
Case Study

Workflow management tool

Overview

The workflow engine feature aims to streamline routine processes 
within law firms, allowing authorised users to automate tasks 
without coding knowledge. The design revolves around three key 
components: Objects, Triggers, and Actions. 



Initially designed at HighQ, this premium feature was built to manage 
high workloads efficiently, establishing a robust foundation for future 
enhancements.

Employer

HighQ/ThomsonReuters

Role

Lead Product Designer, collaborating with 
Product Owner and an offshore development 
team of 8 in India

Problem statement

A problem statement in simple term is a combination of  Persona + Action + Barrier + Emotion

Junior lawyers faced an overwhelming amount of manual task assignments upon document uploads. A powerful automated 
process was needed to enhance productivity and streamline workflows.

Target users

Junior Lawyers: Need straightforward and automated task 
assignments to reduce their workload.

Partners: Aim to enhance team productivity and monitor task 
efficiencies.

Scope

Develop a user-friendly workflow to streamline routine tasks.

Integrate essential audit and reporting capabilities.

Constraints

Limited Objects and Actions: To prevent user confusion, the 
number of objects and actions is capped.

Minimal Complex Rules: To enhance usability, complex rules are 
minimized.

Absence of Nested Conditions: Prevent complexity in workflows 
for easier navigation.

UI Emphasis: Focus on a streamlined, intuitive UI for improved 
user experience.

Performance Benchmarks: Ensure the feature can scale and 
meet high concurrent usage demands.

Regulatory Compliance: Adhere to legal industry standards and 
privacy regulations throughout the design.

UX Plan

Objective

Enhance workflow automation efficiency for law firms while 
reducing manual tasks and improving task assignment 
accuracy.

Goals

Optimize Task Allocation: Streamline workflow management 
processes.

Enhance User Satisfaction: Deliver a seamless and intuitive user 
experience.

Increase Productivity: Minimize task completion times while 
reducing errors.

Boost Collaboration: Foster improved interaction and 
communication among team members.

Enable Data-Driven Decisions: Implement reporting features to 
analyze workflow successes.

UX Plan

Research Methods

User Interviews: Conducted with 10 junior lawyers and 10 
partners to gather qualitative insights into their current 
workflows.

User Validation Sessions: Engaged users through iterative 
mockups and prototypes for functionality validation.

Persona Creation: Developed personas that represent core user 
profiles and their needs based on research.

Survey Questionnaire: Distributed to 50 law firm employees, 
achieving a 75% response rate to validate findings.

UX Plan

Timeline (12 weeks)

UX Plan

Deliverables

Survey Questionnaire: Designed to extract user-centered 
insights and preferences.

Affinity Mapping: Organized findings and insights into key 
themes.

Detailed User Flow Diagrams: Mapped out interactions based 
on Objects, Triggers, and Actions.

Intuitive UI Design: Created mockups emphasising intuitive 
navigation.

Empathy Map: Captured detailed user perspectives concerning 
task management.

Design  process

5D porcess

Observations

A comprehensive overview of the observations gathered from 
different sources

90% indicated they felt less overwhelmed by their daily 
responsibilities due to effective workload management features 
(Survey).

78% reported enhanced productivity, citing the user-friendly 
design as a notable advantage (Survey).

85% appreciated the reduction in manual tasks and improved 
task allocation efficiency (User Testing).

75% noted that training time for new employees decreased 
significantly due to the intuitive design (User Testing).

70% acknowledged ease of use and time-saving benefits, with 
30% requesting additional customisation options (User 
Testing).

50% suggested implementing a feedback loop within the 
application to continuously gather user input for ongoing 
improvement (Common Feedback from User Testing).

Persona

Junior Lawyer

Jacob Jones, Age 30

A key user in law firm workflows. Conducts legal research, drafting documents, and supporting senior 
attorneys in case preparation.

Goals

Fast and efficient task assignment.

Swift retrieval of important documents.

Clear communication regarding task statuses.

Challenges

Time-consuming manual tracking of document 
uploads.

Difficulty prioritising urgent tasks amid competing 
responsibilities.

Frustration with inefficient communication 
channels.

Motivations

Desire to save time on repetitive tasks for more 
legal analysis.

Aim to provide timely support to senior lawyers 
for reputation enhancement.

Intrinsic motivation to leverage technology for 
quality improvement.

Personality/Technology Proficiency

Detail-oriented and proactive in task 
management.

Eager to learn and adapt to tools and processes.

Comfortable with digital tools; prefers user-
friendly interfaces.

Familiar with project management software but 
values simple designs.

Persona

Partner

Esther Howard, Age 42

A senior lawyer overseeing team productivity and efficiency.

Goals

Maximise team productivity.

Maintain oversight on task allocation and 
completion.

Foster professional development among junior 
lawyers.

Challenges

Difficulty monitoring multiple ongoing tasks 
without centralised tools.

Balancing oversight with the necessity to delegate 
effectively.

Pressure to maintain high compliance standards 
in legal processes.

Motivations

Commitment to maintaining client satisfaction 
and legal integrity.

Desire to foster an efficient team environment 
aligned with firm goals.

Interest in utilizing analytics for strategic decision-
making.

Personality/Technology Proficiency

Result-driven and strategic thinker.

Advocates for continuous improvement in team 
processes and technology adoption.

Proficient with legal software but often seeks 
analytical tools for better oversight.

Values clarity and simplicity in technology 
solutions to facilitate quick decision-making.

Empathy Map

Junior Lawyer

Says

I wish I could automate more processes.

It's frustrating to manually track document 
uploads.

Feels

Overwhelmed with repetitive tasks.

Skeptical about new technologies but hopeful for 
improvements.

Jacob Jones

Does

Regularly check task assignments.

Often seek assistance from colleagues for 
clarification.

Thinks

If only I could streamline this process!

How can I balance my workload while delivering 
quality legal work?

Empathy Map

Partner

Says

We need to ensure every task is accounted for.

I wish our team could handle these processes 
without constant oversight.

Feels

Concerned about compliance and efficiency.

Excited about potential tech solutions but wary of 
complexity.

Esther Howard

Does

Delegate tasks and monitor progress.

Hold regular check-ins to assess team 
performance.

Thinks

How can we enhance our team's effectiveness and 
still meet compliance?

What data will allow us to make better strategic 
decisions?

Sample works

Outcome

Increased User Adoption: A measurable increase in the number of active users interacting with the workflow engine, 
supported by targeted marketing efforts.

Enhanced User Satisfaction: Increased engagement with users who actively provide constructive feedback and requests 
for new features, signalling they find value in the product.

Active Client Engagement: Creation of an online forum or user community where clients can share experiences, issues, 
and solutions regarding the workflow engine.

New Business Opportunities: Development of additional integrations with popular tools and platforms, attracting new 
users who rely on those technologies.

Streamlined User Experience: Demonstrated improvements in user task completion times and workflow efficiency due to 
the engine’s intuitive design and features.

Market Position and Brand Enhancement: Hosting webinars, producing white papers, or speaking at industry 
conferences, establishing the company as an authority on workflow optimisation.

Learnings

What Went Well

Collaboration with Legal Experts: Engaging legal professionals early in the design process ensured that the workflow 
engine met their specific needs. User feedback during prototyping led to valuable insights that enhanced usability.

Iterative Testing: Continuous usability testing allowed for rapid identification and resolution of issues. This flexible 
approach mitigated risks associated with launching an untested product and ensured a better user experience.

What Could Have Been Done Differently

Documentation and Training: Providing comprehensive user guides and onboarding sessions could have further 
empowered users to understand and maximize the functionality of the workflow engine.

Broader User Testing: While feedback from within the organization was valuable, involving a more diverse group of law 
firm professionals in various roles could have highlighted additional use cases or pain points.


