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Research
Part One



Reimagine The 
Digital Banking 
Experience 
For Gen-Z 

🗂 Research

The Problem
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🗂 Research
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Problem Statement
The Problem Statement

Gen Z is concerned about money, but they lack 
financial services product adoption and often 
overspending. Hence, there's a ripe opportunity 
for Maybank to engage these customers. 

To attract Gen Z, Maybank must develop 
engaging, tech-driven, and educational 
products/features that offer value.



🗂 Research
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Goals
The Goals

Project goals:
How do we create a tech-driven, engaging, and 
educational banking experience for Gen Z?

Business goals:
How do we increase the transaction value and 
frequency?



Users Insights

Early adopter

Gen Z open to a wider variety of 
financial service products than 
other generations.

Lack of financial adoption

Gen Z is lacking financial 
services product adoption such 
as blockchain, IoT, etc.

Irresponsible spendthrift 

Gen Z isn't responsible for the 
bulk of their own spending. 

🗂 Research
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Design Principles 

Tech-driven

Design banking technology for 
the future. 

Engaging experience   

Build features that provide 
delightful experiences.

Educational 

Gen Z is concerned about 
money, so teaching them basic 
financial literacy skills can help 
build relationships.

🗂 Research
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Early Adopter 
The Proposed Action

Using AI to enhance user identification while also 
mimicking live employees through chatbots. 

Pros:
Offer the greatest cost savings opportunity and 
build a deeper emotional connection with users. 

Business impacts on the app:
Increase time spent on the app, increase 
customer advocacy, and reduce churn rates. 
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🗂 Research

https://www.businessinsider.com/ai-in-banking-report


Financial Adoption 
The Proposed Action

Introducing blockchain technology/services in 
hopes of streamlining processes.

Pros:
Bringing greater efficiency and transparency. 

Business impacts on the app:
Increase transaction value and frequency. 
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Educational 
The Proposed Action

Become synonymous with free education (not 
the boring kind).

Pros:
Gain trust with users. 

Business impacts on the app:
Increase time spent on the app and increase 
active users. 
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🗂 Research



Ideate
Part Two



✏ Ideate
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Sketches
The Ugly Sketches 

The secret recipes



✏ Ideate
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AI Chatbot
The User Flows 

1. Open the app

2. Have a problem

3. Click on the chatbot

4. Describe the problem

5. Close the chatbot



✏ Ideate
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Blockchain Technology
The User Flows 

1. Open the app
    Users will toggle the Crypto page from 
    the MAE home page

2. Explore a Crypto

3. Select a preferred Crypto

4. Buy/sell and input a preferred amount
    The current prices will be shown here

5. Share the happiness (optional)



✏ Ideate
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Educational Content
The User Flows 

1. Open the app

2. Select an Educational Content

3. Explore the content and take the quiz
    Users can earn incentive per question

4. Close the quiz

5. Share the happiness (optional)



Design Approach 
Part Three



🖍Design Approach
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AI Chatbot
The Prototype

Conversational banking helps banks deliver a 
great customer experience at scale. It keeps 
things seamless.



🖍Design Approach

19/28

Blockchain Technology
The Prototype

Intelligence survey found that 66% of Gen Z 
believe new technologies like blockchain will 
have the greatest impact on banking by 2025.



🖍Design Approach
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Educational Content
The Prototype 

Gen Z is concerned about money, so teaching 
them financial literacy skills with little incentive 
can motivate them and build relationships.



User Test
Part Four



Findings

Crypto entrypoint

“I barely notice the toggle that 
located at the top.”

Crypto actions

“As a user, I want to convert, 
send, receive my Cryptocurrency 
to someone.”

Skip the articles 

“I probably will skip the articles 
and jump straight to the Quiz to 
earn money.”

 User Test
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Final Design
Part Five



🎊Final Design
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AI Chatbot
The Prototype

Conversational banking helps banks deliver a 
great customer experience at scale. It keeps 
things seamless.

https://www.figma.com/proto/HZ3Hti6z59KVyqnsRYBUyF/UX-Carousel?node-id=656%3A4139&scaling=min-zoom&page-id=104%3A552&starting-point-node-id=656%3A4139&show-proto-sidebar=1


🎊Final Design
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Blockchain Technology
The Prototype

Intelligence survey found that 66% of Gen Z 
believe new technologies like blockchain will 
have the greatest impact on banking by 2025.

https://www.figma.com/proto/HZ3Hti6z59KVyqnsRYBUyF/UX-Carousel?node-id=656%3A4913&scaling=min-zoom&page-id=104%3A552&starting-point-node-id=656%3A4913&show-proto-sidebar=1


🎊Final Design
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Educational Content
The Prototype 

Gen Z is concerned about money, so teaching 
them financial literacy skills with little incentive 
can motivate them and build relationships.

https://www.figma.com/proto/HZ3Hti6z59KVyqnsRYBUyF/UX-Carousel?node-id=656%3A3903&scaling=min-zoom&page-id=104%3A552&starting-point-node-id=656%3A3903&show-proto-sidebar=1


🎉Final design
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💌
Thank You
For Watching
Write me a love letter on LinkedIn or gmail 

 Thank you

28/28

https://www.linkedin.com/in/itsbinsonloke/
mailto:lokehanfeng1234@gmail.com

