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Hi I'm Sharma

'm a designer & facilitator who
helps teams build collaborative,
evidence-based practices

specialise In leading design through large-scale digital

transtormations in complex enterprise environments.

| have 14 years of experience delivering digital products

and services across a wide variety of sectors.

M/sharmayelverton | velvertondesign.com | hello@sharmayelverton.com

I’'m open to on-site or remote roles in Stockholm, and fully remote across Europe & the UK


https://www.linkedin.com/in/sharmayelverton/
http://yelvertondesign.com
mailto:hello@sharmayelverton.com

CASE STUDY ® O springernature.com/gp/snapp

SPRINGER NATURE Q search

Springer Nature’s Article
Processing Platform (Snapp)

Springer Nature's next-generation peer review system

The following sections outline the work that | did for
Springer Nature on their new article processing e e e e
platform ‘Snapp’ over three and a half years.

Platform, to enable research to be published as efficiently as possible.

We created Snapp to be intuitive and simple to use, and it's designed to better meet the needs of the
research community - our authors, editors, and reviewers

Snapp is built in-house by Springer Nature, so it continuously evolves to respond to researcher needs.
We're also using user feedback to guide its development and release regular updates and new features

- visit the What's new pages to find out more.

During this time | supported several teams across
the programme, as well as leading a number of What our editors are saying about Snapp
strategic initiatives, helping to define vision, inform
prioritisation and embed strong collaborative and
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Professor Neeraj Lalwani, Editor-In-Chief, Abdominal Radiology Dr Roberto Cannella, Associate Editor, Abdominal Radiology

"Snapp is so powerful. It's a game changer and I'm glad we introduced this.” "I think it's easier and faster with the Snapp system.”
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https://www.springernature.com/gp/snapp

SECTION 1

[nforming product
strategy with
continuous discovery

A forced migration from a legacy, feature-rich platform
led to frustration among users. Mounting executive
pressure drove a focus on feature delivery over
measurable outcomes, leaving little room for discovery
to inform decisions.

My goal was to better support product strategy and
decision-making with data and user insight, improve
customer satisfaction and shift from an output-focused
mindset to measurable outcomes.



SECTION1 |/ CONTINUOUS DISCOVERY

| synthesised 300+ pieces of raw
user feedback weekly, surfacing
emerging trends and pain-points to
inform prioritisation.

OUTCOME
The team gained a continuous

source of user insight to guide
prioritisation and take greater
ownership of product direction.

Finding Reviewers (Reviewer Finder)

Searching for reviewers &

HE

| want to add reviewers who are not in reviewer finder &

| had a problem navigating back to the reviewers
list from Reviewer Finder

The review information is wrong / | need to be able to correct or
change the reviewer information %

I want to be able to classify or rank reviewers

It's generally hard to find and secure reviewers & reports

| want authors to recommend reviewers and |
want to be able to easily invite the them

Inviting Reviewers

I don't know how to invite
reviewers that | have shortlisted %

I want a more efficient way to
manage my reviewer invitations #
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SECTION1 |/ CONTINUOUS DISCOVERY

| ran a regular cadence of user
iInterviews, and weekly syncs with
customer support and onboarding,
building a continuous feedback loop
to catch emerging needs early.

| conducted quarterly research
deep-dives, combining structured
Interviews, remote diary studies, and
web surveys, to gather requirements
and answer strategic questions for
major initiatives.

OUTCOME
| observed a clear shift from

frustration to positive sentiment in
qualitative user feedback.
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SECTION1 |/ CONTINUOUS DISCOVERY

| built a culture steered towards
measurable outcomes over outputs
— defining quarterly objectives,
Introducing a weekly "are we being
successful?" meeting, and setting
success criteria for every initiative.

OUTCOMES
| drove a 42.4% increase in
customer satisfaction over
19 months.

We reduced turnaround times
for tasks across key stages of
the article publication process.

BUSINESS : . :
ogjectives  Regain market leadership in Open Access journals
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y
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CN OBJECTIVES  to secure sufficient reviewer reports

- Reduce median turnaround time from ‘ready for editorial’ -> ‘first decision’

KEY RESULTS:

- Reduce turnaround time from ‘securing 2 reviewers' -> ‘receiving 2 reports’
- Increase reviewer report return rate for accepted reviewers by 10%

- Increase editor satisfaction CSAT score 20%
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Our overall customer satisfaction increased from 49.43% to /70.38% over 19 months



Aligning
stakeholders

through shared
pain-point mapping

The programme needed to migrate large journals away
from an early version of the product so that it could be
discontinued - however progress had stalled.
Stakeholder groups could not align on rollout plans,
held back by uncertainty and concerns around user
Impact and perceived risk.

My goal was to understand the impact of the new
system on specialist users and communicate those
findings in a way that helped stakeholders reach
agreement on a viable migration approach.



SECTION 2 / PAIN-POINT MAPPING

| conducted a series of interviews
and discovery sessions with
specialist users and stakeholders to
uncover key needs, workflows, and
operational constraints — building
the evidence base needed to assess
the impact of migration.

OUTCOME

A shared understanding of migration
impacts which focused discussions
on the right priorities.

Discovery sessions with users and stakeholders




SECTION 2 / PAIN-POINT MAPPING

| translated these findings into
future-state workflows that

S
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SECTION 3

Bringing the team
together through
collaborative
ideation & design

Under pressure to meet a fast-approaching
go-live deadline, the team struggled with
iIndecision over fundamental product
decisions and rising tensions between
disciplines.

My goal was to help the team work more
effectively together and to establish a shared
user-centred focus to guide decision making.



SECTION3 |/ COLLABORATIVE IDEATION & DESIGN

| fostered collaboration by first
prioritising trust and psychological
safety, using one-to-one
conversations to find common
ground.

| facilitated cross-functional ideation
and design workshops throughout
the design process, helping the team
align on problems, explore solutions,
and make decisions together.

OUTCOME

A healthier, safer and more
collaborative team, able to make
decisions, deliver quickly and
validate success.
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SECTION 3

Handling
Editors

L
~—

Snapp
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manage mukipie tracks
of reviewer imatations?

what information do
editors need to inform
ther priortsation of
revewers in the fst?
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|/ COLLABORATIVE IDEATION & DESIGN
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SECTION3 |/ COLLABORATIVE IDEATION & DESIGN

| brought users into the design
process by involving them in our
iIdeation workshops, enabling us to
explore solutions together, challenge
assumptions and build a stronger
shared understanding of user needs.

OUTCOME

Users became active participants in
shaping solutions, while the team
gained first-hand exposure to how
they think, building empathy and
understanding.
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Output from a collaborative design session with users on managing
reviewer invitations
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Concordance among Swedish, German, Danish, and UK EQ-5D-3L value sets: analyses of patient-reported
outcomes in the Swedish Hip Arthroplasty Register
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Peng-Chan Lin, Hui-O Chen, Chih-JungLee Yu-Min Ye, Meng-Ru Shen, Jung-Hsien Chiang

[Z) View Abstract s ¥ Download all submission files

Q Guide: Inviting reviewers & securing reports (4

@ Automatically invite reviewers - Running S Reviewers tosecure:2 (2) Days toreview: 10 & edit @St_op inviting

Invited (2), accepted (1)

1,2 Aug 2024 A ;
lvan Kelly Q AccePteq vi,2Aug X =BA Message reviewer Q Cancel review
- Deadline given: 10 days - due by 10 jan 2024 - -

Invi vi,2Aug 2024 - . eyt
Ivan Kelly nv',ud, betetd ) . =BA Message reviewer €9 Cancelinvitation
- Invitation will be automatically cancelled in 10 days
Shortlist (5) S Invite multiple reviewers
A
= SueRhodes (X) Remove fromshortlist =& Invite
v
i
= George Schmidt (X) Remove fromshortlist =& Invite
v
.
= LukeWalsh (X) Remove fromshortlist =& Invite
g
.
= Timothy Porter &) Remove from shortlist =5 Invite
v
.
= Thomas Underwood (X) Remove from shortlist =B Invite
g

Q Search for more reviewers

Declined (1), cancelled (1) Hide A

Declined v1,10June 2024
Mildred Stokes - No reason given =B4 Invite again
- Has recommended: Dr Sandro Casto, s.casto@ucl.edu =8 Invite

Invitation cancelled vi1,10June 2024

=B4 Invite again
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SECTION3 |/ COLLABORATIVE IDEATION & DESIGN

| encouraged team members to participate in user
testing, building first-hand understanding of user needs
and enabling faster, more informed design decisions.

TASK 1 - Initial invitation

I

TASK 2 - Response to error

Editorial
Dashboard -
Tasklist

TASK 3 - Managing re-review

The team’s collective notes from observing user testing sessions on managing reviewer invitations



SECTION3 |/ COLLABORATIVE IDEATION & DESIGN

With team members more involved
In discovery activities, there was less
dependence on me creating formal,
time-consuming research reports.
Instead | could summarise findings
quickly in a simple format.

OUTCOME

As a team, we gained a stronger
shared understanding of users,
enabling better-informed design
decisions and more efficient delivery.

Did they notice that they can re-order
the shortlist?

©Oves @no

P1-No
P2-No
P3-No
P4-Yes
P5-No
P6 - No

Once they've noticed it (or if prompted),
do they understand how to re-order the
shortlist?

© Yes @ DOESN'TcOMEUP @ NO

P1 - Unclear if he realises that he can
reorder, but he clearly understands that
the order determines which would be
invited first.

P2 - Doesn't come up. But talks about the
need to reorder.

P3 - Doesn't come up

P4 - Yes

P5 - Yes. Not confident, but she realises
that it's drag and drop.

P6 - No, even when prompted she doesn't
figure out how to do it

What information do you need in order
to priorities your shortlist?

1- Completion rate, H-index for last 5
years (so they know that they've published
quality work)

P2 - There has to be something to
determine priority. She mentions the need
to see affiliation, although she hasn't
specified what for, and this isn't in specific
reference to ordering the shortlist

P3 - Doesn't come up

P4 - Most important is relevance to the
paper (e.g. expertise and past
publications), then acceptance rate, and
whether they've reviewed for us before.
P5 - Reviewer affiliation (to avoid securing
multiple being invited from same institute).
P6 - acceptance rate

When do they first notice the automation
functionality?

P1 - Quickly - after shortlisting reviewers. From the
copy in the empty state.

P2 - Quickly - after selecting the reviewers to invite.
P3 - Never.

P4 - Quickly - after shortlisting reviewers.

PS5 - At the 'review and confirm' step

P6 - Quickly - after shortlisting reviewers. From the
copy in the empty state.

Once they notice the automation, do they
understand what it will do?

O Yes @ Yes, some confusion @) Never realises

P1-Yes

P2 - Not confident, but her subsequent assumption
is correct. However expects it to happen
immediately in real time.

P3 - Never realises there's automation.

P4 - Yes, although she's not confident in how the
cadence will work

PS5 -Yes

P6 - Yes

Do they they think the automation will be
helpful to them?

O ves @ Neverrealises @) NO

1- Yes, says' will save time.

P2 - She doesn't see this as a major benefit to her
because she's very inclined to bulk invite. Perhaps it
would be of minor convenience, f it required to
manual action from her.

P3 - Never realises there's automation.

P4 - Yes she understands, but doesn't know what
the cadence of auto-invite will be.

P5 - Yes, says' will save time.

P6 - Yes, says' will save time.

What views did they have about the invitation
cadence of the automation?

P1 - Briefly mentions the importance of TAT to his
journal, but doesn't explicitly talk about the
schedule.

P2 - Nothing mentioned

P3 - Nothing mentioned

P4 - Would like batch size of auto invites to be
bigger than 1 so that the process isn't too slow. Not
sure of the benefit of auto cancelling invited
reviewers. She'd be happy to always keep invites
open until sufficient have accept.

P5 - Current behaviour is to invite in batches. TAT is
important so wouldn't want the process to be too
slow.

P6 - Current behaviour is to invite in batches. TAT is
important so wouldn't want the process to be too
slow.

Can they invite reviewers?

Can they use and understand
the automation?

Find and invite reviewers

Did they know how to select and then
invite reviewers?

0O Yes

P1-Yes
P2 -Yes
P3-Yes
P4 -Yes
P5-Yes
P6 - Yes

However..

P2 - thinks that it's unnecessary to require
multiple clicks to invite. She's very keen to

et _

P6 - didn't expect it to require two steps,
assumes reviewers were invited after first
click, but is quickly able to understand
once she sees the ‘invite selected
reviewers button'.

Did they notice the automation
on/off toggle (unprompted)?

© ves © unclear @ NO

P4 - Yes but only when she is completing

task 3
P5 - Unclear
P6 - No

When noticed (or prompted) did

they understand how automation

on/off toggle works?

© YES @) Never notices

1-Yes
P2 - No, doesn't mention that it is on
P3 - Never notices
P4 -Yes
PS5 -Yes
P6 - Yes

My summary and share back from our usability testing

Did they understand the question about
using the edited or default template for
the automation?

@ UNCLEAR @) DIDN'TREAD @) NO

P1 - Unclear. He seems to understand, but
doesn't give enough detail to corroborate.
P2 - Unclear. She isn't confident, but
possibly figures it out correctly.

P3 - Didn't read it

P4-No

P5-No

P6 - No

L]
4

Did they notice the #reviewers

component?
O Yes @ No

P1-No
P2 -Yes
P3-Yes
P4 -Yes
PS5 - Yes

P6 - No. But highlights the need for it on
screen where it doesn't show.

Did they understand how the #reviewers
component works?

© ves

© Yes, but assumes it's the same as old target#
©) Doesn't notice it

1 - No, never noticed or mentioned
P2 - Assumes it's works like the old target #
P3 - Assumes it's works like the old target #.
P4 - Yes she correctly understands that the
automation will stop when this number is
reached.
P5 - Assumes it's works like the old target #
P6 - Doesn't notice it. But highlights the need
for it on screen where it doesn't show.

Do they understand what will happens
after they've sent the invites?

© YES @ YES, NOT CONFIDENT ) DOESN'T READ

P1 - Yes mostly. Although has questions
about how the system knows when to stop
inviting & whether the time to respond is
different from the time to complete review.
P2 - Yes, although she thinks the 10 day
auto cancel is determined by the reviewer
deadline.

P3 - Doesn't read it

P4-Yes

P5 - Yes, but not entirely confident.

P6 - Yes, but not entirely confident

What opinions do they express about
this?

P1 - The automation will be very helpful
P2 - Doesn't see the automation as helpful
to her. | concerned about the auto cancel.
Although also confused about how this
works.

P3 - Doesn't read it

P4 - Generally appreciates the automation
to save time and effort.

PS5 - The automated process will save a lot

of time. However concerned about the @ Automation will save time and effort
cadence and the impact of TATs
P6 - Not sure about the auto cancel. 0 Didn't notice automation

Request the possibility to have editors

i lin stead. 0 Automation won't be very helpful
manually cancel in stea

Do they notice that the automation is D

off by default for a revised submission
(unprompted)?

© ves @ nNo

P1-No
P2-No = —— =

P3-No [ Smmm——
P4-Yes —

P5-No s

P6 - No

Do they correctly understand why this

ser _

O ves @ unclear @ NO

1 - No. Thinks is due to having 2 reports.
& thinks it would need to be switched on in
order to invite new reviewers.

P2 - Unclear
P3-Yes
P4 -Yes
P5-Yes
P6 - Yes

Are they able to understand t
reviewer statuses?

O ves

P1-Yes

P2-Yes

P3-Yes

P4 -Yes

P5-Yes

P6 - Yes - only unsure of meanin
‘invitation cancelled - by editor’
correctly figures it out.



SECTION 4
Users faced a fragmented cross-platform

o experience, navigating inconsistent visual
Enablln g le an identities, navigation systems, and Ul patterns.
Meanwhile, a young and fast-growing design
system struggled to keep pace with rapidly

delive ry thr()ugh iIncreasing product complexity, and the

existing Ul fell short on accessibility and

des ign SySte mS & responsive design standards.

My goal was to drive a more unified, intuitive

UI gave I/‘n a n Ce cross-platform experience, improving
accessibility and responsive design standards
whilst supporting the team’s lean and iterative
delivery pace.



SECTION 4

| conducted end-to-end cross-
platform audits of core journeys in

| DESIGN & GOVERNANCE

the article publication process,
identifying inconsistencies in brand
identity, Ul pattern usage, navigation
and more.

OUTCOME

A comprehensive understanding of
the current fragmented experience
for our users and a clear view of
where to focus our attention.

Article submission journey

Brand identity:

Journal branded

[E—

Editorial System | Journal Name

| nature.com

I SPRINGERNATURE | Journal Name

Audit of the author’s article submission journey

Platform: Public journal website Funnel Page - Journal Management Team Auth: Nature UN & PW  *To be replaced by SNID in their first launch Q1/Q2 2021 StoA Submission
Submit m o » Aresearch é . < . Optional optiinto
ny Journal Navigation: Form:‘Choose  article Lo g| n ?  Manuscript submit manuscript SEiion
manuscript 'Submi an article type Submissi to pre-print & N
to my chosen > website Uzl for your '9 ubmission P confirmation
ipt' i . m esear
journal manuscript’ submission’ Any other fO r Form ‘Square for access to page
article type to0ls.
Submittng po ¥ ¥ J
author i
guidlines: Legacy submission
g System Register . _ Dropif
link(s) EE'F ra 'f’n Confirmation Activation before .
new Confirmation email with submission
Page activation link page???
account
.
01- Journal Website 02 StoA Funnel Page 03 - Nature.com Login Page
04 - StoA Submissions - Select Article Type 05 - StoA Submissions - Files 05 - StoA Submissions - Declarations. 05 - StoA Submissions - Authors 05 - StoA Submissions - Review 05 - St0A Submissions - Success
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SECTION4 |/ DESIGN & GOVERNANCE

| drove adoption of the company’s
new design system whilst continuin
to support the team's fast-paced
delivery with high-fidelity design
documentation.

OUTCOME

We provided a more cohesive and
accessible cross-platform
experience for users, while enabling
faster and more scalable product
delivery across the team.
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SPRINGER NATURE

Elements Getstarted Foundations Content

Elements is the Design
System
for Springer Nature

Elements is a Design System that enables teams across Springer
Nature to create brilliant user experiences with maximum efficiency
and technical flexibility.

Foundations Components

Components Design Tokens

Design standards that define visual elements such as Components are reusable parts of the user interface,

color, typography, and icons on our products like headers, footers, and
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SECTION4 |/ DESIGN & GOVERNANCE

When product complexity outgrew
the existing design system, |
collaborated with the central design
system team to design and introduce
new components—keeping our
product aligned with the wider
system whilst meeting our specific
needs.

OUTCOME

Expansion and maturation of the
design system, with newly
contributed components adopted
across the company.
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Assess suitability
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Action panels
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sSupporting
community growth
through leadership

and mentoring

Beyond project delivery, | contributed to the growth of
the design practice through mentoring, knowledge
sharing, and community building.

During a period as interim UX programme lead, |
facilitated team forums and collaborated with
programme leadership, while continuing to support
designers through coaching, design reviews, and
learning sessions.



SECTIONS /| LEADERSHIP & MENTORING

Programme-
level UX
leadership

| represented UX within the programme
leadership team, advocating for user-
centred practices and helping shape
programme priorities.

| helped triage and prioritise future
initiatives, conducting early discovery to
validate opportunities, reduce uncertainty
and prepare work for efficient delivery by
product teams.
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SECTIONS /| LEADERSHIP & MENTORING

Team
support &
mentoring

| supported five UX designers
through regular one-to-ones, helping
them navigate team challenges and
develop confidence in their roles.

| fostered a supportive UX
community through weekly team
catch-ups, design critiques and
knowledge sharing, creating
opportunities for designers to learn
from one another.

| also mentored a junior designer
over two years, supporting their
growth into a senior role.

4 -~ &/
Design team dinner out



SECTIONS /| LEADERSHIP & MENTORING

Knowledge
sharing

| contributed to the wider design
community by delivering lunchtime
learning sessions, sharing practical
approaches, design methods and
lessons from my work to help others
develop their skills and practice.

, IA
{1, =
PP 7 1s
J|- ¢ '
'\ a i

Me presenting my approach to continuous d/scovery at a ‘Lunchtime Learning’ session



It was immediately clear how much the team
valued Sharma’s contribution — so much so
that we offered him a permanent role, which
he gladly accepted.

— Cleo Ngiam, UX Lead
Springer Nature

Kind words

Sharma got up to speed with complex
requirements very quickly and delivered
brilliant end results that met the end user
requirements as well as client’s needs.

— Laura Paplauskaite, Founder & Director
Bit Zesty

Sharma is an extremely thorough and
talented designer. He's a great addition
to any design team and can confidently
run any project thrown at him.

— Douglas Smith, Head of Design
EY Seren
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Thank you!

Let’s connect!

m /sharmayelverton | yelvertondesign.com | hello@sharmayelverton.com

I’'m open to on-site or remote roles in Stockholm, and fully remote across Europe & the UK


https://www.linkedin.com/in/sharmayelverton/
http://yelvertondesign.com
mailto:hello@sharmayelverton.com

