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Overview

Verizon Up is the loyalty program at Verizon. As the new lead product 
designer on the Loyalty Design Team this was my first project.  

A few months into my new roll, I really was taking the bull by the horns, 
not only learning the rewards system, but also meeting and working 

with new partners, learning about the back-end systems, and working 
with our external partner Live Nation / TicketMaster, while the 

Covid-19 pandemic was raging on in the background.



Objective

My personal goals

Build a core experience for a new offering  
to all Verizon customer enrolled 

 in Verizon Up, the loyalty program.

Position the Loyalty Design team as a strategic partner
Create, apply and teach a design process to a fairly new design team

Showcase Human Centered Design process  
and deliver a great experience



My Role

Core Design Team

Internal Team Stakeholders

External Team

Extended Design Team

Project Lead + Lead Product Designer

Erin Newby,  
Senior Experience Designer

Austin Adams,  
Content Strategist

Andres Quesada,  
Design Senior Manager

Jeff Kornett,  
Experience Manger

Sumalatha Jargala, 
 Development Manager

Angie Klein,  
VP of Consumer Segment Margeting 

Julia Russell,  
Director Verizon Up Loyalty program

Erin Robinson,  
TicketMaster Product Manager

Jacob Kim,  
Visual Designer

Lindsay Birch,  
Lead Experience Designer

Jeanne Caso,  
Head of Loyalty Strategy

Leslie Aybar,  
Brand + Communications Manager

Rebecca Hennings,  
General Counsel



My Responsibilities

Lead project from discovery, 
develop, define, and deliver

Partner with research partner to 
create research roadmap and plan 

Translate customer, business, and 
technology requirements into design 

decision and rationale

Lead research of competitive and 
comparative experiences

Mentor and manage design team Partner with Experience Manager 
to understand business goals  

and objectives



I started by gathering as much information as possible, including the  
business requirements, the internal and external teams involved,  
and launch date. I did this all the way before the project was even  

handed to the design team. 

Why? 
Well, my time at Verizon has shown that there is no set process and 

before moving into this new team, I interviewed former and existing 
team members to learn about their pain-points working on the 

VerizonUp product. My mission was two fold, to create an outstanding 
customer experience that was infused by the human centered design 

process, both a new concept to our partners and stakeholders.

My strategy was to include every partner and stakeholder in the process, 
making them collaborators and giving them shared ownership of the 

experience. We kicked off the project and I set expectations through a 
cadence of design check-in meetings at the end of each design phase.



Examples of Design Roadmap

Examples of Outstanding Questions for Internal Team 



Examples of Assumptions and Outstanding Items

Examples of Internal Impact Consideration



We kicked off two tasks, one was auditing comparative and competitive 
experiences and the other was interviews with our customers who  

had experiences with pre-sale purchases. All partners were invited and 
attended these interviews. 

Interesting fact, these interviews were held in March 2020 so we included 
a question about concert-going during the Covid-19 pandemic. 

We gathered all the results from the audit and the interviews, analyzed 
and presented this back to our partners. This allowed us to have a 

discussion and create alignment and set expectations.

Discovery



Examples of Competitive and Comparative  Audits

Examples of Competitive and Comparative  Audits



Examples of Interview Analysis 

Examples of Interview Analysis 



I then facilitated two ideations sessions.  

The first was with my  
entire design design team, which included the core team I lead and  
my colleagues working on their own track of work. This resulted in  

several ideas I divided into MVP and future state.  

I used these foundational ideas to lead another ideation session over 
two meetings with our partners. This allowed me to have a very focused 
ideation session as well as streamline our process and it resulted in core 

experience design requirements.

Develop



Examples of Internal Design Brainstorm

Examples of Internal Design Brainstorm



Examples of Stakeholder Check-in Deck

Examples of Stakeholder Ideation Session Deck



We took the results of the ideation sessions and split them into 
 two completely different concepts. This allowed us to contrast different 

points of view but also rate the value of individual features. We 
presented both concepts to our development partners to make sure we 

worked out any functionality issues. 

Both concepts were then tested for both validation of concept and light 
usability. The results showed that customers had strong preferences for 

different features from each concept. 

We then presented the results of the concept test and created a proposal 
for the final concept. I presented the final concept to our partners, the 
stakeholders, Live Nation/TicketMaster, and legal. Surprising to say, 

but every part of our experience was approved.  
We met our customers expectations and our business partners.

Define



Concept 1 Concept 2

Examples of InVision Prototype

Examples of Concept Presentation to Stakeholders

https://verizontotalexp.invisionapp.com/share/C9EGMGWSTPX#/screens/263913945_Apollo_-_Cover_1
https://verizontotalexp.invisionapp.com/share/MWEGMGY6Y7H#/screens/263913957_Apollo_-_Cover_2


Examples of Stakeholder Check-in Deck

Examples of Concept Test Analysis



We tied up our concepts and then I created a hand-off document for 
our development team. This included a link to our InVision prototype, 

access to our content strategy deck, and a breakdown of each individual 
screen by component as some were brand new to our Design System.

Deliver





Originally set to launch July 21st 2020, today, the project is in  
the last stages of being built. We are currently doing VQA  

(ask me about the VQA process I created and developed at Verizon)  
and when the project is finished it will only launch in the dark due 

 to the current national pandemic.

As of Mid-July 2020

Final Prototype

https://verizontotalexp.invisionapp.com/share/6GEGN6SBXYV#/screens/263919043_Apollo_-_Cover_1


Thank you!


