


T H E  F U L L  S T O R Y

2 phases. 1 complete product ecosystem.

PHASE 1 / /   BUILT THE WEBSITE

01 Content strategy

Word doc handover → pain point analysis → user personas

02 Information architecture

IA diagrams + affinity mapping with internal stakeholders

03 Design system
Built Treasury Edge Design System with the team from scratch 
as Kernel wasn't ready

04 Website build
Low-fi → hi-fi → full API portal website direction and UX strategy 
based on compliance & accessibility 

PHASE 2  / /   ADDED THE INTELLIGENCE

05 Eliza UX design
Conversation IA · happy path · failure states · compliance-first 
approach

06 Chatbot UI
Floating Eliza icon entry point on the landing page of site I already 
designed

07 Eliza rebrand
Repositioned from dark theme to white space minimal design 
aesthetic

08 Kernel Design Library contribution
Contributed to Figma components for BNY's new enterprise design 
system
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W H AT  T H E  A P I  T E A M  H A N D E D  OV E R

×  Raw unstructured Word document technical 
content

×  6-step API prerequisite flow (lacked IA)

×  Backend API tutorial text // dense, 
developer-only

×  No hierarchy , no personas, no agile 
process, no design spec

P H A S E  1  / /  C O N T E N T  S T R A T E G Y

Initial Process

W H AT  I  D I D  F I RST

→  Identified 4 core pain points with solutions

→  Defined user personas: PMs, Developers, 
Treasurers, Sales

→  Proposed IA before any wireframe was drawn

→  Made sense of it // before BNY stakeholders 

had a brief (too imp. 😵💫 )



R E A L - T I M E  F I G M A  S N I P P E T S
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IA before wireframes. Always!

// Funds transfer 
page section drill-
down

Affinity mapping on 
boardroom walls 
with stakeholders

Rapid sketching 
(creative 4) with 
selected BNY 
users

3 rounds of IA 
iteration

Leadership 
decision gates 
before wireframes 
began



P H A S E  1  / /  D I S C O V E R Y

Heuristic Analysis. Affinity Mapping. Real insights.

User mental models

Developer 
thinks in 
endpoints 
not use cases

PM wants 
outcomes 
not technical 
steps

Treasury 
needs 
compliance 
proof

Sales needs 
business 
language

Content problems

Word doc has 
no
hierarchy

Prerequisites 
buried
inside tutorials

Diagrams 
exist but 
no brand 
consistency

Business + 
dev content 
mixed on 
same page

Design gaps

Kernel design 
system 
not ready

No 
component 
library
for API docs

Typography 
spec
needed for 
code blocks

Dark theme 
needed
for dev 
audience

IA decisions

Pre- 
requisites as 
global 
component

Use cases 
as 
category 
hub

Stepper for 
step-by-step 
flows

Code editor 
as 
reusable 
pattern

// These sessions directly the decision to build a separate design system…
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P H A S E  1  / /  C O N T E N T  S T R A T E G Y

WIP - Kernel Design System Revamp



Treasury Edge Design System
The team Named. Versioned. Documented this from scratch.

Aa Typeface
Roboto // 6 headline sizes + paragraph scale + Roboto Mono for code

◑ Color tokens
Dark navy base, gradient buttons, lavender sub-headers, status legend (green/amber/red)

⬡ Icon library
Full custom icon set aligned to financial product vocabulary

▤ Components
Cards, tables, steppers, code editor, accordions, sidebars, FABs

📊
Data viz
Line charts, pie charts, maps -  co-contributed to new Kernel system

♿
Accessibility
WCAG AA - spacing variables, contrast ratios, keyboard nav specs

P H A S E  1  / /  D E S I G N  S Y S T E M

WIP - Kernel Design System Revamp



P H A S E  1  / /  T H E  B U I L T  W E B S I T E

From Word Doc to Live Product

01 Use Cases hub with 4 product categories, 
card-based navigation.

02 Payments section can initiate with Swift 
MT103, Pacs.008, and Track a Transfer as 
distinct cards.

03 Foreign Exchange > ’Coming Soon' state. 
Scope decision documented and designed.

04 Event Notifications > webhook 
subscription flows for Funds Transfer and 
ACH.

05 Consistent dark theme, gradient sphere 
hero, BNY Treasury & Payment Services 
nav.
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05 Eliza UX design
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approach

06 Chatbot UI
Floating Eliza icon entry point on the landing page of site I already 
designed
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Repositioned from dark theme to white space minimal design 
aesthetic



T H E  F U L L  S T O R Y

2 phases. 1 complete product ecosystem.

Eliza // BNY's AI Chatbot would live inside the platform I had 
already built.



The FAB Eliza icon
P H A S E  2  / /  E L I Z A  U X



The existing chatbot was a compliance risk.
P H A S E  2  / /  E L I Z A  U X

At a consumer level, this is a 
UX problem.

At a regulated bank, this is a 
Legal Liability.

Every design decision for Eliza 
ran through this filter first.



T H E  F U L L  S T O R Y

The Pain Points

Hallucinations

Unverified + vague answers in a regulated banking context. No source citation. Users acted on wrong information.

Silent failure

Out-of-scope queries returned nothing or generic errors. No fallback path. Users were left stranded.

No chat history

No audit trail > thus the legal and compliance teams were unable to monitor or review conversations.

No recurring session memory

Every conversation started cold. Users repeated context every time they opened the chat.



Agile JIRA approach to every UX problem
P H A S E  2  / /  E L I Z A  U X
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P H A S E  2  / /  C O N V E R S A T I O N  I N F O R M A T I O N  A R C H I T E C T U R E

SO LV E D  FO R …

→ Compliance-first answers
Every response linked a cited BNY source document.

Confidence threshold
No more silent failure > low-confidence intent triggers 3 fallback paths; clarification, escalation or human handoff.

Persistent chat history
The chatbot saves previous conversations so users can continue chats across the portal and ask follow-up 
questions without repeating information.

Failure state use cases
System down, slow response, conflicting sources; all thought about explicitly with team.

→ 

→ 

→ 



Eliza on the platform I built.
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Eliza on the platform I built.
P H A S E  2  / /  H I G H  -  F I D E L I T Y  D E S I G N

Floating entry point
FAB icon on every 
page

Chat overlay
Source-cited 
responses

Feedback states
Star ratings + 
follow-up loop

Error handling
Graceful 3-path 
fallback
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Present Day Eliza on the platform I built.
P H A S E  2  / /  H I G H  -  F I D E L I T Y  D E S I G N

Treasury services API now renamed to 
Global payments and trade APIs

The site I built is now one of Eliza's entry points



I proposed a repositioning. Not a widget. A product.
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I proposed a repositioning. Not a widget. A product.
P H A S E  2  / /  E L I Z A  R E B R A N D

W H AT  C H A N G E D…

→ was: Dark overlay widget
Now: White standalone product page

was: Generic 'AI Assistant'
Now: BNY Eliza; branded identity

was: Only Support tool
Now: ‘Insights Your Way’; analytics positioning on landing

was: Dark navy palette
Clean white, aligned with new Kernel Design System

→ 

→ 

→ 

was: Only Utility Chatbot
Added data visualization + conversation

→ 



What this work was built to deliver.
P H A S E  2  / /  I M P A C T  A N D  R O I  

0 to1
Website built from scratch

Word doc to live product

2x
Design systems contribution

Treasury Edge + Kernel 
contribution

↓60%
Estimated search time

Helped in UX heat 
maps & user testing

100%
Source-cited responses

compliance requirement met

G A P S  B R I D G E D  BY  D E S I G N

Content clarity

Compliance risk

Design system uniformity

B2B & B2C developer self-service



What I’d do differently
R E F L E C T I O N

→ Define KPIs before the first wireframe

Formalise decision gates from day one→ 
→ Track fallback rate, task success, session length & A/B test via Adobe Target.

Personalize experience in session continuity: 'Welcome back, John, resuming from your ACH Wire Transfer query.’→ 
Assess conversation logs with team, flag-for-audit, weekly digest; full backend UX for legal team.→ 



/ /  F I N

Thank You🙂

P R E S E N T E D  B Y  K I N J A L  G A W A S K A R J U N E  3 0 T H  2 0 2 6


