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Reimagining Matter Opening & Intake

Three Short Stories Why Businesses Need Designers
202

1. Thomson Reuters Eikon: What went wrong?

2. Technology industry is a young industry

3. Henry Ford: “I want a faster horse!”

“ …designing and developing anything of consequence is incredibly 
challenging. Our goal is to try to bring a calm and simplicity to what are 
incredibly complex problems so that you’re not aware really of the 
solution, you’re not aware of how hard the problem was that was 
eventually solved… ”

Jony Ive  ·  Apple Industrial Designer
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Approach Risk Management
303

⁉ Cannot guess pain points & opportunities
♾ Discover > Define > Design > Refine > Repeat
👣 HCD is faster, cheaper, and avoids getting it wrong
😎 Tried and tested: mature industries/teams do all this
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What This Deck Is Dummy Snapshot of 6-Month Design Discovery
404

1 x Journey Snapshot Used for Activities:

Opening New Matters
6 x Actors:

Partner, Fee Earner, Risk & Compliance, Finance, Support, Approver
7 x Pain Point Assumptions:

Delays, handoff issues, inconsistencies, poor visibility, slowness, 
hard to navigate, and duplicate data entries

Note:

Data shown is illustrative, pulled from Claude, and used to 
demonstrate method, not real Mishcon de Reya data or findings
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Phases Strategically Building on Evidence 
505

01 Initial Audit Upcycle previous work & cast the net far/wide

02 Behaviour & KPIs Position, opportunity & goals in numbers

03 Competitor Analysis Direct/indirect competition in/out of the industry

04 Ideation & Hypothesis Explore/agree on general MVP direction

05 KPI Validation Measure KPI success criteria at each journey step

06 MVP & Story Mapping Prioritise features for 1st, 2nd and 3rd release

07 Live Testing & Optimisation Begin full ongoing CRO strategy
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Phase 01 Initial Audit

⏪ So Far overview of prior work carried out
🎯 Personal Goals what people inside the business want
🕵 Heuristic Evaluation of existing service end to end
🗺 Journey Mapping framing all data across user journey
🔭 Market & Product Trends understanding the service
⏭ Next Steps what we learned & where to focus/pivot 
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Phase 02 Behaviour & KPIs
707

💰 Sales Overview where is the money coming from?
👤 Service Overview where are customers/users coming from?
📅 Usage Occasion what is the customer/user primary need?
🎯 KPI’s & Success Criteria what does good look like?
🛑 Barriers & Constraints what stops prompts succeeding?
⏭ Next Steps what we learned & where to focus/pivot
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Phase 03 Competitor Analysis
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🏢 Direct benchmarking the best of direct competitors
🌐 Adjacent how else are people doing something similar?
⏱ Time Patterns a breakdown of how people spend their time
💡 Significant a look at something indirect but significant
⚖ Other Law Firms how are other law firms resolving this?
⏭ Next Steps what we learned & where to focus/pivot
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Phase 04 Ideation to Hypothesis
909

🔀 Reframe turning pain points into "How Might We" statements
✏ Ideate design studio workshop to generate options
🗂 Cluster grouping raw ideas into themes
⚖ Prioritise scoring themes by impact vs. effort
🧪 Hypothesis translate to "We believe…because…" statements
⏭ Next Steps what we learned & where to focus/pivot
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Phase 05 KPI Validation
1010

🧪 Prototype & Panel testing hypothesis across every journey step
🗺 Scoring Format a journey map where each column is a solution
❓ Prompt Questions the questions asked at every step
📊 Scores by Feature likelihood score, out of 5, across all roles
💬 Key Comments pulled directly from the test sessions
⏭ Next Steps what we learned & where to focus/pivot
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Phase 06 MVP & Story Mapping
1111

🏃 Activities & Epics journey backbone, broken into features
📝 Release Plan stories, prioritised across Release 1, 2 and 3
🎯 Goals the outcomes each release works toward (KPIs)
📐 Service Blueprint full and final end-to-end blueprint
📣 Showcase Deck a polished deck for the wider business
⏭ Next Steps final design sign-off (Risk & Compliance)
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Phase 06 Service Blueprint
1212
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Phase 07 Live Testing & Optimisation
1313

🧪 Test Tracker CRO tracker for every test across releases
🎯 Target by highest friction/volume/risk, or lowest adoption
📊 PBO the statistical confidence a variant is actually better
🔍 Drivers/Barriers/Hooks what works, blocks it, fixes it
💡 Hypothesis & Variant what we changed, and whether it won
⏭ Next Steps iterate service, once every two weeks

Product Developer Case Study  ·  2026 Richard Heale  ·  carbitzen.com 



v

Outcome What This Demonstrates
1414

Result:

Matter-opening time down from the 10-day baseline toward the 
2-day target, re-entry and chase-ups measurably reduced, 
validated with the same 6 roles throughout

Approach Proven:

Evidence → hypothesis → test → release, repeatable for any 
process in the firm, not just intake

My role at Mishcon de Reya:

Close collaboration with risk, compliance and fee earners from day 
one, incremental delivery, nothing shipped without validation
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Thank you for your time.

Please contact Rich Heale: linkedin.com/in/richardheale
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