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I’m always looking for new ways to 
challenge the status quo; making 
incremental progress or “moving 
the needle” is not good enough…

I want to make a profoundly 
positive impact on the customer’s 
overall experience.

- Lissa Crosby

My North Star



My Approach to UX

Empathize

Understanding who our customer is and 
where they are, as well as what problem 
they need to solve, guides my analysis and 
decision-making process.

Iterate – This is 
never one and 
done.

Define

Brainstorm

Prototype

Test



Facilitative Leadership

Active listening engages 

stakeholders and incorporates 

feedback into design changes, 

with consensus gained at each 

step of the process.

Getting to Yes



Zelle Experience 
Redesign

Project 1



Situation: Zelle page is under-performing

User Experience Redesign

Project 
1

HIGH LEVEL OF  PAGE EXITS HEAVY CALL CENTER 
VOLUME

WRITTEN FEEDBACK 
VERBALIZING FRUSTRATION



Content Strategy Overhaul
Tasks

Uncover reasons why page 
was not performing

Develop content 
recommendations for 
improvement and gain 
consensus

Improve conversions



Content Strategy Overhaul
Tasks

Steps are hidden in these “tabs” 
and people were not 
navigating through them

Need to pull this information 
up and make it more accessible



Competitive Analysis showed missing elements
Tasks

Fuzzy 

Language

Disconnected 

Image
What Do I 

Do?

Page purpose is 
unclear

Voice is formal 
and lacks 
guidance

Single image in 
marquee doesn’t 
resonate
Impersonal, off-
brand, and doesn’t 
excite

There is no CTA! 
What’s my next 
step?

Prominent buttons 
take you off-page



Challenges

Despite being more than a year into the 
rebranding effort, not all teams were on board 
with the changes, and I needed to align 
product teams and Legal/Risk/Compliance

At 75% completion, the WWW Product Owner 
found out that the secure-side team was 
working on a redesign project that was utilizing 
my recommendations for the “sky’s the limit 
option” – and needed us to work that into our 
content design and get approvals

Information hierarchy / SEO changes approved 
late in the game required planning for 50+ 301 
redirects



Page Revamp
Actions

Modern template 
including a large 
lifestyle marquee and 
clear CTAs

Brought voice and 
tone into alignment 
with new brand 
guidelines

Showcased user 
“stories” with 
compelling images

Worked with teams to 
update information 
hierarchy / taxonomy



Applying the New Brand Voice
Actions

Make it easy to understand 
without talking down to the 
customer

Tell a story that resonates with 
customers that is fun and light-
hearted and portrays real-life 
benefits of using Zelle

Friendly and helpful

Supportive and 
transparent



Creating a new page
Actions

Created new “get started” 
page using MVP “show/hides” 
(preferred slider option only developed for 
home page only, and new development 
not in budget/scope)

Brought voice and tone into 
alignment with new, 
conversational and friendly 
brand guidelines

Clear CTAs and page goals



Results
Measuring Success

Conversions

Feedback trend

Service calls 

Page exits



Student Loan Product 
Design

Project 2



Situation: Develop student loan microsite

User Experience Redesign

Project 
1

DELIVER IN-DEPTH, 
UNDERSTANDABLE 

CONTENT

ENGAGE CUSTOMERS WITH 
FRIENDLY LANGUAGE

PROVIDE EASY-TO-USE 
RESEARCH TOOLS



Understanding needs
Tasks

Existing page needs to be 
updated to match new brand 
guidelines

Develop content 
recommendations that 
deliver in-depth information 
while remaining clear and 
easy-to-understand

Be transparent about pros & 
cons: consolidating Federal 
student loans will cause you 
to lose a lot of benefits – it 
may not be a good idea!



Customer feedback and testing showed gaps we need to resolve
Tasks

Clear, Concise 

Language

Discuss Pros and 

Cons

We need a 

Calculator

Speak human -
No legal or 
industry jargon

Be transparent 
without writing 
a wall of words

Consolidation isn’t 
for everyone

Multiple levels of 
information

Show me the 
money – how much 
will I save?

Don’t ask me for 
personal info – I 
barely know you!



Challenges

Needed to create a mobile-first solution that 
was a low-barrier-to-entry for consolidating 
student loans, while still providing enough 
details that our customers could make an 
informed decision 

Despite being more than a year into the 
rebranding effort, not all teams were on 
board with the changes, and we needed to 
align product teams and 
Legal/Risk/Compliance

Product Owner had funding for 1 calculator, 
but testing showed a clear need for two – 
needed to convince stakeholders of need for 
additional funds

Create a clear path to learning tools for 
those who can’t consolidate yet due to 
credit issues (become a trusted partner in 
their journey)



Content Strategy

Designed primary page, detailed 
page, downloads, and a calculator

Liaised with product owner to shift 
voice and tone closer to new brand 
guidelines

Clear CTAs and page goals

Provided detailed information 
without overwhelming the page, by 
strategic use of show/hides

Actions



Applying the New Brand Voice

Educate without 
talking down to the 
customer

Friendly and helpful

Supportive and 
transparent

Actions



Developing a calculator
Actions

Worked with designer and 
developers to create a 
calculator that provides 
estimated rates based on a 
soft credit check

Calculator was designed for 
mobile and includes ability to 
login to your existing account 
to prefill personal information

Radio buttons allow all users 
to click through content 
quickly (backend 
appropriately designed for 
WCAG AA compliance)



Testing is key to consensus

User testing proved my initial 
theory that customers prefer 
“anonymous” testing over a 
soft credit check

Based on user feedback, I was 
able to gained approval to 
create the anonymous version 
by showing how we could 
leverage what we already 
built to lower development 
costs

Results provide a range of 
rates based on self-reported 
credit range

Actions



Creating a “Results” email
Actions

By offering to send the 
customer (or potential cosigner) 
their results by email, we 
strengthen our connection with 
them

Email mimics the information 
found in their online results, so 
they don’t have to reinterpret a 
different layout

Important information is 
provided along with contact info, 
before finally offering a soft CTA… 
allowing this to remain a 
“transactional” email in 
compliance with all CANSPAM 
and CASL regulations



Results
Measuring Success

Consolidation loans are up

MQLs have increased

Email conversions

Customer Service calls

Negative feedback



Student Checking 
Experience Redesign

Project 3



Situation: Underperforming product page

User Experience Redesign

Project 
1

CUSTOMER COMPLAINTS 
ON THE RISE

LACK OF NEW 
ACCOUNT OPENS

HIGH NUMBER OF 
CUSTOMER SERVICE CALLS



Competitive analysis

Uncover reasons why page was 
not performing

Develop content 
recommendations for 
improvement and gain 
consensus

Improve conversions

Tasks



Content 

Hierarchy

Disconnected 

Imagery

Why should 

I?

Layout did not 
resonate with 
customers

Information was 
hard to find / 
poor search

What student wants 
to be reminded of 
tests?

Eye-catching icons 
hidden at the bottom 
of the page

No clear reason to 
choose this account

“Feels like it’s a lot of 
work.” – direct 
customer feedback

Voice of the Customer feedback highlights gaps
Tasks



Challenges

Product owner asked for updates to the CTA to 
“help with a conversion issue”, but after doing 
some research, I wanted to restructure the 
entire page and needed to get them on board 
with the idea

As a maintenance request, I had less than 10 
hours of time allocated andalso needed to gain 
consensus from the primary stakeholder and 
Legal/Risk/Compliance team

I also needed to provide a design mockup 
because there wasn’t a designer available, and I 
needed to modify the entire page layout



Page redesign strategy
Actions

Redesigned with modern 
template including a large 
lifestyle marquee

Brought voice and tone into 
alignment with new brand 
guidelines

Brought key information 
and icons up to the top of 
the page

Clear CTAs and page goals



Directly addressed stated issues
Actions

Clear, transparent, and easy-
to-understand information 

As a nod to the demographic’s 
desire to be good community 
stewards, we included a link to 
donate to the Red Cross with Zelle

Friendly and helpful

“Feels like it’s a lot of work.”



Results
Measuring Success

Conversions are up

Positive feedback

Red Cross donations

Chat inquiries

Negative feedback



THANK YOU



CONTACT ME
LET’S GET IN TOUCH

I specialize in defining content strategy, creating 
and refining business processes, end-to-end 
campaign management, and hands-on writing 
and editing. 

Years of experience as a consultant in a variety of 
verticals enables me to jump into projects at any 
step of the process and begin contributing 
immediately. 

LISSA 
CROSBY

Currently, Charlotte, NC
Open to relocation in select 
areas or permanently  
remote positions.

980-312-1712 MsCrosby@gmail.com

What can we build together?
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