
Concierge Starter 
Templates

Case Study

Streamlined content templates for pilot credit card and 
consumer banking use cases.



My contributions

Squad Structure: Solo designer & design researcher

Activity Highlights: ● Stakeholder interview
● User interview
● Interaction & visual design
● Usability testing
● Design specs handoff
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What is Flybits? 
What is Flybits Concierge?
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An end-to-end digital 
experience platform, designed 
to help FI’s deliver predictive 
micro-personalized customer 
experiences.

The Flybits 
platform



Flybits Concierge

● To financial services - a white-label, 
turnkey integration for iOS/Android that 
enables financial institutions to embed a 
personalized recommendation feed 
within their mobile app. 

● To consumers - a content feed that 
dynamically shows insights, 
recommendations, and advice, 
personalized to each banking customer.



WHY
Where we started: the original 
task
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The task

For Flybits Consumer Experience squad, we’re experiencing 
inefficiencies supporting the variety and styles of our current 
content offerings.

● Spend unnecessary time discussing and supporting content 
types (e.g. Schedule, Links, etc.) 

● Actively used ‘messaging’ content types can’t satisfy both 
use case requirements and effective user interaction.

How can we support content 
types efficiently? 



Visual design in a nutshell
Design outcomes

Before - 
Some types are not needed for pilot use cases. 
Some types can be considered as components. 

After - 
Component-based content template 

that can be themed.



WHO, WHEN & WHERE 
User discovery
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Understand current conditions
I spent three days interviewing stakeholders and users

What I did:

● Interviewed our 
product consultants 
and sales engineers;

● Held a focus group 
session with 
marketers.

Key observations:

● We currently support 11 
content templates;

● Our customers only need 12 
content types to support their 
initial credit card and 
consumer banking pilot use 
cases.



The motivation for less
A surprising discovery



Jessica Brown
An overwhelmed user

Jessica is an Associate Manager, Digital Marketing at Four Lakes 
Bank. She focuses on execution of marketing campaigns for 
mobile channels. She doesn’t have a lot of time to learn the 
platform, or create and launch individual campaigns.

Goals Pain points
● Jessica want to differentiate 

their digital offerings from 
competitors;

● She wants to be as efficient as 
possible when executing on 
go-to-market strategies. This 
will allow her team to pivot 
based on consumer response as 
soon as possible.

● Too many templates to choose 
from;

● Doesn’t have the confidence or 
time to pick the “right” template 
for a given use case;

● Current template naming 
conventions are also confusing.



… I like having different options, but I don’t have 
the design expertise to decide which one is 
better for our use case. I wish it showed me the 
recommended ones, not all available ones. 

“

Jessica Brown
An overwhelmed user



Map pain points to opportunities

Consolidate the ‘messaging’ 
types of content to a set 
that will satisfy pilot credit 
card/consumer banking use 
cases and effective user 
interaction experience;

Deprecate the content 
types that aren’t 
currently used in 
customer pilots;
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Create a better naming 
convention for the content 
types.
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WHAT
Design ideations & validations
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Some types can be 
considered as 
component/field 
within a card,
i.e. Video, Website, 
Images, etc.

Some types are not 
needed for pilot use 
cases, 
i.e. Schedule, Events, 
Tips & Reminders.



Type 1 Content for Passive Reading Type 2 Content for 
Immediate Action

Type 3 Content with More Info 

From 11 to 3
Iteration #1



Call-to-actions can 
either open a web link 
or another section of 
the app.



Design explorations



Why not just have 1 template?
Iteration #1  User feedback

● Streamlined content templates are sufficient for 
most pilot use cases;

● Content creation: there is an opportunity that we can 
start with one template and allow users to configure 
at component level:
○ Mandatory vs optional fields;
○ Add link or button (up to buttons)
○ Button can open expandable view, web link or another 

section of the app.

● The design team will take care of the style (font, 
line-height, colour, spacing, etc). Most likely, they will 
set up all the styles once and not change it until 
rebranding.



1 starter 
template 
which can be 
configured at 
component 
level.

Iteration #2



1 starter 
template 
which can be 
configured at 
component 
level.

Iteration #2



Client-side 
developers can 
customize the look 
and feel of 
Concierge through 
a JSON 
configuration file 
(iOS) or XML 
Configuration file 
(Android).

Iteration #2



HOW
Metrics to measure success
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Success by the numbers

2
Existing enterprise 
customers adopted starter 
template after product 
launch

100%
Of new prospects used 
starter template for pilot 
use cases

>30%
Flybits CE squad reduced 
time spent in regression 
testings for releases



RETROSPECTIVES
What could be better?
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What could be better?

Research:

Design research and 
explorations on best 
content delivery format that 
consumers would prefer;

Design:

Component-based 
content creation process;
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Documentation:

Key design decision log.
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Thank you!


