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Banker Tablet App

Native Android tablet app used by
Chase retail bankers to manage ATM
devices and customer transactions.

® Customer authentication
® Cash & receipt levels
® Physical devices

® Transaction review (deposits, withdrawals)



The Challenge

Q Redesign a newly released banker tablet app
that digitally connects the banker and branch

ATMSs.

Fix check review and customer authentication
usability issues.

Upgrade the Ul by leveraging the newly released
Chase.com and Mobile app style guide.

My Role: UX Design Lead

The executive team asked me to lead the
discovery and design phases of the redesign.
| led a team through initial research and
design and managed all UX and Ul deliverables.

| also managed the transition from the existing Ul
design and experience to the new design system
created by the Chase.com and Mobile design

teams.

| managed and mentored two junior designers
during the project.




Design System

In addition to fixing the existing usability issues, we also made it a priority to update the experience
visually by working with the Chase.com and Mobile team to adopt their new style guide.
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Understanding the User: Banker Persona

Since | had been working in the retail space for a few years | was able to pull from our existing
research and reviewed our Personal Banker persona.
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Field Research: New York Market

6 Observe banker and customer interactions
and identify and record the key breakdowns in
their interaction and conversation.

Conduct follow-up interviews with branch
managers and bankers.

9 Compile notes and prepare findings for the UX
and project team as well as senior managers.
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Current Experience

The majority of the usability issues were
identified as a part of the Check Review
process. As much as 10% of the

Kim Reynolds
Address

transactions were unable to be completed.

Galion, Ohio, 44284

Check Review Amount: $125.00

1158
CHASE ()
JPMorgan Chase Bank, N.A.

Based on our observations the existing path =
to completion resulted in misguided users g o
and failed transactions.
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Problems

® Customer information in multiple places
® Hidden information
® Unable to flip check
® Unable to mark the check as “Reviewed”

® Unable to “Reject” a check/transaction and
get out of the modal




Discovery and Workshops

We mapped out our findings in our UX room and reviewed the information and feedback we
gathered for each section of the app - Check Review, Customer Authentication, Physical Device
Management.
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Initial Sketches

After reviewing the feedback and
findings with the larger project
team | started to sketch out some
updated screen designs before
moving to wireframes. | focused
mostly on creating a better path to
completion for the Check Review
flow.
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Design Iterations

After iterating on the design and
sketching out the flow as well as
thinking through use cases | created
some initial wireframes for review.
We reviewed the updated design
with the project team as well as
some local bankers.

Solution

® A single place to view details

® Two explicit actions to flip check

® Explicit action to accept the check

® Explicit action to return the check

® Explicit action to close the page

® Automatic transition to next check
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The final product provided bankers with a
much easier check review flow.
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