Card #3 -

Problem — what s visiole today?

Business consequences —why doss i matter?

. and AR
instesaof collcing payments
Main users affected by the problem
+ Extorl cortfication customers
Business colleagues.
Localfnance teams

Whatis expected from th toam?

Important kP for th business

Baselne: 75% of invoics e davered on e

Torget:20% of wich means an




Map for your

Use your challenge card and list all people or groups connected with the process.
Place them on the map based on:

Interest — how much they care about the problem or are affected by it.
Influence — how much they can affect the process, decision or implementation.

Map four groups:

e High interest/ high influence
Key stakeholders. Talk to them early and involve them closely.
e High interest / low influence
Main users or affected groups. Important for empathy interviews.
e Low interest/ high influence
Potential blockers or decision-makers. They may not feel the problem, but
can stop or enable change.
e Low interest/low influence
People to monitor. They may be less important for interviews now.

Output

Select 2-3 people or groups you would interview first in the empathy phase.

Sticky notes
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TASK - DESIGN AN INTERVIEW

EXAMPLE QUESTIONS.
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HOW TO CONDUCT A INTERVIEW?
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Choosing the Interview Group.

Stories & Experiences

Hypotheses & Goals
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Non-obvious & Deep.

o = =
wityou
i pirat soechaly
=) oern R
P momaion? o
=

N
v W e o
—
i e
o =N Bioy =
F= dnicky S ey =
Information ? occur? tried information?
P
o
resoeelioton
(7 ormem P
statement plttormto
=
issue the communication
(e

Hme. Clearly project
information

ontheinvoice

Observation & Experience

KPI for Apltorm
invoice i
nvoe Wl o
Issuing



Stories & Experiences

‘Tell me about the last time...’

what was the how often
last tlmg you these
had difficulty bl

to obtain prele s

information ? occur?

What
solutions
have you

tried

Where have
you looked
for
information?

Sticky stack



Non-obvious & Deep Sticky stack
‘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.

s
e business
certification
—— collegues
-




‘Faster Horse’

Sticky stack

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




Observation & Experience

Sticky stack

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




Hypotheses & Goals

Sticky stack




Category & Conclusion
DEFINE: AFFINITY MAP INSTRUCTION
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[I Lack of reliable tool -

nsight: People waste time.
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[ Lack of transparency -
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Insight: Responsibility is unclear, causing unnecessary collaboration and delays.
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5 Lack of standard procedure -
nsight: Define the process. It should be clear what the next steps are.
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TASK -~ HOMEWORK FOR EVERYONE

‘Conduct one simple and shortinterviow.

‘Gontact a person from the selected group.

2. Explain that you are participating in a training and need real
Information fo workshop work.

3. You cantak live, meet on Teams, o send the questons by,
e-mallorchat

4. Usethe questions prepared during the exercise.

¥ possible, ask folow-up questions and capture examles,
stores and quotes.

Wit your ansvers in Miro using sticky notes. Please uso ono
sticky note forone pisce ofinformation. (Tp: You can use.

Mir's bulk mode 0 paste able rows and automaticaly o
them into separate sticky notes.)

use the general ard
mailbox to reguv?r _°
received invoice reconciliations
copy reather to check the
AR Open
than personal N
items
address



CUSTOMER JOURNEY MAP: TASK

¥ o

Work in your team and create a Customer Journey Map for the process your
challenge is about.

Steps:

Start with the stages of the process.

Review the proposed stage names on the board.

I you do not agree with them, change the names so they better reflect the
real process.

Add touchpoints for each stage.

Add user actions — what the user is doin

Add pain points — what is difficult, unclear or frustrating,

Add insights — what patterns, needs o improvement opportunities you see.
Mark the most important moments that should be improved first

The goal is not to create a perfect map.
‘The goal is to understand where the experience breaks and where improvement
can create the most value.

HOW TO READ THE JOURNEY MAP

“The main steps of the process, for example: Discovery, Request, Approval, Onboarding, Service
Usage. They show the journey from the beginning to the end.

Touchpoints

Where and how the user interacts with the service, system, team or communication channel
Examples: emall, service portal, meeting, form, nternal communication,

Actions.

What the user s doing at each stage.

Examples: searching for information, submitting a request, waiting for approval, using the

Pain Points.

Friction, frustration, confusion, delays or blockers in the user's experience. This is where the
process becomes difficult or unclear.

Insigh

Patterns, conclusions and improvement opportunities. This row helps us transiate observations
into decisions about what should be improved.

Touchpoints

Actions

Pain Points

Insights
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RULES FOR IDEATION

-

Copy and paste here your HMW questions
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High

TASK: ANALYSE IDEAS ON THE MATRIX User risk BECHBSES
When sending invoices via
email, embed the link for
Use the idea evaluation matrix on the Miro board. develop checking invoice details within
RPA tO the email body. Also include
Place each idea on the matrix according to two criteria CSREE T 1 e ey
H message, 5o customers can by gt i &)
Vertical axis: auto issue  meese ) e
Impact on solving the problem and improving KPIs b]||ing ) directly if they have any
inquiries.
Horizontal axis: sers il begranced
. ) access tolog intothe
Impact on user experience - bilng website. They can
o enter the project number
Instructions: x to check the current
3 invoicing status and —
1. Read all ideas generated by your team. “f’:;j;::;’::;;“ Involee Journey
2. Discuss what each idea could change for the user and for the 3
organization. <9
3. Place each idea on the matrix. -g
4. Look for ideas with the strongest combined potential: - M
o high impact on the problem and KPls, o Astep-list - tool
o high impact on user experience. g ';;““L‘E;'ﬂ:f:&"ii:: Chatbot assistent for users -
5. Select 2 ideas that your team wants to develop further. o pmfﬁi o mjmp - answewring the questions. So the
° o B S user can ask for example what is
Output: S SharePoint 1 youseet ' the status of the invoice?
2 selected ideas with the highest potential for prototyping and testing. aQ 2
ighest p prototyping 9. £ mart page Design a one-page =
‘Communication N . » Alleading
= visual guide with Dasnhoard
- . simplified graphics for
customers.
#3 - Fi process
Assgn fixed AR specialis o each
e~ v customer group, ully responsible
forall tmelinerelated inquires:
[ —— invoicng schedule, payment term
adjustmen, overdue payment
e po—— i
T — Low priority Nice-to-have improvements
froviruiiorncnd Low

TR Low : High
otiocias e comorocn v, Impact on user experience




TEST YOUR PROTOTYPE

prototype or MVP with a checkif your your hypot
Whatto do:

1. Setthe context
o Whois the user?
« What problem does the prototype solve?
« What hypothesis and success criteria are you testing?

2. Give a task (don't explain too much)
sk the user to complete a realistic scenario
« Letthem interact naturally with lte guidance

3. Observe carefully
« Whats clear vs confusing?
© Where do they hesitate?
« What questions or reactions appear?
« What do they do differently than expected?
4. Ask for feedback
« What worked / didn't work?
« What was unclear or missing?
« What would improve it?
« Did you meet your success criteria?
5. Draw conclusions
« What to keep, improve or change?
« What did you learn about your hypothesis?
« Continue, adjust or stop?

Howold

the website?

Who can
access the
portal?

Who can
give me an
access to
the portal?

No
doubt

where cant
downlosd the
nvoice?

NEED MORE

Clear

vistole
INFORMATION.



Design an experiment for your selected idea

s e st Card o tan yourslectad s nio & s experiment.

= nthe et asson, you v v
= Tnourto bul  imol prootye, M o et materis

B crestve with th protype.

Yo oty does ot v o e bty o,

= Youcan sa any format hat heps you 1 ypotnesis,orexample:
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Design an experiment for your selected idea

‘Complete the Test Card

irta i mos: crical ypothesls beind your cea

2.Toverty ot wa v

Descri the smalletpttype, VP of experimnt ou ¢ praparsin oot

e wnat you il cberve, sk orcoun ring e et
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T

When sending invoices via
email, embed the ink for
checking nvoice detals within
the email body. Also incluce
contactinformation n the.
message, so customers can
feach the designated contact
directl fthey have any
nquiies.

A
clickable
mock-up

Test Card ©Strategyzer

We believe that

theveral i e,

step 2 TesT

To verify that, we will

Buida clckable mockup site
e usrso svluae

stee 3 weraic
And measure
Askca specifc group of users it would be
easier tocheck nfo on website or witing
emals or info
srep ;e
We are right if
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

'DESIGN THINKING TRAINING

Step 2 should be defined more precisely. A clickable mock-up is not an MVP—it is only a
maock-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.



High
s once HOW MIGH WE
oot pa

;m-sn..mm

Wowcanwecrse s et How might we lead the customer
st o v g

pr—— vy

format

comfortable and knows well what is
he

uiifq”w‘fifjf,ﬁfl‘ﬁmi i
enale ctcent gopd relationship

communicaton for ol raise ith customers

[E—
How improve on.

time involce delivery
from 76% to 90%

Ao
check the ammann reminder
billng, e with lear
list i actons P —
nformation ease
understand without nance
knowiedse (invoice formaty?

Impact on user experience

THINKING 10X

How increase invoice
transparency while
improving business.

performance?

High

- Impact on challenge goal and KPI



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

invoice Status

= Invoice Number: INV-123456
2 Status: Delivered to Customer
" Invoice Date: 15/06/2026

" Due Date: 15/07/2026

& Amount: EUR 1,250.00

3 Next Step: Payment is pending.

Need Assistance?

If you have any questions regarding your invoice, please contact the AR Team.

B ar@company.com
o +XX XXX XXX XXX

Accounts Receivable (AR) Team All invoices status




Customer Portal

@mple Customer

Overview My inwoices My projects My documents  Help

Customer Portal/ Billing overview

Billing by project

Review invoices, payment status and billing documents for each project.

One invoice is due soon
12 for project PRI-24014 is dus an 22 July 2026.

Outstanding balance

PLN 18,450.00

‘Across 1 openinvoica

My invoices by project

Actve billed projects

3

[ESTPENERY  Contact billing support

View invoice

Pid in 2025

PLN 74,980.00

Ainvoicas paid

rch s e
vcios s, servios or project I = ][z | [Ccremr s
PRI-24018- nspection progeam PRI23114- Audi & raining

PRJ-24018 Inspection & certification programme Projecttoal: LN 2075000
voice service ssue care Dusdste Amount Status Document
INV-2026-0712 Inspection and certifation serviess 08 Jul 2026 ul 2025 PN 1845000 Due soon + Dovmload POF
1Nv-2026-0230 nsgaction sanices 22 ar 2028 05 apr 2026 PiNT230000  Paid + Dowmisad POF
PRJ-23872 Technical assessment Project torak: PLN 25
nvoice Service oo cate Due dare Amount  Status Document

INv-2026-0584 Technical ssessment services 24 May 2026 07 un 2026 PNzETS000 Pl 1 Downlosd POF
PRJ-23114 Audit & training programme Projec toal: PLN 34
voice Service Issue date Due dare Amount  Status Document

INv-2026-0411 2 ape 2026 26 Aor 2026 Pnzzioe  Pad + Downoad FDF
INv-2026-0198 Trining sanizs: sFeb 2025 01 hasr 2026 PN iz4s000  paid




Customer Portal ing & Documents

Overview My invoices ~Mydocuments  Account details  Help

Customer Portal / Billing overview

Welcome, Example Customer

View your invoices, check payment status and download billing documents.

One invoice is due soon View invoice
Invoice INV-2026-0712 is due on 22 July 2026,

Outstanding balance Next payment due Paid in 2026
PLN 18,450.00 22 Jul 2026 PLN 74,980.00
Across 1 open invoice PLN 18,450.00 invaices paid
My invoices Quick actions
Search Status Year
Download account statement
o Invoice number or service All statuses 2026 ~ Billing activity for the selected period
Invoice Service Issue date Due date Amount  Status Document Request an invoice correction
Report incorrect company o billing
INV-2026-0712 Inspection and certification services 08 Jul 2026 22 Jul 2026 PLN 18,450.00 Due soon 1 Download PDF details
INV-2026-0584  Technical assessment services 24May 2026 07 Jun 2026 PLN 28,750.00 Paid 1 Download PDF Submit payment confirmation
Attach proof of payment for review
INV-2026-0411 Audit services 12Apr2026 26 Apr2026 PLN 22,300.00 Paid 1 Download PDF
-2026- 6 Paid -
INV-2026-0198  Training services 15Feb 2026 01Mar2026  PLN 12450.00 ai | Download PDF Billing account
Customer number €-104582
Company Example Customer Sp. z 0.0.
Default currency PLN

Payment terms 14 days




Check Your Invoice Status

To check the status of your invoice, please enter the invoice number and invoice date.

Invoice Number

OR Project Number

[ Project Number ]

[ CHECK STATUS ]



TUV Rheinland

Welcome Back

Sign in to access your account

Ermail Adewmas
Email Address

Password E'mail
- Password
code to
| sign in
‘ Sign In g

Forgot password?

. { ST o i Create an account




Projects

Invoice activity

Reports

Customer usage statistics

How 10 customers interacted

Prototype with symthetic data:

Visits by customer

with the billing portal

1omer name, idemifir and

Customer journey acti

itic on this page is fictional and crezted only 1o demonstrate the reporting esperience. It i not TOV cpsrational data.

Centra 2 Email-fird
GreenTech 2
18
Agire "
1
1%
etro 1
Siesia 12
Palaris i
Vistula L — 9
Customer detail
‘ ‘ Sort by customer
Customer Portal visits  Aug. fime to check dots Invaice dounlasds Project filters Email link entries  Successful dota checks
Nardic Manufscturing Sp. 7 6.0. B ommam 1 ) 7 e— %
Baltc Enery Solutions P 9 s 6 e— %
Central Autameotive Group 22 amass ® 12 10— 7%
Slesia Industrial Systems 12 1miss F ] 5 e— sa%
\-ﬁsmliﬁmdl'edm»lclgws 9 Imss [ 5 4 o 5%
Aigine Components Polska i omie ) 7 e— e
Metro Infrastructure Lt 14 imdds P 7 5 e—
GreaTech Protess Engincering 0 ma b 11 o e— s
Pataris Medical Devices 11 ims 7 5 5 e— s6%

66

&1

97

154

2m 08s




How was your billing portal experience?

1. How easy was it to find the invoice or project information you needed? *

Wty citfiout 2 Difficult 3 Meird 4 Eagy 5 Wry aaty

2. Were you able to complete what you came to do? *
¥es, completed il
Fastly
Mo

3. Which information or action did you use?

Checked ir s or due date
Checked invaices by project rumber

Downloa in imeoice: POF

Checked or downloaded an account statement

Requested billing support or an imvaice correction

4. Did the portal save you from contacting the billing team? *

vithout contacting billing

s — | found everything
Fartly — | found some information but still needed help

Mo — | still nesded to contact biling

5. Mext time, would you use the billing portal instead of calling or emailing the billing team? =

Protaldy s

Pecitabiy niot

6. What would make the billin | easier or more useful?

Frosotype notice: Tha i 8 ictonel ot



gilling Portal Analytics

n

Customers

Invoice activity

Reports

Billing page usage: 2025 vs 2026

Compare customer adoption and portal activity across the two y

Synthetic prototype data: All custamer names and ussge fiures 3= ficional. The S0% incresse shown bela is 3 de3igned scensri requested for the mock-up, not 3 csim sbout actusl TU uige.

iling page in 2025

10

Baseline year

Customers using

o yesr Customens

2026 15

P

Year-over-year usage indicators

Customer detail for 2026

Customer

Nordic Manufacturing
sy

Baltic Energy Solutions

Central Automotive
Syin

Silesia Industrial

Vistula Food Tech

Alpine Components
s

Portalvisits

+50%

customer sdogtion

Aug. time to check data

am 102

im 56

am 192

i a2z

e

2m 0ds

Customers using the biling page in 2026

Aug Sme o cheek

15

5 additional customers

Succassh hecke

2%

U parcanage pain

2026

rch synthetic custom

Inveics dewnioads

Project fiters

DR



If-Service Portal Impact Report

Valume Down, Satisfaction I._IF|

* Total Email Volume
Aging

2025:300 tickets 2026: 150 tickets
2026: 150 tickets

-50%
YoY ° 4

Marual srgueties redued by half

Conclusion:

+ Customer Satisfaction
Aging

2025:96 /100
2026: 98.5 / 100

+2.5 pts

Ll Enjreiiendd et

portal reduces workload while improving satisfaction.

+2 I5 pt!i
YoY

i

Luatamar eapere=ca immraved

Self-service portal reduces manual workload while improving satisfaction.




