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Overview

| unified four iIndependent
TeamSupport products into a cohesive
design system through UX research,
component standardization, and
system documentation in Figma.

Role
Product Designer

Responsibilities

Audit the current status

Understand the users

Create wireframes and prototypes
Define and document a design system

Skills

User research

Ul Design

Design thinking
Design systems
Figma

Strategic planning

Timeline
2022 to 2023



Audit result

e 10+ Font families

« 250+ Colors
- Mixed UX patterns

Our audit revealed a fragmented and
chaotic design landscape, hundreds of
colors, inconsistent typography usage, and
a lack of shared UX patterns across
products.

To bring clarity and cohesion, a structured,
system driven approach was essential to
unify the experience and establish a
scalable foundation.



Design principles

Product principles

Secure & predictable
Mature

Flexible & customizable

An external design team redefined the
company'’s identity, establishing a renewed
set of core values: Trusted, Sophisticated
& Genuine, and Attentive & Adaptable.
These values shaped a clearer vision for
the brand, focusing on reliability,
authenticity, and a more human centered
approach to user needs.

These principles were then translated into
actionable product design guidelines:
Secure & Predictable, Mature, and Flexible
& Customizable.



Research
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Customer Support Agent

Healthcare / Manufacturing

b \ e

Overview

» Handles a high volume of daily tickets
and complex inquiries.

Goals

- Resolve tickets quickly
- Maintain customer satisfaction
+ Reduce repeat issues

Pain Points

+ Switching between tools

+ Hard to find past solutions
« Cluttered interfaces
Needs

+ Fast ticket navigation

+ Clear history & knowledge base /
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Support Manager

SaaS / Finance

Overview

Manages support teams and performance.

Goals

+ Improve response times

» Standardize processes

Pain Points

+ Limited reporting
+ Manual workflows
Needs

+ Custom dashboards
+ Automation tools
+ Team collaboration
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Technical Support Specialist

Healthcare / SaaS

Overview

+ Handles complex technical issues.

Goals

+ Resolve escalated issues

- Ensure system reliability

Pain Points

« Lack of technical details
- Security constraints

Needs

« Detailed ticket data
+ Strong documentation
+ Secure workflows

Customer Experience Director
Logistics / B2B

Overview

Drives retention and customer strategy.

Goals

- Improve customer loyalty
+ Spot risks early

Pain Points

+ Disconnected data
+ Reactive processes
Needs

+ Account insights
+ Proactive tools

User personas

The research revealed a diverse group of
professionals with distinct roles but
overlapping needs centered around
efficiency, clarity, and control. From
frontline support agents handling high
volumes of tickets and chats to managers
and directors overseeing performance and
strategy.

Despite their different responsibilities, a
common pattern emerged: users need a
system that is predictable, flexible, and
reduces friction in their daily tasks.
Whether resolving complex technical
iIssues or monitoring customer health, they
value consistency, customization, and clear
feedback.



Iterations

Navigation explorations
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Navigation exploration using quick wireframes.

Before defining styles we iterated multiple
times on the UX, with a strong focus on
layout and how users navigate the platform
to access tickets, chats, or both
seamlessly. As the product supports
different roles and permission levels, we
explored various navigation structures to
ensure clarity and efficiency across use
cases. To guide decisions, we conducted
user testing and validated assumptions
and hypothesis with real user behavior.

Throughout the process, we also reduced
the number of UX patterns, aiming for a
more consistent, predictable, and cohesive
experience.



Product Design Principles

Secure & predictable

A secure, predictable experience
built on familiar patterns and a
cohesive design system. Data is
safely stored and HIPAA-
compliant, Ul complexity is
reduced through consistent
components, and clear system
feedback ensures users always
know where they are and what will
happen next.

Mature

A calm, sophisticated interface
that prioritizes clarity over
decoration. Neutral, darker tones
replace visual noise, with minimal
embellishment, sharp edges, and
intentional white space. The result
Is a restrained, honest Ul that feels
professional, focused, and built to
last longer.

Flexible & customizable

An interface that adjusts to
different workflows, preferences,
and accessibility needs. Users can
customize layout and density—
choosing table or list views,
column visibility, sizing, and page
behavior—along with themes,
contrast modes, and font sizes.
The Ul remains attentive and
responsive, adapting without
sacrificing clarity or consistency.



Design system

Add areport +
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Tokens in use

Foundation

The core visual building blocks of the
design system, including colors,
typography, icons, spacing, and other base
styles. These elements define the overall
look and feel of the product.

Property

The specific Ul attribute a token is applied
to, such as background, text, border, or
icon. Defines where and how those styles
are used.

Modifier

Additional context that describes the
purpose or role of a token, such as
semantic meaning (e.g., success, danger)
or usage variations (e.g., primary,
secondary). Modifiers help clarify intent.



Ul components

Tags 38 2 [E 6 222 2 :&

Sidebar components @ Mariana Rodriguez 3MINS AGO 1
That's all, Thanks!!

The Design System ensured components
were built to be fully modular and scalable,
from the smallest elements to the most
complex components.

v Mytickets Custom, pixel perfect icons ensure visual
Subscribed (4) consistency and pr§C|S|on, while all
elements comply with WCAG standards,

AAA for critical text and AA for the rest.
Horizontal tabs  Dashboard © Mariana Rodriguez ® #000009 @

Designed with flexibility in mind, the
system can easily accommodate new
components while maintaining a
consistent and cohesive experience across

82 . ; the product.
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Solution

Product Design Principles

- Secure & predictable
- Marute
- Flexible & customizable

Major pain points discovered

« Swapping between pages
- Navigating through tickets
- Message bubbles

With a solid foundation in place, we moved
into the design phase with clarity and
purpose. Accessibility was a core focus
from the start, guiding a bold and clear
visual approach that improves readability
and usability across the product.

We streamlined navigation to better
support customer support teams, enabling
smooth transitions between chats and
tickets without swapping context.



Navigate through different products

Easily navigate from chat to tickets or any
other area without friction.

% TeamSupport Support v

33 25 05 6 2 22 Dashboard ﬁJoe Doe 9 Mariana Rodriguez ® #000009 @ #1111 #56362
E Chats 0]
Joe Doe 01 mins Support widget v
© Joe Doe 43 SECS AGO
Hi there

I'm having some problems with an int...

© Mariana Rodriguez 3MINS AGO (1
. . That's all, Thanks!!
Create tickets easily
£3 New ticket
No matter where you are, you
. v My tickets H
have a quick way to create
new tickets. All (46)
Open (15)
My groups (38) > June 21st at 14:55, 2023 From: http//:www.mycompany.com Show chat Summary Positive 80

Subscribed (4)
Today at 10:12, 2023 From: http//:www.mycompany.com/support_page.html

10:12 You accepted this chat

Closed (74)
Queue (2) [ Hi there
1012
. . > My tasks H g _
Customizable sidebar | I'm having some problems with an integration, can someone help me?
v All tickets H =
. Joe Doe 10:13
The user can decide what to Open (738)

see here from a list of —
different components. Urgent (27)

Transfer &2 Actions v

Enter message... ®  Send
Bugs (121)

Shortcuts Labels © Translate ¥ TeamAssist < X

Issues (241)

Contextual sidebar

g ﬂ””"wrr,;fca.
My S
N ISta Ale,
‘%] [ piL t-.‘m.\‘mﬂ
JOe DOe
@  joe.doe@company.com

»

CEO at The Big Company Inc.

v Company info

The big company Inc.
$1,000,000.50 ARR

Products Messaging & Live Chat
Support Priority support

Sentiment Positive (84) +4 &

v Chat details
History

Site visits: 9
June 21st at 14:55

Chat from

http://www.snapengage.com/support

Entry

All you need just in one click



New sidebar

% TeamSupport Support v

The new sidebar integrates
live chats and tickets in a
more comfortable way.

3[E 2E 0[F 6 22 2 2 My tickets @ Joe Doe © Mariana Rodriguez ® #000009 ® #11111
E Chats 9
My tickets
© Joe Doe 43 SECS AGO
Hi there All (46) Open (15) My groups (38) Subscribed (4) Closed (74)  Queue (2)
I'm having some problems with an int...
© Mariana Rodriguez 3MINS AGO (1 O Number Type Name
That's all, Thanks!!
O B = 65345 BUG Automations are loading slow
&3 New ticket
) . O B = 333333 Price increase (S) ABC Corp - Annual
v My tickets :
All (46) O & = 657482 Tasks Tech assistance on SAP integration
Open (15) O EY = 1234567 BUG Contact unable to log in portal/hub
My groups (38)
O &' = 657482 Price increase (S) Company 123 - Monthly
Subscribed (4)
O EY = 657482 Tasks Check the logs
Closed (74) O B! = 083626 Price increase (S) The Big Company - Annual
Queue (2) O ES = 867222 License change  (S) Company 123 - 3 agents
> My tasks H
O B = 53424 BUG Whispers are showing the wrong name
v All tickets H
O B & 95335 BUG Visitors are reporting issues with the fil...
Open (738) ° °
Urgent (27) O E' = 189150 License change  (S) The Big Company - 4 bots
Bugs (121) O ©' = 5322211 Tasks Assist support setting a new backlog fo...

Issues (241)

#56362 #1234567
K2
Status Severity
In QA Urgent
In Progress Med
On hold Low
In Progress Urgent
Reportedt.. Med
In Progress Urgent
In Progress Med
Waiting for...  Med
In Progress Low
In QA Low
Reportedt..  Urgent
In QA Med

Customer

ABC Corp.

The big company

Company 123

The big company

Company 123

The big company

New ticket ﬁ

Customizable table

Filters v

Contact

Matt Greg

Joe Doe

Sophia L.

Joe Doe

Sophia L.

Joe Doe

The user can decide what to
see in the tickets page.



Better navigation through tickets

We reduced the friction that users felt
navigating through tickets.

% TeamSupport Support
3E 2B 0E 6 M 2 My tickets @ Joe Doe @ ariana Rodriguez @ #000009 @ #1111 #56362 #1234567
E Chats o
¢ #1234567 Contact unable to log in portal/hub c SR X B A = PR
€ JoeDoe y3sEcs AGo [
Hi thera
I'm having some problems with an int... All (16) Public {9) Private (6) Watercooler (0) More filters ~ Company info
€ Mariana Rodriguez ——— o The big company Inc.
That's all, Thanks!! $1,000,000.50 ARR
£ MNew ticket G Marian D. 3 i Products Meszaging & Live
o e Chat
June 28th, 2023 at 16:52 H
s The global marketplace is a crowded, noisy place. There's lots to choose frol Priority support
All (46) competition at every turn. If you're going to succeed in all the chaos, you've
Open (15) build prrfducts tha’g stand out. Yet, sometimes companles get so focused on Positive (84) +4 @ M Tall Chat Wi ndOW
developing a functional product that product design becomes more of an
A crred e (A8 afterthought instead of a critical part of the product development process.
My groups (38) The user can now see the
Subseribed (4) ticket and the chat at the
John Doe June 28th, 2023 at 16:52 Pa .
J . ) same time, no need to swap
y Yet, sometimes Co| mMpanies get so focused on developi ng a functional product th...
between tabs anymore.
Closed (74) . _ e BUG X
Anne Smith changed the severity to Urgent on June 25th, 2023 at 10:44
Queue (2)
l Matt Jefferson requested an update on June 25th, 2023 at 10:23 10:12 You accepted this chat i Pragress
> My tasks

~ All tickets I'm having some problems with an

@ Joe Doe - The big company pg | Hithere Urgent X
= integration, can someone help me?

June 28th, 2023 at 1552

Open (738) The global marketplace is a crowded, noisy place. There's lots to choose fro) Jo& Doe 1012
Urgent (27) competition at every turn. If you're going to succeed in all the chaos, you've — b 1 .

; g build products that stand out. Yet, sometimes companies get sofocusedon = = ES580E.. * JohnDoe X MarianD. X
Bugs (121) developing a functional product that product design becomes more of an hatt Jefferson X

afterthought instead of a critical part of the product development process. S ‘Suscriba i this ket

|ssues (241)



New agent Dashboard

All the key stats an agent needs
about tickets and chats.

P
% TeamSupport Support v
3[E 2E 0= 6 20 2 a2 Dashboard 9 Joe Doe e Mariana Rodriglez @ #000009 @ #1111 #56362 #1234567
E Chats 0]
|
@ Joe Doe S AGD Dashboard Welcome back Marcus! vl Add areport +
Hi there
imiheuing gome Problems Witnanint. Total conversations : Average response time Average chat time : Overall chat rating
© Mariana Rodriguez 3MINS AGO (1
That's all, Thanks!! .
122 .5 1 744 s 031 14:31 0022 4.7 v
&3 New ticket Last week 107 Last week 8.07 s Last week 14:53 Last week 4.7
v My tickets H
All (46)
New tickets i Recently modified tickets : q
Open (15) Recent tickets
O Number Type Name O Number Type Name Assil
My groups (38) O B = 123456 Bug Contact unable to log in portal/hut a 123456 Bug Contact unable to log in portal/h...  You Find the tickets you have
Subscribed (4) O B = 73828 Bug Email not updating properly O 41231234 Tasks Tech assistance on SAP integrat...  Ani worked on in a quick way.
O © = 13455 Tasks Tech assistance on SAP integratio O 5345 Price increase (S) Company X - Annual Luc
0O B = 11937 Bug Auto translate selecting wrong lan a 85433443 Price increase (S) Company ABC - Monthly Jot
Closed (74) O 34115 Bug Email not updating properly Ma
Queue (2) O 1233321 Bug Auto translate selecting wrong l...  Jot
O 34257 Tasks This is the ticket name Jot
> My tasks H
O 178784 License change  (S) Company123 - 3 agents Ma
v All tickets H M 187787 B This ie tha tinkat narma
Open (738)
Urgent (27) Open tickets by group H Open tickets type and severity
Bugs (121)

Issues (241) A . M Bugs A N B sugs



4 TeamSUppOFt Support Success v

v Customers Success / CSM Portfolio

CSM Portfolio

CSM Portfolio Q @ #&  JoeDoe, Marcus X v
Segments
AlICSMs Team A TeamB TeamC New team
Search
Health score : Customers : Total ARR ; Upcoming renewals
> Insights
Customer success > Revenue 82 .1 47 $17940 1
A Clearer more streamlined v Engagement : Last week 80 Total customers 238 Projected over this year Next month 6
view of your customers’ key Email
stats. Upcoming renewals in 6 months (7) “  Add filter +
Tasks
Customer Last contacted Health ARR LTV Billing cycle Renewal
123 customer 07/01/2023 Unhealthy 12 $ 1,000 $0 =
Al new company - Healthy 99 $16,630 $0 Annual 07/12/2024
AAA - UBlack 08/10/2023 At risk 80 $0 $0 -
ABC Co. - Healthy 99 $0 $0 -
Acme software - Healthy 99 $ 410 $0 Annual 01/01/2024

Apple = Unhealthy 10 $0 $0 N 05/04/2024



Improved accessibility & customization

% TeamSupport

The product has more options for the user
to customize the whole experience.

aE 2E 0o =3 6 & 2 i
E Chats 9
@ JoeDoe 43 SECS AGO

Hi there

E}

I'm having some problems with an int...

IMINSAGD 1

Mariana Rodriguez

That's all, Thanks!!
Mew ticket

My tickets

All {46)

Open (15}

My groups (38)

Subscribed (4)

Support ~

Dashbc

Jog

Toda

Personal preferences

Light theme Active

Chose T font size

Dark theme

Small

Abc

Lorem ipsum dolor sit amet,
consetetur sadipscing elitr, sed

diam nonurmy eirmod termpor in...

ABC

Default Active

Abc

Lorem ipsum dolor sit amet,
consetetur sadipscing elitr,
sed diam nonumy eirmod t...

ABC

Closed (74)
Queue (2)
1 Customize your chat area
Message bubbles | iMy tagks
Use bubbles for messages
L, ~ Alltickets
We dldn t remove the Joe M Alian all maceanoe ta tho lafe
bubbles, but added a way to Open (738) :
. . el
customize the live chat area. Urgent (27)
EIIL'CI [ IC-“.‘I"}CFHC...
Bugs (121)

Issues (241)

Shortcuts B3

Labels © Translate ¥

#1234567
b e -
J J Turmstrana
High contras Py, - §
She I &
—_— et s Al : e
: — - & 2
i S paphode
Joe Doe
5 joe.doe@company.com
CEOQ at The Big Company Inc.
~ Company info
Big :
The big company Inc.
Abc $ 1,000,000.50 ARR
Lorem ipsu Products Messaging & Live Chat
amet, cons
sadlpscing Support Priority support
ABC
Sentiment Positive (84) +4 @

TeamAssist 4,

LR V]

b

» Chat details
History

Site visits: 9
June 21st at 14:55

Chat from

http:/fwww.snapengage.com/support

Entry

e



Takeaways & learnings

e Consistency scales products, reducing patterns and
standardizing components improved usability and speed.

e User research drives clarity, real feedback was key to
making the right UX decisions.

* Flexibility is essential, diverse users require adaptable
layouts and customizable experiences.

* Accessibility improves everyone’s experience, not just
edge cases.

 Good navigation reduces cognitive load, eliminating
context switching had a major impact on efficiency.



