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Discovery Process 

Discovery occurs once a Business Case has been 
signed off, the project has been planned against the 
overall CCD portfolio and a seed team is available to 
kick it off.

What is the purpose of Discovery? 

The purpose of discovery is to take a Business 
Case and break it down into a backlog of 
initiatives. 
In addition, an approach to the sequencing of 
initiatives and how many teams would be 
required to deliver the initiatives needs to be 
determined. In order to reach the understanding 
of what are the initiatives further UX analysis may 
be required. 

Business Case   
Strategy 

  Discovery
Shaping

Define
Elaboration

   

Design/
Develop     Deliver 

Business case 

Strategy plan is created by Product Owner who 
identified a need and creates a business case 
based on the requirements form the business  
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Doing the right thing right versus doing it right 

The double diamond comes in 4 phases, 

The first doing is doing it right, and the 
second diamond is doing the right thing 

DOING THE RIGHT THING DOING IT RIGHT 
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Discovery  
Workshops 
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Where is Discovery?

Discovery occurs once a business case has been 
signed off, the project has been planned against 
the overall DC portfolio and a seed team is 
available to kick it off.
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How might we? 
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IDEATION FUTURE STATE 
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Where is Discovery?

Discovery occurs once a business case has been 
signed off, the project has been planned against 
the overall DC portfolio and a seed team is 
available to kick it off.

Purpose of project kickoff

An overview of the business case What work (if any) has been done 
to date The experience strategy The backlog of initiatives (including 
priority, dependencies and size) The initiative delivery roadmap The 
project learning canvas 



Experiment, Measure and Learn

Ubank Progress Tracker Canvas 



Customers problems 

Customers often do not understand the 
home loan process and need to be 
guided through it 

Customers are confused by the process and often need 
guidance that the advisor news to provide and this process can 
be time consuming 

ASK: to make it clearer the end to end process, without 
overcomplicating it with to much words 



Customers are being asked by multiple 
parties for documents without 
understanding why 

Customers are being requested for documents from multiple 
parties, brokers and UBank.

ASK: Streamline upload of document from brokers Ubank staff 
and customers into one portal. 

Customers do not understand which 
specific documents to provide or provide 
incorrect ones.  

Customers are not supplying the correct documentation, or 
additional documents that are needed 

ASK: Help customers to identify which documents are correct, in 
date etc,  providing tips, such as payslips in date

● Provide guidance for certain documentation 
● Proof of other identification; such as maiden names or 
● Document within an acceptable date range 
● Help customers keep track of documents that are sent 

Identify the common customer needs 

Customers needs 

Customers often do not understand the 
home loan process and need to be 
guided through it 

Customers are confused by the process and often need 
guidance that the advisor news to provide and this process can 
be time consuming 

ASK: to make it clearer the end to end process, without 
overcomplicating it with too much words 



Problems for operations and Ubank 

Internal problems 

For Ubank 

Reporting is cumbersome and can be inaccurate. 

● Time to settlement - 66 days due to manual 
process and coordination between multiple 
parties (Ubank, Advantage (broker services ) , and 
MSA internal service providers team  

● Steep learning curve for new staff due to 
complicated use of multiple systems 

For Operations 
Advantage (broker services ), and MSA, Galilee internal service providers team

Origination and fulfillment 

● Heavy reliance on email throughout service chain from initiationof 
loan through to instruction: 

● When a file is instructed to MSA majority of files come through 
without supporting documents (even though these have been sent 
by Advantage) This causes double handling on majority of files as 
well as back and forth between advantage and MSA

● No B2B link with supplier (MSA and Gailee) instructions from credit 
into MSA are sent and received manually (utilising XML.) 

● Instruction quality to MSA variable given reliance on manual 
processing, and no integration 

● Limited validation controls to ensure data accuracy from customer 
through UBank and Advantage 

● Pricing templates and management of pipelines is cumbersome 
and requires additional manual effort when rates are charged. 



Customers problems 

Tracking the progress is unclear and and 
progress tracker bar is inaccurate 

It is not clear what to do at each step or what is outstanding 
to do at every stage of the journey 

ASK: Help customers self service: to keep track of the 
progress of their home loan application and answer 
questions: 

● What is the progress, how can customers keep track 
● Follow up emails to remind customers required 
● What do I need to do right now 
● What have I missed 
● Help people on joint applications to remind each other 
● Help answer customer questions by way of self service.  
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Interactive design - small 
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Research plan and 
Methodology  
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Introduction 

About this document 

This document is a visual prompter 
for contextual inquiries that will be 
conducted by The White Agency on 
behalf of Commbank 

The intended audience of this 
document is the White Agency 
project team and stakeholders 

Arrival and setup
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About you











User testing brief 
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Uplift improvements 
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Improvements to interface Hi fidelity 
Guidance for this process and the 
reason why its important 

Next steps each week with a different 
step, keep the customer informed, 
lead/guide through effective 
communication 



Task flow
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Mid-fidelity Hi fidelity 

Error states for customer if 
they have not provided 
correct documentation 

Confirmation to complete 
requirements before sending 

Guidance for customer and 
tick checklist to ensure they 
have done it correctly 
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Mid-fideltity 
Condensed version to fit into a modal 
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Uplift Hi fidelity Guidance for customer and tick 
checklist to ensure they have done it 
correctly 



Lo-medium fidelity wireframes 
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Schematic / lo-fidelity Hi fidelity 



High fidelity designs - alternative navigation 

CCD Activities

033

Hi fidelityMid fidelity



High fidelity designs - alternative navigation 
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BEFORE Difficult to understand the process 
and what's expected of the 
customer

AFTER Step by step process and more 
meaningful help/ communication to 
the customer 
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High fidelity designs - Current design to future state 
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Current design Future state - Sketches



002

Mapping the path 
Service Design 



Ubank home loan service blueprint 
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APPLYING FOR A HOME LOAN 

Lifework - Application portal that works in conjunction 
with Podium for those with itt and feeds into the 
Datacron 
Jetstream - File system 
Datacron - File system 
Holocron  - post settlement 
Stariet - online account access 
EPC   - enterprise Form Capability 

Brand website SYSTEM

VISIBLE ACTIONS 

INVISIBLE ACTIONS 

CUSTOMER ACTIONS Customer lands on brand 
website from a referral 
site, search or promotion

Customer needs general product 
information obtained  from  the 
website 

Website displays the relevant 
information and related 

Track users journey to 
help optimise the site 

Analytics to track 
referrers to measure 
effectiveness of 
campaigns

Ubank brand website 

Website options to evaluate 
products and narrow down a 
product 

Brand website 

Customer completes the online 
application form, type of loan required, 
property information, income details 
and purpose of the loan 

Display the application forms 
pages ended to end 

Track users journey to 
help optimise the site 

Email and link to 
application  

Customer review the information in the 
application form and submits the form 
online 

Display a confirmation message 
and walk the customer through 
next steps 

Auto send an email to 
the customer 

Capture customer 
information  

Display a summary of 
information  

Success screen with 
help copy 

CUSTOMER ENTERS 
WEBSITE

RESEARCHING 
INFORMATION 

RESEARCHING 
INFORMATION 

REVIEWING
INFORMATION 

CONFIRMATION



Personas - User needs 
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What is a persona

Discovery occurs once a business case has been 
signed off, the project has been planned against 
the overall DC portfolio and a seed team is 
available to kick it off.
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The End
Thank-you


