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The product: 
Design a support chat UI for Dropbox, target users are 
professionals that need better online support using the 
Dropbox app. 

Project overview

Project duration:
June 2022 to July 2022

Preview of selected 
polished designs.



The problem: 
I would like to solve the common User 
Experience frustration when using an online chat 
support tool. 

Project overview

The goal: 
Design a support chat UI for Dropbox and to try 
to improve the overall User Experience support.



My role: 
UX Lead designer designing an app for Dropbox 
chat support UI from concept to delivery.

Project overview

Responsibilities: 
User research & Conducting interviews, paper & 
digital wireframes, Low-fidelity & High-fidelity 
wireframes prototyping, Conducting usability 
studies, accessibility thinking, and design 
iteration.



Understanding
the user

● User research

● Personas

● Problem statements

● User journey maps



User research: summary

I conducted interview based research with different types of professionals that use the Dropbox platform 
and preformed a competitive audit with similar services (Box, iCloud drive, OneDrive).

My assumptions were that most users are happy with the common online chat support tool but I later 
discovered that most of the users share similar frustration and different needs from such a tool and that 

it can be improved.



User research: pain points

Financial

User should not have to 
pay for getting Dropbox 

chat support 

Product

Dropbox chat support 
should be available to any 
mobile platform and have 

easy access

Process

The users will need an 
easy way to open a 

Dropbox chat support and 
get notified when issue is 

resolved

Support

None technical users 
should be able to add or 

connect to technical 
personal within Dropbox 
or by using a co-worker
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Persona: Donna

Problem statement:

Donna is a Content writer 

who needs relax or 

automated ways to get 

chat support 

because she is not tech 

savvy and likes to get 

support from others



Persona: Billy

Problem statement:

Bill is a Marketing 

Coordinator 

who needs faster way to 

connect to chat support 

because he needs to help 

other co-workers



User journey map

I find the user journey maps 

as a good way to start 

understanding the user and 

their needs. In this case the 

goal was to find a better 

solution for chat support for 

Dropbox app. 



● Paper wireframes

● Digital wireframes

● Low-fidelity prototype

● Usability studies

Starting
the design



Paper wireframes 

The DropBox chat support 

App should be easy to use 

and provides the user with 

the ability to look for common 

issues, contact live chat 

support and schedule 

session at later time.



Paper wireframes 

Home page wireframes ideas 

for the chat support app.



Digital wireframes 

I found out that most users 

would like to get live support 

faster and I needed to find 

ways to help the speed out 

the connection to the right 

support agent process.

Quick access 
for contacting 
live support

Insert first wireframe 
example that 

demonstrates design 
thinking aligned with 

user research 

Quick questions 
for faster 
connecting time 
with the right 
support agent



Digital wireframes 

I found that most chat 

support apps don’t let the 

user the option to schedule 

chat support at later time and 

some users prefer to contact 

support when they are 

available. 

Busy users can 
schedule chat 
support when 
they are 
available

Insert second wireframe 
example that 

demonstrates design 
thinking aligned with 

user research 

Quick access to 
schedule 
feature



Low-fidelity prototype

Screenshot of 
prototype with 
connections or 
prototype GIF

I designed a first low-fidelity 

prototype that allowed me to test 

the overall direction of the Dropbox 

chat support app. The user flow is 

focused on the navigation structure.

https://www.figma.com/file/

EB3WwtQEJPNmf669bZ7eg6/

Dropbox-chat-Support-app?node-

id=0%3A1



Affinity mapping

Screenshot of 
prototype with 
connections or 
prototype GIF

I broke down users testing into 

themes to identify the themes 

pattern in each area and to find out 

the objectives.



Usability study: findings
The first round of user testing interviews were to see how the users navigate the App, there were 
some areas that could be improved to help users and they are listed under finding.

Round 1 findings

Users liked to search faster1

Users liked to opt-out of rating services2

Round 2 findings

Users liked to get email notification to 
confirm appointment

3

Users would like to set time and date1

Users like to edit the “profile” and use the term 
“user profile” instead under navigation

2

Users like the common issues but prefer to 
have it on its own section

3



● Mockups

● High-fidelity prototype

● Accessibility

Refining
the design



Mockups

The goal is to be able to 

improve the overall user 

experience for a faster 

selection of common issues 

on the home page, the 

search is added to the top of 

the list and given bolder color 

shade to improve visibility.

Image of 
selected 

screen before 
usability study

Before usability study After usability study

Image of 
selected 

screen after 
usability study



Mockups

The goal was to help user 

complete the chat, and rate 

the service. The user 

expected to see a close 

button because she didn’t 

feel like rating the service.

Close button X is added to 

the page to allow that.

Before usability study After usability study

Image of 
selected 

screen before 
usability study

Image of 
selected 

screen after 
usability study



Mockups

Main mockup 
screen for 

display

Main mockup 
screen for 

display

Main mockup 
screen for 

display



Mockups

Main mockup 
screen for 

display

Main mockup 
screen for 

display



Mockups

Main mockup 
screen for 

display

Main mockup 
screen for 

display



High-fidelity 
prototype

https://www.figma.com/file/

EB3WwtQEJPNmf669bZ7

eg6/Dropbox-chat-

Support-app?node-

id=73%3A445

Screenshot of 
prototype with 
connections or 
prototype GIF



Accessibility considerations

The colors I chose for the 
overall brand were tested 

to be accessible

I added voice functionality 
for the live chat for users 

with disability

I used easy to read font 
and used different sizes to 

improve accessibility 
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● Takeaways

● Next stepsGoing forward



Takeaways

Impact: 
“Wow! This app is so simple to use and I really 
like the idea of having  to schedule chat at my 
convenience.”

What I learned:
This project taught me how to better organize the 
design process and provided tools to improve my 
workflow in the future.



Next steps

I like to explore more ways 
how to make the app 
accessible for all user 

groups, I think that will be 
really helpful

I like to expand on adding 
new features and see how 

far this app can grow

I would like to test with 
more users to see if the 

app can be successful in a 
real world
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Let’s connect!

Please don’t hesitate to contact me with any questions you may have about my work. 

http://www.designexit.com

http://www.designexit.com


Thank you!


