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Mastercard CX & Design



No layoffs in 2020



We need to get better at making bets



A shift in focus: 
established products to new opportunities

now 5 years from now

NEW 
PRODUCTS

LEGACY 
PRODUCTS

NEW 
PRODUCTS

LEGACY 
PRODUCTS



You can’t have the outcomes 
without doing the work.
The work is culture change.



How do we create 
the conditions  
for Design to thrive?

BUILD CULTURE

DEVELOP OUR PEOPLE

CULTIVATE ALLIES

ALIGN INCENTIVES



“We are complete 
strangers that use 
the same typeface”

54% felt moderately well set up for 
success 

35% felt a weak sense of connection, 
at most 

“I know very few designers outside of 
my direct team” 

“I have very little opportunity or time to 
interact with other designers or 
improve my craft during work hours” 

“We need organizational support to 
help us convince our product partners 
to embrace UX/CX”

“It makes me feel proud to be at a 
company where design has so much 
impact on global users” 

“It means being part of the team 
leading the charge in the  
consumer/customer-first culture shift 
at Mastercard”

2019 SURVEY*

*By Tim Schmidt & Sam Jones



“We are complete 
strangers that use 
the same typeface”

54% felt moderately well set up for 
success 

35% felt a weak sense of connection, 
at most 

“I know very few designers outside of 
my direct team” 

“I have very little opportunity or time to 
interact with other designers or 
improve my craft during work hours” 

“We need organizational support to 
help us convince our product partners 
to embrace UX/CX”

“It makes me feel proud to be at a 
company where design has so much 
impact on global users” 

“It means being part of the team 
leading the charge in the  
consumer/customer-first culture shift 
at Mastercard”

2019 SURVEY*

*By Tim Schmidt & Sam Jones



CX&Design 
GUILD



CX&Design 
GUILD

3 years old 
182 members 
6 locations  
6 job families 
30 groups 
6 business units 
320 friends of the guild



3 years old 
182 members 
6 locations  
6 job families 
30 groups 
6 business units 
320 friends of the guild

Locations 
Dublin 
New York 
Missouri 
Singapore 
Sydney 
remote



Job Families 
Content Design 
Design Operations 
Experience Research 
Experience Strategy 
Product Experience Design 
Visual Design 

3 years old 
182 members 
6 locations  
6 job families 
30 groups 
6 business units 
320 friends of the guild

Locations 
Dublin 
New York 
Missouri 
Singapore 
Sydney 
remote



Locations 
Dublin 
New York 
Missouri 
Singapore 
Sydney 
remote
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and more
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What’s a skills inventory?



What’s a skills inventory?
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catalogs our experiences
our strengths & weaknesses

What’s a skills inventory?

informs a learning plan



SKILLS INVENTORY 
Sample question

I have facilitated groups of people 
through the journey mapping 
process to obtain a comprehensive 
picture of the end-to-end journeys 
and identify major opportunities for 
differentiation. 

•I haven’t done this yet 
•I have done this rarely 
•I have done this occasionally 
•I have done or do this regularly 
•I have led teams on this, or set this 
up from scratch
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CAREER FRAMEWORK 
1:1 relationship between 
framework & inventory 
questions

Skill: Customer Journey 
Management 
Level: Advanced 
Leverages both research 
findings and cross-functional 
workshop collaboration to 
methodically identify critical 
moments and opportunities 
across end-to-end journeys 
that will better address 
customer needs ands 
differentiate the experience 
from imperators.  
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CAREER FRAMEWORK 
1:1 relationship between 
framework & inventory 
questions

LEARNING PLAN 
Directly connected to 
canonical descriptions  
of roles & levels



* Entire job family, includes 3 skills

Skills we need 
to build 
Experience Research* 
Prototyping to Learn 
Customer Journey Management 
Cross-functional collaboration

100% want to learn 
something new 
76% have experience 
with 2.5 additional 
competencies, across 
all levels 

89%
COMPLETION 

RATE









Make scores actionable with context



Don’t rely on secondary competencies

-92%



Centralized teams 
in business units 
Scores are up to 15% higher 
than average, across all skills

Decentralized 
networks 

Tiny teams 

10-50 4-15
1-3

Org models appear to influence which skills 
are developed

Skill scores 12% higher than 
average for key skills that foster 
early stage solutions, lack 
diversity of roles

All skill scores are 6-10% lower 
than average
*Scores indicate reduced 
career growth and limited 
business impact in this model



©
20

18
 M

as
te

rc
ar

d.
 P

ro
pr

ie
ta

ry
 a

nd
 C

on
fi

de
nt

ia
l

1P&I 2019 BUDGET PLANNING

©
20

18
 M

as
te

rc
ar

d.
 P

ro
pr

ie
ta

ry
 a

nd
 C

on
fi

de
nt

ia
l

1P&I 2019 BUDGET PLANNING



Invited to 
influence the org 
more broadly
•Training the Product Guild 
•Guild hiring standards 
•Staffing guidelines 
•Product development framework 
refresh



shift the 
incentives



Thank you
Jess Greco 

@grecasaurus


