
Notification of Sample Receipt
Review checklist of Ready to Go (R2G) items
Confirm all intake information is populated
Answer questions to generate evaluation plans
Provide required documents to generate evaluation plan
Notifications to customers of status and any potential changes to 
process
Pre-​order labels
Initial Product Inspection (IPI) scheduling
Scrape data from uploaded documents digitally and auto-​populate 
data fields
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Authenticated Live Agent Chat
Self Service

View History / Component Changes
Component Exchange Tool

Select attribute to change, tool provides recommendations with 
minimal testing and lowest impact to customer supply chain

Case Management
Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Surveillance Activities
Notifications to customers of status and any 
potential changes to process
Bundling of Inspections
Different Audit Options
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Notifications to customers of status and any 
potential changes to process
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Design and order UL Marks and Labels
Automated service based on the service being 
offered
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Schedule lab and engineering team
Generate sample requirements
Generate milestones and deliverables
Assign/Complete any pre-​evaluation work
Real-​time feedback of evaluation
Notifications to customers of status and any potential changes 
to process
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Add additional customer contracts
Define contact’s Role/scope in project
Setup communication preferences and project details
Present optional scenarios to customer to meet needs
Customer determines scenario/path forward
Confirm project schedule, milestones, and deliverables
Technical Questions? = Route to technical resource
Enhanced action-​based dashboard
myUL access for non-​PSN customers
Base Platform subscription service and related 
capabilities
System Performance Enhancements
Customer onboarding path defined by data captured 
upstream and sent to myUL
Recommended guided tour modules. If additional 
questions beyond guided tour, chat directly with 
assigned operational support agent
Completed training recorded (individual contact level)
Define on-​boarding requirements
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Notifications to customers of status and any potential changes to process
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Notifications to customers of status and any 
potential changes to process
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Assign engagement manager and make introduction
Assess customer knowledge of working with UL
Self-​quoting (eCommerce + CPQ)
Common Buying experience (Bundled Subscriptions)
Authenticated Live Agent Chat

Description
Quote is accepted, legal agreements are signed, and becomes an 
order. UL project handler is assigned, and project is evaluated to 
identify and request additional information and samples for UL testing 
to begin.

Key Activities
A quote is accepted by the customer
Deposit invoice sent (in some cases)
Payment for deposit invoice received (if required)
Customer signs legal agreements
A quote becomes an order

Order booked (requires signed agreements and deposit 
invoice)
Happens outside of myUL
Quote info transfers from oracle to FLEX, links with Labware 
and ECM, displayed in myUL

Customer provides Bill of Materials (BOM), ECD Letter, TAT Letter, 
components, samples, other product info for testing
Compliance Analysis with UL Engineer

Notes/ Context:
May be part of quoting process
Most of this step happens in an email

Change to an existing product 
(new market, change in components, etc.)

Opportunity to make experience more 
interactive
Better communication and transparency 
about process and outcomes
Education of the process

Education of the process
Transparency of the process
Knowing the status of work
Streamlined receiving process
Helping customers have an easier time identifying UL recognized components

Am I going to pass? will there be a problem?
What happens if something goes wrong?
If something did go wrong, how do I fix it?
Do I really have to do this? And why?

Am I going to pass? will there be a problem?
What happens if something goes wrong?
If something did go wrong, how do I fix it?
Do I really have to do this? And why?

Inconvenience of visit, disruption to 
production
Lack of understanding that inspections are 
random
Customer fails inspection

Variation notice
Held shipment (worst case)

Inconvenience of visit, disruption to 
production
Lack of understanding that inspections are 
random
Customer fails inspection

Variation notice
Held shipment (worst case)

Are there any regulatory changes that affect 
my product?

Is there any way to identify components that 
could be included at time of listing?
Are there any regulatory changes that affect 
my product?

Components may no longer be available and 
need to be substituted
Substitute components may require the 
customer to go back through the quoting 
process and potentially re-​test

Alternate component investigation
Manufacturer changes components without 
applicant knowledge

results in VN

Components may no longer be available and 
need to be substituted
Substitute components may require the 
customer to go back through the quoting 
process and potentially re-​test

Alternate component investigation
Manufacturer changes components without 
applicant knowledge

results in VN

How long is this going to take?
Who will tell me when the inspector will come next?
Who do I talk to if I have questions/need help?

expedite inspection process?

How long is this going to take?
Why didn't I know about this before?
Who will tell me when the inspector will come next?
Who do I talk to if I have questions/need help?

expedite inspection process?

May require additional testing at site
Availability of Field Engineer may be limited
The waiting period for inspection may cause 
unplanned delays
May have negative results, customer may receive a 
variation notice

May require additional testing at site
Customer doesn't realize they pay for the Field 
Engineer's travel
Availability of Field Engineer may be limited
The waiting period for inspection may cause 
unplanned delays
May have negative results, customer may receive a 
variation notice

How long is it going to take to get my labels?
How much is it going to cost?

How long is it going to take to get my labels?
How much is it going to cost?
Why does it take so long to access myUL?

Person who purchases labels may not have 
been involved in any of the previous steps, 
may be first time using myUL
UL changed the process for order labeling
If the customer is returning and the product is 
not identical to the one before, they may need 
a different type of label (difficult to determine 
which type of label they need)

UL needs billing contact for customer to 
purchase
Person who purchases labels may not have 
been involved in any of the previous steps, 
may be first time using myUL

Have I done everything I need to?
How much more are ongoing inspections going to cost?

Inspections
Annual fee

Have I done everything I need to?
What else don't I know?
How much more are ongoing inspections going to cost?

Inspections
Annual fee

What do I do next?

myUL site performance issues
Usability issues with myUL Search and Documents
Steep learning curve with UL/ECM file structure for new users
Confusion about how and where to get labels

myUL site performance issues
Usability issues with myUL Search and Documents
Steep learning curve with UL/ECM file structure for new users
Customers learn about mark design review late in process
Confusion about how and where to get labels
Not aware of following steps (adds time)

Initial product inspection
Follow up inspections
Mark maintenance

How long will this take?
Will it add cost?

How long will this take?
Will it add cost?
Is this necessary since we already designed a mark?
Can I use the mark I designed previously?

Any changes to an embedded mark on a product
Hard to redesign embedded mark
Can be very expensive

Review process can cause a delay
Any rework as a result of review

Especially if working with third party designer
Adds cost

Any changes to an embedded mark on a product
Hard to redesign embedded mark
Can be very expensive

Customer wasn't aware of review process, 
unexpected step in the process
Review process can cause a delay
Any rework as a result of review

Especially if working with third party designer
Adds cost

Is my product going to pass?
How much is it going to cost if I fail?
How long is it going to take? Are we still on schedule?

Is my product going to pass?
How much is it going to cost if I fail?
How long is it going to take? Are we still on schedule?

Process is not always transparent
May have to start over if certification unsuccessful
Can be additional back and forth if tests fail or more 
information is needed
A lot of people and systems are involved at this stage, not a 
clear contact at UL, multiple contacts for the same project 
(batteries, appliances, heating, etc.)

Process is not always transparent
May have to start over if certification unsuccessful
Can be additional back and forth if tests fail or more 
information is needed
A lot of people and systems are involved at this stage, not a 
clear contact at UL, multiple contacts for the same project 
(batteries, appliances, heating, etc.)

How long is this going to take?
Who is my main contact at UL?

How long is this going to take?
Who is my main contact at UL?

Depending on credit rating, may need to pay deposit invoices 
before new work can begin
A lot of people are involved at this stage, not a clear contact at UL, 
multiple contacts for the same project (batteries, appliances, 
heating, etc.)
UL doesn't have an order manager
Timeline between preparing and delivering samples (may push out 
delivery date)
Shipping (customer might have to pay for return shipping on a 
product they can't sell/use)

Shipping (customer might have to pay for return shipping on a 
product they can't sell/use)
Cost of deposit invoice
Challenges with legal agreement
Timeline between preparing and delivering samples (may push out 
delivery date)
A lot of people are involved at this stage, not a clear contact at UL, 
multiple contacts for the same project (batteries, appliances, 
heating, etc.)
UL doesn't have an order manager

How can I do more of this myself? Do you have a portal?
What are the benefits of signing up for myUL?
How do I sign up for myUL?
If questions about signing up who do I ask?

Depending on COU customer is working with they may 
not know about myUL or be encouraged to sign-​up for 
myUL

Identify additional certs that may be needed
Ask which markets during quoting process
Auto create myUL access for all quotes
Cross selling and upselling
Automate process (better)
Clearly Identify contacts
Single owner that customer can always go to
Auto create myUL access for all quotes

Why is this taking so long
Who do I go to? or Talk to?
How do I know somebody is working on this? (status)
Why do I have to do it this way? Why can't I just get a 
quote for cost online?

Multiple possible contacts for the customer to contact 
about new services
Moved from person-​to-​person a lot and handovers 
aren't always smooth
Internally we don't know who else the customer is 
talking to (lack of transparency)

Why is this submittal process do different than my last 
product?
I dont how all of the services UL provides

What they learned in their first submittal doesn't 
always apply
Not clear what services UL provides
UL does not provide them with enough options when 
they go through (missed up-​sell opportunities)

N/A

Product IQ - Working to expose conditions of acceptability

Will my choice of components be available and pass through UL evaluation?
I cant afford to have my product sit on a shelf during a re-​evaluation process
Why is this process not as smooth as I expected it to be?
Why is this more expensive?
Why will this taking so long?
Why is there a mis-​match between my expectations and the effort required by 
UL?

N/A

N/A

At the inspection and a variation notice is issued
There is a fee for a variation notice
Have to submit a quote to get his fixed
Hold shipment (dont let them ship out product until they complete a re-​
evaluation process)
Provide enough options for alternate components in case of resource 
constraints (limited component availability)

NA

Request for Quote Process
Inspection Process / Variation Notices

UL Engineers
Field Engineers
UL Outside Sales
UL Inside Sales

Product Engineer / Designer
Marketing Team
Manufacturing Lead
Project Handler / Project Manager

Product Engineer / Designer
Front office / Billing Admin
CEO/Leadership of small orgs
Project Handler / Project Manager
Marketing Team
Manufacturing lead
Legal

Description
Customers need to make a change to an existing product which could include one 
of the following scenarios:

Change in Components
Change in Construction
New End-​Use Environment (ex. indoor to outdoor)
New Market

Key Activities
Needs Assessment

GMA Team included for new markets to assess market requirements in 
addition to safety engineer

Product Review/Evaluation
Gap Analysis
Identify additional required testing (if needed)
Re-​write report

Alternate Paths
Customers can find themselves needing to make a change to construction or 
components of a product as a result of a variation notice during an inspection.

Auto create myUL access for all quotes
Allow authenticated non-​customer user
Standardized onboarding process for new customers

Description
Customers identify how well their product fits within the 
certifications that are needed

Key Activities
Evaluate all potential components to use that fit certification 
and their substitutions
Find where to source components
Find manufacturer (if customer outsourcing manufacturing)

Alternate Paths
Customers who manufacture in house vs customers who 
outsource manufacturing

Length of time to get a quote
Sending/Receiving of quote is a manual process 
primarily over email
UL taking orders rather than consulting
100's of services to sort through on UL.com
Product already sold and in market

Gets flagged as out of compliance/never 
certified
Need to move quickly to get certified

Customers don't have enough information to get 
quote or accurate quote (physical information)
No visibility to quote until someone at UL goes into 
oracle and creates PSN and quote
Difficult to track a lead before a customer is ready for 
a quote

Flex 3.0 / improved fulfillment tools
PSA
Magnesis
ERIS
E-​Contracts (Contract Lifecycle Management)

UL Engineers
UL Outside Sales

Product Engineer / Designer
Marketing Team
Manufacturing Lead

Have I discovered all of the requirements?
Am I missing something?
Will I be able to get the components I need?

Have I discovered all of the requirements?
Am I missing something?
Will I be able to get the components I need?

Lack of available materials / components
Regulatory environment may have changed
Business requirements may have changed
Any other last minute changes
Still have to order labels

Lack of available materials / components
Regulatory environment may have changed
Business requirements may have changed
Any other last minute changes

Have I discovered all of the requirements?
Am I missing something?
Will I be able to get the components I need?
Can I get this quicker? (assuming similar product and went 
through process previously)
Why is this the same timeline that I had previously or longer?
Why is the cost what it is? (some will expect it to be cheaper 
second time through)

Have I discovered all of the requirements?
Am I missing something?
Will I be able to get the components I need?
How much is this going to cost?

Lack of available materials / components
Sourcing alternate components when original or desired 
components are not available (performance and cost may vary 
with alternate components)
May result in additional testing, additional certifications may be 
needed
Will existing suppliers be able to meet additional demand

Lack of available materials / components
Sourcing alternate components when original or desired 
components are not available (performance and cost may vary 
with alternate components)
May result in additional testing, additional certifications may be 
needed
Supplier may not be able to meet demand

Have I discovered all of the requirements?
Am I missing something?
Why isn't this process easier the second time?
Why isn't this the same as before? (differences in standards, 
personnel, Indoor/Outdoor use, etc.)
Is there something different about this product or where I am using 
it?

Have I discovered all of the requirements?
Am I missing something? 

Research may happen at wrong stage of product design
Product may be designed before the customer understands related 
regulations and standards
May not have regulatory expertise "in-​house"
Complexity of regulatory environment
May not have visibility into all info needed for components (better to 
use recognized components)
Not easy to find components needed and understand 
cost/availability, may not be economical
No or few good centralized tools for regulatory research
Frequently mistakes are repeated (due to different designers, project 
handlers, etc.). More times they do it, the easier time they would 
have at it. Issues retaining education of the process.

Research may happen at wrong stage of product design
Product may be designed before the customer understands related 
regulations and standards
May not have regulatory expertise "in-​house"
Complexity of regulatory environment
May not have visibility into all info needed for components (better to 
use recognized components)
Not easy to find components needed and understand 
cost/availability, may not be economical
No or few good centralized tools for regulatory research

Why do I have to do this all of the way over again
why do I have to revaluate this product when it 
was already done

NA / TBD

May build product before identifying market 
opportunity
May be altering the product to meet a market 
need or make it available in other markets

May build product before identifying market 
opportunity

Returning Customer Challenges / Pain Points

Returning Customer Thoughts, 
Emotions, and Concerns

Help capture product requirements
More involvement in design stage
Self-​Service

Self-​Coding for Quote

NANANANA

CECE “ideal-​state” Based Self-​Service 
Opportunities

KEY ACTIVITES

New Product Design Certification MaintenancemyUL Onboarding

Potential replacement for Labware

Field Engineers
myUL Team

FUS improvements / Synergy program

Manufacturer lead / floor manager

New Customer Thoughts, 
Emotions, and Concerns

What is the customer thinking and feeling? What 
might be "keeping them up at night"?

Field Engineers
myUL Team
Product iQ Team

Ability to easily show customers conditions of 
acceptability - where they can and can't use an 
alternate component / alternate construction
Provide applicants information on how their 
manufacturers are doing

historical stats on manufacturers VNs, 
identify manufacturers with consistent 
problems

Product iQ integration to facilitate the 
investigation of alternate components
GCM

Regulatory Intelligence
Compliance Portfolio

Manufacturing lead
Marketing team
Sales people
Compliance team
Quality team
Distribution
Packaging

Field Engineers
IC Manager
Project Handler

Better communication and transparency around 
process

Where am I in the process, what are the next 
steps, and how much of the process is left?

Some way to scheduling earlier in the process
Coordination of shipping etc

Customer scheduling visits
FUS improvements / Synergy program

Field engineer
Inspection Centers (handles scheduling)
IC Manager
Project Handlers
UL Engineers

Manufacturing lead
QA
Compliance Engineer

Labels center
myUL admins

Easier onboarding
Guest check out
A way to order labels without need access to 
myUL
Faster path to order labels

Ongoing enhancements to Lexington
myUL integration with Marks Hub

Manufacturing staff
Purchasing

myUL - Labels
Lexington (internal name of label 
ordering app)

Direct to label team
Oracle

Description
The customer needs to purchase labels to adhere 
to their product when the mark is not embedded 
on the product.

Key Activities
Customers order labels through myUL
Labels are shipped
Labels applied to product by customer or 
manufacturer.

Notes / Context
Label team may encourage customer to sign 
up for myUL for future use
Once customer's label review is complete they 
are authorized to purchase labels from us or 
on their own (Authorized Label Supplier)
Typically allow customers to purchase once a 
quarter worth of supply

Marks Team

More documentation / education about certification 
process

Include step in process map

Marks Hub integration with myUL

Marketing
Product Engineer / Designer
Project Handler
Compliance Engineer (informed)
Third party designers

Certification Office Team
Process
UL's ability to issue certifications

RTC - regional transaction center team

Improved, reliable system performance
Improved search capabilities
More documentation / education about certification process
More documentation / education about file structure
Provide guidance on what stage of process you're in, what comes next, steps 
to certify

Visualization of path/goal
Sustaining activities

Description
Product testing has a compliant result. The order is closed and certifications are 
issued.

Key Activities
Final Review by UL Engineer
Order is closed (signals completion of work)
Sample is Dispositioned
Test Report available in myUL
Approval to apply for and get label/mark
Customers receives Notice of Authorization (allows them to display UL mark 
on products)

Sent via email - word doc sent as pdf
Product record will show up in ProductIQ

RTC regional transaction center
UL File is completed, viewable on PiQ downloadable on myUL

Notes / Context
Many activities happening at the same time (product mark design review)
Customers don't necessarily wait until this step is done to start next steps

Product Engineer / Designer
Project Handler
Compliance Engineer (informed)

Description
Customers register for myUL (could happen before or after a 
quote is sent)

Key Activities
Quotes, communications, and sales team introduce and 
recommend registering for myUL
Customers can sign up for myUL when the Oracle 
account is created

Creates a tenant group (current state)
A PSN is required to be eligible for access to company 
quotes and other company related data in myUL
Quote becomes content in quotes app on myUL
See existing myUL user registration journey

Notes/ Context:
Access to myUL can happen at any stage in the journey 
after quote is created

Alternate Paths
Customers can complete the certification process 
without registering for myUL

Sales/Quoting

UL Marketing
UL Sales

Streamline service offerings on UL.com

UL.com

How much is this going to cost?
How long is it going to take?
Have I discovered all of the requirements?
Am I missing something?

Description
Somehow a potential customer knows they need 
certification(s) and learns about our services.

Key Channels
Institutional/industry knowledge
Sales channels
Social media
Google/web search
Industry community
Other certification bodies

Notes/ Context:
Awareness can happen at any stage including during 
or after the product is manufactured.

Acquire and Maintain Product Certification (may or may not use myUL at any stage)PHASE

Lab technicians
UL engineers
Shipping / receiving

Reduce number of people and systems involved
Better automation and integration of systems
Greater Transparency in the testing process
Clear Explanations (ex. if re-​testing is required)

Usually whoever requested the quote
Product Engineer / Designer
Manufacturing contacts (more technical team)

Customer
myUL Admins
myUL Product Team

Usually whoever requested the quote
Product Engineer / Designer
Front Office / Billing Admin
CEO/Leadership of small orgs
Project Handler / Project Manager
Financial and/or legal team may be engaged
Manufacturing contacts may be engaged (when not associated 
with applicant)

Customer
myUL Admins
myUL Product Team

What's my role as the master gate keeper?
Who should I invite?
How do I set up locations and permissions?

Improved registration flows

myUL - Quotes 
UL.com
UL Sales staff
myUL Support staff / admins

Product Engineer / Designer
Front Office / Billing Admin
CEO/Leadership of small orgs
Project Handler / Project Manager

UL Sales
UL Certification Engineers

How much is this going to cost?
How long is it going to take?
How does UL's quote compare to other service 
providers?

Customers must have a PSN for myUL to view their 
quotes and transactions
May not know their PSN
Manual support may be required
Inconsistent use of customer reference numbers (oracle 
account number vs PSN)
No consistent on-​boarding process to myUL for new 
customers

Lead to order
CPQ / Salesforce
E-​commerce portal
E-​Contracts (Contract Lifecycle Management)

Product Engineer / Designer (Client)
Front office / Billing Admin
CEO/Leadership of small orgs
Project Handler / Project Manager

Access to myUL 

Customer may not know what certifications they need
Difficult to find service/guidance on UL.com

UL Awareness /
Customer Contacts UL

UL Engineers
UL Outside Sales

Client R&D
Product Engineer/ Designer
Regulatory Researcher

Data comes from UL engineers

Advisory services for firms lacking expertise
Centralized experience for products, components, research, and 
compliance documents
Make recognized component and listing information more readily 
available

Provide info for supplier to find recognized manufacturer

Client R&D
Product Engineer/ Designer
Regulatory Researcher

Client R&D

myUL
Field engineer
IC Managers

Description
Ongoing factory/facility inspections by UL to ensure 
product continues to be assembled to certification 
specifications.

UL Field Engineer visits facility
The facility manufacturing lead or another 
representative meets with UL engineer
Customer enters myUL to assist field engineer 
to access reports and VN
Facility either passes or fails the inspection

Notes / Context
Requirement to use labels/mark
Can be seen as 3rd party quality assurance by 
customer
Field engineers are often the face of UL to the 
customer
Most often visits are unannounced
Field engineers used as resource to address 
future questions
An opportunity for FE to expose customer to 
myUL as place to get reports and VN

Description
Customers market, produce, transport, sell their 
products in their respective market(s).

Day-​to-​day compliance and market access 
activity

May need certificate of compliance
Customer production, transportation, and 
marketing activities
Additional questions/guidance on scope of 
certification, where else certification can help 
them
Pay invoices

initial certification
field inspections

UL conducts counterfeit checks on labels

Notes / Context
UL doesn't always explain other place 
certification can be used to gain access to 
other markets

Alternate Paths
Customer certifies more products
Customer alters the current product
Customer enters new markets

Description
UL reviews and approves use of the UL mark on the 
product and that the use of the label matches what the 
product was certified for and where it will be used.

Key Activities
Customer sends artwork
Assessment of prospective label's compliance with 
UL requirements
UL approves or communicates adjustments needed 

Marks Hub
Email

Product Mark Design Review

GCM - Compliance Portfolio

myUL - Quotes
UL.com
UL Sales staff
UL Engineers (to include technical details of quote, 
standards, test plan, lab capacity, what's needed to 
conduct test)

Product iQ
Spot
Prospector / Supply Chain

Purchase labels (if needed)

Description
A customer contacts UL requesting services. Customers 
are setup in UL systems and a quote is generated and 
emailed including price and additional information 
depending on the service.

Key Activities
Customer contacts UL

Phone Call
Email
Request for Quote (RFQ) form on ul.com

Customer entered into Salesforce as a lead
Sales follow-​up call
Oracle Account and PSN Created (if non-​existent)
Quote created
Quote and legal agreements emailed to customer
Customer may ask for access to a "portal"

Notes/ Context:
The first step in the certification process
Customer may or may not get access to myUL

Alternate Paths
Customer doesn't accept quote, can re-​quote and 
negotiate, wait, or go to competitor
Retail quotes (may never be in oracle)

GCM / ERIS ERIS

UL Go
UL Standards
Product iQ
Prospector
Spot
UL.com

Planned 
UL Solutions

NA myUL
Market Performance
Product iQ
myUL - documents, invoices
Project Handler
Sales team

myUL - Documents (Certifications and test report)
Email
Product iQ
Snail mail (some customers require hard copy)

myUL - Orders
draft reports
request additional info/materials

UL Product Engineers
UL Lab Technicians
Shipping and receiving
UL Sales staff (if retest/requote)
Email

myUL - Orders
UL Sales staff
Sales support staff (handle follow up)
UL Product Engineers
Finance
Legal

Description
A factory/facility inspection to ensure the product is 
assembled to the specification for which it was certified

Schedule inspection
UL Field Engineer visits facility
The facility manufacturing lead or another 
representative meets with UL engineer
Facility either is compliant or non-​compliant in their 
inspection results

Notes / Context
Requirement to use labels/mark
Happens before any product with UL mark can be 
shipped
Facility has to prepared and in the process of 
production
Need to have certification documents prior to visit

Description
Customers define the make up of the final product 
and create prototypes

Key Activities
Identify, select, and source components
Select a manufacturer (if applicable)
Manufacture prototype
Define marketing material

Product iQ
Spot
Prospector / Supply Chain
UL.com

Current  UL Solutions / Touch-​points

Help clients understand additional markets their 
current products are compliant in
Calculate "ease of entry" metrics

Description
The customer's research and development process 
for determining which products to bring to market.

Key Activities
Research market needs
Asses current product offerings (Client's internal 
R&D).

Notes/ Context:
UL not involved at this stage

Description
UL completes testing and issues a test report and compliant or non-​
compliant results

Key Activities
Testing protocols are written
Define Sample disposition - what happens with samples after 
testing (return, destroy, etc)
Testing is conducted
Receive status updates
Testing results are compliant with certification
Test Report written - documentation of the product tested 
(state of product that was tested)

Notes / Context
Products typically require multiple forms of 
testing/certifications
UL offers a wide variety of tests based on product type, 
industry, and market

Alternate Paths
Tests fails (non-​compliant) - process stops
Test fails or portion of test fails - adjust product to pass failed 
test, requires re-​quote, new test plan, etc

Ask when needed to be done by
Reduce number of people involved
Provide way for customers to upload test documents / online 
collaboration
Clear timelines
Clear shipping instructions and costs

Provide more guidance on certification process
Provide info on component performance and/or lifecycle
Provide more guidance on cost of changes

Description
Customers identify and understand the regulatory environment for the 
markets they wish to enter.

Key Activities
Research regulations and standards for a specific market
Identify certifications needed to enter that market, understand the 
standard that's written for that certification
Create product requirements based on regulations/standards
Research product components that can be used within certain 
markets

Alternate Paths
UL Certification review on a prototype to get guidance on designing 
for compliance

Problems to Solve / Opportunities
What can we do better? Possible solutions?

New Customer Challenges / Pain Points
What part of the service do they interact with 

that needs work?

Actions
What does the customer do?

ERIS

Field InspectionsMake and Sell ProductsInitial Production InspectionsCertificationTesting
Quote acceptance, order creation, 

and testing preparation
Get QuoteDefine final productResearch markets and regulations Assess feasibility of product / marketIdentify market opportunitySTAGE

 N/A customer owned process

UL Roles / Owners
Who at UL owns this phase of the journey?

Customer Roles / Owners
Who within our customers' organization 
owns or drives this phase of the journey?

ERIS

Research 
Market Needs

Assessment of 
Current Product 

Offerings

Identify 
certifications to 

enter market

Components 
based on 
Market

Research 
Product 

Requirements 
based on market

Requirements 
based on 

regulations / 
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Market Access Customer Experience Map - Current State
Created by Grant Metcalf, UX Lead; V1.4; 2023-03-01

Journey Details:
Generalized market access experience map across all channels 
for a NEW or RETURNING TIC customer / Applicant

Customer Profile / Use Cases:
A customer new to UL with a new product that requires certification.
A customer new to UL with an existing product expanding into a market that mandates a mark/certification.
A customer new to UL with existing products switching from another service provider.

A returning UL customer with a new product that requires certification.
A returning UL customer with an existing product expanding into a market that mandates a mark/certification.
A returning UL customer with existing products switching from another service provider.

Admin Requests - Change to file/volume or company/product info

Description
A customer needs to make a change to their current company/product information or to a file/volume of 
a product. These types of administrative requests requests include:

Name change
The customer needs to change name information because the information was not correct in 
the system or the company has legally changed its name.

Address change
The customer needs to change address information because the information was not correct 
in the system or they have moved.

Add/Delete Manufacturers
A customer has changed manufacturers for a product or is no longer producing a product.

Resend Document Requests
A request coming in from a customer that needs any documents reissues to them (ex. FUS 
agreements, procedures, etc.)

Trademark Requests
Trademark/Tradename Requests. Can stem from multiple outlets. Add trademark or trade 
name to their files (to tie them together in ProductIQ database). Name change or file transfer 
and need to be updated.

File withdrawal
A customer asks to Inactivate an entire file or volume with UL

File reinstatement
A customer asks to reinstate an entire file or volume with UL because they have either 
acquired an older inactive product or are starting to re-​manufacture a previously withdrawn 
product.

Key Activities
Request needs to come from a valid contact on the account
UL Customer Service to review request
Gather file specific information
Confirmation that request covers specific files
Upon approval, proceed with admin request
Additional activities for File Reinstatement only

Reach out to sales via an opportunity
Sales to issue quote for reinstatement
As soon as customer agrees to quote
Sales sets up project in Flex, creates a task for Global Transaction Center to reinstate

Notes/ Context:
Most administrative requests take approximately 72 hours to a 7 days to complete on average. Time 
increases with complexity.

Alternate Paths
File Reinstatement

Reinstatements with an applicant transfer. Want to reinstate and transfer to a new owner. 
Work with sales to accomplish.

Trademark Requests
Trademark/tradename form. Handler of request to fill out form for their customer. Will put 
the file or CCN specific on the form for that customer. All customer has to do is read-​through 
and sign the bottom.

GSA Collection
Based on reason for change, may need to collect a GSA if not originally collected, required to 
proceed. Required for name change, address change, adding a manufacturer, and trademark 
requests

1.
2.
3.
4.
5.
6.

Owner, President, CEO
Accounting
Site Managers
Applicants
Head Quarters
All possible roles

Customer Care Handler
Sales Team (File Reinstatement)

Request for Quote Process
Directly contact NAFT team
Sales Team
Field Evaluations
myUL Inquiry

CECE Self-​Service

All
Initially setup incorrectly by sales
Provided Incorrectly by customer
Purchased by another company
No self-​service today

Name Change
Legal Name Change

File Withdrawl
Product no longer being produced
Company out of business

File Reinstatements
Company out of business looking to transfer ownership
Reinstatements that they are producing the product again

Resend Documents
If they changed manufacturers
or if customer needs copies of documents

I would love to do this on my own

I would love to do this on my own

All
CECE Self-​Service
Easy for the customer to handle on their own

Name Change
Harder to automate, requires a reason to "why"
Depends on what is tied to

Admin Self-​Service without an Engineer
Pay for services
Administrative Updates
Back-​end Automatons between systems
Customer Request Changes Online
Online Customer Approvals (ie DocuSign)
Scrape data from uploaded documents digitally and auto-​populate data fields
Update Billing and Mailing rules
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

Add/Delete Manufacturers
Only happens in the event if something was done by accident in the initial setup of request

Address Change
Initially setup incorrectly by sales
Provided Incorrectly by customer

Name Change
Initially setup incorrectly by sales
Provided Incorrectly by customer
Legal Name Change

Trademark Request
Trademark/tradename should be setup when they initially establish the files. But if not included, the 
customer would reach out to customer care to include.

Resend Document Requests
If there is new manufacturer they may need to request this

Admin Requests - File Transfer, Conversion, and Copy

Description
A customer needs to make a change to a file or volume of a product. These types of 
administrative requests requests include:

File transfer from company to company
A company is acquired by another company and requests a transfer of 
their files for products already covered by UL.
A company acquires a product line already covered by UL from another 
company (ex. From LG to Sony).
May be a partial file transfer, where a customer wants to transfer part of a 
file or volume.

File conversion
A returning customer migrates existing products from a competing 
provider to their product portfolio at UL. Resulting in a file conversion 
from a UL competitor.

Authorized File Copy
Sister company (or related in some way). Instead of transfer of ownership, 
file is copied, and added to their company.

Key Activities
Needs Assessment
Product Review/Evaluation
Gap Analysis
Identify additional required testing (if needed)
Re-​write report (if needed)

Notes/ Context:
Both New and Returning customers can migrate existing products from a 
competitor
Some customers this is their entry point to UL
Sometimes sales has conversion discounts to pull customers from competitors

Alternate Paths
File conversion

MOU - Provided a MOU (Memorandum of Understanding) from 
competitor - Will accept testing results as if they were ours
Entire Re-​evaluation
Alt - Combo of the two

File transfer from company to company
Company acquiring another company
Company acquiring a product line from another company
Partial File Transfer. Customer wants to transfer one file or volume.

Product Engineer / Designer
Marketing Team
Manufacturing Lead
Compliance Engineer

UL Engineers
UL Outside Sales
UL Inside Sales
NAFT team

Request for Quote Process
Directly contact NAFT team

CECE Self-​Service

Always assume we should just be able to take the testing and use it
Minimal turn-​around
Minimal cost
Testing already done to the same standard in their mind
Additional costs associated with new factories and changes in designations

Always assume we should just be able to take the testing and use it
Minimal turn-​around
Minimal cost
Testing already done to the same standard in their mind
Additional costs associated with new factories and changes in designations
If new volume is created, they may be subject to an IPI (Initial production 
inspection) which is an additional cost up-​front and reoccurring (FUS)

Why is this process not as smooth as I expected it to be?
Why is this more expensive?
Why will this taking so long?
Why is there a mis-​match between my expectations and the effort required by 
UL?
I think my initial evaluation was mis-​handled

Why is this process not as smooth as I expected it to be?
Why is this more expensive?
Why will this taking so long?
Why is there a mis-​match between my expectations and the effort required by 
UL?
I think my initial evaluation was mis-​handled

Education of the process
Transparency of the process
Knowing the status of work
Streamlined receiving process
Facilitating getting the right documentation

Admin Self-​Service without an Engineer
Pay for services
Administrative Updates
Back-​end Automatons between systems
Customer Request Changes Online
Online Customer Approvals (ie DocuSign)
Scrape data from uploaded documents digitally and auto-​populate data fields
Update Billing and Mailing rules
Authenticated Live Agent Chat
Case Management

Service Cloud Integration
Ability for customers to open up Cases
See status of tickets

File Conversion

Needs 
Assessment

File Transfer

Product Review 
and Gap Analysis

MOU Accepted

Re-​write Report 
(If needed)

Identify Additional 
Testing (if needed)

Existing Product(s)

File Copy
Name Change Address Change

Add/Delete 
Manufacturers

Resend Document 
Requests

Trademark 
Requests

File Withdrawl File Reinstatement

UL Reviews 
Request

Gather File Specific 
Information

Confirm Request 
Covers Specific Files

Upon Approval, 
Proceed with Request


