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Introduction 

The Savannah College of Art and Design was proud 
to partner with BlackRock, one of the world’s leading 
asset management firms during a ten-week SCADPro 
course. Eleven SCAD students were selected to assist in 
the research and development of concepts for the re-
imagining, modernization, and digitalization of the client 
experience for BlackRock’s Institutional Client Business.

In this process book, you will see the journey of the 
project, from the streamlining of research for insights to 
creating innovative, creative solutions for BlackRocks’s 
needs. The team of eleven students represents six SCAD 
Major disciplines, including Creative Tech, Animation, 
and Graphic Design, and they also come from five 
different countries across the world. 
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Denise Anger de Medeiros

São Paulo, Brazil
B.F.A. Animation

Rochelle Bryan

Trinidad and Tobago
B.F.A. Graphic Design

Joanne Choi

Atlanta, GA 
B.F.A. Advertising and Branding 
concentration in Creative Tech

Holly Quarzo

SCAD-Atlanta 
Atlanta, GA 
Professor of Graphic Design

Alessandro Imperato

SCAD-Atlanta 
Sheffield, United Kingdom
Professor of Motion Media Design

Team Members   
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Matthew Payne 

Manchester, United Kingdom
B.F.A. Advertising and branding 
concentration in Copy-writing

Alexander Payne 

Greenville, SC 
B.F.A. Motion Media Design

Alex Phelps

Atlanta, GA
B.F.A. Graphic Design, 
Minor in business management 
and entrepreneurship

Dillon Hickey

Pleasantville, NY 
B.F.A. Graphic Design
Minor in business management 
and entrepreneurship

Nick Loy

Greenville, NC
B.F.A. Motion Media Design

Alana Mango

Atlanta, GA
M.F.A. Animation
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Pardis Pourshiravi

Atlanta, GA
Isfahan, Iran
B.F.A. Graphic Design

Ciara Robinson

Rockville, MD
B.F.A. Game Design and Development
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Goal

Our goal is to facilitate BlackRock in setting a new 
industry standard by creating an optimized institutional
client experience.
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Research 

Guided by the objective, as well as client information, 
the following pages show the process of the team’s 
research. The development of insights, creative 
ideations, and deliverables were all derived from the
in-depth research process. 
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Insights

BlackRock provided the team with a lot of information 
to help guide their project and eventual solutions. 
The students, who were not familiar with the world of 
asset management had to dive headfirst into research, 
enveloping themselves in the world of BlackRock and 
finance. The following pages show the key insights 
derived from the research process.  
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No easy way to share documents

No easy way to sort through documents to find what you need

It’s hard to keep track of who has the latest version of a document

The experience needs to be more data rich

There’s no direct access to third party data

No process to verify that the amount of the transfer is correct

No clear indicator of where the client is in the on boarding process

On boarding takes an extensive amount of time

Not easy to transfer money to a different manager

No quick way to transfer files/documents

Acronyms that are not easily understood by people  

outside BlackRock

Lack of human interaction

Can’t easily compare funds 

Clients don’t know what they can do inside gateway or  

they’re unfamiliar

Confusing to sort through portfolios

Difficulty in getting to know the client (AML-KYC)

No mobile access

“I have information overload. The thought leadership, emails and  

calls I receive are too broad and don’t reflect an understanding of  

my…investment needs.”

“BlackRock should ask better questions.”

“Contracting with BlackRock is incredibly slow and difficult…  

Organization

Access to 
Information

Timeliness

Communication

Transparency

Personalization
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BlackRock is…the most difficult and inflexible to deal with 

when contracting…”

“We haven’t really received any bills in the past year.”

“The responsiveness is not always as good as we’d like… It costs us  

time and distracts us from being efficient.”

“Tell me about insights related to the asset class I’m specialized in”

“Tell me about the long term effect and outlook on existing funds”

“Provide me with access to slides before and after the event.”

“If a topic affects the outlook of this fund, I’d be interested”

“When a fund isn’t performing as expected, I need to know why”

“Make things easier to find”

“High pressure to deliver reports on time”

“Difficult to know what files you need and where to find them”

“Dependency on BlackRock to support ad-hoc queries”

“Consultants want ability to find out details by themselves”

“Investment consultants cover more than just one role”

“I need to find out if there are new or updated funds that can potentially  

appear on the buy list.” (*pgs 33-46)

“I want details on the strategy, credentials and volatility of the fund,  

and of the team behind it.”

“BlackRock doesn’t know which funds we’ve rated, listed, or what  

clients we use them for” 

“I don’t want to wait for a fact sheet.”

“BlackRock needs to be honest and tell me why a fund  

is under-performing”

“I want to appear knowledgeable and recommend the best next  

steps for my client”

“Make performance data and fact sheets available timely”

“Show funds related to clients”

“Highlight fund performance issues”

“Raise awareness of new funds”

“You would build trust if you were open and honest about why 

 funds are under-performing”

“Share relevant market insights (eg legislative, mass market,  

political long term) and their effect on related funds’ outlook”

“Highlight BlackRock events, summary and slides”

“Quick view to find the right contacts within BlackRock”

“Get notification for updates on watched content”

“Select topics, news, asset classes fund changes to watch”

“I expect BlackRock to send me information that I’m interested in”

“Provide commentary in plain English and its effect on the  

outlook of the fund, esp when performance is other than expected”

“Enable listing and client mapping for funds”

“Show the right share classes for clients”

“Show people related to the fund and their credentials”

“Support custom date ranges for fund display and export”

“Provide commentary linked to unexpected fund performance behavior”
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Through the use of an animated avatar, the SCADPro 
team was able to provide more context. Becky was 
positioned as an internal relationship manager at 
BlackRock.  By outlining her frustrations and pain points 
through an animated video, BlackRock was able to 
perceive the content in a more humanized way.

Becky
BlackRock Representative 
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Main Points   

Communication Education Transparency Automation
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Midterm Deliverables

At the halfway point of the project, the SCADPro 
team visited the BlackRock headquarters to present 
their ongoing work. During the presentation, they 
shared their insights, research, and began showing 
their solutions. 
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Phase 1: 
gateway2.0 

The team decided to offer BlackRock a strategy 
consisting of three phases for the integration of their 
solution. Phase One tackled the existing internal portal 
that was used by internal BlackRock representatives. 
The SCADPro students created a revitalized interface, 
tackling challenges they had heard that included a more 
transparent experience and access to fund information. 



4544

03 03

gateway2.0, Home
Consultants can pick 
which client snapshots 
they see on the home 
screen, edit their to do
list, and use an integrated 
email inbox so they can 
communicate without 
exiting gateway.

gateway2.0, Documents
Consultants now have 
an easier way to access, 
organize, and find the 
documents they need.

gateway2.0



4746

03 03

Summary

gateway2.0, Funds
To streamline the 
experience further, 
consultants can view 
BlackRock’s fund 
information within the portal.

Integrated email system

Access to fund information

Emphasis on documents

Implementation of to do list
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Phase 2: 
BlackRock One   

The second phase that the team provided delved into 
automation, a concept that would propel BlackRock 
towards their North Star. This phase would enable 
BlackRock to set a new industry standard for asset 
management for all, by connecting internal teams with 
consultants like never before. 
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BlackRock One
BlackRock View, Home

BlackRock One
Consultant View, Home

BlackRock One
Visible to both consultants and 
BlackRock, communication 
and transparency are more 
streamlined. The portal is now 
automated. The to do list is now 
automatically generated, and the 
clients that appear on the home 
screen are determined by the to 
do list.
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BlackRock One
BlackRock View, Home

BlackRock One
Consultant view, Home
Expanded client view
This provides a more 
detailed breakdown of 
the client, including past, 
present, and predicted 
portfolio performance, 
relevant news, and contact 
history with automated 
important talking points for 
easy reference.

BlackRock One
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BlackRock One
Consultant  view, Orders
Consultants can place 
orders one step at a time 
and have the ability to 
see their pending orders 
and order history.
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Summary

Unification

Operational Transparency

Personalized Information

Automation
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Phase 3: 
BlackRock Assist  

The pista-resistance of the solution space, Phase 
three. BlackRock Assist enables both internal teams 
and consultants to interact in the most transparent and 
efficient way possible. Through the use of automated 
data, the SCADPro team provided BlackRock with a 
proprietary, multi-faceted user experience.  
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Final Deliverables
In Process

After the SCADPro team’s presentation at BlackRock, 
they went straight back to work, refining, editing, and 
adjusting according to the feedback they had received.  
The consensus from the midterm presentation was 
overwhelmingly positive, minor changes to functionalital 
being the significant points. The team worked tirelessly, 
refining their work even further and incorporating even 
more innovative concepts for BlackRock. The following 
pages show the team’s final deliverables in the works.    
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gateway2.0
Consultant view, Home

gateway2.0
Consultant view, Documents

gateway2.0
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BlackRock One
Consultant view, Home

gateway2.0
Consultant view, Funds

BlackRock One
BlackRock Assist is now integrated into 
the portal to help answer questions and 
sort through problems.
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Documents Automated, 
Clients list

BlackRock One
Consultant view, Documents
Documents are automatically organized 
by client and category and give the  
user the option to view them in  
different formats.
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Documents Automated, 
Clients

Documents Automated, 
Recents grid
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Documents Automated, 
Forms

Calendar, day 

Calendar full view, day

Calendar, week

Calendar full view, week Calendar full view, schedule

Calendar, scheduleCalendar, month

Calendar full view, month

Calendar,
The user has the ability 
to toggle between their 
calendar and to do list 
so they don’t forget 
appointments, meetings, 
or important deadlines.



8988

04 04

Documents Automated,
Clients List 1

Documents Automated,
Clients 1
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Documents Automated,
Clients grid Funds



9392

04 04

Relevant News BlackRock News
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BlackRock News 1

BlackRock One
BlackRock view, Home 2
Consultants and BlackRock 
representatives can now 
choose how they view their 
client snapshots.

BlackRock One
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BlackRock One
BlackRock view, Home 

BlackRock One
BlackRock view, Home 
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BlackRock One
BlackRock view,
Home extended 1

BlackRock One
BlackRock view,
Home extended 2

BlackRock One
BlackRock view,
Home extended 3

BlackRock One
BlackRock view,
Home extended 4
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Notification Clients Client Expanded View Clients FilterNewsCommunication

Mobile
To ensure consultants and 
BlackRock representatives 
are prepared for their day 
and aware of urgent mat-
ters, the team created an 
app for outside the office.

Both sides can view their 
clients, see relevant news, 
use the messaging system, 
view their calendar, and 
utilize BlackRock Assist.
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News News Full View 1 Confirmation News SendTo Do Share
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