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In this study

12/21/2023 2

Learn how the Product Design team contributed 
to the Homepage Search Widget CMS 
Configuration project



The ask

The research

The solution

The outcome
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Design a new screen with configuration options for the Homepage Search Widget to 
allow internal teams to make dealer-requested configuration adjustments to this 
widget more quickly

Interviews with Design team members, analysis of Jira tickets, and discussions with the 
TNT product manager 

The Product Manager presented the main inefficiency for our internal teams: Any 
edits to the Homepage Search Widget had to be custom coded by the Design team

Allowing Customer Support reps to make minor configuration adjustments 
dramatically cut down on the amount of time needed to make these updates

72% reduction in Design team tickets related to Homepage Search Widget



Meet the Team
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Olivia Rosario, Sr. UX Designer
Karl Solano, UX Designer

Javier Urbina, Sr. Product Manager - TNT

Candyce Holland, Product Marketing Manager

Rong Zheng, Front End Software Engineer
Carlos Nolasco, Software Engineer

Yultuz Topcu, Quality Assurance Analyst

UX
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Engineering

QA



The Ask
Configuring the Homepage Search Widget
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This project focused on 
providing easy configuration 
options for the Homepage 
Search Widget, making 
configuration updates faster and 
easier for our internal teams

At the time the project kicked off, the Design team 
had to custom code any configuration change to 
the Homepage Search Widget, no matter how 
small. Allowing Customer Support reps to make 
some config changes themselves would lessen 
the time it took for the edits to be made, as well 
as take pressure off the Design team.

Solving this issue supported the organizational 
goal of workflow efficiency for our support teams

What Why
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Homepage search widget is the set of fields 
that appears on automotive site homepages, 
allowing visitors to quickly search for the 
vehicle of their choice.

The configuration options for this feature are 
housed in the CMS, in the Site Content area.

What is 
Homepage 
Search Widget?



The Research
Uncovering process inefficiencies



Interviews,
Jira tickets, 
and Product 
Manager Insights
uncovered...
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Interviews with Customer Support team members, analysis of 
Jira tickets, and discussions with the TNT product manager 
uncovered a source of inefficiencies for the Customer Support 
teams: Customer Service reps needed to enter tickets with the 
Design team to get the data they needed to make any edit to 
a site's Homepage Search Widget.



CS gets a ticket
CS sees they 

need Design's 
help

CS creates 
Design ticket

Awaiting 
resolution

CS gets update 
from Design

CS double 
checks the 

update

CS tells the 
customer the 
edit has been 

made

CS resolves 
ticket

The workflow we 
wanted to refine
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CS = Customer Support Team
Design = Design Team

Design gets 
ticket from CS

Design begins 
work

Design custom 
codes 

configurations 
for the widget

Design tests the 
code

Design tells CS 
the widget has 
been updated

Design closes 
the ticket



Hypothesis
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Allowing Customer Support reps to make configuration 
changes to the Homepage Search Widget would cut down on 
the number of tickets created for the Design team



The Solution
The right tools for the job



CS gets a ticket
CS logs into the 

CMS

CS edits the 
search widget 

config

CS updates the 
ticket with the 

updates

CS waits for 
customer 

confirmation

CS resolves 
ticket

The revised 
workflow
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CS = Customer Support



The new UI
launched on 
Oct 2, 2023
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On-boarding
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Making teams aware of the new screen and the new workflow 
was a key piece of the project's success.

To ensure feature adoption, folks from PM, PMM, and Training 
worked to get on-boarding tools in place before launch.

A Lessonly was provided in tandem with the configuration 
screen roll-out so the Customer Support team could train on 
the use of the new UI



The Outcome
Enabling efficiency



72% reduction 
in Design team 
tickets related 
to Homepage 
Search Widget

12/21/2023 17

In the month of October , the configuration screen was visited 
149 times

Over the course of October, only 15 Design tickets were 
created relating to the Homepage Search Widget – a 72% 
reduction over the prior month.

View the Reports

https://miro.com/app/board/uXjVPtuJojs=/?moveToWidget=3458764562647875412&cot=14


Thank you


