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Stories & Experiences
‘Tell me about the last time...’ Sticky stack

Non-​obvious & Deep
‘What if...’, ‘Why specifically...’Choosing the Interview Group

Go back to the stakeholder map from the previous exercise. Choose one group — preferably users. Note who, why, and how many people.

External 
certification 

customer

business 
collegues

‘Faster Horse’

What users think they want — vs. what they really need? Sticky stack

Observation & Experience

What do we want to see live? What will we ask the interviewee to show or demonstrate?
Sticky stack

Hypotheses & Goals

What 
hypotheses do 
we have about 
the source of 
the problem?

What do 
we want 
to learn?

What would 
be useful to 

see or 
experience 
first-​hand?

Sticky stack

Sticky stack

lack of the 
accurate 

information 
between 
groups 

visible 
KPI/manual  

for the invoice
delivery 

how the 
business and 

customer 
communicating 
and expectation

what was the 
last time you 
had difficulty 

to obtain 
information？ 

how often 
these 

problem 
occur? 

What 
solutions 
have you 

tried

Where have 
you looked 

for 
information? 

What did you 
do if the 

information 
stuck in some 

place?

What if you 
didn't find 
ther the 

information ?

What 
specifically 
was hard to 
experience?

which channel 
would  you prefer

to receive the 
information 

from?

issue the 
invoice on 

time​​​​​​

regular 
reconciliation

for the AR 
statement 

Clearly project
information 

on the invoice

a common 
platform to 

make 
communication 

easy

KPI for 
invoice 
issuing 

A platform 
receive customer 

questions and 
business answers



Stories & Experiences
‘Tell me about the last time...’ Sticky stack

what was the 
last time you 
had difficulty 

to obtain 
information？ 

how often 
these 

problem 
occur? 

What 
solutions 
have you 

tried

Where have 
you looked 

for 
information? 



Non-​obvious & Deep
‘What if...’, ‘Why specifically...’

Sticky stack

What did you 
do if the 

information 
stuck in some 

place?

What if you 
didn't find 
ther the 

information ?

What 
specifically 
was hard to 
experience?

which channel 
would  you prefer

to receive the 
information 

from?



Choosing the Interview Group

Go back to the stakeholder map from the previous exercise. Choose one group — preferably users. Note who, why, and how many people.

External 
certification 
customer

business 
collegues



‘Faster Horse’

What users think they want — vs. what they really need? Sticky stack

issue the 
invoice on 

time​​​​​​

regular 
reconciliation

for the AR 
statement 

Clearly project
information 

on the invoice

a common 
platform to 

make 
communication 

easy



Observation & Experience

What do we want to see live? What will we ask the interviewee to show or demonstrate?
Sticky stack

KPI for 
invoice 
issuing 

A platform 
receive customer 

questions and 
business answers



Hypotheses & Goals

What 
hypotheses do 
we have about 
the source of 
the problem?

What do 
we want 
to learn?

What would 
be useful to 

see or 
experience 
first-​hand?

Sticky stack

lack of the 
accurate 

information 
between 
groups 

visible 
KPI/manual  

for the invoice
delivery 

how the 
business and 

customer 
communicating 
and expectation



Category & Conclusion

I find out 
about delays 

only when the
customer 

complains.

I check email, 
SAP and Excel 
before I know 

the invoice 
status.

I do not know 
if the invoice 
was created, 
approved or 

sent.

The invoice 
line is often 

hard to 
connect with 
the project.

I feel 
uncomfortable 

chasing payment 
without clear 

invoice status.

One invoice 
issue usually 

requires 
asking several

people.

Last week I 
spent an hour 
checking why 
an invoice was

missing.

The information 
exists, but not in 

one trusted place.

I often copy 
finance 

because I do 
not know who 

owns the issue.

Customers 
need a simple 
answer: what, 
when and why

to pay.

Email is fine if it 
includes project, 

amount, due date
and action.

A platform 
helps only if 

everyone sees
the same 

current status.

I need a clear 
next step, not 

an explanation 
of internal 
process.

Overdue 
amounts are 

confusing when 
one customer 

has many 
projects.

Invoice 
descriptions are
sometimes too 

generic for 
customers.

I check several
tools, but 

none gives 
the full 
picture.

This happens 
almost every 

month, 
especially 

near closing.

My own 
tracker gets

outdated 
quickly.

Simple customer 
questions often 
become internal 
investigations.

The portal 
does not 

explain why 
an invoice is 

missing.

I need to 
know before 
the customer 

becomes 
overdue.

Reminders 
sometimes arrive

before the 
customer 

understands the 
invoice.

A visible KPI 
would show 

delays before 
complaints 

appear.

The invoice 
should show 

project name, 
PO and contact 

person.

I need reliable
status, not 

another 
report.

The biggest 
barrier is 

access to the 
right systems.

When 
information is 

stuck, 
escalation is the

only option.

Weekly risk 
overview would
be better than 
many separate 

emails.

Corrections, 
missing PO or 
unclear project 

names make the 
process messy.

Success means 
seeing invoice 
sent, amount 
due, due date 

and delay reason.

There should 
be one clear 

owner for 
invoice 

clarification.

7 System/ technical problems - 
Insight: Process delays are caused by operational timing

2 Lack of transparency - 
Insight: Users don't know where the invoice is in the process. Users needs clear status

3 Lack of effective comunications -
 Insight: Need simple actionable information

4 Problems with collaboration - 
Insight: Responsibility is unclear, causing unnecessary collaboration and delays.

I spend time 
translating 

finance language 
for customers.

1 Lack of reliable tool - 
Insight: People waste time.

5 Lack of standard procedure - 
Insight: Define the process. It should be clear what the next steps are.

6 Lack of internal control - 
Insight: Teams want early warning instead of reacting after the fact



use the general 
mailbox to 

received invoice 
copy  reather 
than personal 

address

regular do 
reconciliations

to check the 
AR Open 

items 



1. Discovery 2. Request 3. Approval 4. Onboarding 5. Service Usage 6. Feedback

Touchpoints
Where and how the customer encounters you at this 
stage

Actions

What the customer is actively doing

Pain Points

Friction, frustration, and blockers in the customer's way

Insights

Patterns, conclusions, and opportunities to act on

Business 
colleagues 

Biling 
request

Local 
finance

SAP 
systerm public

Email  Reconciliation 
and reminder 

overdue
invoice 

waiting email 
confirm

business
submits 
request

check the 
status with 
business

local 
finance is 
creating 

the invoice

customer 
is waiting 

for 
followups

customer
received 
inovices

Receive and
validate 
invoice 
details

customer
pays the 
invoice

check 
the 

payment

questions
submit

payment
plan

Hard to 
find when 
the invoice 

come

Unclear
SLA

no 
visibility  couldn't 

know invoice
billing status

didn't 
receive the 

invoice

cannot 
payment since

information 
need confirm

don't know
who is the 
owner of 
the issue

Publish 
a 

tracker

visibility 
into service
completion

status check the
billing 

list 

Pre 
communication 
before invoice 

creation

Auto 
reminder 
with clear 

actions

clear 
explanations of 
overdue items 

and an easy path 
to resolution

Service completed
Biling Request  Invoice Creation Invoice delivery  payment 

management
dispute 

management

clarification 
for the  

invoice, detail 
projects 

AR 
team

business

confirm 
that the 

service is 
completed

customer is 
waiting for the 

submition

don't know
which 

project 
related

clear 
ownership 

of the 
issues

standardlized  
invoice 
format 

standardlized  
invoice 
delivery



Copy and paste here your HMW questions

Sticky stack

How make invoice 
information easier to 

understand without finance 
knowledge (invoice format)?

reco:

How might we make the invoicing 
process fast and self-​explanatory, so 

customers instantly know what is 
happening, what to do next and who 

to contact if needed?

100x reco:

How might we make it 
impossible for customers to feel 

lost during the invoicing process?

Chatbot assistent for users - 
answewring the questions. So the 
user can ask for example what is 

the status of the invoice?

Design a one-​
page visual 
guide with 
simplified 
graphics

A step - list - tool
A tool that is leading you step by step through the 

process. When the step is done you see it on the list.

putting 
emojiis to 
sticky note 

with an idea is
idea analysis :)

Users will be granted 
access to log in to the 

billing website. They can 
enter the project number 

to check the current 
invoicing status and 
download invoices 

independently.

End-​to-​End 
Invoice Journey 

Portal

Sending an Invoice status when 
there is a need of action.

(In step 5. sending an invice and 
payment reminder )

Smart 
Communication

and 
Notifications

AI leading 
Dashboard

Assign fixed AR specialist to each 
customer group, fully responsible 
for all timeline-​related inquiries: 
invoicing schedule, payment term 
adjustment, overdue payment 
consultation.

When sending invoices via 
email, embed the link for 

checking invoice details within 
the email body. Also include 
contact information in the 

message, so customers can 
reach the designated contact 

directly if they have any 
inquiries.

SharePoint 
page

Design a one-​page 
visual guide with 

simplified graphics for 
customers. 

SHORT TERM 
SOLUTION:

Share Point Page 
with access to all

LONG TERM SOLUTION:

- AI lead website with an 
access to the systems to 
collect the data from SAP 

...

Invoice 
Confidence

Score

develop 
RPA to 

auto issue 
billing .

LONG TERM SOLUTION:

- AI lead website with an access to the systems to 
collect the data from SAP, with access for AR Team - in

some situation when they need human-​help.



User risk Priority bets

Low priority Nice-​to-​have improvements
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High

Low Impact on user experience High

Low

Assign fixed AR specialist to each 
customer group, fully responsible 
for all timeline-​related inquiries: 
invoicing schedule, payment term 
adjustment, overdue payment 
consultation.

SharePoint 
page Design a one-​page 

visual guide with 
simplified graphics for 

customers. 

Users will be granted 
access to log in to the 

billing website. They can 
enter the project number 

to check the current 
invoicing status and 
download invoices 

independently.

End-​to-​End 
Invoice Journey 

Portal

develop 
RPA to 

auto issue 
billing .

When sending invoices via 
email, embed the link for 

checking invoice details within 
the email body. Also include 
contact information in the 

message, so customers can 
reach the designated contact 

directly if they have any 
inquiries.

Smart 
Communication

and 
Notifications

A step - list - tool
A tool that is leading you 
step by step through the 
process. When the step is 
done you see it on the list.

Chatbot assistent for users - 
answewring the questions. So the 
user can ask for example what is 

the status of the invoice?

AI leading 
Dashboard

Auto sending an Invoice status 
when there is a need of action.

(In step 5. sending an invice and 
payment reminder )

putting 
emojiis to 
sticky note 

with an idea is
idea analysis :)



How old 
invoices can 
we see on 

the website?

Who can 
access the

portal?

Clear

Where can I 
download the 

invoice?

NEED MORE 
VISIBLE 

INFORMATION.

Who can 
give me an
access to 

the portal?

Clear support 
info - no 

additional 
guidelines are 
necessary. It is 

intuitive

Quick access 
to billings and
documents in 

one place

Clear user 
friendly 

guidance Invoice by 
project / filters

it's a great 
advantage

No 
doubt

Can I get 
notification 
for unpaid 

INV before the
deadline?



Sticky stack

When sending invoices via 
email, embed the link for 

checking invoice details within 
the email body. Also include 
contact information in the 

message, so customers can 
reach the designated contact 

directly if they have any 
inquiries.

A 
clickable
mock-​up

Ask a specific group of users if it would be 
easier to check info on website or writing 
emails for info

If we grant the access to biling a website to users, we can reduce 50% email for 
information from customers. This will boost customer satisfaction and shorten 
the overall cycle time.

Build a clickable mock up site
Invite users to evaluate 

The volumes of e-​mails related to invoices 
information and contact reduce 50%，Customers 
are highly satisfied, and our cash collection cycle is 
shortened accordingly

and ask them 
whether they need 
to write an email 
with the question 

with additional 
information

Step 2 should be defined more precisely. A clickable mock-​up is not an MVP—​it is only a 
mock-​up. It can help test usability, content and clarity, but it will not verify the hypothesis 
that the solution reduces the number of emails by 50%. Users may say they would use it, 
but this does not prove that their actual behaviour will change.
To verify the hypothesis, the solution should be implemented in the simplest usable form. 
For example:

 Select 10 customers.
 Create a dedicated SharePoint page or Word document for each customer.
 Keep the information updated and include a link in relevant emails.
 Track whether and how often customers access the file.

My recommendation for the workshop is to create a reusable SharePoint page or Word 
document template. This will also help you define the key information customers need. You 
can analyse previous customer emails to identify the most common questions and 
determine what content should be included.

In Step 3, compare:
 the number of status-​related emails received from these 10 customers,
 the number received from 10 similar customers without access to the document,
 how often customers accessed the file,
 whether they found it helpful, based on a short interview or survey.

Success criterion: customers with access to the updated file send at least 50% fewer status-​
related emails than customers without access.
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High

Low

Impact on challenge goal and KPI

User value
check business relevance

Top priorities

Low priority Business value
check user relevance

High

HOW MIGH WE...

Sticky notes

Publish a 
service 
status  
tracker

visibility 
into service
completion

status

check the
billing 

list 

Pre 
communication 
before invoice 

creation

Auto 
reminder 
with clear 

actions

clear 
explanations of 
overdue items 

and an easy path 
to resolution

clear 
ownership 

of the 
issues

standardlized  
invoice 
format 

standardlized  
invoice 
delivery

How might we create a tool that 
shows the customer and the AR the
status of the invoice and what are 

the next steps ?

How might we establish a 
clear ownership framework 

to enable efficient 
communication for all raised 

concerns

How might we lead the customer 
through the process that he feels 

comfortable and knows well what is
happening?

How make invoice 
information easier to 

understand without finance 
knowledge (invoice format)?

How improve on-​
time invoice delivery 

from 76% to 90%

How to build 
good relationship
with customers 

How can we create a platform that 
helps customer to ask questions 
and easier found correct  person

How increase invoice 
transparency while 
improving business 

performance?

tool, platform - are 
suggesting solutions, 

this is better version ->

reco:

How might we make the invoicing 
process fast and self-​explanatory, so 

customers instantly know what is 
happening, what to do next and who 

to contact if needed?

100x reco:

How might we make it 
impossible for customers to feel 

lost during the invoicing process?



E-​MAIL TEMPLATE:

Dear Sir or Madam,

If you would like to check the status of 
your invoice, please use our invoice 
tracking tool:
https://tuv-​rheinland-​global-​
internal.com/customer-​portal/signin
Should you have any questions, please 
do not hesitate to contact us.

Kind regards,
AR Team

https://tuv-rheinland-global-internal.com/customer-portal/signin
https://tuv-rheinland-global-internal.com/customer-portal/signin








OR



E-​mail 
code to 
sign in










