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Large Middle Eastern Bank

Designing and building a new
hyper-locdlised digital bank in
the Middle East
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A large bank in the region selected 11:FS to design
and build a new digital bank that is deeply rooted in
the individual context and culture of the local market.

'|'he Our client wanted o work with 11:FS to idenify how they can get chead of the
market and unlock the potentia of a region steeped in financial services history.

challenge Scratching beneath the surface reveals a wealth of opportunities fo use fintech fo
drive enormous positive social and economic change.

Butthe real challenge was to design and build something that is deeply rooted in

the individual context and culture of our client’s market. That meant taking our

deep insight and understanding of what it means fo build frly digital financiel
proposifions, while creafing something that solves for the key problems cusiomers

face in a hyper-localised way.

What we did e iddle eastis  fascinating market. It provides almost a blank canvas interms

of the current competiive landscape. Our first challenge was fo build o deep
understanding of the individual market and the problems that its consumers face

on o daily basis

This required a blend of comprehensive customer, competitor and cultural
research. We conducted in-depth individual inerviews wi

customers and spent
time in the country carrying out defeiled ethnographic research across muliple
locations.

An online quenitafive survey of over 1000 farget customers enabled us fo
priorifise which customer Jobs To Be Done should form the core of our
proposifion, and we fook these Jobs info an infensive Design Sprint.

he client team and 11:F5, we
worked through a number of different exercises, including ‘How Might W/

light
proposifion that was grounded in solving real world customer problems.

together subject matter experts from wi

g demos, storyboarding and user mapping fo design an end-fo-end

Throughout, we used 11:FS Pulse fo review the best in class user journeys from
fintech apps around the world. Ths helped us to identify bestin class principles
and where there were opportunifies for us fo create a meaningfully different

experience failored fo local needs.

Once we had scoped the core proposiion, we used our research o create @
brand tht aligned to the cultural trends in the market and fo bring our user
journeys to i

Product (MLP) with customers fo ensure a fight connection between the brand and

. We tested the culturally powered brand and the Minimum Lovable

product

11:F5 defined the fechnical architeciure fhat will underpin the proposition and are
now applying engineering best pracices o build out @ modem core infrasiructure
with trly digitel capobil

that will allow us to fundamentally rethink how we
service the needs of consumers.

We collaborated closely with the client to define the operational model that would
set this venure up for long-ferm success and also fo define and embed working
praclices that support seamless collaboration befween London and the Middle
East. This hes helped fo ensure that we move quickly and deliver maximum impact
for our clent.

Meaningful There exists a real oppartunity o ransform this landscape in a way that delivers
o ;

o fo customers, who embrace best n cl

outcome all ther aspects of their daily lives (social media, e-commerce, efc.). Regulatory
appelite is also quickly shiffing towards supporting this type of disruptive
innovation.

While many of the problems customers have in the Middle East will be familier to
customers in other markets, there is @ complex and unique culfural context that
influences behaviours. Understanding these nuances willlend depth to the
proposition and ensure i connects with customers in the most authenic and

meaningful way.

This project has been about delivering a radiclly new digital-only proposiion,
tailored fowards solving for the most important and bespoke underserved needs
of customers in the clent’s farget maret

The proposition is underpinned by modern core infrastructure and ways of
‘working that ensure if can be constantly evolved in line with changing consumer
demands and expectations.

Itis the joint ambition of T1:FS and our client that this new proposition will stand
out as a global example of best pracice in delivering the next generation of ruly

di

tal products and services fo customers.



