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The most successful organisations blend strategy, creativity, and
Al-powered technology to create human experience that make an
impact.

35% 27% 40%

Increase in customer Reduction in Increase in brand
retention service-related loyalty
complaints

*source: World Commerce and Contracting

Where technology meets creativity to
deliver exceptional experiences at scale

Designit and Wipro combine human-centred design with technology at scale and
delivery to create experiences that perform. Consultants. Creatives. Technologists. A
shared commitment to solving what matters most.

Discover Design

We dive into your challenge, /_\ We rapidly prototype and test
leveraging insights into user solutions that enhance the
research to uncover key customer experience and
opportunities. drive business value.

Run Build

We enable accelerated user We ensure the experience
adoption and engagement, and your clients and employees
the continuous improvement of live is the one that we

the experience built. conceived together.
Designit Wipro

Human-centred design Global scale and delivery

Experience strategy and innovation —|— Deep technology and transformation
Rapid prototyping and validation expertise

Enterprise integration and execution



Al is transforming experiences everywhere,
but advantage goes to organisations that
design for humans first.

When Al fails to deliver value, the issue isn't
the technology. It's the experience around it.

That's where Designit creates impact.

We designh experiences that perform

Across every touchpoint, we combine strategy, design, and technology to
create meaningful, measurable impact.

Customer Experience: Marketing Experience:

Design seamless journeys that drive Build connected experiences that
loyalty and retention. strengthen brand and drive growth.

Employee Experience: Product and Service Experience:

Create environments that improve Develop products and services that
engagement and productivity. deliver real user and business value.




The Challenge

As Repsol rapidly expanded its Al initiatives,
a critical sap emerged — not in technology,
but in the employee experience. Across
teams and business units, perceptions of Al
were fragmented, experiences were
inconsistent, and adoption was driven by
individual initiatives rather than shared
organisational intent.

Our Solution

Designit partnered with Repsol to establish a
coherent experience foundation for working
with Al. We defined experience principles,
cultural guardrails, and design frameworks
that shape how Al-enabled change lands
across the organisation, including Al
experience principles, tone of voice and
personality, patterns of employee use, and
design principles for effective Al-human
interaction.
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The Impact

By establishing this layer of organisational
coherence early, Repsol is positioned to scale
Al adoption with confidence. Employees
experience Al as intentional, trusted, and
alisned, ensuring that as new scenarios
emerge, Al is introduced in ways that support
consistency, clarity, and long-term adoption.

Why It Matters

Al transformation succeeds or fails at the
experience layer. Repsol’'s work shows that
defining how people engage with Al —
culturally, behaviourally, and experientially —
is what turns Al ambition into sustainable
organisational change.



https://www.designit.com/work/repsol

Sector:
BFSI

BforBank:

Desighing a Leading
Neobank in Europe

The Challenge The Impact
BforBank, a digital banking brand under The transformation delivered measurable
Crédit Agricole, faced a critical challenge: results:

how to stand out in a saturated financial
services market while delivering a seamless,
emotionally resonant experience to a new
generation of users. The brand needed to
evolve from a transactional platform into a
lifestyle companion: one that could build
trust, loyalty, and engagement to become the
top banking app in Europe, gaining over three
million customers, expanding into five key
European countries, reaching break-even as a
business, and introducing a new value model
for customers and Crédit Agricole.

e +40% increase in user engagement within
the first quarter post-launch

e +25% growth in new account openings,
driven by improved onboarding flows

e Significant uplift in customer satisfaction
scores, with users citing ease of use and
emotional resonance as key
differentiators

The new experience positioned BforBank as a
challenger brand with a human touch: one
that manages money and empowers people.

Our Solution

Designit partnered with BforBank to
reimagine the entire customer journey from
onboarding to everyday banking interactions.

Why It Matters

In an oversaturated market, what makes a
brand stand out is how useful and human its
products are. BforBank is proof that when

We led a multidisciplinary effort that
combined strategic foresight, service design,
and experience design to craft a unified

you design with people in mind, even a basic
service can become something people care
about.

ecosystem. This included:

¢ A refreshed brand identity rooted in
simplicity and warmth

* A redesigned mobile and web experience
focused on intuitive navigation and
emotional connection

¢ Personalised features that adapt to user
behaviour and financial goals

¢ A modular design system that enabled
scalability and consistency across
touchpoints

We worked closely with stakeholders across
BforBank to ensure the solution was not only
beautiful but also feasible, secure, and
future-proof.



https://www.designit.com/work/bforbank

Sector:
BFSI

Lloyds:
Helping 1.1 Million

Savers Invest with
Confidence: Lloyds’
Human + Digital Advice
Breakthrough

The Challenge

With over 1.1 million savers, Halifax Building
Society (part of Lloyds Banking Group), wanted to
help its customers achieve their financial goals
and increase funds invested at the bank. The
challenge was to design an advice service clear
enough for customers to understand if investing is
right for them, and if so, which product to choose.

Our Solution

To meet this challenge, Designit, Wipro, and
Lloyds Banking Group collaborated on a digitally
led and streamlined advice service, supported by
human interaction (‘bionic’), to meet the needs of
customers looking to invest but lacking in
confidence.

The Impact

Since the launch of Investment Match, 11% of
customers completed the journey and went on to
invest in the recommended fund (with some
customers comfortable in investing tens of
thousands of pounds) which was significantly
better than LBG's anticipated customer adoption
rate.

Why It Matters

By taking a user-centred and highly collaborative
approach, Lloyds Banking Group has been able to
democratise access to financial advice for
customers of all needs and backgrounds, not just
those who are already financially savvy.



https://www.designit.com/work/lloyds-banking-group

Sector:
BFSI

Aviva:
A Rapid Prototyping

Approach to Accessible,
Compliant, User-Centred

Experiences

The Challenge

Aviva, a major British multinational insurance
and financial services company, had the
opportunity to design low-cost, accessible
financial services that simplify decision-
making, integrate with existing systems, and
align with their financial wellbeing strategy.
They needed a design partner that could
define the new user journey but integrate
with other teams and products.

Our Solution

We identified three key workstreams to
support both product and development
teams: testing and governance, native app,
and web design. Designit was responsible for
creating artefacts for user testing while
ensuring FCA (Financial Conduct Authority)
compliance. We collaborated with
governance and development teams to
ensure both the native app and web designs
were strategically sound, feasible, and met
the highest standards of design, compliance,
and accessibility.

The Impact

In seven months, we created an experience
map and an end-to-end prototype for both
the native app and web entry points,
ensuring the design was accessible and
ready for production. Along with a
comprehensive governance framework, we
successfully connected and aligned the
various teams needed to bring this
experience to life, from design to
development and compliance.

Why It Matters

This project showed that through rapid
prototyping and cross-team collaboration,
we could refine a low-cost financial
proposition while ensuring compliance and
technical feasibility, resulting in a validated,
clear path to delivery.

) NEWTOAVVA

Get ISA Confident

with Simple Wealth



https://www.designit.com/work/aria-data-design

Sector:
BFSI

DNB:

Designing a New and
Better Way to Save and

Invest

The Challenge

DNB, one of Norway's largest financial
institutions, faced a challenge in providing a
seamless and engaging digital experience for
customers looking to manage their personal
investments. Their platform needed to evolve
to better serve their users and drive more
engagement, particularly in a competitive
and dynamic market.

Our Solution

To tackle this, we partnered with DNB to
enhance their design leadership and refine
their digital, UX, and service design. By
focusing on user-centric design principles, we
revamped their investment platform, creating
a more intuitive, engaging, and efficient
experience for users. The result was a
seamless digital interface that allowed
customers to easily explore investment
options, make informed decisions, and
manage their portfolios with confidence.

The Impact

The revamped platform had a profound
impact, leading to a 211% year-over-year
increase in sales, a record-higsh number of
new investment plans, and more funds sold
through the platform than in the previous
three years combined — 4.2 billion NOK in
just one year. This success not only
transformed DNB's platform but also
significantly boosted customer engagement
and financial growth.

Why It Matters

For DNB, this transformation went beyond
improving a digital platform. It made
investing simpler, more transparent, and
easier to navigate, helping customers feel
confident in their decisions. At the same
time, it strengthened DNB'’s position in a
competitive market and showed how
user-centred design can drive both growth
and engagement.

/ Ennettbank med losninger ogsa
for deg som vokser

/ Gratis radgivning for deg som
skal starte bedrift

/ Ingen etableringskostnad



https://www.designit.com/work/dnb-designing-a-new-and-better-way-to-save-and-invest

Sector:
Consumer

Altitude:

Elevating the Employee

Experience at LAX

The Challenge

LAX is the world’s busiest origin-and-
destination airport, powered by over 40,000
employees, including 4,000 employees under
Los Angeles World Airports (LAWA), the
governing body managing LAX. But behind
the scenes, fragmented systems and
disconnected workflows made it hardfor staff
to do their jobs efficiently or feel truly
connected to the airport’s mission. LAWA
needed a digital experience that would
strategically connect employees to the
airport, provide access to tools and critical
content, and elevate the employee and
traveller experiences.

Our Solution

Designit partnered with LAWA to create
Altitude, a digital employee experience
platform that connects, empowers, and
celebrates the people who keep LAX running.
Grounded in deep research with employee
interviews, observational studies, and
co-creation workshops, we built a brand and
product that speaks to employees’ real
needs. From agile sprints to high-fidelity
prototyping, Altitude was designed to be
intuitive, inclusive, and impactful.

The Impact
Altitude launched with a full suite of features:

Fix It: Report and resolve issues fast
Find It: Navigate departments with ease
Shuttle It: Real-time transport updates
Translate It: Multilingual support

Share It & Love It: Recognition, updates,
and community

The awareness campaign landed with bold
visuals, employee stories, and branded swag
— pens, pins, and lanyards placed where it
mattered most. And it worked:

e 2 out of 3 employees would recommend
Altitude
e 4 out of 5 would use it again

Why It Matters

Altitude is a passport to belonging. It helps
employees feel seen, supported, and proud to
be part of LAX. For LAWA, it’s a leap toward
operational excellence and cultural
transformation. For Designit, it's proof that
when you design with empathy and ambition,
you don’t just solve problems, you elevate
experiences.

*
ALTITUDE


https://www.designit.com/work/los-angeles-world-airports

Sector:
Consumer

JFK Terminal 4:

Defining a North Star Vision

The Challenge

As part of a US$19 billion investment to
modernise JFK Airport, the Port Authority of
New York and New Jersey (PANYNJ) are building
new terminals and infrastructure. To stay ahead,
JFK International Air Terminal (JFKIAT) saw the
need for a unified terminal vision — one that
aligsned with the broader PANYNJ ambition to
create a world-class airport while also carving
out a distinct experience for Terminal 4's
passengers, employees, airlines, and business
partners.

Our Solution

We set out to uncover Terminal 4's sweet spot —
the intersection where world-class ambition
meets the unigue needs of its diverse
passengers and airline partners. Guided by the
PANYNJ’s vision, we grounded our approach in
deep research: benchmarking competitors,
analysing user data, and listening closely to
passengers, employees, and stakeholders.
Co-creation sessions with JFKIAT leadership
helped us shape a bold North Star that would
steer every decision forward.

From there, we translated vision into action. We
built an experience strategy suide and ran
ideation workshops that sparked over 500 ideas,
which we then refined, tested, and distilled into
18 standout concepts. We mapped these against
current services, identified gaps, and created
roadmaps to close them. Finally, we brought it all
to life through a visual journey that shows how
each idea contributes to a future-forward
Terminal 4 experience.

The Impact

With a clear North Star vision, Terminal 4’s
stakeholders and partners are better equipped
to collaborate and deliver a world-class
experience that feels uniquely T4.

JFKIAT unveiled the vision at its annual New Year
Reception, celebrating the past year and setting
the tone for what's ahead. The event featured
custom North Star-branded pins, interactive
walls that invited engagement with the vision,
and a two-minute video that highligshted the
future experience and celebrated the people
who keep Terminal 4 running.

Why It Matters

In the midst of JFK’s US$19 billion transformation,
Terminal 4 needed more than upgrades — it
needed clarity. A North Star vision gives JFKIAT
and its partners a shared compass: one that
aligns with the Port Authority’s world-class
ambition while carving out a distinct,
human-centred experience for T4's passengers,
employees, and partners. It's not just strategy, it's
a rallying point for bold decisions, seamless
collaboration, and experiences that feel
unmistakably T4.



https://www.designit.com/work/jfk-terminal-4

Sector:
Consumer

Qslo Trams:.

Reimaﬁgininghthié Tram =
Experieace for Oslo. -

The Challenge

With rapid population growth predicted to
continue for years to come, the city of Oslo
needed to upgrade its public transport and
develop the next-generation tram for its
citizens. For seven years, Designit worked
with Sporveien and Ruter with an inclusive
design approach to help bring new trams to
Oslo’s streets that would cater to the needs
of all users, including travellers and
employees.

Our Solution

We led with inclusive design, ensuring that
the voices, experiences, and insights of
Oslo’s travellers and tram employees shaped
every step of the journey. From day one, we
co-created a visionary Design Guide with
Ruter’s internal design team, Sporveien’s
technical experts, union representatives, and
advocacy groups. This guide became a
shared blueprint setting a bold vision and
clear requirements for the tram’s interiors,
exteriors, and overall experience.

Throughout procurement and development,
we kept users at the heart of the process. We
ran interviews, surveys, and observational
studies with passengers of all needs and
abilities. We built life-size cardboard
mockups and tested three full-scale 1:1
prototypes, iterating after each round. We
worked side-by-side with drivers and staff to
ensure the tram was not only inclusive for

passengers, but also a better place to work.

This deep user involvement gave us the
insight and leverage to push for meaningful
changes. It allowed Sporveien and Ruter to
negotiate with CAF and adapt the standard
Urbos 100 platform to meet Oslo’s unique
needs. Every design detail was discussed
from multiple perspectives, resulting in a
tram that’s not just functional, but proudly
inclusive and user-friendly for Oslo’s citizens
for the next 30-40 years.

The Impact

e 87 new trams designed for the next 30—-40
years

e Step-free access, wider doors, and
spacious interiors

¢ Inclusive design recognised with the
Innovation Award for

¢ Inclusive Design

e Twice as many tram journeys possible
annually

¢ Improved experience for passengers and
staff alike

Why It Matters

By involving users from day one, Oslo now
has one of the most inclusive and efficient
tram systems in the world. Designit’s
approach proved that co-creation, empathy,
and iteration can shape infrastructure that
truly serves its people.


https://www.designit.com/work/sporveien

Sector:
Consumer

Revo: -&)
Designing the Future'of

Urban Air Mobility
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The Challenge The Impact

Omni Helicopter International (OHI), a leader e Revo launched its first service flights in S&do
in B2B helicopter services in Brazil, saw an Paulo in summer 2023

opportunity to disrupt the urban mobility e The MVP delivered a fully integrated
landscape. With Sao Paulo’s traffic-choked physical and digital experience

streets and a rising demand for premium, e OHlis now positioned as a pioneer in the
time-saving travel, OHI aimed to launch a emerging eVTOL market

B2C service that would redefine how high- e The project won a prestigious Red Dot
net-worth individuals move through the city. Award for Brand Design & Identity

The challenge? Build a brand and digital

experience that felt as luxurious, seamless, Why It Matters

and forward-thinking as the service itself.
By designing for both user and business, we

helped OHI unlock a new market and set a

Our Solution new standard for urban air travel. In a city
We partnered with OHI to create Revo, a where time is luxury, Revo gives it back
premium air travel service that empowers beautifully.

guests to embark on journeys that reflect their
lifestyle. From strategy to service design, we
crafted an end-to-end experience that’s as
elegant as it is intuitive. Revo’s digital platform
allows guests to book, manage, and
personalise their flishts with ease. But we
didn’t stop at the screen.

We designed a brand that lives across every
touchpoint, from animated app content and
motion principles that echo the rhythm of
Brazilian life, to bespoke food packaging,
apparel, and lounge experiences. Every detail
was crafted to feel premium, personal, and
effortless.



https://www.designit.com/work/revo

Sector:
Consumer

Zipfizz:

Packed With Joy,
Powered by Play

The Challenge The Impact

Zipfizz wasn't just looking for a refresh, they e 93% increase in website traffic

wanted a reinvention. In a category e 33% increase in direct traffic
dominated by performance promises and e 2.5M households reached via streaming
hyperactive branding, Zipfizz needed to stand TV

out. The goal was to connect with a new e Zipfizz redefined its category and
audience, spark curiosity, and redefine what reconnected with its audience — on its
energy could feel like. The challenge? Build a own terms

brand that delivers joy, not just a jolt.
Why It Matters

Our Solution By designing a brand campaign that’s light,

Designit reimagined Zipfizz from the ground bright, and unapologetically fun, we helped
up. We started with a bold brand strategy Zipfizz become more than a wellness drink,
rooted in happiness and play. Then we it's a pocket-sized celebration. And that'’s
launched Packed With Joy, an integrated something worth fizzing over.

campaign spanning streaming TV, paid and
organic social, and web with creative that
flipped the script on energy drinks.

Celebrating peak playfulness instead of peak zphzz@)
performance. Packed &
We made the product the hero. Each tiny with joy

tube became a fizzy symbol of joy, packed
with clean ingredients, bold flavours, and a
boost that doesn’'t quit. Through playful
storytelling, vibrant visuals, and a media plan
that hit all the right notes, we built a brand

@ [
that bubbles with personality. B Blg energy g
boost i ﬁ‘

|

Packed
with joy



https://www.designit.com/work/zipfizz-rebranding-energy-with-a-burst-of-happiness

Sector:
Consumer

A long-term partnership with Nespresso
Designing Innovative Coffee
Experiences with Nespresso®

We have been partnering with Nespresso® for many years. During that time, we've helped Nespresso
design various new coffee machines. Designit is constantly supportingalong the entire product
design process through design thinking, research, and creative and collaborative methodologies.
Together, we design and innovate product features, user interfaces and design characteristics that fit
both the Nespresso® brand principles and the needs of existing or new customers. Examples of
visible results from this cooperation have so far included new product categories like the design of
the Expert coffee machine, which won gold in its category in the iF Design Award, and the user
interaction part of the Barista machine. Nespresso: Brewing Joy, Sustainability and Design.

The Challenge

Nespresso’s iconic status was under pressure. As
coffee culture evolved, so did expectations. From
effortless brewing to full product-service
experiences that are sustainable, intuitive, and
emotionally resonant. Nespresso needed to
reimagine its ecosystem to stay relevant with a
younger, lifestyle-driven audience while
preserving its premium edge.

Our Solution

Designit partnered with Nespresso to elevate
every touchpoint from in-home machines to
boutique experiences and connected services.
We co-created the Vertuo Pop: a compact,
colourful machine made with 35% recycled
plastic.

But our work went far beyond product design.
We helped shape Nespresso’s desigsn DNA,
integrating smart technologies, sustainable
materials, and playful aesthetics across the
brand. Our approach combined deep customer
insights, co-creation with stakeholders, and
iterative prototyping.

The Impact

Vertuo Pop launched in select markets and won
the prestigious if Design Award. We've helped
Nespresso evolve from a product brand to an
experience ecosystem: one that’s vibrant,
sustainable, and future-ready.

Why It Matters

Coffee isn’'t simply a ritual, it's a reflection of
lifestyle, values, and identity. By designing with
empathy and imagination, we helped Nespresso
brew joy into every cup.

ADD A MACHINE
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https://www.designit.com/work/nespresso

Sector:
Consumer

FedEX:;

Empowering Logistics

at Scale

The Challenge
FedEx faced a significant challenge when

migrating their logistics solutions to the cloud.

The existing design system was not equipped
to scale with the new infrastructure, leaving
the company with a need for a more flexible,
efficient, and user- friendly solution to
manage logistics at scale across various
touchpoints.

Our Solution

To address this, Designit partnered with
FedEx to create a completely new design
system from the ground up. We delivered a
scalable and adaptable Ul that streamlined
workflows and reduced complexity. With a
focus on accessibility, visual clarity, and
customisation, the new system ensured that
employees could easily navigate and adopt
the workflows necessary for their roles,
regardless of the scale.

The Impact

The new design system has empowered
FedEx to operate more efficiently, enhancing
the user experience and improving employee
adoption. By simplifying digital interfaces and
ensuring consistency, the solution has not
only improved logistics operations but also
set the foundation for future growth and
scalability.

Why It Matters

Successful logistics depends on more than
technology. It relies on people being able to
do their jobs with clarity and confidence. By
grounding the transformation in user insight
and human-centred design, FedEx created
tools that work for the people who keep
things moving. The result is a logistics
experience that’'s more intuitive, more
responsive, and better alisned with the needs
of both employees and customers.



https://wipro365.sharepoint.com/:p:/r/sites/ACTIVENBO/Shared%20Documents/0.%20NBO%20Assets/Case%20Studies/Long%20Form/FedEx%20-%20Logistics_%20workflow.pptx?d=wed097cd74c94466bb30bdd8a20085d66&csf=1&web=1&e=YOYps9

Sector:
Technology and Communication

Nokia:

Employee-Centred
Transformation

The Challenge

Nokia, supported by Designit and Wipro, set out
to transform the digital workplace experience for
80,000 employees worldwide. The existing IT
servicing landscape was overly technical and
complex, leaving many struggling to find the help
they needed, resulting in inefficiency and
unnecessary cost. The challenge was clear: How
might we reimagine and simplify every
touchpoint of IT services, empowering Nokians
to solve problems faster, learn new skills, and
embrace a ‘Shift Left’ mindset? By embedding Al
support and championing self- service, we aimed
to reduce the burden on IT teams and unlock a
more intuitive, people-centred digital ecosystem.

Our Solution

Beginning with deep, human-centred research,
we uncovered the real barriers in Nokia's IT
service experience. We translated these insights
into intuitive, user-facing services, placing Al at
the front line to guide and empower employees.
By championing automation and self-service, we
didn’t just streamline support, we fostered
autonomy, accelerated problem-solving, and
made learning part of the everyday experience.
The result is a digital workplace that’s not only
more efficient, but also more human, setting a
new benchmark for digital workplace
transformation in complex, global organisations.

The Impact

The result was a digital workplace that’s not only
more efficient, but also more human, setting a
new benchmark for digital workplace
transformation in complex global organisations.

A smarter, faster, and more empowering
experience for Nokia's global workforce, this
transformation didn’t just solve a problem — it
set a precedent. Nokia's End-User Services
became a flagship example of how user-centred
design drives meaningful change in complex
organisations. Its influence and earned trust
opened new doors across Designit, Wipro, Nokia,
and beyond.

Why It Matters

Automation and self-service aren’t about
replacing the human touch, they’re about
amplifying it. When thoughtfully designed, these
solutions empower people, foster autonomy, and
build understanding. For Nokia, this shift meant
turning complexity into clarity and giving every
employee the tools to solve problems, learn, and
thrive. It's proof that positive change, at scale,
starts with putting people first.


https://www.designit.com/work/nokia

Sector:
Technology.and Communication

Acer + Microsoft:

Gaming Meets Tik Tok

The Challenge

Microsoft and Acer wanted to create
awareness and drive sign-ups for the
one-month Xbox Game Pass trial included
with new Acer and Predator devices.

But there was a catch: the target audience
lived on TikTok, scrolling fast and skipping
anything that even looked like an ad. To
succeed, the campaign needed to be as
entertaining and authentic as the content
they already love.

Our Solution

We tapped directly into TikTok culture with
quick humour, cheeky overlays, Al voices, and
content that felt native to the feed.

Instead of focusing on one typical gamer
influencer, we showcased diversity by
partnering with four TikTok creators who play
games in their own ways but do not
necessarily define themselves as gamers.

Each influencer shared how they sigsned up
and got ready to play Xbox Game Pass on
their Acer or Predator device, bringing
personality, relatability, and fun to every clip.

Designit’s production team built TikToks that
blended step-by-step how-tos with playful
storytelling, persuading viewers to act without
feeling like they were being sold to.

The Impact

e 200% surge in audience interaction

e 23%increase in program sign-ups

¢ 3x higher click-through rate than the
TikTok ad average

Why It Matters

This was more than a promotional campaign.
It proved that direct-response content can
also entertain and engage. By combining
Acer’s devices, Microsoft’s service, and
TikTok’s unique culture, we created content
that resonated with gamers, kind-of-gamers,
and non-gamers alike.

his video brought
to you by -
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https://www.designit.com/work/acer-xbox-game-pass-tiktok

Sector:
Technology and Communication

A long-term partnership with Microsoft

Microsoft Azure CXP:

Designing Calm in the Storm

Designit has been a trusted partner to Microsoft for more than 15 years. During that time, we
have supported nearly every major department with marketing, strategy, and creative
solutions. As a top global supplier, Designit combines boutique agility with Wipro’s scale.
Together, we've published thousands of assets, driven measurable business impact, and

fostered a culture of innovation-and efficiency.

The Challenge

When Microsoft Azure faced one of its
largest platform outages, the stakes were
sky-high. Engineers, developers, and
customers demanded real-time updates, but
internal silos slowed response. Azure needed
a way to communicate clearly, quickly, and
compassionately during moments of crisis.

Our Solution

Designit stepped in to build and run Azure’s
Crisis Experience Management program. A
24/7, 365-day digital customer care operation.
We designed a human-centric communication
model that translates technical complexity
into clarity. Our team now spans 70+ experts
across the US, Ireland, and India, armed with
Al-supported tools and escalation pathways
to engineering teams. We manage 6 lines of
business, 10 workstreams, and 3 geographies,
covering everything from outage comms and
billing notifications to proactive education
and security takedowns.

mm Microsoft Azure < @Azure - 4h

B |1 spain, innovation is fueling new cloud and Al use cases to connect
people and foster inclusion. Learn how companies are using Azure to build
a sense of belonging in Season 3 of Cloud Cultures: msft.it/6013maSYd
#MicrosoftAzure

0:26/030,.ap) & Y1

The Impact

e 8,000+ incidents handled annually

e  97% QA score across communications

e 4.81 minutes average “first post” time during
outages

e 12,000+ 1:1 customer conversations

e 8,300+ service updates published

We've become the calm in Azure'’s storm,
bringing empathy, agility, and precision to every
crisis.

Why It Matters

In technology, trust is earned when customers
feel supported and informed. Especially in
moments of disruption. Designit’s work with
Azure helps Microsoft deliver customer care
that’s clear, compassionate, and fast. Whether
it's a service outage or a security alert, we
help Microsoft show up with confidence.
Turning tension into trust and complexity into
clarity.

Empower your
care team

Responding to
customers at the

ight time



https://www.designit.com/work/microsoft-azure-cxp
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Our capabilities
01 03
Insights and Strategy Creative Technology

We define bold visions and strategy We explore emerging technology to materialise
’ ’ N = future experiences
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e Strategy
e Research
e Business design

Creative technology
Immersive experiences
Product management

02

. .. 04
Design and Creativity Digital Media and Marketing
We design humanity-centred products and

services We activate impactful brand experiences

Editorial and compliance
Channel management and programming
Paid media

Service design
Experience design
Industrial design
Brand design and creative Customer advocacy

Creative production
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To learn more, please contact hello@designit.com



