
Fintech App - UK's Top Government Bank

Due to confidentiality agreements and client privacy considerations, the name of the client has been withheld in this 
case study. However, the project involved a financial institution seeking to enhance their mobile app to compete with 
industry-leading challenger banks and meet evolving customer expectations.

The problem

The mobile app of a financial institution needed future-proofing to remain competitive with 

high-tech challenger banks in the market. The app heavily relied on web functionality, but with 

customers increasingly prioritizing mobile services, the Bank aimed to enhance engagement 

and retention in the long run. The internal product owners recognized the urgent need for a 

robust solution to enhance customer satisfaction and drive investment figures.

The solution

A 16-week engagement, we embarked on a transformative journey to revamp the existing UI 

and UX through a series of design-thinking initiatives. Our goal was to create a seamless and 

intuitive user experience that aligns with Bank's objectives. The culmination of our efforts 

was a meticulously crafted 1-1 clickable prototype, which was prepared for presentation to 

senior stakeholders. Additionally, the prototype was poised to undergo rigorous testing with 

the customer base to ensure its effectiveness and gather valuable feedback for further 

improvements.


Our primary objectives encompassed streamlining key user journeys, enhancing the intuitiveness of layouts, and establishing 

a contemporary interface. The aim was to minimize friction and ensure a seamless experience for users as they navigate 

through the app. Through thoughtful design considerations and user-centric approaches, we sought to create an interface 

that not only meets modern standards but also exceeds user expectations.

In addition, we undertook extensive research and design efforts to develop a new transfer/receive funds flow. The objective 

was to create a user-friendly and efficient process for seamlessly moving money transfers into, out of, and between the 

existing Bank’s accounts. By understanding user needs and leveraging best practices, we aimed to enhance the overall user 

experience when it comes to managing funds within the Bank’s ecosystem.
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After carefully collecting and analyzing user feedback, we proceeded with a comprehensive 

UX heuristics audit of the existing app. This thorough evaluation enabled us to identify 

specific pain points experienced by users and formulate strategies to address them within 

the overall user experience.

In addition, extensive research and design efforts were dedicated to creating a new 

transfer/receive funds flow that facilitates seamless and convenient money transfers within, 

to, and from the existing Bank’s accounts. Our goal was to enhance the user experience and 

provide users with a streamlined process for managing their funds effectively.

Multiple user journeys

Prior to beginning work we were given access to five previously designed user personas. 

Using these personas as our ideal customer avatars, we defined all the primary journeys in 

the app. This enabled us to identify users’ pain points and emotions at each step in the 

journey.
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"...The timetable we agreed was managed effectively and the budget we 

set was carefully utilised...everything we agreed upon was delivered."

Product Owner

The Bank

The result

Following the completion of the process, we organized a presentation for over 100 individuals showcasing the future 

prototype. The presentation successfully garnered buy-in from multiple senior stakeholders, validating the potential of 

the proposed solution.

Through our efforts, we achieved a remarkable reduction in the time-to-value of the primary user journeys, 

surpassing a 50% improvement compared to the existing solution. Integration of open banking further empowered 

the Bank to facilitate mobile investments and deposits, driving their growth in the digital realm.

To ensure a well-rounded and validated app design, we are currently conducting testing with the Bank’s beta group. 

This crucial step allows us to gather valuable feedback and attain pre-validation before introducing the app to the 

market. By incorporating insights from real users, we aim to refine the app's performance and enhance its overall 

user experience.



