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~ ® 12+ years in Information Architecture
9+ Years as Sr. IA and UX design for Enterprise Software Applications
Solution Delivery Critical Skills & Methods including:

® Ul Research & Analysis, establish problem set, vision & scope

® Business Analysis, Domain Modeling, Requirements Traceability

® Information Architecture, User Centered Design & Creative Aesthetic

® Personas, User Stories, User Journeys, Sitemaps, Wireframes

® Taxonomy & Metadata, Enterprise Search exp & SEO

® Wireframes and Iterative Ul Review in an Agile Dev. Process

® Visual Design Compositions (Photoshop & lllustrator for Branding)

e omor g g ® Certification in Ul Design for Multimedia from SFSU

® 5 Years in an Interactive Design Studio Model, 10 Years in Consulting Role

® Creative Problem Solver, Trained in Rational Unified Process & Six Sigma

® Industry Experience as IA Consultant for HP, EMC, GSK, NYC, AT&T, GE, & IBM
® Industry Experience in Financial Services, Life Sciences, & Marketing verticals

® Answering the Questions: Who Are the Users? What is the Content?, & How will

they access that content on a daily basis in completing typical tasks on the site?




recent Case study on my IA effort for Hewlett-Packard, Post-Purchase Support
IA & Customer Experience problem solving re: Product Support Solution findability issues

re-deSIinr_]g a CUS-tomer-faglng Support exp Analyzed Information Architecture in the context of
for a top-tier provider of printers, tablets, & PCs HP support User Experience scenarios.

Profile One — “Mom & Family” | want to figure
out why my wireless network keeps dropping the

Business Challenge connection to my PC.

= As awell known manufacturer of Printers, Personal Computers, etc. HP wants to I am skeptical but an encouraging testimonial
differentiate itself as a top-tier personal tech products provider competing with consumer  appears next to it with a photo of a real user V
favorites Apple & Samsung. saying that this works and can be useful again in IQ

= HP upper mgmt. recognized the need to offer best-in-class customer service where the future if my computer fails to see the printer —
usability is critical to their success in a very competitive consumer electronics market again atany time. -
place (and they cannot be competitive as-is because their post-purchase product Cooll - It says they have a troubleshooting utility
support is nOtO”OUSIY difficult to access). that | can download that often fixes the problem

= The as-is HP support experience fell short of these goals primarily because Users automatically and verifies by printing a test page.

cannot find the support solutions that they are looking for.

= HP’s support sites are challenged by their inconsistent user experience, non-unified
information architecture, & ineffective User Inquiry traffic handling. Recommend standards based metadata frameworks

for improving accessibility of support solution content

Approach I
T e e

= Clean up the Information Architecture, establish clear paths for the end user, surface the Ol [P ol R fm—
right support solution at the right time. o) (e | @)
——— o

= Improve local ‘search assisted’ navigation within the Customer Care domain so that e R G =D T
once inside HP support sites, the Search Experience drives the user directly towards oot
answers to their support questions. e

= Develop a metadata framework and taxonomy around products, product attributes, and - e
natural language search topics to allow for an effectively guided ‘search conversation’ e e :
between the User and the HP Support Sites’ search engine Ul.

Delivered support taxonomy and search Ul that
leverage product attributes, & support topic concepts

Outcomes . . . . .
in context with product information browsing

= Delivered wireframes for responsive design within an Unified IA framework, Improved
Search exp. Interactions by design, defined controlled vocabularies and created the \@ -
vision for a new, object-oriented metadata framework enabling cutting edge search dev. ‘
enhancements.

L] SEO impacts include faceted support topic navigation, suggested links based on
product, terms that point to related products, pointers toward related technology issues, g @
and tech-ecosystem problem-solving.

=  Assisted the customer’s internal technology resources in planning subsequent search
development efforts. Also contributed by assisting Integration with Critical-Mass’ IA and
Re-Branding work, and defining support search experience improvements and process
improvement road map.
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