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dashboard product strategy

Security Center
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Problem
Statement

Baseline testing

Analytics was showing no-one was 

discovering or interacting with our 

security features.
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• Help with discovery
• Improve engagement 
• Do users find value in the features?
• How well do we educate the users? 

Goals

In 2018, Security was trending as a key 
opportunity to help build brand trust 
for banks. 
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Problem
• There are three different type of users with 

different needs.

• They have different needs of education and 
reassurance.

• Customers do not expect security features, 
therefor they do not look for them. 

Generative testing

Customer Mental Models
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Facilitated a one-week workshop with 

the goal to align with the many feature 

stakeholders and technology teams. 

Design Sprint



Customer Journey

Looked at potential 

touchpoints to understand 

user flows to entry points and 

discoverability. 

Feature Roadmaps and 

knowledge sharing

Breakout sessions to understand 

the different product roadmaps, 

user journeys, data, goals and 

systems.

Effective security experiences

Homework was for everyone to 

research effective security 

experiences for inspiration. 

Defining the persona and jobs 

to be done

Prepare for an ideation session 

to solution a problem for the 

user.

Ask the experts – Day 1



Facilitated a sketch session to 

diverge and converge on many ideas 

and vote on the best concepts. We 

had about 20 in the session.  

7

Design Studio
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End to end journey
.  

Roadmap Workshop – Day 2

Modular backlog items
.  

Poker planning estimation
.  

Customer value matrix
.  



The team spent the rest of the week refining 

& sketching prototypes. 

With no mental model of expecting security 

features, can we bring list views to a 

dashboard view and help with visual cues 

and education for quicker understanding of 

both the what and why they should be 

engaging with these features. 9

Concept ideation - Day 3

Skim, dip, & dive - modular tiles



The team spent the rest of the week refining 

& sketching prototypes. 
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Concept ideation - Day 3

Skim, dip, & dive - modular tiles

Mobile iconography tiles or list views



The team spent the rest of the week refining 

& sketching prototypes. 
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Concept ideation - Day 3

One stop shop dashboards

Skim, dip, & dive - modular tiles Mobile iconography tiles or list views
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Test our assumptions and get 

feedback from our users. 

User Research



Web A / B testing



Eye Tracking

Split screen did slightly 

better with click rates.



Mobile A / B testing
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Hub & Spoke Proposal
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Research showed users desire to 

visit often the page and we 

received high ratings on how they 

valued the features.

Final Designs
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Results

Chase was rated #1 by JD Powers in both Web 
Channels and in the subject of Security in 2020. 

When COVID arrived in New York, the call centers were 
overwhelmed with the branches closing. We were 
asked to covert our Security hub into a crisis hub in just 
two weeks. 

Began evolving the hubs into Help & Support,  getting 
Chase to think more about modular systems,  utilizing 
templates and content management  for more re-
usability and search capability.

This also inspired a new redesign of all our public pages 
to utilize the systems as section templates. 



• Both Security Center and the COVID hub were 
released in the spring of 2020 to 4 million 
customers. 

• Help & Support and the MVP of the public 
experience followed in the fall of 2021. 

• In 2021, JD Powers and Global Banking 
Magazine rated Chase #1 for Mobile and Digital 
Channels. 

• COVID-19 Support hub was mentioned in all  
reports on how well this digital hub responded 
to the crisis. 

22

Results



API Management and what makes a great 

developer experience.

Developer Ecosystems
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Final 2021 - New look and feel 

Chase developer August analysis

31 109

20 668

24K A

Partners External 

developers

Total visits
Average 

API score

External APIs Internal APIs
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Customer Journeys Personas





MVP 2018





2019 Diversity of skills and projects 



On-boarding partners

Dashboard & automation of manual process

Get started, Documentation  and API References

Marketing vs Guides vs code examples

API publisher and API quality tools

Notifications

Analytics

Catalog and Taxonomy



2020 Self Service External Partnerships



Dashboard landing

Self service communication area when 

first signed in to help the user know 

where to start and what to do. 



Developer can view their project, add 

users and APIs and view onboarding 

requirements. 

Adding Project



API product owners can use the publisher 

to create a custom onboarding list of 

requirements and actions for the user. 

Custom Onboarding requirements



Once developer has been approved as a 

partner, they can get the keys to call the APIs 

from the gateway.

Get keys once entitled



Marketing API Products

Different external partners include Developers, 

CTOs as decision makers and business owners. 

They have different needs in documentation. For 

example, a business owner would appreciate this 

marketing page to explain capabilities, but the 

developer would call this fluff. 



Guides and Swagger

Most developers would say “Just get me to the code”, 

as bottom-up thinkers, but less seasoned may prefer 

guides to walk them thru the flows and tutorials.



Interactive demos

Adding richer media and code examples for quicker 

comprehension of what the API does.



Supporting docs

Orient the user on all the support docs we have 

available with getting started information. 



Discover APIs

External versus internal API discovery shows the 

scaling need to add search, filtering capabilities and 

determining the taxonomy of categorization. 
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Testing showed us developers liked minimal, colorful, 
illustrative feel. 

We studied our competitors both big tech and banks to 
determine their mood boards, branding and color schemes.

For the interim we went with a abstract feel to not be 
dependent on illustrators, but our goal was to hire an 

illustrator for that Google-esque feel. 

Our original designs was to integrate several JPMorgan & 
Chase portals, but with multiple front doors the preference 

was to go with the strong Chase brand. 

Branding



Role:  Sapient Design System Lead Consultant, Technology Manager 

and CSS Expert

Partners: Lead Architect, Product Owner and Application Tech Lead

Teams: Two Design teams both in-house and vendor, 20 front-end 

developers both in-house and offshore

Goldman Sachs 
Wealth Management Application



45

Results

• CSS files reduced by 50%

• UI Bug reporting reduced by 85%

• Load times decreased significantly

• Development velocity improved by 45%

• Design focused more on problem 
solving and innovation than on design 
reviews and visual QA

• Component library improved faster on-
boarding and training

• Sketch versioning design files improved 
consistency and quality of design



System thinker

I managed building design systems for over 12 years, 
both from the technology and design perspective.

Goldman Sachs
Technology Manager, Design 
System Lead, 
CSS Expert

Chase
Cross Channels Design Systems,
VP Design UX  Lead
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Problem Statement

Goldman Sachs Wealth Management application 
was two years into production and was having 
issues with performance, long load times and 
prone to visual UI bugs. 

In addition, as the tech and design teams were 
growing, they were both contributing to a lot of 
inconsistencies. Each new design team would 
design alternative “Improved” component 
solutions and the different development teams 
were solutioning these same components but in 
custom variations,  creating all sorts of bloat code.  
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Goal

Build a new design system and component library.

• Re-architect the HTML / CSS
• Refactor old legacy code with the new systems
• Build scalable and readable code, including folder 

and file structures
• Improve performance and bug reporting.
• I also had to learn about ADA compliance and built 

that into the systems
• I oversaw all front-end development on building new 

structure and fixed any cross-browser bugs. It all 
started and ended with me. 

Even Gmail doesn’t have a responsive email system. 

Kind of proud of this work. 
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Atomic Design Architecture

Say yes to Sass and defining design tokens, 

but do not over-engineer the code to make it 
difficult to read. It needs to be understood 3 years 
from now by a new team.  

Say no to styling generic HTML5. Styling this way causes CSS 

code bloat, large file sizes, creates higher specificity and 
processing. Classes, are your best friend and improves reusability. 

Atomic Design both folders and file structure

-reset

-bootstrap-grid

-fonts

-google-fonts

-icon-fonts

-core

-typography

-colors

-tokens

-utilities

-modules

- dropdowns

-tables

-templates

-nav

-forms

-wizards

-marketing-sections

-pages

-home

-insights

-messages

H1 {        //LOOKS CLEAN

Font-size: 

Font-style:

Font-weight: 

Font-color:

Line-height: 

margin-bottom: 

}

EXAMPLE CODE BLOAT   .chase-brand H1.page-title—inverse !important

Instead define once and one word reuse in the HTML

.page-title {

Font-size: 

Font-style:

Font-weight: 

Font-color: 

Line-height:

}

<h1 class=“page-title mb-16”?
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CSS Proposal – No one size fits all

Typography classes

Use Semantic classes for easy 

understanding

Use Object Oriented CSS and BEM methodology

Utility classes

Constraints create 

consistency, proximity 

comprehension

Use BEM for components 

Helps with encapsulation and 

readability.  Less Bugs!

Block__Element--Modifier
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Training designers and developers

• Designed and built a component library website

• Sent out weekly new component release 
communication.

• Created trainings and workshops to help the 
developers learn to consume and extend the library.

• Set up weekly sessions with the designers to discuss 
new component rationale, inconsistencies, alternative 
responsive designs.

Wireframe of proposed Component Library website



Role: Product  Design Manager for Cross Channels

Partners: Head of DCE, and Tech lead of Design Systems 

Teams: 1 system designer, 2, UX designers, 1 illustrator, 1 motion 

designer, 1 Content strategist and 1 developer

Scaling design systems
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Problem Statement

3 typical models of scaling design systems when growing large 
organizations and I have been involved with all three approaches. 

Design system team

leads for  each team 

To meet in a forum

Centralized 

Center of Excellence 

dedicated team

Design system 

consultants where 

everyone 

contributes

Good for only a handful of teams.  The leads 
keep an eye on their team’s designs and 
brings new components to the forum for 
discussions. 

Challenges happen when too many teams 
add too many cooks. Sessions can become 
brutal with making decisions and delivering 
on time.

Good for auditing and getting started when having 
a team dedicated to building, governing and 
recommending new component needs.

Challenges happen when the team becomes a 
bottle-neck in making decisions. It also prevents 
innovation with only a small team making decisions. 

Good for many teams. Team only consults, offers 
support and office hours and updates the 
versioning systems and documents. 

Challenges are keeping the team motivated. 
Need strong system tinkers and skills with 
diplomacy and good communication to keep this 
system healthy. 



Pain points

Foundation team used generative testing to speak to all the products teams, 
both designers and developers to understand what was working and not with 
our design system processes. 



Opportunity

Developed agile sprints, offered office hours, help desk support, and built 
a new team to document and communicate out the new releases.



Define our Design Tokens, Voice and tone and Masterbrand 
Guidelines



Components and interactions

In the five years I have been with Chase Digital Technology scaled very 
fast with the design org growing from 75 to 450 as a centralized team.



Competitive Analysis



Proposal Concepts



Centralized Communication Hub 



Component Library



Content management support



Governance 



Design system briefs

Everyone provides 

to the systems 



Final



Results – Organizations that adopted 
our systems
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