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Working
with people
from other
disciplines
IS hard.




W k' Product Manager who
‘Or Ing wanted me to copy

| K
withpeople  imaiasie
frpl I‘i o.ther ]S)Eg who kerE)t pushing
dlSClleneS or design changes

looking for something

is hq rd. ‘innovative’




W k' Product Manager who
‘Or Ing wanted me to copy
A s checkout f
with people o hedkoutto
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or design changes
.dISCIPIInes Iooking?‘or somgthing
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IS hard.

Engineer interrupted
research because we
already had 300 survey
responses.
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. We spend More tj
elingsS _ me
We dread Timeﬂts defending process thar
because:ngtant actually designing.
are C '

FRICTION IS
TIiE")?HAUSTING

x

We fee] Mmisunderstood
and undervalued.




Frustration

The grass is greener elsewhere

New team

New job

Time



Note to self

“Thistime I'll find a place

that truly gets design.”




Reminder

Design utopia
doesn't exist.




The big opportunity

Becoming designers
that can make it

WOrk anywhere.




- Product M h
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looking for something
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Engineer interrupted
research because we
already had 300 survey
responses.






=3 Double Diamondis THE
Drocess.

=3P User research comes first,
always.

=P \\e need at least three rounds
of iteration before shipping.

=P \\ireframes must be approved
before any visual design.

=P No feature gets built without
user testing.

=P Design reviews are mandatory
for all changes.



=3 Double Diamondis THE
process.

‘Desi N security =P User research comes first,

blanket’ always.
. =P \Ne need at least three rounds
i )LIT

of iteration before shipping.
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=P \\ireframes must be approved
before any visual design.

=P No feature gets built without
user testing.

’ I

=P Design reviews are mandatory
for all changes.



Shippin
- solutions that
work in the
real world.




Buildin
unstoppdble
partnerships

Understand Partner on Create shared
their partners the problem wins instead of
perspectives space design wins



Understand our
partners and their
perspectives




Research your partners
as rigorously as you

research your users.




Four principles
to follow to
understand
your partners




Four principles oo eeg
tO fOI OW tOp not one-sided

understand
your pdrtners




Revedils their collaboration style

“Whatis your best
experience working
with a designer”




Reveails their collaboration style

“How ooy I bg successful
working with you?”




Make it mutual, not one-sided

“Let me share how
| work best too...”




Working with Romi - User Manual

Owned by Romi Fellows ««.
‘ Last updated: Apr 07, 2025 « 1minread e« |+ 14 people viewed

How I'm productive

@ I typically work from 9.00-9.30am until 6.00-6.30pm, but happy to answer slack queries outside
of that if needed (from 8am-8pm).

({7 At the start of everyday, I try to book focus time if I have a block between meetings — you'll see it
appear in random places in my calendar. I also try to group meetings in blocks where I can to do this.

v Other ways to increase my productivity

I work best when:

 Listening and talking with others — I'm a ‘talk to think’ person and get insights faster through
conversation.

e Focus time: I still need focus time, to explore and collate all my thoughts/ideas into tangible
actions for myself and others.

e In the office: I need the hum/buzz of busy places around me to stay focussed, otherwise 1
get distracted with silence (I'm an extrovert).

» Values driven: I have a sense of, and believe in our direction and purpose — I understand
what we are trying to achieve as a team.

» Diversity when making decisions: I have multiple perspectives on a problem and
some/enough evidence that supports what we are trying to achieve (or know ways to get
this).

e Autonomy: I know people in my team are on it, and they trust me too — I get stressed if

Writing User manuals to align
on expectations

Romi Fellows
Staff Product Designer




Make it mutual,

Four principles "ot one-sided
to follow to
understand
your partners

Go beyond
the official story




Uncovers business context

“What does success
look like for us in the
next 3 months?”




Go beyond the official story

“What would make

this project feel like

a huge win for you
personally?”




Go beyond the official story

“How can we make
our bosses happy
about our work?”




Four principles
to follow to
understand
your partners

Make it mutual,
not one-sided

Go beyond
the official story

Show empathy,
build trust



Surfaces real anxieties

“Whatis your biggest
fear about this project?”




Show empathy, build trust

“lhearyou.I'm hereto
work through them
together with you.”




Show empathy, build trust

“What would help
you to feel like we're
truly partnersin this?”




Four principles
to follow to
understand
your partners

Make it mutual,
not one-sided

Go beyond
the official story

Show empathy,
bulld trust

Make it interactive
and fun



Start with problem

Mapping the ideation
process together

Madalina Nastase
Senior Product Designer

. e
nting us from hitting 1

How might we How might we How might we

Hypothesis Hypothesis Hypothesis Hypothesis




OUR PURPOSE 20 MIN

1. Who are we building our platform for?

2. What do we do/buid? MISSION STATEMENT 30 MIN

3. Why? What s our goal? What benefif are we

bringing +o the COMpanY amnd our users? “We're doing X(what), for Y(who), because Z(why)" - 1 for eacl person
4. How? How do we know when we've dene our job?

Now comes the fun part! The task now is for to work
together to combine the individual purpose statements into
one agreed statement for the team.

This agreed purpose statement should be no more than 20
words and they have 20 minutes to complete the task.

DRAFT MISSION STATEMENT

“We enable case handling to be standardised, data driven, secure and
scalable for Wise servicing operations to scale and be more efficient. We
choose KYC first as they are enablers.”

TEAM'S MISSION STATEMENTS WORD CLOUD

“We're doing X(what), for Y(who), because Z(why)”

— = Facilitating workshops to
e, memwmmeeeev | a|ig ning on team purpose

cognitive kad

W are creating o standardised, modular, holssc
design system 10 enalie other product leanms o

What we're not going to do...



The best insights come

from going deeper and

creating safe spaces for
honest chats.




Wh.en ‘ No surprises.

we lhvest in . Anticipate their concerns
understqndlng and address them.
Our pCI rtners Frame your work to align

what they care about.




Partner on the
problem space




Book appointment

Select date & time

Appointment details

Headache or migraine

Throbbing or intense pain around the head,

flashing lights with headache.

Dr. Michael Johnson

Specilalist

¥ Select date

Mon Tue Wed Thu Fri
Today Tomorrow Wed 28 Thu 29 Fri 3

® Select time

09:00 09:30

10:30 11:00

14:00 14:30

15:30 16:00

% Consultation fee




“We don’t have
time. Amazon’s
checkoutis super
intuitive.

Just copy that.”




“Our patients
are not trying to
buy books,
they’re trying to
see adoctor!”




Be curious

We are misalignhed.
| want to see what
you dre seeing.







We were
COmmitted to
finding the
right solution




The big question

"How can we align
on what process to

follow??




UX Collective

,. -
\v

We believe designers

Context in design: A keystone to
oo understanding users

https://linktree/uxc

Follow publication
Canvs Editorial Sminread - Dec 9, 2021

S 207 Q

Source: tubik.arts on Dribbble

What is context in design?

Context is a term used in design to refer to the circumstances, background,

or environment in which a person, thing, or idea exists or occurs.

Consider this, if you were to write a letter to a friend, you would write in a



Handling cases and contacts
Current UX Challenges

@ 1han Henaal
¢ |

Simplicity is not just about using fewer
colours
or adding a lot of white space.

Simplicity is about understanding our
users needs
and fulfil them by reducing complexity
with minimal design.

How much do CS agents need to see
to achieve their goals?

What agents see

10

Current case Customer 15t Transactions

Customer past cases (4)

Status Case 1D Subpect Issues selector

Open Where is my money?

Simple can be harder than complex
You have to work hard to get your
thinking clean to make it simple

-Steve Jobs

Simplicity
Consistency
Delight
Content-driven
Personalization
Accessibility

QA tawn Samsemn Aty Wadgsbes Wylevhes Cmam sy S O L e hary Q
-

3
3
l

Your world works better together

Q  Flwr servians

Contact e cycle

Case life cycle

11

Sin
Con

What the user sees

How much d«
to ach

What agents see

12



Preaching # Partnering




How can we pdrther on

the problem in away
that will shift how they

see design?

Tip: The best way to learnis by doing.




Invite, not present

Let’s work
through this
together.

PROBLEM

Let's dive indo +he
real issue fogefther
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We Curiosity over
preaching.
pd rtnered‘ Invite, don’t present.

We qu rned Learning by doing.
together.




Create shared
wins instead of
design wins




When we face
pushback
designers
create...

@ Design Goals
@ Design Roadmap
& Design Vision




When we face
pushback
designers
create...

@ Design Goals
@ Design Roadmap
& Design Vision

Meanwhile...

= Engineers build their Technical.

=% Product builds the product
strateqgy.

=P Marketing has their acquisition
targets.

=P Data Science has their
experimentation roadmap.



Stop thinking about

designh success and
start thinking about

tedam success.




- leam
success

Design
success




How to make
this shift

challenges as
ONE team



Create team opportunities
for everyone to get behind

Engineering says my The PM keeps asking

design Is too complex for more features on
to build. this screen.

How can we break this What if we map out

down into phases that .
user priorities together
work for both users
to see what actually

and our technical .
- needs to be visible?
constraints:




Create team opportunities

for everyone to get behind

Engineering says my
design is too complex
to build.

How can we break this
down into phases that
work for both users
and our technical
constraints?

The PM keeps asking
for more features on

this screen.

What if we map out
user priorities together
to see what actually
needs to be visible?

Legal is blocking all

of our design
Improvements.

How can we design
compliance in a way

that actually helps
users understand their

choices?




You're now solving team
problems and alignhing

the whole team behind
your work.




How to make
this shift




Design Brief

Project overview

Example: Redesign the brand identity of FreshBrew Coffee, including logo and packaging. The

goal is to attract a younger audience while retaining the existing customer base.

Objectives

Primary goals: e.g., modernize the look and feel of the brand

Secondary goals: e.g., increase brand recognition among 18-34 age group.

Target audience

Age range 18-34
Location Urban areas in North America
Interests Specialty coffee, sustainable living, minimalism

Values Authenticity, quality, and sustainability

Deliverables

© List all required deliverables clearly, specifying file types and formats where relevant.



When Create strong alignment

from the beginning.

disciplines _ _
workonone it
brlef tOgetﬁer solutions.

| eads to faster
execution.



Buildin
unstoppdble
partnerships

Understand Partner on Create shared
their partners the problem wins instead of
perspectives space design wins



Next time you join a
new project with new
partners...

What if you interview
them as thoroughly as
you interview users?

Three challenges

Next time someone
pushes back on your
design process...

What if you get curious
and tell them: "Help me
understand what's
driving that thinking’



Next time you join a
new project with new
partners...

What if you interview
them as thoroughly as
you interview users?

Three challenges

Next time someone
pushes back on your
design process...

What if you get curious
and tell them: "Help me
understand what's
driving that thinking’

Next time you're
fighting for design
priorities...

What if you reframe
the challenge as a team
opportunity?




Your PM brings
you problems,
not solutions,
because they

trust you to solve
them together.

Your stakeholders
understand why
research matters

because they
experienced it
with you

Your team builds
a strategic vision
together because
you’re all solving
for the same
success



Your PM brings Your stakeholders Your team builds

you problems, understand why a strategic vision
not solutions, research matters together because
because they because they you’re all solving
trust you to solve experienced it for the same
them together. with you success

Not Pesi tet — that’s
just good partnership.



Thank you.
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