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I’m Jaclyn, a UX Designer with 
experience in user research, UX design, 
and accessibility. 

Previously I was a freelance designer and front-end developer  

during which I designed, wrote content, and developed websites 

for startups and non-profits in the media, arts and lifestyle 

industries. 

My experience as a freelance jack of all trades has been integral 

to how I quickly cut to the heart of a problem through research 

and rapidly iterate on design solutions that, thanks to my 

experience as a front-end developer, are always feasible to build. 

My experience engaging with freelance clients throughout the 

design and development process has equipped me with a set of 

tools that allow me to jump into any scenario quickly and rally 

stakeholders toward a common goal. I’m based in Austin and looking for a full-time 
remote role with the goal of moving into design 

leadership. 

WHAT I'M LOOKING FOR
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Jaclyn Touchstone

• Written and verbal communication 

• Setting and tracking Objectives and Key 

Results 

• Diplomacy 

• Technical knowledge 

• Strategic thinking 

• Research and analysis 

• Product strategy 

• Wire-framing and prototyping 

• UI Design 

• Responsive web design 

• Team & stakeholder management 

• Writing content & micro-copy 

• Synthesizing/Pattern matching 

• Mentoring Junior Designers

As a mid-level UX Designer I'm experienced in 3 key areas:

User Research

• Moderation for user interviews, focus 

groups and usability tests 

• Writing unbiased and non-leading 

scripts for interviews, usability tests, 

and surveys.  

• Quantitative analysis, qualitative 

analysis 

• Facilitating collaborative research 

synthesis workshops with stakeholders

Experience Design Product Strategy

ABOUT ME
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Jaclyn Touchstone

In terms of UX skills, I have a T-shaped skill set

Interaction design

Usability

Front end 
development

User research

Information 
architecture

Accessibility

Visual design

UX SKILLS
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My Projects
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Jaclyn Touchstone

Interaction Design: Optimizing the 
experience of banking app Locations

Company: Q2

These are some of the projects I'm most proud of and that 
demonstrate my key skills of user research, experience 
design and interaction design.

Research & UX Design: Showing 
ROI for users of a rewards savings 
account

Company:  Q2, Client: Bask Bank

Research & UX Design: Reducing 
level of effort to find and take 
action on transactions
Company: Q2

06

Some of my work
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Project Summary

I led redesign of online transaction 
history page layout in Q2’s online 
banking product for business and 
commercial end-users.

Responsibilities

• Lead UX Designer

• User Research

• Workshop facilitation

• Stakeholder Management

Research & UX Design:  
Reducing level-of-effort to find 
transactions in online banking 
activity

Company: Q2

Timeline & Team
6 months start to finish with fully 
remote team spread across the 
continental US. 

Results

• SEQ averages improved

• Reduced number of clicks

Stakeholder feedback: 

"Quick filters will be a 
big win for our clients”

Jaclyn Touchstone
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Online Transaction Activity is a feature 
in Q2’s Business online banking used 
for taking action on transactions that 
need approval/cancellation.

OVERVIEW & GOALS

Business goal (Clients):

?
How might we improve the experience 
of finding and approving transactions 
in a complex, data-heavy feature

Reduce customer complaints and calls made to customer service 
representatives about—  

• Missed transaction approval windows

• End-users not being able to find a transaction from within a
historical list

Business goal (Q2):
Reduce support cases and customization requests about the feature

Reduce level of effort needed to— 

• Finding particular transactions

• Take action on transactions

• Configure display of information

End-user goal:
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I was Lead UX Designer on this 6-month remote project and 
collaborated closely with executives,  product owners, external client 
stakeholders, software engineers, QA engineers, junior UX designers, and 
cross-departmental teams. 

PROCESS

Understand

• Review previous research

• Review related Support cases

• Client workshop

JAN: UNDERSTAND APR-JUN: TEST SEPT: SPRINT PLANNING
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JUL-AUG: CONVERGEFEB-MAR: IDEATE AND DEFINE

Ideate & Define Test Converge

• Wireframe exploration

• Hi-fi mockups

• User interviews

• Usability Testing

• Synthesis of results

• Create research report

• Meet with cross-team
stakeholders

• Present research findings to
client stakeholders

• Prepare for dev sprint planning
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I reviewed previous usability testing and user research 
about the feature to determine what is working well for 
users and what still needs attention.

UNDERSTAND

Pulled relevant notes into 
stickies

1 Reviewed research note-taking 
spreadsheets and pulled quotes 
relevant to the feature

Synthesized research in 
affinity diagram exercises

2 3
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Through synthesizing user research I 
was able to identify several key areas 
to explore.

UNDERSTAND
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• Filter discovery/functionality improvements: very few research 
participants used current filters 

• Search functionality improvements: very few research participants 
used current filters 

• Better surfacing options and functionality 

• Visual indication of transactions that need attention or transaction 
status 

*Research participants were all current users of Q2s online banking software and were recruited through Financial Institutions

There was a lot of spread in how research participants 

currently use search and filters in the feature. Some used 

search only, some only used filters, but in most cases what 

they are looking for is related to the status of a 

transaction.



Jaclyn Touchstone

UNDERSTAND
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I reviewed Support cases related to the feature to uncover 
any issues that might be costing Q2 time/labor and to see if 
there was any crossover to the findings from UX research.

Reviewed each case’s details 1 Compiled list of support 
cases related to the feature

Assigned each case a 
category that aligned with 
findings from UX Research

2 3

Screenshot of a fraction support cases reviewed/categorized 

*Sensitive information has been redacted

Redacted

Redacted

Redacted

Redacted

Redacted

Redacted
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IDEATE & DEFINE
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Reviewing support cases related to 
the feature showed commonalities 
with themes identified in user 
research.

• Filter discovery/functionality improvements

• Search functionality improvements

• Approvals

Screenshots of affinity diagram clustering 
based on previous user research

Most feature support cases were related to:
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I conducted a remote ideation workshop with key client 
stakeholders to bring them into the design process and help 
steer design direction.

1 Better surfacing filters so 
users know it is there- 

Users are contacting customer 
service representatives when they 
are unable to find a transaction 
and have to be reminded to use 
search & filter.

Users are most often going to 
the page to approve recent 
transactions- 

The ability to find and approve 
drafted transactions is a high 
priority.

2 3
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Discussion items included-

Highlight transactions that 
need attention with a visual 
indicator

IDEATE & DEFINE
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I explored various design options with wireframes to 
address issues uncovered in the Discover phase.

A few of the wireframes explored

IDEATE & DEFINE
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I presented the wireframes to 
internal stakeholders (Product 
Owners, Lead Engineers and QA) to 
receive open ended feedback.

The team had high-level preferences on design 
options that we came to alignment on as a group.

The preferred options would be used to get user feedback 
in the next round of user research with higher fidelity 

mockups/visuals.

IDEATE & DEFINE
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I collaborated with team members to prepare 
for user research.

017

Someone of the hi-fi mockups prepared for user research

Collaborate with stakeholders 
& UX Researchers on interview 
script

1 Prepare hi-fi mockups for 
user research

Manage stakeholder 
expectations during user 
recruitment

2 3

IDEATE & DEFINE
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I conducted user interviews along with the UX Research 
team to receive qualitative feedback in order to narrow 
design options to one for further testing.

Note taking during 4 sessions1 100% remote interviews via 
zoom with screen share

Moderate/facilitate 3 
interview sessions

2 3

Screenshot of layout options shown to participants

IDEATE & DEFINE
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Participants interviewed received 
the Activity Snapshot option most 
favorably, and felt that it would 
meet their needs when filtering 
online transaction activity.

Based on participant feedback, the Activity Snapshot version was the 
best option to continue to in future usability tests of clickable 
prototypes.

The hi-fi mockup of Activity Snapshot (later renamed 
Quick Filters) version shown to participants

IDEATE & DEFINE
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I prepared a high-fidelity clickable prototype for 
testing to reduce risk of any potential usability 
issues.
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Solicited stakeholders to 
stress-test the prototype to 
prevent errors during testing

1 Prepare clickable prototype Collaborated with 
stakeholders (POs, UXRs) on 
the test script and 
recruitment screener

2 3

Learning: getting stakeholder buy-in during the 
recruitment process is invaluable to team alignment on 

research results

View prototype

TEST

https://q2ebanking.invisionapp.com/console/share/JK2UQV78XS/700743406
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I synthesized findings from usability testing and created a 
research report to organize qualitative and quantitative data 
and make sense of the results.

Compiled take-aways and 
metrics from testing and 
Pendo analytics data

1 Reviewed note taking 
spreadsheet and document 
key take-aways

Composed a slide deck for 
presentation to executives, 
key client stakeholders, and 
internal teams

2 3

A slide showing Pendo analytics data related to the feature showing 
that users most often filter for Drafted/Approval needed

TEST
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IDEATE & DEFINE
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Synthesizing data from usability 
testing showed that the prototype 
improved two key metrics related to 
usability— number of clicks and 
Single Ease Question Scores.

• For the task “Find transactions that need action”— 
- First design tested- 6.67 SEQ (Standard deviation 0.56) 
➡Latest design tested- 7 SEQ (Standard deviation 0) 

• Re-testing design improvements on page layout removed ambiguity 
in results and helped the team make a confident decision on the 
design. 

• The prototype also reduced number of clicks required to filter 
transaction history by Status: Drafted by 3 clicks.

Improvements in metrics—by the numbers

SEQ

➡ 6.67
Standard deviation: 0.56

7
Standard deviation: 0

Number of clicks
To filter by transactions that need approval

➡ 4
Clicks required in existing product

1
Click required in latest design
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Research, testing, reviewing support cases, and 
stakeholder workshops were all key factors in 
improving success metrics for the feature.

Key Outcomes & Results

• For the task “Find transactions that need action”— 
- First design tested- 6.67 SEQ (Standard deviation 0.56) 
➡ Latest design tested- 7 SEQ (Standard deviation 0) 

• Re-testing design improvements on page layout removed 
ambiguity in results and helped the team make a confident 
decision on the design. 

• Reduced number of clicks required to filter transaction 
history by Status: Drafted by 3 clicks.

What I Learned

• Never skip the synthesis step in  user research.  There 
are patterns that can be found in diagramming activities 
that are very difficult to see by looking at a note taking 
spreadsheet. 

• If user research data is unclear or limited, validate the 
findings by any means available. Balancing qualitative 
feedback from users with quantitative data from 
analytics increases confidence and reduces risk.
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OUTCOMES & LESSONS
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Project Summary

A client wanted to update the 
locations experience to modern 
mobile first standards, and I led the 
design effort.

Responsibilities

• Heuristic evaluation 

• Competitive analysis 

• Hi-fi prototypes 

• Stakeholder management 

• Hi-fidelity mockups for dev handoff

Interaction Design: Optimizing the 
locations feature of a mobile 
banking app

Company: Q2

Timeline & Team

• 2 Week design sprint 

• 1 UX Designer, 3 BAs, 2 
software engineers

Results
Utilizing a list view as the default to 
bypass the fact that Google maps isn’t 
accessible to non-sighted users.

Jaclyn Touchstone
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Q2 is a software company that offers 
a range of products and services to 
Financial Institutions. 

The mobile banking product is a 
white label platform that helps 
small-mid sized banks and credit 
unions compete with large banks in 
their digital offerings.

OVERVIEW

• The existing Locations feature was outdated and took a number of
steps for a user to be able to find the information they needed.

• A client wanted to update the locations experience to modern
mobile-first standards.

Existing Locations feature in  mobile app
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I led this 2-week remote project from research 
through handoff to development and collaborated 
closely with 3 BAs and 2 engineers.

Research & Analysis

• Heuristic evaluation of existing feature 

• Competitive analysis of locations features in online banking web 
and mobile apps 

• Understand design possibilities with Google Maps API & explore 
branding opportunities for white label online banking product 

• Outline accessibility concern with google maps and determine 
solutions

WEEK 1 WEEK 2 DEVELOPMENT SPRINT

026

Design & Get Buy-in

• Design exploration based on evaluation/analysis findings 

• Finalize hi-fi mockups & recommendations for internal 
stakeholder review 

• Create high-fidelity mobile and web prototypes in InVision 

• Present to external clients and get sign-off 

• Annotate hi-fi mockups for handoff to development team 

• Document processes and recommendations in internal 
Confluence

PROCESS
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I conducted a heuristic evaluation of the current feature 
and reviewed support cases to understand existing 
interaction patterns and identify any usability issues or 
areas for improvement.

Took screenshots and made 
notes of interaction patterns 
& usability issues

1 Went through all flows within 
the web and mobile locations 
feature

Reviewed support cases 
about the locations feature

2 3

027

Short sampling from heuristic evaluation A screenshot from one of the support cases reviewed

RESEARCH & ANALYSIS
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\

Analysis of the support cases 
revealed a lack of support for hours 
of operation and different location 
types that have unique relevant 
information users might look for.

We have 3 locations currently- only 1 has a 
drive-thru. Since one location has drive-
thru hours, currently every other site must 
display drive-thru hours with the word 
“CLOSED” underneath the day of the week.

“
Description from a client support case

028

With the locations, it would be nice to be able to 
have the drive up hours under branch locations to 
be able to have N/A or “none” there. It seems as 
now there’s only a time stamp ability so anything 
that isn’t a time won’t work. 

I have attached a screenshot of a tweet from a 
customer with the suggestion…

“

Description from a client support case

RESEARCH & ANALYSIS
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I conducted competitive analysis of locations features in 
web and mobile apps for large US based banks to assess 
the experience of the biggest competitors in the market.

Took annotated screenshots 
of interaction patterns on 
web and mobile apps

1 Chose several large and well 
known US Financial 
Institutions

Synthesized comparison of 
largest competitor banks

2 3

Short sampling from competitive analysis

RESEARCH & ANALYSIS
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Competitive analysis revealed that 
large banks allow users to quickly 
toggle between location types and 
map or list views though the 
interaction patterns may differ.

030

RESEARCH & ANALYSIS
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I identified low-effort areas where it was possible to style the app 
using Google Maps API  to keep consistency in the white label 
product for Q2s online banking clients.

Identify high-impact, low-effort 
areas where it would be 
feasible to support branding 
within a white label product

1 Refer to Google Maps’ API 
documentation for styling 
capabilities

Outline recommendations2 3

031

Screenshot of resulting recommendations

RESEARCH & ANALYSIS
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Reviewing the API documentation 
helped to identify key areas to apply 
branding through understanding how 
map graphics are stored.

032

1. Map marker icons are the most feasible thing to allow clients to 
easily add their brand image, and narrowing the styles down to the 
two the product currently supports (Branch locations, and ATM 
locations) 

2. Additionally, clients may want to use their own custom map colors 
generated through something like snazzymaps.com

Utilizing the SVG map marker icons from 

the product’s design system would easily 

allow for fill and stroke color to be 

branded

RESEARCH & ANALYSIS

http://snazzymaps.com
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I considered how we might make the locations feature 
more accessible, given that Google Maps is notoriously 
inaccessible to non-sighted users.

Propose solutions/
workarounds to accessibility 
issues

1 Review accessibility issues 
with Google Maps

2

Screenshot of proposal notes

RESEARCH & ANALYSIS
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Since Google Maps is notoriously 
inaccessible to non-sighted users, I 
proposed that we use a list of locations 
as the default view on mobile.

034

Example of a location list view on 
mobile

• For non-sighted mobile users using a screen reader, defaulting to a
list of locations would allow them access to digestible information
about locations near them

• Including the distance from the user’s current location in each list
item would give non-sighted users key information in a text format

• Defaulting to a list view could also benefit users with visual
processing disorders, which affect how visual information is
interpreted or processed by the brain.

RESEARCH & ANALYSIS
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I explored design options based on findings uncovered 
during Week 1 to see if the recommendations could be 
applied using components from the product design system.

Execute quick-hit 
explorations in sketch 

1 Refer back to 
recommendations

Refine explorations into 
higher fidelity designs 

2 3

035

Screenshot of recommendations along with design exploration

DESIGN & GET BUY-IN
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Reviewing the findings from the 
research phase and narrow in on the 
design in areas that need attention.

1 Mobile-first (native)

2 Keep users in context when they drill into location 
details

3 More specificity in location types through use of a 
visually distinct map markers (leverage branding)

4 A more visible list of locations that isn’t hidden 
under a hard to find button

5 Allow more configuration of location hours

6 Default to a list view that includes distance on 
mobile to overcome Google Maps accessibility 
issues

Screenshot of recommendations documentation

DESIGN & GET BUY-IN
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I executed quick-hit design 
explorations in Sketch and InVision 
that focused on key areas:

037

1. Default to list view on mobile to put a bandaid on accessibility
issues

2. Include distance in list view

3. Allow flexibility for hours depending on location type

4. Allow for just enough branding

5. Interaction patterns should keep users in context of other
locations on the map

DESIGN & GET BUY-IN
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I reviewed design recommendations with internal 
stakeholders to align on feasibility with BAs and 
engineers before presenting to the client.

Created clickable prototype 
using InVision

1 Polished static designs in 
Sketch + Abstract

Went through workflows with 
team to address any 
concerns

2 3

DESIGN & GET BUY-IN

Result— 
• An aligned team and internal stakeholder buy-in 

• Presentation to client could happen on time and with confidence 

• Front-end dev specialists on the team felt confident that the 
designs were feasible given the project timeline and their ability 
to leverage the product’s design system components
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I finalized and annotated hi-fi design 
mockups for handoff to development to 
reduce ambiguity about intent and help 
to acclimate developers to the product’s 
design system.

Annotate designs in sketch

1 Refer to design system 
documentation & AA 
Guidelines (WCAG)

Prep project link in abstract 
and InVision 

2

3

039

Screenshot of design annotations

DESIGN & GET BUY-IN
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Updating existing experiences to modern, 
mobile first standards, while considering 
accessibility best practices is a crucial part of 
addressing design debt in the software 
development lifecycle.

Key Outcomes & Results

• Improved usability 

• Improved accessibility  

• Reduced design debt— a neglected part of the product 
was adapted to use the latest design patterns

What I Learned

• Internal team alignment meetings before client 
presentations are a crucial part of the process when 
working on the consulting side 

• Making sure developers feel they can confidently 
execute on designs within the project timeframe builds 
trust among team members and helps set the right 
expectations for clients

040

OUTCOMES & LESSONS



Project Summary

Design problem: motivate end-users 
to continue to engage with their 
online savings account by visualizing 
rewards earned.

Responsibilities

• Qualitative research
synthesis

• Experience Design

• Stakeholder management

Research & UX Design: Showing 
Return On Investment for Users of 
an Online-only Airline Rewards 
Savings Account

Company: Q2, Client:  Bask Bank

Timeline & Team
1 week design sprint for a post-
MVP release

Results
A feature that met business and end-
user goals with minimal effort from 
development

041
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Q2 offers a range of products and 
services to financial institutions, 
including web and mobile banking. 

Bask Bank, a client of Q2, is the 
first-of-its-kind disruptor bank that 
offers interest in the form airline 
reward miles to a jet-set, retail user 
base. 

OVERVIEW

• Business goal: Increase deposits into online-only savings  

• End-user goal: See a good return on investment into savings through 
airline mile rewards

?
How can we motivate end-
users to increase their deposits 
by showing them the return on 
their investment
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I led this 1-week design sprint and collaborated closely with 
external consultants and clients, and internal product 
owners, BAs, UX designers and software engineers.

PROCESS

Understand

• Review existing user research  

• Understand business logic around the 
product/rewards 

• Model potential balances to reduce risk 

MON TUE DEVELOPMENT SPRINT

Ideate & Define

• Facilitate design charrette with UX Design team  

• Visual/UI Design & hi-fi mockups 

• Assess design options for maximum impact 

WED THU FRI

043
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I reviewed existing user research to better understand 
users’ expectations of the product.

UNDERSTAND

Pull verbatim quotes from 
participants

1 Review research data for key 
takeaways about user 
expectations

Synthesize research findings 
through affinity mapping 
exercise

2 3

044

A screenshot of the affinity map
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Reviewing the existing user research on 
the project to uncover themes and user 
sentiment.

UNDERSTAND

045

It would be nice to feel like you weren't spending 
way more than what you would normally and 
[getting less than expected]

“
Research participant when asked about how they 
currently accrue an use airline mile rewards programs

• User sentiment: based on past experiences, participants all felt that
airline miles weren’t worth it

• Theme: participants all mentioned having had miles expire or not
roll-over

• Theme: participants who use miles typically check status only when
planning a trip

• Theme: Participants fell into two main camps- those who checked
reward mile status frequently and used them often to fly, and those
who check mile status and use them to travel less often
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UNDERSTAND

046

I conducted internal stakeholder interviews to 
understand the business logic of how airline miles would 
be awarded.

Identify key stakeholders to 
engage with 

1 Create informal interview 
script with questions

Conduct interviews and get 
high-level understanding of 
business logic

2 3

Interview questions included:

• How often would miles rewards be credited to an account? 

• What is the ratio of reward miles to dollars deposited? 

• Are there any other rewards outside of deposits that could occur? 

• Would the bonus rewards be credited to the account at the same time/cadence 
as regular rewards? 

• What are the currently scoped bonus rewards and when would they likely occur?
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Internal stakeholder interviews gave 
key information needed to help 
understand potential account/reward 
mile balances a user might end up with.

UNDERSTAND

047

Bonus rewards: 
• Users may receive one-time bonus rewards for the following 

activities:   

‣ Signing up and making an initial deposit to the savings account 

‣ Linking a qualified airline mile reward account 

‣ Setting up recurring deposits to the savings account 

‣ Referring a friend to open an account 

• Awarded on the same schedule as regular rewards (at end of month)

Regular rewards: 
• Credited to users’ airline mile reward account at the end of every 

month 

• Have a yearly 1 mile per dollar deposited ratio, so for every dollar 
held in the savings account for a month a user would be rewarded 
1/12 airline mile (or 1 mile over the course of a year)
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To reduce risk of user abandonment, I modeled potential 
balances according to the business logic to test what users 
might expect within the first ~2 years of using the product.

UNDERSTAND

Add excel formula to calculate 
monthly savings account 
balances

1 Create excel spreadsheet 
with monthly balances for 21 
months

Calculate monthly airline 
mile rewards balances based 
on savings account balances

2 3

048

Screenshot of the spreadsheet used to model balances
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IDEATE & DEFINE
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I facilitated a design charrette with other UX Designers to 
rapidly iterate on design solutions based on possibilities 
uncovered in the Understand phase.

Presented design problem 
statement and high-level 
limitations

1 Gathered willing UX Designer 
participants

Held 30 minute charrette for 
rapid design ideation and 
discussion

2 3

Snapshot of the design problem/limitations written on the design studio wall
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Facilitating the design charrette 
provided a quick and dirty arsenal of 
design options to explore.

IDEATE & DEFINE

050

Ideas created by UX Design team during design charrette
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I adapted several ideations from the design charrette to 
the product’s design system using data points from the 
spreadsheet to see what option might work best as a 
motivator.

IDEATE & DEFINE

Use data points from 
modeled account balances

1 Adapt iterations to design 
system patterns/components

Assess which option will 
most likely motivate end 
users

2 3

051

Adapted designs explored using data points from modeled account balances
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Assessing the design options with 
stakeholders resulted in alignment on 
the most technically feasible and 
motivating design that balanced both 
business goals and end user goals.

IDEATE & DEFINE

052

• Business goal: Increase deposits into online-only savings  

• End-user goal: See a good return on investment into savings through 
airline mile rewards

The design that stakeholders agreed was easiest 
to build while still motivating for end users.
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A few months after this design sprint the business focus shifted 
and any visualizations were de-prioritized.  

About a year later the COVID-19 pandemic shut down air travel 
across the globe and the client’s business model has since been 
revised to include high-interest savings.

Key Outcomes & Results

• The first successful week-long design sprint in the 
consulting arm of Q2 

• Though this feature didn’t ship, the MVP shipped in 
August of 2019

What I Learned

• Always have an accurate understanding of potential 
data when a client asks for a data visualization—in this 
case a line graph showed a meager ROI which could run 
the risk of user abandonment

053

OUTCOMES & LESSONS



Professional Activities
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UX Collective: Bootcamp on Medium 

Articles

Enhancing the User Experience with Illustration

https://bootcamp.uxdesign.cc/enhancing-the-user-experience-with-
illustration-1078e2e5685a

International Association of 
Accessibility Professionals - Member

Affiliations

https://www.accessibilityassociation.org/s/

Tech Ladies - Founding Member
https://www.hiretechladies.com/our-story/

https://bootcamp.uxdesign.cc/enhancing-the-user-experience-with-illustration-1078e2e5685a
https://www.accessibilityassociation.org/s/
https://www.hiretechladies.com/our-story/


Jaclyn Touchstone  •   jaclyn.d.touchstone@gmail.com

Want to hear more about my experience 
or what I’m looking for next?  

Let’s talk:

THANKS FOR YOUR TIME!
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