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SO…. WHO’S THIS GUY?!
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➔Washington, DC, USA native

PERSONAL

➔World traveler (64 countries) 

➔Lives in Barcelona  (prev Sydney & Amsterdam)

PROFESSIONAL

➔Former professor for UX, Design Thinking, and Data Viz

➔ 17+ years in product design & UX (5yrs in Mgmt)

➔20MM in combined budgets under management

➔Experience with NGOs, startups, consulting firms, and 
big public companies

➔Product Design & Research Leader

➔Helped raise 40MM+ in VC funding for startups



MY EXPERIENCE











Stakeholders are Humans

They want more and 
more value from you

Show how you can 
increase business/KPIs

Show that you care about 
what they care for
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00 Properly identify stakeholders

What’s the environment?
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Our vision is to give 
everyone easy access to 

anything in their city.





Give everyone easy access to 
anything in their city



TIMES ARE TOUGH
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TIMES ARE TOUGH
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IT GETS BETTER WITH TIME

19







NOW WHAT?



Acct 
Mngrs

Customer 
Success / 

Care
Ops

Sales & 
Marketing

Product 
Mngrs

Data

UX Eng

Strategy

COLLABORATION IS MORE IMPORTANT THAN EVER
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00 + the lessons applied

Success Stories
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Color 
surfaces 
+
Subtle 
outlines 



Color surfaces 
+ Subtle outlines 

Color 
Palette



Tools, 
illustration
style



Hands



Hands



Collaboration
Diversity



Phone / Screen 
Universe



Hands 
playing 
inside 
screens



Idea



Hands collaborating 
to build the app like a family dinner.

Coming in/out using the phone as 
workspace like a kitchen or table.



Firsts 
Drafts



Static Draft



Motion Draft



Illustrations



Hands



V1



V2



Animations



V1
● 12’5 seconds duration
● 7 hands actions



V2

We just came with a new idea of starting the animation. 
Today you’ll see.



Final animation



Secondary
Illustrations





Fill the sign up 
form here

You will get invited 
to research studies 

that match 
your experience

Get a Glovo 
Reward 



ANIMATED ICONS?



ANIMATED ICONS



IN OUR WORDS

This is how the world looks to us, in 
our words.

These are our truths. We hope it helps 
people understand
why we do what we do. 

#GlovoManifesto



The future
of local 
businesses
is digital

People need
to know the 
algorithms that 
impact their lives

Companies succeed 
when they have
a positive impact

DIGITAL GROWTH

ALGORITHMS
SOCIAL IMPACT

The right
workplace
welcomes social 
equality
DIVERSITY, INCLUSION & BELONGING



The on-demand 
economy should 
guarantee freedom 
and social rights
ON-DEMAND PLATFORM ECONOMY

Relationships
are the heartbeat 
of our culture
FUTURE OF WORK

Being local
has the biggest 
impact
LOCAL CARE



02 Influence others to gather support

What’s the environment?
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DESIGN?
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UNDERSTAND YOUR TEAM VIA SKILLS MAPPING
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BUFFER’S T-SHAPED MARKETER SKILLS MAPPING
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PARTNERSHIPS
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PERSUASION 101

HEART
Emotion

Empathy, 
Principles, Values, 

Inspiration

HEAD
Logic

Money, Proof, 
Reason, Statistics, 

Metaphors

CRED
Ethics

Credibility, 
Experience, Trust, 

Past Insights
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03 Present your ideas in-context

Prime your audience
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Bill Carr

Colin Bryar
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PRESS 
RELEASE

FAQ

VISUALS

CUSTOMER
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2

DEFINE

4

REFINE

1

LISTEN

5

TEST & 
ITERATE

3

INVENT
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What do I know about my audience?
Whose voices might be missing or excluded?

STAGE 1: LISTEN
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What customer opportunity am I trying to 
solve? (What data led to this conclusion?)

STAGE 2: DEFINE

72



What is the proposed solution? Why is this 
the right solution versus other options?

STAGE 3: INVENT
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What does the customer experience look 
like? How would you explain the primary 

benefit to your customer?

STAGE 4: REFINE

74



What does success look like for your idea? 
What is the intended impact of your solution? 

What is the possible unintended impact?

STAGE 5: TEST & ITERATE
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“Clearer experiences make it easier for 
users to act quickly, which gets 
experiments to statistical significance 
faster. You might think you’re ‘saving 
time’ by trimming design details, but it 
can add weeks to the process.”

Angel Steger, Former Director of Design @ Dropbox & Meta
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Siloes?
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COMPANY STRUCTURE (& CULTURE)
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Acct 
Mngrs

Customer 
Success / 

Care
Ops

Sales & 
Marketing

Product 
Mngrs

Data

UX Eng

Strategy

COLLABORATION IS MORE IMPORTANT THAN EVER
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Awareness
Learn of your company, product, or solution 

Acquisition
Register for, find, or consume a service/product/feature

Activation
Experience the value for the first time 

Retention
Continued usage or payment

Revenue
Pricing, cross-sell, upsell

Referral
Inviting others to our service

Strongly Linked

81



82



83



Instagram: @KevinHawkinsDesign
X/Twitter: @KevinHawkinsDC

QUESTIONS?
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05 Extra Examples
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https://growth.design/case-studies/tiktok-feed-psychology


VS
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€250k Yearly Savings = 1% YOY Profit Increase!
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So what?



Re-evolution of the MVP
Streamlining of PIDs and RFCs



New ReOps Tooling

+ Compen$ation



Self-Service Tool for democratizing basic research



Localization Quality Testing
Though we operate in 25 countries, we will focus on 5 key 
markets (IT, ES, PT, PL, RO) for user research recruitment and 
on-site visits and Product Trips.



Direct User Interactions
We can learn more about product opportunities directly by 
talking to and observing Customers, Partners, & Couriers:

● Early tester communities
● Inviting focus groups to our offices for feedback & research
● On-site Partner visits & dogfooding partner products
● Courier Days and GlovoCares



Shadowing Internal Users
We can learn more about key pain points directly by talking to 
and observing internal users. We should also step into their 
shoes from time to time.

● Partner AMs - Churn reasons & complaints about product
● Sales - Complaints/desires of prospects & churned partners
● LiveOps Agents - Issue reasons & resolution details
● RTO Agents - Logistics and Courier issues



Scoring of us & all competitor apps every 4 months

1. Search bar 9. Courier delivers 
the order

5. Partner received 
the order

2. Product 
Selection

3. Confirmation 
& Payment

4. Order 
Confirmed

6. Partner prepares 
the order

7. Courier goes 
to Partner and 

pick-up the 
order

8. Courier goes to 
delivery point

#.# #.# #.# #.# #.# #.# #.# #.##.# #.#



Scoring of us & all competitor apps every 4 months





With the QXscore we can also drill down 
to deeper insight, including:

With the QXscore we can also drill down 
to deeper insight, including:

● Highest NPS score

● Highest task success on 3 out of 4 tasks

● Highest ease of use ratings across all tasks

● The fewest number of problems & 
frustrations

● Highest NPS score

● Highest task success on 3 out of 4 tasks

● Highest ease of use ratings across all tasks

● The fewest number of problems & 
frustrations



Launching                             advisory boards

https://www.uber.com/au/en/u/feedback-program/ubereats/
https://get.doordash.com/en-us/about/rac
https://news.airbnb.com/airbnb-announces-2023-host-advisory-board/


Prioritization Framework

Lead 
UX Researchers 

(PM/Design optional incognito)

Type of projects
Foundational research, complex 

research questions, or high-priority 
problem validation.

UXR role
We drive project management, 

execution and completion of most 
tasks. We can ask for support from 

Product and Design.

Gold Silver Bronze

Lead 
PMs+Designers

Type of projects
Medium to low-priority problem 

validation or high-complexity solution 
validation.

UXR role
While Product and Design drive 

project management and execution 
of most tasks, we take specific tasks 

and advice on the rest. 

Lead 
PMs+Designers

Type of projects
Medium to low-complexity problem 

and solution validation.

UXR role
While Product and Design drive 

project management and 
execution of most tasks, we are only 
consulted on specific aspects of the 

study.



Team Comms & Ceremonies

Bi-weekly 
(+UXR Manager)

General feedback, career 
development

Project based - weekly 
recommended

(Lead+IC)
Status, blockers, feedback and 

next steps

1:1s

Bi-weekly
(all UXRs)

Sharing learnings, asking for 
feedback, team activities

Team Meetings

Weekly updates
(all PMs)

Through email: status about 
the projects and highlights of 

the week

UXR Open Presentations
(all Stakeholders)

Meeting to go through the 
findings and their relationship 
with other insights. Next steps 

and roadmap sharing

Knowledge 
Sharing



Rebuilt Dashboards to include UX KPIs


