
Project Highlight

Streamlining Customer Support 
through Strategic Design 
Leadership

Company: Ritchie Brothers Auctioneers

Control Tower 2.0

Back to search

John Smith Customer: 1 Soft Caution

raymond.smith@bsm.com (P) 364-723-6547 (M) 364-723-6547 RB Customer # 18547414

Organizations (2) Registration Lots Invoices Payments Notes & Adjustments

Outstanding Overdue Open requests Paid, 90 days

$296,445.75 3 of 24 2 $118,748.75

Search invoices Organization Sale event Due date

Needs attention 3 unpaid invoices

RBUS-2605-0000-155 Unpaid

Crowne Solutions Inc. - Sacramento

Sacramento Auction · 30 lots · Bidder # 8038

$28,178.00 of $156,400.00

RBUS-2604-0001-212 Unpaid

Universal Paving Inc - Dallas

2026091 Covington, PA · 4 lots · Bidder # 1141

$0.00 of $108,223.75

RBUS-2604-0001-318 Unpaid

Elite Contractors LLC - Houston

2026091 Covington, PA · 1 lot · Bidder # 1258

$24,917.50 of $84,917.50

HOME Account Support Payment Management Asset Support Events Adjustment Requests

All organizations 

(2)

Invo ice

RBUS-2605-0000-155

Unpaid Crowne Solutions · Bidder # 8038

Sacramento Auction · Sale #123445456 · Created Nov 7, 2026

Balance

Due by

Nov 6, 2026

Lots (30)

1740

1741

1742

+ 27 more lots

Payments (3)

Acme Corp

Refund · Wire

Invoice total

$156,400.00

Remaining

$128,222.00
Due

Nov 6, 2026

3 days overdue

Rema in ing

$128,222.00
View all

Invoiced $25,000.00

Invoiced $41,200.00

Paid $18,750.00

2018 Argo Xplorer XR700

Sacramento, CA · Dec 30, 2026

Due

Oct 14, 2026

26 days overdue

Rema in ing

$108,223.75
2020 Kubota SVL75-2 Track 

loader

Austin, TX · Jan 15, 2026

2018 Terex TA400 Articulated Truck

Denver, CO · Feb 8, 2026

Due

Oct 25, 2026

15 days overdue

Rema in ing

$60,000.00

View all

Success $1,000.00

Success $1,000.00

Pending $553.10

Paid 3 of 16 shown

RBUS-2604-0044-027

RBUS-2604-0044-063

RBUS-2603-0012-481

Show all 16 paid invoices

Crane Solutions Inc - Bridgeport

Pacific Shore Logistics - Vancouver

Northwind Corp - Boston

Globex

Unapplied · Out of band
Paid Oct 28

Paid Oct 29

Paid Sep 26

$45,890.00

$40,708.75

$32,150.00

Initech

Standalone · Pay by split

Open requests

14401 Collapse to owner · Lots 1740, 1741

Open full details Regenerate

Pending · 0 of 2

AD



Company & Product Overview

Ritchie Brothers: Empowering 
Global Auctions with the Control 
Tower Support Platform

Company:


Ritchie Brothers facilitates a global marketplace for 

large assets, such as construction and farming 

equipment, primarily through auctions.



Product: Control Tower


A central customer support platform designed to 

manage key interactions including inquiries, invoices, 

and payments.

9 dedicated Customer Support Tools 

BEFORE



Project Overview & Goal

Centralizing Support: Unifying Brand & Optimizing Operations with Control Tower Redesign

Ritchie Brothers, a global leader in auctioning large assets, embarked on a 

journey to unify its brand and enhance operational capabilities. Central to 

this transformation were 2 pivotal initiatives:



Unified Back Office: Focused on consolidating internal tools to 

improve efficiency and strengthen support operations.



﻿﻿Control Tower Redesign: Key to solidifying Control Tower as the 

central hub for support and finance roles, enhancing operational 

efficiency and optimizing user experience.

Project Timeline: 1 Year



Initiation: Project kicked off in early 2026.



Milestone 1: Research and development phase completed by mid-2026.



Milestone 2: First redesign launched by end of 2026 as part of the OKR 

Q4 initiative.

Team and Collaboration



1 Product Manager: Worked closely with the PM to align on project 

goals and timelines.



Loads of Internal Stakeholders: Customer Care Group Leads, 

Customer Service Managers, 



Engineering Team: Collaborated with engineers to implement designs 

and optimize the user experience.



Product Leadership: Coordinated with leadership to align project 

outcomes with strategic goals.

As the Experience Design Lead, I led the redesign efforts, ensuring 

alignment with the "Unified Backoffice" initiative. I also developed 

strategic plans to consolidate tools, streamline processes, and elevate 

customer support.



Project Impact

Merging 6 Tools into One Unified Customer Record

Repeated customer lookup → 1 search

Helping a customer with one or more requests used to take an 

average of 3+ of RB’s 8 support tools, with a separate customer 

search in each. The UCR narrows this to one tool and one search. 

Increase speed in task completion

Streamlined support processes, reducing task completion times 

by consolidating tools & minimizing repetitive searches, allowing 

users to resolve customer inquiries quicker.



Process

Timeline 2026

Phase 1 Phase 2 Phase 3 Phase 4

Understand the Fragmented 

Workflow

Leverage Claude to 


Generate role specific task flows 



Identify themes from SOP 

documentation: customer, 

financial, & assets 

Redesigning Information 

Architecture

Identified the UCR (Unified Customer 

Record) as highest impact area 

through stakeholder interviews



Created wireframes in Figma exploring 

navigational structures and prototypes

Prototyping and Validating the 

Unified Customer View

Led the design and implementation 

of the Control Tower 2.0 prototype 

generated through Claude. 



Designed and conducted six 

moderated testing sessions,  to 

gather valuable user feedback.

Adapting Implementation 

to Resource Constraints

Created a rollout plan with 

multiple development options.



Recommended aligning new 

features with an updated UI 

to enhance user experience.

Incremental Feature Updates: 

Successfully updated features 

within existing tools to match the 

future state. This strategy 

facilitated a smoother user 

transition by supporting change 

management before fully 

centralizing functionalities.



Process Step 1 (Task Flows) 

Leveraging SOP Documentation and AI for Enhanced 
Operational Efficiency

Utilizing Standard Operating Procedure (SOP) documentation, I conducted an in-depth 

analysis to streamline support processes. By leveraging Claude, I uploaded these documents 

and generated detailed task flows. This process allowed for grouping actions based on role 

and identifying action types. I mapped these actions across sale phases to enhance 

operational efficiency and support strategic decision-making. Key findings included:

Action Inventory: Categorization of 51 actions across financial transactions, 

account management, and asset support.



Action Taxonomy: Definition of four action types—view/read, create/update, 

decide/approve, and coordinate/handoff.



Lifecycle Mapping: Visualization of these actions across sale phases, highlighting 

high-density in the post-sale phase.



Process Step 1 (Personas)

Role Dynamics in Control Tower: 
Comparing CSR & CSM Utilization 
for Optimized Support

This analysis compares how two closely related 

support roles, Customer Service Representatives and 

Customer Success Managers, utilize Control Tower.



Both roles share responsibilities in account 

management, such as managing edits, contacts, 

and notes. 



However, CSMs are tasked with higher-stakes 

decisions, including approving registrations, 

updating names, deleting fees, and reallocating 

payments. 



CSRs, operating reactively, primarily use search 

tools. In contrast, CSMs require broader visibility 

across team activities, starting their navigation 

from team activity dashboards, approval queues, 

and event lists.



Process Step 1  (The Stakeholder Presentation) 

The new site architecture transforms 

how users interact with the platform by 

organizing tasks within theme groups, 

aligning with the core business 

operations. This approach shifts from a 

task-based to a theme-focused 

structure, enabling seamless access to 

holistic customer and event data and 

enhancing user efficiency.

Agents think in terms of “who is this 

buyer, what sale is this, where is the 

asset, what do they owe,” not “which 

tool do I open.”



Process Step 1 (The Stakeholder Presentation) Continued

Streamlining Efficiency: Transitioning from Task-Based to Theme-Based Architecture

Before


Separate task specific tools to assist buyers & sellers 

throughout their purchasing process

After 

Group tasks by business theme: customer, events, assets, and financials

Separate tools, each with its own searchTODAY

Account Support

Search by First name Last name

Name/Company JOHN SMITH

↓  Open the next tool, search for the same customer again

Buyer Dashboard

Invoice Search By

Buyer Email

↓  …and again in each of the other tools

Control Tower · Customer Support Tools 6 ENTRY POINTS

Account Support ↗

Event Registration Support ↗

Buyer Dashboard ↗ Hold Management ↗

Sale Adjustment Requests ↗ Customer Notes ↗

Every tool opens on its own page, so the customer is looked up again each time.

The previous task-based architecture required users to 

navigate multiple disconnected processes to access 

customer information, leading to inefficiencies.

NEXT One identity header, one record

OWN SEARCH

Search for a customer

Control Tower 2.0 Home Account Support Payment 

Management

Asset 

Support

Eve

nts

Adjustment 

Requests

Back to search

John Smith Customer: 1 Soft Caution

raymond.smith@bsm.com (P) 364-723-6547 (M) 364-723-6547 RB Customer # 18547414

Organizations (2) Registration Lots Invoices Payments Notes & Adjustments

Everything the legacy tools did, as tabs on the same record

Proposal: The theme-based architecture refocuses user interactions around core 

business themes, enabling a unified search experience that consolidates all customer 

data.

Search

Company

Enter value Search

AD

SEARCH ONCE

organizations (2)OWN SEARCH

Buyer Email

cat1@mailinator.com Search



Process Step 2 (Wire framing) 

Repeated customer lookup → 

1 search
Harnessing All Customer Data to One Search & 
Implementing Fuzzy Search for Quicker Customer 
Assistance



Process Step 2 (Wire framing) 

6 customer support tools → 

one 360 customer view
One Search, Holistic Customer View: Discovering 
the Power of the Unified Customer Record



Process Step 3 (Testing) 

User Feedback Highlights 
Preference for Streamlined 
Interfaces

“I actually really enjoy this view more than what 

we’re working with right now.” (Sierra Wright)

“There’s just too many buttons to go anywhere 

[today]... it’s easier on here to go and just toggle 

through each section.” (Zindy Perales)



Process Step 4 (Implementation) 

Outlining 3 adaptive rollout strategies for the Control Tower redesign, that align with future 

company initiatives while considering current development resources

Full Release

Comprehensive rollout demands 

extensive change management.

Phased Approach

Incremental updates preserve stability 

and allow gradual integration.

UI Refresh with Strategic Features 

Introduction:

This scaled-down approach involves 



Update the UI of the Account Support app 

to align with the intended future state. 



Does not immediately integrate existing 

tools but focuses on implementing two new 

features.

Customer Support Tools Settlement Adjustments Reports Resources Override Permissions AD

Customer Search

Email Name + Company Sale # + Buyer # Sale # + Owner Code

johnsmith@acme.comEmail Search Clear

John Smith Customer: 1 Soft Caution

raymond.smith@bsm.com (P) 364-723-6547 (M) 364-723-6547

View Buyer Dashboard View Settlement Dashboard

Edit Contact Register to Sale

RB Customer # 18547414

(2) Organizations

Acme Solutions

Mailing Address

583 N Milwaukee Ave Wheeling, IL 60090 USA

Account Type Location Phone

Personal Toronto, ON, CAN +18472877238

Business Address

583 N Milwaukee Ave Wheeling, IL 60090 USA

Tax Exemption Contacts

3 32

Edit Org Organization: 0 Not Rated Caution

Event Registration Info View Bid Limit History Manage Bid Limit

Customer Organization Available bid limitMax bid limit

John Smith Acme Solutions CAD 500,000 · expires Oct 6 CAD 500,000 · expires Oct 6

SF Link Bidder # Event Sale # Deposit Paid Max Bid Limit Available Bid Lim

it

Registration S

tatus

Registration D

ate$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending

$2,2002600531
 $2,200 $2,200 Approved

$02600511 $0 $0 Pending

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 Pending Jul 5, 2026

Accepted date
$2,2001741 2600531
 Approved Jul 5, 2026

$02600511 Pending

2600531


$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$2,2001741 Aug 7-10, 2026 · Chehalis, WA, USA 2600531
 $2,200 $2,200 Approved Jul 5, 2026

$07741 Jul 5 & 6, 2026 · Portland, OR, USA 2600511 $0 $0 Pending Jul 5, 2026

$1,5007731 March 20 Seattle, WA, USA 2600512 $1,500 $1,500 Jun 28, 2026

ApprovedDenied

Customer with caution 2 

status - auto denied
Pending

Jul 5, 2026
2.0 
(Cu
rre
nt 
Ver
sio
n)

Jul 5, 2026

Jul 5, 2026

Jul 5, 2026

Terms & Conditions History

1741

7741

Aug 7-10, 2026 · Chehalis, WA, USA

Jul 5 & 6, 2026 · Portland, OR, USA

$0

$2,200

$0

$2,200

$0

Mozil

la/

5.0 

(iPh

one

Device

Mozilla/5.0 (Windows NT 10.0
Approved

Aug 7-10, 2026 · Chehalis, WA, USA
Version

$2,200
IP address

May 7, 2025 7:32 AM7741 Jul 5 & 6, 2026 · Portland, OR, USA2.0 $0 7311

6c1d-

52ac-

489a

-a28

Jul 5, 2026View

$2,200
73116c1d-52ac-489a-

$2,200
Jan 10, 2025 12:14 PM

1741 Aug 7-10, 2026 · Chehalis, WA, USA
1.0

Jul 5, 2026
View

https://marketplace.ritchiebros.com/legal-policies/terms-of-sale/2.0
https://marketplace.ritchiebros.com/legal-policies/terms-of-sale/2.0


Conclusion

Outcomes

Improved Information Architecture:

The redesign focused on three core themes: customers, financials, and 

assets. This clear information architecture led to a more organized 

and intuitive design, informing the proposed Control Tower sections 

and enhancing user navigation.

Establishing New Internal Standards:

The project's approach demonstrated the value of user testing and 

validating experiences before launch, setting a new standard for 

internal tool design at RB. It highlighted the importance of investing in 

user research upfront, especially with limited design resources, to drive 

successful design outcomes.

Connected Redesign to Current Work:

Incorporated features like caution status and bid limit management 

from multiple tools into the Control Tower, ensuring continuity in 

development and aligning with future product directions.

Lessons Learned

Importance of Adaptive Strategy:

The ability to pivot and create adaptive rollout strategies ensured 

alignment with shifting priorities and company goals.

Cross-Functional Collaboration:

Working closely with various teams enhanced communication and 

streamlined the integration of new features.


