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About the Project
ThingSpace Manage (TSM) is an online self-service portal where 
customers can track, monitor, provision and control the use of their 
IoT/M2M devices. 

They can provision devices (activate, deactivate, suspend, and 
resume service), monitor usage, track devices, troubleshoot 
connectivity, configure alerts, purchase SIMs, and much more.



Managed IoT
Connections

39.7M
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Generated

$318M
Customers
Interviewed

20

ThingSpace data



My Role
The entire user experience was redesigned to provide users with a 
stylish, modern look and feel. 

Beyond the new design, We wanted to take a outside-in-approah: 
forming relationships with customers to understand their goals, 
motivation and behavior.

Research Architecture Prototying User testingUX/UI



Research process
We involved real users in our design process 
to ensure the products we built meet their 
diverse use cases and needs

Boosts overall 
revenue and 
conversion 
rates

Reduces risk of 
building the
wrong things

Increases 
customer 
satisfaction



Provides a wll understood, clearly articulated 
customer problem including its context and the 
people involved.

Determines if the product/feature/design solves the 
intended customer problem.

Contextual
inquiry 

In-depth 
interviews 
with internal 
stakeholders

In-depth 
interviews 
with potential
users

User Journey
Mapping

Customer
surveys

Problem Validation Solution Validation

Usebility
Testing

Tree 
Testing 

Card 
Sorting

Design Studio
Workshop

First click
testing

Research methods



Problem Validation
Research

Solution Validation
Research

Identification

Investigation
Interviews
Insights

Discover

Analysis

Personas
Architecture
Prioritization

Ideation

Prototypes
Testing
Validation

Refinement

Integration
Review
Verification

Define Develop Deliver

Challenge SolutionOpportunity

The approach



What is your job role?

What is your title?

What is your salary range?

How is your job role measured?

Describe a typical day in your role. 

What skills are required. 

Role
What industry is your company in?

What size is your company?

Company

What are you responsible for?

What does it mean to be sucessful 
in your role?

Goals

What are biggest challenges?

Challenges

User Personas



Their business 
goals

How they use
ThingSpace

Devices they
manage

Application pain
points

Suggestions/
feature requests

1. Research + Interview

Categorize
common 
themes

Design low-fi
wireframes

Conduct A/B
testing

Validate design
decisions

Create high-fi
wireframes

2. Design + validate

Customer interviews

Customers:
Alarm, Coca Cola, Grundfos, Hughes, Kajeet, MachNetworks, Nightengale, Pod Systems, Premier Wireless Solutions, RevX 
Rhythmedix, Securecom, Solve Networks, UPS 



Learned about 
their business

Identified pain
points

Observed competitor
platforms

Got a clear 
understanding
about their 
use case

Observed and screen
recorded application 
users login and use 
ThingSpace

Recorded current customer feedback sessions on-site or via 
conference

How we captured feedback



Too many systems
to monitor and 
manage devices.

Want better use of
screen real estate 
more focus on
devices 

More transparency
when there are errors 
or inconsistencies.

Need more granular
details of devices
usage, connections 
and drops

Need faster page load,
task completion and 
report time

Pain points



I go to people I
trust to learn

Data-filter & more 
date

Create a virtual 
community

Be approachable
& empathetic

APIs/ location APIs/
geography

Self-serve 
diagnostics

Verizon partnership 
to assist in service, 

testing, and 
advertising

Show me other
use cases

Transparency and
flexibility in pricing

Send me a free sample 
during discussion

Health status visibility
macro/micro view

Only pay for what is used 
auto-rebalancing

Grow with me
paymentNo Contract Make it fast, easy, & 

customizable

Simpler billing
process

Send alerts

Learn Buy Get Use Pay Support Stay

Customer feedback
How to gather insights into customers’ behaviors, motivations, and 
goals to inform and strengthen product decisions.



Customer involvementand feedback 
make our products better

Design, prototype and validate with 
current and potential customers 

Better undertand the learn path - more 
robustre search through user testing.

Customers need to understand why 
Verizon IoT cellular connectivitity is 
valuable to their business.

Incorporate validation session design 
concepts into the application

What we learned





SAMPLE TABLE





Customization



Table view



Filter

Filter by account

Create templates Schedule reports

Filter by attributes




