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Furniture Village replatform project



Specsavers Help/FAQ re-design project



Ann Summers replatform project



Toyota card sorting exercise, using real customers



Complete service map for the Engie website build project



End-to-end journey map for Arcadia Group



Checkout flow for Ann Summers checkout improvement



User feedback was telling us 
that Specsavers customers 
were finding it very difficult to 
use the online help & FAQ tools 
available, this project set out to 
improve the customer 
experience in this area.

Using analytics tools and 
customer surveys we could see 
that customers were finding it 
very difficult to find the 
answers they were looking for, 
often going back and forth 
looking for a solution, we could 
also see that there was no 
onward journey for customers 
who had a problem or enquiry, 
which was common.

Case study
Specsavers FAQ



After conducting extensive customer 
research (user panels, feedback 
forms) and by using subject media 
experts and consulting the scrum 
team, I was able to collate a 
comprehensive database of Help and 
FAQ articles for all territories.

By using card sorting and tree 
testing exercises, I was able to 
produce a proposal for a simple and 
usable  taxonomy for end users.

Once the data was gathered and 
sorted I set about creating a simple 
and powerful user interface including 
proposals for a powerful new search 
feature and customer feedback loop. 
In addition, contextually relevant 
CTAs were added to aid customers 
in their onward journey.

Case study
Developing a solution



The deliverable was a highly usable and tested product, which provided a simple and 
powerful user interface, relevant and helpful articles and a clear onward journey for 
users with further needs.

Case study
The result



Engie is a multinational energy 
company with revenues of nearly 
�100 billion. Engie is already well 
established B2B energy supplier 
(the largest in the UK) and 
therefore was interested in 
developing a new B2C website to 
supply energy to the public.

The project started by gathering 
data from real energy customers 
in Engie’s target market (via user 
interviews) and mapping out the 
typical user journeys - identifying 
pain points and potential 
opportunities with their existing 
supplier.

This data allowed us to map out 
a detailed service map, 
describing a potential product.

Case study
Engie website build



In order to develop a robust solution, 
I decided to first sketch out some 
ideas based on the research data 
and then ask for expert review from 
the SMEs within the energy market, 
to identify any specific needs for this 
market, which is tightly regulated.

Following the initial sketches, I 
developed a detailed functional 
prototype using Axure. The 
prototype was fairly high fidelity so 
that I was able to test the prototype 
with real users (WhatUsersDo) and 
the project team.

The prototype was refined according 
to user feedback and re-tested.

Case study
Developing a solution



The finished website was tested with users in the market looking for a new energy 
supplier. Of 10 users tested, 8 wanted to sign up following the test, despite the 
product not yet being available.

Case study
The result
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