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BUILDING RELATIONSHIP

Starting with the customer, Critical Mass delved deep
into the dynamics between a Citigold client and a
Relationship Manager (RM), we found a highly
disenfranchised, disconnected customer base and an
overburdened, overtaxed RM work force.

Alex the Client

We redesigned the conversation to guide the RM’s focus
around client’s needs and priorities, by creating a
customisable playlist, and allow the RM to collect needs
along the way.
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DEEPENING ENGAGEMENT

We built a suite of tools that saved RMs time
by identifying and anticipating important
conversations within their client base and
then helping them customise the content of
their portfolio review meetings. These include
a client management system with aggregated
information, real-time portfolio rebalancing;
a dual screen client/RM experience.
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THE DESIGN

Focus.

Calm, Aspirational, Smooth.

The Gold Conversation is not frivolous. The Gold Conversationgenerates meaning and inspires action.

This requires focus. A par-ing away of what is irrelevant, distracting, useless. Or, sometimes,a fresh
perspective, a layering of different points of view, an abilityto form and catch an unexpected insight
before it gets away. And always an unrelenting focus on you. Your needs. Your goals.Your Gold
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MYMUSCELCHEF

— About

My Muscle Chef is a web-based meal delivery service from Australia, *
targeting people who have an active lifestyle, and have little time to
cook. The mobile app aims to expand the reach of the business and
provide more convenience to their current customers.

— My Role

As a remote UX/UI designer, my role is to lead the client through the
process of discovery, define, prioritising, and provide the best design
solution that answers to the user needs. (wireframe: 2.5weeks | Ul
3.5weeks).




FUEL EVERY BODY
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ON BOARDING CUSTOMERS WITH CLARITY

Through the process of discovery, we find
that first timers had many misunderstanding
of the product. The improvement of the new
on boarding process aims to bring clarity to
. . .« g0 LET'S GET STARTED
the first time customer, as well as providing
a convenient re-ordering process for the
existing customers.




MEAL PLANING WITHOUT CALORIE COUNTING
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The comical styled illustration
derives from, and works coherently
with the style of the brand logo.
Together they bring out a strong
brand personality that is fun,
friendly, and reliable.
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MCCORMICK

— About

A unique challenge of a product that has become a
kitchen cabinet staple across the region, from a
brand that nobody recognises — or how we aimed to
turn a household product into a household brand.

— My Role

Participated in gathering of market insights through
online and offline research, concept UX solutions
and designed the website and digital marketing
ideas for the proposal.



AN MVP APPROACH

o
Fundamentally a challenge of speed and efficiency, we proposed a = 3
minimum viable product that would allow McCormick with the fastest
way possible to solve their business problem: provide a digital flag in THE FACE BEHINDE ==
the ground in over a dozen countries across Asia. "\ THE RECIPES: )

18 GRACE TEO
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The design system we proposed was based on modules and variable
treatments between their US (red cap) and Australian (green cap)
products, allowing for quick adaptation to local markets.
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LOCALISED BY LOCALS

Shouting loudly as a foreign brand in a
domestic market is a recipe for disaster.
Instead, our proposed solution
leverages local influencers and foodie
heroes that add to the authenticity of
the voice of McCormick, showcasing
involvement in local markets, and local
kitchens.
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SAP HYBRIS

— About

We helped SAP Hybris to walk their talk and be always on, in moving
away from 2 annual campaigns to 44 Global Micro Campaigns.

— My Role

Collaborating with brand and development agencies to.ensure brand
consistency, design quality and implementation feasibility, analysing
client needs and propose UX solutions, created a system of

interchangeable components for fast and easy campaign roll outs.
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ALL ROADS LEAD TO LEADS

Approaching our challenge by
assessing the macro picture first, we
very quickly started to see pathways,
patterns, and interactions between the
various different assets to help us

Flexinle and Scamale Pricing Model

v WGP v guide what would eventually become
CMO Review Report: our foundational information
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TAILORED TO THE MESSAGE
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Creating 44 Global Micro Campaigns
in 3 month time frame meant thinking
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in a modular fashion, establishing a
system that allows us to put together
individual assets fast and easy, without
having to reinvent the wheel 44 times
— ultimately allowing us more time to
focus on the individual offer, tailored

to the message.
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A PICTURE IS WORTH A THOUSAND WORDS

With an extremely transactional nature, the main
purpose of Prudential’s companion application is to
collect information. We started off with a framework
that did just this — and with much more. CM infused
the overall experience with a brand layer that made
Prudential part of the conversation -and thus- the
consideration.
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DELIGHTFUL INTERACTION

Across the entire experience, we used best practice

oow-up @ interaction and UX design to provide an interface
experience that was never overwhelming, with all relevant
content only a single touch away. With clearly delineated
structure and status indicators, users always knew what
was happening and what was outstanding.

CONSULTATION INSIGHTS

Creste A New Client

About
Prudential -
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As part of our ongoing global partnership
Singapore worked together on a multitud

and business challenges across the Sout ’ F 2

— My Role

Overseeing the day to day wo
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BLOCK/ FREEZE CARD

Offering an intuitive interface to block and reissue
any lost and stolen cards, we worked together with
the Citi business team to translate complicated
business rules into an experience that is extremely
easy to follow. Ultimately translating an inherently
stressful situation into something that you no longer
have to worry about.
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TRUSTED IDENTITY

Designing a comprehensive user
interface that allows users to log
in by using biometric
authentication, including
fingerprint, voice, and facial
recognition.
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Get in touch:
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