
With the launch of a new client portal,

a north Texas financial coaching firm, saw an opportunity to 

radically simplify the onboarding experience for Gen Z and 
Millenials, a rapidly growing demographic. They needed to 

understand the existing landscape, identify users’ pain 
points and create a digital service to address those needs.

Our design team delved into the end-to-
end onboarding experience. Through 
competitive research, observation and 
interviews, we learned what users expect 
from financial coaching firms, which tools 
they use and how current services 
compare to digital onboarding standards 
industry-wide. The team distilled three 
main insights:

Discovery

�� Due to Advisors’ lack trust and 
confidence in functionality and reliability, 
the current onboarding system has zero 
adoption�

�� 40-60% of prospects’ information is left 
incomplete�

�� Prospects feel disengaged, 
overwhelmed and doubt the company.

Through a brainstorm of sketches, heuristic 
analyses and an information architecture 
rework, we focused on a simple and quick 
way to onboard, all within a mobile-first 
framework that allowed for ease of scalability. 

Ideation

We collaborated in a series of workshops to 
design convenient, self-service application. 
With clear, conversational language and a 
short-form composition, we created a 
personalized and streamlined experience 
with a do-it-for-me approach.

Prototyping

The team conducted two rounds of 
usability testing with Advisors, office staff 
and clients. Time on task, and user 
(thoughts and sentiments) feedback and 
observational analyses helped inform, and 
add value for, each design iteration.

Testing

Value-added 
attributes

Personalized


Convenient


Do-it-for-me


Streamlined

‘Having this link directly to our database will be phenomenal, 
cause I can’t tell you how long it takes me to manually put all of 
that information in. I shouldn’t be doing all of that data entry, 
especially because there’s technology out there, like this, that can 
do this. I just find it exciting.’

Financial Advisor

‘It looks great. It’s really great to be able to complete on your 
phone. Seems to flow really nicely and is a good start.’

Current Client

For next steps, we’ll continue testing, observing and 
iterating with target market prospects and Advisors. Upon 
acheiving the Minimum Viable Experience (MVE), designs 

will be developed, run through quality assurance (QA), User 
Acceptance Testing (UAT) and launched into production.



Specific key performace indicators (KPI): CES, NPS, CSAT,  
post-log in surveys and Google analytics will be monitored 

to ensure we continue to drive value.
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Intro Additional Financial Information Finish/Next stepsKYC/Profile

initiate

�� Clicks the link (in the 
eamail from the 
Advisor) to start the 
process.

2. Learns about the  

    three-step process. 

3. Inputs personal and 

    contact information.



4. Uploads additional 

     financial info, docs & 

     statements.

5. Receives success 

    message and next 

    steps.

“Is this a spam 
email? I’m 
afraid to click 
on it.”

“I thought I 
already gave the 

Advisor this 
information.”

“I guess that’s it.”“I like that it tells 
me what to 

expect.”

discover input confirm

expectations

opportunities

dave davis (prospect)
Scenario: Dave needs to onboard for his upcoming 
financial coaching meeting. He wants a fast and easy 
process that can be done on his smartphone.

� Mobile-friendly proces�
� Pre-populate already provided informatio�
� Ability to easily upload financial documents

� Build trust & confidence with engaging, personable cop�
� Pre-populate already acquired dat�
� Provide real-time error notices

� Request one or two pieces of information at a tim�
� Provide a timeline with next steps and clear, concise 

language

initiate

�� Sends a welcome 
email with a link to 
begin the 
onboarding process.

2. Waits for the prospect 

    to complete the 

    onboarding process.

3. Reviews the prospect’s 

    information



4. Reaches out to the 

    prospect multiple times 

    for missing information

5. Ensures necessary 

    information is 

    available for the 

    financial goals meeting

6. Schedules a meeting 

    with the prospect

“I hope they get the 
email and click on 
the link.”

“I wish they could tell 
us when are good 

times to meet.”

“It’s frustrating we spend 
so much time chasing 

down information.”

“I’m glad we got some 
information; we’ll get the 
rest during the meeting.”

“I never know if they’ve 
started and where they 

are in the process.”

input review confirm schedule

expectations

opportunities

ace advisor
Scenario: The Advisor wants to prepare for the 
financial goals meeting. She needs the prospect to 
provide personal and financial information.

� Will have all of the prospect’s informatio�
� Prospect’s confidence & trust will gro�
� Fully prepared for the next meeting

� Automate email communication�
� Design emails with engaging, personable copy and 

obvious Call-to-Action (CTA)

� Provide real-time status updates (with Advisor-personalized guardrails �
� Enable prospects to suggest preferable date/times (for the next meeting


