
Sobeys: Complexity Made Clear
The Sobeys project demonstrates my abilities of turning a messy, 
manual, error-prone workflow into a clear, guided, self-serve 
experience. I took a process with no journey, no validation, and no 
guardrails and rebuilt it with structure, onboarding, and clarity

It also proves my strength in evidence-based discovery, uncovering 
real friction and delivering measurable results, including a $16M lift in 
year one. I know how to take a scattered, high-stakes workflow and 
turn it into something stable, scalable, and easy to use.

Discovery → Define → Design → Validate → Deliver

UX/UI CASE STUDY

Sobeys eGift Cards
Digital Gift Card Fulfillment for Corporate Clients

Digitizing a manual process for fast, contactless online ordering

Scroll to explore

PROJECT OVERVIEW

Modernizing B2B Gift Card 
Ordering for Sobeys
Sobeys relied on handwritten, mailed, and faxed forms to process bulk 

gift card orders, with no registration, profiles, or digital payments in place. 

We rebuilt the entire experience from the ground up, transforming a 

manual workflow into a modern online system where businesses of any 

size could browse and place high-volume orders digitally for the first time.

The new platform replaced weeks-long processing with a streamlined, 

shared system for Sobeys and TD, cutting timelines to days. In its first 

year, physical card sales grew by $16M, and digital gift cards — a 

brand-new capability — captured 30% of total volume.

Timeline

26 weeks

Role

Product 
Designer

Platform

Web & 
Mobile

PROBLEM &  SOLUTION

Understanding the Challenge
How do we digitize the workflow without losing clarity, ease of use, 

or accuracy for the SMB clients of Sobeys?

User Pain Points

Completely Manual Intake

Handwritten forms — mailed or faxed — meant constant errors, 

illegible data, slow turnaround, and zero standardization.

No Defined User Journey

Clients had no registration, no profiles, no saved info, no visibility… 

basically no real flow, just paperwork floating in the ether.

High Processing Time

Weeks to process orders because everything relied on humans 

passing paper around.

How We Solves This

Standardized, Accurate Orders

Clean, structured digital forms eliminate handwriting errors, validate 

inputs, and ensure Sobeys and TD receive consistent, reliable data 

every time.

Faster, Streamlined Processing

No more mailing or faxing. Orders move through a unified 

digital workflow, reducing processing times from weeks to 

days.

Scalable, Self-Serve Experience

Registration, profiles, and online payments create a modern, 

intuitive system that supports small, medium, and enterprise clients 

without manual bottlenecks.

USER JOURNEY

Ordering Made Simple
Crafting a smooth end-to-end experience from discovery to order completion

1

Registration

User registers their account 

information for KYC verification.

2

Type

Users are presented with 

two gift card products

3

Details

Users input the denomination, 

quantity, and any personalization.

4

Purchase

Users confirm the order information 

and submits it for processing.

5

Processing

Processing team reviews the order 

to ensure it clears all AML checks.

Delivery

Once payment is received, the 

cards are deployed.

USER PERSONAS

Understanding Our Audience
Crafting experiences for art lovers and design-conscious shoppers.

Deborah Miller
59, Office Administrator

Orillia, ON

Goals

Place orders quickly

Ensure accuracy and on-time delivery

Share order status with management easily

Frustrations

Handwriting the order is slow and requires frequent corrections

Illegible handwriting leads to errors and incorrect deliveries

She waits on hold far too long just to get order status updates

Digital Comfort Level

Comfortable with Microsoft tools and basic web browsing

Raj Mehta
34, HR Manager

Surrey, BC

Goals

Manage multiple division orders throughout the year

Use PO’s instead of credit cards for easier internal billing

Stay informed at every stage of the order process

Frustrations

No visibility into whether divisions receive orders on time

Limited time to go to the bank and initiate wire transfers

Feels he has no control once the order is submitted

Digital Comfort Level

Comfortable with HR systems and frequent data entry

WIREFRAMES

Shaping the User Experience Flow
Whiteboard workshops validated the form flow and required details

MVP Requirements

Physical Ordering

Digital Ordering

Complete Order Flow

DESIGN  SYSTEM

Visual Foundation
A sophisticated palette that balances elegance with warmth.

Color Palette

Primary Brand

#00804F

Primary Black


#000000

Bg Grey

#F7F7F7

Messaging Blue

#F9F3EF

Typography

Roboto
Primary font for clarity and elegance

Heading
34px / Bold

Subheading
28px / Medium

Body Text

17px / Regular

Key Components

Buttons

Primary Action

Secondary Action

F INAL DESIGNS

The Delivered Experience
A clear, guided flow that brings the handwritten process into the digital age

Public Landing Page

Digital Order Details

Review Order Details

Multi Order Administration

Order Details Administration

Sobeys Insights
While the initiative was a solid step forward—enabling Sobeys to offer digital gift cards for the first time—we didn’t achieve 
the target adoption rate of 40–60% relative to physical cards. Through post-launch analysis, it became clear that the 
ordering form introduced too much friction for an online experience. The insight was straightforward: the experience 
needed to be simpler and more guided. That learning directly informed how we approached subsequent iterations, 
shifting toward clearer pathways, reduced cognitive load, and a more intuitive, step-by-step flow.

Mapping 
the Problems

At Sobeys, the pain points were crystal clear: no user journey, no profiles, no visibility, no validation, 
no guardrails, and extremely long processing times. We fixed those by introducing guided flow, 
structure, validation, onboarding, profiles, and clarity.

Proven

Impact

Most importantly, the Sobeys project demonstrates my strength in evidence-based discovery: 
seeing real friction, validating through workshops, designing with clarity, and delivering measurable 
results. Sobeys saw a $16M revenue lift in year one and successfully onboarded users who were 
resistant to change — directly supporting the approach where clarity, onboarding, and reducing 
cognitive overload are the core issues.

Personal 
Takeaways

This project reinforced my ability to take a messy, high-stakes workflow and turn it into something 
clear, confident, and scalable by slowing the problem down and designing the right structure 
around it. It also reinforced a belief I’ve built my career on: clarity isn’t a visual choice, it’s a business 
lever—and when you reduce cognitive load and guide users properly, adoption follows.


