
Case Study

Nathalie Rayter

Reimagining 
the Home 
Electronics 
CX

The content of this document is confidential and for personal portfolio purposes only. It may not be shared with other parties.



Project Relevance

Client: large, international consumer electronics 
company 



Context: consulting project to change the way 
the brand is perceived by and engages with its 
customers. 



Motivated by: shifting customer expectations 
and a competitive environment where 
experience is increasingly a key differentiator.



How: concurrent Brand + Experience work
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•



Context | Client services

Timeline | 4 Months

My Role | Service Designer

Laying the foundation for a compelling 
customer experience
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Background

A large international consumer 
electronics business hired my 
company to elevate their 
go-to-market strategy through 
brand and experience by 
addressing the unique and diverse 
needs of the U.S. consumer and 
positioning the client as a more 
relevant brand in people’s lives.


As a consulting team, we worked in 
two swimlanes: Brand, to develop a 
strategy for brand localization for 
the U.S. market, and Experience, to 
define a vision for the future state 
of the end-to-end customer 
experience. I worked as a service 
designer on the Experience team, 
but stayed closely aligned to the 
Brand team to drive efficiency in 
our research process and to ensure 
that our recommendations were 
digestible for the client.

Brand

Define the brand target 


Evolve the brand building blocks, 


Define the brand persona 


Prescribe the brand tonality

Define the current and future state 
customer journeys 


Design experience concepts and 
implementation roadmaps

Experience

Project Relevance
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Design + Innovation Process
This overview highlights the main activities of the Experience 
workstream over the course of the engagement.

Reviewed 30+ existing 
documents and 
synthesized research from 
client

Created a current state 
journey map and a 
visualization of the 
high-level, end-to-end 
customer journey

Created a future state 
journey map of a new 
end-to-end customer 
journey, as well as 
accompanying concepts 
and operational roadmaps

Created 5 design 
principles aligned to North 
Star vision and brand 
building blocks, drawing 
from synthesized insights 
and learnings

Diary study with 24 
participants around CX 
with client; 5 follow-up 
interviews included 
directed storytelling 
around purchase and 
support experiences

Interviews with 19 internal 
stakeholders around 
brand, current state 
consumer experience, 
competitors, and KPIs

CX audit indexed client’s 
physical and digital 
touchpoints against those 
of their key competitor, 
using heuristics and design 
principles

Quantitative study with 
3000 respondents 
validated key 
jobs-to-be-done and pain 
points; tested desirability 
of solutions
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Understand
In the early stages of the project, we introduced our 
client team to design research methodologies while 
working through initial ambiguity together.

Set the direction for the project by hosting a 
virtual, collaborative workshop with clients to 
surface hypotheses and spark creative insights.



Interviewed stakeholders across the client org 
(sales, marketing, customer care, loyalty, etc)to 
understand the different aspects of the current 
state customer journey.

•





•

Conducted qualitative research (diary study, 
in-depth interviews) and reviewed existing  
research from client.



Indexed best-in-class experiences from 
competitor and comparator brands for inspiration.



Translated disparate research findings into 
artifacts: detailed, linear current state journey 
map; a high-level, nonlinear visualization of the 
journey; and mini employee journeys.
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•
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Align on the right areas 
of focus 

Understand the current 
customer experience
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Define
We defined criteria to identify the most critical 
moments in the end-to-end customer experience. 
From customer priorities at each moment, we 
developed design principles in alignment with the 
Brand localization efforts.

Validated critical pain points and jobs to be done 
in quantitative study of 3000 respondents in 
brand’s targeted segments.



Identified opportunities that most ripe for change, 
painting an integrated story between qualitative 
and quantitative research.
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Worked in lockstep with Brand team to build 
develop a series of design principles that aligned 
with brand strategy and worked toward a unified 
North Star vision.



Developed specific “dos and don’ts” of each 
design principle to provide the client with a guide 
book that anyone in the organization could use.

•






•

Analyzed moments that 
matter

Synthesized design 
principles
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Plan
We used our design principles to envision a future 
state customer journey that would bring them to life 
alongside the Brand localization efforts by activating 
various concepts at the Moments that Matter in the 
journey cycle. 

Identified opportunities within each phase of the 
journey to apply the design principles and 
respond to current pain points.



Created an interactive future state journey map 
that considers key enablers and brand values 
across the journey.
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Designed concepts for each stage of the journey, 
validated by quantitative research, to enact the 
brand principles at each phase of the journey.



Created implementation roadmaps for each 
concept, considering people, processes, 
technology, and data enablers at play from MVP to 
an ideal state.
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•

Envisioned Future State 
Journey

Charted a Path to Bring 
it to Life
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Thank you!

Contact

nathalie.rayter@gmail.com

www.nathalierayter.com
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