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Stay-at-home Mother

Married With 1 Child

“My partner takes care of all my car stuff, I’ll ask 
him.” - Cindy

32 Years Old

Pixel 6 Jelly Bean 21 78%

45% 19% 11%

Dell XPS 13 Windows 8 22%

Art History Capilano University

Moderate Technical Aptitude

$40K-45K (Until Materity Leave)

Burnaby BC, Canada

persona 1

Cindy is a proud mother of a 2 year old who likes to spend her free time doing DIY crafts and 
painting. She often cooks while watching youtube on her Roku TV. Weekends are mostly spent at 
the park with her family. She cares about her community and was an avid volunteer up until her 
maternity leave. 

Movies/Film 
Community Volunteering
Painting/Drawing/DIY 
Photography
Food Shows 
Philosophy
Dance

Intuitive to navigate on     
first viewing to documen-
tation and warranty sec-
tions on a mobile device 
under slightly stressful 
circumstances. Also needs 
to look credible.

Family/Peers
Credibility
Convenience
Cost
Internet
Social Media

Child Care
Clean/Cook
Running Errands
Watch TV/Youtube
Self Care
Dance

• Spend less time running  
   errands (More with family)
• Spend less money (Save  
   for home)
• Live balanced life
• Grow family
 

• Dislikes decision making
   (Likes less options)
• High costs
• Dislikes petrol products
   (Choose green alterna-      
   tives if possible)

7% 3%25%

interests

biographystatistics

favorite brands

personalitycindy soo

needschannels

motivations

activities

goals

frustrations

mother/former barista



user journey map 1 cindy soo
user scenario goals & expectations

before work

doing
thinking

feeling

aftermorning workday afternoon workday

Cindy is a stay-at-home mom who has made arrangements 
for a babysitter so that she can take her car in for a regular 
service.

Cindy speaks to the service 
advisor as she drops off her 
keys for regular service.

Cindy speaks to the advisor 
about extra recommended 
services.

Cindy speaks to the advisor 
about extra recommended 
service.

Cindy researchs the recom-
mended services and brands 
on her mobile phone.

As Cindy is waits for service 
in the waiting room she 
texts her partner.

Cindy texts her partner as 
she is leaving the service
garage.

Cindy is a busy mom who juggles many duties. Her goal is to 
get her regular service done with as low as costs as possible 
while spending the least amount of time as possible so she 
can get back to her child. She expects some unforseen costs.

• Remember to ask  
    about costs.
• Remember to ask  
    about warranty.
• I hope everything is  
    okay with babysitter.
• Don’t forget to text  
    partner after.

• I hope there isn’t any  
    unforseen costs.
• Remember to ask  
    about warranties.
• I hope everything is  
    okay with babysitter.
• I hope partner after.

• I should google these  
    brands and fact check  
    these services.
• If the website isn’t nice  
    it’s probably not a 
    ethical company.
• I hope I won’t have to  
    make another trip.

• I knew there was going  
    to be more costs.
• Remember to ask  
    about warranties incl.
• I hope everything is  
    okay with babysitter.

• Cindy confirms costs  
    and warranties with  
    service advisor.
• Remember to ask  
    about costs.
• I hope everything is  
    okay with babysitter.

• Reassure my partner  
   that everything was  
   completed without  
   requiring an extra trip.
• Inform partner about  
    warranties included  
    and research was done.

• Feeling anxious about   
    about costs.
• Nervous about state  
    of child in day-care.
• Worried about rising  
    living costs.

• Feeling better about   
    taking her car in and  
    getting out of the  
    house for a change.
• Reassured after she  
    texts her partner.
• A little bored flipping  
    through her phone.

• Feeling good about   
    about doing research.
• Less nervous and more  
    informed.
• Assurance of product  
   quality due to quality
   of website and web  
   documentation.

• Feeling anxious about  
    high costs.
• Nervous about state  
    of child in day-care.
• Dislikes decision  
    making but also    
    being seen as bad at  
    decision making.

• Feeling informed and  
    reassured with recom-  
    mended service.
• Nervous about state  
    of child in day-care.

• Feels relieved and  
    accomplished she has  
    completed the service.
• Relieved she doesn’t  
    need to come back for  
    any additional service.
• Feels very little buyers  
    remorse.



/
Service Manager

Married With 2 Children

“I’m going to need you to sign these Safety Minutes 
in different pens.” - Andy

39 Years Old

IPhone 13 IOS 15.5 91%

73%  6%  6%

MacOS Monterey 12.4 9%

Masters of Business Administration

High Technical Aptitude

$85K-120K

Surrey BC, Canada

persona 2

Andy is a service manager working with the Narrow Road Group Since 2004, he likes to keep 
fit and has a high technical aptitude. He is responsible for insuring top customer service and all 
safety protocals are followed. Andy spends his time dealing with negative customer feedback 
and looking over sales reports. He spends his free time working out and online gaming.

Jogging/Bouldering
Health/Fitness
Sports (Hockey/Football) 
Mixed Martial Arts
Online/Console Gaming
Kraft Beer/Food
Sports Betting

A reliable supply chain 
with a trustworthy warranty 
wrapped in an easily market-
able package.  
Documentation and forms 
easily accesible on mobile 
device as he is often mobile.

Sales Figures
Customer Feedback 
Board Members
Safety of Staff/Customers 
Credibility /Reliability
Warranty
Marketability

• Supervising staff
• Solving serivce issues
• Solving logistical issues
• Reviewing and solving  
   customer related issues
• Review and record safe- 
   ty minutes

• Increase sales 
• Increase customer 
   satifaction
• Decrease work-load
• Decrease documentation  
   time
• Get a promotion

• Bad supply causing negative    
   customer feedback
• Disliked old label styling
   (Difficult marketing/less sales)
• Difficult finding old sds 
   (High documentation time)
• Switching suppliers 1%14%

interests

biographystatistics

favorite brands

personalityandy salo

needschannels

motivations

activities

goals

frustrations

service manager



user journey map 2 andy salo
user scenario goals & expectations

before work

doing
thinking

feeling

aftermorning workday afternoon workday

Andy is starting his typical day as Service Manager; reviewing 
his email he receives a negative customer feedback notifica-
tion on his phone and investigates.

Andy recieves an email 
notification of a negative
customer feedback left.

Andy calls around and 
compiles a list of brands and 
suppliers.

Andy prepares notes and 
emails his boss Char about 
possible solutions.

Andy googles, researches 
and makes notes on each 
chemical brand and supplier.

Andy finds out a delay from 
suppliers has caused the 
delays in service.

Andy calls CEO Char to try 
to get approval before Char 
leaves for the day.

Andy is busy and juggles many duties. His goal fix the service 
issue and to prevent it from happening in the future.
He suspects a possible supply issue due to past experiences.

• Another automated  
   negative feedback  
   notification. Mondays.
• Wonder if related to  
    recent supply issue.
• Hopes to curb slump 
    ing service sales.

• I knew that the sup- 
    ply issue might caus  
    service issues.
• I should have dealt  
   with the supply issue       
   earlier.
• Negative feedback is  
    bad for sales.

• The more marketable  
    the brand; the better.
• If the website isn’t nice  
    it’s probably not a 
    reliable company.
• Some of these compa- 
    nies have bonuses. I  
    love free stuff.

• I should google and vet  
   all these brands.
• Remember to ask  
   about warranties and  
   bulk pricing.
• Confirm new sup- 
    plier can meet supply  
    demands.

• The best products   
   should have the best  
   documentation.
• Best documentation  
   is found on the best  
   company websites.  
• Best products should  
   reside on best websites.

• I hope I can get approv  
   al before our CEO Char  
   leaves for day.    
• Inform Char about  
    warranties included  
    and research was done.

• Feels anxious about   
    possibly dealing with    
    CEO over negative    
    feedback.
• Nervous about current  
    supply chain issues.

• Angry that supply    
   issues caused nega  
   tive customer  feed- 
   back causing more   
   problems.
• Like he let his team  
   down not dealing with  
   issue earlier.

• Feeling good about   
    about doing research.
• Less nervous and more  
    informed.
• Assurance of product  
   quality due to quality
   of website and web  
   documentation.

• Feeling good about  
    vetting new brands.
• Feeling overwelmed  
    with information.
• Exausted dealing eith  
    supply issue. 
• Make sure new brand  
   is not like old supplier.

• Feeling informed and  
    reassured.
• Eager to fix current and  
    future supply issues.
• Nervous about possible  
    push-back.
    

• Feels relieved and  
    accomplished Andy has  
    sent up the paperwork  
    for approval.
• Relieved he was able to  
   speak to his boss and it  
   went well.



Chief Executive Officer

Married With 4 Children

“One never finds the time, they must make it.”
“What a privilege it is to be alive.” - Char

48 Years Old

IPhone 13 IOS 15.3 88%

88% 2% 2%

MacOS Big Sur 11.6 12%

Masters of Business Administration

High Technical Aptitude

$500K-750K

Vancouver BC, Canada

persona 3

In 1997 Char took over as CEO of Narrow Road Group. He likes to spend his weekends sailing 
his vintage yacht or on his beachfront property with his many neices. He is often seen on his 
phone browsing Amazon for the latest tech gifts for his many family members. He is a stakehold-
er in multiple ventures and his favourite book is the Meditations of Marcus Aurelius.

Climbing/Hiking
Sailing/Boating/Fishing
Auto Racing/Formula 1 
Fine Wines/Spirit
Photography/Film
Magazines/Books
Mineral Recources/Mining

Reliable Supply Chain 
Trustworthy Warranty
Marketable Appearance 
Intuitive Interface
Responsive Design
High Speeds

Sales Figures
Customer Retention
Board Members
Staff
Magazines/Books
Marketability
Brand Recognition

• Reviewing Sales Figures
• Reviewing meeting  
   briefs and notes
• Meetings
• Reviewing and approv- 
   ing marketing material
• Emails

• Increase sales
• Increase positive feedback
• Customer retention
• Decrease work-load
• New exotic car
• Early retirement

• Negative customer feedback
• Dislikes having to fix supply  
   issues
• Slumping sales figures
• Staff incompetence

8%

interests

biographystatistics

favorite brands

personalitychar man

needschannels

motivations

activities

goals

frustrations

chief executive officer



user journey map 3 char man
user scenario goals & expectations

before work

doing
thinking

feeling

aftermorning workday afternoon workday

Char receives an email notification on his phone and inves-
tigates and is frustrated with supply issues that is affecting is 
business. He is ready to move to a new supplier.

Char recieves an notification 
of an email from his service 
manager Andy.

Char diligently looks through 
the web links provided and 
googles the brands.

Char completes credit appli-
cation and sends to Andy via 
email.

Char compares best per-
cieved-value brands.

Char calls to find a supply
delay has caused negative 
feedback.

Char calls Andy to give his 
approval for a supplier 
change on evaluation.

Char’s goal is to get to the root of issue and to prevent it from 
happening in the future as fast as possible. He is ready and 
willing to change suppliers to keep his customers happy.

   

   

• Wonder if issue can be  
    resolved by end of day.
• Hopes it’s not about  
    negative feedback.

• I wish we had dealt  
   with the supply issue       
   earlier.
• Negative feedback is  
    bad for sales.
• This should have  
   been taken care of   
   already by Andy.

• If the documentation  
    is bad the product is  
    probably also.
• If the website isn’t nice  
    it’s probably not a 
    reliable company.
• The more marketable  
    the brand; the better.

• I should diligently vet  
    these brands.   
• I’ll list percieved quality  
    based on documenta- 
    tion and website.
• I’ll list best percieved  
   value based percieved     
   quality and warranty.

• No past issues with  
    newer brand.
• Should get this prob- 
    lem fixed ASAP 
• Looks good to sup 
    port a fellow Canadian  
    company.

• Chat with Andy about  
    warranties included  
    and research was done.
• We get a lot of prom- 
    ises that oftem fall  
    short so we should try  
    an evaluation period.

•  Tired after his morning  
    meetings.
• Apprehensive about  
   email notification from  
   Andy.

• Angry that Andy let  
   supply issues cause  
   negative feedback
• Dissapointed in his    
    service team’s lack of  
    action causing nega 
    tive feedback.
• Exhausted.

• Less nervous and more  
    informed.
• Assurance of product  
   quality due to quality
   of website and web  
   documentation.

• Feeling good about  
    vetting new brands  
    with a systematic  
    logical approach.
• Feeling good about  
    fixing supply issue.
• Disappointment in staff  
    disappointing.

• Eager to go home.
• Eager to fix current and  
    future supply issues.

• Feels relieved he found  
    a supplier that met his  
    requirements.
• Relieved he was able to  
    help his team on short  
    notice.
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• Cindy passing the time as she waits for her regular  
   service to be done on her car.
• Her partner usually takes her car in and is much      
   more knowlegable about cars.

• Cindy googles TerraMotus and is happy to easily      
   find and navigate the homepage.
• Navigating pages she is impressed with the      
   documentation and warranty available.

• Cindy is called up to the desk and given and      
    estimate for some recommended service.
• She has not heard of the brand of the chemicals      
   company before.

• Cindy is convinced the products look world class      
   due to documentation and webdesign.
• Impressed; Cindy has the idea to do the services   
   right away to save a trip back!

• Cindy suprised with the costs and wonder if she       
   should call her overworked partner.
• She decides to be independent and research the     
   service on her phone instead.

• Cindy is on her way and is excited to her partner      
   that everything is taken care of!
• She is singing her favorite song on her way to      
   day-care with very little buyers remorse.

narrow road group service waiting room

Cindy’s smartphone

counter at narrow road group

service waiting room

service waiting room

cindy drives home

cindy takes car in for service
user scenario  1 user story 1 cindy soo

persona 1



service & supply issues with andy

• Andy is having his morning coffee about to begin     
   his emails at Narrow Road Group.
• Andy recieves an automated email that  a negative   
   customer review was left.

• Andy visits each supplier webpage and notes the      
   most professional looking.
• Andy is the Safety Officer Andy remembers to      
   check the warranty and SDS documents.

• Andy investigates and found a delay from      
   suppliers has caused the delays in service.
• Andy is angry no one contacted him before the      
   supply issue causing negative feedback.

• Andy notes TerraMotus has best documentation      
   and is impressed with the design.
• Andy prepares notes and account application;      
   forwards for approval.

• Andy calls every sales person who has ever         
   contacted him requesting price and specs.
• Overwhelmed Andy records notes and googles      
   each of the chemical brands.

• Andy wants to catch Char before he leaves work so  
   calls him to explain the situation.
• Andy walks Char through some notes and is given  
   the approval to switch suppliers.

user scenario 2 user story 2 andy salo

persona 2

narrow road group head office

andy’s laptop

andy’s desk at narrow road group

andy’s laptop

andy’s desk

narrow road group head office



• Char just finished his second round of meetings at  
    Narrow Road Group.
• Char decides to check emails before he leaves for      
    the day when he recieves a call.

• He lists percieved-quality based on warranty, docu- 
   mentation and website-quality.
• He then compares prices with percieved-quality to  
   determine best-percieved-value.   

• Char is told; delays by chemical suppliers has      
   caused negative customer feedback.
• He is sent a curated list of top suppliers and forms  
   by Andy the Service Manager.

• Char vets best-percieved-value suppliers and is      
    impressed with a Canadian company.
• Char notes having no past issues with newer brand  
   decides to take a chance.

• Char is eager to keep his customers happy and      
    looks through the web links provided.
• Diligently Char researches each chemical supplier’s  
   warranty and documentation.

• Char eager fix the issue and leave the office 
    approves the online credit application form.
• Char calls Andy back giving him approval to        
    switch suppliers on a evaluation-period.

narrow road group head office

char’s laptop

char’s desk at narrow road group

char’s laptop

char’s desk

char’s desk at narrow road group

big calculated moves with char
user scenario 3 user story 3 char man

persona 3
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Your Company

Your Company

Your Company competitor 1

https://www.terraclean.net/https://terramotus.com/
solutions inc.

terramotus 

competitor 2

https://wynnsusa.com/

competitor 3

https://www.bgprod.com/

Industry/
Product & Services

Automotive 
Chemical Sales 

& Service

Automotive 
Chemical Sales 

& Service

Automotive 
Chemical Sales

Automotive 
Chemical Sales 

& Service
Search Engine 
Ranking

Google Page Speed 
Rating

75% Desktop
25% Mobile

86% Desktop
25% Mobile

66% Desktop
27% Mobile

56% Desktop
31% Mobile

Web Design/Documen-
tation/ Information 
Architecture
Packaging Design/ 
Marketing Material

Target Audience Automotive Ser-
vice Customer/
Retailer/Service

Automotive Ser-
vice Customer/
Retailer/Service

Customer/
Retailer

Customer/
Retailer

Marketing Strategy Email/Phone/
Rewards/Web-
site/Social/Blog

Email/Phone/
Rewards/Web-

site/Social

Email/Phone/
Website/Social/

Blog

Email/Phone/
Rewards/Web-
site/Social/Blog

Customer Satisfaction/
Brand Recognition/
Reputation
Weaknesses Design/

Reputation/
Mobile Speeds

Lack of 
Reputation/ 

Mobile Speeds

Average Desk-
top/Mobile 

Speeds

Desktop 
Speeds/Lack of 

Reputation
Advantages NoneDesign/

Information 
Architecture

Reputation/
Brand Recogni-

tion

Mobile Speeds/
Information 
Architecture
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user flow cindy soo
scenario

scenario 1 scenario 2

goals & expectations
Cindy just received an estimate with her regular service of 
some required maintenance. She pulls out her smartphone to 
research the brand and services being offered.

Cindy uses google to research the 
brand name and webpage for the 
recommended service.

Cindy sees QR code included 
with quote and scans to land di-
rectly on recommended service.

Check if the services seem legitimate for the mileage of the 
vehicle. Check to see if the company seems reputable. She 
suspects good design/documentation an indicator of quality 
and reliability of product/brand.

persona 1

start start

warranty

technical

tab

data tabhome page cooling products tmxx product

clicks

google scan qr code

explores

clicks tab

clicks tab

explores

explores

explo
res

clicks clicks tab

products

engine products
finish



exploresexplores

brake products

explores explores

user flow andy salo
scenario

scenario 1 scenario 2

goals & expectations
Andy has to vet possible suppliers and lists marketing mate-
rial, brand names and links to research the repoutation and 
inherent reliability of companies for his boss to approve.

Andy googles the brand name 
and starts exploring the home 
page.

Andy clicks on links included with 
marketing material and lands di-
rectly on recommended service.

Andy’s goal is to check vet reputation and legitimacy of a new 
supplier. He expects good documentation to be an indicator 
of quality. He expects a good reputable company can affotrd 
great web design and information architecture.

persona 2

start start

warranty

warranty

technical

tab 2

tab 1

data tabhome page engine products tmxx product

clicks

google clicks hyperlink

explores

explores

clicks tab

clicks tab

explores

clicks tab

clicks tab

products

protection

about

finish

finish



explores

explores

explores

explores

explores

explores

explores

explores

brake products

diesel products

trans products

user flow char man
scenario

scenario 1 scenario 2

goals & expectations
Char has received a curated list of marketing material and 
links of possible replacement suppliers and brands.

Char googles the brand name 
and starts exploring the home 
page.

Char clicks on links included with 
marketing material and lands di-
rectly on recommended service.

Chars goal is to dilignetly check legitimacy of a new supplier. 
He expects good documentation to be an indicator of quality. 
He expects a good reputable company can affotrd great web 
design and information architecture.

persona 3

start start

warranty

technical

tab 2

data tabhome page engine products tmxx product

clicks

google clicks hyperlink

explores

explores

clicks tab

explores

explores

explores

clicks tab

clicks tab

products

about

warranty

finish



s
e
c

t
i
o

n
 

s
e
c

t
i
o

n
 
33
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Illustration of pages to be indexed.
sitemap

A site map is a model of a website’s content designed to help both users and search engines navigate the site. A site map can be a hierarchical 
list of pages (with links) organized by topic, an organization chart, or an XML document that provides instructions to search engine crawl bots.

site map
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menu design/information architecture

lo-fidelity prototype/wireframe

desktop lo-fidelity prototype

mobile lo-fidelity prototype

skeleton
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Low-Fidelity Prototype 1-9
Wire-frames

Information Architecture
Interaction Design

Low-Fidelity Prototype 1-12
Wire-frames

Information Architecture
Interaction Design

1

2
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The IxDF design system is the standardized style-guide system popularized by the 
Interaction Design Foundation (IxDF) the world’s largest online UX design school. 
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home page

products page

mobile

desktop

Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo 
consequat. Duis aute irure dolor in reprehenderit in voluptate velit esse cillum dolore eu fugiat nulla 

pariatur. Quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo consequat.

Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo 
consequat. Duis aute irure dolor in reprehenderit in voluptate velit esse cillum dolore eu fugiat nulla 

pariatur. Quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo consequat.
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Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo 
consequat. Duis aute irure dolor in reprehenderit in voluptate velit esse cillum dolore eu fugiat nulla 

pariatur. Quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo consequat.
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Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo 
consequat. Duis aute irure dolor in reprehenderit in voluptate velit esse cillum dolore eu fugiat nulla.
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Ut enim ad minim veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea commodo 
consequat. Duis aute irure dolor in reprehenderit in voluptate velit esse cillum.

Copyright © 2020
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scenario

notes

Clicks hypelink included with marketing 
material to land on apps login. Some 
pages only available to special users.

Alternative to approved products page chosen for easy 
navigation. Click product link to highlight model of com-
ponent. app login page to have 3d car rotate per frame.
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logo design-wordmarkslogo design-wordmarks

originaloriginal version 1version 1 version 2version 2 final versionfinal version

mobile

logo

motto

wordmark

desktop

Company motto or tagline as provided by TerraMotus Solutions Inc.

Wordmark created by combining custom font with three circles from updated logo.

Flat style redesign of logo requested incorporating brand and switching from north america to global appearance. 
Clean and neutral with great readability. Custom wordmark and tagline was provided and requested be kept same.
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design system- typographydesign system- typography

mobile

desktop

This IxDF design system/style-guide uses 3 type faces: Bebas Neue,  Avenir Next and Arial.

Clean and neutral magazine like headers font. Great readability and legibility from afar. Attention grabbing.
source:  https://www.dafont.com/bebas-neutral

Clean and neutral with great readability for body and paragraphs.
source:  https://www.dafontfree.io/avenir-next-font/

Neutral with great readability. Familiar and official looking often used in many labels and official documents. 
Great for graphs and labels with many different weights.
source:  https://freefontsfamily.com/arial-font-family-free-download/

fonts

bebas neue 
Avenir Next Avenir Next

Arial Bold Arial Regular

font system

Typography helps create a tone of voice for the platform 
and brand. Concensus of typefaces and scales create a 
sense of cohesion and harmony among interfaces.

typography
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design system- coloursdesign system- colours

mobile

desktop

colours
neutrals

colours

Neutral 1
#FFFFFF

Colour 1
#435E1C

Colour 2
#7A9C61

Neutral 2
#A1A1A1

Colour 3
#A1AE8D

Neutral 3
#58585A

Neutral 4
#404041

Neutral 5
#000000
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design system- iconagraphydesign system- iconagraphy

mobile

desktop

Icons are used in conjunction with typography to compliment actions and create hierarchy. Appropriate use of icons will allow for users to 
quickly understand and to navigate through pages to intended destination.  Client requested neutral colours when not in use and pastel 
coloured when highlighted so two versions were created and combined to create desired hover effect with css.

icon librarynormal highlighted

A preloader is what some might call a loading screen; the very first part of the UI you see while 
waiting for a website or application to load. Lets visitors know that the website hasn’t crashed, it’s 
just processing; reducing bounce rate. A custom coloured animated preloader based on the green 
dots was created for project.

preloader preloader

icon library
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