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ATB is Alberta's largest financial institution.  
It is also the largest public bank in North America.

800,000
customers

5,000
team members

As part of ATB’s five year digital transformation initiative, its 
Experience Design division reimagined all customer and team 
members digital experiences.   

 was a major part of this transformation. The key 
objective was to significantly improve CRM interaction between 
customers and ATB team members.  

This project’s duration was 2.5 years.

ATB Unleashed



MY ROLE

As a Product Designer,  
I collaborated with another 
designer, a product owner,  
2 researchers, an analyst  
and 10 engineers.

 Helped define business goal

 Reviewed research, discovering user needs and pain point

 Co-facilitated UX workshop

 Designed wireframes and high fidelity prototype

 Designed and expanded the component library  
and style guid

 Conducted user tests in collaboration with Researc

 Worked with analysts to monitor performance, gather data 
and make iterative design improvement

 Provided implementation support and guidance to Engineers



INITIAL PROBLEM 
STATEMENT

ATB team members were 
frustrated with juggling outdated, 
inefficient tools to manage 
customer data, products and  
other activities.   

The combination of an old  
legacy CRM and the need to 
switch between multiple 
applications for additional  
tools created an inefficient and 
frustrating environment.

Outdated CRM

Inefficient tools



DESIGN 
PROCESS

Worked with partners  
in Product, Research and 
Engineering to develop a  
process designed to integrate 
with the existing agile  
production environment.   

This process served as a guide  
to create an impactful product.
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DEFINING THE PROBLEM



BUSINESS GOALS

Partnered with Product and 
Research to interview several 
business area owners to 
understand the business goals.

Serve more customers
Increase the number of customers that team members  
served each day.

Elevate the level of customer experiences
Team members should always have a good understanding 
about any customer that walks or calls in, which included 
interaction history, credit ratings, in-progress applications, 
leads, etc.

Provide lead generation
Offer insightful advise about their finances and suggest new 
products that suit their needs.

Enable organization
Allows team members to better manage their work list 
efficiently (appointments, portfolio, opportunities, activities, 
tasks, etc.).



USER PAIN POINTS

Collaborated with the Research 
team and conducted multiple 
branch visits and team member 
interviews to fully understand the 
current user experience and 
identify pain points faced by  
end users.

Inefficiency
 Wasted time spent switching between multiple tools  

to serve waiting customers, leading to frustration.

 Information about customers spread across various 
platforms, leading to a lack of a full customer picture.

No customer insights
 Inconsistent records or understanding of past customer 

interactions with ATB

 Struggled to provide any advice or offer relevant or  
timely offers

Scattered task lists
 Didn’t have their work organized or they came up with their 

own way to manage their tasks (appointments, sales, 
activities) via spreadsheets

 No clear notification of tasks or appointments.
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SOLVING THE PROBLEM



WORKSHOPS

Co-facilitated a series of 1-2 day 
product design workshops with 
stakeholders from Product, 
Research, Engineering, SMEs and 
end users (when possible).  

We explored problems, developed 
flows and sketched rough 
solutions and designs.  

Activities included
 Post U
 Affinity Diagramin
 Landscape Mappin
 Story boardin
 Forced Rankin
 Playback



POTENTIAL 
SOLUTIONS

After several workshops 
conducted over time, we came  
up with these potential solutions:

Customer profile
All information about a customer, including accounts, 
transactions and interaction history in one place.

Team member dashboard
Central area for team members to manage their tasks, 
appointments and sales leads.

Advanced customer search
Search customers by any available information, such as their 
name, phone, email or account number.

Sales pipeline
Management of leads and existing opportunities.

Notification system
Search customers by any available information, such as their 
name, phone, email or account number.

Third Party Tool Integration
Integrate external systems like Box, SAP CRM, Google  
Calendar seamlessly.
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DESIGNING THE SOLUTION



WHITEBOARD 
SESSIONS

Rough wireframes were sketched 
out in rough form as a group in 
whiteboard sessions prior to  
high fidelity design prototypes.



INITIAL DESIGN 
EXPLORATIONS

Initial sketches were then 
translated into initial high fidelity 
design prototypes, which were 
tested with end users in 
collaboration with Research.

Customer dashboard Team member dashboard
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TESTING & VALIDATION



USABILITY TESTING

Several designs were tested  
with team members and 
stakeholders. Some key iterative 
refinements were made based  
on testing feedback.

 Enhanced customer overview with detailed information to 
better understand customers, faster

 Provided quick access to previous customer interactions for 
current context awareness

 Integrated Google Calendar for easy access to upcoming 
appointments in Unleashe

 Implemented product offering suggestions based on 
customer data and transaction history.



FINAL DESIGN 
EXPLORATIONS Customer dashboard Team member dashboard



IMPLEMENTATION 
SUPPORT

I designed, maintained and expand 
our design system and component 
library. The design system was 
especially useful to our Engineers 
for reference.  

Additionally, I provided guidance 
via design reviews and annotated 
UI screenshots.   

I also met with engineers for brief 
chats or longer review meetings, 
providing continuous feedback 
and support.

 Design system and component librar

 Reviews, feedback and support
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ATB UNLEASHED DESIGNS





























MEASURING 

SUCCESS

Unleashed improved CRM 
efficiency, saving team members 
valuable time and helping ATB 
save millions annually.   

Post-launch feedback indicated 
reduced stress and increased 
productivity, leading to over  
3,800 hours saved each month 
and an annual cost savings  
of $2.5 million.

Old system ATB Unleashed



MEASURING 

SUCCESS

In my town, there’s an ATB branch 
where I occasionally bank. When I 
mention that I worked on the 
Unleashed team, the feedback is 
always positive, with users praising 
the app for saving them time and 
its ease of use.   

I love hearing first-hand 
testimonials like this—validation 
that user-centric design processes 
are making measurable impacts on 
the day-to-day lives of end users.


