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AGENDA

1. The project (and the mess we didn’t know we were getting into)

2. Plays that worked

3. Plays that didn’t work

4. Plays we wish we ran



PHOTO CREDIT: 
MANUFACTURERS LIFE 
INSURANCE COMPANY



WHO WE ARE
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THE
PROJECT
(AND THE MESS WE DIDN’T KNOW 
WE WERE GETTING INTO)



THE PROJECT BRIEF
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INITIAL CONSTRAINTS
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“BUT IT’S JUST A LOGIN!…
WHY IS IT SO HARD?”



DEFINING THE REAL PROBLEM
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Cultural team alignment

DEFINING THE REAL PROBLEM
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Time to throw everything at the wall
and see what sticks
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PLAYS
THAT
WORKED
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CREATED AN EXPERIENCE VISION



Sign in from any Manulife 
website or mobile app with a 
single set of credentials. 

Navigate to and between any 
Manulife product like Group, 
Bank, Investments, and more.

Self-serve management of 
your Manulife profile, as used 
in all touch points.

EXPERIENCE VISION



Starting from a product’s 
home page, a customer 
clicks sign in.

They are redirected to the 
Manulife Profile sign in 
page.

From a simple drop down, 
they can navigate to any one 
of their other products. 

Upon signing redirected 
to that product’s 
homepage. 

One username across all of Manulife.
Trust, simplified.

Sign up for your Manulife profile

Sign in

https://client.manulifebank.com/MBCClientUI/

Create a profile

www.manulife.ca/signin

Sign in to your Manulife profile

Username

Password

Forgot Password?
Forgot Username
Create a profile

Sign in

https://manulife.ca/bank/brian_1234

Brian v

https://manulife.ca/bank/brian_1234

Brian v

BANK

INVESTMENTS

GROUP
  Benefits
  Retirement

EXPERIENCE VISION



Consistency 
over business 
unit efficiency

Make it personal Follow 
fundamentals

Keep it simple

Realized through a single set of design principles for the end to end experience.

TEAM ALIGNMENT

A
CB



FORMED A CORE TASK FORCE
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EMPOWERED THE TEAM
TO MAKE DECISIONS
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LEVERAGED ADDITIONAL
SUPPORT AS NEEDED
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DESIGN ITERATIONS THROUGH
RAPID TESTING
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PLAYS
THAT
DIDN’T WORK



WORKING DIRECTLY WITH
AN AD HOC DESIGN TEAM
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Do not underestimate
team trust and roadmap alignment

WORKING DIRECTLY WITH
AN AD HOC DESIGN TEAM
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CENTRALIZED CONTENT
MANAGEMENT
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Single point of failures always
come to fruition. 

CENTRALIZED CONTENT
MANAGEMENT
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PLAYS
WE
WISH WE RAN
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TOP 3 WISHES



1. It’s never too late for a kick off.  

TOP 3 WISHES
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1. It’s never too late for a kick off.  

2. A service blueprint is an alignment tool.
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1. It’s never too late for a kick off.  

2. A service blueprint is an alignment tool.

3. A more collaborative dev + design       
process, sooner. 

TOP 3 WISHES
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