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Career

Skill Highlight

Keve Cohen

Senior Associate @ PwC

Senior Associate/ UX Researcher | PwC | 2023— Present
Associate/ Analyst | PwC | 2021 — 2023
Design and Dev Intern | Sustaio | 2021

BS in Informatics | Indiana University - Bloomington | 2017 — 2021

UX Research Methods | User & stakeholder interviews < Usability testing «
Survey design & analysis * Journey mapping * Workshops & co-creation

Research Synthesis & Insights | Qualitative synthesis & insight generation
* LLM-assisted analysis ¢ Prioritization frameworks

Product & Strategy | Research planning * Requirements definition *
Roadmap development « KPI definition *+ Governance design

Tools & Platforms | Microsoft Office (PowerPoint, Excel, Word)  Figma *
Miro « Adobe XD * Google Forms « Jira * Trello » Dovetail « ChatGPT « Notion
Al

Communication & Stakeholder Mgmt. | Executive storytelling &
presentations ¢ Stakeholder management

Experience Highlights

Led UX research for a financial services contact center,
identifying workflow inefficiencies and shaping Al-enabled
future-state journeys across Agent Assist and Quality Management

Facilitated 40+ hours of workshops with operations, analytics,
and product teams, aligning on reporting needs and consolidating
100+ legacy reports into ~15 standardized outputs and 2 real-time

dashboards

Conducted stakeholder interviews and workflow mapping for
healthcare enrollment operations, uncovering ~20 operational
bottlenecks across the 834 file lifecycle

Designed personas and “art of the possible” future-state vision
for a new Al- and biometric-enabled healthcare facility, informed by
stakeholder research and cross-industry analysis

Executed a market research program for a transportation
software provider, using interviews and LLM-assisted synthesis to
deliver growth strategy recommendations adopted by leadership

Redesigned the Global Beatles Day website, simplifying it into a
single-page experience using Al-assisted content condensation to
improve clarity and usability




The Patient

Medical Facility

Aspirational Future

Describe clear aspirational future state experiences for patients, physicians, and staff that will

guide technology and operational decision making in client leadership o . - Journey Map
Challenge | Solution |
Aligning on the types of experiences to be created Interview 5-10 [Client] stakeholders and conduct
/ enabled at the client, where market-leading two working sessions to understand, at a high level,
capabilities are needed / desired, as well as aspirations for the client and desired aspects of the
understanding current tech partnerships / experience to be delivered

investments as well potential operational impacts

Personas/ Archetypes Journey Maps Tech/Ops Implications




Qualitative data from survey responses can be used to home in
on broader market perception Preliminary

. et can we take avay trom s

Transportation Software
Market Strategy

Provide recommendations to how an internationally successful transportation shipper/carrier
software can better position themselves in the North American market

| Solution |

The worth of a value map is determined by how it's applied,
whether to determine offering bundles, priority, etc.

pre

Survey/ Interview Qualitative and
Sentiment Analysis

Aligning internal stakeholders on an evidence Perform deep market research, conduct a survey
based set of recommendations and of 100 potential users, interview 10-15 potential
implementation roadmap for pricing and users, frequent SteerCos and workshops to align
packaging on finding and recommendation path with internal
Product Categorization: External analysis
stakeholder Customer Value valuation

Strate

Approach
Key Outputs The competition appears to have greater brand awareness in

North America Mon-Exhaustive
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Survey/ Interview Research Readout/
. Market Scan .
Analysis Recommendations

Market Scan
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Vieet the team  Proj

== —— Project Planning

YOUth Educatlon Market — —— WorhoFaciIitation

Expansion

Evaluate and identify three strategic geographies for expansion, balancing market viability with
alignment to the client’s mission-driven goals.

| Solution |

Developing a mission driven rationale for Perform analysis of 10 close competitors, conduct

Competitive
Analysis

geography selection, providing evidence based 5 internal/User Interviews, facilitate 2 workshops
support for success, and developing tiered aimed at aligning recommendations with enterprise
product offerings for new geographies mission

Stakehold reco ong foundational
emphasise the need to build strategic infrastructure to enable

Approach
 Kiokofi §  merviews J ws1 § PR § ws2 g
Analysis Search
Key Outputs In the initial workshop 3 markets were identified,

but a final cut of data revealed new targets

Workshop/ Interview
Outcomes

Interview / Workshop Research Readout/
Analysis Recommendations

Competitive Analysis
The Approach

Demographic Search
vvvvvvvv Outcomes
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Operations Enablement _caiiesinisare

Capabilities in this area

Create a technically and operationally feasible future state of contact center operations,
grounded in real world examples, for an Al enabled user experience

| Solution |

[}

Developing a set of current to future state user Conduct deep dive analysis on current state Al Powered Quality Management current state summary: Screening
flows for quality management operations and capability maturity, Al capability usage both in and ~

the top 8 call intents to demonstrate the Al out of indUSTfy, multiple working sessions for Al Powered Quality Management current state summary: Auditing
enabled process creation and validation of current and future state

Executive Readout of S e ] T
Internal Capability Maturity : S = ==

Approach
Research process workshops Development Sessions Readout

Quality Management Agent Assist Agent Assist Detailed Flow,

Key Outputs S i Current / Future State Validation &

Future State Executive Readout Materials

Process Flows

Al Capability Research Maturity Assessment
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