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Caption

Leading
This poster I presented at the 2009 IA Summit encapsulates my approach to leading teams.
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Writing
Focusing on the critical need for IA, I wrote this chapter for the O’Reilly book, 97 Things Every UX Practitioner Should Know.
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Thinking
I presented this poster at the 2021 IA Conference, expanding on how we need to understand people to craft information organization.
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The	brief	

At Expel, different people need at-a-glance information to help their decision-
making. From security operations center (SOC) analyst to chief information 
security officer (CISO), users need to understand how well their security 
operations perform with respect to MITRE and other security frameworks. The 
current situation was fraught with data science tool visualizations and 
disparate approaches to information. Confusion among users led to different 
understandings. 

Expel	Data	Visualization	Improvements
Focused	on	redesigning	approaches	to	information	and	data	visualization	for	Expel’s	cybersecurity	dashboards.
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What	I	did	

As the first cross-team principal UX designer, I brought my extensive 
knowledge of information dashboard design to bear. I reviewed existing user 
research and collaborated with cross-functional teams, including developers 
and account managers.  

Creating sketches first, I worked with the team to help them understand 
accessibility, focus, and the ability for users to recognize issues quickly. 

My redesign created a new, extensible approach that enables a single view 
with data-rich visualizations supporting core knowledge needs.

Key	tools	and	deliverables	

• Stakeholder workshops 

• DataViz principles 

• Design system specifications

Results	
Design system improvements meant that future approaches to 
information visualization created consistent at-a-glance 
components. 

The development lead supported the new approaches fully and 
recommended my assumption of design system lead.
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The	brief	

Within a major government agency, a modernization compelled a redesign as 
well as a technical rewrite of a data entry application. Though only about 100 
users interact with the tool, it affects millions of government employees past 
and present. The existing tool requires six months of training to become 
proficient. Many errors occur, often due either to the archaic nature of the UI 
or due to the amount of manual processing  
needed. 

Major	Government	Agency	App	Redesign
While	working	as	lead	user	researcher	and	interaction	design,	I	led	major	design	decisions	to	modernize
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What	I	did	

After consuming reams of previous research,  
I developed an agile plan for user research.  
I led lean UX-based design sprints: Every two  
weeks, I would refine what we wanted to learn,  
create a guide for research while also helping  
create a prototype, conduct 1:1 research with  
four users, and synthesize findings.  

Close collaboration with the client’s product  
owner and our technical team ensured a seamless working relationship. 

Also, the client had asked for training as a deliverable. Knowing how poorly 
existing standup training had been received, I created an on-demand 
approach to accessible video-based topic-led training. I also create a core 
content strategy to help them govern the information that would be created.

Key	tools	and	deliverables	

• Stakeholder workshops 

• Contextual observation & 
interviews 

• Content strategy guidelines 

• Instructional videos and 
innovative online help 

• Interaction design 
documentation 

• Design system specifications

Results	

Though the program continues to deploy the application, the 
approach I took has achieved reams of praise from users and from 
agency management.  

In addition, innovative approaches to delivering documentation 
make the design extremely extensible.
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The brief
As this major investment firm created a new SaaS platform for its 
advisors, it realized they had not intentionally thought about the 
information architecture, way finding, and how users would know what 
tools and products were available. They wanted to ensure the platform 
could grow as new products and offerings came on line.


Vanguard Advisor Platform 1/3
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What I did
Using a rapid mixture of primary and secondary research, I created a 
global information architecture strategy and navigation framework for 
VAP that helps the VAP product team deploy an advisor-centered 
approach to task and information findability, retrieval, and usage.


The IA and navigation work again involved user research through 
rounds of card sorting, tree testing, and questionnaires.

Phone Tablet Responsive web

Research and identify a new approach to content and information architecture for an advisor-facing platform

User research
The team recruited 29 diverse advisors. Each advisor participated in all 
three tests, so we captured progressive improvement in feedback from 
a baseline. With few exceptions, advisors participated in all the  studies.

I conducted three separate tests. Each test progressively developed 
complexity and certainty in our concept. This approach allowed 
advisors to provide a more comprehensive set of feedback on both 
structure and design.


Tree testing
I wanted to determine paths people take in a new VAP structure in order 
to accomplish tasks, find information, and meet their goals. First I 
developed a candidate site structure, then I asked participants to select 
the correct location. Results allowed the team to address any 
challenges and reinforce success - through both architecture and 
design.
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First-click testing
Determining whether people can find something within a presented 
design helps refine navigation design. The first test focused on how well  
a rudimentary new navigation design worked. Similarly to the Tree Test, I 
gave advisors specific tasks (for example asking them to compare a 
plan), and analyzed how well they found that target.


In the second Chalkmark test, we refined our designs, using the existing 
MVP as a guide. I then ran another first-click test, using many of the 
same tasks as in Chalkmark 1 to compare like-for-like results. I focused 
more on details (for example, language choice) rather than visual design, 
given the overall success of our redesign in tests.


Vanguard Advisor Platform 2/3
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Key learnings
Based on the user research, I learned several key aspects of behavior 
and structure:


• Unify age titles and menu functions


• Centralize in-page calls to action


• Give more meaning to “Activate a Plan”


• Keep a limited approach to iconography


• Multiple entry points are fine...but not in the same nav


• Prioritize in-page help


Navigation approaches
A stronger, more intentional approach can help wayfinding, placemaking, 
and sense-making. After reviewing several approaches to IA, I settled on 
the hub and spoke approach as the best way to realize how to improve 
advisors’ experience with findability - with additional structures within 
functions as needed.
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Mapping for users
Creating new approaches for the navigation and the structure provided a 
standard approach for the greater platform design. 


To maximize the ability of advisors to use the platform, I streamlined their 
ability to navigate while also ensuring that advisors are always aware of 
their location. I also needed to minimize confusion between navigation 
and tool-specific functionality. 


I designed a system that places all tool-specific functions within their 
respective pages, rather than attaching a scrollable menu to the left side. 
This design also maximizes screen space, through minimizing the vertical 
height of our top nav bar, and allowing users to compress/close the left 
side “client nav” as desired.  


Vanguard Advisor Platform 3/3
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Key tools and 
deliverables
• Stakeholder workshops


• Contextual observation & 
interviews


• Navigation design details


• Style guide


• Card sorting


• Tree testing


• Taxonomies

Results
Information architecture  showcased ease of findability, 
enhancing the scent of information. Initial observations with 
users showed they could access the right information and 
content at the right time. 

Phone Tablet Responsive web
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The	brief	
Allianz Global Assistance wanted  to move its outdated experience design into 
a modern, flexible, and mobile-friendly approach. 

What	I	did	
After conducting several internal knowledge transfer meetings, I established 
a baseline of business goals as well as the client’s perception of their users. I 
performed a qualitative & quantitative heuristic review. I engaged a 
subcontractor, who performed moodboarding and helped establish a visual 
design direction. 

Once we had a solid understanding of initial personas, I quickly moved into 
scenario-based journey mapping. Using a set of provisional personas and 
these scenarios, I quickly created mobile-first sketches of primary states. I 
moved these into digital sketches to prove concepts. Secondarily I worked out 
larger viewport-based ideas, and I established a set of patterns for building 
the design. 

Allianz	Global	Assistance	1/2
Redesign	a	customer-facing	travel	insurance	transactional	and	informational	site
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User	Research		From	moodboards	to	
personas	to	journey	maps,	I	established	an	
internally	based	understanding	of	the	user.	In	
later	activities,	I	used	an	Axure-based	
prototype	to	conduct	in-person	usability	
tests.

Phone Tablet Responsive	web

Sketching		The	activity	of	putting	pen	to	paper	helps	me	think	through	design	ideas	and	
problems	quickly,	without	getting	too	precious	about	them.
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After working out design concepts internally, I conducted 14 in-person 
usability tests. Using this data, we were able rapidly to adjust both visual 
design and interaction design issues. We also proved the viability of some of 
our concepts.  

Once I delivered the project successfully, AGA engaged with me for several 
more projects: 

• European site redesign 

• White-label redesign 

Using a get-to-prototypes-fast approach reduced time as well as confusion on 
the part of the stakeholders.  

Key	tools	and	deliverables	
• Sketches 
• Balsamiq (wireframes) 
• OmniGraffle (wireframes & journey 

maps) 
• Axure (prototype) 

• Silverback (usability testing) 
Keynote & Excel (heuristic review) 

• InDesign (styleguide)

Allianz	Global	Assistance	2/2
Redesign	a	customer-facing	travel	insurance	transactional	and	informational	site
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Results
The usability tests provided deep insight, helping us adjust some 
elements of the design. They also validated hypotheses as well. The 
developers said this set of information was “the best detail and 
most useful documentation we’ve ever seen.”

Prototyping		Moving	to	Axure	helped	not	only	illustrating	interaction	design	to	the	
team,	but	it	also	helped	me	work	out	details	in	the	concept.	It	also	formed	the	basis	
for	both	usability	testing	and	documentation,	wherein	I	embedded		specs	for	
developers.

Phone Tablet Responsive	web
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The	brief	
NBC Operations needed to replatform a mission-critical monitoring 
application written in C++ and Tcl onto Java. They realized its ancient, blocky 
user interface needed to be modernized. 

What	I	did	
I spent several days in both New Jersey and Manhattan operations centers, 
observing and interviewing users. I determined human factors elements of 
visual acuity, motor movements, and other contextual inquiry findings.  

I then created a prototype and conducted eight usability tests with actual 
users in the operations centers. Adjusting the design, I defined exact 
specifications for the programmers to realize the design.

NBC	Operations	1/2
Designing	a	monitoring	and	alert	software	for	fast-moving,	critical	tasks

Contextual	Design		The	original	software	on	the	left	created	pools	of	light	in	an	
otherwise	darkened	control	room.	My	design	on	the	right	showcases	both	the	
appropriate	palette	as	well	as	a	more	immediate	focus	on	alerts.
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Desktop	app	(Java)

Balsamiq	Sketching		Using	software	familiar	to	the	development	team,	I	created	
concepts	in	interactive	Balsamiq	files.	These	quick	sketches	enabled	me	to	achieve	
understanding	with		the	team	so	that	I	could	build	a	more	faithful	prototype	for	
usability	testing.
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Key	tools	and	deliverables	
• Balsamiq (wireframes) 
• Fireworks (page comps) 
• PhotoShop (bitmaps) 
• InDesign (styleguide) 

• Axure (prototype) 
• Silverback (usability testing)

NBC	Operations	2/2
Designing	a	monitoring	and	alert	software	for	fast-moving,	critical	tasks

Lo-fi	Prototyping.	Using	Balsamiq,	I	sketched	patterns	of	light	versus	dark	areas	to	
focus	attention.	I	created	a	visual	hierarchy	that	supported	quick	access	of	alertive	
conditions.
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Desktop	app	(Java)

Results
The developers received easily understood and appropriately 
detailed information so they could rewrite the application. The client 
was extremely pleased, so much so that they decided to move 
toward a complete suite redesign based on the user-centered 
design I provided.

Detailed	Styleguide.	While	often	a	detailed	styleguide	can	bog	developers	down,	in	
this	case	we	decided	it	was	important.	The	distributed	nature	of	all	team	members	
enhanced	the	need.
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