
Content strategy: 
User management 
for administrators
CLIENT
Wells Fargo

PROJECT SUMMARY
- Redesigned the Manage Users page to reduce 
cognitive load on administrators
- Updated copy to new content and WCAG 
accessibility standards

TIMELINE & TEAM
- 2 weeks
- Me, product designer, accessibility specialist

RESULTS
More intuitive user management center that 
surfaced common tasks and streamlined workflows.



Wells Fargo was refreshing their commercial banking experience, which included 
updating the user management area of Administration.

A major pain point for administrators was not being able to find or remember where to 
complete common tasks, such as resetting passwords and editing service entitlements.

Problem



PROJECT OVERVIEW

TL; DR

PROBLEM SOLUTION IMPACT

Administrators could not remember 
where to find common tasks

Added more at a glance 
info and reorganized 
administrative actions

Fewer calls to support, increased 
confidence in the company



The old experience 
didn’t provide much 
information at a glance.

STRATEGY

One function was 
highlighted in its own 
CTA while all other 
actions were hidden 
within a menu

Can only see user 
names and IDs. Is there 
helpful information we 
can add?

Is there a more logical order 
for the menu options?



STRATEGY

Discussions with product 
managers showed that resetting 
passwords and adding/editing 
services were the most common 
admin tasks

● Support call data showed that administrators 
often called the bank because they couldnʼt 
remember where to go to reset a userʼs password

● The most common tasks an administrator does 
are resetting passwords and adding or editing 
service entitlements, though there wasnʼt any 
formal research done on this

● The development team noted that we wouldnʼt be 
able to deliver filtering or bulk actions for our first 
product release



We added information to the Manage Users list so 
administrators could see more things at a glance and 
reorganized administrative tasks so the most commonly 
used ones were at the top.

I also updated content to reflect new writing standards 
and accessibility requirements.



DESIGN

The MVP experience provided much more context for administrators.

1. More information at a glance

2. Added an entry point for user 
profile

3. Moved all actions into the 
menu, them with most 
common tasks at the top

4. Actions are dynamic depending 
on user status
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DESIGN

Additional explorations - informational ribbon
The design team looked at adding a “ribbon” to provide additional information, like how many users are enabled or disabled.

We put this on hold due to tech constraints. We plan on doing user testing to see what information would be most helpful here.



DESIGN

Additional explorations - Administration dashboard

Our product managers wanted administrators to be able to reset 
passwords from the Administration dashboard, in addition to 
Manage Users.

We put this on hold due to tech constraints and a new direction 
for navigation. 



Results
The team delivered an MVP experience with common 
administrative tasks surfaced as best possible. 

This foundation explored how to make the design 
scalable for future improvements.

OUTCOMES & LESSONS

Next steps
We have been creating additional flows for the 
items in the Actions menu, which will likely affect 
how we present them in Manage Users.

The larger design team is looking at navigation 
changes, which should make administrative tasks 
even easier to find.

Bulk editing and filtering capabilities will be added 
as well.


