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ExecutivE SUMMARY

Alarge real estate company needed an internal tool to manage the right of way appraisal
and acquisition of real estate properties. The current process is largely manual and done
through phone calls, email, and third party portals. This company wanted to increase
their market share and revenue by implementing technological solutions at various
points in the appraisal process. We were given 6 months to complete the MVP version of
this tool. I was the lead UX/Ul designer for majority for the MVP stage of the design and
development on a team of 15 people.

This tool, called Bidding Management, had three goals:

1. To automate the right of way appraisal process with a human-centered interface
2. Collect data on the appraisal and acquision processes and outcomes
3. Provide insights to employees to help to win more appraisals

Before the design process began, there was extensive research on the workflows of the
various users that would be using this tool. We were able to categorize the users into four
job roles and create user personas and flows based off of each of those roles.

We sketched out and prototyped several layout ideas. We held weekly user feedback
sessions with the people that would be using the MVP tool. These sessions were crucial in
helping up stay on course and keeping empathy and users at the center of all our design
iterations. Our tool went through several iterations that based on user feedback.

When the MVP was launched, it was a success and started to immediately meet the goals
set for the product. The MVP roll out revealed several weaknesses and new pinpoints
which we documented to implement in the first full version of the tool.
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HumAN-ceNTERED DESIGN

Personas

Our personas were created based off user interviews segmented into four different job

roles that our Bidding Management tool would impact. | designed an easy to read and
reference template for each of our personas.

Yulianna Carral

John Burman

| just want people to do what they are supposed to”

Drive

* Seeing incroase of work and rHenue ovar time

* Having strong retationships. with cthers

» Establishing a logacy at his comparry and within his famity

* Does not really Kke new technology and reluctant 1o change

Goals & Needs

= To grow his office’s revenun

= Wants 10 keep things sieady unl retimment

= Noeds & be able 1o share deep knowldge of regional real estate
= To submit mare bids faster
-Dwsnlu.amwmmmmnmmulwmnmm
* Noods 1o shat are quickly dige

Hesitations & Pain Points

= Software tools are extremely fragmented

» Doasn't hive Sccass 10 quakty data for befer decision making

= Each now (0ol 560 10 slow down and complicaty processes

* Wioeried nevw bools will make his aleady combcated job mors complicaind
* Woemed s going age i g goes digital

Drive
sensa of comy
Feel liwa that his job matters
= Malung sure s kids also receive higher education
= The nwad 1o feel things are stable and secure

Goals & Needs

= Miake sure nothing slips through the cracks

= Go home everyday by 5:30pm and bkeaves work al the office

* Make sure rigk sssessements are extremely accurale and quick.
* Mare tocls to help him evaluate risk

= Essier ways 1o ressarch clients and properties

Hesitations & Pain Points

= Wioeried neéw tools will compromise risk assessmeent snd Furt his job
l'oelsseemwahvmbe lacking and not hally meet (e reeds his job

Directors gats when Lssing softwane toals
les of feadback from software
« Scétware tocls arent holpfd with the logal necds of his jcb

I do most of the work, John just signs off of it”

Brad Wilerso

Every single detail matters when submitting appraisals” | want acess to more data to do my job better”

Drive
+ Strang fealing of accomplishmant at the end of sach day
« Makes 5u'|.‘ H‘m heas enough time and money 1o enjoy time with fiends and family
*Very er company and John
* Rshuctant. bu nhange Bout likes new things
Goals & Needs
mosalmr-m ey organized

Cnn:\nnny |n~mwmg  harsall s aevbprnand
* Nawds to know cleary how sha can adopt new tools
* Wanks to make sure she doas hor job well

Hesitations & Pain Points

+ Adopting new tools can be time consuming

* New 100ls resuit in disnupling cument workllow

= Toals don't abwarys meet her needs comectly and has 1o find workarunds
* Not encugh documentation on how 1o use new looks

= Already has 100 many emais 1o Manage mon emal ks

Drive
« Variaty and mplmmenl wmn hes role
t the

* Koeps p«mram her carper l\!mam
* Ardopling new hechnclogies 1 mako her life and job betior

Goals & Needs

+ Toals that she can use on the fiy

= Historical data aboul proparties easily available

= Clear i bout chent who she's apprair fr

« Wants to simplify her warkdfiow

= Wants 1o hawve a sirong reputation for ethical and accurate appraisals

Hesitations & Pain Points

« Job assigments ane sometimes lacking in detal

* To much back and forth comeunication dus 16 poory designed tools

+ Software tools aren’t creatied with her as the end user in mind

* Data and anahytcs am hard 1o come by

+ Dowsn't want & sperd time learning a new tools that will be quickly ol of date
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User Flows

After getting to know the users and their workflows. | made a flow map to show how
the process looks like to help us all understand the business needs of the tool better.
Afterwards, | created detailed user flows for each persona to guide the designing of the

screens.

Process Flow
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IDEATION

Whiteboarding

Here are some examples of brainstorming and whiteboarding we did to generate ideas
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WIREFRAMES

Several ideas were sketch out, sketches were not captured and were left behind with the
real estate company.

After sketching, I produced a set of lo-fi wireframes to present to our users at our weekly
user feedback session. The biggest challenge | faced at this point was making sure | had
all the correct fields need to for a user to complete an appraisal.

This wireframe was to )
ensure all the correct - _— .
fields were there and in Lesmo J =
the right groupings and
order.

T Dy oty it L e S

This wireframe’s goal

was to make sure our o
layout made sense = -
and was familiar to our

users who were used to

using Excel - et i eles Pt e e Wmtem S
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ITERATION 1 - PROTOTYPES

The initial prototypes were completed in conjunction with an outside design firm already
on contract with the real estate firm. These were their initial designs:

These screens

demonstrated how we could
chunk their workflow into

simpler tasks, which the

users ended up not liking.




Real Estate Company
UX Case Study Matthew T Rader

ITERATION 1 - USER TESTING

Users

The users we use for testing this prototype were three people, two managing directors
and an admin. They ended up being the users we primarily tested with through the entire
MVP phase.

The user testing was conducted virtually with me present, the product manger, the lead
product manager, and the director of the product mangers.

Tasks & Questions

When we presented the prototypes to the users we created scenarios they would find
themselves in and asked them how they would accomplish various tasks. For this first
demonstration there was quite a bit of explaining since the tool was entire new concept
for the users and presenting the idea of a new tool for their job was very challenging for
them at first.

User Response & Quotes

There was quite a bit of initial confusion with the users when
looking at this first version of the prototype. They had a very hard

(1
time orienting themselves and knowing what to do. | hate
clicking a lot
Once the users started understanding the concept they and there is

overwhelmingly did not like it. They gave a lot of push back on the

number of required steps to accomplish tasks they do dozens of way too m uch
times a day. clicking in this
. . | - design”

The biggest thing we learned was that their work is high volume

and that inputing data must be immediate accessible and done
quickly, function over form. They were used to Excel spreadsheets.
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ITERATION 2 - PROTOTYPES

These s iteration 2 prototypes were completed in conjunction with an outside design firm
led by my direction based off user feedback. We created mid-fi screens for this stage:

Here we moved the
process of adding an
appraisal to the top to
make it quickly and easily
accessible at all times, the
users liked this.

We made all of the fields

immediately available at —_—

once because users liked ) —

to be able to tab through _ e
them all and complete ' -

—w : them as they go without —

interruptions.
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ITERATION 2 - USER TESTING

Users

The users we use for testing this prototype were three people, two managing directors
and an admin. They ended up being the users we primarily tested with through the entire
MVP phase.

The user testing was conducted virtually with me present, the product manger, and the
lead product manager.

Tasks & Questions

When the users saw these prototypes they were immediately pleased with the new
direction and felt that it met their need better. We had them go through the screens

and give us their thoughts as we observed their behavior. This flow was much more
fleshed out as well, they were able to see a bigger picture of how the application is being
designed to work.

User Response & Quotes

The users responded much more positively to this new
iteration. They were not as confused as before but still got “There’s too
stuck at several locations, especially during the filling out of

fields section. There are a lot of required fields to complete much white
this task and the users felt more confident in the tool after space, too much
seeing all the required fields at once. SCFOHII’]g can we

They did not like the Ul very much of the fields area. They make everyth ng
though it showed too little on the screen at once and had to smaller?”
scroll way too much to see everything.
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ITERATION 3 - PROTOTYPE

For iteration 3 we decided to implement a Google Material based design system. |
condensed everything and made all the fields easier to read.

With this design | compressed
all the space between the
fields, made fonts smaller to
12px, and used color for visual
hierarchy, the users really
liked this final output.
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ConcLusion

The third iteration was huge success with the users during testing. Upper management
liked it as well. The MVP product rolled out looking like the design above. The Bidding
Management tool started off successful but still lacking several features to be a viable tool
for the corporation nationally.

While development was underway for the tool, | started once again the entire design cycle
again to begin implementing new features into the tool to make it national ready.

At such a huge corporation with a lot of money at stake, and with this tool being so new,
the design process was rather unique and challenging at times. The design process for
this product flowed like this:

Product Mgmt Product Yes UX & Product Product Yes Product Mgmt
. [ deaten &, Mgmt & — Mgmt Does - + ld: J:I‘IFF J::::T:C' Mgmt =g ~ Creates Stories

Gives Wirefi
Requirements Ireirames Approves User Tests Approves for Dev



