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Timizaisfairlynew,butI'veheardit'san
easywaytogetaloanwithoutgoing
intothebranchorhavingaBank
account. figii

Competitor'sofferings;particularly
Equity andDiamondTrustwhogiveme
anaccount immediately. I cando
everything exceptwithdraw fundsuntil
I'm KYC.

"Will I havequick,painlessaccessto
credit?"

"How will thebankhelpmetogrowmy
business?"

R2

Social validation: Wheredomypeers,
network&friendsbank?

I highly value face-to-faceinteraction
especially onbigdecisionsfor
VictorCorp.

Will it be easyto integratemyM-Pesa
payments?

R1

§

ThegeneralfeelingIgetwhenIask
aboutBarclaysis"Barclaysisanold-
school,expensivebankforthewealthy" 1

MyfriendshavetoldmethatBarclay's
creditprocessesarecumbersome&
lengthy. 2

I'mtoldthatonlinepayments(EFT)
sometimesfailortakealongtime. 2

I decide todosomeonline
researcharoundbusiness
bankingproducts.

I decideto lookat the
Barclays productsonline

I decideto lookat
ReviewsofBarclays'
Service

I Google“Barclays branch”.

I Google“Barclays call
centre”.

Figv

E5

E2Topresult:
GoogleMaplocations

Topresult:
"barclays.co.ke/personal/

7, Figiii

D1I gotoGoogleandsearch
various terms

IGoogle"Barclays Kenya"

I Google"Barclays"

E3little/nomention
ofBarclays(pg1)

Topresult:
Barclays Contactus

F3Topresult:
Barclays[UK]

I view theFacebook
reviewsofBarclays Kenya

Figvi

F2

F1Ichoosetoinvestigatea
competitorbasedonthe
reviewsonFacebook

I view theFacebook
reviewsofKCB,Standard
Charted,andEquity.

G1Igotoacompetitor's
website

figx

F4Secondresult:Barclays
BranchLocatoron
Barclays'website

I seethebigheadlineand
select [openanaccount]

I select [currentaccount]
Figvii

H1IrealiseI'minthewrong
section.

I goto the footerand
select"SME Business
Account"

J1Ilandon"Commercial
BusinessAccounts".

I decidetovisit the
Barclays branchclosestto
myoffice.(I don't know
whereit is)

E4

E1Idrivetothenearest
branchandenter.

Ihopeit'sopen.

E1Idecidetotrya
competitorinstead.

Thereisa ticketing
system.I geta ticket and
wait formynumbertobe
called.

Thereisnoticketing
system.I wait in line at
enquiries.

Mynumberiscalled byan
SMEBanker

Mynumberiscalled bya
teller.

I amredirectedtoa teller.

I amredirectedtoanSME
Banker

TheSME Bankeranswers
myquestions.

H3

H2Thetellerdoesn'thave
muchinformationother
thattheaccounttypes
andthecostpermonth.

Wediscussoptionsand
theservicesinvolvedwith
eachproduct.

I thanktheRMandtell
him/herI would like to
sleeponit.

I givehimmycontact
information expectinga
sales followupat some
point.

K3

K4Ileavethebankwithno
physicalpapersoreasy
wayofcontactingtheRM
again.

K4Ileavethebankwiththe
SMEbanker'sBusiness
Card.

L1IcalltheSMEBanker.
SMEBankerisn't
available.

Idecidetotryanother
bankinstead.

I receiveacall after2hrs

MOREINFONEEDRE:
WEB LEADPROCESSES

I call thenumberon
Barclays' ContactPage
(Tel: +254(20) 3900000)

I'm trying to findinfoon
anaccount formy
business.

I'm shoppingaroundfora
businessbanking
account.Whatcan
Barclays offer?

P1..pleasehold.[hungup]
F5

G2Theline is engaged/No
onepicksup

E1TheagenttellsmethatI
needtogointoabranch
withmyIDorPassport,
CarrierPIN,&Cert.of
Registration,

Q1Consultant:"Goto
Enquiriesatanybranch."

I ask:"Who doI speakto
at thebranch?"

Sources

1. RoADesignTeams̓in-country contextual
interviews. (March2018)

2. RoASME CVP1Pager July 2017.Page 10-12

3. Public site:Barclays.co.ke
(Chrome 65.0.3325.181onOSX10.12.6)

4. KPMG|AfricaBanking Industry.
Retail CustomerSatisfaction Survey
September 2016

5. AdobeAnalytics

6. Primary researchbyRoADesignTeam.

7. Deskresearchvia VPNtoKenya tosearch
for terms:

Businessadvice
Business packages
Best SME bankinKenya
Best BusinessBank inKenya
Best Bank inKenya
Best bankratesinKenya
Best interest ratesinKenya
SMELoans
BusinessLoans
Hustlebanking

BarclaysFBReviewsdon’t
comparewell.
seefigvi.

Badfirstimpressions.
Ifthefirstimpressionsata
brancharenotpositive,thereis
averyhighchanceI’llgo
elsewhere.

Notagreatcallcentre
experience
TheBankshouldbetakingevery
steppossibletoavoidtechnical
issuesatthecallcentre.

Ididn’tseethetopnavrow
WhenIstarted,Ihadbeen
placedinthepersonalsection,
despitesearchingfor“business
banking”.Ihadtherefor
assumed,Iwouldlandinthe
businesssection.

Outof1.4mviews(in13
months),only1573visitors
madethisjourneyfromthe
landingpagetothebusiness
bankingpage.

Ifthebank'semployeescannot
informmewhocan?

Iwantedinformation
Thecallcentreagentcorrectly
triedtoremovethebiggest
frustrationIcanimagine:going
intothebranchwiththe
incorrectdocumentation.He
did,howeverincorrectlyassume
thatIhadalreadymadethe
decisiontobuyintoBarclays.

ErroneousLink
Iselected[SMEBusiness
Accounts]andIlandedon:
https://www.barclays.co.ke/
business/open-an-account/
commercial-business-accounts/

"Thispagedoesn’tseemtobe
whatI’mlookingforatall.
PerhapsBarclaysdoesn’tcater
toabankassmallasmine.

Openanaccountpage
• Costsarevagueandopen

tointerpretation.
• Orderofthecomparison

chartdoesnotmatchthelist
atthetopofthepage.

Leavingemptyhanded
IfIweretogotoanotherbank
andweretoreceivealeafletorz-
cardoftheiroffering,theywould
befront-of-mind.

FeeTransparency
WhatifIcouldseethetotal
bankingfeesthatanaverage
customerusuallyincurs?Could
itincludeabreakdownand
furtherinfoonthefees?

Z-Cards&Flyers:
Thecustomershouldnever
leavethebranchemptyhanded.
Havingaphysicalreminderof
theirexperiencewillhelpkeep
Barclaysfront-of-mindwhile
theyexploreotheroptions.

Facebookreviews(2.8stars!)
ManyFacebookreviewsare
doneintheheatofthemoment.
Perhapsit’sworthaskingusers
whohaveexperienced
consistantlygoodserviceto
weigh-inaswell.

Betterhuman-to-human
communicationneeded
ConsiderLiveChatfunctionality
and/ordrasticallyimprovecall-
centre

Staffproductknowledgebase
Designandimplementa
comprehensivedigitaland/or
paperbasedinformationsystem
forbothretail&business
bankingtoup-skilltellers

KCB

Barclays

StandardCharted

Nofurtherinfo?
• Thereisnofurtherinfo

beforeI’maskedtoapply.
• WhenIloadthe“applynow”

page,theapplicationform
doesnotselecttheproductI
clickedon.(dropdownpoints
to‘BusinessClub’regardless
ofwhichitemyouselect)

HumanConnectionislost
Iwanttobeabletocontactthe
personIhaveinvestedtime
with.IfIhavetostartwith
someonenew,Imayaswellstart
withanewbank.

Callbacktooktoolong
FromthetimeIhit‘submit’until
Irecieveacall,Icouldbelooking
atotheroptions.IfIfind
somethingbetter,andrecievea
betterservice,I’mlikelytogo
withthatoption.

Chat
Itwouldbegreattohavesome
formofhumancontactonthe
websitee.g.alivechatsystemso
thatIwouldn’thavetogointo
thebranch.

SME-specificInternet banking
Functionsspecifically designedforyoungand
growing businesseswill helpusbuild long-
termtrust inourservice asthesecustomers
crossthebridgefromunbankedtobanked.

Advisorsshouldbeavailable online
Thereisanopportunity to leverageNLPs to
recommendarticles basedonthe questions
beingaskedin anonline engagement
environment.

Form&Captcha
KCB,StandardCharteredand
Equitydon’tmakemedoa
Captcha.Whydoyou?

Whydoyouneedsomuch
informationfrommesosoon?

Whydoyouforcemetoputin
myphonenumber?

Takingtimeawayfrommy
businessisnotanoption…
Maybeanotherbankwillletme
applyandfulfillonline.

IsanSMEnotconsideredaPremiercustomer?
CurrentlyBarclaystreatsprospectiveSMEcustomersthesameas
prospectiveretailcustomers;havingtovisitthesamebranchesand
waitinginthesamequeuesetc.Thereisanopportunitytoset
Barclaysapartbyofferingexclusivetreatmenttoexisting&
prospectiveSMEs

HolisticOffering
Lowawarenesscurrentlythatweoffer360banking.i.e.youcould
geteverythingwithus.

SellwhatpeopleloveaboutBarclays
Highlightthefeaturesandservicesthatourcurrentusersmostrave
about,andcreatemarketingmaterialthathighlightsthem.

BusinessFinancialManagementTool
IfIcan’tgetallmyfinancialservicesunderone
roofatleastIcansee,andplaninoneplace.
Forexample22seveninSouthAfrica.
https://www.22seven.com

Searchengineoptimisationfor
Barclays’BusinessBanking
WhydoesBarclaysnotshowup
onthefirstpage?

Googlegivesopeningtimes.
Barclays.co.kedoesnot.

Icouldveryeasilylandonthe
BritishBarclayssiteby
mistake.

PinsonBarclaysBranchfinder
maparefrustrating.
Thepinsareclusteredinsucha
waythatyouendupclicking
aroundthemapforfartoolong
tofindwhatyou’relookingfor.

Somepinsappearonthe
Barclayssite,butnotGoogle.

Someclusteredpins(one’swith
numbers)neversplit…soisthat
2branchesor2ATMs?

BusinessBanking(SEO)
BusinessBankingisnotgiven
muchattentioncomparedto
personalre:SEO.

Addoperatinghoursto
Barclays.co.za

ClaimbackGoogleMappins.
ContactGoogleusingtheir
onlinetoolstoregaincontrolof
thePinsonGoogleMapsthat
pointtoourbranchessothatwe
canmanagethedescriptions,
times,etc.

Statsshowuserssearch
“Business”not“SME”
On-siteSEOshouldincludethe
term“Business”morethanthe
term“SEO”.

Pain-pointto enhance/Opportunity

Positive CustomerExperience

Neutral CustomerExperience

NegativeCustomerExperience

Potential ClientLostforBarclays

Hypothesis(to betested)

Validated

MapKey

IndexofSource&Figures

IndexofPains, Gains andopportunities

Marksthe itemasahypothesis

X

X

------------------------------
-------------------------.

Scenario:

Mr.Taucurrentlyhashispersonalbankaccount

withEquityBank.Heisabusinessco-ownerof

VictorCorp-alargerSMEwhichimportsIT

Equipmentwhichhesellstobusinesses.

VictorCorpwillrequirelongtermloansin-linewith

their10-yearplan.VictorCorpiscurrentlymulti

bankedbutusesKCBasitsmaininstitution.

Healsohasaside-businesswherehe’sco-invested

withhisbrother.Thebusiness(BodaCo)isa

motorcycletaxiservice(Boda-Bodas).Theyrelyon

smallday-to-dayloans.Theyreceivepayment

primarilythroughM-Pesa.Theyaregettingbig

enoughthattheyneedseveralM-Pesaaccounts

severalM-Pesaaccountsbutwouldprefertohave

oneconsolidatedloan.ThereforePatrickis

consideringopeningabusinessaccountwitha

bank."ButwhichbankshouldIgowith?Thereare

somany?

“Idon’tneedtoworkwithBarclaysatthispoint.If

Idon’t‘feelit’,Icanlookelsewhere.”

Gender: Male

Age: 37

Status: Marriedwithonechild.

Education: UniversityDegree

Profession: Entrepreneur

Archetype: RoASMEPortfolio
(Basedonincomeband)

Nairobi,Kenya.
Patrick Tau

Persona

AS-IS CustomerExperience Map
SME̓s New-to-bankKenya

F1 G1

G2

H2

H1 J1 K3

K4

K2

K3

F2

F5

H3E4

E5

D1

L2

L1 N1

Notselling
Callcentreagentsaretakenby
surprisewhenaskedtosell
productstoundecided
customers.

P1 Q1

M2 R1

R2

M1E1

B1

B2

B2

A1

Helpmestartabusiness
Canthebankhelpmewiththeregistrationof
mycompany?

A2

E3

E2

F3

F4

Whatwouldmakeanunbankedcustomer
chooseto investigateBarclays first?

What is thepublicperception?

Is thereastatusassociatedwith Barclays?

I̓ dlike togetaccessto thecredit I need
togrowmybusiness. 2

I want tohaveadedicatedpersonto
dealwith -someonetogivemeadvice
onmysmall business,BodaCo.

A2

I wantabankthat's constantlyworking
onways tosavemetime,allowingmeto
focusonmybusiness.For example:
payingmytaxesonline orvia the app.

HavingaBarclaysaccountcouldgiveus
credibilitywhendealingwith
internationalbusinesses.

Idon'tseeBarclaysadvertising
anywherereally...Theotherbanksare
farmorevisible.

B2

Isawpeoplecomplainingaboutthe
longlines(inbranches)onTwitter.

B1

I want tohaveaPOS systeminplace
with quickreflection asmycashflow
maybecometight. 2

Asfaraspossible, I'd like toconsolidate
myassets,debtandfinancial products
underoneroof,makingreconciliation
simplerandallowingmetoseeand
manageeverything inoneplace?

A1

figi

in-branch
experience

call centre
experience

online
experience

Servicequality

Others

Interest rates&fees

Turnaroundtime forrequestsandenquiries

Innovativeproductsandservices

Financialstability

Quality ofinternet/mobilebanking

Proximity ofbranches

C D E F G H I J K L M N O P P Q

I informtheRMthat I'm readytoswitch
toBarclays

SMEBanker givesmea follow-upcall
askingifhecanassistwith anything
else. Iwasconsideringanother bankbut
it seemslikeBarclays havegoodservice.
I tell theSMEBanker I wouldliketogo
aheadwith openinganaccount.

I gobackinto thebranchandwait in line
at the teller withmydocumentation.

WhenI getto theendI askthe teller to
openanaccount formybusiness.

I don't evenwant to thinkabouthow
muchadminit is toopenupabusiness
bankaccount. I'll stick tomy5M-Pesa
phones.

BA

I gobackto [home] and
select [business] I select [openanaccount]

I select [SME Business
account]

K2

K1Iscrolldowntoseethe
accountcomparison

Figix

L2Iselect[Business
Bouquetaccount]

figxi

M2

M1Ifillintheform

N1Idon'treceiveatimeouscall

I decidetocall andfind
outmore.

Reasonsforwanting toswitch banksinKenya [4]

2h
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