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Building for the future

Just in-time Employee Experiences

Inclusive AI in the WorkplaceAgenda 0 WXP Team goals FY25Q3

4 WXP Empathy Foundation

5 Keeping our foundations strong

QSR share ideas
•Christian (5 mins)

• Team goals overview (including weeklong workshop) for this 
quarter

• reaffirmed mission for AI. Optimizing workplaces with AI

•Joel Hoke building the right foundation (25 mins)

•the problem we're trying to solve (and how we contributed to 
identifying the problem)

•How we're solving that problem right now.

• Prev. QSR review (where we were, where we are, where 
we're going)

• Ops Deep dive

• Scenario development / ideation session

• Live campus designs( Joel+Rui )

• Ecosystem thinking

• Research opportunities

• Rui & Joel: Campus vision story + screens

• Strategy & Vision work

• Speak to the work done on FY26 vision and 
upcoming Orchestrator

• Next steps

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

• Toby Fitch ESS accessibility v -team work 5 mins

• Jeni Huang WXP empathy foundation 5 mins

• Rui Shi Keeping the lights on

• Rui Shi WXP AI&ESS Hub, WXP design office 
hour,@toby  MSD office hour.s (5 mins)

• Rui Shi & Jeni Huang: Dining webapp support (5 
mins) (give this to Toby if we really don't need it 
here)



Use the color dropper 
to pick colors from the 
palette below to make 
sure your colors are 
consistent with the 
MSD brand

Christian Richard
Design manager 

Seong Ro
Content Design

Kevin Toy
Research

Praveen Aripirala
Design

Rui Shi
Design

Toby Fitch
Design

Jeni Huang
Design

Our team

Joel Hoke
Design
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Christian
- Q3 recap
- Mission for AI
- Optimizing workplaces with AI

00
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QSR share ideas
•Christian (5 mins)

• Team goals overview (including weeklong workshop) for this 
quarter

• reaffirmed mission for AI. Optimizing workplaces with AI

•Joel Hoke building the right foundation (25 mins)

•the problem we're trying to solve (and how we contributed to 
identifying the problem)

•How we're solving that problem right now.

• Prev. QSR review (where we were, where we are, where 
we're going)

• Ops Deep dive

• Scenario development / ideation session

• Live campus designs( Joel+Rui )

• Ecosystem thinking

• Research opportunities

• Rui & Joel: Campus vision story + screens

• Strategy & Vision work

• Speak to the work done on FY26 vision and 
upcoming Orchestrator

• Next steps

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

• Toby Fitch ESS accessibility v -team work 5 mins

• Jeni Huang WXP empathy foundation 5 mins

• Rui Shi Keeping the lights on

• Rui Shi WXP AI&ESS Hub, WXP design office 
hour,@toby  MSD office hour.s (5 mins)

• Rui Shi & Jeni Huang: Dining webapp support (5 
mins) (give this to Toby if we really don't need it 
here)

“All work and no play…”

Potluck!
Let’s bowl!

It’s like 
Cricket!

Let’s journey 
map this!

CR1
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QSR share ideas
•Christian (5 mins)

• Team goals overview (including weeklong workshop) for this 
quarter

• reaffirmed mission for AI. Optimizing workplaces with AI

•Joel Hoke building the right foundation (25 mins)

•the problem we're trying to solve (and how we contributed to 
identifying the problem)

•How we're solving that problem right now.

• Prev. QSR review (where we were, where we are, where 
we're going)

• Ops Deep dive

• Scenario development / ideation session

• Live campus designs( Joel+Rui )

• Ecosystem thinking

• Research opportunities

• Rui & Joel: Campus vision story + screens

• Strategy & Vision work

• Speak to the work done on FY26 vision and 
upcoming Orchestrator

• Next steps

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

• Toby Fitch ESS accessibility v -team work 5 mins

• Jeni Huang WXP empathy foundation 5 mins

• Rui Shi Keeping the lights on

• Rui Shi WXP AI&ESS Hub, WXP design office 
hour,@toby  MSD office hour.s (5 mins)

• Rui Shi & Jeni Huang: Dining webapp support (5 
mins) (give this to Toby if we really don't need it 
here)

“All work and no play…”

Contextual 

awareness

Our UX vision is to create 

experiences that are contextually 

aware, seamlessly integrating with 

the user's environment and 

current task to provide relevant 

information and tools.

Anticipatory 

Design

We aim for an anticipatory UX 

that predicts user needs and 

offers solutions proactively, 

reducing friction and enhancing 

the user journey.

Personalized 

interactions

By leveraging data and AI, we 

strive to craft personalized UX 

journeys that resonate with 

individual preferences, behaviors, 

and past interactions, making 

each experience uniquely tailored.

AI UX: A framework for tomorrow
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The Role of AI and 

Machine Learning 

in Crafting 

Personalized UX 

Journeys

Employee experience

Make information 
easily accessible

Help me get 
the info I 

need!

Facilitate my 
workflow!

Reduce the 
friction of the 

day
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The Role of AI can 

deliver reduction in 

operational costs and 

improve utilization 

of employee services 

Operations experience

Connected 
infrastructure

Real time data 
and utilization

Optimized 
workflows

VISION
Reduce costs

~400K
Work Orders

~57M
BACnet Traffic

+200K
Spaces

+60K
Utility Bills

+45K
Sensors

+2M
Visitors

+1M
Commute Boardings

Facility Services Bldg Mgmt Systems IoT/SmartBuilding Space Management Financials / Leases Security Employee Services



WXP FY25Q4 Planning Board -  Asana

Program 
planning: 
tracking our 
work

https://app.asana.com/1/2755067288922/project/1209801779967176/list/1209802158347859
https://app.asana.com/1/2755067288922/project/1209801779967176/list/1209802158347859
https://app.asana.com/1/2755067288922/project/1209801779967176/list/1209802158347859
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*Monthly rotating topics

Month April May June July August September

Strategic 
(OPS/Emp) 

Tactical
(OPS/Emp) 

Legacy 
(MyHub/ Meta 

OS)

ESS: Content Agent instructions

ESS EOU measuring Ongoing

Parking monthly survey ELITE monthly survey

Facilities Workshop

OPS Foundational Strategy 

presentations

Dining Ongoing

Employee Vision 3.0

ESS Maps Strategy

ESS Accessibility Ongoing

Roadmap and priorities

OPS UX Vision 1.0 (Live Campus + Orchestrator)

ESS release vertical support Ongoing

OPS Orchestrator

OPS Live Campus

ESS: Content Knowledge source analysis 

Transportation Ongoing (Merge)

ESS Access Vision
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Building for the future
- Ops
- Campus vision
- Live campus
- Next steps

01
•Joel Hoke building the right foundation (25 mins)

•the problem we're trying to solve (and how we contributed to 
identifying the problem)

•How we're solving that problem right now.

• Prev. QSR review (where we were, where we are, where 
we're going)

• Ops Deep dive

• Scenario development / ideation session

• Live campus designs( Joel+Rui )

• Ecosystem thinking

• Research opportunities

• Rui & Joel: Campus vision story + screens

• Strategy & Vision work

• Speak to the work done on FY26 vision and 
upcoming Orchestrator

• Next steps



Ramping up in Ops
Learning, key opportunities & relationship building
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Where we were

• New team, work 

stream and partners

• Desk research

• Overwhelmed

Where we are

• Building partnership, 

projects gaining traction

• Workshops & ideation 

sessions

• Whelmed
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Views

Different roles will be focusing on 
different information, which will 
likely require different views/layouts 
to support their specific needs

Critical data

Clearly highlighting the data that 
matters most in critical decision 
making is paramount.

Surfaces

Different roles will also be 
interacting with this data across 
different surfaces—including TV 
displays, desktop and mobile

Multi - issue

Real-time data will give important 
insights to multi-issue intersections, 
assisting in prioritization
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Intersecting issues

Multiple issues can occur across 
business areas.  
Ex: Ops, services, events, projects all 
overlapping on a given day

Horizontal decision making

Maintaining functional verticals while 
gaining insights across them is vital for 
facility portfolio managers and support 
staff to make effective decisions

Root cause analysis

Each business vertical's needs must 
have their root cause addressed, such 
as identifying why an issue occurred 
and resolving it at the source
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How might we build an 
personalized, intelligent 
experience that helps drives 
down costs, improves 
productivity with tactical 
precision in real time without 
increasing workload of FM ops?



Ops deep dive
What do Microsoft’s operations workflows look like today?
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Today’s challenges

Understand today’s challenges 
and learn how we might integrate 
and optimize our portfolio’s BMS 
solutions to reduce costs.

Building management

Identify touch points that 
enhances operational efficiency 
while improving employee comfort 
and safety
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Iconics / ESB

Manages all of Microsoft’s building 
management systems

FacilityLink

Manages device asset points, once 
onboarded supports preventative 
maintenance

FSBR Team

Facilities Systems Business Rules 
Responsible for hand off of final points 
and asset list to Iconics

Individual BMS

Depending on the building(s), a primary 
BMS platform is used

Air handler

Primary HVAC / Parent 
used to regulate and 
circulate air

VAV

Variable Air Volume / 
Child  Regulates 
amount of air delivered 
to different zones or 
spaces

Controller

ControllerBacnet
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Platform ownership

Deep data and platform ownership 
make our business partners much 
better positioned to solve for the 
problems we’re investigating.

Data ownership

We have visibility across multiple 
platforms that gives us a unique 
opportunity to solve horizontal 
problems and potentially extend  to 
other enterprises of similar size.



Scenario 
development
How might AI help to better support operational excellence?
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Validate our assumptions

We made a lot of best guesses 
when building out our facilities 
scenario. Did we miss any 
opportunities?

Deeper scenario development

Operations covers more than just 
facilities, let’s explore an AI-
assisted scenario where there are 
overlapping issues.
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Following our workshop with PM partners, design spent time thinking 
about the combined vision and user story of what an interconnected 
front- and back-end story might look like. The back end team took 
some time to explore a facilities journey, while the front end team 
explored how those back end actions impact, often invisibly, the 
employee experience journey.
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System 
Orchestrator

Tier 1  
Partners

Staff 
Technicians

GWS Ops 
Planning

Experience 
Ops

LT SLT

Fire, Flood, Fear Scenario

Key actions & opportunities during this scenario

• Issue Alert: Prioritizes multiple alerts, supports T1 team response, notifies teams, and 

flags priority items in real-time.

• Issue Diagnosis: Identifies maintenance concerns, diagnoses issues, synthesizes 

data, tests equipment, reduces team overhead, and determines if manual  

intervention is needed.

• Planning & Prep: Ensures real-time communication, tracks coordination, scheduling, 

parts ordering, and work order status.

• Fix: Documents new parts and work, adjusts schedules, coordinates team efforts,  

and provides data insights for decision-making.

• Resolution & Monitoring: Tentatively closes work orders and circulates data for future 

insights and proactive issue identification.
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System 
Orchestrator

Tier 1  
Partners

Staff 
Technicians

GWS Ops 
Planning

Experience 
Ops

LT SLT

Fire, Flood, Fear Scenario

Key actions & opportunities during this scenario

• Issue Alert: Prepares, approves, and sends campus notifications, checks dashboard for 

high priority issues, supports responding teams in decision-making, informs about 

substantial outages, and maintains awareness of impact breadth and depth.

• Issue Diagnosis: Monitors status and supports responding teams.

• Planning & Prep: Maintains awareness of plans via communications and dashboard data, 

responds to inquiries from next level LT, and escalates key building and facility needs.

• Fix: Maintains general awareness of fix statuses and expected resolution timelines.

• Resolution & Monitoring: Confirms all parties were notified and issues resolved, tracks 

additional work orders or issues, and performs After Action Reports (AAR) or Root Cause 

Analysis (RCA) for severe events.



Campus vision
Connect front + back -end



Ready to connect front + back-end 
with AI Solutions?
This time, dive deep into both front-end campus experience and back-
end space management. Drive down costs, improves productivity and 
create more intelligent & personalized experience.

C A M P U S  V I S I O N  V 3

Microsoft Digital



Campus video v1
This video is mobile based and ideated 
based on MyHub app, mainly focus on 
voice interaction with AI. The video 
includes front-end campus story only.

MSD studio + GWS+ PM + Dev 
Extend to Shawn, Monika + idea adopted! 

Campus video v2
The second video shows a day on campus, 
includes commute, productivity, dining and 
part of the workplace back-end. It’s more 
conversational based.

LT, Copilot studio.....+ more

V3??????
Wow, we will have campus video v3 later, 
excited?! This time, I will dig more into both 
front & back-end story, dive deep into 
facilities, work broader with multiple team. 

ESS facilities: user input with image!!!  

Microsoft Digital



Overview

Front-end: commute, dining, 
access, productivity, facilities; 
close collaborate with PM & Dev,  
bring the ideas to ESS discussion.

Back-end: live campus, Ops, 
close collaborate with Joel, PM & 
Dev. We will connect with both 
front+back team and connect the 
story together, could eventually 
become external products.

4 workshop: In-person workshop 
with Alberto, Harris, Mo and our 
amazing WXP team!

EXCITED!

Microsoft Digital



Ops workshop

During the workshop, we invited Mo, 
Alberto and Harris to ideate together on 
the Ops work.

Front-end story

Dive deep on the HVAC issues, ideate 
what users will do and how AI can help 
submit the ticket and quickly find room

Back-end story

On the back-end, how will portfolio 
managers manage these tickets with  AI 
solutions, how to reduce cost?

Live campus dashboard

Joel and Rui work on Live campus 
dashboard ideation, 2 main direction: 
map and dashboard; Using AI to help 
portfolio managers be efficient. 

4 Workshops



Front-end

• Personalized

• Contextual

• Actionable 

Back-end

• Proactive

• Optimized 

• Cost-saving

Value & goals
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Use the sever weather as the story 
beginning

Dive deep into the facility request 
process, what’s happening from 
employee side and from the 
portfolio manager side.

Highlight the value of AI, how it can 
help improve efficiency, accuracy, 
reduce cost and save Tier 1 
support.

Microsoft Digital

Link
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Front-endMicrosoft Digital

Wayfinding

Access

Commute

Productivity

Dining

Facilities
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Connect front+back together

Onboard Building

Integrate new buildings ensuring all 

systems are operational and meet 

company standards.

Monitor Usage

Track and analyze facility operations 

and usage to optimize services, 

space and resource allocation.

Perform regular inspections and 

preventative maintenance to keep 

building systems in optimal condition.

Facility Operations

Facility services such as mailroom 

operations, moves reception, and 

catering.

Facilities Services

Operations Data 
Management

Analyzes data accuracy of 

floor plans, headcount, 

projects and buildings.

Ops Strategy Insights

Financial Business 
Management

Bring data insights and predictive 

trends to support workplace 

strategy and decision.

Creating, managing, financial 

services, leases, contracts and 

negotiations for facilities.

Microsoft Digital



Microsoft Digital Exploration



Microsoft Digital Exploration



Next steps
1.Keep exploring the ideas on campus experience, bring these to 

stakeholders and bring impact to the ESS roadmap
2.Work with Joel on Live campus dashboard
3.Front+ back-end workshop with PM, Dev, Dsn
4.United front+back-end together into 1 video
5.Bring the video / prototype to LT, Copilot studio and incorporate 

some of the ideas into backlog.
6.SUS survey + research support



Business partnership
Leaning in and working with our partners
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By leaning into the space and working closely with our partners, 
the early vision work we’ve done has already impacted the 

direction our PM partners are taking their work.

Strategic influence

FY26+ Strategy / Operations & Digital Workplace

M
S
 C

o
n

fid
e
n

tia
l / G

W
S
 +

 M
S
D
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An efficient, AI intelligent & 
connected experience to support 

operational excellence.

FY26+ Strategy / Operations & Digital Workplace

M
S
 C

o
n

fid
e
n

tia
l / G

W
S
 +

 M
S
D

Future
An interconnected system that 
supports functional silos and 

horizontal alignment.

Today
Multiple tools, different platforms, 
disconnected data, manual work, 
heavy communications and less 

overview.

Run / SFI

Keep the system running

Bug fixes

Very small enhancements

Increase usage and engagement

Business Initiatives

Drive key business needs

Impact to users and / or ROI

Empower business decisions

Strategy & Innovation

AI / ESS

Technology advancement

Strategic initiatives

Intelligent data first



Live campus
What does a tool that spans multiple business verticals look like?
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Figma link

https://www.figma.com/design/cpiw3I90HkkWMip7BLCrEZ/Workplace-Ops?node-id=4038-2&t=07n04Oj7GUr8EuPd-1
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Contextual interactions

We explored a map-based 
direction that let’s the user get 
different levels of information 
based on the view/level they are 
within the experience.

Prototype link

Prototype link

https://www.figma.com/proto/cpiw3I90HkkWMip7BLCrEZ/Workplace-Ops?page-id=4311%3A9899&node-id=4322-126394&viewport=-302%2C-457%2C0.45&t=pAksd66rBaBmXnc3-1&scaling=min-zoom&content-scaling=fixed&starting-point-node-id=4322%3A126394&show-proto-sidebar=1
https://www.figma.com/proto/cpiw3I90HkkWMip7BLCrEZ/Workplace-Ops?page-id=4311%3A9899&node-id=4322-126394&viewport=-302%2C-457%2C0.45&t=pAksd66rBaBmXnc3-1&scaling=min-zoom&content-scaling=fixed&starting-point-node-id=4322%3A126394&show-proto-sidebar=1
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A traditional approach

Having an idea of the tools our 
users are spending their time in 
today, we explored what a more 
traditional dashboard 
experience may be like.

Prototype link

Prototype link

https://www.figma.com/proto/cpiw3I90HkkWMip7BLCrEZ/Workplace-Ops?page-id=4311%3A9899&node-id=4322-126394&viewport=-302%2C-457%2C0.45&t=pAksd66rBaBmXnc3-1&scaling=min-zoom&content-scaling=fixed&starting-point-node-id=4322%3A126394&show-proto-sidebar=1
https://www.figma.com/proto/cpiw3I90HkkWMip7BLCrEZ/Workplace-Ops?page-id=4311%3A9898&node-id=4486-21707&viewport=656%2C-2232%2C0.43&t=wahamhvSFk5rWbYv-1&scaling=scale-down-width&content-scaling=fixed&starting-point-node-id=4486%3A21707


Next steps
1. Ecosystem exploration
2. Further development of the Live Campus experience

a) Higher fidelity
b) Scenario prototyping

3. Research planning
a) User process mapping
b) Concept testing 

4. Additional tool & deck support
a) Orchestrator
b) Space vNext
c) Long term vision
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Just in time employee experiences
- The problems we're trying to solve
- Overview
- Alignment work
- Research
- Facilities portal + ESS facilities
- MeetUp + ESS access
- Commute AI Survey + ESS commute 
- Map + ESS ILS
- Adaptive cards

02
•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang



AI driven UI in existing products 

Optimizing employee productivity  with 
personalized, more intelligent UI 
interactions

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

Firstly, to make ESS the common entry-
point for any employee experience for 
easier discovery and hopefully therefore 
drive internal Copilot adoption; 

Secondly, to showcase Microsoft’s own 
customer zero story for successfully 
adopting Copilot as a tool that can improve 
efficiency and help employees optimize the 
services provided to them by their 
organization. 

Several key employee experiences owned 
by MSD are planning to leverage ESS as 
part of their AI transformation and 
optimization story. RE&F are aiming to 
have ESS as part of the MyHub 
deprecation story. HR has replaced their 
existing tool EVA with ESS. IT Helpdesk 
has also replaced their existing tool VA and 
Helpdesk. 

For designers, foundational UX 
understanding for if or how to shift their 
specific scenario to  ESS comes from the 
experience that it replaces. To take RE&F 
as an example, MyHub users are primarily 
on-the-go, mobile users. Not all of these 
user JTBD, behaviors, motivations, 
assumptions are appropriate for the 
generative conversational interface as it 
exists today, although expected roadmaps 
may make it more appropriate in the 
future. 

With AI, we’re taking care of you on campus 
your way, so you can take care of work

Conversational design in ESS

Amplifying employee thriving  with 
thoughtful, authoritative reasoning 
and engaging, trustworthy responses.



Designing for learning across the s pectrum  of fluency

User 

Machine

full sentencekey words  some requirements all requirements

predictive
Needs all 
requirements 
explicitly stated

Accurately guesses 
missing requirements 
based on personalization/ 
context 

Shows awareness that it 
it is missing context, and 
proactively attempts 
resolution

Need, room, 
book

I need a 
room

I need a 
room for 
my meeting

I need a room for4 
people at 3PM in B32



ESS & RE&F

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

Understanding Defining Defining

Daily learning

ESS learned about campus services like commute, 
facilities, dining, access, spaces, ILS, parking  

2503 Information discovery with knowledge sources 

First Quarter Report Card

Growth mindset

Took some tentative first steps with actions, like 
making connector recommendations and getting a 
list of guests.  

2504 dynamic information discovery with topic instructions 

Playing with others 

ESS is learning how to have conversations with human 
friends and agent friends. They are practicing sharing 
keywords with agent friends and listening before 
interrupting with human friends. 

2506 and beyond – taking action and improving response quality



How we’re improving response quality

Real time reasoning 
streaming with 
reliable voice and tone

Scripted verbatims to 
gather requirements

Predictable 
requirement 
gathering with gen 
responses

Reliable voice and tone 
that uses reasoning to 
adapt to user tone and 
scenario

Topic instructions Topic instructions
Agent instructions & 
orchestrator datasets 

TBD

Information discovery and synthesis

Static content with 
natural language 
queries

Dynamic content with 
natural language 
queries

Dynamic content with 
natural language 
queries and 
disambiguation

Empowering agentic action 

Knowledge source descriptions & 
agent instructions

Topic instructions Topic instructions, agent 
instructions , Orchestrator



Product testing overview

PHASE 1: Experience Gathering (EG)* Phase 2: Experience Bash (EB’s)* Phase 3: Experience Reviews (ER’s)* Phase 4: User Acceptance Testing (UATs’)*

Customer

Business

Feedback

INPUTS

Found.  Res

Purpose: Understand needs, concepting Let’s kick the tires Getting close / still some things This is it!

Lead: Research  (W - Design/PM/BPM/REL…) Anyone/team Research  + BPM/RELs Research + BPM/RELs + Externals 

Product stage:  Pre dev > Ring 0 Dev. Environment, Ring 1 Test environment, Ring 1 > 2 Ring 2

User: End user or representative Anyone/creators Not the creators External customers

Ongoing: Targeted User Research & Field Listening

Not formal, async, same protocol Single user at a time / same protocol Single user at a time / same protocol

FEEDBACK LOOPS into listening tools

Format: User testing

* Output of each phase can be utilized by all disciplines during the product development process.



ESS RE&F Research

Experience Bashes
2503 & 2504+

Experience Review
2503 

A/B Testing – 3 Phases

https://www.figma.com/design/K32NLmM3K4CNdUYkpARQ5d/WXP-ESS-Copilot-Test-Run?node-id=572-135&t=FFdw15NbMl7PG1mz-0


Describe the issue as you see it. Or just 
share a picture. ESS interprets your human 
speak into logistics speak for effortless 
facilities requests. 

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

Core Functions Optimizing

Employee Thriving

Facilities Get stuff fixed on campus 

Simplifying the ticket submission 
process and use AI to auto capture 
the problem class and problem type



Facility portal
The facility portal hasn’t been 
updated for 15 years!!!

Yearly Work Order ~275K

2 design proposals with AI

Workshop & content audit & SUS

Pain points: 

Misclassified Facilities Requests

Non-Actionable Facilities Requests

Portal is a bad experience for Facilities Staff

Experience is “Click Heavy” and Not Intuitive

Portal is not “mobile friendly”

Microsoft Digital

Rui Jeni Toby



Our process

Dissected site IA and content to identify UX 
problem areas of existing facilities portal

Data-Driven: SUS measured before / after 
UX proposals to drive design decisions

Inclusive lens: Breaking down UX 
problems with different personas. 
Consider meeting where users are, 
accessibility, and known user behaviors

Content guidance: Proposed content 
improvements with improved category 
groupings covers 80% of all requests

Microsoft Digital



ELT layout

Facility request 
portal design 



Delivery:  target is to have the MVP done by end of Q4.

Expectation:  reduces 50% clicks, 25% submission 
errors due to misclassified and misrouted requests, 
saving facility staff thousands of hours in rework.

Next stepsMicrosoft Digital

Portal to ESS Copilot: simplified steps and 
easy to submit a request via ESS Copilot

Research: SUS survey + user interviews
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MSD brandESS facilities

AI Automated facility request from 
user input (text, image)

Microsoft Digital

• Boosts Convenience & Efficiency 
– Enables employees to submit 
requests directly via a Copilot 
Agent expanding access beyond 
the portal.

 
• Improves Product & Drives 

Revenue – Enhances the ESS 
product through real-world 
feedback, supporting broader 
adoption and increasing Microsoft 
sales.



Microsoft Digital User input text

The temperature controller in building 32, room 22 doesn’t work. 

How can I report it? 

Hi RUi, I’m sorry the temperature isn’t meeting your needs to day. I 

needs to day. I see you’re in Building 32/ room 22. 

Here’s some things that might help <common troubleshooting 

troubleshooting methods> 

Or you can try (email@facility.team) or by submitting a service 

service request.  

I want to submit a service request

ESS:  Sure, I can help with that! Here’s what I’ve got so far

far

 

Temperature controller issue

H VAC  issue in Bulding  32/22

Since this is an HVAC issue, we just need two more pieces of 

information. 

 

1. question

2. question

nope 

Got it. Thank you! Here’s what I’ve got for you: 

Ticket summary in some sort of scannable card form 

 

Any other changes you want to make? 

Great. I’ve submitted the ticket for you. 

CAS-410200-B7J000
HVAC

Building 32, room 32



Microsoft Digital User input image

Hi, there! Do you need to report an issue with the temperature? 

Let's get this addressed. Looks like you're in Building 32/ 2N. Is that 

2N. Is that where you want to report your temperature issue?

issue?  

Tell me a little more about the issue

Yes, the temperature controller doesn’t work. 

Yes

The room is cold, I tried to adjust the temperature, but the controller 

controller seems broken, doesn’t work. 

Sure, you submitted 2 facility ticket from March to April, click to view 

click to view more details.

CAS-410200-B7J000
HVAC

Building 32, room 32

CAS-546902-C1G901
Lighting

Building 32, room 12

Looks good, confirm

Since this is an HVAC issue, we just need to confirm the service ticket 

service ticket details.

Submit Request

Upload a file

Location

32 / 2N

Problem class

HVAC

Problem type

Temperature

Describe the details*

The room is cold, I tried to adjust the 

temperature, but the controller seems broken, 

doesn’t work. 

Great. I’ve submitted the ticket for you. 

CAS-410200-B7J000
HVAC

Building 32, room 32

I want to track all my facility tickets from March to April this year.

year.

Track ticket CAS-546902-C1G901 for Lig hting

According to the system, you submitted a ticket to replace the light 

bulb in building 32, room 12. The part has been replaced and lighting 

back to normal. Service Request C AS-546902-C 1G901 is 

 . 

 

Thanks for keeping building 32 nice and clean.

CAS-546902-C1G901
Lighting

Building 32, room 12
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Meetup
- Web
- Bulk and secondary host
- ESS

03



Tell ESS you’re planning a visit to have 
it send invites, and access instructions  
register your guests, and save your 
planned visits for future reference. 

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

Core Functions Optimizing

Employee Thriving

Access Invite people on site, easily and securely

Delightful guest experiences 
increases security by making it 
easier for people to be compliant 
when they bring people on site.  
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Create guest invite through the 
Teams desktop and web canvas.

Microsoft Digital

• Consistency with mobile 
experience.

• Take advantage of the additional 
real estate through split views, 
thereby reducing clicks. 

• Experience that feels native to the 
canvas.

• Same controls, UI elements so a 
common library can be built for 
both mobile and web views.

• Finalization of requirements, flows 
and designs.

• Tech feasibility, walkthroughs, 
clickable prototypes, handoff.

Figma link

https://www.figma.com/design/OYi5shogiQ5ko8xLmyPDrz/Meetup-App---Web?node-id=126-25428&t=eMobAKJI7YJPbcrs-1
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Bulk and secondary host feature
Helps employees create large group invites using an excel template for faster and quicker 

group invite creation process and create secondary host for handling contingencies and 

delegation.



Reduces the time it takes to create 
large group invites.

- ESS scope- Efficiency

Why did we invest in this feature?

Future roadmap of ESS can have bulk 
creation capabilities.

Supports current behavior of how 
large events are created.

- Business priority- Current behavior

One of the most important business 
requirement.



- 50% reduction

…and what is the benefit!

of dependency on lobby hosts.

- 5x faster

compared to the current process.

- Secured

equipped for contingencies.

- 20% reduction

in rescheduling due to no-shows.
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Excel powered group invite creation 
support.

Microsoft Digital

• Bulk upload let’s employees create 
invites for larger gatherings by 
inputting the data into an excel and 
uploading the excel into the 
Meetup web app.

• The system will run a validation to 
check for errors and prompt the 
employee. 

• Employee can directly make edits 
to guest records in the UI.

Bulk upload tab Excel uploaded

Guest list Update guest details

Figma link

https://www.figma.com/design/OYi5shogiQ5ko8xLmyPDrz/Meetup-App---Web?node-id=126-25428&t=eMobAKJI7YJPbcrs-1
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Secondary host for support and 
contingencies planning.

Microsoft Digital

• An employee can add a secondary 
host to the invite.

• The delegate will be looped into all 
the specific invite updates.

• Secondary host can support the 
guest visit in the absence of the 
primary host.

Bulk upload tab Excel uploaded

Guest list Update guest details

Figma link

https://www.figma.com/design/OYi5shogiQ5ko8xLmyPDrz/Meetup-App---Web?node-id=126-25428&t=eMobAKJI7YJPbcrs-1
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Meetup - ESS
Invite people on site, easily and securely by onboard Meetup onto ESS so employees can 

create new invites and manage existing invites through a conversational experience. 
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Response type

Microsoft Digital

• Did a workshop with the PM and 
content partners to define the 
various types of prompts a user 
might use for each of the identified 
golden scenario.

• Objective of the workshop was to 
identify and understand the 
natural language prompts and real 
world scenarios.

• Ideated more than 90 prompts, 
defined 5 themes.

Figjam link

https://www.figma.com/board/sjH3ydjDsVLbWvYCYjkzVy/RE--F-Response-Type-Matrix?node-id=169-427&t=pwNiGHYcC6vOwpzi-1
https://www.figma.com/board/sjH3ydjDsVLbWvYCYjkzVy/RE--F-Response-Type-Matrix?node-id=169-427&t=pwNiGHYcC6vOwpzi-1


Use the color dropper 
to pick colors from the 
palette below to make 
sure your colors are 
consistent with the 
MSD brandPrompt 

categorization

Microsoft Digital

• Objective of this exercise was to 
try out the current version and use 
different prompts to capture the 
response.

• Document all the responses in an 
excel.

• Compare them to expected 
response vs. ESS response.

• This exercise will fuel the work in 
Q4 and FY 26.

Excel link

https://microsoftapc-my.sharepoint.com/:x:/g/personal/bhparuch_microsoft_com/Ea_likzVw7RClrC_KNhAbbgBdJ7o4plFzbw45pVEGPuGIA?e=t7HPZ6


ESS knows cap hill means Capitol Hill. Use your 
own words to find the best commute options to 
and from work. 

For power users, embedded personalized 
recommendations make routes a single click to 
book in the app they already use. 

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

Core Functions Optimizing

Employee Thriving

Commute Find a ride to work

Natural language inputs provide 
better feedback about desirable 
routes, helping to optimize route 
design. 



ELT layout



ELT layout



ELT layout



ELT layout



ELT layout



ELT layout



ELT layout



ELT layout



Get directions to what you 

need, even if you don’t know 

what it’s called, right in the 

context of your last 

conversation. 

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 

contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch -- short term plan, general overview

• Adaptive Cards Jeni Huang

Core Functions Optimizing 

Employee Thriving

Maps and ILS Get around campus

SBS and Pointr collaboration 

coming soon. 



Map Design Toolkit (System)

One design language built on top of 
Fluent and align visual assets for 
maps across different verticals

UX framework / extensibility

Modular framework and 
infrastructure that is versatile and 
consistent across multiple different 
surfaces. 

Adaptive Cards

Utilization and standardization of 
cards with initial focus on ESS

Accessibility

Map accessibility is already complex,  
but how can we also make it easily 
accessible in ESS with static images 
and step by step instructions?

Map UX workstreams



Get directions
with current limitations
Spectrum of fluency: full requirements

Scenario
User explicitly asks for directions with 
all requirements.
 
Response guidance

• Natural language contains step 
by step instructions

• Handoff link for users to use 
interactive maps

• Map image to contextualize 
instructions

Get me to 3S00 from 3H00 in Building 32

Employee Self-Service



Get directions over 
multiple floors
with current limitations
Spectrum of fluency: some requirements 
missing (starting point)

Scenario
User explicitly asks for directions over 
multiple floors, but does not say where 
the starting point is.

• We could assume user location 
based on machine knowledge (eg: 
IP/device address, user home 
building, etc)

 
Response guidance

• Natural language contains step by 
step instructions with disambiguation

• Multiple floors = splitting 
instructions to not overwhelm

• Suggestive prompts help guide users 
to command Copilot and allows for 
future natural conversation 
interactions

• Handoff link for users to view 
interactive map

How do I get to Conference Room 3442 in Building 122?

Employee Self-Service

My desk

Employee Self-Service

Next steps

Employee Self-Service

1. Exit the elevators, and turn left. 

2. Go through the doors into the hallway.

3. Turn right, and travel straight across the building. (140 feet)

4. Turn right at the three-way intersection.

5. Go straight, and you will pass 3R00 on the left and Conference Room 316 on the right. 

6. Your destination, 3S00, will be on the left.

 

To interact with the map, use our interactive web app

This is a handoff button, but is a 

plugin button a better button for this 

kind of interaction since it’s related to 

the adaptive card?



• What the limitation

• how we contributed to identifying the problem

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

Quick adaptive card update
How we're solving that problem



•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang

TF1



•Opportunities  for solving that problem better in 
the future

• (and how we contributed to identifying the problem)

•Seong Ro Just in time employee experiences (ESS) (40 mins)

• the problem we're trying to solve (and how we 
contributed to identifying the problem)

• How we're solving that problem right now.

• overview of experiences we've launched,

• alignment work,

• Kevin Toy research benchmarking work

• Facilities

• Rui, Jeni, Toby: Facility portal redesign

• Rui: ESS facility

• Access - Praveen Aripirala meet up and ESS

• Commute - Jeni Huang Merge and ESS

• Maps - Toby Fitch --  short term plan, general overview

• Adaptive Cards Jeni Huang
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ESS Accessibility v-team03• Toby Fitch ESS accessibility v -team work 5 mins



Use the color dropper 
to pick colors from the 
palette below to make 
sure your colors are 
consistent with the 
MSD brandAccessibility v-team for RE&F ESS Copilot

Toby Fitch
Studio A11y lead + 
WxP A11y Champ

Ankur Garg

MSD A11y Champ

Swathi Surampudi
Commute

Lihan Zhu

Dining

Andre Jenkins

Productivity

Simplicio DeLeon
Location Services

Pratishtha 
Choudhary

Access

Tushar Singhal

Parking

Timothy 
Ikehara-Martin

Facilities

Garima Gaurav

PM

FUTURE ENG
HR Copilot

FUTURE ENG
IT Copilot
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Training

via MS Digital partnership with E+D Accessibility team

Support accessibility training within our 
verticals for upskilling on a11y knowledge. This 
helps us to shift left to reduce engineering debt

• Product Inclusion Academy (by E+D)

Integrate accessibility into design

via MSD Studio's support with the 4D's

• Discover, Design, Develop, Deliver

• MSD Studio Office Hours (Design Review)
research, design, accessibility, content, ux strategy

• Studio Experience Reviews and UAT testing

• Monitor feedback, fix design bugs, and update 
product roadmap as needed

Be A11y champs for our verticals

Center point of gravity of ESS Copilot accessibility for 
easier collaboration, support and sharing of resources

• Team members collaborate and execute Accessibility  
plans instead of operating in vertical siloes. 

• Consolidated efforts on A11y assessments, remediation 
plans, training and support, compliance, engaging with 
stakeholders, and regular reporting + documentation.

o Bug logging + triage. Capture shared 1P blockers, etc

o Shorter ramp and support new verticals as they onboard

https://microsoft.sharepoint-df.com/teams/ExDA11y/SitePages/E+D-Accessibility-Trainings-and-Office-Hours.aspx
https://microsoft.sharepoint-df.com/teams/ExDA11y/SitePages/E+D-Accessibility-Trainings-and-Office-Hours.aspx
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D+
HR Copilot – AskHR / Case Creation
Private preview

 PowerBi report

30 bugs

• 12 Core bugs (Sev 3)

• 18  1st party bugs

• 2 Sev 2

• 16 Sev 3

C
IT Copilot
Private Preview

 PowerBi report

15 bugs

• 9  Core bugs (Sev 3)

• 6  1st party bugs

• 2 Sev 2

• 4 Sev 3

Last checked 04/28/2025

Non-compliant Compliant

TBD
RE&F Copilot
In progress

 Compiled PowerBi report

TBD bugs

• 0 Core bugs

• 16 1st party bugs

Non-compliant

C?
ESS Copilot

Ultimate goal!

Compliant

https://msit.powerbi.com/groups/e58d0a8c-412f-4f59-90fa-faf3430fdaeb/reports/be7ea532-4e37-4811-8910-e40f414945b9/ReportSectionf16fa44b3ca27e0d123e?experience=power-bi&clientSideAuth=0
https://msit.powerbi.com/groups/e58d0a8c-412f-4f59-90fa-faf3430fdaeb/reports/be7ea532-4e37-4811-8910-e40f414945b9/ReportSectionf16fa44b3ca27e0d123e?experience=power-bi&clientSideAuth=0
https://msit.powerbi.com/groups/e58d0a8c-412f-4f59-90fa-faf3430fdaeb/reports/be7ea532-4e37-4811-8910-e40f414945b9/ReportSectionf16fa44b3ca27e0d123e?experience=power-bi&clientSideAuth=0&bookmarkGuid=2a7d4d65-19ec-427c-be76-3893a731dd60
https://msit.powerbi.com/groups/e58d0a8c-412f-4f59-90fa-faf3430fdaeb/reports/be7ea532-4e37-4811-8910-e40f414945b9/ReportSectionf16fa44b3ca27e0d123e?experience=power-bi&clientSideAuth=0&bookmarkGuid=2a7d4d65-19ec-427c-be76-3893a731dd60
https://microsoftit.visualstudio.com/OneITVSO/_dashboards/dashboard/be46df79-0971-4718-81bd-ccad31f24d99
https://microsoftit.visualstudio.com/OneITVSO/_dashboards/dashboard/be46df79-0971-4718-81bd-ccad31f24d99
https://microsoftit.visualstudio.com/OneITVSO/_dashboards/dashboard/be46df79-0971-4718-81bd-ccad31f24d99
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Deliverables + Milestones
PHASE 1: INITIALIZATION 2: REFINE + STABLIZE 3: HARDENING 4: DELIVERY

MAR APR MAY JUN JUL AUG SEPT OCT

Objective

Spin up v-team to get gears 

moving and start formal 

accessibility control process

Objective

Evaluate and onboard new 

verticals as we work towards 

honing our experiences. Get the 

team started in learning 

and practicing accessibility 

as we start defining requirements 

for accessibility process.

Objective

Define and resolve major 

accessibility issues prior to 

accessibility grade submission for 

public preview

MILESTONES

• April status report sent out

• Single service for RE&F 2506 

release

Objective

Reset expectations based on 

learnings from previous quarter. 

Mitigate and plan for hitting 

Grade C in July

MILESTONE

Grade D for RE&F only

Objective

Refine experiences and remediate 

designs based on inclusive 

research

MILESTONE

Alignment of ESS teams to submit 

A11y as single service

Objective

Whittle down our 

accessibility 

backlog as we work

MILESTONE

ESS Copilot Grade 

C for all verticals

Objective

Harden the project 

and work towards 

MSIT release

MILESTONE

Grade B for ESS 

Copilot

Objective

Market ESS Copilot 

as an MSD 

accessibility 

champion

ACTIVITIES & DELIVERABLES

Activities

• Kick off v-team

• Accessibility experience 

review signoff

• Establish MSD Studio 

Office Hours for A11y 

support

Deliverables

• Mar 10 HR and GWS 

knowledge source A11y 

assessment for 2504

• Mid Mar  Submit all 

RE&F A11y testing for 2504

• End Mar Action items 

agreed upon by v-team

Activities

• Experience reviews

• Submit assessment for 2506

Deliverables

• End of Apr v-team 

completes required A11y 101 

design training on Viva 

Learning

• Apr 28 2506 A11y 

assessment submitted

• End of Apr v-team 

completes required A11y 101 

design training on Viva 

Learning

Activities

• Stabilize + fix bugs

• Learning workshop and/or 

training (101)

• Compile accessibility related 

sources for RE&F ESS

Deliverables

• May 2 Bugs logged

• May 7 Accessibility bugs fixed 

and assigned to PG

• May 14 Core bugs fixed, PG 

accepted 1st party bugs 

• May 21 2506 A11y 

assessment complete

• Mid May Harden AI A11y 

strategy

Activities

• FY26 Planning

• Experience reviews

Deliverables

• TBD 2507 A11y assessment

• Establish action items 

agreed upon by v-team

• AI A11y strategy complete

Activities

• Inclusive studies

• Second round of trainings

• Experience reviews

• Learning workshop and/or 

training (201)

Deliverables

• Early Jul Org wide bug bashes

• Mid Jul Fast follow bug fixes 

to achieve Grade C prior to 

Aug

• End of Jul P3 bug fixes for 

completed with minimum of 

25% remaining on backlog

Activities

• Inclusive 

Research 

readouts and 

remediation

• Experience 

reviews

Deliverables

• Submit final 

round of 

grading for 

Grade B

Activities

• V-team planning

• Research plannin

g, reviews, set-up

Deliverables

• End of Sept All 

P3 accessibility 

bugs fixed with 

min of <5% on 

backlog

Activities

• Market and 

publicize ESS 

Copilot on 

accessibility

Deliverables

• Publish a 

internal blog for 

accessibility

NOTES + EXPECTATIONS

• Assess and organize as we 

try to get our accessibility 

rhythm going

• Accessibility spec review to 

be done during MSD 

Studio Office Hours (new!)

• Experience review signoff is 

a standard process

• Get into ROB with weekly / 

biweekly calls

• Onboards new eng verticals 

into v-team

• Release first status report 

newsletter

• Focuses on optimization 

+ fixing designs/bugs based 

on research learnings, A11y 

bugs, etc.

• Assumes we resolve all 

accessibility bugs before June

• Intro to accessibility training 

required​ for Studio designers

• Expectation is that all 

product makers has 

foundational knowledge for 

accessibility best practices

• Design expected to always 

deliver A11y specs

• At this point we should have a 

good feedback system and a 

good idea of how to prioritize 

our issues

• Burn down P3 bugs

• Expectation is 

entire org 

should have 

intermediate 

knowledge of 

accessibility 

best practices
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Monthly status report

Deployed to stakeholders

Regular report to go out end of month with v-team 
updates, wins, blockers, training schedules, and more

Alignment with more ESS teams

In collaboration with MSD Accessibility

Consolidate all ESS accessibility engineering efforts 
into a single workstream

Compile knowledge sources

In collaboration with RE&F accessibility

Currently, we have accessibility resources scattered 
across SharePoint, pdfs, RE&F web and etc. We aim to 
utilize this compiled resource and feed it into ESS 
Copilot to benefit users.
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WXP empathy foundation04• Jeni Huang WXP empathy foundation 5 mins



ELT layout

Figma link
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Keep our foundation strong
- WXP AI&ESS Hub
- Dining webapp
- WXP design office hour

05• Rui Shi Keeping the lights on

• Rui Shi WXP AI&ESS Hub, WXP design office 
hour,@toby  MSD office hour.s (5 mins)

• Rui Shi & Jeni Huang: Dining webapp support (5 
mins) (give this to Toby if we really don't need it 
here)



Link



Dining webapp

6 new flows, 20+ screens

Order dine in or to-go

Select pickup time

Footer design

Reorder flow + edge cases

Order history screens

Time-out scenario

Rui Jeni 

Microsoft Digital Link



• 1 stop shop for WXP non-ESS/Ops UX 
design, accessibility, content, research

• Sign up topic in Loop, include urgency + 
priority and support needed

• Sign up MSD office hour for other projects.

WXP design 
office hour

Mon+Thu
2X weekly basis

Support for
MyHub, Merge, Dining web app, MS facilities, 
MeetUp, Access, Parking, Indoor location service...
Finish the design/content/accessibility/research 
support within office hours.

9-10am
PST time

Microsoft confidential | For internal use onlyCR1



WXP design office hour
• Only for WXP Non-ESS/Ops projects
• WXP team designers (7) provide help 

only during office hours.
• 2X weekly, every Mon + Thu 9-10AM

MSD office hour
• Any MSD projects (AI, ESS, anything)
• MSD studio designers (6) from multiple 

teams, provide help during & after office hour. 
• Weekly, every Tue 8-9AM

What’s the difference?
CR1
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Thank you



 Sparkle Icon: Indicates 

AI

 Guiding users through 

examples

Final Solution:
All - in-One

All-in-One: Streamlines the process from 5 
steps to just 2, integrating basic 
information gathering into the homepage.

AI-Powered: Automatically analyze 
problem categories and types, enhancing 
both efficiency and accuracy of 
submissions.

Data wins! 10 out of 14 preferred this 
solution, which helped stakeholder 
decision with making larger investment in 
the portal with forward thinking planning

“....it allows me to input the type of request 
I have or need using natural language. It 
automatically detects and categorizes the 
request, reducing the need for additional 
screens and clicks during the issue 
definition process. This approach feels 
more expedient and efficient”     — User 4  

Microsoft Digital
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