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Experience: A short history of my educational background, representative roles, key clients and my qualifications.
Designed to provide a brief insight to my career and the diverse nature of my professional experience, all of which have combined to 
influence my overall approach to user experience design.
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Tower Insurance
Systems Support Officer
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Managing Director
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2018
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Key skills: UX people have varied experience and backgrounds.
Mine was borne from an inherent aptitude for technology, logical thinking and practicality; I believe that the backbone of user 
experience is common sense and simplicity, whereby there is a reason for every design decision.
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* Please note these are a representative example of my skills & competencies
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Ideation

Transformation

Initiation

Optimisation

█ Requirements █ Analysis

█ Research █ Strategy

Stakeholders
Users
Technical
Compliance

Metrics
Conversion
Exit points
Testing

Competitors
Industry
Users
Consumers

Goals
Objectives
Methodology

█ Review █ Brainstorm

█ Concepts █ Distillation

Best practise
Market leaders
Likes, Dislikes
Principles

Realistic
Blue-sky
Past learnings
Constraints

Sketches
Interactions
Prototypes

Focus groups
Rapid testing
Iteration
Discard

█ User journeys █ Wireframes

█ Testing █ Specification

Happy journeys
Exit points
Cross-linking
Content

Low & Hi-fidelity
Interactive
Multi-device
Responsive

Qualitative
Quantitative
Analyse
React & refine

Interactions
Behaviours
Functionality

█ Analyse █ Learn

█ Refine

Engagement
Success criteria
Performance

A/B testing
Test & target
Personalisation
User behaviours

Champion/challenge
Continuous enhancement
Stretch goals

How I Work: Typical examples of activities within a Initiation, Ideation, Transformation and Optimisation process for creating successful
digital/technical solutions. A flexible mind-set allows for activities and outputs to be tailored to project methodologies, client 
requirements and project timescales without sacrificing quality.

4Stefan Dyke, January 2019



5

ABN AMRO MARKETS: Graph Viewer

The challenge

Self-directed investors who were interested in ABN AMRO products 
had no way of viewing detailed performance information over the 
lifetime of an investment. In addition due to the wide variety of 
products available it was important to allow these investors to 
compare performance across product types.

The process

Working closely with key stakeholders to understand the required 
functionality for the new tool, dubbed the Graph Viewer we were able 
to identify key information to be presented to users within the tool 
itself, as well as understanding what current tools were available that 
provided the desired experience.
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The solution

Developed using Flash and ActionScript, the Graph Viewer utilised 
XML feeds from a content provider to display product performance 
for the lifetime of the product. The user was able to tailor the view 
and add further products for comparison, while tooltips and standard 
interaction models ensured ease of use.

This tool, along with a suite of further tools, helped increase
site visits to ABN Amro Markets by 15% year on year.
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* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process
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ABN AMRO MARKETS: Graph Viewer
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HSBC PLC (UK): Straight Through Processing

The challenge

HSBC were selling a range of products direct to consumers via an in-
house developed application process which delivered approx. 3% 
conversion on average. E-Benchmarkers reviewed and ranked these 
experiences poorly vs their peer group. We were engaged to create a 
user focused, enhanced quote to buy process.

The process

User testing was at the heart of this project with multiple rounds of 
research taking place with existing and potential customers. 
Streamlining the application process and layout was a core principle 
with users keen to receive their tailored quote well in advance of 
providing any personal information.

The solution

The application journeys were completely revamped, with a 
minimum number of pages requiring completion prior to receiving a 
decision. The forms adopted a single column, centre aligned layout 
for ease of data entry and personal information was usually only 
captured following quote acceptance.

Over the first year following the release of the new application 
process, quotes increased tenfold, while conversions tripled
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* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process
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HSBC PLC (UK): Straight Through Processing
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HSBC PLC (Group): Multi-channel design framework

The challenge

Following the success of the HSBC UK insurance projects, HSBC 
expanded the remit to create a global framework for application 
forms which would deliver improved conversion rates across both 
online and staff facing channels. This was a global project which 
involved working with stakeholders across the UK and US.

The process

Extensive analysis was undertaken to determine commonality across 
various application processes over HSBC locations, taking into 
account local regulatory requirements. In addition we needed to take 
into account staff requirements as the intention was to provide the 
same platform for use within the branch & call centre.

The solution

We were able to create a common question set with flexibility to 
support local market requirements and map out a component based 
application process allowing customisation of application order in 
locations that required. The overall form style and interactions were 
carried over and enhanced from the UK project.

The design framework formed the backbone for HSBC application 
processes across the globe and extended into Internet Banking
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* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process

HSBC PLC (Group): Multi-channel design framework
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RBS Insurance: Mid-High Net Worth Packaged Insurance

The challenge

RBS Insurance were creating a mid-high net worth insurance 
proposition that would allow targeted customers to purchase a 
tailored, packaged insurance policy via a single application form. We 
needed to demonstrate how the experience would cater for multiple 
assets and additional options in a simple manner.

The process

We worked closely with the product development team and user 
research agency to ensure we had a clear understanding of MHNW 
customer needs when dealing with complex insurance requirements. 
In addition we undertook a comprehensive review of the combined 
question set to streamline where possible.

The solution

The application process utilised an up-front configuration screen to 
allow the customer to provide a minimal amount of information that 
determined their flow through the subsequent application form. We 
took the learnings from prior HSBC work to evolve the form layouts 
and interactions in keeping with the MHNW brand.

Positive user testing feedback on the application process provided 
RBS with the confidence to launch their MHNW proposition. 
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* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process

RBS Insurance: Mid-High Net Worth Packaged Insurance
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Vodafone (Group): Global redesign rollout

The challenge

The Vodafone Group UX team created a new website structure and 
design framework to cater for a variety of local market needs. While 
this framework was successfully tested and embraced by the 
markets, the challenge was ensuring it was implemented correctly 
and in line with the overarching design principles.

The process

The new design framework was broken into key components with 
design owners who were responsible for ensuring the local market 
implementations met the requirements of the global guidelines. 
Market representatives were tasked with tracking progress and 
providing updates to Group UX in line with agreed targets.

The solution

Local market UX teams were engaged to participate in a Vodafone UX 
community call that took place fortnightly during the rollout process. 
This allowed status updates and knowledge sharing between key 
stakeholders to ensure that key learnings were adopted as 
appropriate, increasing the efficiency of the rollout.

Working closely with the local market UX teams we successfully 
rolled out the redesign to 16 of 18 markets in FY10/11



Stefan Dyke, January 2019 14

* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process

Vodafone (Group): Global redesign rollout
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Provident Financial: Satsuma Loans

The challenge

Provident Financial Services were interested in extending their 
existing short term loan proposition to build a new solution while 
maintaining ties with their long history of lending. Not only that but 
they had set aggressive timelines to enter the market in the lead up to 
Christmas 2013 and required a responsive solution.

The process

Due to the time constraints the primary focus for the delivery of the 
new website was to utilise established best practise design principles 
to deliver a website to meet the client deadline. In addition we 
needed to integrate with an established application process to 
minimise IT development timescales and cost.

The solution

We utilised an existing responsive design framework and simplified 
approach to page layouts, along with making some minor changes to 
the application process. This allowed us to deliver a high quality 
baseline solution for launch with a roadmap of technical and 
experience enhancements delivered once live.

In six weeks we successfully delivered user journeys, wireframe 
prototypes, design concepts and a build pack for site launch.
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Provident Financial: Satsuma Loans

* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process
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Nationwide Building Society: Public Website Redesign

The challenge

Nationwide Building Society had decided to migrate their existing 
websites to a new technical platform due to their CMS reaching end of 
life status. As such they decided to undergo a full website redesign in 
order to meet the evolving needs of their existing customers as well 
as attract new business to their brand.

The process

We worked closely with an internal project team to define core 
business and user requirements and establish design principles that 
would underpin the overall redesign. Adopting a responsive design 
approach from the start and being mindful of touch device 
proliferation ensured a future proofed design approach.

The solution

We restructured the site to map more closely to the customer 
lifecycle and deliver content to visitors earlier in their product 
research and purchase journeys. Adopting a component based design 
approach provided Nationwide with a toolkit by which to migrate 
their existing content into the structure for launch.

The new website launched in March 2014, leading to an increased 
98.6% customer satisfaction score.



* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process
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Nationwide Building Society: Public Website Redesign
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Nationwide Building Society: Next Generation Banking App

The challenge

Nationwide Building Society launched one of the first mobile banking 
apps in the United Kingdom, however in 2014 it was clear it had 
reached the point where the existing architecture and customer 
experience could no longer grow to support additional functionality, 
so the Next Generation Banking App programme was born.

The process

Acting as the spearhead for the delivery process the UX/UI team 
focused on delivering an exceptional customer experience by 
ruthlessly challenging the status quo of existing Internet Banking 
processes, simplifying the user interface and utilising extensive 
customer research to inform and validate design decisions.

The solution

We focused on matching the experience to customer’s mental models 
for managing their money and ensuring that common, contextual 
account based tasks could be completed quickly and easily. We 
ensured that common mobile navigation and interaction patterns 
were utilised to deliver an experience that was easy to adapt to.

Phase 1 of the new digital banking app launched in July 2016 and has recently been 
rated #1 in Usability & #3 Overall (against its peers) by Forrester Group.



* Please note I did not produce this design, however it is included to illustrate the outputs of a collaborative design process
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Nationwide Building Society: Next Generation Banking App


