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anonest
Creating a new customer feedback service

Role Co-Founder, UX, Visual Design, Development

Date January - June 2018



Build a service that would 
collect customer feedback 
via SMS for real or near 
time resolution

Benefits

SMS widely available vs app, 
immediate vs website visit/forms

Some success with similar service 
in the US and Canada but not in 
Europe



Business Canvas
We used a business canvas to get strategy alignment amongst the team and created additonal canvases to explore other 

opportunities for real time anonymous feedback via SMS.



Research
Interviewed businesses and conducted competitor analysis.



Exploration
Explored potential solutions through 

sketches, team feedback before 

moving onto a clickable prototype 

created using framer.





Service Blueprint
I used a “to be” service blueprint to plan out how the service would function for businesses, their customers and anonest. 

This was used to involve non technical members of the team in the design of the service.













The Stack

This is the first time I was going to create an iOS or Android app myself but I didn't 

have time to learn both Swift and Java so I needed an approach that would let me 

write once and deploy to both platforms. 

I built a demo of the app in Flutter, an open-source project in alpha stage being 

developed by Google. This had a lot of promose but as it was alpha the 

documentation was limited and there were 

plenty of bugs I had to work through. Instead 

I settled on Ionic, it used familiar web 

languages, provided the agility we needed, 

and lately offered a smoother user experience 

that I had seen from it before.

For the backend I used Google’s Firebase 

Firestore, Cloud Functions and Storage to 

keep operating costs at zero for the most part.



Launched MVP in app store

Testing with users/customers

Android launch later

Learnings could have shorten the 
feedback loop and created a basic 
prototype to get validation but instead 
wanted to run through the process as we 
felt the idea was proven elsewhere. 
Feedback now will inform our next steps 
in regard to the business and roadmap



123.ie
Redesign of motor quote and purchase

Role Project Lead, UX

Date June - August 2017



Complete redesign of the 
motor quote form to explore 
opportunities for larger gains.

Challenges

Improve customer experience

Improve click to quote

Improve usability

Drive less calls into the call centre

Best in class in the insurance industry



We conducted competitor analysis and 
examined market standards and trends, 
identifying what works well and what 
doesn’t work. 

We looked at examples of intuitive forms 
and processes in other industries along 
with reviewing past research into the 
target user’s needs and pain points when 
it came to purchasing car insurance.

Forms were too long and felt like a daunting task.
Annoying task you just have to do.
Questions are sometimes confusing.
Easier to call - better deal. 
Not exactly sure what’s covered or the difference 
between third party and comprehensive.

Some of our findings included:

Methodology



One question at a time, performs better on mobile Assistant guiding the way 



Clear “What’s covered” section - 
switchable between the different covers 

Addressed the customer by name in a 
conversational and approachable style of language.



Testing
In order to test our research and designs we conducted a number of in-house and remote usability tests and interviews with 

target audience members. 14 test in total (7 for mobile designs and 7 for desktop)

By conducting those tests we identified key problem areas in the process which were quickly rectified with some slight design 

adjustments and then re-tested with different test participants.



Outcome

The solution we provided was a step by step, 

approachable and conversational style form. 

Implementing easily digestible information and an 

easy to understand format. 

We provided a fully designed prototype which had 

been tried and tested along with documentation and 

a presentation of our findings for the client to be 

able to pitch the approach internally to key 

stakeholders.

“compared to previous experience of getting car insurance 

it’s a lot less stressful… the hard work is taken out of it, the 

layout looks nice, the colours are nice and it doesn't look too 

serious"

It’s nice because it’s very photo driven and when you are 

trying to do it on your phone, the hardest thing is trying to 

read some much text, on your phone everything always looks 

really squashed ... you didn’t have to do much per screen … 

because if you scroll down and see a lot of things to do then 

it can put you off” 

“An online chat to help you with a question you are stuck on 

in real time would be useful … if you rang them up they 

wouldn’t know what section you are on”

“It was very simple to use …  it took it stage by stage while 

other ones are usually one big page in front of you and you 

are blown away at first and be like oh crap I have to go 

through all of this  …  this was more friendly because it was 

piece by piece …  more user friendly for certain.” 



Escher Group
Redesigning an electronic mailbox 

Role Project Lead, UX

Date 2013



RiposteTrEx™ is a secure 
communication and transaction 
platform for communities.

It was a new product on the 
market targeting post offices, 
banks, co-ops, retailers and 
government. The end-user 
could be anybody though.



The current interface is out-dated and 
focuses more on the system capabilities 
rather than on user goals. 
The system navigation is complicated and 
resembles technical systems, not the 
universal system that could be accessed by 
everybody. 
The current system lists all available 
features without organizing them around 
real life scenarios. 
The visual design didn’t appeal to 
consumers.

Challenges
After we conducted our review of the 
system and interviews with key stakeholders 
we discovered:

Desktop review of current system
Interviews with key Escher stakeholders
Document usage cases - How will the system fit 
into users’ lives/environment, what goals will it 
achieve
Organise system navigation and look at 
naming conventions
Develop clickable prototype 
Multiple rounds of user testing
Design research and brief
Frontend development and handover

Methodology



The origional design: Siloed 
content and complicated navigation 
made the difficult to use



Scenarios to 
understand end user 
goals and journeys



With iterated through numerous 
approaches in sketch before 
moving to higher fidelity 
prototypes for testing.



A card system was designed that 
promoted a uniform arrangement of 
information throughout the application



Brands can customise their 
presence



Mater Private
Redesigning of the hospitals website

Role Project Lead, UX

Date 2013



Increase GP referrals to the 
hospital 

Increase sign ups to the 
various outpatient clinics

Allow users to find relevant 
content

Make content consistent and 
more structured 

Mobile friendly

Challenges



GP feedback

“Hard to find consultants.  I have to ask 
how relevant some of the facilities are for 
doctors (GPs) Maybe a GP only 
section???” 

“clearer contacts list & fax numbers 
price lists & insurance coverage” 

“Easy to find search for consultant,  
why do you need to flash up EVERY 
TIME to remind us of the heart clinic” 

“I found the consultant telephone 
number but fax number was wrong”



Personas and scenarios developed for GP and Patient





Make patient referrals easy and less confusing

Develop stronger profiling of Consultants and 
Services, in particular new consultants 

Create an “Online Medical Community” to 
generate return visits

Strategy



I developed a consistent service layout which made it easier to 
find important content across services, such as consultants.



I consolidated 6 child micro sites and centres underneath the Mater 
Private umbrella. Card sorting and sitemaps were used to design the 
structure.



Streamlined the patient referral for GPs so they can find the right referal 
document and created CPD area for Mater Private to centralise their GP 
content, such as webinars.



Emma Walsh – Marketing Manager, Mater Private Hospital

“ICAN delivered a site that, both from a design and 
usability perspective reflects the quality with which the 
Mater Private is synonymous.

We are now confident of delivering useful and relevant 
content to our various audiences, whatever device they 
are using.  ICAN's user-centric development process and 
attention to detail made this possible”



Various 
Projects



Today FM
Redesign of the today fm website

Role Project Lead, UX

Date 2017



Why are desktop users 
not consuming content?
Get desktop listeners to 
consume more

Why are they not 
sticking around?
Get mobile consumers to 
stay, come back and 
listen

Challenges



Findings from stakeholder interviews at the station, analytics, 
and website review.



Highlevel approach to the website experience



Ideation on content 
display, player, sharing 
functionality and more Ideation on key challenges - 

consume more and get mobile users 
to listen and come back



Highlevel sitemap showing page and player flows



Clickable prototype creating in UXPin



My Today - a personal experience



Breakdown of design system



Folens
Contextual inquiry for Folens Book Publishers

Role UX

Date 2012 and 2015





User Research was conducted at three schools to capture the 
different needs each environment presented.



Four personas were created 
to model our findings.



Scenarios were created for each persona to help us understand 
how teachers might use the website and folens online



A clickable prototype was created.
Wireframes show separate content needs for teachers and parents.



Folens Online

Deliver improved learning outcomes by
creating an accessible community around education resources 
and intuitive time saving tools for all Irish teachers.
 
Generate new insights and targeted marketing that enhances 
your products & service, builds brand value and contributes to 
the bottom line.



Research

Existing System

Competitors & Trends

User Interviews



Findings



Findings



Exploring solutions





Extremely important – a positive experience is crucial to keep them coming back

Intuitive + a pleasure to use – needs to be obvious what to click on to do what is needed and enhance their 

   planning and teaching

Highlight – show how it can help them do their job quicker and easier – this is the hook

Instant win – gives teachers instant achievement and highlights the value of the platform

Personalisation – gives teachers sense of ownership and something to lose if they stop using it

Accessible to non-Folens teachers – allows these teachers to see benefits of platform – and they can influence decisions 

   to buy more Folens products

Guided onboarding – guide the teacher through they key features of the platform and get them to perform 

   actions they need to do throughout

Teacher Experience Goals



Folens maths teacher is creating a lesson plan – one of the biggest pain points for teachers, and biggest workloads. The 

Teacher signs in, grades and subjects are preselected for them for the lesson plan to create (e.g. 6th class maths) – Teacher 

thinks this is a pleasure to use! Lesson plan created for the whole year – Instant win!

Plan is broken up into terms, weekly / fortnightly sections.

Each contains the strands, units and objectives they will cover

Going into a fortnight plan they can see ebook at the right page + related resources for that section – how easy is that

They can be guided to the resource library from here to add a new resource to the plan and personalise it – personalisation 

+ sense of ownership

Scenario - creating a lesson plan



The Teaching experience

Folens Online is centre of their teaching world.
A Teacher can come in in the morning, sign in and click on the 
lesson plan and there it all is – ready to go!

Our observations showed that teachers keep notes to help with day 
to day lesson planning. A freeform notepad is available to write 
notes on the class – flexible so teachers can write what and how 
they like. They can also write notes specific to particular groups or 
students.



The Teaching experience

Folens and Community content side by side - Similar to Google 
Play / iTunes
Accessible Indexable in Google  - the more people can find them 
the more will buy them.
Faceted (navigational) search – dig down to what you want.
Smart filters – already applied to your grades and subjects if 
logged in (e.g. 6th class maths)
Branded programme areas.



Assessments and Student Experience
Teacher can see ongoing assessments, who has done 
them, when they’re due – can give reminders to students to 
do them, see how well they’re doing.

Student sees assessment in their own view and completes 
as required.  Teacher can add notes for themselves and 
student / parent – helps them keep abreast of each child’s 
progress.



Analytics designed into the platform
Which teachers use which resources?
What is the least viewed content in this book?
Which resources are shared the most?
Which features are used the most and when?



Digicel Top Up
Top Up app used by customers in Australia & 
New Zealand to send credit to Pacific Islands 

Role UX, Visual Design

Date 2010



Exploration



High Fidelity Wireflows



Flowchart



Process
Design documentation for ICAN

Role Lead, UX, Visual Design

Date Ongoing







Analytics Institute
Sign up and UX for Data Certification 

Role UX, Visual Design

Date July - August 2018



Purpose of Certification
Enable people to become industry ready certified data professionals.
Educate managers who oversee data (through diploma).
Allow industry people to recognise outstanding contributors in their field.



Empathy and scenario maps of practitioner signing up and 
completing their certification



Sitemap



User Flow

Research



State Diagram for sign up and certification process 
State Diagram’s outline the content seen and the potetnial actions for a particular 
scenario, allowing for quicker iteration.



Exploration and 
Prototyping 



What evidence and courses are 
required for your certification?



Progress through 
Certification


