
My work focuses on both the 
high-level strategy and the 

surface level details.

Hello, I’m Brandon.

Because of that, I have had the good fortune of collaborating with some 
of the world’s most ambitious brands and organisations during my time 

working in agencies, internal teams and my own design consultancy. 

Here’s the story of one of my past projects…



The following information has been shared in confidence and anything you see 
here should not be shared beyond the context of your evaluation. If you have any 

questions or comments, please say hello@bschmittling.com

This document is unlocked but please keep it private



Winning the next generation 
of skin care enthusiasts

CASE STUDY



SUMMARY

P&G wanted to appeal to 
Young Professionals, which 
are largely young women who 
care about their skin but are 
also intrigued by how 
technology can help make 
their lives better.

P&G needed to change their focus from product to 
customer and started a number of rapid innovation 
projects in order to disrupt their own business 
practices, change brand perception and create new 
digital products and services.



TIMELINE

2015 2016 2017

In-store retail tablet Live site updates

Product photography

VR Celebrity shoots

Innovation roadmap

Command center

Package design

Site redesign

Retail assetsRoadmap workshops



TIMELINE

Chatbot E-commerceSmart bottle Shanghai PopupTokyo Popups

Vending machin. 

2019



Design activities
Emphasising customer-centricity across all projects

ACTIVITIES



Regularly conducting 
ethnographic research



Identifying the 
right use cases



Mapping out the 
user journey



Faster prototyping 
and testing



Building internal 
design resources



Training future 
product managers



NEEDS UPDATING

Pushing the 
boundaries of retail



Super Powered Assistant

PROJECT

Discovering the needs of Skin Destiny Concierge users and 
reimagining their in-store experience



SUMMARY

Skin Destiny Concierge is the 
software platform that Beauty 
Counsellors use in-store: 
Customer facing: Magic Ring scan and counselling. 

Business: Operations functionality that supports 
inventory, reporting and other areas. 

Key markets: Japan and China 

Other markets: Korea, China Travel Retail, Hong Kong 
/ Taiwan, Thailand, Indonesia, Malaysia/Singapore, 
USA, UK, Australia



TIMELINE



GOAL 01 

Support business goals by 
supporting Beauty Counsellors 
SK–II recognised their in-store experience 
fells short of their aspirations and didn’t 
allow their Beauty Counsellors to achieve 
business goals of new users. Easing 
operation duties (inventory, reporting, etc.) 
was an immediate way to do this.

GOALS

GOAL 02 

Replatform to support 
integration 
Existing SDC app had limited integration 
for older platforms and SK–II was 
replatforming all its digital services to 
Dynamics 365. This solution also involved 
using a software from Confiz called 
CORE, an in-store software layer that 
supports typical store functionality and 
can be completely customised.



SDC 

Current state prior to 
redesign efforts



Incubation
Getting ready for SPA

ACTIVITIES



Ken Kun. 

We initially conducted 
in-field qualitative 
research in Tokyo. 

We also completed 
informal, ad-hoc 
observational research 
visiting competitor 
beauty counters at 
multiple Japanese 
department stores. 

These observations 
informed and 
contextualised our 
research and business 
insights going forward.



Tissue sessions



Visual exploration



Competitor 
research



Concepting

ACTIVITIES

Animated product walkthrough presentation showcasing a BC’s 
"day-in-the-life" experience with the next generation app. 
View SPA prototype: https://w6blcs.axshare.com

https://w6blcs.axshare.com


Tips
Learn how to apply our 

signature essence

News
Catch the latest campaigns  

and events

Trends
Stay on top of the latest 

beauty news

Learning content from 
SK-II HQ 

• Fun and contextual 
learning that could be 
celebrity driven 

• Product information 
• Pitera story 
• Tips on application 

Regimen 
• Customer 

conversation tips 
• Other tips on being an 

amazing BI



Tips
Learn how to apply our 

signature essence

Conversation Tips

“Konnichiwa!” 
;)

P R O D U C T  I N F O P I T E R A  S T O R Y H O W  T O  A P P LY S K I N  R E G I M E N T C O N V E R S AT I O N  T I P S

“Genki desu ka?”
“Suki da yo!”  

<3

Chatting with a customer

Learning content from 
SK-II HQ 

• Fun and contextual 
learning that could be 
celebrity driven 

• Product information 
• Pitera story 
• Tips on application 

Regimen 
• Customer 

conversation tips 
• Other tips on being an 

amazing BI



News
Catch the latest campaigns  

and events

Pitera™ Masterclass
Get certified in 1 hour

P R O D U C T  L A U N C H E S L AT E S T  C A M PA I G N S U P C O M I N G  E V E N T S

Learning content from 
SK-II HQ 

• Fun and contextual 
learning that could be 
celebrity driven 

• Product information 
• Pitera story 
• Tips on application 

Regimen 
• Customer 

conversation tips 
• Other tips on being an 

amazing BI



News
Catch the latest campaigns  

and events

P R O D U C T  L A U N C H E S L AT E S T  C A M PA I G N S U P C O M I N G  E V E N T S

Upcoming events

Tokyo OND Pop-Up Store
Shibuya-ku

Catch the latest pop-ups before it’s over

Known for its highly innovative  installations and 
personalised skincare.

Learning content from 
SK-II HQ 

• Fun and contextual 
learning that could be 
celebrity driven 

• Product information 
• Pitera story 
• Tips on application 

Regimen 
• Customer 

conversation tips 
• Other tips on being an 

amazing BI



Trends
Stay on top of the latest 

beauty news

Influencer videos
PONY’s nighttime skin care routine

I N F L U E N C E R  V I D E O S I N D U S T R Y  T R E N D S W O R D  O N  T H E  S T R E E T

Learning content from 
SK-II HQ 

• Fun and contextual 
learning that could be 
celebrity driven 

• Product information 
• Pitera story 
• Tips on application 

Regimen 
• Customer 

conversation tips 
• Other tips on being an 

amazing BI



Trends
Stay on top of the latest 

beauty news

Industry trends
Using AI for skincare routines.

I N F L U E N C E R  V I D E O S I N D U S T R Y  T R E N D S W O R D  O N  T H E  S T R E E T

The latest in beauty news is 
the rise in AI to detect 
differences in a person’s skin.

Learning content from 
SK-II HQ 

• Fun and contextual 
learning that could be 
celebrity driven 

• Product information 
• Pitera story 
• Tips on application 

Regimen 
• Customer 

conversation tips 
• Other tips on being an 

amazing BI



Trends
Stay on top of the latest 

beauty news

Word on the street
Trending topics from social media

I N F L U E N C E R  V I D E O S I N D U S T R Y  T R E N D S W O R D  O N  T H E  S T R E E T

@kuwaesakina

“Absolutely blown away by how amazing this product 
feels on my skin. The event was so fun!”

#SK-IIONDTokyo

@mikotoka

“Loads of people - but well worth the wait to get in!”

Learning content from 
SK-II HQ 

• Fun and contextual 
learning that could be 
celebrity driven 

• Product information 
• Pitera story 
• Tips on application 

Regimen 
• Customer 

conversation tips 
• Other tips on being an 

amazing BI



Design Sprinting.
To meet a three month deadline, an ambitious feature set was shared 
by two product/ux design teams and later supported by a third team.

ACTIVITIES



Feature list

Global Navigation. Login. Daily Snapshot. Message center. Learning Library.

Design concepts. 

Global elements. 

Complex Interactions.

Welcome message. 

Lock screen content. 

Profile configuration . (Pre-
loaded content from P&G 
employee profile) 

PIN for unlocking app. 

Offline login.

Notification. 

Navigation. 

Inspiration content. 

Profile image and task ring. 

Alerts / Pop-up notification.

Message center - View past 
messages / Search messages 

BI - SM chat  

HQ Chat / Discussion Forum 
(only for BI) 

SM - Broadcast messaging

Content type - Video, Article, 
Youtube  

Categories - To be finalised 
based on YG’s list 

Learning evaluation - MCQ, 
Match the list 

Mandatory content / 
Reminders 

Offline content viewing 

Review every content after 
viewing (Rating & comment) 

SM to have additional 
learning content 

Stream 1 Stream 2



Sprint timeline
Epic Kickoff Requirements Design

Meeting One Week Two Weeks

Counselling / 
MS MR

Consumer Profile / Directory

Transactions

Global Nav / Login / Snapshot 

Learning Library / Message center

Inventory

BI Performance / Celebration 
Moments / Algorithm

Calendar

Reports

Product Catalogue and PDP

Timesheets

Work-shift Management

LINE Follow-up

TEAM 01

TEAM 02

TEAM 03



Full team 
standup



Product / UX 
design team



Product / UX design

SOLUTION

Selected sections: Daily Snapshot / Inventory / Calendar / 
Counsellor Admin / Timesheet / Workshift / Store Planning / 
Counselling / CRM / Product Catalogue / Daily Ring



SOLUTION

Design: Daily Snapshot



Daily snapshot.
Daily snapshot is the Headquarters of 
SPA app. It houses the most 
important features and updates of 
SPA to give super powers to the BIs. 



New content.
The content can be updated 
automatically and manually.  

Mandatory content will remain in the 
section if the BI did not open it.



I N V E N TO RY N OW

You have been assigned to Inventory check by Store Manager 

Kobayashi.

Pop-up notification.
Pop-up notification slides from the 
top right hand corner…



Pop-up notification.
… and takes over the first carousel. 
BI can view all of their notifications 
in their inbox.



SOLUTION

Design: Inventory

Ivy Huang Interaction & Product Designer



FEEDBACK

“Brandon wore multiple hats and made sure that every gap in the project 
was filled. At the start of the project he was actively participating as a 
designer. When the project and teams were in place he supported the 
team in all ways possible and started thinking ahead for the future e.g 
features or further development and helping new team members on 
board. In a massive and time-crunched project like this, it is important to 
be both proactive and vigilant and Brandon was both.”

Ivy Huang IxD & Product Designer



Defining “states” of inventory



Discovering a “gap” in store inventory



Balancing a store’s inventory



IxD / Work in progress

INVENTORY



Operations.
Inventory activities as cards. 

Entry points into the inventory 
stock list. 

Show and start damage reports 
and transfers.



Activity Cards.
Major activities and 
assignments will show up as 
cards. 

The “stack” ends with a 
summary card. Cards can 
always be reviewed again.

Shipment arriving
Today around 2:30 PM

R E V I E W  S H I P M E N T

Price changes in effect
12 products

R E V I E W  C H A N G E S

Monthly stock audit
Complete by 31 January

G E T  S T A R T E D

Assigned by Uemura

Monthly stock audit 

assigned to you
Complete by 31 January

R E S U M E

Assigned by Uemura

New order created
Today at 10:18 AM

R E V I E W  O R D E R

New damage report
Uyehara at 2:12 pm

V I E W  R E P O R T

New transfer report
Uyehara at 2:12 pm

V I E W  R E P O R T

A L L  A C T I V I T Y

S H I P M E N TO R D E R S

2 1 2
D A M A G E S T R A N S F E R S

S T A R T  O V E R

You’re all caught up!



Inventory Overview.
Quick stock counts, action 
items, activity and starting place 
for workflows.



Variation with Bestsellers row.
Most common products 
showing first.



Activity.
Show all activity. 

Clear chain-of-custody. 

Transparency for store staff.



Item added to list.
BC selects the size and it’s 
added to the inventory list.



Scanning multiple items.
BC can scan multiple items or 
even shipment boxes. All the 
recognised items show up 
along the bottom of the screen 
waiting for the BC to add them 
to her list.



Scanning boxes.
Surface the Box count and 
allow the BC to quickly confirm 
it here with one simple tap.



Item added to list.
The scanned item has been 
added to the list. The BC needs 
to fill in some addition 
information such as the item’s 
location and count. 

The BC can also label the 
scanned item as a tester, 
sample or other type of item.



Submit.
Double-check before 
sending to the Manager.



Visual design

INVENTORY



Final Inventory Flow



Inventory.
BC operations section.



Defining an early “slat” system



Inventory.
Large functional filters.



Inventory.
Starting monthly inventory.



Inventory.
Scanning products.



Inventory.
Transferring products.



Inventory.
Damage reporting.



SOLUTION

Design: Calendar

Sharolin Zen Senior Visual Designer



IxD / Work in progress

CALENDAR



Calendar.
Initial ideas.



Calendar.
Initial ideas.



Calendar.
Initial ideas.



Calendar.
Initial ideas.



Calendar.
Initial ideas.



Calendar.
Initial ideas.



Calendar.
Initial ideas.



Calendar.
Initial ideas.



Visual design

CALENDAR



Final Calendar Flow



Calendar.
Today.



Calendar.
This week.



Calendar.
This month.



Calendar.
Event detail.



Calendar.
Event detail.



Calendar.
Event detail.



Calendar.
Sales Manager view.



Calendar.
Sales Manager view.



Calendar.
Sales Manager view.



Calendar.
Sales Manager view.



SOLUTION

Design: BC Admin

Dikshita Chandrasekaran Senior Interaction Designer



Workshop with Beauty 
Counsellor Team in Osaka

BC ADMIN









Back in SG for post-
workshop analysis

BC ADMIN





Final BC Admin workflow



IxD / Visual design: 
BC Timesheet

BC ADMIN



Timesheet.
End of shift.



Timesheet.
End of shift.



Timesheet.
End of shift.



Timesheet.
End of shift.



Timesheet.
End of shift.



Timesheet.
Uh oh. Timesheet rejected.



Timesheet.
Fixing that timesheet.



Timesheet.
Fixing that timesheet.



IxD / Visual design: 
BC Workshift

BC ADMIN



Workshift.
Select days off.



Workshift.
Select days off.



Workshift.
Select days off.



Workshift.
Select days off.



Workshift.
Select days off.



IxD / Visual design: 
Store Planning

BC ADMIN



All stores.

Sales Manager 
Workshift Planning.



Manager sees 
requested days off.

Sales Manager 
Workshift Planning.



Sales Manager 
Workshift Planning.

Manager can scroll to 
see all employees.



Sales Manager 
Workshift Planning.

UI designed for speed 
and recall.



Rapid sketching to define pop-up states



Sales Manager 
Workshift Planning.

UI designed for speed 
and recall.



Sales Manager 
Workshift Planning.

Issue avoidance.



Sales Manager 
Workshift Planning.

Assigning inventory.



Sales Manager 
Workshift Planning.

Publishing.



Sales Manager 
Workshift Planning.

Published!



SOLUTION

Design: Counselling

Masturah Maidin Senior Interaction Designer



FEEDBACK

"I couldn’t have asked for a better mentor and supervisor who 
always had my best interests in mind. Brandon leads by paving 
the way and giving you the tools you need to make the best 
decisions. He’s always looking at the bigger picture and thinking 
about how to make things better."

Masturah Maidin Senior Interaction Designer



Investigating the full product line-up



Magic Ring demo



Workshop with R&D 
Team in Kobe

COUNSELLING



Counselling session demo





Service 
enactment
Leading the R&D team 
through a typical interaction 
sequence using the current 
Magic Scan product.
This slide includes video content

COUNSELLING



Reviewing previous versions of the app



Usability Testing with 
Beauty Counsellor 
Trainers in Kobe

COUNSELLING





Usability 
testing
• SK–II initially worried about sharing the new app 

due to fear of BC rejection. 

• Comprehensive plan and informal one-on-one 
sessions helped client get over their concerns. 

• Overall warm and positive feedback with additional 
insights to steer ongoing and future sprints.

COUNSELLING



Final Magic Ring Device Flow



Counselling.
Counselling mode.



Counselling.
Current user.



IxD / Visual design: 
Magic Ring

COUNSELLING



Final Counselling Flow



Counselling.
New session.



Counselling.
New session.



Counselling.
New session.



Counselling.
New session.



Counselling.
New session.



Counselling.
New session.



Counselling.
New session.



IxD / Visual design: 
Product Counselling

COUNSELLING



Counselling.
Product Detail Page (PDP).



Counselling.
Product Detail Page (PDP).



Counselling.
Product Detail Page (PDP).



Counselling.
Product Detail Page (PDP).



IxD / Visual design: 
CRM

COUNSELLING



Final CRM Flow



Counselling.
Initial Line “handshake” 
with customer phone.



Counselling.
Initiating “handshake” with 
customer phone.



Counselling.
Next appointment.



Counselling.
Next appointment.



Counselling.
Done.



Counselling.
Appending profile.



Counselling.
Appending profile.



Counselling.
Appending profile.



IxD / Visual design: 
Product Catalogue

COUNSELLING



Final Product Catalogue Flow



Counselling.
Regimen.



Counselling.
Personalised regimen.



Counselling.
All kits.



Counselling.
First Experience Kit.



SOLUTION

Design: Daily Ring

Alec Wong Senior Interaction Designer



Debating the logic of the Daily Ring



Rapid sketching to explore ring task depiction



DAILY RING

✔ Clocked in / Logged in 

✔ Arrived on time 

✔ Reviewed Daily Snapshot 

✔ Checked Messages

✔ Clocked in / Logged in 

✔ Arrived on time 

✔ Reviewed Daily Snapshot 

✔ Checked Messages 

✔ Calendar item completed 

✔ Tidy up fixtures 

✔ NU Magic Invite conversations 

✔ Took a hygiene break 

✔ Consultation completed 

✔ Consultation completed 

✔ Took a lunch break 

✔ NU Magic Invite conversations

✔ Clocked in / Logged in 

✔ Arrived on time 

✔ Reviewed Daily Snapshot 

✔ Checked Messages 

✔ Calendar item completed 

✔ Tidy up fixtures 

✔ NU Magic Invite conversations 

✔ Took a hygiene break 

✔ Consultation completed

✔ Clocked in / Logged in 

✔ Arrived on time 

✔ Reviewed Daily Snapshot 

✔ Checked Messages 

✔ Calendar item completed 

✔ NU Magic Invite conversations 

✔ Tidy up fixtures 

✔ Took a hygiene break 

✔ Consultation completed 

✔ Consultation completed 

✔ Took a lunch break 

✔ NU Magic Invite conversations 

✔ Took a hygiene break 

✔ Consultation completed 

✔ Consultation completed 

✔ Tidy up fixtures

Done!



Discussing Daily Ring progress.



IxD / Visual design

DAILY RING



BC Daily Ring.
Staying on track.



Performance.
Integration with new BC 
Performance section.



Celebration moment.
Finishing Magic Ring session.

This slide includes video content



SM Performance.
Viewing all stores.



SM Performance.
Drilling down to users 
in a single store.



Outcomes
Design, QA and UAT testing completed within an 
aggressive timeline of 3 months. 

Post launch in Japan, the SPA app saved each Beauty 
Counsellor up to 40 minutes from their daily 
administrative tasks. 

The redesigned Skin Counselling experience for 
customers was also much more immersive and they 
were proud to show off the screens to their customers 
during their regular counselling sessions. 

SPA app is an effective sales and admin tool, is now 
in commercial use, and can be seen at selected 
retail locations throughout APAC.

RESULTS

Learnings 

Build and support a module 
design system 
Because there are moments when the Customer uses the app 
with the Counsellor, we had to combine front- and back-of-
house visual systems to that both users are familiar with each 
other’s sections of the app. 

Experiment early 
Each sprint was started with a good amount of exploration so 
that the Engineering team could identify roadblocks created by 
ambitious solutions that may be valuable for users but not fully 
realistic for development.



Arigato 
gozaimasu!

CASE STUDY



ABOUT

Nice to meet you. 
I’m a hands-on 
pixel producer, 
product innovator 
and data-driven 
design leader.

I lead design and research teams 
and together we create, build and 
scale user-centered and data-
driven products and experiences 
for people all over the world. 

To get in touch with me just say 
hello@bschmittling.com



I’m currently leading the User 
Experience team at Taoti 

Creative in Washington, D.C.

Thank you for your time.

As Director of UX Design I'm looking after (and growing) an innovative, lean 
and effective team that delivers value to our clients. Get in touch with me 
to discuss speaking engagements and other professional opportunities. 

My full work history is available on LinkedIn at btiny.link/linkedin 
hello@bschmittling.com 

+1 571 412 7432

http://btiny.link/linkedin
mailto:hello@bschmittling.com



