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OVERVIEW

At Rogers, | lead a team of 15 product designers responsible for delivering
B2B Enterprise UX for employee-facing tools.
This includes applications designed for frontline agents on retail, call
centers, field sales, and internal tools, with a focus on leveraging artificial

intelligence (Al) to improve the experiences of employees.



DESIGNING A DESIGN TEAM

Build my team from zero. Interviewed, assessed and hired 9 product

designers and scaled the team to 15 over the past year



Team structure

Julia Melo
Manager

OV RESIDENTIAL

Dana Mitchell
Lead

Caio Resende
Lead
é Jiho Park
/ Designer
L4

Marviel Mercado 4 Carlos Salguero
Designer Sr. Designer

Rebecca Kim
Sr. Designer

Sunny Bommi
Designer

Chris Blachford
Jr. Designer

OV GLOBAL + SUPPORTING TOOLS

Sheyla Amaral
Lead

Viviam Alcalde
Designer

Sen Jeon
Designer

INFOASSIST/ 1SOURCE 2.0

Darcy Reaume
Lead

Meg Bortolon
Research

DESIGN SYSTEM

Veronique Janosy
Sr. Designer




CHALLANGES

Multiple teams at Rogers are focused on enhancing the experience for
Agents and Consumer, but there's limited visibility into their parallel efforts.
By implementing effective planning and intake processes, I've enabled
my team of UXD resources to explore user journeys, conduct research and
usability testing in collaboration, resulting on a cohesive and consistent

experience across various channels.



Workflow

This process describes the thorough approach we use for larger projects when time allows, adjusting it as
needed for deadlines and scope.
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https://reqcentral.com/secure/RapidBoard.jspa?rapidView=3846&projectKey=OVUXD

PORTFOLIO

Some of the tools designed by my team :)



Oneview

A system for Rogers & Fido
agents to serve customers
for various needs including
sales, billing and support
with a user base of 10k+.

* Improved 40% of
transaction time
compared to legacy
tools

* Reduced training time

Kareena Radhakrishnan
Acct. Holder, RPP, MSD

Checkout (@ Cresit evauation @ costomerprotie

FRONTLINE

Installation & delivery

() Selfinstall (Courier)  Recommendedt () self-install (Pick up)

$39 one time $0

Select date and time

Thurs May 15 Fri May 16 Sat May 17 Sun May 18 Mon May 19
Y " v y " < MAY 2025 >

S M T WT F s
12 3 4

@‘o 17 18

19 20 21 22 23 24 25

26 27 28

Monthly fees

Xfinity TV Starter

nternet 500
[@ Professional installation

$149 one-time




InfoAssist

Knowledge Management A Infohissist | auckiniaw

portal for all agents.
, Hello, Francis.
Recently going through a How can | help?

full redesign to leverage

Al and improve search

results
*  Reduced AHT |
Plans & Offers (6)  Show All v
( avera ge h an d l e t| me ) @ Mobile Plans A Shaw Internet Plans @) Bulk & New Construction €} Connec ted Home & Mobile Offers

* Improved agent

efficiency



Agent Assist

Al-powered virtual
assistant for agents
working on chat and call

center.

Agent Assist

o 6 o 2

642 Abana Rd, Mississauga

‘A Outage detected

Some areas may experience weaker
coverage and slower data speeds
Advise customers that we're working to
restore service as quickly as possible

Major Case CS6275268

Cause: power oulages from ice storms
in northern eastern parts of Ontario
Status: Network Teams are working to
resolve.

Current outage details
IMT 2503.046771 - 3G
IMT 2503.046771 - 4G
IMT 2503.046771 - 3G

An issue is detected in the customer’s
area. Open a ticket to flag the issue

Agent Assist

Customer name Vv (O ENIFR

Welcome to the Billing Explainer!
Type a question below or select
from the prompts to get more
details on customer’s bill for
January 2025.

Why is this customer’s bill high?

Summary

Total usage charges for December
2024: 845, including long-distance
calls $25 and data overage $20. A
detailed breakdown is available if
needed.

Show more details v

Was this helpful? o &P

Type message here



Calendar Portal

Admin portal used by
internal teams to manage
callback slots for Rogers
and Fido agents, booked
through the virtual

assistant.

Calendar Portal | Version: 1.0.0.262

Dashboard

Calendarts) o Date
All 08/25/2025

Care-FDO-VAFCB-EN
Total available

13,135
weork units

Werk Units & Completion Rate

= st sl

Care-FDO-VAFCB-FR

Total available vg appointments Availability breakdown

0

High Medium

Last refreshed: 08/25/2025 08:12 AM




SMS Tool

O ROGERS

SMS Tool SMS messages sent: 25/50 Restart sessior [ Saved templates

Used by agents to send

< Back to dashoard

SMS to customers. SMS Compose Message

Rogers / Safesend URL

messages are based on

@ 1.Compose Message
English - Safesend URL

Message preview

This is what the customer will see

templates and pre-

2. CTN validation
‘OROGERS
50500

Ask customer for a telephone registered in their account and type it here to search:

populated.

Please access this link and
fill up your credit card

information at [SAFESEND
Search customer URL]
il m

Note: Numbers only. Use area code + phone number

3. Review




brim

Leading Design &
Launching Products

(FEB 2018 - SEPT 2020)



OVERVIEW

At Brim, I've overseen the design of all products and initiatives
while leading a team of 4 designers. Collaborated closely with
Directors to collect requirements and strategize the design
and development pathways for projects in digital, marketing,

branding, and partnerships.



Mobile Apps + Web Customer Portal

Review, redesign and
improvement of usability, brim
visual design and front- S Dieospts 521672

end development of the

YOUR CARD : CARD BALANCE © saLANCE OUE ©
$1,438.52

cardmembers responsive B E B $216.72

VAILABLE CREDIT©  INSTALLM ENT BALANCE ©

Webportal, iOS and o : r Ekil e §5,.216.72 $0.00
Android mobile apps. -

Check out Brim eShop

Access incredible offers through Brim’s new e-commerce platform. Explore now!

BU 4226
3% — 15% ,; 4}* 20%
ponts 451 . _

=5 I oty

CharlotteTilbury @ Blinkist

MacBook Air




Mobile Apps + Web Customer Portal

Budget

MY SPEND MY BUDGET

TOTAL SPEND

$4,320.00

Jan 2020

SPENDING DETAILS JAN 2020

@ Entertainment (10%) $432.00

=2 B @ ®

Actvity

INSTALLMENT BALANCE @ Remaining

$2,018.50 $2,515

0 left today

TRANSACTIONS  INSTALLMENTS STATEMENTS

INSTALLED ON: JULY 15, 2018

B BestBuy $50.85 /mo

INSTALLED ON: JULY 23, 2017

West Elm $200.00/mo 5/9

INSTALLED ON: JULY 23, 2017

$47.95 /mo ., ,24)

@ Tiffany & Co.

® 1 = ® 6 6

Dashboard Activity Rewards udget Account | \ Dashboard y Rewords Budget Account

Actvity

CARD BALANCE @

$4,163.16

TRANSACTIONS  INSTALLMENTS

Show pending transactions

PENDING

& N‘lke w

MAY 14, 2019

oon Café $2233

MAY 4, 2019

Microsoft &
Pharmacy

& Patagonia

= B 6

Dashboard

Rewards

@ Pay

STATEMENTS

$56.00
$840.00

$2233

& ®

Budget

Account

9:41
® 10502 brim

ACCOUNT BALANCE o

$2,018.50

Y 0g00
01/22

ACCOUNT DETAILS

-9
$2,163.16 $1,520.00

sble @ t @

$5,336.84 $2,000.00

® 6 6

Activity Rewards Budget Account




Brim Rewards

Led UX research,

design and development Brim Rewards > 3372pts
team to launch Brim's
cashback Rewards and e-

commerce platform for HALFMOON
responsive Web, Android | Live Your Yoga

. E to 20% back i
and iOS Apps. T e

-

ﬂ Q_,_a/;

SnackConscious - FOOD B Yoga + HEALTH Runner - MISCELLANEOUS

MacBook Air




Brim Rewards

brim Dosboord  Actwty Budget e o Melo v brim Dostbood  Activty Budget e oMl v brim Dostbood  Actvty Budget e I
Rewards © 23.372pts Brim Rewards 5 23372 pts Brim Rewards 5 23372 pts
eShop Offers Leammore> inCard Offers Learn more >
You must click “Shop Now” & pay your Brim card Offers jrectly in your card! Pay wi Mine or

Cotegory v EamType v Category v EamType v SortBy: Featured

® Blinkist

‘See detoily

in)er Eats

With the Uber Eots app. you can f e o
hove t deivered ot Uber spead.

5%
backin
Avataie offers points

eyl

o
LOCATIONS. Frank And Oak o «and Bougie ;Ibov
Earn bonuses on all orders Canoda decd i
shophow  [2
et i e - mnoce i sk
Q e—)  — 7
<
ormoees
HARRY’S
Shop Now (&
Ot 1 vk o 3 | 2008 - My B 280 ‘See detoly See detally See detolly ‘See detally
-
SSENSE 3 ) AllExpress
==
[ sessean P— P ——

=3




Merchant Portal

Led UX research,
design and front-end ¥ portne R

Dashboord Overview Statistics

development to launch

) Monthly Reports S ETR SRR
Brlmls Partner Platform _ o -

an online Analytics Portal : o
for partners to access B —

o 32 $91939 $128939
statistics, reports and

Total Growth

invoices for their Brim

© SALES  © POINTS
100%

Rewards offers.

A0 “.

oo t000 00 so

P4

£ P10 S P PRSP DS
P W F P PR P

This Month - April 2020

MacBook Air




Merchant Portal

Merchant Name +

JAN 2019 DEC 2018

$31,768  $34,067

ymulat
What does your progress look like
over the course of the month?

Spend
75

i

$50,000 /

" 2
DAYS OF THE MONTH

Orders

75

$50,000

\ $50,000

Which day are users most engaged?

| sunday 13% thursday
monday 13% l friday
tuesday 13% l saturday
| wednesday

Merchant Name v
Total Points

142129

AGE GROSSINCOME  HOUSEHOLD INCOME

32 $90,302 $132,754

Merchant Name ~

JAN 2019 DEC 2018

$31,768  $34,067

IN PROGRESS + Data last updated on January
25th, 2019

Your Current Offers

EARN

Earn up to 5% back in points +
milestone bonuses

Offer Details Current Report




Design Patterns & Standards

Managed the Colours

definition of colour,

ypographyand deson | EEIED P -

standards for all brim's
digital products

. . Buttons & Links Form fields
& branding, including
. @ Default Hover Active disabled FORM LABEL Link
templates for emails, s
presentations, reports B ——

and the development

~ @ + @ @ z ——
of brim’s (future)
design system Selectors —
© o om«

A/

Default Hover Active Disabled Focus & Active ‘

lcons

ACCOUNT NAVIGATION

o == f
(£ o] >
y 2

Text Styles

DESKTOP

Display (H1) - 32px
Title (H2) - 24px

Headline (H3) - 18px

Body (Poragroph) - 16px

Callout - t4px

Colout - Mpx

SMALL TITLE (H4) = 12PX

Caption - 2px

MODALS

©®

MOBILE

Display (H1) - 28px
Title (H2) - 24px
Headline (H3) - 18px

Body (Parograph) - 16px

Callowt - Hpx

SMALL TITLE (M4) = 12FX

Coption - ipx



Marketing - Website & Initiatives

Design direction for
several marketing
initiatives including
Brim's website, landing
pages, blog, a full
campaign on the TTC,
advertising on the Globe
and Mail and other
partnerships with known
brands such as Uber
Eats, SickKids,

Samsung and others.

- = )
br.m Rewords Features Partner with Brim Activate Login m EN

Unlimited Rewards
Free Global Wi-Fi

No FX Fees

Apply Now
~ ELITE CARD

'i ) $0

ANNUAL FEE



Marketing - Website & Initiatives

rim s o e S =

brim Rewords  Features  Portner with Brim Activate  Login e

brim rewards

Your Rewards.
Your Way.

Access exclusive offers with
Unlimited & Uncapped
earning potential.

APPLY NOW TO GET

brim eShop ; d ABRIM CARD

Click. Shop. Earn.

The most rewarding way to shop online.
Explore exclusive offers & earn more on
everyday purchases.

Smarter, better & more

rewarding adventures await. inCard Offers

Earn rewards automatically, just by using your

What's Brim eShop? Enter for your chance to win a bucket-list-
Brim card. Exclusive offers, no opt in required!

worthy trip anywhere in the world.
8rim eShop enables you to earn even more rewards online. Shop your

. ver - nus poi
favourite brands & eamn points on your purchases. Contest Prize Package: Earn over $500 in first-time bonus points

© 51000 contivi Gift cara Frequency & Total Spend
Get higher point eaming bosed on your totol spend or
ummber of vits.

© 168 Otie Quinn Gift Card (value of custom sunniest)
© Kobo Libra H20 eReader + $50 Kobo Gift Card

Milestone Bonuses
Earn bonus points on you fist purchose or once you
‘achieve specific miestones.

© Pordand Backpack

© Lorge Contikibeach towel

Enter Contest Now!

brim  contiki &4

i

Exploce eShop offers & select
op Now.

quostying
points to

Earn More on Your Everyday Purchases

Discover hundreds of exclusive offers — in store or online!

Unlock the world with Brim.

Your travel, cashback and rewards card - all in one. @ @ @ @ @ @
. ; FrnkAndOsk (D) lemn 3 G contiki

s> Q4% SONOS

S

.,))

FEATURED BRANDS @



Thank you! :)
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