a small team which comprised a visual designer, content
strategist, digital strategist and engagement lead; included a great deal of client-facing
engagements and content analysis with support from PwC strategy resources

Eco-system diagram, user flows, content matrix, wireframes for mobile and desktop,
guidance on visual direction

proprietary & confidential - do not share
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Current Problems:
navigation

Global navigation, symantec.com

1 ‘/Symantec ENTERPRISE

Products & Services Soltions Support Center Sccurity Center Blogs Pariner

Small Business Security Solutons

Symantec Website Security and related PKI

solutions are now a part of DigiCertginc.

Navigation within SMB Product
Landing page changes...

. SMALL BUSINESS PARTNERNET

V/Symantec. | susiness

Small Business Products Customer Service Renewals

Preducts / Endpeint Encryption

Symantec Endpoint Protection Cloud

Easy to use security-as-a-service for crganizations with limited or no IT resources.

£ sga x
2 \/Symantec ENTERPRISE Q

Products & Services Salutions Support Center Security Center Blogs Partnor

Securing the Cloud Generation

Navigation from
SMB Landing Page, Hisiastiadisletiviiang
CO n S I Ste nt W I t h The cloud Is liberating. The cloud s chaotic. We are here to help.
global nav

o~ Rethinking Security for the Cloud
Generation

? Symantec brings order to the chaos.

T — 1

e

SMALL BUSINESS PRODUCTS  CUSTOMER SERVICE  RENEWALS

..Changes again
in product
selection...

v Symantec

5 \/Symantec
Shopping Cart / Biling & Payments / Review / Confrmation

Billing & Payment

Order Total $28.00

Last Name®

..and yet again in the purchase flow
proprietary & confidential - do not share 19



Ecosystem Diagram

Initially, | examined the full range of
obstacles that kept users from going
directly to buy on all of Symantec.com
globally and other channels (email, media,
collateral). This exercise helped but was a
bit of ‘boiling the ocean’”

The business needed a more agile
solution to simplify the purchase flow

learn more conte

new customers

symantec.com & enterprise

Install and in-app

add-on, amend and in-app
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User Flow and Product Selection

Breaking down the ideal user flow | focused on
their most complex product: one with odd
pricing combinations, uneven bundling
assortments and variations on number of

users and length of subscriptions.

Cybersecurity is complicated enough;
simplifying decision making and applying

better design will be vital to making the sale.

Home

Product Landing

Product Detail

Buy

# of users # of devices

term length term

payment

payment

ength

...add devices ..add users

Add other ,'"f"‘dl‘(‘f%..
SEP Mobile
Encryption
SEP Server

CWP

roprietary & confidential - do not share
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Initial Wireframes —

w--w:jww [~ -
The initial pass in wireframes : —
simply tried to frame acommon . ——o— M """""""" _
Ul around the sequence; much — | Co .
work still needed to be done
around content analysis, e | R -

----- -

nomenclature and layout.
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Mobhile Wireframes, 2" round

V/Symantec. | «
yma t v Symantec - =

Secure Checkout:

|
|

‘Se(vur-eCll'letkout e lsymantec ’ BUSINESS

Symantec Endpoint Protection Cloud
Symantec Endpeint Protection Cloud

We will protect 1 user

We will protect 2% users
Here we focused on
— ¢ o= Secure Checkout: 5/17/13

CHECKOUT Your Protection Level

nage ‘ ‘V”.V/m, >

Symantec Endpoint Protection Cloud

mobile, and particularly

v/ Symantec. | «xee ==

Secure Checkout

on the Iﬂtr|C8C|eS Of s""““"“' mu . .Cu.” = We will protect 2 users

» Yeur Order

v Comtact

quantitieS and priCing with up to 10 devices for| $8.16/mo

an pa
annually at $48 96

V' Symantec - =

that could be explained in i = .

Order Summary
You can add additional devices for $2.33/month
«Nonon

an informal but structured -
LuStc:r:r'Svagl:toicl))r(:ulfllh;nagemtzr R Vss?%.oo hr <

presentation

»
< ru-:r ORDER

P
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Desktop wireframes, 3rd round

Here | expanded to desktop and
started to work with a copywriter
to demarcate different sections

of a scrolling page for content.

HEADLINE AND
BIG HERO IMAGE

OGO AND RATINGS
FROM CNET OR SIMLAR

FLLL SCREEN VIDEQ

Cyb
Simplified

Sivwe Compr ehensine
Protecan

0G0 AND RATIVGS
FOM CMET OF SABLAR

JLL SCREEN VIDEO

Protection Surrounding Your Business

Our Products
Symantec Symantec
Endpoint Endpoint
Protection Protaction
Coud  HEIN Mobie  NESEN
Symantec Endpoint Cloud
Endpoint Encryption Workioad
Protection Protection .
Server
[ | = [ | ’
Headline for Feature Set Section
Encryption and Cyberseaurity and About Cloud Our Products
Lost and Siclen Small Business Protecton
Data
Symantec
Endpoint
Protection
Cloud
Abeut 2477 Suppont
The a0 Martarance
Symantec 5
Brand Symantec
Endpoint
Protection
Server

MAGE OF ENALL B2 CWNER

e
AR

Endpoint
Encryption

Symantec
Endpoint
Protection

Mobile ==

Cloud
Workload
Protection
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Wireframes, Copy, Comps:

With a visual designer applying the ] = '
Simplified. N~ i === pg= T
_ ¢ ® o
Symantec branding and a cleaner color g =
scheme, along with revised copy, the . .
site takes on a completely different o S < <
Sha pe = — ACTEST k‘

Note the full-screen wireframes in the

middle correlate directly to the comps

on the far right. —— -
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Wireframes, Copy, Comps:
product landing page

Iterating through to product

landing page for SMB, we
feature the hero product and
links to all products. [

2 Y

At this point, mobile was not

designed to

designed in full comps.

Symantec Endpoint
Protection Cloud
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Wireframes, Copy, Comps:

specific product page e
S &
As we get to the hero product (the @ o . ;
most complex of all products in terms ‘
of bundling and volume/term s —y :
discounts), | introduce some of the ComprersieSocarty e
basic parameters. Pecioncos S R -
&l -
. i)
.
| ®rvan e |
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Wireframes, Copy, Comps:

specific product page, buy

As the user engaged with this
product’s pricing (coverage for 1
device per user or coverage for 5
devices per user), we introduce
an interactive component to
pricing out the options and help

them learn more before buying.

Fsymantec | susivess

Defend Your
Data with
Comprehensive
Security

Symantec Endpoint
Protection Cloud

Defend Your
Data with
Comprehensive
Security

Symantec Endpoint
Protection Cloud

V' Symantec. BUSINESS

Defend Your
Data with
Comprehensive
Security

Symantec Endpoint
Protection Cloud

Cover up to 5 devices per user

Protect laptops, desktops,
tablets and smartphones

24/7 technical support

Affordable cyber security with
quick setup and centralized
management

PRODUCTS

PRICING

LEARN SUPPORT

| have users with
several devices

//T\\
ODQC4E

Purchase coverage for up
to 5 devices per user
starting at $4.08/month

Your plan includes complete
endpoint protection that goes

above and beyond

| want to protect 1 user

(Protects up to 5 devices/user)
@ $48.96 per year

For just:

Subscription: @ 1year

Total: $48.96

proprietary & confidential - do not share
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Wireframes, Copy, Comps:
specific product page, buy

Here the visual design is applied to the
same premise in the wires with the panel
revealing additional pricing, options and

terms

/Symantec BUSINESS

Comprehensive Security

Symantec Endpoint Protection Cloud

Cover up to 5 devices per user

24x7 technical support
Aftordable cyber security with cuick setup u
Starting at $4.50/month for user-based plar

SUBSCRIBE NOW

laptops, deskiops, tablets and

Products Pricing L

SEE HOW IT WORKS

BEST
VALUE

Do your users have multiple devices?

User-based subscriptions for
5 devices per user starting at
$4.50 per month.

Your plan includes extensive endpoint

o fator if you noed to

CHOOSE YOUR USER-BASED PLAN

earn

™ protection, and it's easy to add devices

Support

How many users do you want to protect?

Includes protecticn for 5 devices per user

20

How do you want to be billed?

$90 $980

FOR 1 YEAR

ADD TO CART

Do your users only

have single devices?

Ea

Coverage for one device

starting at $2.50 per month

CHOOSE YOUR DEVICE-BASED PLAN

$2,200
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Amchart / Amsysis

Description:

Situation:

My Role:

Solutions:

Two leaders at Amsysis, a managed services provider, had a brilliant idea: create a
portable health record that unified patient data by integrating with existing EHRSs
(electronic health records), diagnostic medical systems, patient-physician
communications and loT health monitoring apps and devices.

An ambitious undertaking complicated not only by the span of health records but also the
integration of blockchain architecture. The project is further fragmented by a small team
dispersed around the US and India almost entirely of developers with little awareness of
UX. It was up to me create a product definition and user journeys that could rapidly be
deployed and married to a Ul framework.

| come onboard and learn the team does not have a full understanding of the user or
defined the product they are building. In this case, no amount of sitemaps and wireframes
will make the team comfortable with UX unless | build a foundation of documentation.

UX best practices, product definitions doc, user types, personas, sitemap and user flow,

wireframes and creative direction
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Product Definitions Document

This product definitions
document was crafted
expressly for this product
based on the needs of the
project and the business
objectives. Business owners
and developers could
appreciate shaping the

product into plain language.

AMCHAR+

HIGH-LEVEL PRODUCT DEFINITION FOR AMchart
INTRODUCTION

This document attempts to define the physical, front-end application interface and its capab)
particularly with attention to how the user will interact with the product. Thisis not a techn|
analysis and is intentionally decoupled from some of the blockchain imperatives, the tokenir|
system, decentralized data and much of the enterprise architecture required to build out thi

This document also represents what we can determine at this moment in time. Concurrentl
be a dynamic collection for high-level requirements and features we want to include that are
defined.

The sole objective is providing patients with control of their
health data through ease of use and robust access to available
EHR/EMR. We can consider this system a PHR or Personal Health
Record. The primary objective here is to define how the final
product will function and how it will look and feel for the end
user.

APP ESSENTIALS

* Astand-alone app patients will have on their mobile device which will contain all of ti
medical history
Patients will own their data and the system will have the power to provide a universg
record at will
The app will be able to port seamlessly to whatever EHR system the provider office nf
Any\data tied directly to the patient will be placed on a HIPAA-compliant cloud
The app should also integrate with insurers so that benefits are clearly defined, copa:
managed and payers reduce paperwork
Doctqr's EHR systems will have the ability to write to the app

DATA ENTRY/FIRST USE

Users will download the app from the Apple App Store or Google Play Store, establish an acq
proceed to populate the app with their health data. Following an agreement to terms, in ord|
automate data entry, the app will have the ability to access a user’s Pll (personally identifiab
information)

Users will then have the ability to edit and correct any information in the app

The app should have the ability to scan cards (for instance an insurance card) to reduce the
typing in insurance information

The app will be HIPAA compliant and meet all standards of patient privacy and security

The app should in¢lude the following key data sets:
« Fullpatien” *-— -t e et s em e
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* Insurance information, type of plan

*  Recent medical information, tests

* Hospitalizations

* Medcations, dosages, how long prescribed

* Allergies and contraindications based on existing medications

DESKTOP VERSION:

The apo will have a desktop interface which will sync with the user's mebile app. Users will
to update the mobile app and find the same data on either interface. (whether the app will
in native OS code or responsive is yet to be determined).

SENDING RECORDS

While the app will contain agreat daal of patient data, it will not necessarily house the data
the device. For instance, an MRI may reside on a server elsewhere. But the app shoud havg
abilty 10 kivow the existence and location of that record and and a patient can secur ely prow
way to transmit that record either through 2 unigue URL or other means.

MODES
The app will have different modes ci-aparation based on the user's behavior and other factol
*  Monual input Mode: user is inputting information nto the app
*  Automated Input Mode: the app is drawing-information in from a source (following a
visit their EMR inputs a dagnosis)
*_Output Mode: user is sending information to different saurces
*  Reporting or Browsing Mode: The user may casually review their health record or the|
request the device to give them a report of activity for the past weel's bload pressur
other data:
* Gathering Mode: the app is passively drawing in dynamic information from a users w
devices (FitBit, Apple Watch, etc.) and building profile information

FRONT-END USER INTERFACE
The apo will have make use of Apple’s-Healthkit as well as Android's Fit platforms to integrat]
It will integrate with whatever other wearable devices or peripheral compone nts users may
integrating with already. The app will have capability to access other device apps as calenda)
camera, push nctifications, etc.
Some additional considerations for the design and build of the app include:

«  Mapping of the user interface relating back to the Functional Specification

*  Validation of user and security issues

+ Identification of dynamic content vs. static

*  Stule shests and averall lock and fee!

.

AMCHAR+

Page weaights
Any other multimedia objects used

MESSAGING AND APPOINTMENTS
The app may have the ability to message from within or through the device's email to doctors

nurses,

etc. The app may also integrate with the device’s calendar or an appointment-setting

application.

THIRD-

PARTY INTEGRATION

Already Doctodoor has been introduced as part of the app. As other vendors or partners are
ntroduced how do we preserve the structure and framework we are defining without breaking it or
changing it significantly? As this document avoids discussion of the blockehain, we wil need 1o

broach
QUESTI

that within the UX at some point

IONS/OPEN ISSUES

Any ecommerce potential? Could a user pay their bills through this app?
How do we manage other doctor’s the patient is in the care of? What are the HIPAA
ints on sharing ths info ion between providers and does the patient need to

engage?

Any connection to any social media intended?

What are some of the considerations for a patiant getting allthis info into their device? Some
data may be required in order to proceed but the patient doesn't have it at the ready. How
do we verify for mitakes and keystroka errors?

What if patent is involved n a clinical trial or there's some other edge case?

What capability will we prowde to port 1o different formats? (PDF, XLS, attach files to emall,
etc)

How do we account for the blockchain and tokenized framework in the UX of this app?

The rich output of data from this app, even anonymized, is extremely valuadle to the
healthcare community as well as marketers and drug makers. What are the plans 1o manage
and (if possible) monetize this data,

The sole objective is providing patients with control of their

health data through ease of use and robust access to available

EHR/EMR. We can consider this system a PHR or Personal Health
Record. The primary objective here is to define how the final
product will function and how it will look and feel for the end

user.
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UX Best Practices

This document was
written expressly for this
team and not simply
copied from an online

source like Wikipedia.

ANMCHAR+

USER EXPERIENCE BEST PRACTICES FOR AMchart

INTRODUCTION

Thisdoc & an attempt to familiarize the AMchart team with User Experience, For s
may be repetitive but given the pace of the project and the work that’s been done,
to put down some definitions.

User Experience (UX| has become an established practice in the development of sy|
applications across a multitude of devices and interfaces. UXisnot just the design|
pages or the way a menu opens ona phone. It comprises the entire lifecycle of a
interaction with any system whether it’s for browsing, purchasing or accomplishing
are engaged In User Experiences all day, not just on our devices or at work, but sh
traveling, watchng V.

The UX practice has evclved to be well-defined and a vital part of the design and d|
process, Good UX sits in the sweet spot between the business’s needs for a soluti
creative elements that visualize that solution and the hard code of developers that|
vision a realty.

While AMchart ison @ very fast track to get to market, we may not be able to meef
of these steps in the process but it's mportant to understand the ideal scenario an)
can find efficiencies so we can get the application launched on schedule. What foll
outline of UX Deliverables with details to explain what mignt be part of our work.
these items is specific. The enly 2 kems that can be run concurrently are the deve)
Wireframes and Visuzl Comps. Completion of one task is condition to proceed to
Items that should be ncluded are In gafics, optional items are In oy,

DELIVERABLES

Stakeholder Inte rviews — There's a reason we cal it “User” Experience. in an ideal
don't do anything until we talk to Users. Thiscon be time-consuming ond complex|
use proxies for users, SME (subject matter experts) who con speak for what usersa
need or do. Cummently Rose and Kelsi are our SMEs.

Product Definition - This wowd be o short 1-2 page document explaining the prod|
terms. It' we we’re hing a product, not just code or a.
product you buy has gone through ngorous and extensive evoluation being specifiel
and articuloted in this way.

Business Requirements Document (BRD) — This can be a living document
4uct Definition. The BRD ca

efining the business rules for every field as wellas the functionality, 1t may comp)|

requirements for the product based on the Pr
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members, contact Information, version notes, user fiows, technical diagrams and 2 great de

the r materal associated with the product

Use Cases — At a very simple level, a use coseis o structured narrative explaining the user intf
and whot we want the results to be. These are vritten to explain how the different actors w
interact with the system and decompose what we wont the system to do. There may be use
cases depicting not just users but also interactions between systems. There may be conition)
and variables within a particulor use case. Documenting use coses can lead to odditionol use
cases and the process continues until olf possible variations and conditions are met. (User
Stories, @ more commonly used part of Agile Methodology vl be included in Jira to help
developers complete tasks.)

User Flows or User Joumeys — User flows illustrate visually how o user navigates through a tf
or process while engaging with a system. The User Journey is similor but might be tied to
Personas (see below). We may not employ user flows if the Use Coses are documented
tharoughly enough and we have a strang enough consensus around the application’s
Sfunctionality.

Personas — Personas are specific hypothetical users
Journey iscomplete. Forinstance, we may identify

child wi

w they would

Sitemap - A sitemap is a diogrom of the main navigation within a site or . It may|
mirror the User Flow, but it will be more specific with actual nomenciature for the links of th

site. Nomenclature wi¥ be o key port of the sitemap since these will be terms we use n the fi
and menus ond determine the hierarchy of information.

Content/Asset Analysis — Any text and associated graphics with the site needs to be correlot]
with some existing documentation. Fuen a simple form requires field lobels, error messages,
toaltips and instructions to support. This can be o copy deck, & can be rendered into the

i or be o completely separate ipt. The same goes for graphic assets althou
these will carry other particulors (dimensions, alt tags, etc.). Lastly any page cutside of the i
should hove SEO foctored in which includes metodata, description, etc.

Wireframe ~ Driven from the Sitemop, the wirefrome is usually a flat, grey-scale rendering of
screen with as much detoil os is necessory to explain what the objective of the screen is.
Wireframes may ako be done for different page types. There might be one “orticle type”
wireframe but there may be many different wireframes for different forms because they will
differ on every page. Wireframes will usuaily be done with fttle to no design, olthough shoul
be dane for moblie as well as desktop. The wireframes are only representations of poges bui
not the pixel-specific designs thot vill house the rendered application.

ANMCHAR+

Comps. Sometimes we can work on general comps for 0 home poge and interior page ook and
feel at the some time we're working on the wireframes. But the separation of the two tasks is
critical to moking for @ seamless build. Visual comps will have to be pxel-specific and include
CSS details for developers to work with.

Annotated Wireframes (or Visual Comps) — In order to get a design into development we vall
work with either Wireframes or Comps that have the kevel of detoil necessary for development.
We can determine with development whaot the best way is to get designs coded. This moy
involve using tools like Invision or other online presentotion methods that help us mimic the
behavior of an application.

0od communicatior

nal

Functional Specifications
i for this application

ecifications at the |

enough ann wireframes ar

sign and develo nt, we should be able to forego the need for detailed functior

al

Visual Comps — It is important to separate the visual design from the wireframes os these serve
2 different purposes. Things like branding, look ond feel, logos, photos are all part of the
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User Types

With a population that could
include every possible patient and
every possible HCP (healthcare
professional), the user population
could be virtually anyone. We
needed to focus on particular
user types: here defining just the
staff of an ambulatory office

(typical GP/PCP HCP and staff).

AMCHAR+

USER TYPES — AMBULATORY OFFICE

Ambulatory Office USER TYPES
In our discussions about EHR/EMRs, we started with the list below of Roles By Title. Th
at tasks that the front-office does, then tasks (or artifacts) that result in the examinatig

While we build for “family practice” or “community health clinic” operations, our syste
for any specialist since it can capture anything that happensin the exam. | listed out K
and Optional Facilities just for reference.

We also need to consider how we would assign these roles to users in our system. Th¢
combined depending upon the size and type of office. But we need to think about the|
controls we want to permit users. If we document the features first, we can then assig
features to each role. We can also offer to customize the systems for the office (for af|
them do their own customization.

ROLES BY TITLE:

Front Office (these roles may overlap depending upon the size of the office)
* Receptionist (In/Out)
* Receptionist Check In
* Receptionist Check Out
* Referral and Authorization Coordinator
* Referrals Coordinator
* Authorization Coordinator
*  Worker's Comp specialist

Back Office
* Medical Assistant
* Rooming Medical Assistant
* Scribe
* Nurse
* Nurse Practitioner
* Physician’s Assistant
*  Physician
* Resident
* Medical Student

Administrative
* Office Manager
* Billing Coordinator
* Outside vendors needing to access records (read only)
« IT/IS Staff

FRONT-OFFICE TASKS:
Make appointments

Register/Intake
Check-in patient

AMCHAR+

Assign room, notify back-office staff/HCP
Examination (see “Tasks...” below)

Record visit
Billing

Set next appointments

TASKS IN EXAM:

SOAP Notes
Blood work
BP
ECG/EKG

Specimen/Culture
Immunizations/Shots (or Rx)
In-office radiology or other tests

Diagnosis

Rx or Plan of care

Referrals

Followup visit, instructions/notes for back-office staff?

Others??

KEY FACILITIES:

.

Family practice /

GP

Community Health Clinic

OPTIONAL FACILITIES:

20f2

Pediatrician
OB/GYN
PT

Cardiologist/Pulmonologist
Gastroenterologist

Ophthamology
Neurology
Orthopedist
Dermatologist
ENT

Dental?

Psychiatry/Behavioral Health?

lof2
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Personas

With SMEs we developed
personas from our user
types for both the
ambulatory office staff as
well as different types of

patients.

Patient Side: Parents With Children (including minors)

« Demographics: 25-55

» Behaviors/beliefs: always on-the-go, parenting responsibilities

* Goals/motivations: protective, concerned, want to have a trusted “digital
medical advisor”, easy and user-friendly interface, want to save time (all
tasks on the platform take 5-8 min max), motivated to stay on top of
their/their kids’ health

« Primary acquisition channel: email, provider,

* Primary device: desktop/laptop, tablet, mobile

Ambulatory Side: Receptionist

* Demographics: any age

+ Behaviors/beliefs: multi-tasking (on the phone, greeting patients,
referrals, mail)

* Goals/motivations: save time/streamline check-in & check out process
(collect payment, set up follow up appointments, provide patients with visit
summary),

L 2 __rr P

* User type: group/family

User Types - Account Management

Patients

Ambulatory .

* single user
* single user + 1 (spouse, caregiver or legal guardian)
» group (family = 1 parent + kids (<12 yo, >12 yo) or 2 parents + kids)

* single user

Patient Side: Senior Citizens (could overlap w/Baby Boomers)

» Personal insurance Medicaid| Medicare |6i+|

Demographics: 60+

Behaviors/beliefs: not tech savvy, apprehensive about using apps and
patient portal, may have concerns about personal data exposed or misused,
almost everyone will have medical issues and will visit multiple
doctors/speca on a regular basis, maybe in the assisted living and/or long-
term care facilities (nursing homes...), may have caregivers (children,
neighbor, family member, someone from the facility) or legal guardians
(medicalffinancial POA), they will most probably have to share their medical
information with family members, DNR, get educational materials on
disease states, drugs, clinical trials,

Goals/motivations: stay as healthy as possible, interested in clinical trials,
tracking stats, integration with multiple devices

Primary acquisition channel: provider

Primary device: desktop

Permissions: patient portal

Education/content:

User type: single, single + 1, family

Device Integration: Glucose monitors, 02, BP, etc.

Ambulatory Side: Office Manager/Super Users

+ Demographics: any age

« Behaviors/beliefs: tracking activities, deal with complaints, staying on top
of compliance,

* Goals/motivations: making sure that the office is generating money,
patients’ and employee management

+ Primary acquisition channel: IS/IT

* Primary device: desktop

* Usertype:single

* Activities: Tracking budget, billing, payments, records audits, tracking

i i inate with

F

Acquisition channels

* Social - FB, Twitter, LinkedIn, Sermo, Doximity
* Emails

* Doc 2 Door app (fitness app)

« SEM

* Marketing campaigns
* Online marketing, SEM, digital media, affiliates
* Other healthcare entities (providers, insurers, pharmeceutical companies,
KOLs (key opinion leaders)
* Guerrilla, WOM (word of mouth)
* Traditional media (print, leave-behinds, brochures)
* Salesrepsin field

proprietary & confidential - do not share
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High-Fidelity Wireframes (=

Sometimes | must create high-

fidelity wireframes ahead of a full

REGISTER | LEARN MORE | FOR HEALTHCARE PROFESSIONALS

set of detailed wires with AMCHAR+

functionality, screen types and

How It Works
r um d rsit e t, con
s aliquet turpis, et lobo

different states. Including

learn more>>

adequate caveats and warnings of How It Works
|
CONTACTUS | SITEMAP

the problems created by this
methodology, | assembled a few
screens which were then given to

AMSYSIS | LEGAL NOTICE | PRIVACY POUCY | CONTACT US | SITEMAP

designers to further enhance.
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Amgen/Novartis / CapGemin

Description:

Situation:

My Role:

Solutions:

Amgen and Novartis were about to launch a breakthrough drug to prevent migraines,
Aimovig (erunimab). CapGemini (formerly LiquidHub) was building a patient-facing app
to guide patients through accessing treatment and getting coverage.

As a newly approved drug for a non-life-threatening conditions, insurers would most
likely not cover treatment, Additionally, this was a self-injectable medication which
would require training and support. The app was critical to gaining acceptance from
patients and the healthcare community.

As the UX lead coming in midstream, | had to quickly get up to speed on the user flow
and multiple moving parts. This was particularly complex because there were literally
twice as many clients as it was a co-branding effort with Amgen and Novartis. My
leadership was instrumental in gaining cohesion between teams.

User flows, user journey, content matrix, wireframes, support for visual design

proprietary & confidential - do not share
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BV/PA User Flow

This diagram is comprehensible only to the

SMEs who created it,

It needed coherent translation into a working
flow that could be tracked accordingly.
Having some experience in healthcare and
new drug launches, | could parse the

subtleties.

BV is “benefits verification” and PA is “prior

authorization.”

(SEE NEXT SCREEN)

CANCELLATIONS AT HUB for
requests, MESSAGING AT HUB....
Cancellations at SP
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User Flow, revised

After consultation with the SMEs | revised

the document to show the logical flow

and key actions the system would require.

Seen here is BV (Benefit Verification) with
No PA (Prior Authorization), BA with PA

and BA with No Coverage.

(See following screens for detailed

breakdowns of each phase)

BV no PA Required

BV PA Required

BV No Coverage,
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Flow Details

BV no PA Required

£ 500 XX

In the ‘'sunny day’ scenario, the user gets coverage from their insurer and is
able to get the drug shipped directly to them. The vertical rectangles

represent messaging presented on the app.

(SEE HIGHLIGHTED AREA IN BOX ON RIGHT)
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Flow Details e

In the 'sunny day’ scenario, the —

user gets coverage from their B

insurer and is able to get the =" T =

drug shipped directly to them. = =
The vertical rectangles represent L= TLme L ) Lo

messaging presented on the

app.

(SEE HIGHLIGHTED AREA IN BOX
ON RIGHT)
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Flow Details

> v N
have
coverage for
e work
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v
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doe
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Confidential

If the patient cannot get coverage or the prior
authorization cannot be obtained, they are given an

option to go through a Patient Assistance Program.

(SEE HIGHLIGHTED AREA IN BOX ON RIGHT)
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User Journeys =

Critical to building the app, was
how users would register. |
Patients may download the app

but not be prescribed or give

over their cell phone. Not only

did the app need to respond = mem mame

started?

accordingly, the system
supporting it had to track the
steps and allow us to present

useful messaging.
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Early Wireframes

Initial wireframes for the
onboarding and registration
process. Users would later
authenticate through Touch or

Face ID.

Learn abcut treatment, schedule

Swipe 10 learm mare sbout lorem

[AppName]

injecton trairing, track Re
hipments, features introduction

olor

ipsum

Image

KEY FUNCTIONALITY

Ship takes wer 10 sigerin (5)
User can swipe to rext screen (2)

Feature A

Lorem ipsum dolor sit amet
consecteteur lorem psum
dolor sit amet,
Swipe 10 learn more about
orem ipsum dolor

Image

Feature B

Lorem ipsum dolor sit amet
congecteteur lorem ipsum
color it amet.
Swipe to leam more sbout
lotem ipsum dolor

Image

Sap Skp Skp Sap
raimovlg rolmovng rolmowg roimovlg Gimowg
Welcome to Info About Info About Info About Ready To

Feature C

Lorem ipsum dolor sit amet
consecteteur lorem ipgum
stamet
Swipeto learn more atout
Korem ipsum color

Image

Get Started
Sign Up Now
Nready have an acoount?

KEY FUNCTIONALITY ~ KEYFUNCTIONALITY =~ KEYFUNCTIONALITY

Skip takes user 1o sigrn (5)

Skip takes user (0 sigerin (5)
User can swipe to next screen (3)

Skip takes waer (0 sigr-in (5)
User can smipe 1o rext screen (4)

User ¢

an swipe 10 next sereen (5)

KEY FUNCTIONALITY

Sigrup takes wer 1o Sign-vp (6)
User can use circles to skip to

Usee £a0 e crches 10 ekip 10 User €30 Ute crciet 10 $kip 10 User a0 Uge eircies 10 8kip 10 Usee €30 Uge eirsies 10 skp 1o coreeponding ecraen (forward of
coresponding screen (forward or comresponding screen (forward or comresponding screen (forward or comesponding screen (forward or backward)
backward) backward) backward) backward) $ig7 I Now 1aKet wter 1 $ign In Screen
18! expands on tap 1o take over 151 expands on tap to take over 151 expoands om tap 10 take over 151 expands cn tap 10 take over (tbd)
screen screen screm ecroen 151 #4pands on 1ap 1o take over £creen
P o - P T - P o - [aaw o - P o - T T - T o T
- Canosd — Carce Cance a— Cancel 5 y
Yoo Torors Yororg “ s P dore Done
A 27
[HEADLINE] [HEADLINE] o IHEADUNEII [HEADLINE] Thank you for signing up! Thank you for your The ,\,,,";?Lf‘;‘,':n; Swport
" . ¢ 9 ease provide the follow: ny 5 in Ab : - !
Tell us a little bit abour Are you currently ervolled - p_i" ! 9 Piease previde seme additional interest in Aimovig! gram s available 1o offer you
yourself in the Aimovig Patient TR infermation. helpful services and support
Support Program? P Rekis are required A1 %1% a0 roquied. Checkyour emel for Thes apg s intended for during your treatment
- your emel for atients with a prescription
Do you currently have a Emai ik to veréy your patents with a preacre P
prescription for Yes Your Last Name N o ""“;‘“‘“ " For more information on
Aimovig? Password e yout eaa *":‘; - Aimovig go e Aimevig com ot s breme
. o 4 you can sign it 3 brem s
Yes No Confirm Password Your ZIP Code 10 begin using the app or try youmay Registenng and it may
25 -0 as! Your Girth Monsh and Year ke bonger if o are ot
i t o checkrg — e Dudn't recenve your nk? covecied
No I'm net sure A T vy e MM - YYY - Resand Verfication Email C3ll now to enroll
1-800-Support
Continue Continue Continue Sign Up Continue to Sign In Visit Aimovig.com

KEY FUNCTIONALITY

Tapping cirelo or on row of “Yes™
activates “Continue” button
Tapping cirele or on row of ‘Ne”
[ " button
bution submits value

activates the
Tappi
If No, present (11
If Yes, prasont (12)

151 expands on 1ap 1o take over screen
Cancel” retums user to previous screen

KEY FUNCTIONALITY

Tapping circlo or on row of “Yes” activates
* button

“Continue” butt:

Tapping circle of an row of “No™ acthates the

“Continue” button
Tapping circle or an row of *I'm act sure™
oct/ates “Continue” button

Tapping “Continue” buttan submits value
1f "No” present (17)

1 “Yes” present (10)

1f T et sure” prosent (12)

151 expands on tap to take over screen
“Cancel” returns user 1o previcus sereen

Ermail fld chocks for valid emad feemat
Pasoword rules TED

Password confirmation field validetes against

Intial password

Tapping box with vaid values in previous fields

activates Contnue” button (with vaid data i
other felds)

Fiedds may be valdated cut of order (emad fieid
con be comphited after box checked)

Tapping “Continue” button submits data to

thea proceed to ()
then preceed 10.(_)
s takes user o (URL TBD)

1f email is mot

Terms and Con

151 expands on tap to take over soreen
Cancel takes user to provious scieen

Last name fied chicks for valid slgha input
219 code fioid chocks for $ character numerc
voloes

MM prapopulated with 01 10 12 valses

YYYY field defaults to 1990 value with values up
10 3 o warlier than 19_

Valid valses a previous faelds sctivates
“Continue” bution

Fields may be validated out of order (last narme
fiekd con be completed after zio code)

151 expands 0 tap 1o take over scoesn

Cancel takes user to previous screen

Last riere foeld ehacks for valid alpha
combinations

Zio code field checks for § numeric vaiwes.
MM propopuated with 01 to 12 vaises

YYYY field defaults to 1990 value with valves up

10 and 0o eartier than 19
Tepping box with vald valuea in previces fields
activates “Comtirue” bution

Teams and Conditions takes user to (URL TBD)
Privacy Policty takes user to (URL TBL)

151 expads 0n 1 10 take over screen

Cancel takes user 10 previous screen

KEY FUNCTIONALITY

Done returms wer to (1)
Visit Almovig,com launches user’s defmi
browser ar points o that page

15 expands on tep to taie over screen

Proceed with Registration

KEY FUNCTIONALITY

Done retrns wsor to (1)

Call 800 # betton has  hwef to 8008
Procesd with Registration takes user 1o (8)
IS1 snpards on tap o Lake over scrmn
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App Shell

Designing the app shell
and specifying the
different screen types
and functionalities
helped frame the
creative as well as

development effort.

Profile Page Headline

Image

«
APP SHELL
HOME SCREEN COMPONENTS 1S OPEN STATE
/7 Headhne for recent Support
-related it
app-related tm‘ .
- Profile
e s Representative
- ontent Logout
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Visual Designs

Following approval of the
wireframes and app shell,

here’s example of a visual

design concepts presented.

Your appeal
was approved.
We have
alerted your
pharmacy.

Impartant Safety Information

CALL MY PHARMACY

,:'Ir-.‘lfl
Ce 1
Prof
Logou
800-123-4547
FIR 15, 2000
Impaortant Safety Information
7
— -~
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Bausch & Lomb / Photon

Description:

Situation:

My Role:

Solutions:

Bausch & Lomb wanted to rapidly deploy a DTC (direct-to-consumer) solution for
contact lenses that would still preserve their business with eye care professionals and
keep them competitive

Business disruptors like Hubble were stunning contact lens manufacturers with
subscription-based fulfillment models that mirrored Blue Apron, Dollar Shave Club and
many more. Additionally the marketplace was being upset by large brick and mortar
establishments like Lenscrafters and Walmart.

Photon is an offshore developer that needed solid UX to support their extensive build
capabilities. Not being as savvy about UX as some companies, | had to navigate between
the demands within Photon to produce a high-fidelity wireframe, while still keeping to the
best practices of understanding users and defining requirements before design.

Project roadmap, user journeys, business model, sitemap, low and high-fidelity
wireframes
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Project Roadmap

This early-stage hybrid diagram shows
in arough way what systems are
required, what content is needed and
what a user journey might look like.
This was done in the first few days of
the project to get a sense of where we

were headed.

ASSUMPTIONS:

User drivers (SEO, SEM, media, etc.)
Both product lines available

No ECP-facing content

Cleared for MLR, approval, etc.

STAGES

User
Actions

Ul
Screens

Content
Required

Valeant Systems

3rd Party
Systems

0 o
RegiStration

Learn, gather
information, view
product line

Login

FAQs

Product Info

FAQs, Regsitration
requirements

WCMS to present
content throughout the
DTC UX

Update account profile,
preferences, contact
info, ECP lookup

Form for
Profile

Forms to complete,
terms to agree

Lookup ECP

Browse, shop, frank
transactions, order,
shipping

Product
Selection

Rx upload

Full product data,
images, metadata,
supporting matter

Inventory
management, ERP,
fulfillment, shipping

Assign insurance,
check coverage, view
plans

Insurance
Forms

Insurance lookup,
attach forms if
necessary

Insurance Lookup

Access rewards, check
balance, view offerings

Rewards Ul

Rewards content as per
3rd party provider

Horizon
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Referral Model = @

1 Patient comes to Patlent comes to 1a
ECP with coupon ECP without
coupon

The business needed a high-level D e (, ==y —

= ’x ines : OFF referral '.“ for any
transaction

through our Portal.
If Patient doesn't 2a Coupon applies to
have coupon and patient discounts

ECP prescribes
B<L, couponis
applied at point of
purchase in office

diagram to reflect the "referral model”

this entire system was built upon.

Highly regulated communications —

If patient Is not prescribed 3a Contacts ship 3 If patient doesnt orcer in - 3b
B+L, ECP still recerds other Lo} to patient the ECP office, they
brand in our system and receive a text / email
. ECP receives referral fee invite and complete the
for transacting through the - billing and shipping on
etween doClors and patients neede Fora .

to be vetted by MLR (Medical, Legal

4a Portalincludes
ECP-supplied data
from non-B+L Rx Contacts ship 4b

and Regulatory) to determine the e

product’s viability.
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Full User im 2w =

Journey

<MZOVCO0« omwnc

The entire user journey and sitemap ‘»

with mobile mockups and callouts | T e " H e - @ |

BAUSCH+LOMB
See better. Live better.

to explain the communications to

patients and their paths.

(O L] s ’
® ) | ~ | =
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Sitemap

T>ZMA—®

The sitemap showed the 3 different user profiles:

Introduction to ECP (eye care professionals),

authenticated ECPs, authenticated patients
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<MZOVCO« DmwC

User Journey Detail

_ , . ) = Text or Email invite to Patient w/link to
- Authenti P-facin rtal 3 .
6 Non-Authenticated, Registration & uthenticated, ECP-facing porta ™, microsite for Order
N
Marketing-focused ;2?;'" Patient-specific Order-specific Product-specific Acct/User Authentication and full Product-specific and
content information screens content Info ecommerce flow support content

The User Journey showed the sequence of
operations as different user’s engaged with the

system.
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If patient “clicks to order” in

the email, they are taken to
a secure microsite with

their Rx and they can
complete the ordar with
shipping, payment info, etc.

If patient taps link in text taken to a

secure microsite with their Rx
prepopulated and they can complete the

Patiant receives amail
order with shipping, payment info, etc.

M b . l k
invite with secure link to
their order, recap of their
selection, Rx, safety info,
(they will be presented with another
factor to authenticate in this flow)
. /

unsubscribe, metadata,
/
|

/

/

/

f

|

|

other details as required
|
L4 °
[ ] @ )
|
il Verizon LTE 3116 PM < % 55% & / I WGS T 9:414M 1005w Wil Verizon LTE 316 PM < % 55% = |
D | Ema |
< \ X} 1) | < Emai Edit < Emai |
220-00 ‘ % Inb
nbox From: Dr. Cosgrove's Office  Hige
To: Jane Patient
/
BAUSCH+LOMB ,
/
/

f
See better. Live better

| put together some rough

illustration of how patients would
/ ]
./

contact lens order now. Just
tap this link and you'll be taken
¢ a website to complete the

order:
1.sch

Dr.

Jane, Your

be notified by text or email which

drives them to a personalized
website with their prescription

.

and full ordering capabilities.
o .
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Low-Fidelity Wireframes

| created low-fidelity wireframes to
capture the ECP’s side of the
experience from non-authenticated
to authenticated. While this would
be a good start, there was a drive to

go to higher fidelity.

~] 0000

link to patient site

Headline About The Portal

Features and Benefits

Registration for the Portal

Shipping Account Number

Tele ne Numbe

Product Callout

Visibiity Tinted Soft (hydrophilic)
Contact Lenses

BAUSCH +LOMB
ULTRA get....

with MoistureSeal ™ technoio

BAUSCH - LOMB

See better. Live better.

Contact Us

Text a- A+

Enter User ID

[Ererarosword
Confirm Password

uuuuuuu

BIO m.,.;-‘j

true S

LoMB

LEGAL NOTICE | PRIVACY POLICY | CONTACT US | SITEMAP | BAUSCH + LOMB

logout BAUSCH - LOMB
See better. Live better.
pve Contact Us Toxt a- A+
ERS © CONTACT LENSES ©® MY ACCOUNT

Status

- Create New Patient
-

Product Callout

|

I
BAUSC“ + Lo“s BAUSCH +LOMB
ULTRA @8& s
with MOIStUreSeal® tachnakogy

Visibiity Tinted Soft (hydrophiic)
Contact Lenses

BIO Wj
True

LEGAL

L NOTICE | PRIVACY POLICY | CONTACT US | SITEMAP | BAUSCH + LOMB
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BAUSCH+LOME 0000

High-Fidelity Wireframes —
non-authenticated home e B

The client was seeking high-fidelity

For Your Practice
wireframes to further sell the concept to

BAUSCH+LOMB

management.

Ideally, this isn't attempted until there’s BAUSCUSLONS ..

a creative execution and a living brand to et [
build upon.

But ... sometimes [ have to what is
necessary. Shown is HCP-home page

and authenticated home page.
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Allergan Liletta Access Connect / Centron

Description:

Situation:

My Role:

Solutions:

Liletta was a new IUD on the market and distinguished itself through promoting access
across a number of channels, One of these was enabling doctors and their staff to
prescribe and manage patient’s benefits through a web application: Access Connect

Centron had done a lot of branding and marketing collateral for Liletta but Access
Connect was designed by another shop and missed the mark. Analyzing the faults of
their design and proposing a new solution we won the business to redesign that
application which led to winning more business to redesign a similar portal for the eye
care franchise and Botox.

As the beginning of a two-year engagement with Centron and Allergan (as a contractor
with Centron) my role began as UX Lead but quickly evolved to cover technical project
management, creative direction and business development.

Business Requirements Documentation, User flows, Sitemaps, Wireframes, Prototypes,
Content Matrix, Functional Specifications
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PrOhlemS Wlth EXIStlng Slte Global tab navigation took up a lot of space at the

top of the page and included links to the Patient
site, with as many as 3 layers of tabs to get to
content

Important Safety Information  Prescribing Information FAQs Help

Liletta YV  nccess®

leooeseeesy  CONNECT
rivateme sysen| S2mg Healthcare Professionals LILETTA AccessConnect

Relmbursement Services Patlent Savings Program Resources Ordering

Home = Reimbursement Services ' Online Benefits Investigation (&) Welcome Back, KAREN BOHMKE ! \(') Log out
For help, please call 855-LILETTA (855-545-3882).

Manual Benefits Investigation Patlent Search Benefits Investigation Support

Online Benefits Investigation




Problems with existing site

The non-logged-in users were

Register today for LILETTA AccessCoanect 1o

presented with general content which "‘;mw'-mwwm |
Benefits Investigations

didn't fully explain the features and O o

0 Ordering LILETTA
benefits of this application.

Home / About LILETTA AccessConnect

. . About LILETTA AccessConnect™
Logged-in users were greeted with

LILETTA AccessConnect makes getting LILETTA™
as seamless as possible.

UILETTA AccessConnect i an casy-1o-use onlne portal dedicated i¢
. . makng ol stages of cedering, benefts investigation, tracking and
| Ittle CO nte nt tO aCt u pon I nstead seumbursment of LILETTA smple and stieamined

H)
* Petform an on demand patient benelits urves bgation
* Place an order onkme for LILETTA with any one of o Bexible

getting an “about” page with no real e

application-specific call to action.




Analysis & Solutions

| put together an

Patient Savings and Resources

Home Screen

vThese 2 sections are distinct from Reimbursement and
Ordering in that they are not transactional; they should be
presented differently

vPresent actionable information for logged-in users

vProvide navigation to the sections avoiding another leyv,
nested horizontal tabs

vQA properly so that authenticated users do not see ge
splash page content

analysis that looked
forward and didn’t
diminish their initial

efforts.

Design -

vCreate consistency between HCP site and Access Connect

vEnsure design elements are strategically implemented to
hance to experience

en

Reimbursement

vBetter understand the capabilities of the system to design a

better interface (the test account doesn’t give us full access
to all possible displays)

vImprove form interactions with pre-populated data,
predictive typing, field validation

vConsider linking Patient Information with any EHR or
backend system the doctor’s office may already have

v(C
us

vU
sy

Expanding the relationship

vCreate a dashboard that tracks orders and key information
for users

vReinforcing the relationship with communication within the
site

vGenerate reminders when users haven'’t placed an order,
haven't logged in in a certain amount of time, or are close to
the discount number to increase purchasing habits and
interaction

vAllow users to choose preference in communication- text,
call, email

Ordering

vNeed to understand how the Ready Stock Program works
(currently unavailable)

vLead user more directly to Order through VDP with
sufficient explanation closer to the order form itself

vChange process icons to clearly show the user where they
are in the sequence of ordering, what steps are completed
and what steps are outstanding

v Supply product information in a way that does not clutter
the ordering user experience
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User Flows and Sitemap

FTTAAzcassCennact
ooty P [

Using swimlane
diagrams, user flows
and sitemaps, we were
able restructure the

content

Parkar cass Dot
Oocor rescites
Pt

Dockoy or someng i
aitce, goes cnvne 1o
LAG, £33 out T

Pring out compond

Fax to UBC

LIC nigests v,
s a1 wit:
Zextor ¢ ecessay

LEC dansmis &om to
oree; LAC tracks
peogeess for ol

TS
ovdey mefdata

(AN, DT, 6t

Aceawad SR ot
aoctar sehoaucs agpt
wasan

3 j—

Accrado

10.0

Reglstration

ERe |

Usse: Srgha

Casarnas o e
o form ol oy
=0 ton exivr

Sue
Qi 0F

Craer Aeanymes
Iy e tevem]
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ey |
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[rErp———
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s NUEIVD2
|

= Cutbuows

Orrinr wh Coetrarind
L rics
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Crrine win 3401

0.0 ®
taAccessConnect -
10.0 20.0 20.0 30.0 40.0
Ordaiing Online Benefits Manual Benefis SP :::zﬂs o ——
ey IMVESligation input Investigation input Program
i
Pepan
) 2 v & i 2o o it 4(
ety bl C v e e L
Ondering a3ge PR ——
hased on Ao Oning Bl MSURS | cousmned wet sgwons 1 321 Resoure 1
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Wireframes & Functional Specifications R

As Centron was only doing design =

and not development, wireframes e e

needed functional specifications e

that developers could easily

These 3 CTAs link to their respective pages

grasp, including complex S R

ecommerce pages va ..M/o uwen.w_,..ww"mm_ww-mmwm

TOTAL | $11.950.00 Whe s mat sapeprate for
Use o LLETTA s rmrand st 1 woman w s Mo 01 suapected srognancy asd canrc e uied b poat<otl cortracepton comjendal 3 maqured utesre
o 357300 v Ounas L Tty S0 103 € Ty ST T A0/1E Gy MIWY ( AT MORSTC A (F SO SRS SVUIYD CAYRY. 10w 310 T (am

PR S DO DL T SRONTANTSALKYMIDIMATON . - - o o e e e e e e m e e e e
e
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Visual Design applied to Wireframes

These 3 CTAs link to thelr respective pages

The Visual Design, hewed closely to the —_— e
wireframes for the live site, for desktop

and mobile, for non-authenticated and ILETTA AccatsConnatt

How can we help you today?

authenticated users.

Place Benefits Patient Savings Specialty
Your Order Investigation | Progra Pharmacy Provider

Order LILETTA, 3l IT-ALCACEO (877 722 T1I6)
- - Toe mwane infovmation sbont

S per s R B acqunng LLETTA fiom aue

o st up aretum Speciaky Ploamacy Povbss

Prescnbing —
Information>  —
—

LILETTA AccessConnect

How can we help you today?

Place Your Order

Order LILETTA, see your order history,
or sel up areturn

Welcome to
LILETTA AccessConnect

A comprehensive resource for your office providing 24/7 suppert
for LILETTA procurement, billing, and benefits investigation
Register now to take advantage of:
Benefits Investigation Gan access to ove
280 m pat

Benefits Investigation

Gain access to over 280 million patient
records for on-demand results

Patient Savings Progr:
Learn about savings options for eligible
and commercially-insured patients

[TTA (855 545 3882)

Specialty Pharmacy Provider
Call 877-ACCREDO (877 222.7336) for more information about
acquiring LILETTA from our Specialty Pharmacy Provider

For help, please call 855-LILETTA (855.545.3882)
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Visual Design applied to Wireframes

The Visual Design, hewed closely
to the wireframes for the live site

with ecommerce screens as well.

Ordering

(L) Welcome back, Alex!  €) Log Out

Welcome to the LILETTA Volume Discount Program!

of 3: Place Order

Important Safety Information >  Prescribing Information)  Healthcare Professionals>  Patients> 2 &

Benefits Investigation

For help, please call 855-LILETTA (855.545.3882)

Ordering Standard Mode

. .

Switch to 3408 Mode

Units /
Quantity

L

NP1 ¥

Wilson Health 6
Clinic, Danbury, CT

LILETTA AccessConnect » Ordering > Step 1 of 3: Place Order

Insartion

Training Kits

6 Patient

Brochures prg

© Patient
y Brochures s

© For 7

Ordering Standard Mode

Name Insertion |  Patient Brochures @ PO# o Total
and NPI# 1 Training Kits (English) Cost
2
Dr. Charles Gell
omete [k [ (e (o
LILETTA For onais>  Patients>  kmportant Risk ing D= 4
logo 5
fecesstonnect Qrdering Benefits Investigation Patient Savings Program Rescurces

Switch to 3408 Mode

lAdc Location W || <ecter numbe

n
“» 4>

ArfiH >

Cancel

TOTAL COST B Discount Program Information Specialty Pharmacy
Py r Provider (SPP)
ers and Billin g To order a single unit through \
Specialty Pharmacy, please call
Submit 877-ACCREDO (877.222.7336) for more

Specialty Pharmacy Provider

information about this ordering option.

Your office can also choose to acquire
LILETTA through Accredo, which will then
manage payment and reimbursement for the

unit ikself.

Call 1-866-759-1557, option 3
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Allergan EyeCue / Centron - FOLLOW-ON ENGAGEMENT

Description:

Situation:

My Role:

Solutions:

As aresult of the success with the AccessConnect project, Allergan tasked Centron to
design the front-end UX for an even more robust application with similar capabilities. Their
entire eyecare franchise of treatments and medications would be enabled in this portal

In this case, the treatments were a variety of delivery. Some were medical devices, some
traditional drug delivery, some complex surgical treatments. Each one had its own unique
set or requirements. Additionally, this needed to integrate more fully with the Allergan
backend (SAP) and authentication (Okta) in addition to

| was responsible for leading the team not only with UX but also integrating with the
various vendors and internal Allergan IT through workshops. Centron had limited technical
knowledge and a small design and UX capability that | helped grow to meet the needs of
the engagement.

Business Requirements Documentation, Workshops User flows, Dataflow diagrams
Sitemaps, Wireframes, Prototypes, Functional Specifications
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User Flows

Complexities of signup and login
needed to be fully mapped out.
Allergan’s enterprise-authentication
vendor Okta already had existing
subscribers. SAP also handled an ERP

function.

We also needed to document the flow of
data through different vendors from
initial inquiry for patient benefits to

prescribing, ordering and shipping

sig

okta

=

(]

o ———_ OKtal

Status

PHI ONLY PRESENTED ON PORTAL N\

Trolefin Processing

ALL PHI STORED WAITH TRIPLEFIN

proprie
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Business Requirements
Document

The BRD became the working document
reflecting all associated business rules,
user flows, product definitions and other

relevant requirements.

The different teams and vendors utilized
the BRD to frame the work breakdown and
scope out resourcing as well as design

infrastructure and systems architecture.

Business Requirements Document (BRD)

Feld Requred  Form Data (Farma)  Type

Dotk Valuss
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Sitemaps

Non-logged-in users (top) and
Logged-in users (bottom) had
completely different capabilities

and functions in the application.

Though mostly representing front-
end, the logged-in user sitemap

also followed the user flow.

a Non-logged-in, Sitemap » » NEW <<

LogoutiLogin i
Registration Allergan Eye
asic oo} S " Care Portfolio
—— hanes amosrsamer
ey pvesed
e reoemanon "."‘:1 .
A A capmarce Auewon
[y — [Ny —
— ~
- i 40.0b | i 1 Upda Apr L
a Logged-in, Sitemap Interim Logged-in User pda L 9
home page
ogn hetp ‘ 40.0a
Login/.ogout AllerganEyeCue/<ogin>
! DMRECT w4 © A 2] User Preferences
o Panel
Initiate Case Place Order Bill Pay Case Status Su Allergan Eye
(n AD cione) PP Care Portfolio
i1 O o ) o
Case innaton Form
(BV, PA, Acpeals) . wwc:w Manage Profie
v OIREC !
Case Rosuts Change Search Crier Patert Detad Repon
PA Acpeas) FAOs
O bet)
- as0 Detas oprt
Pt Dotad
Prioc Aonzaton ] - o T Hosources
baae (PDFs, videos, forms )
Paports
et
v Ovtr Heatory
Prior Autronzanon
Pemuts
DIRECT  AUTRGAN] DIRECT
= Sropprg Cant
Post-Service Claums. Account Semngs
Appes
[naguy
mecr
v Payment Informaon
Post-Service Clas
Mvefonts RS FAGSeGA|Sescr Notes
Crodt Cards
e o
Order Cortrmaton
Footer
Navigation Asorgan Wiotsito Desclaimer Privacy Statement & Torms of Use Contact Us Stemap
Legend
XX XX senct
Home page Top-Lovel NaV  2ns Levo: Cortent Aisgen Dinst et g Sored Tate Contert IS penctes —— arol

This document is not intended to represent final copy. nomencisture, design. of layout
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Wireframes

Wireframes were rendered in a
Lean UX fashion without
representing every conceivable
screen, just key variations for
non-logged-in and logged-in
users as well as forms and data-

intensive displays.
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Creative
Executions

Working closely with visual
designers, we put together
different approaches for the
look and feel that would capably

present the data and content.
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Functional
Specifications

With a set look and feel, we went
directly to annotated compsin a

functional spec so that developers

could be begin building the

application without wireframing

every conceivable screen.
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Functional
Specifications:
data and forms

For the logged-in user
presenting complex forms and
multiple sets of data needed a
clean Ul that allowed users to

manage the complexity.

Hello, how can we help you?

B 190900- 10 eme 402 s Lundig Pope. st mane babevier

s
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Style Guide

A style guide was the final
handoff document to developers,
explaining CSS and behaviors for
various functions and

components.
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ISC

Description:

Situation:

My Role:

Solutions:

Workforce management software enables large businesses to dynamically adjust staffing
based on variable criteria. For instance a call center needs to be answering calls with less
than 2 minute hold time, but a national commercial is airing, 8 people are out sick and
there’s a storm that has kept workers away from the center. How do you quickly adjust a
staff of hourly employees?

ISC had created one of the more popular versions of workforce management, used by AT&T,
among many others. Embedded inside a .NET ASP platform is an algorithm which can
calculate adjustments for staffing on the fly. Unfortunately, the SaaS application hadn't
been redesigned in years and wasn't taking advantage of modern web components.

| was brought on as the sole UX consultant and proceeded to analyze and breakdown the
components of the application and how best to deliver a solution that developers could
build, while taking advantage of such things as drag-and-drop functionality and a more fluid
Ul

Content strategy, sitemap, wireframes, functional specifications, creative direction
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Existing Application

The application was built in ASPNET
and included a cluttered 4 levels of
navigation in some screens,
Additionally, much of the interface
hadn't been designed to scale and
analytics showed much of the

navigation isn't used by most users.
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Incharge Manager

This was the “secret sauce” of the
application: users enter in data
(staffing, time constraints, multiple
variables) and the system would
calculates how to manage the staff

allocations.

Unfortunately, the process required
multiple steps and, only then, did it

generate a spreadsheet in Crystal

Reports which required further clarity.
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Revised Sitemap & Wireframes

Understanding from analytics, | could
see there were whole sections of the
application that people didn't use. | also
reduced the stacked tabs and created a
more streamlined information

architecture.

0.0
Authenticated User Login

8

Swnrglume  Saebuste
flepants - Index Page Fenztoraly

These wires included annotation so

Intracay

developers could understand the global

elements and functionality.

Lt e | Lt | 2k

proprietary & confidential - do not share




New Web Components

To get this application to be more
usable and powerful, | needed to
introduce predictive typing,
prepopulating forms, smarter date
selectors and many other modern

widgets.

Crosior  Lew Sachs w
Modfiod  Thu Jun 062013

InCharge
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Currently, making exceptions over a
range of dates requires the user to
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month is counterintuitive and doesn't permit
an active to view by parison.
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A New Vision For
The Application

It was just a matter of taking all of that

data and presenting it differently.

Here the user not only sees the
employees and their working time, but

clearly sees their breaks and time off.

Most important, the color scheme
alerts the user to critical periods when

staffing allocations are down.

Document:
Sitemap & Wireframes
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Drag and Drop Scheduling

The Incharge Manager now has capabilities
to move timeframes cleanly and easily on a

click.

This was also critical to show developers
how the application should perform, while a
redesigned application still needed some

creative additions.

+1

9:00 - 3:30

9:00 - 3:30
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Creative Execution

An example of the
reskinned Ul built on the
new vision for the

application
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THANK YOU!

lee.Sachs@gmail.com
914.720.0292
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