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About me

A quick overview of design milestones, guiding principles,
and my approach.

The work

Agenda Work snapshots in Financial Services, Life Sciences, and

Business Development.

Closing

Key highlights of my fit for the role applied and few shout
outs from peers and leaders.



About me

A brief overview of key design milestones, guiding principles,
and my approach to work.



Over 12 years of experience in user-centered product design and strategy, turning ambiguity into action.
Comfortable in agile environments, cross-functional collaboration, and solving complex challenges in regulated
industries like life sciences, healthcare, and finance.

Steve Sutanto
Product Design & Strategy

DESIGN 2012 5090
MILESTONES Started UX/UI journey at tech

startups to medium sized
companies including eharmony

Hired during the pandemic to lead design
projects for healthcare and online retail
clients at a global digital ad agency,

Los Angeles, CA including Pfizer and United Rentals.

Kansas City, MO

2011 2015 Now

Different era: Freelance web Led design teams and relocated to Joined a tech consultancy,

designer, flash designer and Ul/ Jakarta, Indonesia to work for a expanding client work in financial

Production Artist intern at Warner top 3 regional eCommerce and a services, healthcare, and online

Brothers. top 5 tech-enabled delivery retail, while contributing to the
logistics company in Southeast firm's growth.

Los Angeles, CA Asia.

Remote, U.S
Jakarta, Indonesia & Singapore



Guiding Principles

23

It's progress not
perfection!

When tackling complex projects,
| embrace the uncertainty,
rigorously navigating the
discovery process to ensure
progress while solving
challenges.

O
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Teamwork makes the
dream work

| love the quote, “If you want to go
fast, go alone. If you want to go far,
go together.” Designing a product is
a team effort. Collaborating early
and often brings clarity and
alignment to design challenges.

(1

Pivot!

| work closely with my team to
develop a process that suits
everyone. Flexibility and adaptability
are crucial; changes in priority,
scope, or other business decisions.
Embracing flexibility is essential.




Leadership Influence (High-Level)

Project Lead

Led a variety of projects, from
portfolio-level initiatives to
workstreams, supporting product
development, business
development, or design
operations.

O
-t

Mentorship

Provides guidance to Designers in
diverse setting, whether via
structured programs like
internships or bootcamps, or by
offering project oversight at both
individual and team levels.

00O

Team Management

Led a team of product designers
and product managers to support
strategic initiatives for tech
startups, enhancing design
operations and fostering career
development

Thought Leadership

Delivered UX-related trainings,
workshops and sharing sessions
with relevant communities of
practices, events and speaking
engagements.



Product Thinking

Centers on the understanding of the customer needs,
aligning with business goal and iterating based on feedback
and collaborating across teams to delivery continuous Value

How | work

Over the years, I've recognized the

significance of aligning my design process
with the Product-Thinking mindset to create Design the right thing Design the thing right
holistic solutions that consider both

the business (or team) goals and user needs. Principles mindset Design standard
Primary / Secondary IA

Research Wireframes
Stakeholder interview Prototypes

Persona User Testing
Customer journey




The Work

Snapshots of work in the Financial Services, Healthcare and Business Development



@ Pﬁzer

Join us in the pursuit t

change patients’ lives.

Each and every person in a clinical trial plays a powerful role.

Revamp the Clinical
Trial Recruitment
Online Platform




AbOUt Problems / Opportunity

Pfizer Global Product Development seek to » Clinical trial resources were scattered

create a unified digital platform to enhance ACTOSS multiple plattorms, hindering
the recruitment of clinical trial participants efficient access. |
and streamline access to studies. » The goal was to unify and consolidate

them, enhancing accessibility and user
experience.



Project Activity

Partnered with Pfizer SMEs, Business Stakeholders and Internal cross-functional team to create a
clinical trial recruitment platform, using existing research to shape the feature roadmap.

F 00 e O
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Research & Strategy Info Architecture Design & Prototype Proto-Persona

Analyzed research and service Partnered with the Content Created user flows and Developed proto-personas and
blueprints to align with Strategist to align wireframes prototypes for usability testing journey maps to shape the MVP

business goals and user needs with content and IA. with 20 participants. roadmap.



@Pﬁz&f‘ A About clinical trials Our reseal rch For participants Find atrial gy e;’ﬁzﬂr ] About clinkcal triols Our research For participants Find a trial o{!}

Delivery Example

Search for a Pfizer clinical trial

Designing Find-a-Trial —

Location

Covid-18 v Stute o1 ZIP Coc £ Finda trinl »
Sex (D Age fyears) (T Distance ()
017 18 654

Covid-19 Vaccination
Mot yet recruiting (5)

Covid19
Saved Trials W

Clinical trials help us learn more about ways to prevent or treat medical o eToisstaz [ ]
it Sl " : Impact of the Immune System on Response to Anti-Coronavirus Now irently donk
conditions. Research must show a study medicine is safe and effective Disease 19 (COVID-19) Vaccine in Allogeneic Stem Cell Recipients o see
{Covid Vaccin Allo) an the re .

before it can be approved for use. Without these clinical research
studies and the volunteers who take part in them, modern medicine
would not exist.

’nitial User- Goals: DiSCO Ver rele Van t an d a Ccura te Clin ical trials & StUdieS Onlin e We first test a study vaccine or study medicine with a small group of dlinical trial participants to ® Recniitng NCTOA4855626 [

understand its safety. If the safety is acceptable, we then test the study vaccine or study medicine Study to Evaluate the Safety and Efficacy of a Booster Dose of
BNT162b2 Against COVID-19 in Participants 216 Years of Age.

for adults, age 40+ with Chronic or terminally Il patients. ok vl 0 SRy e TR R O e e

Mole or Fernale 16+ years 142 study locotion(s)

L. avitus Diseasa 2019 (Covid19), Hematopoietic Meoplosms

Maleor Fenale 18- 100 years 1 study location (s}

Find a Trial (Search feature) via Global Nav Trial “Detail” Page

:? Pfizer

eﬁm L] About clinkal tricks Our research For participents Findatrial 8]

Explore our cancer clinical trials

IRAK4 Inhibition in Treatment of COVID-19

Bladder cancer » Breast cancer Gastrointestinal Leukemia With ARDS (I'RAMIC)

cancer

(D NCTOuSTS610 Emoll  f=% Print Closest Location

Lung cancer > Lymphoma Melanoma Multiple myeloma >

The clinicaltrials.gov website's rigid structure and |

Pancreatic cancer > Prostate cancer > Renal cancer Colorectal cancer ) 06650833 i s -of-care co e :
06650833 in addition to standard-of-care compared to tha advancad o catian seatch
standard-of-care treatment alone in improving outcomes below.

complex language make it difficult for people to easily
find and understand information about medical studies. s conon s el g s ol

. For more information, email or call the Pfizer Clinical Trial Contact Center at 1-800-887-7002.

] Finda trial

Who may participate —

[ Deli
0 e Ive ry Each clinical study has its own guidelines for who may COVID-19

participate, called eligibility criteria. These factors can
include your age, sex, overall health, type and stage of

Oth e r to u C h po i nt to fi n d a tri a l disease, and personal treatment history. However, only the

research study staff can determine if you qualify to enroll Male or Female

Sex

in the study.

The proposed solutions focus on improving the user
experience of finding clinical trials by simplifying the
navigation, allowing for flexible content reuse, and Clinical Trial Study Page
adopting a modern, accessible layout.

Age
18 - 75 years




Delivery Example

Pfizer Clinical Trial Units
(PCRU)

User-Goals: Discover relevant and accurate phase-1 clinical trials & studies online
for young adults (18-25) and healthy volunteers,

% Key Challenges

Limited API access and manual updates make it difficult
to discover studies through the "Find a Trial" tool.

Delivery

An integrated microsite with tailored content and reused
templates can improve discoverability and attract healthy
volunteers.

Clinical Research Unil New Haven

Where the journey toward

changing patients’ lives begins

= L]

Many of Plizer's phase 1 clinical trials Loke place al the Pfizer Clinical
Research Unit (PCRU) in New Haven, Connecticul. The participants in
these clinical trials commonly don't have the disease or condition that
will later be studied. That's why the partiapants are called “healthy

voluntoors™

PCRU Landing Page

@ Pﬁz er

Clinical Research Unit New Haven
About this study

Japanese >

PCRU Study Page

Interested in participating?

Call 1-800-254-6398 or click here to see if you may qualify for our research unit's ongoing
clinical trials

Explore clinical trials below

B
Drug Combination Study for Inflammatory Conditions

ecruiting healthy volunteers
AllSexes 18-85 years up 10 55,230 upon completion of the study y

Weekend Study for Inflammatory Conditions

Recruiting heolthy volunteers
MiSeses 18-60 yeon upto $1,450 upon completion of the study »

PCRU Trial Options

What to expect Required ovemight stays

Varies by study

Long-term follow up

Varies by study

Varies by study

Interested in
participating?




Find-a-Trial feature

in the first 2-2.5 20 + %

months Avg Pg view

: : o)
S the first product
re'?ecaese ST 607% Key Outcomes & Feedback

- Click-Thru-Rates

e Strong user-engagements: Average of 20+% page-
views per user in the first 2-2.5 months since the product

Client Satisfactions launch over other pages and 60% click-through rate

demonstrates strong.

Your steady approach,
responsiveness, and creative skills
were invaluable to the team

o Client Satisfaction: Client praises the project for its

effective design and positive impact on clinical trial

Resulted in

Received the highest score during websites, which led to contract extension.

e arisen of 1 Year, Contract
Extension



C l

apifa

A finance infrastructure
for the platform economy

Embed financial experiences seamlessly
in your brand using the same services

powering Capital One

Card-as-a-
Service (CaaS)

Y \YAY
¢

Powerful Integrated Scalabl




About

As part of their larger tech transformation
strateqy, a financial services company was
creating a new business model, Card-as-a-

Service (CaaS), to increase revenue and
explore new business opportunities

Problems / Opportunity

To provide a real-time, intelligent Card-as-a-
Service platform designed to help digital-first
companies attract customers and boost revenue.

Through innovative lending, payment, and loyalty
solutions, supported by top-tier data, virtual
wallets, and fraud prevention capabilities



Project Activity

My role revolved around assessing the product-market fit for the financial services new Line of Business product by
conducting research, gathering stakeholder insights, and developing user-centered proof of concept to get buy-in from
the project sponsor and informed scoping.

e 00 7. O)

Q O+ 4 -t

Current State Proof of Concepts Stakeholder Interviews Archetypes Development
Assesment Development Gathered insights from B2B Created user archetypes to
Aatiharad] RrermAeiiamn oF Used visual aids (wires partnerships, credit approval, represent different user segments
internal and external AP orocess flows, visual design and APl integration teams to and their product experiences.
integrations. concepts) to show how the understand platform

Embedded Finance Proof of requirements.

Concept could be leveraged
internally and externally.



Target Audience

MERCHANTS UP-MARKET CONSUMERS | TECH EXECUTIVES / LEADS

¥

|dentify their needs around payment and loyalty 7-day online diary study to gain insights into their direct interviews to helps us better understand the
products, helping to refine concepts that would behaviors and preferences related to credit and general expectation for piloting the tool, the risk,
resonate with this business segment. loyalty payment options. basic feature and documentation.



Delivery Example

Co-Branding & Loyalty
Construct

Key Activity

Over 3 weeks, observations of 2 archetypes and the use
of visual stimuli in stakeholder interviews reinforced the
proof of concept and facilitated meaningful discussions.

Key Learning

Merchants are interested in the transaction data and co-
branding with the financial services company are seen as
a strength but are hesitant to pilot due to concerns about
revenue sharing, business fit, integration complexity, and

a preference for shorter contracts

Launch a Virtual Credit
Card Program
in weeks, not months!

ed credit

te brands in

rrvice Platf
1 for the actiy |

350% 150%

e S TR
V5T tegten

Merchant partner drives
marketing & acquisition

exibility,
venience

Co-Branding Loyalty Concepts

Next Step

The feedback help guides
strategic direction in our product
discovery process

MERCHANTS

|ldentify their needs around payment and loyalty
products, helping to refine concepts that would
resonate with this business segment.

UP-MARKET CONSUMERS =

/-day online diary study to gain insights into
their behaviors and preferences related to
credit and loyalty payment options.




Delivery Example

Seamless API Integration

The feature you're requesting requires an enterprise sandbox.
It’s free, we just require some additional information.

Prospect sandbox Enteprise sandbox Staging Production

v Access to all APIs in & Everything, plus: & Everything, plus: & Everything, plus:
test environmen t

+ Manage team « Lorem ipsum dolor sit v Full production

members & roles amet, consectetur access to accepted
adipiscing elit. Donec product integrations

massa era t... e —— VP of Product tells Senior PM | Senjor PM browses different EF

at Uber to find an embedded . . .
v 3rd party data P ACTIVITY finance produict to increase product website and landings Senior P

integrations . pages

+ Manage transaction
and test data

v Enhanced reporting

PRICING & TERMS

BUSINESS EPIC - Landit

Free Eraa Dar neaduct nricina

Requires: minimal g
data and accepted

All the components of a
great developer experience

Your CUriSy : : SCREENS & FLOW
% Key C h a I I e n g es @ environmtl Lorem ipsum dolor sit amet, consectetur ‘

SAMPLES

adipiscing elit. Sed interdum nisl eros.

Start Building Now View Documentation & Guides

Merchants were hesitant to pilot due to concerns about
revenue sharing, business fit, integration complexity, and
a preference for shorter contracts ) A powerful

and well-dqg

lorem more rewarding
introducting a platfo if
adipiscing elit. Phasell
Curabitur placerat, qu{

C@ Delivery

e Interviewed tech leaders in online retail to gather
insights on API integration.

e Produced interactive prototypes to showcase end-to-

e Delivered a comprehensive API integration flow to

clarify scope and timeline for tech partners. direct interviews to helps us better
understand the general expectation for pi...

Seamless API Integration




API Integration Journey with Future Prospects (High-Level)

Overarching jobs: Enable seamless business entity creation, APl integration, testing, and production deployment,
ensuring secure access, role management, and ongoing monitoring for a successful embedded finance partnership.

Authentication &

Business Entity

TECH & PRODUCT

Senior Dev from XYZ
company
authenticates and
sets up the business
entity, establishing
their access to
Capital One's
platform.

SYSTEM/TOOLS

Login, Business Entity
Registration

API Credential Issuance

TECH

The senior Dev
receives API
credentials, gaining
access to the
sandbox
environment.

SYSTEM/TOOLS

API Credential
Management

Product Selection &
Business Verification

PM & VP OF PRODUCT

PM & Product Leader
selects APls, and the
business entity
undergoes
verification for the
integration to
proceed.

SYSTEM/TOOLS

API Selection, Contract
Management, Verification
Tools

TECH

The Developers test
the APIs in the
sandbox, uploading
test data to simulate
real-world
interactions.

SYSTEM/TOOLS

SSO, API Testing Tools,
Test Data Upload

TECH

Then prepares the
QA environment with
different test
scenarios to validate
API functionality.

SYSTEM/TOOLS

QA System, Testing
Request Tools

Sandbox & API Testing QA Environment Setup Production & Monttoring

After final QA
checks, the system
transitions to
production with real-
time monitoring and
alerting.

SYSTEM/TOOLS

Monitoring Dashboard,
Production Deployment
Tools



Interactive Prototypes

Link here

Capita}onl e

[EFP]  Overview Products Platform  For Developers

A finance infrastructure
for the platform economy

Embed financial experiences seamlessly

In your brand using the same services
powering Capital One

Get Started Learn More



https://www.figma.com/proto/VThFUNHYTPcDl40Fyews0L/Design-Samples-CaaS?page-id=0%3A1&node-id=1-15193&node-type=canvas&viewport=560%2C665%2C0.02&t=15eXQ3CelRUaGNNr-1&scaling=min-zoom&content-scaling=fixed&starting-point-node-id=1%3A15193&show-proto-sidebar=1

DELIVERY EXAMPLE

User Experience Process Mapping

Developed highly visual service blueprint to inform Scope and Functional Requirements

LEGENDS
UBER'S TEAM

Dawectional Line

!‘ ’;: P of Product
— -

ACTORS

Seniar M

Serwar Ergineer

¢t D e

¢ &

VP of Product Senior PM

VP of Product tells Senior PM

PRODUCTS AND PLATFORMS (LANDING PAGE)

&

Senior PM

8 &

Senior M Senior Engineer

INTEGRATION TESTING ENVIRONMENT (QA C1 SYSTEM)

el

Developer 1

8 a0

ACTORS Developer 2

Seniar PM  Senior Engineer
L - J

ADMIN

Once the developers are satisfied, the Admin will then request access to the next
environment using the CC website

ACTIVITY

BUSINESS EPIC Seamless Transition to QA

- . < e

| SR Toam Load 7
Senior PM  Senior Engineer

)

I gee ¢@

B Marber Tsam Messher Toaim Marmbr

e @

Team Lead 1

e @

Team Lead 1

Team Lead 2 Team Lead 2

Tors bsmbset Toam Member Tase Mrasber  Tasem Mrmmbier

s T o The Team Leads add customer test data unique to
The Team Lead(s) then creates ‘instances’ within this environment (e.q., ) ; :
: Uber into QA systems and begin running AP| request Team Leads check the status of Q
QA1 for mobhile testing, QA2 for desktop testing & QA3 for audit purposes) : : :
i adde fhant meabers 1D Sach iwnes through the respective CapitalOne QA systems | assure that they will receive AP re:
required for the API

The Admin adds team leads and members

Role and privilege management (administrator, team lead, Merchant test data upload

R radbirirs) e ia Senior PM browses different EF
at €r 10 Tind an embedde . - : : .
I ACTIVITY finarce prorict 1o incovass product website and landings Senior PM reviews documentation and AP| explorers
P— Uber's revenue pages

< r

i
0 il Capital One Szatt
- BUSINESS EPIC - Landing Page (Documentation, APl Explorer)

LANDING PAGE

SCREENS & FLOW
SAMPLES

PROSPECT SANDBOX
¢ R -1

Capital One Statt

ACTORS

BUSINESS EPIC Authentication (Username/Password) (Prospect)
P 4

O

ouw: -l

SECURED DATABASE

SCREENS & FLOW
SAMPLES

UBER OFFICE
Tuesday a1 1000 AM

2 &

Surior PM Survor Enginwsr

The Senior PM brings in his Senior Engineer to explore different embedded finance partners to understand the products they offer and
their partnership feasibility
The Senior Engineer explores the Card Commercialization (CC) website and signs up for the Prospect Sandbox

RUMBRES iy SIaston API Credentials per user

PROSPECT SANDBOX

‘ r—

DOCUMENTATION AP EXPLORER

% ::. 'ﬁ - ——
= *Z5
=

& 8 &

Senior PH Senior Enginear Sunior B8

Senior PM + Senior Engineer agree
that the CC product offering will meet
their needs and would like to run a
full integration with CC product.

Uber now begins business
entity verification with CC
to assure that CC can
conduct business with Uber

Senior PM selects which APIs Uber would like
to purchase. This will be the APIs Uber will
have access to going forward

Business Entity Verification

POP UP CONFRIATION 1
BELECT BROCUCT ABIS
v
ot chouragsion has bcen aubmstzd P

[Fmoguct t PRomucT

nEvEw

-

[ | [
E

COMPANY IMFD

o T

B —

sign

N

ENTERPRISE SANDBOX (DEVELOPERS' VIEW)

T—_— | REQUEST FORM

team member)

ADONG TEAN MEMIER

Multiple instances per entity

POP UP CONFIRMATION

Read/Write Access

CUSTOMERS

i cveneeTLs

Prabic Ky

@ vem

Testing Environment
Request

[y —

@ — Q =

[—

SCREENS & FLOW
SAMPLES

VP of Product

During the business entity verification
flow, CapitalOne will send the contract
over on the CC website for the
designated party at Uber to sign

Contract Management

[E e Er—p—.

L ——

TEAM MEMBERS PAGE

Team memisess

) [

CREATE SANDROX Eandhon has been created

Monitoring & alerting

SERVICE HEALTH

Tt

D) T prie] e —

CREATE SANDBOX

IMPORT CUSTOMERS BY CSV

ENTERPRISE SANDBOX (Non C1 System)

‘ et
ACTORS

g g8

Semioe PM Senior Engineer
L i

T

o TEAM sERER

Uber designates an administrator to
add team members into the Enterprise

Sandbox environment

Capital Dne Stall

Uber is approved and
their business entity
information is set-up on

the CC dartastore

Ceveloper L Developer

ACTIVITY

Business Entity Creation Authentication (S50)

Role & Privileges Management (admin and team member)

o @

H Duwsbaper 1

Dovaloper 2

Team members Log-in (e.g., SSO) to the CC website to receive AP| credentials
and begin interacting with the API in the Enterprise Sandbox

Authentication (SS0)

s - s s s e @ rry T T
Capﬂaﬂ}k-
= =] v [
[+ ] - = ] e | (] £
H " S ratnes + b  [E—— o
— g ! | = &
epents sasn e | = - | [ \ &
SCREENS & FLOW e o |“_' - | = ™
SAMPLES STORED I &
SECURED DATARASE {os -
T — B
- P

Developers explore and try to understand API specs and
they are live

Merchant test data
Read/Write Acc

EATERPRISE SANDEUOR [DEVELDFERS' VIER)

TEST AP — L

Sebact e A%

r—



Key Outcomes

Enhanced Clarity &
Alignment

Using design stimuli such as user
flows, journey maps, and
Interactive prototypes during
stakeholder interviews provided
clear visualization, solidifying the
initial proof of concept and
fostering deeper understanding.

%

Improved Collaboration &
Decision Making

Visualizing abstract ideas early on
encouraged more meaningful
discussions among stakeholders,
helping to clarify the concept and
ensure alignment during critical
project phases.

Successful End-to-End
Integration

Delivered a seamless API integration
flow from sandbox to production,
effectively informing scope and
timeline for tech partners, ensuring
smooth project execution.



Caplta/l

Data Modeling
Revamp

M Od E'| H U b I want to... REpUIt Manage - Help & Support

CANOMICAL ATTRIBUTE DATE CREATED DATE MODIFIED STATUS

complianceAccountStatus 10/05/22 at 8:00 AM 10/17/22 at 9:00 AM ATTRIBUTE MODIFICATION
by lgw521 by REMB56
@ Change Log | Research Info Canonical Attributes Metadata Transformation

Research Info =
LEGACY SOURCE FIELD PACKET PACKET ATTRIBUTES
AMO1_CB_COMPLIANCE_COND_CODE NAG generallnfo » acctinfo » acct
ADL BATCH

Attachments

scctGeneralinfo » acctCodelnfo > acquisitionStrategy

Description: Client code for the acquisition strate

Type: token ™
Length: 1-8

Ocours: 0-1 PDF
Source Field: AMODD-ACQ-STRATEGY-CODE

Enumarations:

Attributes-values.png Attributes-values.png



About

The Core Data team was looking to improve
their existing Data Modeling platform, the
Model Hub (MH). MH were used by two
types of users - Data Analysts and Data
Modelers - and aims to be a one-stop place
for managing data modeling.

Problems / Opportunity

To provide reliable data output and reduce
the reliance on a third-party data modeling
platform called TSYS.



Project Activity

Partnered with Capital One’s Core Data Product Manager to enhance their existing Data Modeling platform, Model Hub. |
helped the team by optimizing and testing the platform with end-users, leveraging their feedback to improve the overall

User experience.

e 00 7, O)
Q O+ & o
Current State Design & Prototypes Usability Testing Socialization
Assesment Developed high-fidelity wire Led end-to-end research, Shared the report with the
Reviewed prior research and and concepts, grounded from including planning, stakeholder product, tech and business
service blueprint to ensure the previous.r.esearch to prep interviews with Data Analysts stakeholders.

for the Usability Testing. and Modelers, and collaborated

alignment on business
context, product requirements,
and user needs.

with product and tech partners
to synthesize insights and
ideate solutions.



M Ode | H u b | want to... ~ ’ Help & Support - ‘ CREATE ‘

Delivery Example
14 ReSU[tS fDU r]d for “Statusn Show results per page | 20
o ® ®
o ptl m I Z I n g D ata (] = ATTRIBUTES ENTITY LAST UPDATED STATUS NEXT PHASE
d d D ¥y  CANONICAL ATTRIBUTE Participants 10/20/22 AT 9:00 AM ATTRIBUTE MODIFICATION INTERNAL PEER REVIEW
o e I n g X p e rI e n c e Eﬂl’“P"antE.ﬁctuuntS:atus By REMBSE
Attribute Definition . Source Attributes o Entity Hiearchy: account/revolvingCreditProductfaccountCards/cardActivityStatus
\Y Od el H U b Iwant to... « Help & Support - ‘ CREATE ‘

3

e Inconsistent source data and packet referencing

) Inadgquate attribute sgarch function Hello, what would you like to do today?
e Unfriendly change log interface ;

e Issues with attribute hierarchy

° LaCk Of attrlbUte SaV|ng fUﬂCtIOn SEARCH & MODIFY CREATE NEW ATTRIBUTES

QQ Search an Attributes [ ‘ SEARCH E ALL FILTER

C@ Delivery

The solutions streamlined attribute search and filtering,
simplified adding and managing attributes, improved
attribute identification and saving, optimized attribute
editing, and enhanced change log management for
better efficiency and control.



Create NeW AttrlbUteS DOWNLOAD TEMPLATE ‘ | BULK

@® Research Info .
Add Transformation
& The Attributes
Rule Name (©) Rule Type @
& Canonical Attributes , G
complianceAccountStatus_Forward ‘ ‘ Forward
® Metadata gl
Rule Definition @)
® Transformation (7 _ If AMO1_CB_CARD_TRACKER ='L' {match for the primary's record)

If AMO1_CB_COMPLIANCE_COND_CODE != Nulls and != space and !="" (not empty)

Interactive Prototypes

Link here

CLEAR ALL SAVE AS DRAFT } ‘



https://www.figma.com/proto/BmYthByxR8kRh2qqjIuF5e/ModelHub-(Copy)?type=design&node-id=1-18924&t=SxzcYwPtbh5mjYmh-1&scaling=scale-down-width&page-id=0%3A1&starting-point-node-id=1%3A18924&show-proto-sidebar=1

Key Outcomes

User-Centered
Optimization

Revamped the Data Modeling
Hub using insights from data
analysts, modelers, and SMEs to
address key pain points and
Improve overall user experience

%

Enhanced Efficiency

Simplified data attribute reviews
and modifications for modelers
while streamlining new attribute
requests for analysts, improving
workflow efficiency.

Targeted Improvements

Improved attribute search,
creation, and editing features,
directly addressing the primary
challenges faced by data
modelers and analysts.



Re-Design the
Clinical Quality Tool

T s o o e i e

Secure Document Upload for Clinical Quality
Securely upload medical records and supporting documentation for a quality
and performance review by the Optum Clinical Quality program. All
requested documents must be provided within thirty (30) calendar days
: . PR from the receipt of your letter.
L 'I-
L= it ! . L
T === i Provider Verification
d d 4
—- be e Enter the one time temporary coded provided in the letter you have received from the Optum Clinical Qui:
= '_ : The code will expire 10 minutes after document has been uploaded and submitted.
One time code *
AS0380
I'm not a robot ‘

If you can not locate your One time code number, please contact the Optum’s
Provider Services support team or call us at 844-883-3802




AbOUt Problems / Opportunity

The Clinical Quality team at a leading Optum e Case intake process is highly manual and time-
Serve aims to enhance their tool for managing consuming. Each case takes an average of 4
Potential Quality Issues (PQI) cases from hours to review and manipulate in a

established sources, supporting timely medical
record requests from VA CCN-affiliated providers
while meeting VA CCN's turnaround time
requirements.

spreadsheet.
e Operational tools are outdated, relying on
multiple databases and requiring a significant

modernization overhaul.



Project Activity

This project is complex, requiring in-depth domain knowledge of the end-to-end process from both the user and
system perspectives. Cross-functional collaboration with Product, Tech, and Stakeholders was essential to identify

user value and find ways to build incrementally.

Ca

Product Discovery

Conducted various in-take
with direct users and the
Subject Matter Experts and
acquired domain knowledge,
identified challenges and
opportunity to innovate.

OO0
O+

Service Blueprint

Created Service Blueprint by
outlining the end-to-end
journey against the actors,
their pain points and the
corresponding system that
supports their operations.

@

Persona Development

Interviewed 10+ Clinical Quality
Staff and Leads to understand

their touchpoint, journey and

challenges in the Clinical Quality

Process.

Partnership with the
Product & Tech

Collaboration within the Product
trio was essential for determining
value and scope to build the
experience incrementally to
maximize value while minimizing
effort.



Clinical Quality Team'’s Persona

THE CASE IN TAKE
SPECIALIST

PATIENT SAFETY LEADS

PATIENT SAFETY CASE REVIEWER

The Case Intake Specialist, a key part of the Responsible for ensuring patient safety by The Patient Safety Specialist (Case Reviewer),
Patient Safety team, reviews, receives, and managing care quality, handling case intake, conduct case reviews including collecting and
prepares PQI cases before they are triaged by the review, and resolution, and ensuring regulatory and triage case info ensuring the case hand over to the

Patient Safety Specialis organizational compliance. appropriate providers and medical counsels.



VACCHN | TPA, Clinical Quality Team — Patient Safety Lead

44

° . Cage-in-take process are manual and ime consuming, increasing the risk for mee
e Ive ry Xa m p e Pﬁt] ent Safet}f Le a d the tum around-time set by the VA ~ Tina (PSL)
Medical Surgical
JOBS TO BE DONE

= Generates detailed case reports. = Performs initial assessment of POI refe

o ® o
C I I n I ca I Q u a I Ity C a se — Patient Safety Leads (PSLs) are responsible for ensuring patient safety by v Wit et due process B forms.
managing and overseeing the quality of care and service processes. They ke o resniu b *: Menueiy sals ap newcosRs n-the sty
handle case intake, review, and resolution, ensuring compliance with e S DEaR ok b ed Nel ey
regulations and organizational standards. » Conducts reqular compliance and quality

= Communicates with the VA on PQI iss.
and redirects quality service events.

its.
s = = Directly reports potential criminal find
* Prowvides t'zalnlng and mentorship for the provider network.
o Patient Safety Specialists.
* Handles claim quenes

CHALLENGES NEEDS
+  Multiple logins across databases. = Meet organizational and contractual KPIs
- o GOALS DESIRED OUTCOMES
+ Manual processes for cases from the VA, * Integrated, user-friendly systems for case
requiring significant time and effort. management * Close 95% of cases within 90 days and 99% * Reduced case-in-take time spent
= Efficient tools for generating and within 180 days.

+ MNeed to gather and research records * Timely Reportturn around
manipulating reports.

from various sources, which can be time- *  Ensure accurate and timely case

consuming. = Clear communication channels with the VA resolution.
) and other stakeholders. R )

+ High pressure to meet case closure + Maintain high standards of patient safety
timelines. and quality care.

@

Secure Report Upload for Clinical Quality

Clinical quality Patient safety specialists .spend 3-4 hours Upload ERA (AHRQ or HAC) reports for the system to process, making them ready
manually updating reports for database import, a labor- import into the Potential Quality Indicator (PQI) Database. Only .xIsx file types ar

intensive process prone to human error and potential accepted, max 10MB.
data entry mistakes.

% Key Challenges

REPORT UPLOAD

Accepted file types: xlsx, <10MB

-Select file ) File status message goes here
Design the user experience to support automation
capability to standardized PQI cases, leverage *
specialists' technical capabilities, and enable processing e
of structured ERA team data.

Ce SO'UtiOnS Upload the Report *

If you have issues with file upload please contact us at xx@optum.com or 123-456-7890



Delivery Example

Clinical Quality Case
Management

Key Challenges

Clinical quality patient safety specialists spend 3-4 hours
manually updating reports for database import, a labor-
intensive process prone to human error and potential
data entry mistakes.

Solutions

Design the user experience to support automation
capability to standardized PQI cases, leverage
specialists' technical capabilities, and enable processing
of structured ERA team data.

@

ERA Report Upload

Upload ERA (AHRQ or HAC) reports for the system to process, making them ready for
import into the Potential Quality Indicator (PQI) Database. Only .xIsx file types are

accepted, max T0MB.

REPORT UPLOAD

Upload the Report ¥
Accepted file types: xlsx, <10MB

Selectfile ) Filestatus message goes here

If you have issues with file upload please contact us at xx@optum.com or 123-456-7890

Home

Work Queue

Case Management ”~

Work Queue ; "
Medical Behavioral

Letter Templates

Mav section .
Show filters

Dental

Process Now

ERA REPORT

Table caption

Show filters

Column label

Column label

Column label

Column label

Column label Column label

KXXKXXX

KHOOCKRX

KO

XXKXXXX

HXXXXXX

XAHXXHXX

KXXKXXX

KXXXKXRX

XHHXXXKX

KXXAXXX

HXXKAKXX

XAXHXXXHKK

KXXRXXX

KXXXKXRX
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KXXAXXX
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KXXKXXX

KEXXKXRX

XHKXXXXX

XXXXXXX

HXXXKXX

XXXXXXK

KXXKXXX

KEXXKXRX

XHKXXXXX

KXXXXXX

HXXXKXX

XXXXXXK

KXXKRXX

XUXXKARX

XHOXXXKX

KXKAXXX

HOXKHKHHX

KAXXXHHKK

KXXKRXX

XUXXKARX

XHOXXXKX

KXKAXXX

HOXKHKHHX

KAXXXHHKK

XXXKXXX

OO

OO

KKK

FHOOOKXX

KO

XXXKXXX

KKK

XHXXXKX

XKAXXX

KKK

KAXKXAKKXK

XXXKXXX

KKK

XHXXXKX

XKAXXX

KKK

KAXKXAKKXK

DOOCKXXX

OO0

XXX

XXX

HOOOXX

KKK

DOOCXXX

OO0

XXX

XXX

HOOOXX

KKK

XUXHXAX

HRXXHKAX

XEXXXKX

XXXKXXX

HUXKAXX

XHXXKXX

DD

Mav section

[l CaseNumber T} DaysAge T, Review Days Age DateRecevied T} ReferralSource ' IRO/PRC T SRE / SE Priority
Medical Records v
o i O 4345233 KKK KK Taylor Swift cQ Medical AHRQ Open
rovider v _
|:| 4353535 MR Freedie Freeman cQ Medical Claims Data Close
Data M
ata Management v
& & Analyt O 403844 XAHHHHKX Aaron Judge oC N/A CQM Studies Qpen
eport & Analytics v _
|:| 324523 F 009004 Caitlin Clark cQ Medical HAC Report Open
O HERRXKX HEARFKAX KHEKKAKKK KHHAXKK L O0.0.9.9.¢.4 b 9.0.9.9.9.6.¢ HARKKHXX
O HHRHXAX h S0 9.9.6.9.4 HHHXHHK HHHAX KK FOXKXHX F9.9.9.9.9.6.¢ FHOHXHKHXX
D KAKHXAX KA K HHHX XXK KKK FOHHAXKK FOORKKAXK HAHHIHKKX KKK
O KHKRRXKX HHARHHKAX KHHKAHK KHHAX XK FOOXKXHX P 9.0.9.9.9.0.¢ HHXKAXX
O b9 S 9. 9.9.0 1 HOKRIHKHX HHHKIHHK PORHAR K FOORKXHX b 9.0.9.9.9.6.¢ FOOKKXX
O HEARRXKX HEARKKAX KHHKAHK KARHAX KK FOXKXHX b 9.0.9.9.9.4.¢ HAKKAXX




Delivery Example

End-to-End Service Blueprint

PQI CASE SERVICE
BLUEPRINT EXERCISE

*Subject to change based upon new information

ACTORS/TEAM

Preaple involved within and outside of the
Clinicol Quality Team

MAIN USER TASKS

EVIDENCE

The tangible proof that a particular step or action has been
«completed. This could be in the form of documents, receipts,
emails, reports, or any other form of record that confinms
the completion of a task or action,

Line of interactions

FRONT-STAGE OF
EMPLOYEE ACTIONS

These are the steps that the Clinical Quality Team toke as
port of the internal process that moves it forward,

Line of Visibifity

BACK-STAGE OF INTERACTION

Tasks or actions that happen behind the scenes
ta support the main front-stage actionstasks

REPORT RECEIVED & SETUP PQI

PATIENT SAFETY LEADS
Py

Setting up and assigred
the PQ) cases.

Accessto o of the DB
MRT. FQI, and OnBase

Hecewed Flat File jaxce
sproatshest) from ERA

P5L Receive # fat fle froen
ERAfoé oo reparts (ARG
once amonth, HAC 2x.a
monthh

!

Manpulate and smpar
into the PQIDE

Fost Impoet, run an open
repar from the PQI DB 1o
et the Case numbers

Then imported the fiat file
report to QI snd MRT
datanases

Re-manpulate the fie 1o
indude those case
Aumbers

|

Imparted into the WAT
Daaasse

==

Serst email with the copy of

the excel fiie anct assigred

tha PO casa the casen-
taka [CIT] tearm

i

Once impared the
requested medical record
would AUTOMATICALLY
rafied the DC teaem for
indesing

AUTOMATICALLY ASSIGNED TO THE DE TEAM

FOR MDEING

MEDICAL RECORDS REQUEST

BEHIND THE SCENE PROCESS, OPERATED BY THE DC AND DOC TEAM [OUTSIDE CLINICAL QUALITY TEAM)

[DATA CONTROL (DC)

Mansce and Inden the
reguste Medical (1ax)
jecords

Mezwss to MAT Database

Recerved and indesed

#eCoeTs wa fax w3 OnBase

and docurmested via AT
Database

The whale precess takes|
about & hoors on
wverage

Fou VA cases, the PSS
head would have to
manualty antered WA
Info in the QI OB and

hae inte Mednet 18

Enmir sligibinty
Is and we also ook to
589 Who Ehe provice 15
(hospital ar physician
group o Individusl
provider) wa als usa
Madtéet to ook wp the
Diates of Seswice that
need reviewed

The DC team Manitor and

recoaed the assigned sk

o cbtaln medical request
vlé MRT.

—

Ragularty for large records, DC/DOC
st break apart to index, PSS then
dewninsis and puts them back
together as one document.

starts the
the provider

Senrch the provider

srmailer parts (around 2000 pages
each] ko make them easier to
hanie.

‘comtact inlo vis MRT DB,
callthe provider if they
e T FECOnS 18 FAX 61
mail

|

Creates and sends fax or

NOTES / ADDITIONAL
CONTEXT / PAIN POINT

Tiriee S1arts 0w, e need to

ciose 95% of Cases wihin B0

clays s 9% of cates within|
180 days.

Tihe P4 foad is the ane wha
o Pt fie. doss
th flat foe

PQI 08 and MRT DR

P35 munt login to ALL
af the databases o
i e R

Gareraly PO cases
automaticaty populsted 1o
the PO Databases, unkess

1t ths VA, which weuld|
A L Ba D0AE MARUSY,

lenes I OnBase & call
provider o confem
recaiots of reguest

The DE team Monaored

(% and recaived recards va

FAX

o frorm the provider.

l

The faed records
stanned and uplossed

o Onase and Indexed -

intethe proper quese and
Saurgned tha PSS for revies

Then documented in the
MIRT Datatse and 3 908
cane b i assigned to
it by the DC team

|

The DC team closes the
case in the MAT
database.

BATA OPS DSTRIBUTION
DOC) TEAM

Maceitor asd Indes the
requted Medical
tphysical) Records

Review 0 Compiete vis
Madical Records Tracker

indexed physical reconds
a COIThum drive, sl
mall andt scanned into
OnBase

MEDICAL RECORD
TECHNICIAN (MKT)

Maritor and Fabow up an
Incompiete medicat
resoes from the provider

Review and compiete vis
Madical Records Tracker

Reviewed incomplete
madical records & contact
provider a submit the
Clinical documents.

MONITOR RECORDS

OPEN CASES WITHIN 24
HR PERIOD

CASE-IN-TAXE MANAGER
(€17 TEAM)

Mnitored th FRONT-EHD
of U POL cases and
desermine cpmpleteness

Maonitarad wa
OnBase

Cvwrsses mcoming
record for af cases and
verified theough OnBase &

The CIT ceam seesthe
Medical record in the

—

MAIL

YES.
Usuatly orrivee within 14 deys

BOE team Monsaced and
rocords wa
phyaical iems ke LD,
humiz-trive and snail mai

l

Scanned imo Orlase and

indexed inea the proper

queeue ard assigned the
953 for revi

J,

Then dacumentad in the
MAT Dutshase and a PG
case rimber is assigred to
iy the DOC team

l

The DOC team closes the
can in the MET
database.

Cases are assigred to MRT
within 2 business days

Wacords are requested
within 24 hours of the cas
aing opared

NO
Passed the 21/30 days tve-frame:

—

Medical Record
Technician (MAT) opans
reguest in Medical Records

o8

l

Search for the Prowser
cantact mformation

l

Call proveer and asks It
they wiert 8 request for
racards i fax or mal

|

Crmates and sends fax or
letmer In DnBase & cal
providar to confem
recaipes of request

¥ Ongase queue and opens

"

No

Pt Expaeditac Parmad

parts thar's Missing

Assigred 1o €O, which
stards for

the Medical Recorcs

Technidans te tblain the

recoras

P )

Gateming thi dppeopr

NT SAFETY
SPECIALIST (P35)

Aieview cualty cases and
.

sue types

Access to,
Onlase

the Medical Directar for
-

#asgned o the PSS 1o

—F  reviewand complete

Anasysis s P DB

-

Sends daity ernad with the
aswgnment

Track and Trend Casa
closed

MEDICAL DIRECTOR (MD)

Provdes clinis oversght
oy resiewing repets,

eternal viens.

hssignedic the Medical
Direczor (MB)

!

Determine / recommanded
severylevel 5L}
deator, quabty indicatar
and nae for RO reviews

#" sendtomo  *
“.  ferreview

R
MEDIUM £ HIGH

Indeding here means
categarizing and
organizing the records sa
that they go irmo the
comrest quaise in OnBasa,

Drstribution Operations
Center recebves records by

The Medics Records
Technicians take ower
cates that have gone past
the due date AND handie
il partial roquests

For new PO cases, the

Conse ik fwarm would

review and manage and

does not hive stcess Lo
the reper

The PS5 mange the
compseted PO8 caces and
coardinate wieh the
respettie actbrseam
rolachve 10 the 5L et

*Upto'S calks are made
and up o 3 letters are

e ang e Afar
30 daws the records

Sothe CT & .
patient safety specalists
wha are manitoring cases
For receipt ol complete

reconds, i

Thoe PSS does not hive
actass tothe erignal
repoet

& case has some prablems, the
P55 toam has t downioad and
mave the case’s records from ane
Igital foigar to ansther For review
by a graup of peers or a review
srganizatian,

Aftes that, they have to move the
Socumants again for anotnes
review by an independent
arganiistion. This precess ls
repeated, which makes it
redundant

—NO— e

OOWILOAD, REDACT & URLOAD FROCESS

1 PHERARE

v tin 2 designatac ok,
Pl 0wt 10 Ruguest. The

DECISIONS & SOLUTIONS FOR THE POTENTIAL QUALITY ISSUES (PQI)

PATIENT SAFETY SPECIALIST (PSS) TO PEER REVIEW COMMITTEE (PRC) PATH

PATIENT SAFETY
SPECIALIST (PS5)

THE MEDICAL DIRECTOR PATIENT SAFETY

HEALTHCARE PROVIDER SPECIALIST (PSS}

Provices cinical oversight
oy reviewiig reports,

s with SeterTining savanty ievels

and quabty indicasars, and

Geciding an fe necezsity

Communicdtes Medical
Direter firdi
Broyder

Resinw provigers resporse
anel detesmine Q1

The Medical Directsr
The MO sssigned back b The pravider recened the The MD idennified Cf and
| —* fircings iyt e ruspanet bk T sencbactioihe P
from the Provices
| | |
» v v
The PSS commusicates the
| The PSS submit case 1o
Metical Director irdings - Procesded to send back ~ G
to the Prowider the respanse to the MD WA QUIRY s YES P Ruiawe Commians

(PRE)

Provider notiSed the finsl
outtmme

«——no—,

Track snd Trend Case
clased

View In detall here

PEER REVIEW COMMITTEE

The PRE received the tase

* fram the FS5 for a review

v

Desermines final 5L snd
qualty indicarars

Track and Case closad

MEDICAL RECORDS SENT, WITH QUESTIONS
TO THE INDEPENDENT REVIEW ORG (IR}

PATIENT SAFETY
SPECIALIST (PS3)

THE PSS flecered the CAP

srom PRC

Noifies provides of #C

YES 3 findings and CAP

—

HEALTHCARE PROVIDER

Matifies peoyider of PRC

and fincings and CAF

The Brovider ren
g o PRE

The PRE receved e case
> back and make fngl
detearmination

For CAP Acceptance |

removal from netwark

Track and Trand Case
Closed

INDEPENDENT REWIEW

ORG (1RD)

The IO repart seceived
from PSS

(IRO) PATH

PATIENT SAFETY SPECIALIST (PS5) TO REVIEW
MEDICAL RECORDS SENT TO THE PEER
REVIEW COMMITTEE (PRC)
PSS & THE MEDICAL PATIENT SAFITY
BIRECTOR LT PROVIDER. SPECIALIST (PS5
The IRD send e repart .y The previde roceedthe _, Thepsmcensame

back t the PSS and MO

repan findings from 10 response bak

v l

The provider subm# the PS8 sutimit the provider's
Providers resporse back rasponse back to the same
to the P35 1RO for review

NO The PS8 communicates 80|
Sndegs ot Provider

Track and Trend Case

—*

INDEPENDENT
ORG (IRE)

1RO received the provider's
respanse fram P53

L5 s
5 arr ;
NO
v

Prowider is notified of fnal
outcame

Track and Trand Case
Clesed

YES
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Public Services
Walking Deck
Development
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About

Teamed up with Public Sector’s
Portfolio team at CapTech to develop
on-the-go pitch and proposal content,
aiming to enhance their portfolio
strategy to sell and win work.

Problems / Opportunity

The public sector team struggles to unify
their messaging around expertise,
services, and experience, despite having
strong thought leadership, client stories,
and proposals.



Outcome: Unified fragmented content into clear, cohesive
messaging that drove significant account growth by
strategically collaborating with account executives

Approach & Delivery

vwnati we ao

8 Combine Fuman inganty, iechnalogy and & deledy-looased Culurs 0 enebie leaden o
b mexzhon o paraLstions 10 iurm erelsTon oo action

Collaboration: SMEs, CX, and Walking Deck Success vices i e

:nture aids over 9,000 global clients, including

x survonr pecifc experise enables promt resolution o
solutions oD eichiso it e Cap’!’ech ¥ :,M
@ |_|_ = 3 -
at i r*-"'}!
T CX & SMES PUBLIC SECTO I .a QUICK TAKEAWAY .""It
Initial Takeaway of Competitors in the Public Sector [DATE]
i

CUSTOMER EXPERIENGCE TEAM THE PS SMES ar s

R An Overview of
f¢ & @ ) » @ > e & . Public Services

Lindsay jones Steve Sutanto Brandon Lacy Katie Jurkiewicz Coe Sherrard Chris O’'Keefe -
e et e et oner e e Ceries SRS Managirg Dvectar Deloitte KPMG Accenture Guidehouse E X p e rt I S e
* Deloitte displays the sectors it serves in * The sectors that KPMG serves are not * The "Who We Help" section indicates * 'While the content of industry and service
the main navigation menu, wing tham clearly indicated, as they are labeled as Accenture’s wide reach across i pages i 2 and limited, their breadth
- as level 3 options under ea usiry, part af their "netwark” and are bundled Government, Education, Defense, etc af ga clients and range of
i - f o Additionally, they make these sector together with ather categories. shawcasing their hespoke senvices and services provided is impressive.
' ? .' 2 ] 1 rateoreseaslyvisle an el main (05 * Eachinterior page provides a summary of eperise. * "Featured Case 5tudies” are short, but PreparEd for [Clrent Name]
home page through a secondary t (o 2
el 1 avigabicn e, the sector and how they address its = "How We Help" illustrates their problem- get to the paint with the prDb.Icrn,
5 N . challenges, but the inconsistent layout solving process with real-life examples sedution, and impact laid outin clear
_Car!'ie Ryan - i Mlkccgllcihlm - Patrick Salesby Kristina Bourlotos Cindy Sullivan Gilmarie Aceveda = Fach Sector page follows a consisteant across those page makes it difficult to and offers contacts for further queries. The language.
nt Cantributar and Research OMErR LRI & Heceard Contributor: Copy Contributor; Visual Design Director - Chent Executiy [lrechor

Team Formation

Defined collaborative roles between SMEs
and CX, resulting in the formation of a
specialized team.

layout, but it is difficult to identify their
services and experiences. The presence of
numerous cards with "learn more” CTAS
miakes it challenging to quickly scan and
understand the information provided.

easily identify the key takeaways or
prioritize important information.

intriguing aspect is their industry-specific
solutions and broad operational scope.

Competitive Analysis

* "Insights” focus on lead generation with

dynamic page content and shareable
articles, downloads and newsletter CTAs.

Conducted competitive analysis of major
firms to refine sales tactics and content
strategies.

Client Presentation
Enhancement:

Developed a Walking Deck for Account
Executives to enhance client presentations.



O INITIATION & ALIGNMENT

O—o—0 Connecting with the Stakeholders

01 Identify the SMEs

1 week

Initial communication
with the portfolio leads
and the SMEs.

02 Kick off meeting

| week

Define the goals, roles
expectation of the
project, ensuring
everyone is on the same
page before.

Project Roadmap and Milestones

COLLABORATION
ﬁ Iteration and Feedback

03 Cadence

Weekly

Organizing regular check-
ins ensures to ensure we
stay on track, and it sets a
rhythm for updates and
feedback loops.

04 Build

3 Weeks

Drafting and revising the
content with input from
SMEs ensures the
walking deck is aligned
with the envisioned goals
and expert insights.

Y REFINEMENT & FINALIZATION

L/

N Finishing touch and Final Delivery

05 Copy/Design

2 Weeks

Begin visualizing and
finalizing the look and

feel of the walking deck.

Even inits draft mode,
this phase is crucial for
consolidating content
and design elements.

06 Pilot

After refining the design
and content, the walking
deck is prepared for its first
real-world exposure. This
pilot phase is the initial
launch to a smaller
audience to gather
feedback and insights.



Delivery Example

Competitor Research

Evaluate competitors to understand their
Public Service selling approach, terminology
used, content structure and thought
leaderships.

Focus Content on Key information

Use Real-Life Examples Wisely

Enggage users & Drive Actions

D ®

Deloitte

* Deloitte displays the sectors it serves in

the main navigation menu, showing them
as level 3 options under each Industry.
Additionally, they make these sector
categories easily visible on their main GPS
home page through a secondary
navigation menu.

Each Sector page follows a consistent
layout, but it is difficult to identify their
services and experiences. The presence of

kPME

KPMG

* The sectors that KPMG serves are not

clearly indicated, as they are labeled as
part of their "network” and are bundled
together with other categories.

Each interior page provides a summary of
the sector and how they address its
challenges, but the inconsistent layout
across those page makes it difficult to
easily identify the key takeaways or
prioritize important information.

>

Accenture

* The "Who We Help" section indicates

Accenture's wide reach across sectors like
Government, Education, Defense, etc
showcasing their bespoke services and
expertise.

"How We Help" illustrates their problem-
solving process with real-life examples
and offers contacts for further queries. The
intriguing aspect is their industry-specific
solutions and broad operational scope.

e s P

*  While the content of industry and sen
pages is vague and limited, their brez
of government clients and range of
services provided is impressive.

“Featured Case Studies” are short, bt
get to the point with the problem,
solution, and impact laid out in clear
language.

“Insights” focus on lead generation w

. . Obsess over citizens’ need
Accenture — Public Services

SEWCE WAPI AN R M AP 2T P eGP T PN S PN P
haswir srae ‘v e o brvenll e ve oy sremrdits ~u e tead Lany
A0 oW PR T w0 T T

Their services and capabilities are described using everyday language,
clearly specifying the public sectors Accenture serves and the solutions
offered. This presentation is compelling and easy to understand, making it
straightforward for potential clients to see their experience and approach.

| wrw sesgancw
" m Talent leaders, agents of public sarvice change
i = 4 X ' | [ " e—

* Overview: A summary of Accenture's approach in the specific industries, e.g., US
Federal, Education, Defense, Public Safety, etc What we do

CONTENT STORY: WHO WE HELP

» Value prop: We combine human ingenuity, technology, and a delivery-focused culture to
enable leaders across public sector organizations to turn ambition into action.

R e e TR A T T L T Ry P
o gaewn mar R W 8 LR e W e

» Capabilities: Detailed description of the services offered in the PS sector.

* Who We Serve: Showcase of how they have helped clients in the PS sector. 2= i
*  What we think: articles or white papers related to the PS industry.
CONTENT STORY: HOW WE HELP e gy e v sy o ae—g
* Overview: A summary of what's involved in a specific delivery, approach, and solutions
s TLams T
offered B N — N e
« Case Studies: Examples of how Accenture has implemented specific delivery in real- B e et ot
world scenarios with clients.
*  What we think: Articles or white papers related to the solutions oo B e B -~ =R
« Related Capabilities: Showcase similar solutions in other spaces. g e 6t b e e e v e g sty w e

[ e e P e S W ® i e g e ol v S

» Contact Information: Details on how to contact the team responsible for particular.
service e ot B e e
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Delivery Example ey

The Walking Deck " _

The completion of the first version of the walking | |
deck marked a significant milestone to support | T .. S o
growth in the public service portfolio and e i Elevating the Citizen
strengthening the team to sell work and building 7 Experiencé

strategic relationship with clients.

THE BENEFITS TO YOU
SHEPHERD CENTER

OUR MODEL FOR SUCCESS Proven Expertise

@ o - Modernizing Education
Highly skilled talent capable of partnering with .
existing teams and Safety for Families

WE DRIVE EXCEPTIONAL OUTCOMES

CapTech teamed up with (non-profit) Shepherd Center for Spinal
CapTech offers you the ﬁ} Increased Productivity (Corcl & Erain i iseare tha Statn o Gaorola bozreste arapp s

help parents play a more active role in driver education, skill AutoCoach
Leveraging the right people to improve delivery -

Support and engage with clients in a ool SOl sty i

1 . .
C o m p e I I I n g C 0 n te n t StO ry variety of ways, from one-off and set Elrg:et:t?oihs\:r?;sc;n o ity st At Prc o et

+ Anappwitha customizable family agreement and a

ObJECtWeS. Engagements are SOW-based (Time & Materials driving log.

series projects to embedded teams. e —"

chaptercuriculum, Tracking
o ! Progress

We deliver meaningful work to our clients through various models and Effective Knowledge Transfer
partnership types depending on the roles and objectives. Successful transition and handoff for sustained

long-term success

CapTech. | ctient sTory

a Clear Value Proposition & Industry \ - J ViginaTax

VIRGINIA DEPARTMENT OF TAXATION

. Creating Intuitive ' ; \ e . .
EXpeI‘tlse Cltizan Interactions - & An Improved Online Experience

for Taxpayers

As part of an ongoing effort to make their website more approachable, the
Virginia Department of Taxation turned to a trusted partner, CapTech, to

New technologies empower government agencies to
innovate, streamline, and extract value that sparks ;
powerful transformation. \ : A explore ways to make it easier for users - particularly guest users - to make
payments online.
But with equity and privacy concerns, government
agencies must find ways to protect the citizen experience. The Details =
uest Pay

+ Conducted stakeholder and SME interviews; referenced functional design documents to
U the ilities and limitations of existing payment applications and inform
PUBLIC SERVICE CHALLENGES: the creation of high-level concepts, wireframes and screen flows. Enter your bank account information

F [ ] [ ]
O s t e re d S t ro n e r Re I a t I o n s h I s + Conducted usability testing with state residents to validate design concepts and uncover Balance: 521145
* Legacy Systems « Shifting Political Landscape additional opportunities to meet user expectations

By collaborating closely with clients, we

Y-

« Deliverables included annotated visual designs and a component library for Guest

« Staffing Challenges « Public Scrutiny d eve | O p ta i |Ored SO | utio ns that tra nsfo rm Pay, interactive prototypes for desktop and mobile, and a roadmap with post-MVP

guidance and recommendations

[ ] [ J
w I t h t h e p o r tfo I I o t e a m * Paper-Based Processes « Complex Regulations CitiZen engagement a nd accelerate * Now completing a content assessment around payments-related website content and
" " supporting Virginia Tax as they look at implementation options for an unauthenticated
agency modernization. Guest Pay experence

11 | Copyright © 2024 CapTech Ventures, Inc. All Rights Reserved.
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Closing

Highlights key aspects of my suitability for the role applied.



Closing

Relevant Experience

Over 12 years as Product Designer
and experiences in highly
regulated industries. Also the
ability to lead full product design
lifecycle from research, strategy,
iteration to final delivery.

OO0
O+

Thrives in Complexity

Experienced in designing and delivery
for B2C and B2B Online Marketplace and
Enterprise Environments SaaS Solutions,
with a knack for turning ambiguous
problems into user-centered actionable
solutions.

Strategic Collaborator

Strong experience working in
collaboration with Product, Engineers
and various stakeholders. Additionally,
ability lead large-scale design projects,
provide guidance to junior designers,
and foster a collaborative environment.



Few Shout outs

66

| was particularly impressed
with Steve’s work in the Clinical
Quality area. He led efforts with
dedication, engaging the team
to identify diverse stakeholders
and end users in a complex
process. His structured
approach to discussions and
documentation helped clarify
customer workflows, uncover
pain points, and highlight
inefficiencies.

Principle UX Lead, Optum

66

Steve has shown exceptional
intelligence in his client space
and was notably worked to bring
clarity in a highly visible and
quickly changing
atmosphere...his designs were
top notch, his ability to bring a
measured approach to his work
as a key skill that sets Steve out
from the crowd

Product Lead, Airbnb

66

What | have especially
appreciated about my
collaboration with Steve is how
he used his natural curiosity to
build strong relationships. At the
same time, he sought out other
AMs so that materials and
messaging was developed with
multiple perspectives taken into
account.

Sr. Manager, Management
Consultant, CapTech

66

Steve has been a consistent and
effective driver of progress,
guiding the team with thoughtful
ideas, content refinement, and
regular check-ins to deliver a
high-quality final product. His
contributions have already been
instrumental in client pitches,
with long-term potential to
secure future work.

Product Owner, Auto Industry,
Ford Credit



Thank you.

816.882.6930 e« stevesutanto.co e linkedin.com/in/stevesutanto



