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The setting: Characters

• UX/UI Designer (me!) 

• Portfolio Director/Product Manager 

• Dev Team: Senior Engineering Lead, Front-end & Back-end Developers 

• Stakeholders: CEO, CTO, Operation Strategists 

• SME/User: General Managers, Operation Strategists



The setting: Manual processes

Every week, driver schedules are tediously made by hand based on the 
guess work of multiple people



The rising action: Discovery



The rising action: Discovery

Insights



The rising action: Discovery

1. As an Alto operations manager, I need a reliable and 
automated way to predict rideshare demand 

2. I then need a way to convert that demand to number 
of drivers on the road for a given time period 

Needs



The rising action: Discovery

Hypothesis

If an Ops. Manager has the ability to export a weekly AI-
generated schedule in 15 minutes or less, it will result in 
less wasted man hours for both operations and drivers.



The conflict: Who is our user?

General Manager  

“Boots on the ground”

Operations Strategist 

“HQ”

VS



The rising action: Build & test
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The rising action: Build & test
“Those metrics are not helpful” “That graph makes sense, 

matches the other reports we use”



The climax: Release (slowly) to markets



The falling action: Results

• Positive: Reduced schedule creation time from 20+ hrs to 1-2 hrs  

• Positive: Scheduling data now trackable  

• Negative: We picked the wrong user!



The falling action: Continued feedback



The conclusion: Learnings

• If your stakeholders are not aligned, there will be rework 

• Designing the right level of complexity for your user requires thorough 
discovery work 

• Designing for AI & machine learning requires careful strategy 



Thank you!




