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Belore we gel started...

Thank vou!

[t was truly fun putting this portlolio together, I hope you enjoy it!



The very, very, very quick backstory Steven Horvath - Portfolio

Loved art since | looked like this (and had a mullet)
Educated in Graphic Design (Seneca @ York U)
- First career role was @ a web/software dev company in 2005
- Now | work as a Design Director @ Accenture Song
Between those 2 jobs | met a lovely lady and have 2 awesome kids
Occasionally we do things and go places

That’s at least a starter...




IU’s truly been a journey... Steven Horvath - Portfolio

2005-2011 2011-2014 2014-2015 2015-2018 2018- Present

= € PACIFIC

thkingcap°

Agile.net / Pacific Mortgage CFF Scotia Bank Fjord &
ThinkingCap Group Bank Digital Factory Accenture Song

Now Dominion Lending Centres Now Home Trust Bank
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Ultimate ly 0oe Steven Horvath - Portfolio

I fell in love with
User Experience Design.

I fell in love with
Bringing Products to Life.

I fell in love with
Making People Smile.



------------------------------------------ Yes these are words, they are also things I can confidently help you with!  —-—--—------iccccccc e oo oo

Accessibility User Testing Design Systems Grids Qualitative Testing Stakeholder Management Product Planning Ideation Design Sprints Laughter
Co-Development Developer Partnerships Governance Execution Delivery Support Acceptance Testing Prioritization Frameworks Backlog Management

nformation Architecture Typography Responsive Design Dad Jokes Implementation Agile/Scrum/Kanban Affinity Mapping Ethnography Wireframing

_ean UX Interaction Design Feedback Incorporation Minimum Lovable Products Physical Product Desigh WCAG Mentorship Concept Visualization

nclusive Design Project/Product Management Iconography lllustration Onboarding Sitemaps Product Ownership Digital Transformation Facilitation
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For your viewing enjoyment:

Sure, | could share project after project from the last 1. Bringing ambiguous transit products to life

nearly 18 years of my working career, but that would be 2. Building a Design System in a 100 year old multinational bank

very boring for you. What | want to share are the 3. Introducing a new payment services to Ontario

problems that really stretched me beyond the curious, 4. Reinventing mortgages for employees and customers

to the elusive formative edge. 5. Other things
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Bringing 3 ambiguous transit products to life Provincial Transit Agency

In 2019 | led a team of designers, technologists and business stakeholders Conceptual |deation

through a variety of experience exercises, prototypes, prioritizations and Prioritization

validations to understand what 3 vague products would equitably offer an Product Ecosystem

ecosystem of potential customers.



Concepts and Future States
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ACCOUNT CREATION AT PURCHASE
Provides with a simplified *sign-up. option at time of in-person or anline purchase. Customer can
activate their card instantly. Providing a clear value exch. (with fund to increase the likelihood
of registration.
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WHERE DOES IT FIT IN THE JOURNEY?
U THE JOURNEY?

Concept Posters

After a number of listening exercises and workshops we were able to
develop a series of concept posters offering descirptions, benefits and
considerations for each opportunity area. We also mapped out where

the solution fit into the product journey and key personas affected.

Ticketing

Credential Card
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Future State Visions

Following downselection and refinement of our original concepts we
then mapped out each concept into a future state vision for each of 3
products. This allowed our client to understand how each concept

beneffitted the business and the customer.

L ’ i .
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Getting to a Minimum Viable Experience

Client name intentionally blinded.

Actievabilty  Peorittston

Credential Card
1m Viable Experience (MVE) Architecture

Digital Purchase Flow

Experience Architecture

To support our technology and business partners we turned the
concepts into Experience Maps which better described where, how and
when a concept would affect a customer or group. This allowed
technology to understand what would need to be modified or developed

to support the experience.

REGISTRATION

Input and save identifying infarmation (e.g. name,

phone number, email etc.)

mve manoarory? [

ACCOUNT MANAGEMENT

User managoment: User 300oss + permissions
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MVE Prioritization

While all of the concepts were seen as Desirable, we ran the sub

features of each concept through a further Feasability and Viability

assessment to prioritize what truly needed to be in our MVE (Minimum

Viable Experience) before being released to the pubilic.

REGISTRATION

Opticn 1o register payment mathod

MVE ManDaTORY? [

ACCOUNT MANAGEMENT

User managemant: User accoss + permissions [in
solation)

MvE manoatory? [

ACCOUNT MANAGEMENT

Crodontial Management: see cards status [hotlisted,

required debt recovery, available to use)

mve manoatory? K

ACCOUNT MANAGEMENT

Usar managemant: Add/remaove users (Parsonalize
card user name)

MVE ManDATORY? [

ACCOUNT MANAGEMENT

Credontiad Management: Add/remave cards imanage
multiple cards)

MVE ManDATORY? [

ACCOUNT MANAGEMENT

Credential Management: abiity to remaove card from
hatlst by paying balance (debt recovery)

Mve manpatory? [l



Research and More Research

When we asked customers what their ideal
experience would look like, we heard the following:

1.0One Trip, 2. Reward-Infused 3.Instant Fare
OneFare Transit Experience Reload Everywhere

4. Virtual 5. Transparent
Transactions the Way

Customer Observation and Intercepts

Before proposing what we thought customers would want
from a new product we thought it would be useful to observe
and talk to current customers. After 80+ interactions we

developed 6 key drivers

TREND 1. TAP AND GO

Portland becomes first U.S. city allowing riders to
buy transit tickets with a smartphone in 2013. Now

No more paper tickets and

. . i , th di inuing th d i
mobile app in 2020 for O ontaSIous ik b e wullct aied s Pats cAres
Portland Transit R

In Category Example

ditching the app for the Hop system. TriMet debuted the Hop Fast passin
rd that allows riders to only pay for rides they use on a given day, while

et ticket sales made on the mobile ticket app has declined to roughly 15
le Hop cards sales rose from just 4 percent of sales in 2017 to nearly 23

Benefits:

+  Reduced Operating Cost around fare collection - Transit agencies on average spend 10-
15 cents in collection costs for every dollar they see in fares (Citylab 2015); contactless
would automate and reduce costs related to this process

1. Tap and Go

// Contactless & Credential Cards

» Increased productivity of physical staff - Reducing the time it takes to serve each
customer and other manual labor such as cash processing, maintenance of ticket offices
and self-service ticket machines

As crowded urban populations strain
transportation systems, cities are switching to
contactless payment solutions to reduce
congestion, and making the transit experience
smoother and frictionless. Investment around
contactless solutions also unlocks business value
in the form of reduced operating cost, increased
productivity of staff and better technology and
fare product managegen

+ Centralized fare-product management - Transit authorities are able to make changes to
fare product offerings quickly and efficiently, relative to systems where each field device
would otherwise need to be updated individually

*  Removed cost of upkeeping outdated technology - Transit agencies are able to
instantly benefit from innovations that run on the same EMV standard once they install
infrastructure for EMV bank cards

Proof points:

Contactless transactions are faster than both cash and conventional card transactions—

Trend Enablers: TRE

ND 6. HELLO ITS ME

Open loop EMV Payments .
et ie  China makes leeway
aaaaaaaaaaaaaaaa < H " the subway might not be that far off in the
gl'mls“"g g"’/yl\’*ppc‘e oy, LY facial recognltlon futur:. ;:’\ ghri"r:g's tr;ch capital, Srhenz|hen. a
payments local subway operator is testing facial
recognition subway access, powered by a
5G network, as spotted by the South China
Morning Post

Scanning your face on a screen to get into

« Riders won't have to worry about forgetting their subway card
or a low balance, but at the same time, it likely means that their
every journey into the subway will be tracked down to the
pixels of their faces

+ The algorithms for the facial recognition tech were designed in
a lab overseen by Shenzhen Metro and phone maker Huawei.
Shenzhen Metro hasn’t given a timeline for when facial
recognition could reach all of its stations and subway lines.
We've reached out to Huawei for comment

Journey Phases

O @ @ O

Choose Purchase Travel Post-ride Manage

Secondary Market Scan

To further bolster what we thought the provinces ridership needed we
looked way beyond our borders to best understand what other transit
agencies were contemplating or already offering their customers. This

helped our client understand their position in market as well.
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Tap Card BeleW

Experience Walkthrough Validation

While the research and business gave us a belief the selected features
would be sufficient, the programs they would launch would be both long
and expensive. To get ahead of those programs we created a sensory set of
activities with props, actors, sounds and scenes that let us best depict the

future solution allowing us to validate these concept experiences.



An Ecosystem to Support All

I P 2yment Method Eco-system

This ecosystem consists of an interconnected set of three payment

methods for customers to choose from. When viewed haolistically, it First time
addresses the needs of the tutal-custumer base. User + Tourist

Payment method legend
Credential Card
Ticketing

Open Payment

Occasional

n User
-Eustumer Product Fit - ’

Credential card, ticketing and open payment will service the needs of all -customers

Occaslonal User High Frequency User
unfamiliar with [l payment, Prime u ho takes consistent TA
and need flexible product offerings to multiple

fit their needs. uses weekly.

e o ©e e e e

General Anonymous ; Unbanked Low Income : LowTech H 3rd Party Organizations

©

SupportPerson Concessions Groups MultiTA HighTech

Cadanl Card ek Tpon Pt

PRESTO | FJORD 16

No rider left behind

Given the client was in the business of helping the public we developed
a set of concepts and offerings that would support anyone regardless of

their income levels and technology experience.

High Frequency
User

15
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Open Payment - Target State
Frictionless & convenient payment method that allows users to pay for transit and receive benefits such as fare capping, with the credit or debit card that's already

in their wallet

Ticketing - Target State

.
///\ A pre-purchase payment method that provides low cost fares for the broadest user groups. It consolidates all ticket offerings under ¢
L transit agencies.

Trasit dgwey Gits a
Busiess Benefes Taget lsers Legend [ L .

Cocapts Wiin nd Ao Praduets b Torge Eprince Legend ke 0 Tyt s el Gl Tty O P

Aesstimdiospecin Rogmmen  cee o A agomert I srsen Desien caroig
Mvwss  cce L ipos - [ — e
ot e et e Resvry [~ ——

Cocepts Wiin o Acrss Prodcts o Toret Experience Legend ket Tt 30

Credential Card 2. Concepts 3. Customer Supported a ﬁ. A l & ’a
A distinet account-based digital or physical card explicitly designed to pay for I = e - ey

enabled transit that delivers convenience and flexibility in one.

1. Product Overview

Customer Benefits for Target Users Target Users

gt @) Maiyuioa| @ sy et
i
— oo e
aepra [~ vhasked S Toih — RTINS i AT
Roroe S o i -
.....
o s
Concepts Within and Across Products Logornd Iachabod i1 Taget St Cndowis Cud B Tickutig Opoe Pugwant

Product Target State Placemats & Posters

During the program we certainly developed a lot of content. To help our client sell the concepts
internally we developed easy to read placemats and large format posters which allowed the

entire concept of each product, features and target users to clearly be understood.
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Building a Design System in a 100 year old multinational bank Top Canadian Bank
In 2017 | was the product owner leading a team of developers, interaction Design/Dev Collaboration

designers and visual designers in a quest to harmonize a design language Design Systems

which brought teams around the Americas together under 1 design system. Product Management
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DECONSTRUCTING OUR DESIGNS-

Canvas design system

DF Canada Scotiabank

DF Chile 8s

New pre ey
¥ features > 4 N
DBU 3 Goals & Canvas OPS ‘/ Canvas \) [ canvas Canvas user Expanded :
x x X x Leadershlp Direction Dev, UX, Visual Releases ‘ truth ' e o gallery Community DBU DF Colombia Manadd Public
\ /
x :": x X > Fixes & - __
updates NSt
Support items Components Patterns Pages Flows - OFMaxie i;::’:e‘:r"t
colours, fonts, grids buttons, fields search, login success, welcome onboarding, transactions
Bugs, A
Requests & Contributors
Changes '
Atomic Beginnings Governance Structure
For the first time, we introduced atomic design principles to the bank Having 5 major teams in differing countries across the Americas it was not
and its growing team of designers. This allowed us to structure the new appropriate to simply design and deliver. We needed to be able to offer a
design system ‘Canvas’ to have a firmly rooted foundation that would governance process that was nimble enough to make changes but also sound

stand for years to come. enough to garner approval from bank leadership.



Preparin

CANVAS Gallery
homepage

(
1

N Support items

k’ Colours

Typography

Cards

Grids

Spacing

IIIII (1px & 1.5px use)
Content (tone, phrasing, etc)

N—p Componentitems

- with icon

Navigation (End of page)
Lists
- bulleted
numbered

Np Patterns
LP Login Help
Adding Head
Deleting Foor
Editing M
Np Pages
P Welcome 08
form Expired
Summary Failure
Confirmat

NP Mechanics

iract

Roadmap

- Description

Signup

Information Architecture

Before we began we knew that consuming the information in our design

Blog

L Batch updates
New vers
Team new:

system would be a certain challenge. Starting with a organized

information architecture allowed the entire team to confidently build

front and back end components to handle the exponential growth of

content we were to develop.

L; sketch files

Canvas Gallery

Theory

Support Hems
Base layers
Cards
Colowrs
kons
Photography
Typography

Components

Patterns

Pages

Flows

Live examples

Resources

Getting stared

Simplifying Consumption

Parts

For Developers For Designers

Steven Horvath - Portfolio

sooh | [ G0 & Canvas gallery

Open source Resources

About Packages Content Roadmap Open source  Resources

Typography

* This component does this

* and this 100

«  Latest update In canvas version 1.0.3
Typetace bosics Su items |
P pport . Component title
Sizes Colours
Colours
Use & implementations Typography componen( descnpnon
Typeface basics PO v

visualoft B Canvas gallery Q
About Packages Content Roadmap Open source Resources

Lorem ipsum dolor sit amet consecetue
consecetuer lorem ipsum dolor sit amet
sit amet consecatuer lorem Ipsum dolot
ipsum dolor sit amet consecetuer lorem
consecetuer lorem ipsum dolor sit amet
sit amet consecetuer

Typeface weights
1 2

Lorem ipsum dolor sit amet consecetue
consecetuer lorem ipsum dolor sit amet
sit amet consecetuer lorem ipsum dolot
ipsum dolor sit amet consecetuer lorem
consecetuer lorem Ipsum dofor sit amet
sit amet consecetuer

Do’s and Don'ts
«  example 1

*  oxample 2

Documentation/versions

Report issue

Welcome to Canvas gallery

What's canvas? Canvas is a design system developed by the very attractive group at the Contentful
Scotiabank digital factory. To learn more about canvas head to our about page
What can we help you with:
x)
Show me the Design Development I want to
components get started getting started contribute
| resources)
Development quick access Design quick access Latest updates
Repositories Ul kit (sketch) PIN: major release this
Documentation Designing with grids PIN: Latest blog
Code updated bad kind of a place
1t ina bad way

Not only did the information need to be

organized but it had to be scannable and

learnable by designers and developers. We

worked with both sides to develop a portal

that suited both.

updated

would make no sense

2.1.0 « Super useful update

1.0.0 - Some useful update
0.9.8 - Ol update

b Contributors

Matt H
Katie H
Keith K

< Support items

Typography @

Contentful

Dev'd

- Contentful

Contentful

Dev'd

Contentful
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Organizing

WJIRA Dashboards ~ Projects ~ lssues ~ Capture ~ Boards ~ Portfolio ~ Tests ~  Create People Calendars  Create

Please be advise that Jenkins, Confluence, Bitbucket, Jira, Artifactory and Sonar will be down on SAT, November 25, 2017 from 10:30AM to 15:30PM EST as per schedule maintenance.
I ' ] Canvas Ops “  Canvas - Roadmap
Created by Steven Horvath, last modified on Nov 17, 2017
Canvas Ops Kanban board % Agile Cards ~  Board ~ a (& Pages N . . B _—
Q Canvas Ops Kanban ~ )\ Blog Welcome, here’s our list of current components we're looking to build and who's working on them, Contact us if you have something you need to prioritize or want to build.
QUICK FILTERS:  Only My Issues  Recently Updated = cal - If you're tracking progress of a component they will complete in this order:
[[1 Kanban board v Sipotented
A 0 Backiog & 27 ToDo # 7 InProgress # 10 Done Release... ¥4 Canvas Ops / CANVASOPS-26 ox SRR SORECSIS - m’:}"’
e . Bu
[]'b Raicoite Build: Text entry field Here you can add shortcut links to the « Done
Shden) e ':dw‘:;:’;me:;;;:w' My « Galery link (when documented)
or . ure r.
07 |ssues Product 12 issues @ « Margin top: 36px proy
£3  Components Design AC e item Subset Status Gallery link
) CANVA.. -4 ) CANV..-26 0 cANV-—37 ’ = ok v ol i odf mock » Canvas - Design resources
% Test sessions T Gallery: 1 Build: Text 4 Builg: = T e e DY MOC, y Canves - Develoner resources Colours . DONE
Typography entry field Horizontal column mockup and spec measure i
fa Roles content Nav / o file . Canvas - Roadmap Typography - DONE
« min/max widths
1 . P tation Archi Cards With border DONE
K Xray Reports ) CANV...-48 £} CaNnv.. .-78 ’ [ GANVA—6 Dev AC - -
' {© Add-on T Build: T Build: 1 Build: Card Cards Non white background Ready
~ons Resources / Ordered list (with border) ¥ « implemented fields match design -
Canvas Grids . DONE
and be demonstrable
PROJECT SHORTCUTS = « fields must react as expected in Buttons Primary DONE
Add a link to useful information for Q CANV...-59 a CANV...-79 ’ 8 alternate states o v o
your whole team to see. T gg:‘r‘; ;;'g @ T B:i?‘de e = fields must be accessible in use
% hagga digit) List e Buttons Secondary (On card) Designing - Jon
inK (o)
= s Comments 2 Links Standard DONE
CANV...-38
1 Build: Card - @ Rick Eyre added a comment - Horizontal e keytine DONE
No border’ !
( ) Y 02/Nov/17 5:03 PM Navigation - End page Back, Continue, etc. Designing - Jon
Konway is currently helping us implement (Cmponsl)
B CANV...-55 this in code. Navigation Page header area DONE
1 Build: New
grid Side Navigation . DONE
breakpoints
¥ Proiect settinas « [J Comment Tabs In Content DONE
List Bubieted Ready
List Numbered Ready
Field Standard text Building - Konway
Field Phone format

Designers and Developers can surely work independently, but when we realized Is that component done yet? This is what we heard consistently throughout the

the magnitude of the task we used all of our Agile knowledge and ceremonies to team. Before we were able to deliver our custom portal we used Confluence to
ensure we continued to deliver quality and scale at a consistent pace. continually communicate to our consumers. This prevented the need for en masse

emails, messages and needless update meetings.
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ROADMAP —

React components
Bucket 1 - Basics

Bucket 2 - Enhancements

cccccccc

ppppppppppppppppppppppppppppppppppp

o -
ol

dddddddddddddddddddddddddddd

Buttons - pin code Tables

GALLERY —

000 000000 -
ZZEE

& scotiabank

Canvas is a design system developed by the
very attractive group at Scotiabank

e

€©

o )
-
——n ents Desigr D
""”("‘“‘."..'.’ “\ with con with
1 quidelines, and @ and and

Hero, Light, 36px, 3.6rem

Clarity Office Hours

Our team would host a bi weekly update to design and development Despite all of our efforts consumers still needed our time and specific information. Every
communities throughout the entire organization. This single update Friday our team hosted office hours where we would share moments with our consumers
made it easy for our consumers to see the latest greatest updates we and provide advice around how they could best utilize this new design system.

had to offer them. (PS: this is not a stock photo, that’s me with the 3 striped jacket)



-
-
= - - -
—
=

A 2 year credit card tap - Open Payments Provincial Transit Agency
From 2020 to 2021 | unknowingly began a 2 year journey to bring a open Service Design

payment service to Canadian soils. It had to elegantly blend in with the Design Systems

country's largest transit agencies decade old offerings. Qualitative Testing



Designing the Service

Open Payment - Travel, Inspect

TO4 - Inspection

Articulating a Service

This never before implemented cloud based Open Payment system had
a lot to adapt to. 11 Separate transit agencies, multiple channels,
devices and various employees. We articulated the flows, successes and
potential points of friction to act as a guide for the entire team of

Designers, Developers and Business Analysts.

Payment Failure

e There was an error

processing your payment.

me, please try ag ater

Learn more about unpaid fares

Unpaid Fare
$5.02

EMAIL FOR RECEIPT

SEND

RETURN HOME

General

Restyling an Organization

While not a revolution for the design

industry we had to quickly invent a new

visual language and set of interaction

patterns for a net new service.

Payment Success

. @ For unpaid fare 1 of 2
All unpaid fares must be paid before you can use your contactless card for travel
- I
Common FAQ
= Payment Amount $5.02
Payment Received 12 Mar 2020
Confirmation Number #2DNYELQUE4
vor SN Fore
See All Support Questions EMAIL FOR RECEPT
SEND
() Print RETURN HOME NEXT
[ ] General About
About [INNEGN L
Jditional Informati
o

&« Card Details

eeee 1348

Activity Information

CUSTOMER ID

123456789

FAQ

Learn more about unpaid fares

Why can’t | use my card on PRESTO?

Refund requests

What currency is used?

Visit All FAQs
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Tap your credit or
debit card on the

B achine at

Skip



Tested... with a Twist!
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How we gathered

( \ insights for

our

FTP
Interactions

Each of the 3 usability tests created for
our participants included a scenario to provide text and designed an interactive environment to
context and help shape their understanding of gauge how participants would interact with FTP
what Contactless is. devices and Fare Inspectors.

We recreated scenes using images and

C R Our observation Our recommendations Impacts

n t en t ere aS : 1 13/17 participants knew where to tap, but some were +  Use FTP interactions as an education point, *  Undear next steps during
unsure when tapping a Credit Card or Mobile wallet due informing customers to tap off or use their card as such as having a blocked|
to the PRESTO logo in the green circle preof of payment judged and potentially h

on crowded platforms

%
9 2 © Preferred option

- H H Many participants thought they had paid at the time of tap +  Articulate direct next steps for resolution when users 3]
While we confidently prepared for some in person B et o e o R oy o S AT > I _
Jisplays “Acc 4 N . e R A/B Testing
only displays “Accepted” as a confirmation message result in no debt repaym
Provide users an understanding of how much they e CWS Sign In Page
iy . . . + While people are curious about the barcode reader many will potentially pay for a fare and to tap off @ payment met Sign in Securely with Your
usablllty testlng we experlenced our fIrSt |0Ck dOWﬂ were not sure what it was for o Contactless e Credit or Debit Card
’ Should fare reversal be in scope, adequate is here!
+  Participants assumed fare reversals were not possible; they communication of feature is necessary for customers R

thought a fare was too small an amount of money to

Between March 6th and 13th we retooled and i | @@

5 w OGPy

“[The logos] make it

| i | ' h
developed a virtual testing choose your own feel certified and legit."

adventure approach, facilitated through Lookback and

Trust and security were major themes that came
up when discussing the login screen.

By including logos of trusted brands, we
EXECUTIVE SUMMARY elevate the perception of the page and instill
Next Steps trust in the customer.

actions for the next phase of the service. , T ——

successfully identified themes, preferences and

Quick WIinNs w..icdon page o

Recommendations that are addressable now and
technically viable for Contactless MVP

v CWS .ca home screen adjustments

v' Contactless login experiences

v Transaction history verbiage modifications

FJORD

Future Wins

Fast follow recommendations for upcoming
releases which require additional consideration
before recommending detailed solutions

* Account-level login
Enhanced FTP advice and information

* Educational pre-travel communication of
how Contactless works on

Transparent rollout program




Plus a Design System

How do we do this again?

As quickly as we were moving we realized that this pace
was unsustainable without organization. We convinced
our client of the need and onboarded resources to
document the new Design System our client would
continue to look to as a source of truth for their current

and upcoming experiences.

Foundation

The I Design Systern i a coection of reusable components that can be brought
together to create digital products and experiences. The goals of the design system
i nd

g Ul quality and y. streamlining the
providing clear guidance around design best practices.

Methodology

dular approach

ystem

Elements Components

on while

principle ties back

Modular Clarity

Kespir
t desigy

LARGE MEDIUM EXTRASMALL

Foms  Cads  Feedbeck  Modsk  Dhiden
Buttons
Butions comminicate acic rscan ake. They aretypicallyplaced

Anatomy 3

oo Tope

VERIEYNO'

Patterns

Consiste

Base

Typography  lons  Spacing

Colours

Calor
Guide

PANTONE 368 C
870079

Primary

Black and whit

wHTE

IRR

Accent

L e/
o e

PANTONE 366 C PANTONE 278.C
870079 esmnsen

PANTONE 170C

VERFYNO
Anatomy
SECONDARY BUTTON il LoAD MR
.
o/
~
7 woAD Mok

Multiple Buttons
When twe
e/
Total $5.02
uscomenca | |
LOAD MORE
USE OTHER
o/ ®/
&~ g L4
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Finishing Strong

Bringing it all together

Following the success of our initial design of the
service our client wanted to merge all of their
products into an Account experience that

brought all of our experience experimentation to

each and every one of their customers.

We developed the vision of a channel experience
that honoured the best traditional experiences
and improved those that needed some love. In
the end our client was left with a modern,
accessible and lovable product that was clear in

its intention and exceeded customer needs.
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#h confire ansure yo cur card

with nation detaits. Flease
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Reinventing mortgages for employees and customers Top Canadian Bank
In 2016 | was fortunate to join Scotiabank as they begain their first Finance
agile program tackling a huge issue of the extremely complex Front/Back Stage

mortgage experience. Accessibility
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§ scotiabank § Scotiabank ™ ® § scotiabank OIOIOIO)] § scotiabank =
Section 3/9 - Downpayment s this secure? My Morigage Deshboad & This is a secured appication My morigage dashboard @ 18 this secure?

Hi Greg & Jane, welcome to your R e

o "t S
Now that you've submitted your applcation you can uplcad documents, book an appaintment with a financial advisor ks

Let's start your Scotiabank mortgage right now! | . y y ¥ / < = : > #nd watch your morgage in every 5tep. Once your deal is compigte we wil monitor your mortgage until #'s pald off
s ‘ y age . y Hi Greg, welcome
What do you want to do today? = E . 2 “ back.
| Apply for a mortgage | I Refinance my mortgage i ] B roocinzers Fantastic! Now where is your downpayment coming from? Lorem ipsum dolor sit.
Ui How it works. :;::;:;n::::' inis fzzm to make your this can come from many sources including savings, gifts from Applicaiion Apgiication Application Lawyer Deal
Already started an application? Click here At home or at a branch, apply at your ‘ property . submitted under review ApproVed contacted complete
convenience. Submit application
T We want to work around your You can ication online, or - - It you would ke to make changes to
What you should expect from your application. ' finish your appiication with your Financial Advisor. S i x5, » ~ s ‘ d:':'o it
= ) 5 S~a Otharwise, you can submit your
( :) : : : ; -m Conllnue Downpayment source 1 Delete f Y appication and meke an tmont to
e | Downpayment source 1 ‘ ‘ Amoure Closing Oatn P Sontishet see your | i
STt its simple s aats | sale of existing property $25,000.00 Nov. 12, 2016 /! Third party determination

‘Your appication should take 20 Once you've told us about your Everything in your application s‘. WG gy Shevrrien

minutes or less, soyoucanget  property and employment we'll  is 128 bit encrypted and secure = "4 -
back to what you need to do quickly get you through the app. from prying eyes. Downpayment source 2 Delete - ' >, o
| Downgeyment source Amoure What's ha ing with your application ? What comes next? "
= | e LA S iy e
_ - Your appiication has been submitted - After your application has been reviewed you'll be oAb iairoui
Call us to book an appointment - 1-844-242-9954 contacted by a Scotiabank financial advisor
+ In 1 business cay or less your application will be Scotia mortgage application Terms
PRS- AR SR Gowr S SRS ] reviewed by a Financial Avisor - They will set up an appointment that is . & Conditions
for you
Total: 50,000.00 « Start upioading the list of documents below, they'l General
You'll be making a downpayment 10% of the purchase price $500,000.00 wrw be added to your CDWWO"

=3 Nriage Gportn anves
M ion,

I'm Jimmy Falloone, m Trust Company of Canada.
your financial advisor . - Montreal Trust Company and The
1'1m here 10 haip with @l of yOUr TOMGAgE NEecs. Bark of Nova Scotia Trust
Call us to book an appointment - 1-844-242-9954 Branch 34556 A
123 Any strest, Unit 234 2 1 accept the Terms and Condtions for
° lo ° MIM MY v e Boenon
Bettering Key Client Experiences ) G s

Emai: jimmy falioonescotiabani.com [

b satiicnen |
Yes mortgages themselves are a bit of a boring topic but to our clients, they represent a e e
tremendous challenge financially as well as cognitavely. During this program we had to push Document centre

Document centre e —
the limits of what a 100 year old bank was willing to do to support it's changing customer ;_:.3:.::22":.:‘::"“‘”“”’ iw - e

Agreernent of purchasa and sale @
Agreomant of purchass and sake O Compiets Jan 23, 2016 View Upicad Stats Completo

base. Simplification of language, visual updates and a friendly tone were new to my employer P— ‘ ~ gy

AR . Splas Acsons View Upload
Ancther required GOCUMBnt with B super duper long name O be 2 Vidw.:  Uplasd MLS Isting ©
. . . - Status |
but have clearly had a lasting impact as the brand continues to push for better experiences. Downpeyment @3 plosce ooy
Deseription Stansa Last action Acgons View Upload
Ancther required cocument with a super dupor fong name O Compiete Jan 23, 2016 View Upicad Another raquired document with a supar
Another required documant with 2 super duper long name O Compiato Jan 23, 206 View Upioad duper long rame ©
Status
Acother requined document with a super duper long name @ Jpload ) View Upload Last action
Actions View Upload
Call us to book an
We are here for you. At anytime you need help please call us at: 1-800-4SCOTIA appointment « 1-844-242-9954

Cavnorn | Lagsd | Privacy | Socurty | Ascemsitelty Abrignes remervec 2016 AN ngts reserved 2016
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Beyond the Customer

Marcus Smith & Jennifer Wiliams-Smith a =) (m) (Q) (%

€ Scotiabank Marcus Smith & Jennifer Williams-Smith ) (= $ scotiabank

= © Scotiabank e Smh

> About your customer About your customer / Employment and income

> About your customer

Finalizing the deal / Disbursements

2 About your customer

inf : v 0 This section contains fields which are incomplete A Notifications o .
Personal information bt e A o > Make a decision v Disbursements
Employment & income jon requires Re-adjudication Re-sdiudicate Here's a breakdown of where the all the green green money will be going on day of funding ) Make a decision v
Current residence information v > Build a solution New Scotiabank Accountis)
G i o Employment and income - Marcus Smith SN — e e o > Build a solution
Down payment v Primary income $ 100,000.00 SMC Mortgage 1234567 $ 150,000.00 New
Documents checklist v .
Status nastry v Finalizing the deal ScotiaGold VISA Card 4525 001 308 205 $10,000.00 New
Employed ¥ Wholesale, Retall Sales and Trade ¥ > Verify the facts
o Scotialine with Access Card 4525 001 308 205 $500000 §15,000.00 New
> Make a decision v = 1 s = Fee options v
sary nployment type
Wholesale, Retail Sales and Trade % | | | [ Fulttime = oy PR Total $155000.00 § 25,000.00 v Finalizing the deal
> Build a solution © Fieid not compieted Gt el
Years employed Months employed Full time income Overtime incorme H”(stm‘lon amount v Existinq Scotiabank Acoounts(s)
7 7 $ 90,000.00 $2,000.00 .
: : East Fee options v
> Venfy the facts Spousd information Account type Account number Amourt Mn-v’:'r:: Action p
$ 8,000 i v Mort 1234567 $ 6,000.00 Payout and Ct Lawyer information
% Finalizing the deal $ 8,000.00 - Marcus Smith VMorigage 34561 5,000.00 ayout and Close
- Jennifer Williams-Smith
Additional income $ 9,000.00 Tax Account Balance Transfer $ 2,000.00 Registration amount v
> Document Centre Additional income 1 Delete S — - H D S R P
Scotialine (R) 4538 150 287 873 1,000.00 7.000.00 etain-Paydown/Limit
S - — e = Signed Documents v Generate Documents
Ace Details Adjudicate Seasonal Waimart 2 9 VISA (NR) 4535 001 305 532 $ 3,000.00 Payout and Close .
Disbursements v Signed Documents 4
Payment source v Total $ 12,500.00 $ 7,000.00
Disbursements v
Property taxes v Other FI Payouts and Other Costs
Eassting or Payment source v
Primary Borrower Mailing Address v Account type Account number Amount New Limit Action
v
Royal Bank (R) 1234567890123 $ 4.500.00 Payout and Close Property taxes
> Document Centre
Primary Borrower Mailing Address v
R o Total other Fl non-registered debt s 12,650.00
Flipping the Screen T
Total other Fl payouts and other costs $ 19,000.00
Ace Details Total payouts and other costs $31,915.00 > Document Centre
Sure the customer was a focus but as a service, the client experience is only as
Adjudicate Proceeds $ 123,085.00
Actions
good as an employee can provide. That's why while we created a differentiated Adjudicate with new credi check gt nchc oo ovcaoce
Ace Detalls
. . l Validate cata ] Mortgage suspense account GL used Customer's bank account information
customer experience we also developed a tool for mortgage advisors that brought S i ——— -
Credit decision @ves Omo : : Adjudicate
00200331 003317120427
. . - . . b
together 6 previously fragmented functionalities in a clear, accessible and | il Adjudicate with new crediit check
l Print disbursement summary POF
responsive mannetr. Yaldatedet
Credit decision
Pending v
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“Everyone needs the commission to meet
quotas, they should be friendly as hell. "
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New Voices

Despite working with customers all day, our advisors didn't seem to
understand our client’s continued challenges and concerns. Reports and
Word documents were passed over, that's why | put in the extra effort to
visualize the data so that it would be (and was) better consumed by the
business. This process was very effective and brought our customer’s voices

to the hearts and minds of key stakeholders.
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“We're supposed to be sales people and we

spend too much tme on does & admin work™

HOMEBUYING KICKOFF

Here's what they said

“If | did not have my agent, I'd
have no clue what to do next.”

“It felt like | was doing a lot of
running around for the bank,
between them and the lawyer”

(e Proasciad i ) Seel Every thine prefisd tejocts
like 2 sonkey in the iddle of something | lose SH00 off
this whiole process wy anssl boras.

“The financial advisor didn't tell me
the the right order I needed to sell & buy in.”

“l had to sign more than 10

documents, why shouldn’t it be 12"

“That’s the market, that's the
game, if you don’t want to
play don’t buy a house.”

Steven Horvath - Portfolio

HOME BUYING
PRIORITIES,

S terviews, spanning a range of buying experiences and purpases

@ CURRENT/EXPECTED EXPERIENCE
@ DESIRED EXPERIENCE

PROCESS

DIFFICULTY
PROCESS PROCESS USER
UPDATES FRIENDLINESS
< ——
SELF ' & PROCESS
CONFIDENCE | i . TRANSPARENCY
: ®
0' L
Q,
ADVISOR " OVERALL
RELATIONSHIP SPEED
P
LOCATION STRESS
IMPORTANCE LEVELS
A RESULTS
WANT MORE WANT MORE WANT LOWER
TRANSPARENCY UPDATES STRESS LEVELS

62u%ess S5O0 SSume.. 48, 47z Oua.
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HOMEBUYING KICKOFF HOMEBUYING KICKOFF

Key numbers behind the approval decision ... GDS/TDS Mogo mortgage

GROSS DEBT SERVICE RATIO TOTAL DEBT SERVICE RATIO e Credit bureau with warning

¢ Allows for rate comparisons between Mogo rates (broker
rates) and Big 5 posted rates

HOMEBUYING KICKOFF
Here come the millennials e Authentication ”\l'()llgll text message PIN
¢ You are personally contacted by a mortgage specialist to
guide you

mortgage + heat + taxes + debt

39%

MAXIMUM

gross income /12 gross income / 12

Major impacts:

Major impacts:
° Lines of credit

Cradit score

34% are already home e [Instant chat throughout process (personal guidance)
owners

Income veritication

) " * Can be done from desktop, tablet or phone ... — =
80% of millennials want to Enter the parents S

Q: O ‘
buy in the next 5 years O 37% of millennials utilize parent  ® Gifts every annual anniversary of your mortgage .—,-.-_:_
N U full or partial downpayment su )

(1st gift is a bottle of winey TS

70% haven't saved enough
of a down payment —— - R

Interesting fact:

All these ratios are calculated against your Gross income not real income.... numbers are really like 30% higher
....... O+ reiTaL L) FacToRY

To get in the market, millennial would consider

59% Spending less on 37% A smaller than 30%

avine childre
leisure and going out ideal home Delaying children

Some Secondary to Convince our Quanitative Critics

Even with the voice of our customer being surfaced in easy to read visuals some audiences
wanted to see more. By performing some analysis and secondary research | was able to share
details that supported our positions around the needs of our customers. We also identified
potential organizations who silently were woo’ing the bank’s customers with a more focused

customer experience.
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Other things

Though this isn't much of a category title | did want to share some other
work related things | am quite passionate about and would love to share

with you as you close out your read.



Coaching, Mentorship and Advocacy

What is Digital
Accessibility?

An introduction to get you started in
the right direction.

e * Colour

sssssssssssss

Alt Text
text

Alt text (alternat in an
describe the appearance and function of an image on a page.

sssssssss

Accessibility First

In organizations where speed and delivery are prioritized Accessibility tends to be
ignored. Over the past 6+ years | have embraced and advocated for Accessibility,
creating courses to create accessible PDFs and present how and why to incorporate

Accessibility into your experiences for the betterment of all.

Meeting 1 - Coaching welcome

‘ Tips for a better
2nd day with DF, 30-60 minutes

presentation

i yesr Horvorh 4 | A Conversation topics

+ What skills are you bringing with you?

+ Tell me about your experience at your last employer.
e : . + What did you like about previous work?

+ What didn't you like about previous work?

Present a great story

+ Coach should show what they have worked on in the past.

Level setting

+ Coach should tell the coachee how the coaching program works and
present the structyre of your future meetings

What about when it goes sideways?
coachee

1. Resist the urge to just go in a direction just to say something

2. Pause and think

3. Refer to your notes... just ask

4. Use pause devices when you're stuck

5. Have a glass of water present

6. I'm not sure is acceptable sometimes

FJORD' pesian and Innosation from Accenture Interactive

People Growth

Watching someone grow with your support is one of my favourite parts of being a Design
Leader. I've helped to develop coaching and mentorship programs in a few organizations and
developed training to specifically help team members with their biggest growth challenges.
Currently | mentor students (non work) with disabilities who are looking for paths into the

design field. PS: ask me how Jurassic Park can help you with your presentation skills.

kills you would like to improve... we will discuss them in our next meeting.”

Steven Horvath - Portfolio
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When you are given a week

| have been fortunate to have had multiple opportunities to

conduct design sprints (in the image of how Google
Ventures describe them in the book ‘Sprint’). This powerful
tool helps even the most opposed business leaders give us

‘a week’ to tackle some of their biggest problems.
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Presentation to Rotman School of Business (U of
Toronto) during their Design Deconstructed
Conference on the benefits of working in
multidisciplinary teams

Working in
the trifecta

How Design Thinking supports Technology, Business and Experience teams
when solving complex problems

And the Trifecta does
W h at ? Products with Purpose

+ Collaborate more effectively in multidisciplinary teams, get different T
perspectives, bigger ideas, more end-to-end transformation work

Steven Horvath
Service & Interaction Design Director - JORD Canada

+ Use collective experience, technical or business insights from data to
uncover new opportunities, explore the bigger picture for more
innovative ideas, identify emerging trends

* Respond to people’s needs more quickly and with agility, go to market
faster

DIGITAL FACTORY DESIGN 60

FJORD 5501 et nnsetion froem accantre ieteracine
+ Provide a common understanding of all project aspects or Common
understanding of direction when collaborating on solutions

Why should you care? m

« Experience without tech never happens — i « Big Ideas Executed
+ Business goals withoutexperience resultin unengaged xperiences Users
rs

< D i S Cove r . fng:geggggwl(hou(Busmessresul!s\nproduc(s(ha{don’( hods
PRESENTER 1 :-[2 S ; 3 \ - .

STEVEN HORVATH \ . SO p

R } - User Categorization

/ Innovation

Design Sprints:
Take an idea from discovery to tested
prototype all in a single week

SCOTIABANK CENTRE
40 KING ST, MEZZANINE
Design Sprints, developed by Google Ventures, are a powerful way to blend the LEVEL
best of Design Thinking, Lean Startup and Agile principles into one incredible week
of learning. During this five-day process, a team will discover, brainstorm, ideate,
prototype and finally test their ideas with real clients, pointing their project towards

success. Y121 -
Join this session to learn why we need design sprints, how to host your own and sélt‘::l:TTEc; ' . . ' . . ' . ’ L
how they’re benefitting teams at Scotiabank. (EXXX]] [ ] YY) |

SEGMENTS PERSONAS MINDSETS

First level of grouping when looking at a large set of individuals Very specific attribute driven focused individual experience Key attributes that cut acros gments and
personas to identify in time e tions
« Initial view of how you may +  Storytelling about a very specific user’s experience +  Identifying key areas of improvement in a
differentiate your user base +  Creating an understanding of target customers on a team system. solution or product
« Communicating with large groups (creates a common perspective) +  Levelling the user types by their needs instead
with overlapping needs *+ Multi Channel Marketing of their attributes (equity)
«  Identifying need for larger programs +  Comparing very specific user types «  Identifying shifts in emotion at a situational
' and initiatives level
et me tell you!
* Understanding user journeys and +  Driving solutions that are not beneficial to * Mindsets result from understanding users, they
pain points multiple groups cannot be identified pre-research
«  Identifying specific points in a user’s + Being super unique. as you can easily miss +  They are very unique to the problem at hand
experience large groups impacted by a solution not good for reuse across differing industries

Believe it or not | was a shy youth, until | learned public speaking is a skill like anything else. | TR bniriiiomiit
challenged myself to practice and learn techniques that would help me get my ideas out and into
the minds of others. Through this practice and nearly 4 years of consulting I've been able to

hone this skill to advocate for user experience and accessibility in some challenging situations.
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Karaoke time!

Fun at work!?

Finally fun, | figured that if | was going to lead
teams we were going to have a good time
doing it. Whether themeing our team like
pixelated unicorns, organizing a gangster rap
inspired team photo or playing powerpoint
karaoke | love to bring a smile to each of our

team members.

K:HLS U

& THE HEXALORNS

REVIEWELIANTNZ 582 6 1%/




See that!?

The little grin, the one that let’s you know they get it,
they feel conflident and informed,

that’s what makes my day.

Let’s make some grins together!




Thank you!

Have a greal day.
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