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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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Å Help with discovery
Å Improve engagement 
Å Do users find value in the features?
Å 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
ÅThere are three different type of users with 

different needs.

ÅThey have different needs of education and 
reassurance.

ÅCustomers 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 ɀDay 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.  
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Design Studio
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End to end journey
.  

Roadmap Workshop ɀDay 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. 



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

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

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

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


