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Made To Engage is a multi award-winning digital transformation agency with offices in Bel-
fast, Dublin, and London. They aim to deliver experience-driven commerce solutions that are 
growth-oriented, agile and innovative.

My role has been as a User Experience Designer. I have been working within the wider CX team 
made up of both design and UX. As part of my role I have been involved in visual design as well 
as working across various multi-disciplinary product teams.
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P L A C E M E N T  C O M P A N Y
M Y  R O L E

MTE was started in 2011 by Steven Cassin and Stephen Leathem with the team growing ever 
since. The company is now made up of over 60 digital experts, who specialise in Experience 
Design, Technology and Digital Marketing. These three strands are integral to the business and 
form the basis for everything they do. This past year they have expanded into physical London 
and Dublin offices to help accommodate both new and existing members of the team as well as 
clients.

The studio is rooted in Microsoft technology and the Episerver CMS. MTE is capable of taking 
projects from ideation to supported creation. This is made possible through all the various teams 
within the organisation such as UX/Design, FED, QA, and Support to name but a few. 

Made To Engage have an ever expanding client base that features both local and global organisa-
tions such as Easons, Irish Life, PowerNI, Hornby Hobbies, Scalextric, Airfix, and Corgi.

The work offered to clients ranges from simply providing content creation from the Customer En-
gagement team to full scale, responsive e-commerce sites that require an entire product team. 
These multi-disciplinary teams are made up of FED’s, back-end devs, as well as designers and UX 
designers.

As a UX designer, I have been working within the User Experience team which is currently made 
up of myself alongside three others. As part of this team I have undertaken research and design 
activities across the product life-cycle from discovery such as persona development to usability 
testing with real customers. Having the foundation and theory from university was useful and 
essential to know, but getting stuck in and just doing some of these things has really made the 
difference in understanding UX principles and practices.

My role has been great at giving me a truly immersive overview and understanding of working within 
a true lean, agile UX environment, even within a small team. All the work I have undertaken whilst in 
the role has been valuable in adding to my knowledge of the field and building up my skills. 

The UX team sits within the Customer Experience (CX) team which is formed by both the UX 
and Design team. The term ‘CX’ is an internal idea to put more of an emphasis on designing for 
customers as the business puts more focus on e-commerce sites. By working as part of the CX 
team, this allows all of us to up-skill across different areas from each other. The Design team has 
more of a focus on the visual design and brand research within projects. Both teams crossover and 
collaborate to output the best work possible. This is seen in design critiques, design studios, and 
helping out with different tasks needing done. 

The CX team works alongside the Customer Engagement (CE) team under the umbrella of Digital 
Experience. This has allowed me to gain new understanding of different roles and work that 
goes into projects. The CE team consists of content creators, SEO experts, and digital marketing 
executives. This information and research feeds into the UX and design work that takes place and 
allows for a more complete and better informed design to be produced for the client. It also helps 
us to validate quantitative data with user research and testing that is carried out.

In my job, I have also worked alongside other departments at different times whenever required. 
These interactions have helped shape projects and expose me to new skills. Other projects have 
involved a range of different tasks such as consulting on websites to provide recommendations, 
designing new office space interiors and producing and organising internal SharePoint sites for 
better communication and file sharing.
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D E S I G N I N G  F O R  P E O P L E

C O M M U N I C A T I O N

M U L T I D I S C I P L I N A R Y  T E A M S

I X D  K N O W L E D G E

In everything I design, no matter what stage 
in the process, users have to be considered 
first. I learnt not only how to facilitate various 
UX activities but also how to take value from 
them. This value then carries through the 
project and allows me to always consider the 
needs of the user first and foremost.

Communication is key to every aspect 
of the business and the product. Having 
seen new methods of communicating for 
various situations, it has helped me to be 
more effective no matter who I’m speaking 
to whether that be internal colleagues or 
clients. I have also discovered a wide variety 
of new mediums to communicate in such as 
MURAL and Zeplin.

Dep diving into the world of UX has been 
exciting and insightful. Working as part of a 
wider product team has helped me build my 
experience in other areas such as marketing, 
analytics, SEO, quality assurance, and project 
management.

When thinking about what I had gained 
from my first two years on the course, I 
realised that the knowledge I had obtained 
was cohesive in its absence. This means 
that it subconsciously provides a solid 
foundation for me. If I didn’t have that 
knowledge, I would notice a severe lack in my 
understanding and ability to do my job at a 
high standard.

K E Y  I N S I G H T S

I have learnt a lot from my year working 
in the industry. As part of my reflection, I 
have condensed everything I have learnt 
at Made to Engage into four key themes. 
These themes focus on the skills I have 
acquired and have put to use every day 
here. Each one plays a unique role in 
developing my expertise.
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R E F L E C T I O N  &  E V A L U A T I O N

W O R K S H O P S

U X  C O N S U L T A T I O N

Throughout all the projects and tasks I have been a part of, I have learnt a lot of new skills and 
have built on and strengthened the foundation gained from my first two years of university. 

UX workshops allowed us to speak directly to the client and 
key stakeholders to help both us and them understand the 
goals of the project as well as the problem they are trying to 
solve. Workshops consisted of various activities designed to 
encourage discussions and conversation. One activity that I 
found useful was ‘Rose, Thorn, Bud’. This helped to highlight 
what was good, what was bad and what could be improved with 
the current solution.

This activity allowed us to give quick wins to clients as well as 
highlight any bigger or ideal changes that would have to be 
taken on as a separate piece of work. This helped to optimise 
clients’ sites for their audience. This was often done with limited 
prior research and was completed with best practice in mind. 
When providing feedback, each suggestion was presented as 
three points; problem, impact, recommendation. This allowed 
for an explanation to help back up the change that was being 
suggested to show the process it came from.

Skills Learned
-- Leadership when facilitating a workshop for MCS Group
-- Professionalism when dealing with clients face-to-face
-- Communication skills when explaining various aspects of 	

	 each activity
-- How to gain valuable insights from a workshop that can be 	

	 applied to the project later on

Skills Learned
-- Best practice within UX when limited research was available 

on a project
-- Communication when presenting feedback and 

recommendations for clients to read and understand
-- Problem solving ability when attempting to understanding 

the best approach to take to each individual problem

Easons Christmas Campaign
Consultation provided for Easons during Christmas 2018 
analysed the problem and provided a recommendation that 
would create impact.
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U S E R  P E R S O N A S

“ P E R S O N A S  A R E  T H E  S I N G L E  M O S T 

P O W E R F U L  D E S I G N  T O O L  T H A T  W E  U S E … 

[ T H E Y ]  A R E  T H E  B R I G H T  L I G H T  U N D E R 

W H I C H  W E  D O  S U R G E R Y . ”

U S E R  R E S E A R C H  &  I N T E R V I E W S

Personas are derived from all the insight gained from 
completing the user research. These are fictional characters 
that reflect the users that were interviewed. They are 
particularly useful for feeding into the design process at various 
stages. These were really useful for me when starting the work 
on the updated MTE website project. They allowed me to 
make sure that any decision I made was user-centred and was 
purposeful rather than subjective.

Alan Cooper, Software designer, programmer and the “Father of Visual Basic”

This is a great opportunity to speak in-depth with users about 
themselves, how they currently interact with the business, 
and in what ways they use the current solution. It helps us to 
understand what users find important on a specific project 
and in what ways they might improve it. This was challenging 
as I have tried to understand the sorts of questions to ask that 
draw out all the necessary information that will be useful later 
on in the process. It also proved difficult due to the number of 
different responses I got when speaking to various people.

Skills Learned
-- Ability to take key insights from user research and apply it to 	

	 produce reflective personas
-- Components that contribute to an effective lean persona

Skills Learned
-- Communication and flexibility through both asking 		

	 questions and adapting the conversation based on their 		
	 response
-- Ability to take meaningful notes that can be understood 		

	 and used after each session 

Made To Engage Website
Persona created for use on the new MTE site project. Was 
formed by speaking to a number of different people in the 
role across some of our clients.
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wow, they have an 
award-winning team 
they must be good at 
what they do

these features are just 
what I’m looking for for 
our business

the technology 
used was very 
useful to know 
and easy to 
understand

there is some 
interesting and helpful 
information here

i’ll use the form to 
reach out and try to 
get some more 
information about 
how they can help

they look like a cool 
creative company

the CTO seemed very 
interested in this 
company

that hyperlink was so 
hard to find, it doesn’t 
stand out at all

the descriptions don’t 
tell me much about 
the case studies, I 
have to click into all of 
them to get a sense 
for what they are

theres not enough 
content here for me 
to understand how 
they solved the 
problem or explain 
the project

wasn’t very easy to 
find that useful 
information

wonder what 
services these 
guys can offer, 
looking forward to 
seeing some of 
this award-
winning workwhy was some of 

the content 
skipped whe I 
cliked the button? why can’t I filter 

down the case 
studies that are 
relevant for me

do I have to read 
all of these studies 
to find the 
relevant one for 
me?

why can’t I see any of 
their processes, do 
they conduct research

i’m going to need 
some more 
information to make 
any decision

😖😖

😖😖
😖😖

😖😖😖😖

😖😖

😖😖

🤔🤔

🤔🤔

🤔🤔

😀😀😀😀

😀😀
😀😀

😀😀

😀😀

😀😀
😀😀

😀😀

not currently delivering a personalised 
brand experience to customers, need a 
CMS that can grow with my business

(2)  After his meeting, Frank 
uses his laptop to google 
Made to Engage, he clicks 
the first link that appears in 
his search and is brought to 
the homepage

(3) The site loads quickly and his 
attention is brought straight to 
the vibrant video background. 
After watching the clips 
thorught once and without 
thinking, Frank clicks the 
banner button ‘Who We Are’ to 
discover more about MTE and 
get a feel for the business

(1) Frank is attending a weekly 
business meting when the CTO 
mentions Made to Engage. He 
decides to go and have a look 
and see if MTE could benefit the 
company and provide a solution

(4) On the ‘Our Story’ page, 
Frank clicks on the Our Story 
link and is brought down the 
page but scrolls back up to read 
the content that was skipped. 
He then continues down the 
page to find out more about 
the team

(5) Frank scrolls down to view 
the next seciton on the page 
section but finds a few different 
paragraphs talking about 
clients and prtnerships with no 
narrative or helpful information 
regarding who the company 
actually is. He comes across 
headshots of the leadership 
team and reads what their jobs 
are but finds no information 
regarding their experience or 
how their role fits into MTE

(6) When glancing back 
through the page, Frank 
eventually finds a hyperlink  to 
view work MTE have completed 
in the past. He is trying to find a 
case study that is relevant to 
him but can’t tell by the 
descriptions what they are 
about

our story button skips over only 
story-like section of this page orange hyperlinks don’t stand 

out from rest of body text

case studies content different 
on mobile, list of services in 
cases studies but not easons, 
most services lists are exactly 
the same, no difference

(7) He finds no way to filter case 
studies at a high level, and is 
struggling to find a piece of 
work that demonstrates the 
ability to deliver a personalised 
brand experience through the 
Episerver CMS that has been 
mentioned in previous pages

(8) Frank clicks into a number of 
different case studies hoping to 
find relevant content to his 
problem. He can’t find anything 
of use to him so far and it’s not 
very clear from the top of each 
page if the project will be any 
relevance, and therefore has to 
glance down each page o try 
and understnad it

(9) Eventually he clicks into the 
Irish Ferries case study. Frank 
finds some useful imformation 
when he glances through the 
technology section and decides 
to read the rest of the content 
on the page to get a better 
understanding of the project

(10) He becomes frustrated as 
the content is not very 
substantial and the images 
featured don’t have any context 
to give an explanation. Frank 
wants to see the MTE process 
through each of the various 
stages - research, design and 
build

(11) He finds some useful 
information but not a 
substantial amount. It took a 
while to locate the content due 
to a lack of filtering and high-
level project details

(13) He decides to fill out the 
form at the bottom of the case 
study to contact MTE and 
receive more information 
regarding if they can help with 
his problem 

(12) Frank liked the features that 
were mentioned on the Irish 
Ferries case study but wants 
more information before he can 
make any informed choices 
about possibly working with 
MTE in the future

- creating a personalised brand experience for cutomers
- find an innovative and pioneering CMS
- ability to make data driven decisions 

scenario goals and expectations

Entice Engage Exit ExtendEnter

FRANK
CMO

C U S T O M E R  J O U R N E Y S

A F F I N I T Y  M A P P I N G

Journeys allow us to visually understand how customers 
interact with a product to identify new opportunities to design 
solutions for. These journeys are informed mainly from the 
personas but also can be influenced using information from 
the user research. By creating effective user personas, it has 
allowed me to appreciate the true value of a user journey and 
its outcomes. Producing user journeys based on my personas 
has reinforced the concept of user-centred design (UCD) which 

By synthesising the research completed, it allows us to build 
up a better understanding of the main problems faced in a 
current solution. This is achieved through theming the insights 
and notes taken and helping make visible the patterns seen 
from the research. Using both the themes and the journeys, 
this then allows us to create opportunities which in turn inspire 
practical solutions to each of the problems. By working through 
this process, it has taught me how to take research and other 
pieces of work and use them in collaboration to find the best 
solutions possible. Instead of jumping straight into practical 
solutions, I have started creating opportunities in a ‘How Might 
We…’ format which has helped form much better ideas.

Skills Learned
-- How to best structure a journey to discover 	

	 insights and create opportunities
-- How to apply a persona to inform a realistic 	

	 journey
-- Understanding the importance of building 		

	 empathy to develop problem solving solutions

Skills Learned
-- How to effectively interpret and synthesise 

research through theming and mapping. How 
to draw out opportunities to form solutions

Made To Engage Website
User journey created using the CMO persona from the 
MTE web project. Above is a narrative with an emotion map 
underneath showing frustrations, questions, and positives.
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U X  C O M P E T I T O R  A N A L Y S I S

I N F O R M A T I O N  A R C H I T E C T U R E  &  S I T E M A P S

This competitor analysis differs from regular analysis in that 
instead of looking at quantitative data from analytics it has a 
focus on content and function of a site and how effective it is 
such as the navigation, search, and typical journeys through 
the site. Before doing this, I had never carried out competitor 
analysis before, this was a great opportunity for me to learn 
more about it and the value it can add to a project. As it was 
UX based, it also shows me how I could analyse sites from this 
point of view to both improve my knowledge of best practice 
and to help when consulting for recommendations. I also found 
it helpful seeing how much this research can add to a project 
simply from learning from other sites.

Before my placement, I struggled to understand the difference 
between a sitemap and information architecture (IA). Even after 
researching and reading it only became clear through trying to 
create both when working on projects. Now, by understanding 
the variation in each, I have been able to effectively utilise them 
across projects and use them to help understand and re-
structure content better. By combining both sitemaps and IAs, 
it has allowed me to work on more effective navigations and 
communicate them better to clients.

Skills Learned
-- How to carry out UX competitor analysis
-- How to apply knowledge from other sites into 	

	 my projects
-- How to analyse other sites for both inspiration 	

	 and learning

Skills Learned
-- Ability to communicate navigations in the best             	

	 way to clients
-- Creation of both sitemaps and IAs, Creation of 	

	 optimised and efficient navigations

Tourism NI Hub
UX competitor analysis has a focus on UCD and clear 
takeaways for the client, hence the warning signs and ticks 
indicating good and bad points on a competitor site.
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L O - F I  P R O T O T Y P I N G

These are the starting point for the layout and visuals for an 
end product. By beginning with basic wireframes showing the 
layout and giving an idea of content, I have been able to work 
in a much more agile environment that allows for rapid user 
testing and implementation of changes discovered in usability 
sessions that can affect the user’s experience. Using the lo-fi 
wireframes I have transformed each section into hi-fi elements 
that visually represent how the finished site will look. This helps 
clients to understand the look and feel of their product.

Skills Learned
-- Rapid prototyping and testing
-- Best practice for layouts
-- Taking lo-fi sketches to hi-fi designs
-- The basics of UI elements
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The story of the Princess Coronation Class is one of split personalities and purposes and 
represents the difference in opinions and attitudes between design on the one hand, and 
perceived cost savings on the other.

The original streamlined form of the class arose from tests by the London Midland Scottish 
Railway’s Research Department on Stanier’s development of the Princess Royal class 
locomotives. Stanier was said to be ambivalent about the economic value of streamlining 
but was aware of the publicity value of such a design. When the opportunity to produce five 
conventional versions of the Coronation Pacific as a comparison to the streamlined version 
arose, Stanier was quoted as saying, “They can have their streamliners if they b***** want 
them, but we will also build them five proper ones”.
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Share

MTE Website | Hornby
Both of these examples display a basic wireframe produced 
for each of the projects. Various fidelities are required 
based on the projects requirements.

1918



H I - F I  P R O T O T Y P I N G

From being on placement, I have found there are many 
different types of prototype that can be created depending on 
the need and complexity of a project. I have created prototypes 
that range from simple wireframes and sketches that show 
a basic layout all the way to working and logic-based Axure 
projects that help illustrate both functionality and journey 
through a site. This has been useful not only for presenting 
ideas to clients, but also internally for team demonstrations so 
developers can understand how a system is intended to work. 

Skills Learned
-- UI layout process, digital wireframing using 

programs such as Sketch and Adobe XD
-- Working with Axure and creating functional 

logic in a prototype 

Energia One Account | Scalextric
These are two high fidelity prototypes showing how the final 
products should look. This is useful for clients to get a real 
feel of what outcome to expect from the process.
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U S A B I L I T Y  T E S T I N G

Included in each sprint, we would test our updated prototypes 
with users to see the challenges they face and the reactions 
they have. Each sprint would have a focus on a different section 
or elements each time, for example through the Hornby project 
we had a sprint focused on the search, navigation, and layout. 
This allowed us to get specific feedback that we could iterate 
on quickly after the sessions before the sprint closed. The 
majority of the tests we carried out were remote using a video 
tool called Zoom which allowed us to share users’ screens 
and record the session. We have sourced users from both the 
clients’ records and an online tool, Respondent, which helps us 
to hire relevant participants to take part in the research.

Skills Learned
-- Running a usability test session
-- How to take valuable and user-reflective notes
-- The complications and logistics involved in 

organising and carrying out test sessions
-- Communication skills when working with users

Hornby
The designs are placed into MURAL and post-it notes are 
overlayed in areas where specific comments were made 
allowing us to highlight key areas to focus on.
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O T H E R  A C T I V I T I E S

Design Studios
These were visual brainstorming sessions in which 
a group of us would come together to collaborate 
and quickly produce a number of ideas for a 
project. This was normally achieved through an 
activity known as ‘Crazy Eights’ in which we spend 
eight minutes sketching eight different ideas 
before presenting back. We would then spend 
another eight minutes taking other people’s ideas 
and incorporating them into a more focused 
single design. I found this really useful for quickly 
coming up with quality ideas that could then be 
implemented into the project.

Sprint Planning and Timesheets
Time is extremely important when undertaking 
any work but is particularly valued when working 
in an agency setting. When clients are being billed 
depending on time spent on a project, you have 
to get the balance right between not wasting time 
whilst spending the right amount to allow the best 
work to come through. The timesheets aspect has 
been helpful for me to understand how long basic 
activities should take and has made me more time-
conscious when completing work. Sprint planning 
has also been useful to me as this shows how a 
good plan at the start of a project can benefit you 
further along. It helps you to stick to timing and 
make sure the work you are completing is on track 
to be delivered. The timing aspect of a project is 
something I have never had a good grasp on and 
this has really been helpful to take away.

Design Critiques
These times have been invaluable to my 
progression and improvement. They have allowed 
for constructive feedback of my work and helped 
me to understand new concepts or ideas that I 
previously wouldn’t have used. It also gave me an 
appreciation for how to critique others’ work and 
helped me to gain visibility on how others in the 
team work to solve a problem.

As well as this selection of UX activities, I have also 
been involved in other activities , some of which are 
not directly related to my role but challenged me in my 
skills and abilities.

Team Talks
Each week someone within the business presents 
something from the industry or field they work in 
that could be of interest to others. This allows for 
visibility across all teams and provides new insight 
or understanding of a subject. It also provides a 
platform to learn about new technologies and 
events people have attended. I have taken part in 
presenting a couple of these team talks and it has 
boosted both my confidence but also my ability 
to speak to a larger group in a way that clearly 
communicates a message and inform others.

Intranet
Another project I took on was the create a new 
intranet system for MTE using SharePoint. This 
was a site that would allow people to share files, 
view company announcements and provide 
support for various tasks. There was some light 
usability testing and wireframing before making a 
start on the build of it. It was great to understand 
how this system works and to provide a useful 
space for people to communicate and share 
within the company.

New Office
Since I have begun working at MTE the team has 
grown significantly and as a result of this we have 
expanded into a new space in the building we are 
currently in. One of the responsibilities passed to 
me was to use 3D CAD software to produce the 
layout and design of this new office space. This 
was a great opportunity for me to develop a new 
skill and add my mark to the business.
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C O N C L U S I O N

From the get-go, my experience with Made to Engage has been such an educational and 
enjoyable one. I have gained a lot of new insights along with new UX  and soft skills that will not 
only serve me well in returning to university but will stand by me throughout my career path no 
matter where I end up. 

I cannot thank the team or the people surrounding me enough for the time and effort they have 
put into me. I really appreciate all the knowledge they have both shared and demonstrated. I 
look forward to seeing the impact these things have on all of my future work.
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