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Challenge
0
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Evolve with 
Customer 
Needs

New IOS & 
Android 
app for 
B2B 
Customers

Highly 
competitive 
market where 
service matters

Need to Self 
Serve & Grow

Providing access 
Anywhere 
Anytime

Monitor

Omnichannel



Users
Small/Medium Enterprise Users
Lines (Phones in an Account) ranging from 5 to 500 Lines  

I led the design for ios & android Mobile app and collaborated with two other designers on the 
Manage Accounts, Manage Data, View Orders, Make Payments and View Transaction History.

Team 
Product Manager, Project Manager,  3 Designers, 1 User Researcher, 
System Architect, Lead Developer, 8 Android Engineers, 8 IOS 
Engineers , 5 QA Members

Time 
8 months 

Brainstorming
Ideation
Review

Project 1- B2B Mobile App 

Teamwork My Role
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UX LEAD - UX/UI EXECUTION • USER TESTING & VALIDATION

Experience Strategy

Design Planning

Design Execution & 
Review

Design Delivery & Validation

Testing

Discovery
Product Goals
User Goals

W
O
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Define & Plan
Team Collaboration 
Roadmap

Design System
UX/UI
Prototype

User Testing

Product Manager, 
Design Team,

Development Team 

Product Manager, 
Design Team,

Development Team, 
QA Team 

Product Manager,  
User Researcher

Product Manager, 
Project Manager,   

Leads Design & Dev.

QA Team,
UAT
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Inherited
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Content Crispness
Delay
Lag in Interaction

Hybrid App
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Process

Pay
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Identify Customers
Customer Interviews
Data Analyzed
Functionality 
Prioritized

Discovery

Target Users
Personas
Jobs to done

Empathize Define

Users Needs to 
Product Needs

Ideate

How Might We

Prototype Test

Detail Design & 
Prototype

Testing & 
Refinement
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Team - Product Managers, Researchers, Data Analyst

Discovery
0
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1. Identify Customers

2. Data Analyzed 

3. Functionalities Prioritized

Small Business Medium Business Large Business

5 - 99 LInes 100 - 500 Lines 500+ Lines

The first discovery process included indentifying the target customers sizes 
and the key functionalities that needed to be enabled for mvp.

Customer Visits, Voice of customer, Opinion lab and from call centers

NAVIGATION

DATA BILL STORE ACCOUNT

FEED SUPPORT
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Empathize - Personas  & Jobs to be done
0
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About me: 

Age 42. Married with two daughters. Keen 
on sports and volunteering in the 
community.

Working as Customer Accounts Manager 
at a Small business Setup. I wear multiple 
hats. Apart from ensuring all customers 
are satisfied with the level of service, I also 
manage the internal administrative 
requirements for 50 employees. 

Goals & Ambition: 

I want to increase my credibility at a higher 
level across several different management 
areas – that means a step up now and 
then to learn the tricks of the trade and 
enhance  my experience.

I’m ambitious, but I want to feel that I’m 
helping other people as well as doing well 
for myself and my family.

Diane Barrow - Customer Account Manager at Construction Firm 
(Small Business)
Manages less than 30 phone lines

Frustrations & Painpoints:

The company is undergoing restructing, 
cost reduction and effiency audits so she 
is looking at streamlining costs by getting 
informed on verizon plan that best suits 
the company needs & is cost effective.

An accurate and complete Bill breakdown 
with no surprises.

Lack of a user-friendly payment process.

Cumbersome save and remove payment 
methods.

  
Unique Needs/ Jobs to be done:

I’ve spent a lot of time doing Admin 
functions. If your systems are poor, I’ll 
spot it quickly and probably strike you 
from my list.

Being able to pay by mobile certainly adds 
flexibility to pay outside work hours with 
ease.

A history of payment records will help me 
to document costs well.

I will like to print and file the bill record.

Motivation & drivers:

I enjoy my lifestyle. I want to retire quite 
early while I’m fit and able to live it to the 
full.
Now that my children are older and more 
independent, I can take on more 
responsibility and continue on my career 
track.
I want to be committed to a company but 
maintain a work-life balance.

Little things that make the difference:

• Faster seemless payment
• Notification on overage.
• Error free payment
• Friendly Support

Attitude to technology:

“I love what the technology can do for me, 
but it’s a tool, not a way of life. I want it to 
work for me, not rule me.”

“If the digital experience isn’t great, I’m concerned that the company could be a bit 
out-dated. Really, these days, it should be excellent, right?”

About me: 

Age 46. I am overseeing multiple accounts 
with lines between 150 - 300 in my current 
role situated at New Jersey.

I am an Account Executive well versed in 
influencing, designing, and executing 
strategies. I influence business objectives 
and people strategies to support 
organizational performance. 

Goals & Ambition: 

My goal is to influence business ojectives 
and people strategies to support 
organizational health and performance. 

I am adept at change management, 
building high performing cultures and 
teams through innovative and strategic 
solutions.

Deborah - Account Executive at Pharma Company (Medium Business)
Manages less than 150+ phone lines

Frustrations & Painpoints:

We need to make changes on the go and 
sometimes its difficult to login in the 
desktop application when one is travel.

Some features need to be updated at an 
account level rather than individual line 
level. Account level functionalities are 
missing.

Payment status is only updated after 
48hrs and the status is not displayed on 
the desktop.

  Unique Needs/ Jobs to be done:

I’d like a dashboard that lets me monitor 
the status of everything.

My number one goal is to get a really good 
understanding of the bill breakdown.

Top 5 users in each of the billing 
breakdown.

Motivation & drivers:

I think women in the workplace have a 
huge amount to offer and I want to prove 
that in my career.

I want to show that we need people who 
bring their whole selves to what they do, 
because their work will be richer for it!

Little things that make the difference:

• Transparency in Bill breakdown
• Ease in account monitoring
• Able to see Data Usage
• Best cost effective plans 

Attitude to technology:

“I don’t mind what the system is as long 
as it’s integrated really well - I don’t want 
to have to go look in 6 places.”

“I expect and want to be able to run my work and home life from my cell – it’s 
frustrating when I can’t!”

Team -  UX Designers
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Define - Product Needs 
“It better not be hard to pay.”
Translated: The product is easy to use.

“I’d like my bill explained in a simple and clear way.”
Translated: The product shows easy to understand and accurate  
breakdown of the bill.

“I want to track changes in my spending pattern.”
Translated: The product shows the history of billing.

“I don’t want to be late on my payments.”
Translated: The product clearly indicates payment due date.

“I shouldn’t have to enter payment information for every payment.”
Translated: The product stores payment modes information securely.

“I don’t want to worry about paying my bill every month.”
Translated: The product helps to set up autopay.

“I hate it when the app keeps signing me out of my account while paying my 
bill and I need to re enter the information.”
Translated: The product is able to identify trusted network & device.

Customer needs translated to product needs:

0
8

Team -  Product Manager, UX Designers
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Design - Inherited
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Billing 
Navigation, 
Module on  
Homepage

#screen 1

Billing 
Landing

#screen 2

One Time 
Payment

#screen 3

Schedule 
Recurring 
Payment

#screen 4

Setup 
Recurring 
Payment

#screen 5

Recurring 
Payment 
Confirmation

#screen 7

Add Bank 
Account

#screen 6

Enterprise Desktop Billing Application
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Define - Interaction 
Pay Bill - Pay with saved Payment Method

10
Team -  UX Designers, Engineers
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Ideate - HMW 
Pay Bill - Pay with saved Payment Method
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Bill ammount

Bill Due date

Bill Cycle

Bill Breakdown

Appropriate System 
Error

When to try next

Display Payment 
Methods

Identify Payment 
Methods Attributes 

Status of Payment 
Method

Pick a Payment 
Method / Add New

Multiple Payment 
Methods stored

Ammount Populated
Edit ammount
Pick day of Payment

Payment Error

Error Type - System, 
Payment Method, 
Expired, Not valid 
ammount

       

Confirm Payment

Payment Success 
Message

Payment Amount & Date 

Updated Current State 
Balance

Team -  UX Designers, Engineers
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Define - Interaction 
Manage Payment Method

12
Team -  UX Designers, Engineers
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Ideate - HMW 
Manage Payment Method
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Credit card attributes

Account attributes

Payment Method 
Nickname

Masking             

Alert indicating the card 
is used in autopay

User can still choose to 
remove the card

Card removal 
confirmation shown

User can choose to 
cancel or remove.

Remaining Payment 
Methods shown 

On saving Payment 
Method gets added

Confirmation to the user       

Team -  UX Designers, Engineers

Payment Methods listed 
- Bank Account, Credit 
Cards, Gift Cards

Add/Edit account, credit 
card
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Design System
Intro Mobile app grid 

iOS

Color palette

Typography

Mobile app grid 
Android

UI Elements

14
Team -  UX Designers
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Design System
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Native behaviors & controls Android Tab navigation iOS Tab navigation

Native behaviors
& controls exceptions

Mobile accessibility initiative

Iconography

Errors, warnings
& confirmations

Scrolling tabs

Team -  UX Designers
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Design Explorations - Before & After
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#Before #After #Before #After #Before #After #Before #After #Before #After

UI Elements variations: 
Form fields
Buttons
Accordion
Checkbox

Visual hierarchy added to the 
content. Font play with size & 
boldness.

Icons for clear demarkation of 
sub sections. Snapshot of 
subsections added.

Accordion mapped as per 
affordance

Navigation Drawer:

Navigation categories more 
pronounced, crisp, visual 
association with icon.

Feedback & Signout different 
treatment.

Form elements & font revised

Primary & Secondary Action

Making collecting feedback 
mechanism more delightful

Enabling submit on input

Team -  UX Designers

UI Design explorations with limited functionality hybrid app to get the Product Manager onboard with design efforts
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Final Design - Bill Overview 
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1. Navigation Drawer 2. Accounts 3. Account Overview 4. Bill

Bill States

Team -  UX Designers, Product Manager, Engineers
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Final Design - Payment Methods on File
4. Pay Bill - Card Expired5. Pay Bill

18
Team -  UX Designers, Product Manager, Engineers
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Final Design - Bill Payment Flow    
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Team -  UX Designers, Product Manager, Engineers
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Final Design - Add New Payment Method
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Team -  UX Designers, Product Manager, Engineers
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Final Design - Multi Account Bill Pay
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Team -  UX Designers, Product Manager, Engineers
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Final Design - History & Settings
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Team -  UX Designers, Product Manager, Engineers

Push Notifications

Autopay
Credit Card Expiry
Overdue
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Final Design - Micro Interactions
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Payment Confirmation Animation Payment Amount 
add up 

Autopay Errors

Team -  UX Designers, Product Manager, Engineers
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Prototype
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Team -  UX Designers, Product Manager, Engineers
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Agile - Product Management
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User StoriesRelease Sprint Planning
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Learning & Challenges
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App Features (UAT):

Additional good to have features:

Pay by Gift card

Split Payment

Date picker - Tapping the date will 
give the user a native date picker 
that contains only the valid dates 
according to bill due date.

 

 

Teamwork & Collaboration:

Locking MVP

Discussion with Product Manager & 
Project Manager on time value for 
adding features vs focusing on 
microinteractions 

QA had tested the payment scenarios 
with max $10.00. After launch a client 
was trying to make a payment of $1000 
but the app was processing only 
$100.00 at a time. Appeared the code 
had the decimal placement error.

Followed Agile & Scrum Product 
development but still lot of information 
was captured in Excel files.

 

 

Big Picture:

Researching Small/Medium 
businesses unearthing whole lot of 
other scenarios which where 
unmet & unarticulated needs.

It led to visualization of another 
product called One Talk.

One Talk for small and medium-
sized businesses assigns one 
number for compatible mobile 
devices, desk phones and PCs and 
rings them all during a call. 
Multiple business-grade features 
help you boost productivity and 
deliver loyalty-building customer 
service.
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Impact
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The design of the Verizon My Business iOS and Android had a positive impact on the enterprise experience for small & medium 
businesses. The App rating went up from 1.6 to 4.5.

App rating was high and positive feedbacks were received. There are also also some negative experiences in terms of default 
settings, authentication process and latency between desktop & mobile.

Research data on Small/Medium businesses unearthed other scenarios which where unmet & unarticulated needs and laid the 
foundation for conceptualization of ONE TALK.
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