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About me

My name is Julio César, | graduated as a Graphic Designer from the
University of Guadalajara. | have over 8 years of experience designing
user interfaces, websites and branding; | have worked in different
industries, from printing and advertising to information technologies.

My first experience with UX/UI related projects was at Integranet, a
small software company specialized in Windows-based applications.
My participation required that | research about the users involved and
empathize with them, so later, the Ul could accomplish the task goal.

| enjoy teamwork and work for objectives, | always look for ways to
improve the quality and efficiency of my performance in the company
and overall I'm reliable and committed.




My design process

| consider myself to be flexible and, since each company
has it's own set of circumstances, | have played different
roles in the overall design process of the software or
websites on which | was part of.

Research

Gain knowledge of business goals, users,
context, technologies, gather user data,
research competitive products, conduct
interviews.

Thinking

Build personas based on gathered data,
do card sorting exercises, create project'’s
brief, use cases, navigation models and
user stories.

Sketching

Draw the layouts of each step of the user
flows encountered, using only typography,
composition, hierarchy, shapes and size.
This helps us find high-level issues.

My focus is always user-centered, while also looking
where user needs and business goals overlap. Being
honest, analytical, proactive and above all ethical,
those are my core values when | work in a project.

Ul design

Based on previous sketches, apply color,
content, imagery, etc. validating the idea
with full detail. The resulting mockups
present the look and feel of the project.

Test

Validate further if it matches the initial
concept, user needs and business goals.
Test, update and repeat are part of this
since anything can change over time.



Companies | worked with

Great ideas aren't industry specific. | have worked with companies of
all scopes and sectors to create better experiences through design.
Whether an adventurous startup or established global presence, the
same level of detail and quality is delivered.
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Case study - HP Virtual Agent

HP's self-service solution for customers who want quick answers
to common troubleshooting issues.

The Story Responsibilities

Nowadays, new tools arose to simplify the interaction between @ Heuristic review
customers and brands, chatbots or virtual assistants. HP's self-service
solution, Virtual Agent, empowers customers to solve IT issues of
their HP devices.

® Benchmarking
® Userresearch

@ Statistics analysis
Some Virtual Agent capabilities are step by step tutorials, product @ Wireframing (LF & HF)
information, warranty check and other subscription services (Instant
Ink and Smart Friend).

The main concern around this project was to make VA's solutions
efficent and simple to understand, due to the variety of HP's customers.
Another challenge was to keep the answers natural (human-Llike) and
semantic, since there are multiple factors to consider like device
type, warranty, region, language or previous issues. e



Case study - HP Virtual Agent

Project’s highlights

Constant customers sessions review

Sometimes, VA showed a success rate drop on certain
topics, to identify the cause, some sessions were man-
ually reviewed using an analytics platform. That way,
it's possible to track hard to follow steps or unnatural
answers to specific issues.

Overly complex tutorials

The user base is diverse but, there were some step by
step solutions that required a mid to high level of IT
proficiency. To improve that, the content of certain
dialogs was updated to something more approachable
and some of the complex tasks were moved to auto-
mated processes (one click fixes).

VA poor marketing and advertising

Since VA launch, most of the bot capabilities were
vague to customers, a propper campaign and intuitive
banners were required. The first phase (in progress of
being implemented), was to do an A/B test with con-
cepts that could communicate at glance the core idea
of Virtual Agent.

@ Laptops&2-in-1s  Desktops  Printers  3DPrint  Ink&toner  Displays & fes  Busi luti Support

SupportHome  Products \/  Softwareand Drivers DiagnosticTools \/  ContactSupport Business Support

Windows 10 Support

Welcome to HP Customer Support. How can we help?

@ Try asking our Virtual Agent

Software and Drivers

| ‘ ® = MORE SUPPORT RESOURCES
IS, o
T Fix Windows 10 Update Issues

Register
Use diagnostic tools to find Check warranty status Contact an HP agent for Ask the community
and fix issues Support

ur product

Watch a video



Case study - HP Virtual Agent

Signin/ Register

@ Laptops &2-in-1s  Desktops  Printers ~ 3DPrint  Ink&toner  Displays & accessories  Businesssolutions  Support O\b

SupportHome  Products \/  Softwareand Drivers DiagnosticTools \/ Contact Support  Business Support ™'

Windows 10 Support

Welcome to HP Customer Support. How can we help?

@ Hello! 'm HP’s Virtual Agent. | can help you with Troubleshooting

Type your question here...

Software and Drivers

SupportHome  Products ~-  Softwareand Drivers  DiagnosticTools ~»  Contact Support  Business Support <

e

Already have an HP account? Select from the products you own. Signin / Register

HP ENVY 5055 All-in-One
Printer

Warranty status: @ Unspecified - (heck warranty status

HP's Virtual Agent can help you
find the problem with your PC or
printer.

¥ Need help? Ask 24/7 Virtual Agent




Case study - HP Virtual Agent

Virtual Agent

Virtual Agent

Great. Glad that worked! Please provide feedback to help
me improve.

Virtual Agent

@ We appreciate your feedback

How satisfied are you with this chat?
O Wy

O Yrvrveey

O Yrveve

O i

O v

Tell us more:

Enter your feedback here

Submit

Not now

HP Virtual Agent at 10:04:29 AM

Feedback Start Over

Yes

You

~

Privacy Statement

Great. Glad that worked! Please provide feedback to help
me improve.

Virtual Agent

@ We appreciate your feedback

How satisfied are you with this chat?

Not now

HP Virtual Agent at 10:04:29 AM

Feedback Start Qver

Privacy Statement

Original

Redesign



Case study - HP Virtual Agent

@ Virtual Agent @ Virtual Agent

@ Hello! I'm HP’s Virtual Agent.
Virtual Agent @ Is your question to the agent about Instant Ink?
@ Which topic can | help you with? Yes
Virtual Agent
| want to talk to an agent
HP Virtual Agent
You
@ Sure, | can connect you with an agent but first ...
HP Virtual Agent
@ What can | do better next time?
[ Give more concise and understandable answers
[] Show more images about how to troubleshoot
[ Provide simplier salutions | ‘
[] Search for more related web results / documents i :
‘ Return to the Virtual Agent ‘
HP Virtual Agent
Feedback Start Over Privacy Statement Feedback Start Over Privacy Statement
Inmediate escalation - Step 1 Inmediate escalation - Step 2



Case study - HP Virtual Agent

@ Virtual Agent @ Virtual Agent

@ Look up your warranty @ Verify your location
Serial number Country of purchase
|unidentified [United States v
Example: CND69435GX Product
Country of purchase HP Instant Ink
|United States hd Note: The contact options you will see are for United States -
Product English

unidentified Submit

Note: The contact options you will see are for
United States - English

Submit

Change Country/Language ‘

Change Country/Language ‘

Return to the Virtual Agent ‘

Return to the Virtual Agent ‘

HP Virtual Agent HP Virtual Agent
Feedback Start Over Privacy Statement Feedback Start Over Privacy Statement
Inmediate escalation - Step 3 - "No” flow Inmediate escalation - Step 3 - “Yes” flow



Case study - Tricolor plus

tricolor

auto A unified digital customer experience designed to support all
aspects of the car buying process - learn, buy, pay, service.

The Story

With Tricolor’s fast expansion, there was a need to re-engineer the
current digital strategy in order to create the best customer experience
and improve overall operational efficiencies.

Multiple internal systems do not deliver fully integrated solutions,
resulting in disconnected customer experiences, sub-optimal business
processes and above market technical cost structures.

The idea was to implement a unified, modern and integrated platform
based on leading technical architecture, business processes and
emotionally engaging experiences informed by a robust end-to-end
digital strategy.

Responsibilities

@® Heuristic review

® Benchmarking

® User research

® Wireframing (LF & HF)



Case study - Tricolor plus

Project’s highlights

Outdated processes and strategy

The customers had recurrent issues understanding the
loan approval and monthly payments processes. So
when they reached the customer support, the
response time was excessive since the reps had to go

English / Espariol Log Q

through a lot of “"small apps” to get a full perspective IR tI'ICOlOr

on the matter. i e
Julio Rodriguez

Considering traffic from mobile devices represented Member Since May. 2017

the majority of visits to Tricolor's website, the Welcome!

approach was to develop a fully-featured mobile app £ Noications ® Sign in to continue.
for customers, so they could manage the billing of

: L My Profile
their loan and also request a new one.

Settings
Disjointed user experience
Originally, the customers could reach a payment
portal after a couple of redirects from the corporate
website, but the interface made it look like you were
in the wrong place.

FORGOT PASSWORD?

&
() GetHelp
®

About

Web payment portal and mobile app were designed o

so the Ul's look and feel becomes consistent with the OR CREATE ACCOUNT
brand guidelines and other marketing campaigns.




Case study - Tricolor plus

Billing a)

Pay In Cash

\\Il/
d;se" Good Morning, Julio!

AMOUNT DUE Total

$301.68

2014 Chevrolet Silverado
Bi-weekly - Auto 10/14 $183.74 —

Collateral Protection Insurance
B y - Du s $64.32 —

PAY NOW

HAVE TROUBLE PAYING?

OTHER WAYS TO PAY

Auto Pay

Confirmation

Your payment was
successful.

PAYMENT # ADO017611248
Payment Amount $301.68

Payment Source Chase Checking ****1234

Payment Date Oct 14, 2018
UPCOMING BILL
2014 Chevrolet Silverado

Bi-w y - Auto Pay or a $183.74

Collateral Protection Insurance

OK, GOT IT

Billing o)

Pay Now Pay In Cash

VICTORY PAno

Q MAIN STREET
DISTRICT

WEST END

Billing




Case study - Tricolor landing pages

tricolor

auto Campaigns to provide affordable loans that help people with
little-or-no credit history finance a quality car.

The Story Responsibilities

Not only mainstream but alternative lenders are unable to figure out @® Heuristic review
how to evaluate the risk profile of a borrower who lacks a credit score.
Consequently, these individuals must turn to lenders with extremely
high-interest rates and unrealistic payment terms. Most of these
alternatives do not report customer accounts to credit bureaus, so ® Wireframing (LF & HF)
these individuals are unable to establish credit history and eventually

access traditional credit.

® Benchmarking
® Userresearch

Tricolor uses advanced data analytics and technology to segment, or
score, the Hispanic consumer and offer responsible, affordable,
credit-building loans on their purchase of a vehicle. It offers bilingual
(English/Spanish) sales at nearly 30 locations in Texas and California
and convenient payment processing via telephone, Web, mobile, or

in-person. @



Case study - Tricolor landing pages

Project’s highlights

Constant promotional campaigns

Used cars market is highly competitive, even though
Tricolor specialises on loans with affordable monthly
payments, extra incentive at the decision-making
moment is needed to increase conversion.

For example, referral bonus gives them a discount on
their first payment and the one who referred also gets
one for its next monthly bill.

Mobile and desktop landing pages

Responsiveness is a critical characteristic of Tricolor’s
landing pages since most of its customer use mobile
devices. Keeping meaningful information and using
optimal layout, eases the customer’s decision making.

Content strategy

Since Tricolor’s target market are hispanic people with
little to no credit score, the imagery and writing are
casual and warm; usually presenting open-minded
sales personnel. All this with the purpose to communicate
empathy, trust and safety to the customers.

tricolor

COMPANY MISSION

GO BACK TO TRICOLOR COM Q, OV Us A

Customer access Mission Financial educ

Con Conf
Con Tric

Do you alrea
an accou

LOGIN TO PAYMEN

Are you a new c

REGISTER NG



ase study - Tricolor landing pages

COMPANY MISSION

G | feel a social responsibility to help our
We believe every customers build their financial capability to
manage their financial resources effectively.
pe rson deserves the Tricolor provides a path for low-income
H customers to build credit, access lower cost
rlg ht to own a car funds, and ultimately, achieve financial

independence.”

Daniel Chu - CEO

FINANCIAL EDUCATION

Financial Capability

Program

at Tric

ation cour:

Enroll to

WE WANT TO HELP

Learn how to
build good
credit

What does it mean to have good credit?

° Watch Video

How can you improve your credit?

° Watch Vide

How is good credit rated?




Case study - Tricolor landing pages

tricolor

YOU GET

$200 USD

Used Cars

Payments

PRE-APPROVAL COMMENT CAR

Locations ~ Finance  Tri-Warranty AboutUs ContactUs  Careers

GIVE US A CA Q Es|en

Tricolor Referral Program

Get $200 dollars when
you refer Family and

REFERRAL PROGRAM

Friends!

Refer and Win SencillEASYmo

Your referr
online through

it a Tricolor |

$200 dollars

SHARE YOUR CODE NOW!

I HOW It WOrkS Share your personalized code with a friend.

Personalized code is valid for 30 days after
M_\/ G receipt and it can be shared multiple times
during the validation period.

Terms & conditions

The Friend will receive a text message from you



Case study - Tricolor landing pages

tricolor

ES | EN

THANK YOU

For being part of the
Tricolor family!

We appreciate our
customers and have a
SPECIAL OFFER for you...

NO ADDITIONAL DOWN
REQUIRED!

When you trade in your vehicle
for a new one.

You could also get an APR as low

as 13.9%. Hurry! This offer expires

You could also get an APR as low
as 13.9%. Hurry! This offer expires
on XX/XX/XX! Present this code
and take advantage of this special

offer.

OFFER CODE:

XY (STOCK#)ZA

Tap to copy

Offer code per invitation only.
Void if transferred.

Visit us TODAY! Click here to
locate a Tricolor store near you

and check out our inventory.

e > N

1

and check out our inventory.

vy, B
=Ny =

DISCLAIMER: Subject to credit
reverification. Tax, title and license
fees must be paid upfront. You
may not qualify if your loan status
has changed. Visit a store for more
information.

USED CARS ABOUT US
FINANCING PAYMENTS
CONTACT US BLOG
PRE-APPROVAL LOCATIONS
PRIVACY SITEMAP

SPECIALS WORK WITH US
O B ¥ in

O




Case study - Internal operations software

tekzenit’

A fleshed-out interface to fully represent the company’s vision
and to make the HR tasks easier to follow up.

The Story

The current internal operations software was not enough to manage
and plan human resources processes, it didn’t bring enough statistical
information, employees documentation, productivity key points and
timely notifications on special circumstances. The high learning curve
to use that platform and its non-intuitive interface represented a
barrier to its users.

The way to follow up the recruitment of candidates and get their profile
info was vulnerable to errors, because of its manual typing factor, and
made it hard to get data about the efficiency of that process. While
those were circumstances that affected globally the company, the
project focused on Mexico. The work hours registration process
required a test run of operations app (MVP) and more insight from
higher ranks to be approved.

Responsibilities

@® Heuristic review

® Benchmarking

® User research

® Persona creation

® Wireframing (LF & HF)
@® User stories



Case study - Internal operations software

Project’s highlights

Outdated Ul

Long story short, the software the company was using
for HR and other internal operations, had not been
updated in around 8 years. Neither the functionality
nor user interface design reflected at all the brand'’s
vision and values.

The overall experience was tedious and annoying at

times; manual and repetitive tasks were implemented.

A feasible solution was presented having in mind the
brand’s guidelines and at the same time, keeping
already established conventions in other marketing
deliverables, for example, the corporate website look
and feel or the dominant usage of white.

New vacations/time-off features

HR managers struggled a lot while making reports. For
example, if someone wanted to follow up the vacations
taken by an employee, the info was dispersed in several
emails and entries in the internal software, neither
allowed to get comprehensive statistics.

In the new version, we presented a half-yearly report,
exporting options, and a color-based indicator of what
type of entry is, while keeping the detailed reports.

tekzenit0 | Operations app

Copyright @ Tekzenit 2018. All rights reserved.

Welcome!

Creating Transformatio

Username

Password

Forgot password?




Case study - Internal operations software

= tekzenit’

| Operations app

PTO's & Vacations

Export to Excel

January February

tekzenit® Operations app

Requests People off today Upcoming days off People with remaining day9

Work hours

Julio Aceves June 21th 2019 University documents renewal < > June 2019 Filter by:

Export to Excel

Sat
1

Sun
2

® Julio Aceves
® Enrico Villegas

13 more

3

® Julio Aceves

4

® Julio Aceves

5

® Julio Aceves

6

® Julio Aceves

7

® Julio Aceves

8

® Julio Aceves

® Enrico Villegas ® Enrico Villegas ® Enrico Villegas ® Enrico Villegas ® Enrico Villegas ® Enrico Villegas

=

® Ed ® d ® d . 0 ® d

(10} 1 12 13 14 15 16

® Julio Aceves
® Enrico Villegas

@ Eduardo Aceves

o




Case study - Internal operations software

< tekzenit’

| Operations app

Employees

® Work hours
O PTO's & Vacations 019 Filter by: Export to Excel

Thu

Sat
1

® Julio Aceves

® Enrico Villegas

13 more

5

® Julio Aceves

6

® Julio Aceves

7

Julio Aceves ® Julio Aceves

Enrico Villegas

g

12 more 12 more

‘ Today ‘ < > June10th 2019

Julio Aceves 8hours ® Tekzenit HR PTO - Personal circumstances

Enrico Villegas 8 hours ® Tekzenit HR Vacations

- New candidates interviews
- Technical exercise feedback

Eduardo Aceves 3hours ® Tekzenit

5hours ® Ganas Auto GAN-1174 Adjustments for images in
Group body type filters




Case study - Texakoma’s CRM

Nexakoma.

A client relationship management tool to help the brand reach
a variety of investors worldwide.

The Story

Texakoma is a mining company that explores and develops oil and
natural gas properties, its headquarters is in Plano, Texas. The company
has a revenue of $25M and received a total of $17.4M in funding.
Texakoma's main competitors are Sunshine Oilsands and Pengrowth.

Texakoma CMS (which should be re-stablished as a CRM) is primarily
targeting sales rep with different hierarchy levels. Based on that, |
created two fictitious character profiles (personas) to better understand
how to fulfill their needs, the “sales representative” and the “area
supervisor”. These personas embody the diversity we expect from
people visiting the site.

Responsibilities

@® Heuristic review

® Benchmarking

® User research

® Persona creation

® Wireframing (LF & HF)



Case study - Texakoma’s CRM

Project’s highlights

Non-conventional layout
Originally, the main menu was located at the right
side, considering that users were more familiar to

. . . é Dashboard
western-like conventions, that was a poor design
choice. That's why we opted for the re-positioning, Al wow Pty DiCrss (@R e @) e &
adding visual elements to keep track of the current o we  me SR ewmaer
section and making clear what's the home button or Y Sl ® ),
the section’s title.
Contacts Shortcuts ¢
Over-simplified graphic element 2 = P
ver-simplified graphic elements o v 8 sy
Using icons to represent the content is ambiguous for Q e
some options (ie. leads or queues) while they look @ B e v e o L calls 4
minimalistic at the same time loses context. So having o s o
. @ o Nicholas Front Office Joe Avila i —
both or using only text made the purpose of each s —
graphic element clear. B B :
%} ® Jon Soliday Front Office Benjamin Noe =
Poorly optimized positioning and hierarchy G s o i e -
You can see either graphics overlapping each other, ooz N

labels with no space and weird alignment, unnecessary
spacing at times or overly big menus with no reason.
The hierarchy of elements was re-worked in order to
present the same information more intuitively or

understandably. , -



ase study - Texakoma’s CRM

BDMS Administrator CMs 2.0

oIl B & & ® £\ Alerts 4 Tools & Brokerage Health

ROLLING 7 DAYS ROLLING 30

@g ‘ Lo DAYS

N "
mout &2 Ol

5075

SUBMITTED @’ e

TYPE contact STATUS By gj 0 0 125 0 12! W
STATUS SINCESUBMITTED 4
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8
ol  Calls %€ Contacts Called In
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Avila, Jose Alfredo
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é Dashboard [ @
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Curtis, Joan

Il /ot Filter by: DN requests + @ sai2 @ 26453 User details

Deason, Gordon

Calendar
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DeHorney 1Il, Tommy TYPE CONTACT STATUS SINCE SUBMITTED DATE
Esposito, Jr. Joseph L,om

BDMS Adminstrator
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& Shorteuts
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(R Weekly updates B Lead activity

D

Find person BT
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07/17/19 05:27 PM

[
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Pracessed 71772019 501w « Calls Made
717119 05:25 oM

@

User Settings

B io

Common

REGD. REP Today Out Height
@ o Nicholas Front Office Joe Avila
Homfeld Processed 711712019 3:32 PM Sblonicivnen In ot

717719 0513 P Aguito, Adom 50%  50%
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8
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Redesign




ase study - Texakoma’s CRM

£ Alerts

REGD. REPS PROGRAM REPORTS

REVENUE STATEMENT:

SUBMITTED
TATUS BY < 1099 FORMS
STATUS SINCESUBMITTED
DATE INVESTMENTS TAX TABLES

TYPE CONTACT

M in
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REGD. REP
Ablowich, Brian

DO NOT CALL
Aguilar, Adam

Avila, Jose Alfredo

Broker test CALCULATE COMMISSIC

Canestrari, Robert { ALCULATE OVERRIDES BDMS Administrator n

Crow, Adam WEEKLY INVOICE

Curtis, Joan s -~ ©
MERGE INVESTOR: Filterby: ~ DNC requests + @ @ 27 Brokerage Health
8342 26,453
Deason, Gordon DISTRIBUTE MEMOS o REGD. REPS Rolling 7 days ~

SUBMITTED BY
: @,
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INVESTMENTS
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71772019 3:32 M gnlemend!
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ase study - Texakoma’s CRM

calendar MY CALENDAR . STAFF CALENDAR
My Calendar

AUGUST 2019

MON TUE WED FRI SAT
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Case study - Galaxis

®:Galaxis

Sl Introducing a new all-in-one cloud-based software for
small and medium companies

The Story Responsibilities

In September 2014 | joined Intrasistemas as Web design team lead, ® Benchmarking
we then started a new cloud-based project, where | was responsible
for the web application design and frontend, as well as gathering vital
data and getting user feedback.

@® User research
@® Persona creation

@® User interviews
The first customer interested in this concept was a medium company @ Use cases
focused on clothes production. The challenge was to deliver continuously _ _
modules or "small bits” of the whole software as well as the overall ® Wireframing (LF & HF)
strategy that would integrate all of them.

The modules became part of the core concept of the software so we
began to call it Galaxis, multiple functional processes that worked
together in harmony.



Project’s highlights

Automation and reliability

Users in a work environment tend to be stressed to
quickly achieve results, in that sense, we needed to
factor company’s ideal internet infrastructure,
cloud-server stability, fast asynchronous calls, etc. to
cover most of that potential issue.

Users diversity

Since the test-drive of the software was on a factory,
there were many processes where we could have
more than one type of Persona, from a laborer or a
salesman to a department supervisor. Each of them
with a different set of skills, education, work area
issues, age, gender or even job goals.

In that scenario, we opted to identify common areas
between them, taking advantage of that while specialising
parts of the Ul according to their role. Either info summaries
of some sort or CTA's for a specific task, that kept
things semantic for each user.

Users previous affinity to desktop-like software

Before Galaxis started it's implementation on that
company, most of the users never used specialized
software nor ERP. They were used to spreadsheets,
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documents, local area file sharing, email managers,
their most advanced program was a Windows-based
invoice generator. Having that in mind, we made Galaxis
interfaces visual and functionally somehow similar,
with title bars, explicit clickable or disabled buttons,
tables that could work as a spreadsheet, grouping
elements with boxes or tabs as well.

Users resistance to change

Even with an extensive presentation with the future
benefits of the implementation (both financial and in
productivity), many shown resistance to it. Not only
high positioned personal but also many laborers,
their common problem was the possibility of making
tasks overly complex or the system demanding more
input than the user really use.

Our strategy solved this by an initial setup of many
common resources for all areas, so no more re-capture
of info, also making as explicit as possible the titles
and buttons, allowing to input only the basic data and
leaving advanced details when needed as optional,
using color schemes to communicate processes
status helped clarifying the goal of each user flow.
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Thanks i1n advance!

% me@julesux.com @ julesux.com
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