
uberPOOL Mars 
Niels Myrner - Project Development Brief 

THE PLAN 

❖ Day 1. Apply design thinking, research and discussion to arrive at an approach. 

Create a paper storyboard. Gather all assets for day two. 

❖ Day 2. Adobe XD prototype in preparation for Storyline development. Frequent 

testing and discussion. Create script for day three. 

❖ Day 3. Voiceover and development of final deliverable in Articulate Storyline. 

Proofreading, testing, adjustment and refinement.  

THE THEORY 

❖ Design thinking (this was an exercise in the process) 

❖ Michael Allen’s CCAF (context, challenge, activity, feedback) 

❖ Michael Allen’s Seven Simple Success Strategies (meaningful, memorable, 

motivational) 

❖ John Keller’s ARCS Model of Motivation (see checklist) 

❖ Clark and Mayer’s Cognitive Theory of Multimedia Learning (design guidelines) 

THE TOOLS 

❖ Paper and pencil (storyboard, prototype one) 

❖ Adobe Illustrator (manipulate visual assets) 

❖ Adobe XD (prototype two) 

❖ Logic Pro X (voiceover) 

❖ Articulate Storyline (final deliverable) 

THE BUSINESS CONSIDERATIONS 

❖ Product may change in 4 weeks: bite size assets, clear file structure, rapid dev 

❖ 1 week development time: utilize existing assets, stick to the learning objective 

❖ 50,000 customer support representatives in all countries: design simply, test  
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DAY ONE - PROTOTYPE 1: DECIDE ON APPROACH AND DRAFT PAPER STORYBOARD 

1. Consider the learner and the objective together 

2. Research and identify existing content 

3. Brainstorm to arrive at an approach  

4. Create a rough, paper storyboard 

5. Test concept, discuss and adjust 

6. Gather assets for day two 

 

❖ THE LEARNER 

Q: Where are they going to sit or stand?  

A: Assume they will take the course on a desktop at the call center. 

Q: How are they going to use the learning?  

A: Assume they will use the learning to prepare for taking live calls with 

customers, and possibly as a job aid. 

Q: How are they going to apply it to work?  

A: “...to answer questions about how uberPOOL trips work.” 

Q: Where are they in the world? 

A: All countries. They may not have English as their first language, but they do 

speak English. 

Q: How much background knowledge do they have? 

A: Assume none. 

Q: What else do we know about them? 

A: They are adult learners. 

 

❖ THE OBJECTIVE 

“How can we help the customer support team understand what is uberPOOL so 

they are able to answer questions about how uberPOOL trips work?” 

“...help provide context for how uberPOOL works and why someone might use it 

as a rider.” 
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❖ THE APPROACH - THREE PART SOLUTION: STORY, SCENARIO, JOB AID 

In order to help customers, the customer service representative must understand 

the customer experience. What are the actions the customer must take, and in 

what context? We’ll break all actions into visual representations—this follows 

cognitive theory and facilitates communication with simple, easy to translate 

language. 

➢ SOLUTION PART ONE: STORY WITH NESTED SOFTWARE SIMULATION 

An interactive animated short story about Astro who needs to get from 

here, all the way to Uber HQ on the other side of Mars. The story is broken 

into an “in-game” software simulation demonstrating the steps a customer 

must go through to use uberPOOL, and a narrated animation showing the 

pickup and dropoff process. Focus is on visual communication. Simple, 

easy to translate language. Callouts for software simulation. Establish 

context and engagement through Astro’s story. 

➢ SOLUTION PART TWO: SCENARIO AS ASSESSMENT 

A scenario based, customer service call center interaction that functions as 

an assessment. This functions as context, challenge, activity and feedback. 

➢ SOLUTION PART THREE: FAQ AS JOB AID 

In this case, because time is short, a link is provided to the existing FAQ 

from within the course menu. Text is easy to translate and easy to update. 

This content is hard to memorize, but easy to reference. 

This approach will give the representative a good working knowledge of the app, 

and the customer experience, so they are able to answer questions about how 

uberPOOL trips work. The story is a relatable, interactive way to present the 

information. The scenario provides realistic, challenging practice and feedback. 

 

❖ GATHER ALL VISUAL ASSETS FOR DAY TWO 

Time is short. Use Adobe Stock. List all required assets. Separate all assets 

into individual files in Adobe Illustrator for future changes and fast 

iteration. 
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DAY TWO - PROTOTYPE 2: ADOBE XD 

❖ Break all actions into visual representations.  

❖ Create a visual prototype in Adobe XD because it’s FAST and easy to iterate.  

❖ Throughout the day, testing, feedback and discussion with my wife. Many small 

adjustments. Decide how to best communicate visually.  

❖ Use simple language to write a script for day three. 

DAY THREE - PROTOTYPE 3: ARTICULATE STORYLINE - READY TO LAUNCH 

❖ Record voice-over in Logic Pro. Export each statement to individual, numbered 

.WAV files so they can be changed quickly if needed. 

❖ Export screens from Adobe XD and build them as slides in Articulate Storyline. 

Lock them as background layers and build with individual assets on top of them. 

This saves considerable time. 

❖ Build the interactions and animations. Adhere to cognitive theory. Continually 

refer back to the design exercise and repeat the mantra “Be creative, but don’t 

veer from the learning objective!” 
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