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LOAD BALANCING FEATURE

CASE STUDY



THE CHALLENGE

Tnuva is the leading company of Israel’s food industry. Their internal database hadn’t been updated 
since the 90’s. They were managing complex logistics manually through Excel documents, which was 
very laborious. Their interface was cluttered, unsightly, and not intuitive to use.

THE SOLUTION

Design an entire new internal software system housed in Salesforce by leveraging Salesforce 
technology and designing custom components. I needed to learn what Tnuva’s representatives were 
doing and propose more efficient solutions for their work flows, with clean and modern UI.

MY ROLE

I was the only UX/UI designer on the project. The project manager and industrial engineers were 
responsible for gathering the requirements and handing them over to me to design a UX solution, get 
validation, design the UI, and work with developers to ensure smooth handoff.

THE BIG-PICTURE PROJECT
BACKGROUND



To illustrate my process, I’d like to zoom in on one particular solution I designed. 

Tnuva has hundreds of representatives across Israel who call clients to take orders. Every day, they get a 
list of clients to call, and each representative’s workload is meant to take about 8 hours.

However, obviously, it’s not perfectly predictable how long calls will take, and the workload can become 
too long for one rep while another one is set to finish early. Tnuva managers have to realize when the 
workload is not balanced and reassign tasks in order to balance the load. 

Previously, the managers had done this work manually in Excel. While we offered a solution that would 
be completely automated, Tnuva wanted managers to retain control. 

I had to design a solution that lent all the help of automated software while still offering full control, 
down to the granular details of which call would go to which individual.

THE LOAD BALANCING FEATURE
BACKGROUND



TAMAR, DIVISION MANAGER

Manages three teams

MICHAEL, TEAM MANAGER

Manages 12 representatives

DAVID, DIRECTOR

Oversees five divisions

DANIEL, REPRESENTATIVE

Calls hundreds of customers each day to take orders

Managers must be able to load-balance or 
report absence and reassign tasks at any 
level of hierarchy beneath them, 
shown by color-coded diagram on left

Users are Hebrew-speakers, so their eyes 
naturally travel from right to left. I needed to 
design an entirely Hebrew, right-to-left 
oriented interface.

Managers want a more efficient system for 
load-balancing, but are skeptical of 
automated solutions and want full, 
granular control

Chosen as first user scenario

THE USERS
BACKGROUND



DEFINING THE SOLUTION

Brainstorming sketches for the use 
case of Tamar, the division manager



USER FLOW

Dashboard Click "Balance Load" Select tasks to unassign

Choose "Distribute Automatically"

Auto-distribute between reps

Choose "Distribute Manually"

Select team(s) to assign to

Manually assign tasks to teams

Select specific representatives

Manually assign tasks to reps



MANAGER DASHBOARD
WIREFRAMES

Tamar can see the predicted finish 
time for each team

Automated suggestion appears to 
redistribute the load automatically

Clicks “Balance the Load” on the 
card of the overloaded team

Also has the option to report an 
absence on any team



TASK SELECTION BY CATEGORY
WIREFRAMES

Tamar selects categories of tasks to 
offload from the overloaded team

Progress bar indicates how many 
minutes worth of tasks are selected 
compared to the 500 minutes that 
need to be reduced

Accordions divide the hundreds of 
tasks into managable chunks based 
on customer segmentation

Automated suggestion pre-selects 
categories that equal about the right 
amount of work to offload



INDIVIDUAL TASK SELECTION
WIREFRAMES

Tamar can select specific tasks to 
offload from the overloaded team

Details are shown on each task that 
factor into managers’ decisions on 
reassignment, based on our research

When too few tasks are selected 
compared to how overloaded the 
team is, the progress bar is in red 
and the next button is disabled



This graph shows Tamar the total 
of 497 minutes of workload she 
selected to reassign compared to 
the availability of employees that 
she’s currently selected.

SELECT ASSIGNEE(S)
WIREFRAMES

Tamar can choose who will take the 
offloaded tasks

Green number shows how many 
minutes each team/rep has available 
that day

Option to automatically assign to 
teams based on their capacity

Tamar can open accordions to select 
specific agents

Options to automatically distribute 
tasks to selected assignees based on 
availability or to reassign manually



MANUAL REASSIGNMENT
WIREFRAMES

See all tasks that have been designated for 
reassingment, filter the list, multiselect

Option to assign selection to a team 
and auto-distribute 

Option to manually select which 
representative to assign which task

After manually assigning some tasks to 
particular reps, Tamar can still go back 
to reassign the rest of the tasks 
automatically



ADDITIONAL USE CASES

Team manager view: reassign tasks that 
became unassigned due to absence

Team managers skip the stage of the flow 
where you can choose to reassign by team

Director sees one extra level of assignee 
options, beginning with divisions before teams

Reporting absence: the absent rep’s tasks 
for the day become unassigned, and the 
manager follows the same flow to reassign 
those tasks as they would if those were 
unassigned due to overloading



UI DESIGN

Tnuva loved my load rebalancing solution 
and validated it, so my next task was 
giving this highly technical interface a 
clean, approachable look.

I researched UI trends for B2B and SaaS 
type products online to get some 
inspiration. I went for components in 
white with rounded corners and gentle 
shadows, using a light grey background 
to give more structure to the screen, and I 
applied Tnuva’s color palette and fonts 
to give it their branding.

As I worked on the UI, I continued to 
improve on the UX by thinking more 
specifically about how placement, 
hierarchy, and use of hover states could 
improve usability.

Division manager dashboard

Task selection accordions



UI DESIGN

Team manager dashboard

Reassignment of specific tasks to specific representatives



SUMMARY

Tnuva was thrilled to see a clean, modern, usable interface that would absolve 
most of the mental load managers were used to carrying

This feature was one of about fourteen equivalent work flows I designed for 
Tnuva’s internal software system

Current status: Tnuva’s new system is still in development. I currently liaise with 
developers to make sure the designs are implemented as intended.

Usability testing: Unfortunately, my company doesn’t typically do usability 
testing, as additional iterations of projects are generally out of scope. But as a 
designer who put my heart into this project, I’d love to observe users actually 
engaging with the product to identify pains and gains and make it the best tool 
it can be. I’d especially like to dig deeper into why managers are hesitant to 
give up granular control over reassignment and understand their decision-
making processes better, which might allow us to design more intelligent 
automated suggestions.


