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Executive Summary 

HSBC’s global strategy entails improving intra-group linkages by joining up the Group's 
businesses and functions to more effectively create additional value: 
 

 The HSBC brand and global networks will be leveraged to reach new customers and 
offer more services to existing ones.  

 Efficiency will be enhanced by taking full advantage of local, regional and global 
economies of scale.  

 
The 2008 Mission for HSBC’s User Centered Design (UCD) team supports this strategic 
imperative, and is executed by all regional teams within the UCD organization. 
 
This strategic document provides: 
 

 An overview of UCD 
 Services offered by UCD 
 Information on how to engage with UCD  
 Information on the team organizational structure 
 Shared global UCD goals 
 Information on regional teams and team members  
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What is User-Centered Design? 

User centered design (UCD) is a philosophy and a process. First UCD is a philosophy that places 
the customer at the center of the design process. Second UCD is a process that focuses on 
cognitive factors (perception, memory, learning, and problem-solving) as they come into play 
during a user’s interactions with products and applications.  

UCD seeks answers to questions about users, their tasks, and their goals, and then uses these 
findings to drive design and development.  

Typical questions UCD seeks to answer are: 

1. Who are the users of this application?  
2. What are the users’ tasks and goals?  
3. What information might the users need and in what form do they need it?  
4. How do users think this application should work in order to increase efficiency?  

The HSBC Global UCD team aims to understand HSBC customers in order to:  

 Increase conversion rates 
o The best measure of a site's effectiveness is the site's "conversion rate". This 

metric refers to a site's ability to "convert" visitors to buyers. 
 

 Build a better brand 
o 10% of Fortune 1000 sites should be torn down because their usability is so poor 

they are hurting the company's brand (Forrester Research, 1998). Bad usability 
causes a bad user experience. A bad user experience influences the experience 
of the brand. 
 

 Reduce costs for development and maintenance 
o 80% of all software lifecycle costs occur during the maintenance phase (Mayhew 

& Bias, 1994). Most maintenance costs are associated with "unmet or 
unforeseen" user requirements and other usability problems (Pressman, 1992).  
 

 Improved productivity 
o Poor usability on corporate intranets can lead to poor employee productivity; 

investments in making intranets easier to use can pay off by a factor of 10 or 
more, especially at large companies (CIO Business Web Magazine, 1999). 
 

 Reduce costs for training and overall product support 
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UCD Services 

UCD provides three core services:  

1. User and Customer Research 
2. User Interface (UI) Design 
3. Content Development     

Each core service has individual services to meet all business and product needs.      

 

The research team continues to focus on bringing end user & 
consumer feedback into the business through many methods 
and services: 

 Competitive Analysis 
 Focus Groups    
 Ethnographic Studies   
 Usability Testing 
 Surveys 
 Field Studies 
 Personas    
 Heuristic Reviews 
 Card Sorting 
 Remote & Lab Based Testing 
 Eye Tracking 

 

The User Interface Design team continues to deliver innovative 
design solutions through: 

 Design Analysis 
 Site Maps    
 Information Architecture   
 Visual Branding     

  
 High and Low Fidelity Prototypes 

 

 

The Content Development team is committed to looking at 
copy writing from the customer’s point of view. Engaging 
customers with meaningful content by: 

 Writing copy 
 Repurposing content 
 Rewriting and editing 
 Site Optimization 
 Teamsite Integration 
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Project Engagement 

UCD services can be engaged simply by contacting any local or global UCD team member. 
 
The UCD engagement model is flexible. A business customer can choose to incorporate one, 
two, or three UCD services at any point in the product development lifecycle.  
 
The earlier UCD services are incorporated into the development lifecycle, the greater the benefit. 
However, adding UCD to any part of the lifecycle will increase overall customer satisfaction and 
product efficiency.   
 
UCD is a centralized resource to everyone in HSBC. Every attempt is made to resource projects 
locally; however, if local resources are tight, then global resources can be leveraged to meet local 
completion dates. Business will always work with the local UCD representative.  
 
A global project review board has been established to monitor incoming requests and to ensure 
global collaboration is occurring on similar initiatives taking place in multiple regions. 
 
When resourcing and scheduling projects, UCD considers:    

 Number of services required 
 Time to complete the project 
 Skill sets required (not all regions have all UCD skill sets) 
 Flagship status or project priority for the region 
 UCD engagement effort 
 Funding 

 
UCD Project review cycle 
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UCD Customers 

The Global UCD organization supports a range of customers across lines of Business and 
Entities worldwide. For this reason the team has existing relationships with HSBC’s key 
businesses: 
 

 Global Banking and Markets 
 Private Banking 
 Commercial Banking 
 Personal Financial Services 
 Group Insurance 
 Group Architecture and IT 
 All One HSBC Retail Distribution teams 
 Group HR 

 
Across these businesses UCD seeks to actively support strategic directions, including continued 
focus on global growth, intra-Group referrals and collaboration, and supporting the “right to win” in 
key markets through the delivery of superlative customer experience. 
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Organizational Overview 

UCD is a globally distributed team closely associated through a centralized and consistent 
methodology, engagement model, and spirit of collaboration.  The team currently operates out of 
the following regions.  
 

 
The Management structure of the UCD team is globally distributed but tightly integrated. Decision 
making is centralized with regard to strategy and engagement model, while regional relationships 
and execution are owned by each respective Manager. 
 
(Names and contact info removed, Blue Note, 12/12) 
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UCD Team Goals 2008/2009 

UCD practitioners are committed to place considerable focus on the goals required to achieve our 
strategic plans. These goals are structured at both the Divisional and Departmental levels. 
 
1. Improve development efficiencies and reduce diversity of software development. 

Measurable Actions Target Completion Date 

Using end user research, industry trends and best 
practices we will identify redundancies that exist in current 
systems and business processes and help businesses and 
technologies by reducing redundancies by 10%. 

Q4 08 

Proactive research will reduce the UCD UI design lifecycle 
by 10% hence decreasing the development cycle and time. 

Q4 08 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 

Mid-Year Results 

 

Year End Results 
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2. Impact ROI through improved customer experience 

 

Measurable Actions Target Completion Date 

Through customer research and application interface 
design we will reduce end user errors and/or task time by 
15% in One HSBC releases over time demonstrated 
through usability testing. 

Q4 08 

Increase conversation rates of the account opening 
process by 5%. Decrease time on task for the account 
opening processes by 5%.  These will be demonstrated 
through usability testing. 

Q4 08 

Increase customer satisfaction by 10% on at least 3 
research and design projects completed by UCD, 
demonstrated though customer stat surveys and research. 

Q4 08 

Team members assigned:  (Names and contact info removed, Blue Note, 12/12) 

Mid-Year Results 

 

Year End Results 
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3. Proactively change the bank to be more competitive with peers and lead the banking 
industry in solution creativity.  

 

Measurable Actions Target Completion Date 

25% of UCD recommendations from best practices and 
competitive analysis are implemented or planned to be 
implemented by business or technology teams. 

Q4 08 

Create 3 "experience proofs of concepts" to demonstrated 
the business and technology teams how to improve their 
creative and competitive consumer standing in a proactive 
manner. 

Q4 08 

Create a customer experience marketing campaign to 
educate HSBC employees on the frustrations and 
successes of HSBC products, roll out to at least 5 HSBC 
sites 

Q4 08 

Team members assigned:  (Names and contact info removed, Blue Note, 12/12) 

Mid-Year Results 

 

Year End Results 
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4. Proactive Projects 
 

Define a proposal for a user research or design project that you would like to proactively work 
on.  This doesn’t have to be a project that the business or technology teams are requesting 
but rather an area of focus you believe the bank would benefit from. 

 

Measurable Actions Target Completion Date 

The proposals for each proactive project will be completed 
the first week of each quarter. 

Q2 08 through Q4 08 

The presentations for each proposal will be delivered the 
second week of each quarter. 

Q2 08 through Q4 08 

The project that is selected is to end be completed by the 
end of that quarter. 

End of Q2, Q3 and Q4 08 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 
 

Mid-Year Results 

 

Year End Results 
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5. Multi-channel Expertise 
Create documentation around specific channels in order to become proactively proficient and 
knowledgeable.  For specific channels you will create documentations; best practices and 
user personas that can be leveraged by the global UCD team, business teams, technology 
team, etc. 

Measurable Actions Target Completion Date 

Develop, and post, the following for each channel 
1. Best practice document  
2. User Personas.   
3. A document you feel would best help describe 

overall industry knowledge of that specific channel. 

30 June 2008 

Update each document and post. 19 December 2008 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 
 

Mid-Year Results 

 

Year End Results 
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6. Quality 

A formal Quality Control process with the goal of ensuring that all products and services 
delivered meet or exceed our customer’s requirements and directly impact HSBC’s first 
global pillar “Our customers – service excellence”. 

Measurable Actions Target Completion Date 

Establish and document quality standards by which all user 
research and design deliverables can by measured. 

Q2 08 

Ensuring and enforcing UCD team members are using 
UCD templates and standards across all regions. 

Ongoing 

Create and execute satisfaction surveys around completed 
UCD projects in order engaged on to benchmark quality 
against business partners, technology partners and peers. 

End of Q2, Q3 and Q4 08 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 
 

Mid-Year Results 

 

Year End Results 
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7. Evangelization 

Create a well defined approach to delivering standard UCD presentations and consulting 
among the members of the UCD team. Each region should be provided a specific 
evangelization toolkit in order to educate their specific region.  Additionally UCD 
evangelization events and presentations should be planned for each region. 

Measurable Actions Target Completion Date 

Develop and roll out, a UCD Evangelization Toolkit that 
can be used consistently in every region.  This toolkit will 
also help explain to each region how and when to execute 
presentations. 

Q2 08 

Events, presentation, road shows planned for each region 
to communicate a consistent UCD message. 

Q2 08 through Q4 08 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 
 

Mid-Year Results 

 

Year End Results 
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8. Regional Flagships 

Identify what the 2008 flagship projects are for your region.  Align UCD to the appropriate 
regional flagship projects and create a strategy/proposal for engaging with that team. 

Measurable Actions Target Completion Date 

A UCD proposal is created and delivered for each of the 
targeted flagships. 

30 June 2008 

The UCD team executes against submitted and approved 
proposals. 

19 December 2008 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 
 

Mid-Year Results 

 

Year End Results 
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9. Process Improvement / Transformation Design 

Have an impact on business process and customer experience through a focused research 
and design project. This project differs from other UCD projects in the sense that it will look to 
understand all touch points of the customer experience, all technology implications and all 
business impacts.  

Measurable Actions Target Completion Date 

Develop a project proposal and present to management. 1st week of each quarter 

Present findings, results and reports to the management team. Last week of each quarter 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 
 

Mid-Year Results 

 

Year End Results 
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10. Creativity and Innovation 

Create a collection and repository of “good ideas”, “creative solutions”, “innovative thoughts”, 
“future direction”, etc.  

Measurable Actions Target Completion Date 

A series of creative ideas (e.g., novel and useful designs, 
methods, process, etc.) to be delivered to UCD management. 

End of each month 

Gain approval for at least one creative idea and follow it 
through to innovation in practice. 

19 December 2008 

Team members assigned: (Names and contact info removed, Blue Note, 12/12) 
 

Mid-Year Results 

 

Year End Results 
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11. Commercialization 

A well defined approach to creating a product set for the UCD team. 
UCD will offer 4 differentiated products and services that are unavailable elsewhere in the 
marketplace. 
 

Measurable Actions Target Completion Date 

Create and Define 6 service and/or product offerings. Q2 08 

Successful roll and education of service and product offerings 
to each regional UCD team. 

Q3 08 

Team members in each region using and leveraging the 
product offerings 

Q4 08 

A quarterly report summarizing the commercialization efforts End of Q2, Q3 and Q4 08 

Team members assigned: James Friel, Louise Allen, Barry Po, Kathy Kroeker, Stephen 
Richardson, Sheila MacKenzie, Terry Kirkwood, Trena Thompson, Cathy Olivieri-Moss, Kim 
Wiessner, Jen Ridge, Liz Holland, Judith Garman, Calvin Hart 

Mid-Year Results 

 

Year End Results 
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Appendix 1: Global Team Contact Information  

(Names and contact info removed, Blue Note, 12/12) 
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Appendix 2: Regional Team Information 

Each regional team within the UCD organization supports the global mission: the regional teams 
directly align with the global UCD goals in order to further support the mandate of one team, 
globally distributed, working in collaboration.   
 

UCD Canada Organization 

Canadian Regional Team 
3555 Gilmore Way, Burnaby, BC 
 
(Names and contact info removed, Blue Note, 12/12) 
 

UCD Canada Customers 

The Canadian UCD team, as a Regional player within the Global UCD organization, supports a 
range of customers across lines of Business and Entities worldwide. For this reason the team has 
existing relationships with HSBC’s four key businesses: 
 

 Global Banking and Markets 
 Private Banking 
 Commercial Banking 
 Personal Financial Services 

 
Across these businesses UCD seeks to actively support strategic directions, including continued 
focus on global growth, intra-Group referrals and collaboration, and supporting the “right to win” in 
key markets through the delivery of superlative customer experience. 
 
The Canadian UCD team also has specific customer focus within: 
 

 HBCA Direct Channels 
 HBCA Lines of Business including PFS, CMB, Marketing and Private Bank 
 Software House communities of practice, including close partnership with Banking, Cards 

and Distribution teams (Core Banking, HSBCnet Development, 2G Development, Staff 
Channel Development, Solutions Architecture, Business Consulting and Product 
Management) 

 All One HSBC Retail Distribution teams 
 Group Architecture 
 Group Insurance 
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UCD Canada Regional Flagships 

In 2008 UCD Canada has committed involvement to a number of regional flagship projects 
including: 
 

 One HSBC Retail Distribution 1.1 
 One HSBC Retail Distribution 1.2 
 One HSBC Mobile 
 One HSBC Sales Performer 
 Group Insurance Servicing 
 HBCA PIB Redesign 
 Global Premier 

 

UCD Canada Expansion Plans 

The Canadian UCD team is currently located in Burnaby, B.C. and collocated with the Software 
House Banking, Cards and Distribution teams. The team currently has 14FTE in the following 
distribution: 
 

 Managers (3) 
 Program Management (1) 
 UI Design (6) 
 User Research (4) 

 
Immediate plans for the team will be to fill one remaining FTE in Q2 08. Given current levels of 
demand for global projects, there is anticipated need for 2 additional FTE within the User 
Research function this year. The team has no plans to open locations in other Canadian cities at 
this time. 
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UCD US Organization 

US Regional Team 
eHouse, 200 W Adams, Suite 14, Chicago IL 
 
(Names and contact info removed, Blue Note, 12/12) 
 
 

UCD US Customers 

The US UCD team, as a Regional player within the Global UCD organization, supports a range of 
customers across lines of Business and Entities worldwide. For this reason the team has existing 
relationships with HSBC’s four key businesses: 
 

 Global Banking and Markets 
 Private Banking 
 Commercial Banking 
 Personal Financial Services 

 
Across these businesses UCD seeks to actively support strategic directions, including continued 
focus on global growth, intra-Group referrals and collaboration, and supporting the “right to win” in 
key markets through the delivery of superlative customer experience. 
 
The US UCD team also has specific customer focus within: 
 

 HNAH Lines of Business including PFS, CMB, CML, CCS, Auto Finance, North American 
Marketing 

 Software House communities of practice, including close partnership with Banking, Cards 
and Distribution teams (Core Banking, HSBCnet Development, 2G Development, Staff 
Channel Development, Solutions Architecture, Business Consulting and Product 
Management) 

 All One HSBC Retail Distribution teams 
 Group Architecture 
 Group Insurance 
 Group HR 

 

UCD US Regional Flagships 

In 2008 UCD US has committed involvement to a number of regional flagship projects including: 
 

 One HSBC Retail Distribution 1.1 
 One HSBC Retail Distribution 1.2 
 One HSBC Mobile 
 Group Insurance Servicing 
 Global Premier 
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UCD US Expansion Plans 

The US UCD team is currently located in Chicago, IL and collocated with the US eBusiness and 
One HSBC Retail Distribution teams. The team currently has 17FTE in the following distribution: 
 

 Managers (3) 
 Program Management (1) 
 UI Design (6) 
 User Research (6) 
 Content Development (1) 

 
Immediate plans for the team will be to fill one remaining FTE in Q2 08. Given current levels of 
demand for global projects, there is anticipated need for X additional FTE within the User 
Research function this year. 
 
The team will also work to establish a UCD presence within Latin America. The proposed team 
will consist of: 
 

 Managers (1) 
 UI Design (2) 
 User Research (1) 
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UCD UK Organization 

UK Regional Team 
Griffin House, 41 Silver Street Head, 7th Floor, Sheffield, UK 
 
(Names and contact info removed, Blue Note, 12/12) 
 

UCD UK Customers 

The UK UCD team, as a Regional player within the Global UCD organization, supports a range of 
customers across lines of Business and Entities worldwide. For this reason the team has existing 
relationships with HSBC’s four key businesses: 
 

 Global Banking and Markets 
 Private Banking 
 Commercial Banking 
 Personal Financial Services 

 
Across these businesses UCD seeks to actively support strategic directions, including continued 
focus on global growth, intra-Group referrals and collaboration, and supporting the “right to win” in 
key markets through the delivery of superlative customer experience. 
 
The UK UCD team also has specific customer focus within: 
 

 HBEU Lines of Business including PFS, CMB, and the UK Private Bank 
 Software House communities of practice, including close partnership with Banking, Cards 

and Distribution teams (2G Development, Staff Channel Development, Solutions 
Architecture, Business Consulting and Product Management) 

 Group Architecture 
 Group Insurance 

 

UCD UK Regional Flagships 

In 2008 UCD UK has committed involvement to a number of regional flagship projects including: 
 

 x 
 x 

 

UCD UK Expansion Plans 

The UK UCD team is currently located in Sheffield, UK and collocated with the Software House 
Technical Architecture team. The team currently has 3 FTE in the following distribution: 
 

 Managers (1) 
 UI Design (1) 
 User Research (1) 
 Immediate plans for the team will be to fill X remaining FTE in Q2 08.  
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UCD HK Organization 

HK Regional Team 
HSBC Centre Tower 2, 16th Floor, 1 Sham Mong Road, Kowloon, Hong Kong 
 
(Names and contact info removed, Blue Note, 12/12) 
 
 

UCD HK Customers 

The HK UCD team, as a Regional player within the Global UCD organization, supports a range of 
customers across lines of Business and Entities worldwide. For this reason the team has existing 
relationships with HSBC’s four key businesses: 
 

 Global Banking and Markets 
 Private Banking 
 Commercial Banking 
 Personal Financial Services 

 
Across these businesses UCD seeks to actively support strategic directions, including continued 
focus on global growth, intra-Group referrals and collaboration, and supporting the “right to win” in 
key markets through the delivery of superlative customer experience. 
 
The HK UCD team also has specific customer focus within: 
 

 Global Wealth Management 
 Group Insurance Services 
 Retail Investment Services 
 HBAP Lines of Business including PFS and CMB 

 

UCD HK Regional Flagships 

In 2008 UCD HK has committed involvement to a number of regional flagship projects including: 
 

 Global Premier 
 Retail Investment Services 
 Project Modern 

  



 

 

 
27 

 

 

UCD HK Expansion Plans 

The HK UCD team is currently located in Kowloon, HK and collocated with the Software House 
Enterprise Architecture teams. The team currently has 4 FTE in the following distribution: 
 

 Managers (1) 
 UI Design (2) 
 User Research (1) 

 
Immediate plans for the team will be to fill one remaining FTE in Q2 08. Given current levels of 
demand for projects requiring local language skills, there is anticipated need for additional FTE 
within the User Research function this year. 
 
The team will also work to establish a UCD presence within Shanghai, China. The proposed team 
will consist of: 
 

 Managers (1) 
 UI Design (2) 
 User Research (1) 

 


