
Problem to solve

User Needs / 
User Goals

Business 
Goal

Research Goals

Research Questions

User Needs

User Needs

User Needs

Search, 
Temp 

Access,
User Needs

Avoid having 
similar/same 

terms that mean 
different things

User Needs

User Needs

User Needs

Tool to tool  does 
not have the 

same experience 
or capabilities  for

auditing

User Needs

How might game 
team 

administrators 
evaluate and audit 
their project teams' 

access

User Needs

I want a 
frictionless 

support flow 
using Slack

User Needs

Business Goal

Business Goal

Business Goal

Business Goal

Business Goal

Business Goal

Business Goal

Business Goal

Forensic tool if 
someone did get 

access (when, 
how long, etc.)

Business Goal

Decrease 
number of 

support 
employees

Business Goal

[User-Centered] Research…

[User-Centered] Research…

[User-Centered] Research…

[User-Centered] Research…

[User-Centered] Research…

[User-Centered] Research…

[User-Centered] Research…

Do users want
a notification 
or in-​product 

tracking

[User-Centered] Research…

Identify notification 
method 

preferences by 
persona or 
individuals

[User-Centered] Research…

Establish a 
service design 
blueprint for 
current state 

support

[User-Centered] Research…

[Biz] Research Goals

[Biz] Research Goals

[Biz] Research Goals

[Biz] Research Goals

[Biz] Research Goals

[Biz] Research Goals

[Biz] Research Goals

[Biz] Research Goals

[Biz] Research Goals

Should the 
support solution 
be a home grown
tool or 3rd party 

vendor?

[Biz] Research Goals

Research Question

Research Question

Research Question

Research Question

Research Question

Research Question

Research Question

Research Question

Research Question

What is the 
current state 

user flow?

Research Question

Research Question

Research Question

Research Question

Research Question

Does this profile 
meet the criteria 

to continue to 
have access?

Research Question

Research Question

Research Question

(Tracking activity: 
when did they last 

access the 
product?) Manual 

and automatic 
auditing

Research Question

What are 
other use 

cases for the 
same report?

Research Question

What are the 
pain points for

the support 
team(s)?

Research Question

Service

What are the 
pain points 

for the 
users?

Research Question

What happens 
when all the 

product support 
is consolidated?

[User-Centered] Research…

What is the 
self service 
experience 

like?
Research Question

Audits 
reports

Inactivity/last 
activity 

(security/audit)

Taxonomic 
Systems Review Notifications

Non administrative 
users requesting 

access and approvers 
granting access

Permission 
Management

Security teams 
want to keep a 
tight pulse on 

who has access at
all times

User Needs

Identify those 
whose access 

should be 
terminated

User Needs

Security is a 
high priority 
to protect EA

IP
Business Goal

How might we 
understand who 
needs reports at 
what cadence?

[User-Centered] Research…

How might we 
create a seamless

and automatic 
audit reporting 

system?

User Needs

How might we 
easily and 

automatically 
audit 3rd parties

Business Goal

What else in the
report can be 

useful? What is 
not useful?

Research Question

Who should 
have access 

to these 
reports?

Research Question

How might the 
system surface the 

right information, to
the right person, at 

the right time, 
automatically?

Business Goal

How might we 
use audit 

reports for easy
next steps

Business Goal

How easy is it for 
users to access 

information; what
is useful 

information?

User Needs

Users need to know
when others are 
inactive / need to 
be taken off the 

project

User Needs

Standardized
across 

products

Business Goal

Create 
temporary

access
User Needs

Aggregate 
data across

the tools
Business Goal

(how did they last
get access?) 
manual and 
automatic 
auditing

Research Question

Tracking activity: 
when did 

someone last 
make a change?

Research Question

Cross product 
usage to 

determine project
space usage

Research Question

Security and 
reducing 

licensing fees

Business Goal

What level of 
automation for 
removing users 

access is 
appropriate?

Research Question

In what form 
would users 
want to be 
notified?

Research Question

Reducing 
learning 

curve
User Needs

Easier adoption,
less 

training/service

Business Goal

What 
terminology 
makes sense 

to users?
Research Question

What 
terminology 
should be on
what level?

Research Question

Faster 
onboarding and

offboarding 
process

User Needs

Enhance 
productivity of 

game creators by 
getting to work 

faster

Business Goal

What are 
notification

options?
[User-Centered] Research…

Difference(s) between 
asynchronous 

notifications vs a feed 
of actions being made 
at any given moment

[User-Centered] Research…

Reduce need
for service 

and training

Business Goal

Faster 
approval 

process for 
admins

User Needs

Permission 
Notifications 

(MVP)

Notification & 
Feed Ecosystem

Getting notifications
where it is 

convenient (email, 
in-​app notification, 

etc)

User Needs

Getting notifications
where it is 

convenient (mobile, 
slack, etc)

User Needs

Preventing 
duplicate 

notifications

Research Question

How do we make 
sure users are 

getting relevant 
notifications?

Research Question

Aggregating
notifications
intelligently

User Needs

Approvers 
do not get 
too many 

notifications
User Needs

Do users want a 
notification or in-​product 

tracking/feed when all 
permissions are complete 

(each product) or be 
notified when there is a 

delay or rejection?

[User-Centered] Research…

What information is 
relevant/important if there
is a rejected permission? 
What do users want to 

see/know for next steps?

[User-Centered] Research…

Project-​
Space Search

Unified platform: 
Get permissions to 
everything needed 

at once, rather than
going to individual 

products

User Needs

Reduce the time 
and energy 
needed for 

onboarding and 
offboarding

Business Goal

Ability to 
request 
access

User Needs

Ability to 
switch teams

with more 
ease

User Needs

Admins to 
diversify 

teams more 
easily

Business Goal

Context 
switching: users 

easily understand
they are in a new 

environment

User Needs

Ability to 
search for all 

viewable 
project spaces

User Needs

Utilize machine 
learning as 

much as 
possible

Business Goal

Admin needs 
to see why the
person needs 

access?

User Needs

Reduce time 
admins spend to 

do research, 
qualifying 
requester

Business Goal

Machine 
learning will 

filter top 
results

User Needs

[User-Centered] Research…

Seamless 
and intuitive
experience.

User Needs

Is there a common 
use case when 

there is a request 
for access to create 
a NEW permission 

group?

[User-Centered] Research…

Admin needs to be 
able to easily see if 

the person is an 
outsourced 

employee or 
contractor

User Needs

Need an in-​app 
notification and

an email 
notification

User Needs

Need to be able 
to access grant 

access from email
notification

User Needs

Need to see 
organization,

manager

User Needs

Ability to 
configure when 

they receive 
notifications

User Needs

User will also 
approve email 

that request has 
been sent to 

admin

User Needs

Admin needs 
ability to assign 

temporary 
access

User Needs

Reduce time 
onboarding new 

administrators without
requiring legacy 

knowledge of teams 
and internal systems

Business Goal


