


TL;DR: Overodd

| design design teams, their culture, and the processes that unlock their creative
potential by which they contribute to business outcomes.

Over 15 years delivering digital experiences in consumer products, marketing agencies,

consulting, and enterprise (B2B).

Largest team: 13 direct reports (incl. UX architect & manager levels).

Business Impact

Led UX team at VMware, driving the UX for its transition to
multi-cloud and hybrid infrastructure, boosting subscription
revenue by 34% to $1.3B YoY. As voice of the customer,
championed research for ongoing learning, sharing strategic
insights with cross-functional teams and executives,
fostering increased user empathy and awareness.

Organizational Impact

Drove impact across the organization through coaching,
mentoring, and process scaling tools. Prioritized inclusivity in
recruitment and development of a global design team. Led
initiatives in DEI, UX evangelism, and conference content.

Product Team Impact

ldentified and addressed duplicative efforts, fostering
collaboration and merging of plans towards strategic vision.
Streamlined collaboration processes, established
asynchronous workflows for global team, prioritized KPIs,
accessibility, and utilization of design patterns and guidelines.

Individual Impact

Prioritized unblocking talented teams while creating avenues
for personal and professional growth within the organization.
Regularly monitored team health and project progress with
direct reports. Empowered individuals and supported
opportunities for expanding scope, interests, and talents
aligned with business outcomes.



TL:DR: VMwace

2021
3 work streams
/ reports

2022
4 works streams
10 reports

2023
6 work streams
13 reports

[ JUMP TO CASE STUDY > )

Led UX team that supported the
transformation of VMware into a
multi-cloud and hybrid infrastructure
solution resulting in a 34% increase
YoY of subscription revenue to $1.3B.

Drove UX efforts that support
VMware’s strategic priority to unify its
suite of enterprise infrastructure
products (7+ core services) into a
single solution resulting in improved
usability and accessibility.

Built a fully-remote and high-
performing, outcome-driven team.



TL:DR: USDA

2018

1 agency

3 work streams
6 reports

2020

2 agencies

4 works streams
9 reports

[ JUMP TO CASE STUDY > )

Streamlined customer service for
faster processing of permits

Reduced effort to help customers
determine their regulatory needs

$15.5 billion in funding distributed
6.5 million customer page views

4.6 million customer interactions



TL:DR: Modetnaze

2016
19 tests/yr
No conversion rate baseline

2017

06 tests/yr

10% monthly conversion rate
Increase

[ JUMP TO CASE STUDY > )

Defined appropriate KPIs for the
experimentation program

Established KPI baselines through a
full audit of testing practices

Co-created a new prioritization
framework through workshops with
stakeholders

Increased testing velocity by 405%:
from 19 tests/year to 96 tests/year

Achieved an overall 10% quarterly
Increase in conversions
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BN WHAT DOES VMW DO?

VMware provides software that allows enterprises to create
and manage the infrastructure that supports their businesses.

BN CHALLENGE

HVISION

VVMware ships its organizations and Build the enterprise private cloud for
it's hindering customers’ and users’ any workload anywhere with unified
workflows as they have to navigate management and operations.

extremely fragmented experiences
day-to-day.



MY SCOPE

Al/ML Servic

Size, Plan, Bringup

Composable sired State
ifigtiratior

Infrastructure

laa$ Platform

Infrastructure

Creation

Infrastructure
Management
Security

Fleet Management

13 reports
5 work streams

00O



MY ROLE

Team whisperer: Built a fully-remote and
high-performing, highly-collaborative,
outcome-driven, empathetic team.

Connecting dots, pulling threads, aligning
cross-functional teams: Took over a
broader portfolio of strategic areas of the
private multi-cloud infrastructure platform
that impact the time to value and
productivity of users.

Team efficiency: Structured a framework
for the team to connect and collaborate
asynchronously across multiple time zones
to reduce meeting time and fatigue.

Design advocacy: Increase cross-
functional awareness about Design by
planning and running creative design and
user-focus events at VMware internal and
customer conferences/events.

GEEK OUT WITH A JOURNEY MAP

Voice of the customer: Championed
tactical and strategic research for
continuous learning. Facilitated strategic
insights share-outs across cross-functional
teams and executive leadership leading to
exponential awareness that resulted in
iIncreased E2E user empathy.

Strategic Execution: Partnered with UX
leadership to restructure team for new
strategic execution. Instrumental in
creating, improving, and establishing
critical processes and rituals as we shifted
to this new structure to ensure designers
were focused on the outcomes and cross-
functional alignment.
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B IMPACT

Product Design Senior Manager

Drove UX efforts that support VMware’s strategic
priority to unify its suite of enterprise infrastructure
products (7+ core services) into a single solution
resulting in improved usability and accessibility.

Led vision alignment across a highly matrixed
organization, connecting the dots across complex
products giving way to integrated MVP experiences and
further integration roadmaps throughout the business.

Fostered design advocacy at all leadership levels which
allowed all UX designers to be invited to help work
streams define solutions from problem definition
onward.

Enabled a culture of collaboration, inclusivity, and high
performance within the team creating higher-impact
designs.

Product Design Manager

Led UX for the transformation of VMware into a multi-
cloud and hybrid infrastructure solution resulting in a
34% increase YoY of subscription revenue to $1.3B.

Prioritized the recruitment, development, and
motivation of a globally distributed design team,
emphasizing inclusivity and accessibility in both our
team dynamics and product design.

"l deeply appreciate Karen's
insights on our team. She is
fearless about speaking up
about gaps balanced with a deft,
non- confrontational delivery
that aligns people toward

problem solving whether it's
with her direct reports, her cross-
functional partners or peers. [...]"

Janet Amaro
Product Design Director

00O


https://www.linkedin.com/in/janetamaro/

BN MANAGEMENT TOOLS

Product
KPI dashboard

Onboarding

#vCenters
registered out of
total on-prem
{ask in user
surveys)
(histogram)

# vCenters
subscribed out
of registered
(Trend over
time, %)

Time between Time between

register to acct creation to

subscribe 1stvC  register 1stvC
(Trend over (Trend over
time, avg, STD) time, avg, ST!

Aggregated time on
ortal from creating
7§ to registering 15t

vC
(Trend over time.

avg STD)
{histogram)

# customers who
created a GSS
ticket to onboard
out of total
(Trend over time,
%)

Survey
response: how
easy was it to
onboard?
(scale)

Time between
first visit
(arctic) to

starting a trial

Pre-Checks/
Licensing Plan

Listand count
of vCenters that

don't meet pry
checks
(histogram of %,
%vC .

gistered to
prepared
successfully

Search/sort
queries when
selecting
licenses
(table ranked)

Avg # of license
selected as part
of plan
{Count fera
time period)

Avg # of vCenter
selected as part
of plan (Count
for a time
period))

Purchasing Entitlement/ Inventory Alerts and

Metering/
Billing

% of Successful
conversicn to

Purchases subscription

out of trials (% fail /

(CR) success)

# Billing
related

Dro p- Support
off rate tickets

Drop-off
points

# of Form
errors (and
which)

Time
on step

timein '
purchasin,

funnel
(Funnel)

New vs.
Upgrade
purchases
(trend)

Events

#times # clicks on

vCenter T
accessed individual

. from inv view events
# of # of Click

clicks on on open vC

. from Events
vC details (trend)

No of Search
and Filter on the
data grid?
-what are the
search queries?

# filters from
the events
summary

section (trend)

UX-led KPI definition workshop for new platform.

KPIs by Workstream

Capacity Management

# clicks on
view
details' for
a cluster

VM Service

# customers whc.

create a new VM
out of total
(Trend over time,
ratio)

What information
is important to
users?

Do they dlick see
VM details?

How many use
Search and Filter
on the VM table™

-what are the
search querles?

Wt acticns weould users
Lak frzem o o mathon T

Where do they go nexc?

How mary e Cyzen 1
0 viphare from Coud L7

Avg. time t’
create 1st .

VM since
subscribing

# of Clicks

on open vC

fromaVvMm
view

Lifecycle

List & count of
the versions of
all registered
vCenters

% of vCs that
haven't yet
been
upgraded to
newest version

Avg tim:
per vC
upgrade
(trend)
nme wken
for
upgrades
(trend)

Security +
Availability

# clicks on
individual
security
issues

Click open
vC from a
security
details page

# of alerts /
notifications

# of events
(action taken

from user)
from alerts / .
notifications

() 20 min

SRE Monitoring Config Service

No of % of
reschedule customers that
requests from create a profile

customers (Trend)
over time

. % of customers
Time taken to ailure that deploy a
resolve failed rate newvC froma

file
upgrades end) B
(trend) . ATy,
. # of times
users ‘
schedule/ run

compliance

check .

# of vCs
using
assigned
profile

# of times
users edit
profile

UX-led dashboard mapping workshop.

Primary KPI Dashboards (Priority Order) Other Important Dashboards Workstream KPI Dashboards

How easy is it to get
started?
(Onboarding / Adoption /
Retention)

Why are customers

churning (if they are)?

How are cust
using it?

Are customers using
it?
(Usage)

Are customers happy
using it?
(Satisfaction)

Is it easy to use?
(E2E Workflows)

Is it helping customers
achieve their goals?

What failures are
occuring?

How well are we
attracting new
customers?
(Sales Funnel)

Org Explorer

How well is it
meeting business
objectives?

Pre-checks /
Licensing Plan

Alerts and Events

Security

Purchasing

Capacity
Management

SRE Monitoring

Entitlement /
Metering / Billing

Virtual Machines

Configuration

Inventory

vCenter Lifecycle




BN MANAGEMENT TOOLS

Product

System patterns: user messaging

Snack Bar

Worked across teams
to supplement existing
component library
with design style

CONFLUENCE NGX DOCUMENTATION

Snack bars are quick confirmation of successful user actions.
Snack bars appear at the bottom left corner of the screen and time out in 6
seconds.They are low in the visual/interaction hierarchy because users are

aware of the request they have submitted. QU|de template for
designers to populate

Anatomy as they came across
the need while
working on projects.

V) janedoe@gmail.com has been added to ACME Development View Det v D
oS

« Time-out in 6 seconds
« Provide a link to the created/modified/updated object when possible
+ Remove snack bar if user navigates away from the current view

Description « Use “View Details” as the link title in most cases

X Don’ts
« Do not batch notification. Maximum 1 snack bar at a time.

« If multiple messages are needed, communicate the number of affected records

Guidelines

in the message (eg. “Johndoe, annedoe, and 5 other users added successfully”)

When to use: Special Scenario
+ Information triggered by users’ action -- No Special Scenario documented.

« Success message for form submission/object edit/object deleti

Placement on the Page

&

Snackbar messages will always appear on the bottom left corner of the screen.



BN MANAGEMENT TOOLS

Product

Worked with my leads to create an artifact to clearly surface overlapping
siloed efforts that we had been calling out with no response. Created one
for each of my work streams to help leadership have the conversation.

Overlapping efforts

Workstreams Overlaps - Deployments

Confluence

« Capacity Expansion (vCenter & WLD deployment)
« Deploy with multiple clusters
« Config Management / Desired State Config

Ul Merge
(VCF Ops) 52 521 9.0

Impact on Capacity Expansion flexibility (both

WLDs and clusters)

Deploying new SDDC-M instance via import
Conflusnce Perform import via SDDC-M Ul and/or VCF Ops Ul
— Q: How are we “upselling” VCF to brownfield

» P&P tool produces a JSON config file to deploy customers?

« Deploy Mgmt domain, additional WLDs, and Unified Installer =
clusters with JSON file and installer appliance Brownfleld

» Use appliance to produce config files for Day-N
deployments as well

Service Confluence

« Capacity Expansion workflows to s ort service
Enablement P O T W BURpOL AR
enablement (supervisor clusters).

Ul Merge
(vSphere)

Confluence

« Capacity Expansion (create clusters)




BN MANAGEMENT TOOLS

Our Values. Your Journey.
»

INNOVATION

e

Let's Design
Your Career
Journey
Together

People

oanma ron

Career path template

Created a phased
template for those in my
team who wanted to co-

create their career path
Wlth me through a TODAY o — = = = = = = — = yoiine = == = = = = == = = s === = = = = = = = =P s = === = = = = == =P oaats = =/ = = = = = = = BN L o mmmmm—m— = = = [ -

progressive framework.

.....

Upparing, Evidence:



People

360 feedback form template

BN MANAGEMENT TOOLS

Created 360 Feedback
surveys that mapped 1-to-1
to our career ladder
descriptions, for every level
in UX and launched a
process for managers to
conduct those yearly.

The same templates were
duplicated and customized
for the research and
technical teams.

pages /... | Templates b

360Full Survey Tips

/ bl
dified by Mary Lee on Sep 21, 2022

aren dman, last mo
Created by Karen Feldman,

Why use it?

« You need

work r and vis
r team members a clea _functional partners

« You want to provide you and complete for cross

« You need feedback tool to be easy to access

The form

« Once you duplicate it, you can cust
> Currently set up as anonymous

« The formis branched for the design team Vs. all e
o Design team pranch maps exactly to every

» Partners branch is a subset of the fiescript;on,sf;c;n:n
« We've created a scale that would be easier toun ‘:frt N
« The open guestion for additional commentsh\{\éahsis A e
« The last question is a NetPromoter scoré whi

omize as needed .
(you can probably change that if needed)

other partner teams o
in the career level descripti

The Results

0
Promoters
) e ich will show everythin Passives
results summary link with the individual which "< only most ssi -
« You are able to share a —format answers, -100 +100

ry does NOT show ALL long

summa .
- Unfortunately the results hrough the editor’s View of resu

> You can access all of them t

and skill levelar

1. Please select your role as it best describes your working collaboration with the designer.

More Details

UX

Research / Design Ops. / Access...
Product Management

Ul / Front-end engineer

ENG / back-end engineer / ENG ...
IX Team

Other

. Please rank this person's EXPERIENCE DESIGN skill level as you have experienced it

More Details

M No opportunity to observe M Significant Development Needed M Slight Development needed

W Competent (Performing as expected) W Definite Strength W Exemplary (a role model)

B .
B

ansmmmnn L T— \ I ——

Has expert understanding of information architecture,
multi-step flows and accessibility guidelines

Always delivers the end to end story across the
initiative/ concept/ product level

Defines details of r~-~r-=-- ~t~tmn
and resolves poter W N/A M Learning M Growing M Achieving M Teaching M Transforming

I
lE B
B

Showcases and te:
customers' needs i

Actively works with their product team to distill and

Demonstrates exp prioritize their feedback, teaches others to do the...

team, deliverables )
Consistently follows up and follows through, mentors

Takes ownership t¢ ~ others to do the same

between different
Has an understanding of the capabilities and

Balances existing ¢ constraints of development
with product-speci

Proposes new style
cohesive with the |

Provides strong de 16. Please outline opportunity areas, with examples of times where those presented themselves and, what your
expectations were in that situation vs. how this person performed.

SS¢

Hint: You can focus on any items where you marked this person'’s skill level at 'Learning' or 'Growing'

More Details

Latest Responses
7 "Nick has always presented with good design ideas and has a knack for pre...

Responses "Overall collaboration is good and | have mostly positive feedback for Nick....

on

zing skills more relevant tf) thi
d assess for people outside ¢
to prevent overextending
metric for an overall succt More Detals

17. How likely are you to recommend working with this person to a colleague?

Detractors

lts and copy each comr NPS®



BN MANAGEMENT TOOLS

vSphere+ I RElEAsEscHEBULE Y |ast Update: April 1, 2023

UX Status @® Done In Progress o do Backlog

VIEW E2E STORYBOARD

©

P Grow use of vSphere Subscription
Learn and Evaluate (GA) 4 (_ Y/sumithrz ) p D

l Trial Experience (GA) [N Yi ) Move vCs to Subscription (GA) [t (sumithia ) Use vSphere Cloud Services

Customer learns about Arctic,
Customer learns vSphere Advantage and

' Customer moves vCenters to subscription Inventory (GA) i (Y ) Subscribe more vCenters
request free trial to try cloud services

cloud services and the benefits

Configuration Management — Add deployment
Create Org and Accounts (GA) ( Bing )

Sales-led subscription onboarding . . P (Future) —
@« ( sumithra ) Edition assignment (' Sumithra/
Customer creates an organization and (GA) — -

Operations (GA) [l (__ YiDeneva ) Try/Buy Additional VMware Products

account on VMware Cloud using CSP Customer assigns different editions to their

Customer purchases a subscription using a
hosts

sales-led workflow from a partner VM View (GA) (_Bing/Brian ) Enhanced Operations (VROps)
Install & Register Cloud Gateway
(GA)

Customer downloads and Installs Cloud Customer‘ creates a sgbscn tion plan to
upgrade licenses (Optional)

-~ ~ . M Enhanced Management (vRA)
Create Exchange Plan (Future) (" sumithra ) Disaster Recovery (VCDR) (_ Sumithra/ Juan )

Enhanced Security (Carbon Black)

. vC Lifecycle Management [l{ ( Deneva )
Gateway on premises N )

Expand to vSphere based Cloud
VMware managed vC upgrade

Self-service Purchase (Future) (“sumithra ) (including upgrade notifications) (GA) Expand to VMC on AWS

Customer buys term commitment with/without

In-product Support (4 Expand to Partner Cloud
subscription plan L

Contextual Help and Support
Move Workloads to Cloud

Prepare vCs for Arctic (Archive) er : Gateway Management

P
Customer prepares vCs for subscription Gateway recovery (Post GA) .

Gateways scale (Post GA) [l

P rocess —

. Created a centralized index for stakeholders to easily find UX
JOU rney UX |ndeX prototypes any time. Each item listed displayed owner, status, link to

prototype and short demo vide updated weekly. This artifact also gave
visibility of work happening across teams along the entire user journey.




BN MANAGEMENT TOOLS

Process

Guidelines definition

Documenting a UX project

This is a list of desired information to include in our UX pro
documentation. How you structure and presentitisuptoy

Quad and stakeholders tagged

Resource links / Useful link

UX Jira story/epic (should be linked to PM initiative)
Epic

Story for each workflow or section

Tasks under each story: 1) workflow design, 2) Accessibi
reviews, 4) UX metrics proposal, 5) User validation, 6) shi
PM initiative

Index Figma linking to all different parts of an experienct
This could be in the form of use cases aligned to a journ
Miro working boards / workshop boards

Dovetail Project

PM related documentation

Use cases (if PM has not done this we need to)

Timeline + Status

Project overview

Problem origin

Customer feedback

Bug

Business strategy

Problem definition

Research

High-level findings and insights

Nice to have:

user quotes

Telemetry data relevant to the problem
Meetings

Design Review & Updates Process

Overall Guidance

If there is a change, the

. g progress, decisions a
e th f nd updat
o e will file tickets on Ctinare

the respective teg .
Ms requesting/e i
UX will close the Joo 9/executing the update

’ p once .
with quad. UPdate/enhancement IS agreed upon by

sharing list of new Jj ,
UX stories live on the Ux Jira stories

Implementation stories |j
All child stories

Bugs/Defects will be reported in Bugzilla

Design stage

a. Pre user validation
i. Designers will
present work duri i ;
feedback during their established quad meetings and take in

mmary of discussion, includi

feedback and action it NG outstanding questions

iii. Designers wi
b. Post user validation

feecliback and action items for the quad . one

) feedb
Review Methods ackcand present updated design in next quad meeting

Live Environments

File a Jira ticket for U)

i to pick u an . .
'mplementaﬁnn p y bUGS Or INfArn~i-12

Srikanth ca - Agynchronous critiques

Used for holistic rey it !
once implementeq.  Let's start leveraging asynchronous critiques. My suggestion

is for this to

UX also needs to se replace having to sign up for arctic-reviews and share-out reviews and try to

overall design flow y fully accomplish offline.

How to share?
* Record a walkthrough, with context (same as you wou

into slack message
* write up context and topic in recording for the slack message ‘
* include specific questions you need help with or say youre looking for

general feedback ‘ o t
* include figma link or miro link (whatever applies) for in-file comments

Id present live) - embed

We should do this at every stage of our process:

* Desk research: opportunity to get more use Cases from others, or ideas on

Record any conversation, whether it’s internal to UX or cross-functional other products to look at

Date

Topic (this functions also as agenda shared ahead of time)
Recordings

Notes

* user flows: get others to give feedback on whether flows make sense or are

missing steps/paths .
* early ideation: concept validation/questions
* user research: share findings and get questions

* high-fidelity: pattern consistency

Participants (good to send required participants ahead of meeting)

Als
Decisions made
Solutions/Outcomes




BN OUTPUT BIRDS-EYE VIEW

Concept for platform experience to initiate
enterprises in their Al/ML workloads journey.

Private Al Hub

Summary Agents Models Endpoints Data Settings

Chat Engines

RAG Pipelines

Customer Support Chat

Plugins and tools

This chatbot is built to answer questions and resolve issues for our customers.

API endpoint: XXX XXXXXX.XXXX/XXXXXXXX

Metrics

50 100

Metric Metric

Model Version Parameter

meta/llama3-8b-instruct 1.0.5 7B

Instruction

Q @ Shauna iy EEE

Acme

ACTIONS v ‘ EDIT

XXX XXXX

Latency Metric

VIEW DETAILS

You are a HR helper who answers questions professionally. You're tasked with answering this question: {}, please use this information to

respond only: {}

Knowledge Base Updated

customer-support x days ago

RAG Pipeline

Query Preprocessor Embedding Endpoint Retriever

Description nvidia/embed-ga-4 Description

Times Retrieved

28 VIEW DETAILS

Node Post Processor Response Syr

Description Description

Gen Al concept demonstrating how we
could assist user workflows to deploy VMs.

S Administrator@vsphere.local v @ @ K ) Q

Intelligent Assist e

@ S

Help me power off Help me deploy multiple

my VMs. VMs simultaneously.

Hey VMware. | need help with deploying a few VMs.

L) Inte

Sure Jas eploy those VMs for you.
You can drag-and-drop the VM template
images in the box below. The supported image
formats are OVA/OVF, VMDK and ISO.

OVA

LJ  to upload your VM template images

Drag and drop here

= SELECT FILES

Y(an

</ /) lType to Chat
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OUTPUT BIRDS-EYE VIEW

Visualization of execution plan vs. existing
& ideal journeys to align stakeholders.

Customer Journey Comparison

Current Journey

9.0 Journey (1)

assuming customers will still use P&P workbook

9.0 Journey (2)

assuming customers will no longer use P&P workbook

Ideal Journey

Learn (pre-

purchase)

Learn (pre-

purchase)

Learn (pre-
purchase)

Learn (pre-
purchase)

erse. may jump back and forth

(

VCF Capacity
Planner

)

reverse. may jump back and forth

4

VCF Sizer (pre-
purchase)

VCF Sizer (pre-
purchase)

VCF Sizer (pre-
purchase)

L

\

P&P workbook (pre-

purchase)

Purchase

physical site set-
up, ESXi intallation

Hmm I'm not quite sure
how to estimate my WLD
appliance sizes...

T / P&P workbor
(Deployme

User should be told that they don't
\__ need to fill out the input tabs / we

S/\(should remove the unnecessary inputs

P&P workbook

Purch
urehase (Deployment)

Huh? What information do |
plug in here? VSRN vs.
VxRail? How many WLDs,
clusters, and hosts?

P&P Ul Tool Installer

What?? My validation failed! | need
20 more hosts than | originally G
procured! And my hosts are 256 GB

of RAM instead of the 512 that is
needed for vSAN ESA!

Strategic research insight
redefining how we understand
the customer journey.

nice, | have everything
Ineed to copy into the
deployment workbook

| already planned for my mgm
domain to be deployed with th
proper capacity to support the

a A

Deploy and
Cloud Bui o

Deployment

Workbook configure VROPs,

VRA, VRNI, VRLI

Huh? What information do | plug in here?

t domain doesn't haw
VSRN vs. VaRail? How many WLDs, A

proper capacity to support th

Hll need to commission more h
o and expand my mgmt domid

A A

Deploy and

clusters, and hosts? Hmm...the capacity
of my management domain here doesn't
match what's in my P&P workbook...

P&P Ul Tool Installer configure vRA,

VRNI, vRLI

My mgmt domain doesn't have the

proper capacity to support these!
i need to commission more hosts
and expand my mgmt domain

n

Deploy and

configure vRA, VR...

pre-fill fields where possible

Name and IP

Network Inputs
P Address Inputs

Active Directory

SDDC Inputs
Inputs

Review & Deploy

The current e2e process is complex, disjointed, and error-
ﬁ prone. We have always discussed the current customer

= journey in a linear fashion. The reality is, we need to design
for these phases to exist and work together in unison

Learn & Plan

Infrastructure

Test & Optimize Solution

A
N

Deployment

We need to re-define the term
“deployment” to encapsulate all of
these components. Customers want

to deploy solutions, not just products

Purchasing




BN OUTPUT BIRDS-EYE VIEW

< Which configurations would you like to include in this installation?

Explorations around giving different customers the flexibility they
need to build composable infrastructure: business-need-centric

Previous

(left) vs. product-centric (right).

Next, let's gather some additional

Storage (select one)

O vSAN (recommended)

NFS

FC

vRealize (can select multiple)

() vRealize Operations
0 vRealize Automation

vRealize Log Insight

information around your business needs

not started

Automation
lorem ipsum

Agility

lorem ipsum

not started

Hardware type

lorem ipsum

not started

Modernization
lorem ipsum

started

Security/Compliance
lorem ipsum

not started

User permissions
lorem ipsum

completed

Budget

lorem ipsum

no needs defined

Disaster Recovery
lorem ipsum

not started

Scalability

lorem ipsum

Save & Exit

Networking (select one)
NSX Overlay backed (recommended)
NSX VLAN backed

o vSphere Networking

Service Enablement

D Private Al Foundation
() Remote Desktop

VMware Workstation

Site Recovery Manager

Cluster Types (can select multiple)

() vSAN stretch

‘) Kubernetes/ Supervisor
vSphere netw
Cluster type does not allow for thi

type uster creation

Cluster type 4 @

Optional service
enablement in the infra
creation workflow? Can

we templatize this?

Get Started



OUTPUT BIRDS-EYE VIEW

Facilitating cross-functional north star discussions with a
visualization of the end-to-end user workflow.

Network
/\ For multi-zone supervisor { 7. Use VPC?
— ) Yes , )
clusters,usetheful  (—~ 0000000 smmsssssssssssssess his is the goodness you willgetifyou e eecsssssssssssssssssssiing -
Activate Supervisor enablement process ".' “‘
7, i Configuraten —_— . N NSX Project Default project p
Q' VPC Config Profile Default profile -
VLAN |d .
O Workload ® laasS enabled '
. : . |Prange -y Private CIDR \/
------- Doma | n - This Supervisor topology supports VM Service. b L L EL L) /
u Additional capabilities can be configured Day-2 .
U Creation Service CIDR
> FQGDN : No J
Gatewy ® ;«H‘_}w
Subnet Mask SuperVISOI’
./ Enabled
Supervisor VM Service

/\ For multi-zone supervisor Enabled Up-leveling for VDS

clusters, use the full "\ TKG SerVICG
enablement process. COntrO| Plane

Activate Supervisor . \ ‘ . i
ADVANCED TOPOLOGIES VM Service "y Add NSX . > DSM High Availability
[ myCluster ) Actions , Network )

- | ) VPC 5
EX|St| n g Summary Monitor sl ) Network mode Static " eemm)

Cluster

Port group Select a port group ' WO I’k|Oad ZoneS

Cluster Details [C5 Activate Supervisor
IP range

vy
NTP server . ’ Ad d L B '
DNS server : e mmieeeeen.—- -

Service CIR ‘ | ;‘ Supervisor Full Wizard
laaS control plane FOfDN "\ Workload '
- e - e et - Default Gatewa / °
e ey e e ’ Network Isolation

laasS
control plane

Subnet Mask

Storage

Storage policy Select a storage policy

vCenter / vSphere




BN OUTPUT BIRDS-EYE VIEW

Desired State Configuration template/profile management Concept for composite template building and
architecture map to align with development team. management with cascading hierarchy capability.

New Config e O | C J
Template (All N\
Cluster should

TR Multiple template can be attached/assigned to a cluster

VCF-Desired State Template-1

L__, / VCF Admin Console / Templates / Template

This can cross vCenter instances

Configurations Assignments

Config Templates @ | DOWNLOAD | cOPY JSON |

Priority: from top to bottom $dvsObject = @(Q

$dvsObject += [pscustomobject]@{
‘'mtu' = $pnpWorkbook.Workbook.Names["primary_vds_mtu"].Value
niocSpecs = $niocObject
= vCenter ‘dvsName’ = $pnpWorkbook.Workbook.Names["primary_vds_name"].Value
'vmnics' = $vmnics
‘networks' = $networks

SDDC Manager

VCP Enabled (vSphere
Configuration Profile) VCP Enabled (vSphere
Configuration Profile)
Cluster 1 Cluster 2 Cluster 3

NSX

$vmFolderObject = @()
$vmFOlderObject += [pscustomobject]@{
'MANAGEMENT' = $pnpWorkbook.Workbook.Names["mgmt_mgmt_vm_folder"].Value

ESX Cluster 'NETWORKING' = $pnpWorkbook.Workbook.Names["mgmt_nsx_vm_folder"].Value
' 'EDGENODES' = $pnpWorkbook.Workbook.Names["mgmt_edge_vm_folder"].Value

if ($pnpWorkbook.Workbook.Names["mgmt_evc_mode"].Value -eq "n/a") {
$evcMode = "

}

else {
$evcMode = $pnpWorkbook. Workbook.Names["mgmt_evc_mode"]. Value

VCP (vSphere
Configuration Profile) is to
replace Host Profile,
Once, VCP is enabled,
Host Profile is

vSphere vSphere
recommended to detach
Host Profile Configuration Configuration

Profile Profile
“ Bing New Replacement

$resourcePoolObject = @()

$resourcePoolObject += [pscustomobject]@{
type' = "management”
‘name’' = $pnpWorkbook.Workbook.Names["mgmt_mgmt_rp"].Value
‘cpuSharesLevel' = "high"
‘cpuSharesValue' = "0" -as [int]
‘cpuLimit' = "-1" -as [int]
‘cpuReservationExpandable' = $true
‘cpuReservationPercentage' = "0" -as [int]

1 at a time (1-to-1 mapping assignment)

vSphere Ul




BN OUTPUT BIRDS-EYE VIEW

Presenting insights visually matching the potential layout where
those insights would come to life as data on a dashboard.

& A Central Place to Manage All Your VMware Infrastructure - Home

_O, @ User name

Global search Q

There is a need for all the information to be actionable on this page, to have relevant next steps connected and have the ability to drill down into details as needed. Customers want direct links / deep links to where the issues are.

Strategic insights from user research workshops.

Top information users want to see if there is a single pane of glass:

Alerts, incidents across all the deployments
Capacity utilization of vCenters, clusters and hosts
A list of all the infrastructure objects

Upgrade & LCM info

The biggest trend is that customers care about capacity
utilization of each cluster. They also want to see utilization
trend and prediction.

Other asks in this area includes showing vCenter health, need
for upgrades and security vulnerabilities

Skyline findings are valuable but again multiple UIs and lack
of integration across all VMware products is a hindrance and
reduces its usage.

Customers care about host connection alerts, capacity alerts,
network failures, any failure in the environment. Many of them
have ServiceNow integration and want to send alerts to
ServiceNow.

Not all alerts are equal. Some clusters are more important
than others. Users can benefit from an easy way to tune their
vCenter alerts and make sure they only get notified by alerts
they care about.

Some customers want to mark an alert / acknowledge it when
somebody is already working on it, so that they can reduce
manual offline communication. Others use ServiceNow to
achieve this.

For VMC customers, they don't care about alerts on things that
they don't have control over. They expect VMware to
proactively solve those issues for them, instead of alerting
them and then they need to submit a support request.

Like the ability to set custom alerts but want an easy way to
apply it to multiple vcenters.

LCM activities

Customers want to see the versioning of all the objects in their environment. So that they can quickly
decide if something needs to be upgraded or patched. Currently they don't have a centralized place to see

this information.

the snapshot.

Customers want to track the status and progress of all the LCM activities. And they need this

information to be accurate. In their past experience, they would receive notifications that stated the

opposite of what actually happened.

Customers may not want to do all the upgrades. They want to see a link to release notes, or a summary
of the release so that they can quickly decide if they want to do the upgrade. They care about security
patches more than other types of upgrades. Currently they have to manually search all the release notes

and it's time consuming.

Customers want API support of LCM

Customers want troubleshooting tools to be provided in context with the
alerts

Troubleshooting scripts

Customers have already written their own troubleshooting alerts. They can
benefit from uploading their own scripts, so that whenever they see an alert,
they can easily fire the script. They would also like to set up automated
workflows to trigger a script whenever an alert is fired. Some of them
currently have this automation configured in ServiceNow.

KB articles

VMware has too many KB articles. Customers want VMware to be aware of
their environment and suggest relevant KBs. We can also recommend
relevant KBs for each alerts based on the context.

Common cause analysis

Customers expect VMware to help them discover root causes of their issues,
and draw correlations for them, because we have all the information and
data. Customers expect us to be more intelligent and aware of their issues.
This will help customers reduce time to resolution.

Customers want to see VM snapshots: show which VM has snapshots, age of the snapshot and the size of

Customers can tolerate 1-5 minute latency of information on this landing page.




Bringing practices from my teams to the broader design organization:

BN SCALING CULTURE -
72,

Monthly All-staff w - 2.0 7N = W 11.04.2021 _

Encouraged

Monthly Social hour

SHAPE Design Conference -

Content
MentorSh | p Conference AGEX',?YtdO

| have in
Design Hackathon Advisor ST ANEZ (A B e change? -
Explore Research Advisor and =l -
Recruitment ey 22

Design Zone - cross-functional
design thinking activities B ... e oo

with change? teag ~ Comnectionbetween ~ “Wod
Gro esign thi
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Socia
Innovation
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// Change? changeliteration/gro in tir; € change

cccccccccccccccc
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doing
things
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s b Anc s et

changes?

WHY?

Talk state of affairs, get to know each other and get inspired, so we can be better together.

Bulgarian:

Hindi:

uskarahal

Hasna amt Hindi
aaaaa
Muskaan
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WHAT DOES USDA DO?

Provides public policy leadership in agriculture, food and nutrition, natural

resource protection and management, rural development, and related issues.

VISION

CHALLENGE

USDA employees focus too much of One-stop shop for farmers,
their time helping customers with ranchers, and land owners to
administrative tasks because they conduct business with USDA.

do not understand how to self-serve.

y AL



MY SCOPE

Conservation

Plant
Permits

Animal
Permits

y AL
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¢ IMMERSE & UNDERSTAND Research o USER TASKS

e STAKEHOLDER INTERVIEWS ‘  PAIN POINTS

e CLIENT WORKSHOPS e USER NEEDS

e FIELD VISITS e PROCESS FLOWS

* STUDY COMPETITORS s ¢ COMPETITIVE ANALYSIS

Problem & Service Definition 7.

® Led requirement gathering from client
e Partnered with PM to outline the roadmap |//'

* ANALYSIS OF RESEARCH

gba

e KPI'S

e PERSONAS

* USER STORIES
* EMPATHY MAPS

Program operationalizing

¢ Helped organize team by mission area/product | + SITE MAPS (CURRENT & FUTURE)

e USER FLOWS (CURRENT & FUTURE)

® Collaborated with project management to establish

ways of working, and cross-functional collaboration @
processes (tech and design feasibility recurring syncs, 4 5 ——
shared notes documentation, HCD education) T EETeRNG e e
° o STAKEHOLDERS ¢ MOCKUPS
® Team onboarding documentation process
® Facilitated sprint retros with action items | + UPDATED USER FLOWS

o Utilized Jira tracking workflow as KPIs

O
Management

GUIDELINES

o Stakeholder alignment (workshops, 1:1s) * REVIEW SESSIONS WiTH

STAKEHOLDERS

o Worked closely with teams on personal and career
goals (weekly 1:1s)

e Defined HCD standards, processes, and tools

¢ Individual and group coaching of junior members e @
around HCD strategies, professional growth, and S RS i

* PAIN POINTS

stakeholder management.

* SUCCESS POINTS

»
=|=1E!
IT
T * STYLE GUIDE
* DESIGN SYSTEM
e HIGH FIDELITY MOCK-UPS
: * PROTOTYPES

e VALIDATION



FARMERS.GOV

Over 2 million American farmers, ranchers, and dairy producers rely on
available federal programs to support their operations and overcome

natural disasters and
economic factors.

Farmers.gov CONTACT MELP SR QA[-'»(-'B.'nll»mnv

Access to these prog rams is HOME LAND FINANCES CONSERVATION APPLICATIONS & REQUESTS

extremely challenging.

Farmers.gov
centralizes access for
customers so that
they can self-serve,
relieving some of

the administrative
burden employees
currently carry.

PRACTICE DETAILS

Residue Management (329) seoina sianariss

Contract Item Due Date Components Land Unit

Jan 23, 2019 4 270418

Obligation Amount
$9.586.64

Residue Management (329)

(AL o B S L AT L

A

.......

Your USDA Servicing OMce

b Leea
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IMPACT

The solution brought widespread use by
delivering quality products and services in line
with customer needs, client goals, and
government mandates.

$15.5 billion in funding distributed
6.5 million customer page views

4.6 million customer interactions

Conducted 170+ stakeholder interviews
with producers and employees

Developed 2 Customer Journeys and 15+
User Personas

Designed 65+ Screens

Designed 20+ User Flows

Developed 200+ key features for producers
and employees enabling them to complete
Conservation Requests, View Farm Loans,
and eligibility forms

80+ Usability tests of key features

"Your findings are bringing
to light that the customer
experience opportunities
go beyond the farmers.gov
portal and they are
motivating leadership to act
upon them."

Pierce Kateeb
Design Director

y AL


https://www.linkedin.com/in/piercekateeb/

DIVINGIN

Understanding the existing employee and customer journeys 7a
with supporting systems and pain points.
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TOUCHPOINTS/ o Discover/ Request Schedule Field Discuss Additional Decide Course Discuss w/ Form 941 Apply For T&E Customer Direct Deposit Obtain E-Auth Create Account Complete Customer Customer
CHANNELS E Customer Does Technical Visit Practice Research On Of Action Partner(s) Financial Confirms That Form In CCG Financial Docs Reviews & Reviews &
- Research Assistance Options w/ Practices Form 902 Assistance CRR They Want To And Forms Signs Plan Signs Contract
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?n‘:sﬁc;‘: :‘Md Ll sy A lot of forms.
Difcut to find
answers on their own
? FSA County Office ? FSA County Office ¥ NRCS State Office ¥ NRCS State Office
SYSTEMS a Field Visit: Additional Discuss Create Link Customer Determine Create Share Plan w/ Financial Financial Financial Pre-Approval Customer Is Application Customer Create Upload Plan
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BUSINESS SERVICE STRUCTURE

DIVINGIN

Sharing strategic insights with stakeholders

® DOCUMENTS

o0 Y o0 o000
CONTRACTS 33 eee eee eee
CONTRACT ITEMS / PRACTICES 8D @D @D @D @ @D @D @ (D 6D @ €D @ @ @ @ € (¢ @ @ ¢ @
CONTRACT ITEM COMPONENTS

"I don't know what the difference "l just ask my conservationist what | "I spend too much time organizing

"I don't know what a contract item is" ) .
between a plan or a contract" need to do" documents in the DMS



DRIVING FORCHANGE

Facilitating co-creation based on insights.

HELP  CONTACT e Sidney Carver v

MY LAND \ MY FINANCES = MY PLANS AND CONTRACTS —

MY PRACTICE DETAILS
Residue Management

CODE: 329
EQIP - CONTRACT #56228TK

Practice Due Date Obligation Amount Farm Tract/Field

Jan 23, 2019 $16,904 #XX-XXXX 2704/18

Report Practice Completion l View Job Sheet

HOME MY PLAN PRACTICE DETAILS: RESIDUE MANAGEMENT (329)

Practice Map
Your USDA point of contact is:

John Stewart
Soil Conservationist

(777) T77-7T7T77 Live Chat Email

Contractor Information

You have not entered any contractor
information at this time

Add Contractor

Practice Documents

XXXX XXXX XXXX




DRIVING FORCHANGE

Flipping existing IA on its head.

LOGIN
HOME LAND FINANCES CONSERVATION
0
FARM RECORDS LOANS ! PLANS
ACREAGE REPORTING CONTRACTS E CONTRACTS
e
INSURANCE PRACTICES }
APLICATIONS
DOCUMENTS

RESOURCES

APPLICATIONS



DRIVING FOR CHANGE

Surfacing top action items for users.

Conservation

Important Tasks

DUE DATE

Q 04/20/2019

05/07/2019
~# 08/09/2019
10/20/2019

12/09/2019

Need a hand?

NAME

1234 - EQIP Contract
Complete all practices before your contract expires

Appointment: Dan Hoffstater, NRCS | Warrenton
Appointment reminder

CPA-1200 - EQIP Application

This document is pending your signature

Plant seed mix
This practice is due soon

Forestry consultation
Appointment reminder

Submit a conservation request today!

* Get help with a natural resource concern

* Request a new conservation plan

* Apply for conservation financial assistance

Submit a Request

$5,004.00 o

[/ \]
is ready in disbursement.

Sign Payment Release Form(s)

Menu Item 1

Menu ftem 2 3 Practices =
are due within 90 days. o

T%"Fﬁ}@zﬁ%




SCALING CULTURE -

Bringing practices from my teams to the broader design organization: 7.9

e Created and facilitated a weekly group coaching sessions where designers would
mentor each other through interactive

activities like roleplaying.
e Launched and facilitated
a monthly book club

ARGENTINEAN

FRow mevy DFERENT PLIGES
NOT AMERICAN
TRVE T0 YOUR ROCTS

Y
EMPATHETIC
LONGING FIR TROE EQUAUTY
S EMBRALING DIFFERENCES - - -
OUTRAGED ‘ ST ————
Lot

(e P A o0 R PAYD

e Led DEIl team where |
established a new program
to encourage personal

connections during the L e
' ' FiEr (AN
pandemic as well as increase it

empathy between ‘ "

coworkers of diverse backgrounds  * = =5 —

e Led pro-bono service design
engagement with DCKitchen to
help them build a DEI program.

‘ g - Chinelo’s journey into HCD is a choreographed dance of
) S;- ) all the things that make her unique

e inihe - /’ or e
oz J
e
T iz
l‘
U

ey
G ot g AN AMERICA - FORCED WITH ADVERSITY
' ALWAYS PERCEIVER

TR

BECOME BETT*"




MOD

PROGRAM OWNER & UX LEAD
2016-2017

modernize Gt Batbin

HOME ‘POWIENRY

-
-

How. CZdri e Help
Get Your Rooflng Prqject BJ

; ‘-‘r: »
i =

e
. "
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.

f‘g {
ll']k
N | Need a NEW ROOF I | Need to REPLACE | Need to
BN for New Construction § my Existing Roof my Exist

Your project, done efficiently.

Don't waste time and enerqgy calling around_ Let us connect you to the right peop




CHALLENGE

Lead-generation organization with no
formal program, no historical data, or
rigorous processes for optimization.

VISION

Establish processes that empower
all teams to conduct successful
optimization campaigns and
leverage testing insights for product
development.

MY ROLE

Audited existing analytics tools, testing
tools, content creation tools, and
processes.

Requirement gathering: Met with teams
and stakeholders to get their input on
needs, obstacles, and goals.

Wrote reports on audit findings that
included recommendations for PPC
campaigns, new program KPls, and impact
projections.

Co-created a custom prioritization
framework for experiments in collaboration
with C-suite and program managers

Created reporting tools (bi-weekly sprint,
real-time peek, monthly birds-eye view) for
the entire company

Created idea backlog for the entire
company to contribute

Created program workflow in Jira to allow
all channels to participate

USDA



IM PACT

Increased testing velocity by 405%: from 19 tests/year to 96 tests/year

e Achieved an overall 10% quarterly increase in conversions

e Fully scalable experimentation program with training, program management, and
reporting tools.

e Provided insights from tests to product team for new product design

TESTS
LAUNCHED




DRIVING FORCHANGE

Providing visibility to leadership and stakeholders.

Pages / Modernize [

Conversion Optimization Overview

Created by Karen Feldman, last modified on Jan 31, 2017

In this page you will find an overview of our live tests, access to test plans and sprint reports.

Live LP tests

Type Start Date

Test
AB 01/24/17

PPC - Mod.com/windows-2 geolocation on headline

MVT 01111117

AN - MOD Solar-5 - Form and Button colors

Live MOD Website tests

Type Start Date

Test
A/B 01/01/16

MW - Home Page Hero CTA (@100%)
A/B 10/20/16

MW - Solar Masthead CTA - "See my savings"
A/B 10/13/16

MW- modWindows - CTA Orange + Text (@100%)

Archive

Test Name
AFF - Display - Windows RC - newwindows vs. 3-step

MW - HVAC - iFrame: red button + "right here" text + no image

ALL - HSR - Smart Labels Form Style

AFF - Email - Windows RC - newwindows vs. 3-step

AN - HSR - New Press Logo Bar

Conversion Optimization Jiras »

Tickets in development

More Info
VWO » Name
VWO » LOGO on mod.com/quotes/windows links to mod.com
AFF - Iteration of WindowsRC - Step 2 radio buttons
PPC - Typo on Windows-189
AFF - Mobile iteration on HSR (remove spinner)
More Info PPC - Script to use in VWO for keyword insertion
VWO » AFF - Window Price Compare
VWO » AN- widget
VWO » PEBC window-price.com profile form step
PEBC version of FHE/hvac-1
Make side bar module dynamic in Advertorials
Description
Split
A/B
Split

Split
Swapped logos for real press logos from Modernize PR

Total Traffic

3,133
4,659
25,610
6,930
2,342
2,886
993
3,045
2,159
986
6,833
7,066
1,258
1,158
9,479
1,813

8,897

2,692
20,539
7,011
4,075
1,500
1,033

PEBC

AdNetworks

Tota' CR
Conversions .,
Variation D
esktop
CR L
241 8.57% 5.559 — Conversions Visitors
767 18.599, ”y S% -35.249, 69 R
3,487 13.20% 4.26% -23.29% v 837 8.249,
967 12.74% % 8.29% 523 4L 1990
321 14.509 11 — 19.23% 133 2008 10.449,
263 s 2.90% -11.16% e 1,001 13.29%,
128 43959, ook 207 31 P L
281 s 12.02% -13.849, 23 463 6.70%
115 6.50% 840% 16,509 P 207 11119
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| love, love, love the clarity you have about the work that needs to be done. You have a

knack for going deep enough to clearly assess what is the work involved. | can 1000%
confidently say - you have the BEST clarity on the work across the managers on the team.
And the clarity is very outcome-focused, very clear on what the team needs to execute
and where it falls within the crowd of asks and granularity eng. is thinking at.

Also, let me admire how on top of your team you are. You're like the lifeline between the
whole team, constantly keeping tabs, checking in, making corrections. I feel so
connected to and real with the team because of you. | am always getting feedback, |
can course correct, fix my messaging, help out. | feel a hundred times more productive
because of the connect you make and the cover you provide."

NEEHARIKA GUPTA, VCF UX ARCHITECT, DISTINGUISHED ENGINEER (AND HUMAN)


https://www.linkedin.com/in/neeharikagupta/
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