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Hi, I’m Cedric Liebens,

A Data & AI driven Product design 

transformation lead
I accelerate enterprise delivery in 90 days by fixing 

design systems and stakeholder alignment in B2B and regulated environments.
15+ years | Cross‑industry pattern recognition. Pharma · Gov · B2B SaaS. 

Outcome‑first | Bridging Business, Design & Development.



Problem

56% of patients couldn’t state what UCBCares is for Problem Discovery + User Research
My role:

56% confusion 
rate 
Baseline R1: n=9 (patient 
ambassadors), moderated tests.

5 of 9 patients 
couldn't 
understand what       
UCBCares was 
supposed to do     

52.5 SUS score. More insights

❌ Fragmented medical information  
❌ Too clinical, not patient-centered 
❌ "Is it a dating website?" (lack of clarity) 
❌ Different sites per country (confusing) 
❌ Medical jargon alienating patients 
❌ Poor information structure (endless scrolling)



The Stakes

Why is it important Stakeholder Alignment + Patient Advocacy
My role:

Patient lives Treatment International Regulatory

Rare disease 
patients isolated

Healthcare provider 
burden

EU + Canada

+ Japan 

Compliance 
violations = fines

Patient lives stakes

Rare disease patients isolated

"I don't want to suffer alone"

Mental health crisis

Community needed

Treatment stakes

Life-changing meds wasted if patients don't 
adhere

Confused patients = non-compliance

Healthcare provider burden

International stakes

EU/Canada/Japan rollout at risk

Millions of patients impacted

UCB reputation

Competitive edge

Regulatory stakes

Pharma compliance violations = fines

Medical accuracy critical (legal)

Accessibility laws (disabilities)



Process

Patient-centered research methodology Research Design + Methodology Execution
My role:

Nov 2022

Research
Dec 2022

Validate
Jan-May 2023

Iterate
June 2023

Ship

Round 1 Round 2 Refinement Level 1

Constraints navigated: 

Pharma regulatory compliance (legal accuracy)

Multi-market (EU/Canada/Japan differences)

Accessibility (Parkinson's motor challenges)

Brand consistency (UCB corporate identity)

International stakeholder coordination



Process

Research methods used Information architecture + service design
My role:

Patient Ambassadors (9 interviews, 2 rounds) Iterative Prototyping (Figma → Test → Refine)

Think-Aloud Method (observe real behavior) Thematic Analysis (7 patterns identified)

Task-Based Observation (completion tracking)

"Lego Game" Co-Creation (digital sitemap)

System Usability Scale (quantitative)



Research insights

Patients don't care about UCB brand. They care about: 
"Will I suffer alone?" and "Can I trust this information?"

9 Patient Ambassadors 2 Research rounds 7 Thematic patterns

Lego game with patients

Thematic Analysis + Insight Synthesis
My role:

SUS 52.5-97.5 



Research insights

Improving the user journeys based on qualitative insights. User journey mapping
My role:

Before

Even when I scroll, I don’t know for what this site is. Maybe it’s a 

dating site.

Jerome
Patient



Solution overview

Multi-Level Platform: Patient Journey Architecture Information Architecture + Design Strategy
My role:

What we built:

Level 0: entry/education
Entry point from Google search → educational content

Level 1: product support/eligibility
Treatment guidance → eligibility checks → HCP resources

Level 2: deep engagement/personalization
Personalized content → account creation → product-specific 
(Bimekizumab, Cimzia, etc.)

Key design decisions

Progressive disclosure
Choose your depth, casual → engaged patient

Multi-product routing
Unified eligibility check for multiple treatments

Custom domains
Brand identity per product (Leaflet HCP URLs)

Task-based IA
"I'm newly diagnosed" not "Disease Information"



Deepdive

Level 1 site restructured Information Architecture + Mental Model Research
My role:

Before: Clinical taxonomy After: Patient journey

Key Insight

Patients think in questions, not categories

56% couldn't understand website purpose

Methods used

Digital card sorting with patient ambassadors

Mental model mapping (Lego-style online tool)

Task-based validation (3 user journeys)   

IMPACT

Confusion: 56% to ~0% (Task 1 success 44% → 89% (R1→R2)

"I know what this site is for now" - 8/9 patients

Scalable framework applied across all 3 levels 



Impact

SUS score 85.5 Validation Testing + Impact Measurement
My role:

Usability Proven

SUS 85.5 — SUS n=9; Brooke instrument; average across two rounds.

Task 1 success 44% → 89% — Maze task‑based tests; R1 n=9, R2 n=9; three core tasks.

“8/9 would recommend” — SUS Q10 + post‑task interview.

Patient Outcomes

Patient engagement ↑ (UCB internal metrics)

Treatment adherence improved

Healthcare provider satisfaction ↑

"I would recommend this website" - 8/9 patients

Now I know where to go. It’s clear.

Caroline
Patient



Retrospect

Thank you for watching, here are 3 things I learned from this:

People Constraints Scale

Patient co-creation over 
assumptions → Observe!

Regulatory is not the 
enemy of UX

Trust in pharma is earned, 
not assumed

Lego game revealed insights interviews missed

Actions > words (brand placement contradiction) 
→ Don't just ask, observe what they DO

"Disease" → "Health condition" = legal AND empathetic

Compliance can coexist with patient-centricity 
→ Constraints inspire creative solutions

Phone number + response time = trust signals

Transparency > branding 
→ 8/9 patients would recommend after trust improvements



Other cases

Contact

Senior product designer I IBZ-FOD CGVS

From Excel workaround to structured workflows

View Case

Design system architect I Arxus 

From manual chaos to automated scale

View Case

cases.liebensmcedric.com
mail@liebensmcedric.com
+32 479 40 90 73

https://cases.liebensmcedric.com/pdf/IBZ_case-Cedric_Liebens_Product_Design_Senior_15y_Experience-CV.pdf
https://cases.liebensmcedric.com/pdf/ARXUS_case-Cedric_Liebens_Product_Design_Senior_15y_Experience-CV.pdf
https://cases.liebensmcedric.com/

