
Hello.
With a design background, I’ve refined my skill set through a 

wide range of challenges, from e- marketing through to 

automotive industry. Since every project is different, I adapt 

my workflow and design process as needed, while 

maintaining an overall user-centric, Lean UX framework. I’m 

looking to join a Product team to further my development 

with experienced leaders while taking the opportunity to 

share my knowledge with the wider team.

DIGITAL PRODUCT DESIGNER

HITEN JETHA



USER RESEARCH.
The services at THMCC consist of many financial products. The team wanted to 

understand what their users need from the services and identify any 

opportunities to go after.

GOAL.

Identify opportunities to improve the Portal experience at TMHCC

THE TEAM.

Internal stakeholders made up the majority of the team with each service having 

at least two team members. I took the lead role on this project with one junior UX 

designer assisting with the research.

MY ROLE.

▪ Interview stakeholders

▪ Lead and conduct user research

▪ Responsible for output

▪ Produce a deliverables & takeaway actions

▪ Prototype and user test
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THE APPROACH.

Arguably one of the most important aspects of this project was the initial 

stakeholder kick-off and interviews. Making sure that all stakeholders were 

bought into the process and agreed on the priority of outcomes.

▪ Stakeholder interviews

▪ Workshop session to group outcomes

▪ Priorities outcomes with stakeholders

▪ Introduce approach and expected output to stakeholders

USER RESEARCH IN DISCOVERY.

With a minimal budget, sourcing valuable insight from stakeholders on what we 

already knew about our users helped kick-start the discovery. It was also 

important to validate these assumptions.

To do this I used a variety of approaches, such as:

▪ Conducting user interviews

▪ Guerilla research

▪ Shadowing and interviewing staff

▪ Monitoring support feedback

▪ Evaluating competitor services
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EXPERIENCE MAP.

The insight captured in the research phase was used to extract what people were 

doing (behaviours) and feeling (positive and negative) based on their objectives. I 

then grouped and prioritised the behaviours by those most frequently identified.

Creating an Experience map as a deliverable helps the team and the business to 

see the bigger picture, allowing us to focus based on research.

CONCLUSION.

Before handing over a complete experience map it was important to engage the 

stakeholders with the findings and get their input. Understanding how they 

believe we are supporting or failing to support the user behaviours. As a team, 

we were then able to identify opportunities and understand which were 

potentially feasible to pursue further.

By the steps taken above a roadmap was created of the top opportunities that 

were identified and funding from the business would be needed to start next 

phase. The next phase would be to create an early prototype and test with users.

The prototype, along with experience map and user testing, resulted in a strong 

business proposal to give the project the best chance of success.
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RESEARCH & DESIGN.
The JATO services consist of many reporting tools available to car manufacturers, 

dealers and leasing. These reports are fundamental in making decisions 

effectively and efficiently.

GOAL.

One of the key roadmap projects of the year for JATO required a rebuild of the 

dashboard and report creation. As part of the project, the business also wanted 

to better the experience by improving key metrics across desktop, tablet and 

mobile devices.

THE TEAM.

A mixture of external and internal. Each sprint ran for 2 weeks with the team 

engaging in daily stand-ups, sprint planning and sprint demos.

Team roles included: Product owner, Scrum master, UX, UI, Technical lead and 

developers.

MY ROLE.

▪ Conduct user interviews and usability testing with Senior UX

▪ Facilitate ideation & design workshops

▪ Sketch, storyboard, wireframe and prototype

▪ Responsible for design decisions

▪ Collaborate on user stories and acceptance criteria

▪ Conduct A/B experiments

▪ Competitor analysis

Example @JATO 5



WHAT WE HAVE.

To align the team, we required a good understanding of the current page and its 

performance. Collecting and reviewing existing data captured, I created a 

sitemap.

UNDERSTANDING THE PAIN POINTS.

A Senior UX and I facilitated the sessions while other members of the team 

observed from another room.

After each session the team recorded the findings into: About the user, Delight, 

Pain and Suggestion. Then grouped similar pain points to understand the 

severity of the issue before mapping the results as a team. Prioritising the 

insights on a 2x2 of “Impact to the customer” and “Frequency of issue”.
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DESIGN WORKSHOP

Time boxed to a little over two hours with short structured exercises.

▪ Identify the problem

▪ Review the research individually

▪ Mind map

▪ Sketch

▪ How might we

▪ 1Idea

▪ Silent critique and vote

▪ One at a time

Everyone has their own take on a problem and how it can be solved. I wanted to 

get everyones ideas out for the team to see, it’s important to get buy-in if you 

want to succeed. Getting the team together early really helped the project in the 

long run.

We’ve all had a “What about trying this..” or “Have you thought about this..” 

moment at some point. The workshop helps to reduce the time needed to 

explore other options late in the development process.
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TESTING AND VALIDATION.

We tested and validated the changes swiftly while keeping within the design 

sprint by Guerrilla testing. Low fidelity sketch prototypes made this possible.

Interaction notes provided to developers to display the required feedback

The research conduced at the start of the project that users were not able to 

customise their own reports to the dashboard, resulting in large volumes of calls 

to the support centre.

All participants were enthusiastic about 
the number of vehicle that could be 

compared

Participants were confused by the button 
“Set comparison columns” though they 
formed assumptions of what would be 

possible

John wasn’t clear what this 
icon meant
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THE PROJECT WALL.

By collating all the designs and user stories in one place it gave the team a 

physical location to engage in discussion throughout the development.

The Project Wall gave other teams and stakeholders the opportunity to see the 

progress.

Outcomes

▪ Conversion rate - Increased

▪ Support calls - Decreased

▪ Time on task - Decreased

▪ Error rate - Decreased
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While actively working with the Dev team, Business Analysts, 

Testing team and Product Owner, I led the design vision and 

help set the direction on new features and overhauled the 

visual design for the product. This included conducting 

weekly key stakeholder meetings, creating conceptual 

design, wireframing and Hi fidelity designs. Usability testing 

was a key activity for this project as we all wanted to develop 

a usable product with an excellent user experience to design 

multiple new and current End-to-End customers journeys. I 

also explored the customer service process and went 

through our design methodology to create a tool to help the 

agents to improve efficiency on call handling and 

management of the customer account. 

SOUTHERN WATERS.

MOST RECENT WORK
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I led the design process and working closely with a UX/UI 

Designer. Conducted stakeholder and user workshops to 

improve their digital sales process and introduce new 

features to the current application. The workshops provided 

us with a lot of insights for us to optimise the user flow. This 

included End-to-End journeys for an internal sales process 

application, and their online purchasing application to let 

agencies book advertising spots.

CHANNEL 4.
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Worked on a project to make the website accessible and 

improve the user experience. Working closely with the 

developers and solutions architects, I provided design 

solutions and led the design process. This included working 

with developers and Architects in an agile environment to 

design and build an accessible website.

THE BRITISH LIBRARY.
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THANKS.

GET IN TOUCH.

hello@hitenjetha.com

07738625979

https://www.linkedin.com/in/hitenjetha/


