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Hi! | am Despoina

*My, impossible to pronounce name, is Greek - like me!

| am an experienced UX designer & researcher based in Brussels.

My passion is to design intuitive and pleasant digital experiences that people will
remember and find easy to use. My role is to help companies improve their products and
services by showing them how to better understand their audience and their needs.

In this portfolio, you will find some recent examples of my work.



Applying a UX process

In every project | work on, | apply the following process:

R

DISCOVER DEFINE IDEATE PROTOTYPE TEST IMPLEMENT




Projects in this portfolio

1. Proximus: Know your customer 2019- today
2. Proximus: FIRE, Fiber sales app 2019- today
3. Proximus: MyProximus web app revamp 2018- 2019
4. Proximus: Desk of the Future web app 2077/- today
5. Doccle: UX/UI design 2016- 201/

For the work displayed here, | used the following tools: ’ A>Ure @ \/ mIISIOI‘]



Know your customer

UX Designer and Researcher



Proximus: 2019 - toda Dlmﬁmm
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Know your customer

Designing the user identification process
for all Proximus sales channels Row did. | leayn it?

This legal requirement, defines that customers have to

(strongly) identify themselves with their ID, when purchasing a

o Inteyviewed call center
new mobile plan. This is to ensure the safety of the customer

000 Waeh‘\*s
identity online as well as to prevent fraud against Proximus. —p

=g
What did | want to learn? online survey
- Are people aware of the risk of online identity theft? %
- What do they know about GDPR? Th-MV)-
- What personal data do they expect & consider acceptable

Looked to veleuant
to provide during an (online) purchase of a telecom service? dara*

- How would they buy telecom services & why would they

chose this way?

Proximus: Know your customer - Confidential 1/8



Proximus: 2019 - today

Know your customer

Key findings

- People do expect to provide official documents during a telco
service purchase

- They know GDPR as a term

- They believe that their identification documents can be requested
due to anti terrorism measures

- Most people would prefer nowadays to buy either online or in a
physical shop

- People have called for others (people with language or cognitive
ability constraints)

- Family members delegate their telco requests to family members (
in shop or by call)

- Non digital customers always call or visit a shop

Proximus: Know your customer - Confidential 2/8

IDEATE PROTOTYPE TEST IMPLEMENT

N S N

DISCOVER

Project constraints

2 Mobile and desktop experience cannot be consistent

2 Digital solution is not accessible for expats or internationals

without a Belgian ID document (or E Card)
2 Our E-ID solution requires additional software download

2 Photo upload solution requires a selfie picture for identity

verification

> Solution is not compatible with all browsers



PrOXimUS: 2019 - tOdCIY Dls®m£ @ PRTOQES‘I'/—-I;EMENT

|2 roxims

Know your customer
Lets weer! \

How might we.... === |
Npm= | | =

- Provide clear, transparent information about customer identification b 7e
| [@oreea s 1|

(explain why it is requested) | | rogmiame | |
] Bwdashep i

- Inform & provide support to users (Alternative choices, hints and tips) | =z |

- Help agents collect customer quality data and save time on a sale N

E

e : Broximes | R
- Make the identification process simple and easy for customers as well e Tl
as for Proximus agents - - e P
R e e
iD?rwm)s o e
v o
vooee

Proximus: Know your customer - Confidential 2/8



Proximus: 2019 - today

DISCOVER DEFINE IDEATE

PROTOTYPE, TEST IMPLEMENT

RN

Know your customer
High fidelity wireframes (mobile)

all Poamus = 09:41 all Poamus F 09:41 all Poamss T 09:41 all Poamus T 09:41 all Poamus T 09:41
& proximus.be & proximus.be & proximus.be 8 proximus.be proximus.be

Your oder Go to shopping cart Your oder Go to shopping cart Your oder Go to shopping cart Your oder Go to shopping cart

Make sure the document fits within the boundaries
shown on screen and do not cut off or cover the
document information

Make sure there is good lighting and no reflection

Complete your order Complete your order National Id card illustration Complete your order

._CII) ._CID

—CD

Let’s meet! Take a picture

Let’s meet! Read here our tips and guidelines for a successful ° You are identified!
Before proceeding with your order, please first identify o . - N picture of your ID document BELGIQUE BELGIE
yourself using your preferred method. This is a legal Before plr'oteedmgthh v,rrour Z’der;:lzd?i!",S[ |d|ent|{y CARTE DWOENTITE Here is the information we retrieved from you It’sme
requirement and helps us protect your identity online. yourselt using your preterred method. ThisIs a lega ? icking “ ’ i
q P p Yy Y requirement and helps us protect your identity online. e el account. By clicking ‘Continue’ you give your consent for

Proximus to use this information.
What t nean
EB itsme“app

EB itsme®app ~ Full name

The fastest and safest way to identify online ~/ Date of Birth

The fastest and safest way to identify online Take photo >
~ Gender

v e-id number

1D photo °
ID photo ~/ National registry number

Upload a picture of your belgian ID as well as a P

picture of you. Upload a picture of your belgian ID as well as a

picture of you.

Do not have a Belgian ID? We are happy to help you in _

~ 1D validity period
~ Full address

one of our stores! Find a shop near you or cont Take photo »
Vl agree to the Terms and conditions and to the

Privacy policy of Proximus.

tinue >
complete purchase later

Proximus: Know your customer - Confidential 4/8



Proximus: 2019 - today

DISCOVER DEFINE IDEATE PROTOTYPE, TEST IMPLEMENT
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Know your customer
High fidelity wireframes (desktop)

x - x o

Complete your purchase
Complete your purchase
o————
Identification 07
Let’s meet Identification f
To help us protect your identity online, we ask you to verify your identity with one of these methods. My Cart EN v
Need fo? Read our FAQs ) .
eeamoreior e Y Identify with elD
) itsme® app Mobile with JO
Subscription €55.63 /month Download software

The fastest and safest way to identify online

We use a GDPR compliant software to retrieve only the needed informatis complete your purchase

card (this is a different software than the one used for your taxes)

(=) upload or scan ID photo B

Upload a picture of your belgian ID or passport, as well as a picture of yourself.
Total Empty my cart

Identification
© - - elD(cardreader) Monthly costs* €55.63 /month
Requires new software instalation You are identified!
Identify yourself by connecting your elD reader to your desktop. You'll be asked to download ° My Cart
the software first. Don't worry, this will only take you two minutes. Here is the information we retrieved from you It'sme account. By clicking ‘Continue’ y
‘ . you give your consent for Proximus to use this information.
What does that mean?
2 1 Find a shop nearyou What does that mean?
I’)’z‘r:?:.haj/eaBelglan 1D? We are happy to help you in one of our stores! Find a shop near you or Mobile with JO -
comaees I
Subscription €55.63 /month
complte purchaseater @ + Fullname / National Registry number
complete purchase later
+/ Date of Birth + Validity period
The information Proximus retrieves will be used to provision our services, to comply with the legal  Gender  Full address
obligation to identify customers on demand of the competent authorities, for fraud prevention and
detection, and to keep you informed about Proximus products and promotions, unless you opt out.  e-id number
Read more about your privacy and how you can opt-out in the Proximus privacy policy Total Empty my cart
‘ Monthly costs* €55.63 /month

Proximus: Know your customer - Confidential 5/8



Proximus: 2019 - today

DISCOVER DEFINE IDEATE

PROTOTYPE, TEST IMPLEMENT
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Know your customer
High fidelity wireframes (in shops)

Tanguy Maes (SE)
B = G uf]

Mobile Internet TV  Fixed line Options

Shopping basket Tanguy Maes (SE)

% Identification b g = @ E

4 4
S’min  3'min Mobile Internet TV  Fixed line Options

@ Customer 360° EB it’s me =55 eI 5 Official document

The fastest and safest way to identify Identify the customer by using the e-id Upload a picture of a national ID or
the customer software installed in your computer passport.

How will you identify the customer?

For administrative reasons and to minimize fraud risk we need to validate the customer’s Belgian Identity Card or residence permit issued in Bel
Choose below the preferred identification method:

Shopping basket

= =, % Identification S LY
Smin  3I'min

Extras (CVM, Salto) G Customer 360°

How will you identify the customer?

For administrative reasons and to minimize fraud risk we need to validate the customer’s Belgian Identity Card or residence permit issued in Belgium

oduct catalogue
Choose below the preferred identification method:

m it's me Q = “p elo 5 Official document
The fastest and safest way to identify Identify the customer by using the e-id Upload a picture of a national ID or
the customer software installed in your computer passport.

% After sales & care Product catalogue

@ cCustomeris verified!

Extras (CVM, Salto)

~/ Picture + e-id number
+ Full name /" National Registry number
( Close menu % After sales & care *
~ Date of Birth ~/ Validity period
T + Gender + Full address

< Close menu

Proximus: Know your customer - Confidential 6/8



Proximus: 2019 - today

Know your custom

High fidelity wireframes (in call ce

er

nters)

L 0334
CROSSFIT 1815

+ B.X

Cusl: 618416341 I el D
CASEID: Q;g =) @ E@ (o E @ &
CLE: 0474927565 Answer AW Hold | Trnsferv Reschedulev | Lastinty @ Callco.v | Searchw DTME

Catalogue Shopping Basket €

Y Y N dentiicaton Y\

How will you identify the caller?

For administrative reasons and to minimize fraud risk we need to validate the caller’s Belgian Identity Card or residence permit issued in Belgium
Choose below the preferred identification method:

itsme

Caller identifies with their it's me app

g elo i B identification in WOC

Caller identifies with their E-ID card
reader on their Desktop selfie

Caller provides a document and a Caller will identify themselves in the
C

Proximus: Know your customer - Confidential 7/8

Re DTMF BOL More
cL:

cBCL: Show more info 7
ARC Dashboard / Shopping basket . info

BB B

oM BU92  BUEmu.

DISCOVER

DEFINE

N’

IDEATE

oM BU92  BOEmu

DTMF BOL More

. 0334
CROSSFIT 1815 Bus;
+ B.5. 8% &
Cusl: 618416341 3 e
CASEID: E'g =) @ GE (e E’ ® & H
CLE: 0474927565 Answer Hang up ACW Hold Transfery | R dull Lastint.~ Callco. v Search + DTMF
L
cBCLI:

ARC Dashboard / Shopping basket

Catalogue Shopping Basket @

E’ E Q| identification NN

How will you identify the caller?

For admis d
Choose below the preferred identification method:

tovalidate the caller’s Belgian Identity Card or residence permit issued in Belgium

B o

R ©-ID with software installation &5 identification document(s

Caller identifies with an E-ID card
reader on their Desktop selfie

1 their it's me app

Reading data from ID

o——o ——0——

Need more help with e-ID?
Help the caller install e-ID software (3
Help the caller use e-ID (3

The identity card is connected successfully....
Retrieving data..

Show more info <7

PROTOTYPE,

TEST IMPLEMENT

AN



Proximus: 2019 - today

Know your customer

Usability testing: key findings & next

steps

Our rounds of Usability testing revealed that:

- People prefer the fastest identification method (it's me, especially if the
have an account)

- Do not enjoy taking a photo of themselves however, they understand
why it is needed

- Do not prefer to use an E-ID card reader (major pain point for them)

- Do not want to download -unknown- additional software for one single
task, for Proximus

- Feel comfortable (safe) that there are more than one identification
options provided

- Feel that it is the right moment in the flow to identify themselves and
provide identification documents

- Up to today, they mostly bought telecom services in the shops but

consider changing their behaviour if it means ease of use

Proximus: Know your customer - Confidential 8/8

000

=

Re Wwork on key design
points

DISCOVER DEFINE IDEATE PROTOTYPE

"’ R

IMPLEMENT

Listen 1o customer
feedback

—
S
e

Follow up on metvicg

and data



FIRE app

UX Designer and Researcher
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FIRE project

Designing the E2E experience of D2D sales agents

that sell & promote Fiber technolo roducts. . .
P P ftow did | leam H?

With this new application, the goal is to provide to sales agents a simple

=

and interactive representation of Fiber eligible addresses in Belgium in 4.\
aa

2

order for them to be able to sell and promote Fiber products to 1E1ER
(potential) customers. Shadowed and inteyvielwed
- . . S : : agents & Stakeholders

An additional goal is use the same selling application as in Proximus
shops in order to sell these Fiber products D2D. Rrenchmark
What did | want to learn?

000
- How do D2D agents sell today? What do they use to sell? == 9

=K
- What are their challenges today and how do they overcome them?
- What are the differences & commonalities of selling D2D with selling in the shop? OX analysis of curventiy

used application

- What other apps use maps today and could | get inspired from them?

Proximus: FIRE - Confidential 1/5



Proximus: 2019 - today

FIRE project

Key findings

- Agents use 2-3 different applications to promote and sell products
D2D and a print catalogue

- They also use their personal agenda and notes (usually on their
phone) in combination with the agenda and notes provided in the
current selling application

- They need to keep key notes after visiting a client (customer
recommended a friend, customer was price oriented etc...)

- They have to log which customers are not interested and do not
want to be contacted again to avoid bad feedback towards

Proximus

Proximus: FIRE - Confidential 2/5

IDEATE PROTOTYPE TEST IMPLEMENT

N S N

DISCOVER

Project constraints

2 Budget dictates features priorities

2 Proximus aims for an omnichannel solution and the app has

to be limited at times to what was designed for the shops

X Due to current limitations (COVID-19) could not continue

Shadowing of agents



Proximus: 2019 - today

FIRE project

Designing the E2E experience our Sales route

Fiberstatus  typeof customer ~ more

DISCOVER DEFINE IDEATE

PROTOTYPE, TEST IMPLEMENT

Previously, in order to display data on the Multpile residents (15)

application map, agents had to long press on Avenue Des SeptBoniers 120
Hello Sasha |
Fibe is availabl ow more
the screen. Have a great day on the field today! S— -
Multpile residents (6)
Now, after the agent has entered the code area e
. Where will you work today? :
of work, they are presented with two panels: . Show mere
[Emerthemy: ] Multpile residents (28)
Brussels
ner the block namber(): Avenue Des Sept-Bonniers 124
The left panel displays a list of sales leads B ] Showmore
Multpile residents (3)
& related info per lead. DD

Avenue Des Sept-Bonniers 126

Show more
e The second panel is an interactive map of ombeniereany )

Avenue Des Sept-Bonniers 128

Flberlspendlng Show more
position of the Ggent. Multpile residents (4)

those leads that also displays the current

Avenue Des Sept-Bonniers 130

Fiber is available Show more

Multpile residents (4)

[ Hide map )

senue Des Sept-Bonniers 132

Proximus: FIRE - Confidential 3/5



Proximus: 2019 - today

FIRE project

Interaction and accessibility

Previously, Fiber leads were shown individually and several
coloured icons were used to represent values such as Fiber

status as well as customer status &contact preferences.

a Now, Fiber leads are grouped under a single
address and the status is not only represented

by colour but also by clear text #accessibility
e A set of filters, allows the agent to see only the

leads that interest them. (ex: where Fiber is

already available)

Proximus: FIRE - Confidential 4/5

1

Your Sales route

1

é

Fiberstatus  typeofcustomer  more

Multpile residents (15)

Avenue Des Sept-Bonn

ers 120

Fiber is available Show more

Multpile residents (6)

Avenue Des Sept-Bonn

ers 122

Fiber is available Show more

Multpile residents (28)

Avenue Des Sept-Bonn

ers 124

Fiber is available Show more

Multpile residents (3)

Avenue Des Sept-Bonn

ers 126

Fiberis not available RIS ]

Multpile residents (4)

Avenue Des Sept-Bonn

ers 128

Fiber is pending Show more

Multpile residents (4)

Avenue Des Sept-Bonn

2rs 130

3 HoT

Your Sales route

Fiber status  type of customer

DISCOVER

Multpile residents (15)

Avenue Des Sept-Bor

niers 120

Fiberis available Show more

more

Multpile residents (6)

Avenue Des Sept-Bor

Fiberis available Show more

ers 122

Multpile residents (28)

Avenue Des Sept-Bor

' Fiberis available Show more

ers 124

Multpile residents (3)

Avenue Des Sept-Bor

Fiberis not available RSNSOI e

niers 126

Multpile residents (4)

Avenue Des Sept-Bonr

Fiber is pending Show more

Niers 128

Multpile residents (4)

Avenue Des Sept-Bonr

vers 130

Fiber is available Show more

v

Multpile residents (4)

Avenue Des Sept-Bonn

ers 132

DEFINE

IDEATE

PROTOTYPE,

TEST

IMPLEMENT

¢ Hidemap )



Proximus: 2019 - today

FIRE project

Interaction and navigation

DISCOVER DEFINE IDEATE

PROTOTYPE, TEST IMPLEMENT

Your Sales route

@@
. . Fiberstatus  typeof customer ~ more 2
a At first, the users are presented with a short ehg @9
(24

Multpile residents (15)

overview, allowing them to gain an immediate

Avenue Des Sept-Bonniers 120

-
4 ® ")

perspective of the data per lead. showless @ ‘ °e o
Mrs. Despoina Mourati..? q °°

Floor: unknown | Apt: unknown | Box: 3 ~ @

a Then they can delve further into details by 1 eonercvnmer ol °0

interacting with a specific lead and (potential) Mr. Tanguy Maes o

Floor: 3 | Apt: 1| Box: 3 ran

customer.

Mr. Hugo Thyssen o
Floor: 3 | Apt: 2| Box: 3 € Go backto list

close (%

e By starting a conversation with the selected

Customer information Available technologies
2nd visit
H H Florent Cardoen (part
customer, they access the shop selling app (DOF) in (party) Internet
Floor: - Apt: - Box: Mr. Tanguy Maes o
Fiber Availat
1 contact: 0474163977 )
order to sell Fiber. orospect . S conper Stop seling dte
Floor: 5 Apt: 3 Box: 15 :
v
Prospect
P Customer product base ) Technology
Floor: - Apt: - Box: it
st
Pack Familus ream Quality
Setup Boxes
Prospect Mobile Mobilus M (JO)

Floor: - Apt: - Box:

Customer is not interested (or not home| Schedule an appointment
Prospect

Proximus: FIRE - Confidential 5/5




Desk of the future web app

UX Designer and Researcher



Proximus: 2017 - today mrwﬂmwm
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DOF dashboard

(Re) designing the dashboard of DOF ftow did | leam H”? 2 Q

The goal of this project, according to the business requestor, was to °:°_ Shadowed and. interviewed.
provide a more modern design for the “"Desk of the Future" (DOF) - = agents & Stakeholders
Dashboard. —
| =D

Feedback collected for the page was that it was too purple and not so OX analysis of curvent 0 Q

(VN D
"sexy” page IEIER

Focus groups with agents

What did | want to learn? old page

- Who uses this page and for what? these do?
o ﬂ What does this do? DOF o o .

- What are the challenges they have today with this page?
Whatisthis?whendoluseit? IWhatisthis?whendoluseit? ]

What is this? when do | use it? ]

- What works just fine today?

- Is all information here relevant, at all times?

- What are the most important actions in this page?

Do these need to be here?

- Besides look & feel, what can we improve for usability?

Proximus: DOF - Confidential 1/5



Proximus: 2017 - today

DOF project

IDEATE PROTOTYPE TEST IMPLEMENT

N S N

DISCOVER

Key findings Project constraints
- Agents navigated back and forth for several actions 2 Could not afford to re iterate completely on the
- All shop roles are represented in one single page but not all information architecture (split completely view per role)

roles have the same goals
- The icons and copy of several actions was unclear to the

agents and as a result they did not use the action at all

Proximus: DOF - Confidential 2/5



PrOXimUS: 2017 - tOde DIS®INE/-II}ATE TEST/_I;?MENT

DOF project

High fidelity wireframes

This new dashboard shows actions relevant to the

selected user role with a touch of personalisation.
Hello Kevin! There is no one on the waitlist

Good to see you again.

Start conversation

In addition to this, the improved hierarchy and
information architecture is allowing agents to
separate primary and secondary tasks and helps @ My offers ﬁ My leads

You made 15 offers this week 35 this week

them focus at the task at hand each time.

B My call back list ,J.ﬂﬂﬂ My performance
You have 4 people on your list Check your status in Bl

Proximus: DOF - Confidential 3/5



Proximus: 2017 - today

DOF project

Reviewed micro journeys

DISCOVER DEFINE IDEATE

PROTOTYPE, TEST IMPLEMENT

RN

Nextin line is Tanguy Maes

' Kevin, + Add someone on this list

There are 4 people in the shop.

he is waiting for 10min

Hello Kevin!

Good to see you again.

e ot €

Tanguy Maes 53

visiting for a new mobile
@ My offers i? My leads waiting for 10min Assign to a colleague Start conversation

You made 15 offers this week 35 this week

&

Maryvonne Brootcorne LEH

&

@ My call back list I I My performance
You have 4 people on your list Check your status in Bl

FX Randoux 53

&

Despoina Mouratidou [

&

Proximus: DOF - Confidential 4/5



PrOXimUS: 2017 - tOdOY D]S{OT/:NE:INE/"\IEEATE TEST/T;}MENT

DOF project

Usability testing

Our rounds of Usability testing revealed that:

Next in line is Tanguy Maes
Hello Kevin! he is waiting for 10min

coodtosee . again' _
See the full list <

- Agents clearly see some information with this new design
- Enjoy the personalisation aspect

- Performed tasks with ease and fast

@ My offers i? My leads
You made 15 offers this week 35 this week

ﬁ My call back list lﬂﬂﬂ My performance
You have 4 people on your list Check your status in BI

Proximus: DOF - Confidential 5/5
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DOF product page

(Re) designing the DOF product page

The product overview page of DOF includes a set of detailed tables that ttow did | learmn i?

display all features and all details of each customer product at once. This

is not allowing users make sense of this large amount of information

A2

often even including terminology that is not clear for them. ‘g‘ &
oo AW o
=0 IEI1ER
==
g ==Cc Shadowed. and. inteyviewed
: ——_ & Stakeholde
What did | want to learn? - UX analysis of curvent Agents & Stakeholders
o page
- What are the challenges agents have today with this page?
- Why do agents visit this page? Why do they ignore it? =5
- Is all information on this page relevant, at all times? ° m
Al W o
- What are the most important actions in this page? =] =]
- If they need to, how can they search for something? Focus groups With agents

Proximus: DOF - Confidential 1/4



Proximus: 2017 - today

DOF product page

Key findings

- Agents mentioned that the page has a big amount of
information that eventually renders it unreadable

- A similar page , basket overview, includes today a more brief
view of the customer products and agents use this instead.

- "If you delete this page tomorrow, | would really not mind”

Proximus: DOF - Confidential 2/4

IDEATE PROTOTYPE TEST IMPLEMENT

N S N

DISCOVER

Project constraints

2 Budget restrictions influencing release time



Proximus: 2017 - today

DOF product page

High fidelity wireframes

The proposed product overview aims to provide a
brief summary of the customer product base
allowing the users to have instant understanding of

key information. With more details only a click away

We aim to allow users to easily draw conclusions,
make comparisons between products and access

key actions faster.

This new design is additionally aligned with the
customer facing design which we estimate will

facilitate the customer - agent communication

Proximus: DOF - Confidential 3/4
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Smin  3'min

Product catalogue

Extras (CVM, Salto)

% After sales & care

< Close menu

Tanguy Maes (SE)

B8 8 @ G

Mobile Internet TV  Fixed line Options

Customer 360°

Customer products

Selected installation address

023518111 1 more address

Avenue des Paquerettes 55 box 54, v

1410 Waterloo

v Available technologies on this address

3 Internet

Fiber Not available

Reason: Refusal of Syndic
See more details >

copper [iaVallabiel )

Technology: VDSL
Bandwidth: 70 MBPS

¢ Pack: Bizz Office

activated on 17/07/2018

[J Bizz Mobile M 1068

0474927565 SMS & Unlimited calls

1
Smartphone Omnium

Fav app: What's app
SWAP SIM: Launch swar

JO Residual amount: 75.49 EUR

See full details »

JO end date: 24/07/2020

DISCOVER DEFINE IDEATE

PROTOTYPE,

TEST

Shopping cart

@ TV [

Technology: GPON
Streaming quality: HD

Settup boxes: 4

[0 Bizzinternet Max speed 750MB

See full details »

[J Fixline Unlimited calls
023518111

Modem: B-box 3
Usage: 43/750 Gb

See full details )

IMPLEMENT



Proximus: 2017 - today

DOF product page

Reviewed micro journeys

3'min

Product catalogue

Extras (CVM, Salto)

% After sales & care

< Close menu

Tanguy Maes (SE)

8

Mobile

Customer 360°

2 @ ¢ B

Internet TV Fixed line Options

v Customer products

Selected installation address

1 more address
023518111 “
Avenue des Paquerettes 55 box 54, v
1410 Waterloo

V Available technologies on this address

[ Bizz Mobile M

2 Internet

Fiber Not available

Reason: Refusal of Syndic
See more details >

copper [IISVaaBIENY

Technology: VDSL
Bandwidth: 70 MBPS

Pack: Bizz Office

activated on 17/07/2018

1068
0474927565 SMS & Unlimited calls

Smartphone Omnium

Technology: GPON

Streaming quality: HD

Settup boxes: 4

[J Bizzinternet

Modem: B-box 3
Usage: 43/750 Gb

Max speed 750MB

See full ds

Shopping cart

PROTOTYPE, TEST IMPLEMENT

DISCOVER DEFINE IDEATE

N

Tanguy Maes (SE)
5] G

Mobile rnet TV Fixed line Options

i) . :

Shopping cart

< Go back to product overview

10GB SMS & Unlimited calls

Bizz Mobile M

0474927565 L 1

Joint offer Options SIM card info

Mobile JOs available 4 still available ) to devi

Product catalogue

Residual amount 75.49 EUR

Extras (CVM, Salto)

Duration (23 months) 25/07/2018 - 24/07/2020

% After sales & care Device iPhone 8 64GB Space Grey

Fav app: What's app
SWAP SIM: Launch swa

JO Residual amount: 75.49 EUR
JO end date: 24/07/2020

Proximus: DOF - Confidential 4/4

[J Fixline
023518111

Unlimited calls

See full d

< Close menu




Proximus: 2017 - today

DOF product page

Reviewed micro journeys

DISCOVER DEFINE IDEATE PROTOTYPE

R’ R/

IMPLEMENT

Tanguy Maes (SE)

8 282 @ €

Mobile Internet TV  Fixed line Shopping cart

Customer 360°

proy r Customer products

Selected installation address Our rounds of Usability testing revealed that:

023518111
v - Agents can find and interpret key information faster than

today

Vv Available technologies on this address

Product catalogue

® . P . .

2 Internet @ v - Find additional actions and steps to be relevant to their tasks
Extras (CVM, Salto) Fiber Notavailable Technology: GPON

Reason: Refusal of Syndi . .

eason: Refusal of Syndic eemoredetalls @ Streaming quality: HD G n d G n G Iys I S
% After sales & care Settup boxes: 4

copper (NSRBI

Technology: VDSL

Bandwidth: 70 MBPS
< Close menu .

: Pack: Bizz Office
tiimtad an 170719010
@ Modify pack .
[J Bizzinternet Max speed 750MB
% Move pack to a new address :;d;r:;':::;b

See full details )

@ Cease pack

[ Fixline Unlimited calls
JO Residual amount: 75.49 EUR 023518111

See full details » See full details )

JO end date: 24/07/2020
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MyProximus web app

UX Designer



Proximus: 2018 - 2019

MyProximus

(Re) Designing the customer account
page of MyProximus.

The account page of MyProximus did not allow users
to easily understand and find how to modify or
access useful personal and account information.
This resulted to low adoption of the application and
calls or visits to Proximus shops for assistance on

several tasks that were available online

The proposed MyAccount page aims to provide
allows users to find key information faster and

easier.

Clear copy helps them make informed online
decisions without the need to call or visit a shop for

guidance.

Proximus: MyProximus - Confidential 1/3

My password & security

Your password

o o o g o e e %

Activate It's me

My Addresses

Rue Theodore Verhaegen 184 bt.3
1060- Saint Gilles

My Bill preferences

&

You are 100% Green, Congrats!

My Privacy

O

Tired of irrelevant ads and online
suggestions? You can change this here

Mrs. Rachel Green

email: rachel green@gmail.com
Mobile number: 0470 24 02 46

My Addresses

Rue Theodore Verhaegen 184 bt.3
1060- Saint Gilles

My Bill preferences

&

You are 100% Green, Congrats!

My Privacy

Q

Tired of irrelevant ads and online
suggestions? You can change this here

My Notifications

A

Stay always informed about your bill, your

usage and your Premium Club.

My linked Proximus apps

%

Connect to your Proximus apps to
‘manage your products better

Privacy Coolde | Policy | Company

Mrs. Phoebe Bouffay

emait: phoebe bouffay @gmail.com
Mobile number: 0470 24 0246

Phoebe,
you can do more
in MyProximus

> Manage your products and addresses
> Change the way you receive your
bill( zoomit, direct debit and more)
> Manage your privacy settings
> Follow p on your interactions with
Proximus

My password & security

Your It's me login:
0470240246

My Notifications

A

Stay always informed about your bill, your
usage and your Premium Club.

My linked Proximus apps

A

Connect to your Proximus apps to
manage your products better

Our applications

pro3dimus

Al fights reserved. © 20XX Proximus. This site was creatod and is

ith Belgi du Roi Albert Il

emai: drkfrimout @gmal.com
Mobile number: 0470 24 02 46

My Business accounts

Your It's me login:
0470240246

My Addresses

My Bill preferences

&

You are 100% Green, Congrats!

My Privacy

Tired ofirelevant ads and online
suggestions? You can change this here

My Notifications

A

Stay always informed about your bill,your
usage and your Premium Club.

My linked Proximus apps

o %

Connect to your Proximus apps to
‘manage your products better

Our applications

pro3¢imus



Proximus: 2018 - 2019

MyProximus

(Re) Designing the customer account ﬂ
page of MyProximus. wJC

DISCOVER DEFINE

@ PROTOTYPE, TEST IMPLEMENT

This redesign proposal included a visual and

contextual distinction between the 3 types of a"_nﬂw;

. ministrator @ ri Administrator Revoke rights
MyProximus accounts: feminsier Rewekerons Mre. Phocbe Bouff ’
Mrs. Rachel Green rs. Fhoebe Douftay Mr. Dirk Frimout
email: rachel.green@gmail.com it phiost:x ol Ty @5 maillomn email: drik frimout@gmail.com
« e Mobile number: 0470 24 02 46 Mobile number: 0470 24 02 46 Mobile number: 0470 24 02 46
Administrator account
Phoebe, :
. My Business accounts
. My password & securit
a Simple user account el 2 you can do more
in MyProximus )
Your password Central Perk Café
A > Manage your products and addresses Owner
. i Remove this account
e B usiness accou nt > Change the way you receive your
bill( zoomit, direct debit and more)

Added by Emma Frimout
> Follow up on your interactions with

Remove this account
Proximus

The Belgian austronau...
Added by Ross Geller

Activate It's me i . >< Dirk Frimout Inc.
> Manage your privacy settings

Remove this account

. See 3 more
Rue Theodore Verhaegen 184 bt.3 My password & securlty
1060- Saint Gilles
Your password:
o e g o e g e
. My password & security
Proximus: MyProximus - Confidential 2/3

Your It'e me loain: Your password:



Proximus: 2018 - 2019

MyProximus

(Re) Designing the billing page of
MyProximus.

The account page of MyProximus did not allow users
to easily understand and find how to modify or
access useful information. This resulted to low
adoption of the application and calls or visits to

Proximus shops for assistance

The proposed MyAccount page aims to provide
allows users to find key information faster and
easier. Clear copy helps them make informed online
decisions without the need to call or visit a shop for

guidance.

Proximus: MyProximus - Confidential 3/3

My Bills

(0220176 18) + 3 more
Rue Theodore Verhaegen 184,
Saint gilles, Brussels

DISCOVER DEFINE @ PROTOTYPE, TEST IMPLEMENT

@ My Bills

My Bill preferences

Please note that the changes you make here will
be applied to your next invoice.

Open bill \ How you receive your bill

.90
€32

August 2018 S
Ref: 183002103303

.90

€32 download pdf
Due before 07/09/2018

Show paid bills

All the above mentioned invoices include VAT.

AN

~ -

You can pay with

Bancontact!

Lorem ipsum dolor sit amet, consectetur
adipiscing elit. Aenean euismod bibendum
laoreet. Proin gravida dolor sit amet lacus

accumsan et viverra justo commodo.
More info on our website

Our applications

pro€imus

All rights reserved. ® 20XX Proximus. This site was created and is
managed in accordance with Belgian law. Boulevard du Roi Albert I,

eBill 2 ’ ZoomitﬂH Paper ‘

You currently receive your
invoice :

at dirk.Frimout@gmail.com

at 0470 24 02 46

Update this info

Pay your bills with
direct debit

Add your IBAN number:

by ex. BE12 1234 1234 1234

Our applications

pro€imus

Al rights reserved. ® 20XX Proximus. This site was created and is
managed in accordance with Belgian law. Boulevard du Roi Albert II,



Doccle

Service design, UX/Ul , web design & integration



IXOR: 2016 - 2017

Doccle

Re designing the doccle.be website

The business goal for the website of Doccle was to better
communicate the value of the application to potential

users and as a result, have a higher conversion rate.

At the same time an objective was to reduce calls
and chats with the support centre for tasks users

could perform themselves via the web or mobile app

G Chat with us!
—

Doccle 1/4

@ @ httpsy//doccle.be/en/ e @ ¥ Q search

Login Create a new account

Receive, pay
all gyour@ocCuments in one place

Any easier would be difficult

Create a new account

Do you already have an account? Login here. D Available on the

App Store



http://doccle.be
http://doccle.be

IXOR: 2016 - 2017

Doccle

Re designing the doccle.be website

IDEATE PROTOTYPE TEST IMPLEMENT

R S N

The main challenge trow did | leam H?
1=
Doccle was launched with several strong partnerships such as CF a‘
AW o
Telenet and CM. However, users did not seem to understand if the °_°°_ 0 1SI1ER
service is free or how it would in fact help them digitise their ; 4 Interviewed Stakeholders &
administration. User on boarding was not straightforward support center agents
OX analysis of curvent
. page
What did | want to learn
- What are the main challenges our users have today?
- ? A Wan o
How do they solve them: =15
- How do potential customer perceive the service and why do they do so this way?
1l d
- Who succeeds to onboard people on the platform successfully (doccle or their 6ue.v‘| a-\jesi-e -\-he.cuWeV\‘\-
desigh with potrential users

partners)?

Besides look & feel, what can we improve for usability today?

Doccle 1/2


http://doccle.be
http://doccle.be

IXOR: 2016 - 2017

DISCOVER IDEATE PROTOTYPE TEST IMPLEMENT

Key findings Project constraints
- People created duplicate accounts and as a result could no X Timing
longer keep track of their documents in one place »  User experience was a new discipline for the project

- The website had poor information architecture that failed to

Old page (dlick to play)

convey the actual added value of the platform

- Big percentage of visitors used the website as a way to log-

| @& QuickTime Player File Edit View Window Help @Omo @ 3 DL %@ 5 Mon1347 Q @ =
< i & doccle.be < Ol d ][ a|F

in to the web platform

e all your documents in one place.

Sign up for free

Already have an account?

Hello Doccle, goodbye mountain of paperwork

Get to work with Doccle and manage all your documents from our partners in one safe online environment.

G8 chat with ust
Docele 1/3 10000 9@8 [ KEATISDERIHE: MY




IXOR: 2016 - 2017

Doccle

Re designing the doccle.be website

The new website included a clear navigation,
efficient information architecture and copy which all
contributed to higher conversions (+5%) within the

first weeks of its release.

We better categorised in this version the doccle
partners per category and explained what the

platform can offer

Doccle 1/4

vaila

Pl

able on the
p Store

DISCOVER DEFINE IDEATE PROTOTYPE TEST @

About Doccle  How to start Login Create a new account FAQ EN Q

Get started in no
tinne
Receive, handle and store your documents in
one singlé:account!

Doccle is your direct connection to a wide range of companies and organisations that we call our partners. On the
Doccle platform you can easily and securely receive, manage, pay and store your digital documents from these partners.

How does it work?

Doccle partners

Banks & Services

¥ranvs

Pay invoices, sign contracts or just read the

documents you receive from these providers!

Need help ?

Health &
Insurances

Keep your documents safe and within reach at any
time, a clear overview is guaranteed!

Need help ?


http://doccle.be
http://doccle.be

Thank you!
Don’'t forget to get in touch

espoina.brussels@gmail.com https://www.linkedin.com/in/despoinamour/ www.missbluberries.com


http://www.missbluberries.com
http://www.missbluberries.com
https://www.linkedin.com/in/despoinamour/
https://www.linkedin.com/in/despoinamour/
mailto:despoina@movify.com?subject=Hey%20Despoina%20I%20just%20read%20your%20portfolio
mailto:despoina@movify.com?subject=Hey%20Despoina%20I%20just%20read%20your%20portfolio

