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My UX leadership includes experience establishing: 

1) Operating practices for design in collaboration with Dev and PM, 

2) Research rigor (benchmarking, applying appropriate methods, etc),

3) Analytics tagging systems,

4) Success goals and metrics with scorecards for tracking progress,

5) Career ladders for UX research, UX design and Front-end dev.


The following examples of design work were performed by my team and 
executed by cross-functional teams at Cisco from 2011-2017



Overall results
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Service revenue growth: 29.7% ($9.4 B to $12.2 B per year)

TAC SR growth: 26.1% (126,526 to 159,52 SRs per month - avg for a year)

Cisco.com growth: 36.6% (24,494,277 to 33,466,053 visits per month - avg for a year) 

Support website growth: 65.8% (6,120,000 to 10,145,254 visits per month - avg for a year)

6 Year View: Apr 2011-Mar 2017

⬆  Support website visits 
⬆  cisco.com visits 
⬆  Services revenue 
⬆  Service requests

66% 
37% 
30% 
26%

10 million visits/month 
Visits growth: 66% in 6 years 

4.5 million unique visitors/mo. 
$700 million/year savings

Cisco’s support site stats 2011-17

http://cisco.com


Product Page
Unified myriad fragmented 
sources of content by 
creating a set of structured 
information to describe 
each content type and 
element.

Dynamic updates 
based on use and 
user profile

“Having it all on one page, especially software URLs, makes all the difference.”

- Customer survey verbatim

Launched in 2014 
Organically grew from zero to more than 5 
million unique visitors/year by 2017



Support 
articles
Authored by 
technical support 
engineers these can 
be lengthy. 
Instrumented to give 
feedback for 
improvement.

Organized with customer in mind: 
Easy to browse document date and 
contents and print or download

… and based  
on product 
knowledge

Provided 
associations with 
a book based on 
usage…

Created template for TechZone (6000 
pages) and EoT support content 
(Migrated 40,000 pages to template)



Books & 
Chapters
Redesigned technical 
documentation 
“books” to be more 
user-friendly, 
responsive and 
searchable.

Provided 
associations with 
a book based on 
usage…

… and based  
on product 
knowledge

Chapter view: 
Expanding table of 
contents for easy 
navigation

Book view: 
Chapter info 
embedded to 
support search



Support home page
Evolutionary change starting with 
cleanup work and eventually re-
platfomed (responsive) redesigned 
(matching corporate style)

2011 2013 2015



Support 
‘megamenu’
Shortcut menu from 
main navigation for 
support was 
organized and 
simplified and 
resulted in higher 
task success.

First design of support 
megamenu (circa 2013)

Refined version 
from continuous 
improvement 
(circa 2015)



Search 

ContentNavigation

Findability & 
Search
• Search is a strategy for 

finding answers, not a task. 
• Search is about answers 

not results.

• Search actions focused on: 

relevancy, performance, 
browseabilty

Search 

ContentNavigation



Search
Performance 

Load time: 7.3 sec -> 4.0 (rewrite of front-
end code, cacheing)

- ZSR: 10.6% -> 1.8%

- Consolidate search tools (ingest content 
and deprecate tool)

Browseability 
- Resdesign for aesthetics, reduce clutter 

- Reduce facets/filters (3 filters were getting 
80% of filter use), 

- Document type indicators (PDF, PPT, word, 
excel…)

- Happy Box vs recommended content

- Responsive (mobile) 

Hid filters which were 
rarely used

Knowledge 
graph for products 
and other popular 
searches

Redesigned results to 
improve browseability 
(whitespace, color, doc 
type, etc.)



Search results 
and Product 
information 
boxes
Search results layout 
optimized for 
browsing; Product 
information boxes on 
selected products 
facilitate navigation 
from search Fine tuning of results 

layout for browsing. 
Spacing, font selection, 
color, etc.

Product box contents are 
in context with product 
(hardware, software)



Search 
Relevancy
Best results do not show up on top 
- Continuous tuning

  - Suggestions/Synonyms (you could also try…)

  - Spellcheck (did you mean…)

  - PID, serial numbers

- Infuse crowd wisdom into rules engine

- Use user history and profile (where are they on the 
site, what products do they own)


Too many results, almost identical looking results 
- Expand/Collapse results

- Blended results (communities, forums)


Cannot search within a concept 
- Search in Books & Chapters


