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S/AM COMMERCIAL BANK THAILAND

Siam Commercial Bank (SCB), one of the 5 major banks in Thailand, partnered with

Publicis Sapient in 2020 to envision their digital banking product roadmap.

As part of the engagement, we created a Steel Thread POC in collaboration with Though

Machine, showcasing the mobile app experience for the new digital banking products

and services.

We determined the target state experience by first surveying the horizon, conducting

desk research and auditing the landscape, mapping the brand archetype ambition for

SCB and devising the experience principles.

43

https://fleishmanhillard.co.th/2018/10/fleishmanhillard-unveils-perspectives-of-thai-millennials-4-0-and-the-future-beyond-brand/

67% feels that
happiness is having
the freedom to live

their lives

70% feels that money 87% feels good after

is the best measure spending money to
of success treat themselves

https://www.ipsos.com/sites/default/files/2017-07/06.2017_EN_Survey.pdf

lack of knowledge of
vendor staff + mobile
payment not
accepted

89% has experience
problems making a
mobile payment

70% want to make
instant payment
regardless of who
they bank with

79% will pay more for
brand/services that
allow them distinctive
expression of self

56% places priority on
online appearances

and self-expression
than offline

EXPERIENCE PRINCIPLES

controlling my

money
predictive
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proactive
making my optimizing my
money mobile money
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mone 9 money learning
4 & planning
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BRAND ARCHETYPE

Explorer

Independence
Authentic
Pioneering
Motivation
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S|AM COMMERCIAL BANK THAILAND

Looking beyond the products and capabilities ,4 ,ﬁ 0

,/‘
| want to spend

more time with my

identified for Steel Thread, we translated the | want to

afford my

| .
lifestyle m !

without stress

family and know

propositions into customer-focused narratives, and

they're taken care of

. . . / | Designed Connected data & Intelligent, personalised
reimagined an ecosystem that integrates seamlessly / e Forone \ around their life touchpoints insight
into customers’ lives, and designed a mobile
+  Reflect that you understand my goals, + Seamlessly integrated customer + Always using context to guide

data in every situational needs customers to choices

needs and priorities

experience that is meaningful, dynamic, relevant

+ Real time and instantaneous actions + Contextualising situations & status,
and status visualising and tracking progress

/ + Make it accessible, super simple to use
/ and understand the language & interactions

Social
banking

features

Social
commerce

and scalable. “\

| want my | ; - Bring it to my level, make it + Build-in connectivity to those around » Anticipating, looking forwards and
finances to want to realise my engaging and modern in my financial world projecting to my future

. dream of opening
keep up with

h
my social life my own shop

~406.85

Spendip.
ndmg insighys
Shopping View all

The better you save, Dining

the more you earn.

Focus on your goals 816.00

Product proposition pillars

Create savings goals, get tips and Trave(

track your progress :
Savings

Instant credit
approval

6
Higher interest the longer you keep 45.00

your savings
315.09

A new digital banking
app, creating new value
for our customers.

Alternative loan

Mana,

Finance that works
for you.

Y fa

Automatic savings

We'll sweep any amount of your
earnings into savings where it'll
earn you more

Instant access to affordable credit

RisgbRuneed it most Simplify your banking, with an account that

gives you access to everything you need.

One view of

my money
Better control of my money
Insight on where you spend,

Spending

and where you can save

The best way to pay Combine your spending power

For each transaction you can choose
whether to pay by cash or credit

Use both cash and credit for any payments if you don’t have
enough of either.

Repay in installments

Split any purchase into an installment plan
and repay it over 6 or 12 months

9 Stay on top of your
finances

Life can be busy, so we have
made tracking your spending,
saving and credit easier.

9 Be a smarter

saver

Automatically top up your
savings vault to keep earning
the highest interest rate.

9 Spending power in
your hands

Not enough cash or credit?
No problem, you can pay using
both your cash and credit.

Features that fit with my life
Insight that’s relevant to me
Flexibility to spend how | want

An app that | love to use

Your credit ling

A
See ins’Ehts g’

Pay cregit LD

View term loans

c"edit li
Ine tran
Sactiong

YESTERDAy

YESTERD,y,
NETTOR
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MOBILE APP DESIGN FOUNDATION

SCB DESIGN FOUNDATION

Design Principle

Energize me

1

Articulate

Simple and unambiguous visual
language. Clear on intent and
expected output.

Examples:

Big typography, great contrast, guiding motion,
well-paced information.

2

Considerate

Thoughtful visual elements that
are relevant and adaptable to
individual moments.

Examples:

Distinguished alert, bright visual for celebrative
moment.

3

Stimulate

Engaging visual elements

throughout the experience.

Encourage continuous
exploration.

Examples:

Color gradient, element of surprise, creative data

visualization.

SCB DESIGN FOUNDATION

Typeface

Typography system is one of the most critical elements
in creating consistent experience for multilingual
product. We recommend IBM Plex Sans Thai Font as it
provides great consistency between English and Thai
language, and at the same time offers wide range of text
styles.

IBM Plex Sans Thai

Aa Bb Cc Dd Ee Ff Gg Hh Ii Jj
Kk LI Mm Nn Oo Pp Qq Rr Ss Tt
Uu VW Ww Xx Yy Zz

i 2 3 4 5 6 7 8 9 0

Type Style

IBM Plex Sans Thai

= Li;
i -
“sod From our early avucdduusa 9
. P
days until today duaviul

Aalimannuiunnaiodadeo n Sud
PAYMENT mszhs: s
selodiner A nes

sams B ne

1,200,000

Type Scale

We measure our t

ale to

bhy with modular ¢

achieve visual harmo found in compositions that
use arbitrary numbers. A scale of 1.25 (125%) is used to
define our font sizes, which provides a good variety of

sizes with sufficient contrast

.. 13 16 20 25 31 39 49 ..

" The quick brown fox jumps over the lazy dog
" The quick brown fox jumps over the lazy dog
" The quick brown fox jumps over the lazy dog
The quick brown fox jumps over the lazy dog
» The quick brown fox jumps over the lazy dog
" The quick brown fox jumps over the lazy dog

N The ek bewwn fbon jumps over the lary dog

SCB DISIGK FOUNCATION

Color

Color Swatch

A. Primary

maintaining

r modelling with an

identiliabie pattems 1o achieve greal co

W 205

(o) (erora) H- S CIE)

Gradient

Grod use of gradiant will halp to bring anergy o the intarfaces.

M 2030
50

B 100

B. Secondary

C. Neutral

The neutral are develoged based on #302145 (the da

st prmary color) to create shades that s

still harmor

th or primary coler.

(#5uanea) (omrias ) {wosisea)
\ V) W o \ -

D. Alert

E. Data Visualization

Data visualization is one of th

ents in our groduct. It transiate dates that are camplex in nature

inta simple, digestable, an

Categorical Data

mMultiple labs! data without inbarsnt ardered values.

D)

Sequential Data

Multiple label data with inherent ardered va.ues
{xo9r0) {¥ccrser)
{xwoaers) (vcconee)
D

Divergent Data

ng data with a central value (eg: 0}

Contrast Ratio

[t is important to ensure our color usages are accessible
to wider range of different visual abilities including, but
not limited to, visual limitations such as color blindness.

We use AA standard of WCAG 2.0 as minimum

requirement for the contrast ratio.

WCAG 2.0

31 4.5:1

Big text Normal text

18px regular [ 14px Lold and up 1dpx regular and smallzr

()
{PEGFAFE )
(oreeere)

)
\! 4

1 Easing

Objects in real life almost never move at a constant
speed. Therefore, proper use of easing is crucial to
create a comfortable visual experience.

We use three types of easing — all in Expo bezier curve
to produce engaging motion without causing
unnecessary distraction and buffer.

Ease-in Expo Ease-out Expo Ease-in-out Expo
The object starts slow in the beginning and gains The object accelerates » the beganing and The obpect accelerates in the beginneg and towards
momentum gradually loses momentum. the end.
Bezior value: Bozwr value: Bozior value.
0.950, 0.050, 0.795,0.035 0.190, 1.000, 0.220, 1.000 1.000, 0.000, 0.000, 1.000
Duration
Motion of components should be carefully defined.
Movement that is too slow will bore users and does not
feels productive while movement that is too fast might
ause confusion. Ideal duration for our mobile app
should be between 200-600ms
Few things to consider in defining motion duration:
- Travel distance
- Component sizes
- Amount of moving elements
- Device size
Enters/Opening Exits/Closing
Transitions that open or expand an element are ideally ranged botween Transitions that close, dismiss, of collapse an element use shorter durations.
200-600ms. Exit transitions may be faster because they require less attention than the user’s

next task. Exits duration = 60% of Enter duration.

Motion Behaviour

See motion behaviour list here
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USER FLOW AND WIREFRAMES DESIGN

From HOT to
CcoLp

transfer
confirmation

SIAMPOC 337 Mobile

Select %

£an | repay my term loan in full ahaad of

schedule?

Haw do | chacsa which pot | ey from?

Have more questions?

Our team are avallable 24/7 to m)
ou may

a5t ary questi

have.
Start chat

CTA disabled unless
user makes any
changes

Change all “Set autosave”

Move from every incoming Spending pot
transaction to your Saving vault

15

N

Are you sure you would like to 3
cancel AutoSave? Pls decide UI for
. firmati
Sponding pot Saving vault Den't cancel OK Pop-up confirmation To reactivate AutoSave,
go to your Spending pot or
Saving vault and select
Set duration of AutoSave “Set AutoSave"
Always >
S niatiicn
Learn what AutoSava can 2 for you >
Cancel AutoSave
Back to dashboard

B raviocreesean
S

Your croa flee 100,000 e

23,309 e

51,498

Change
“Manage autosave”
back to
Spending pot transactions “Set autosave”

WP wild & Co.

Move from every incoming Spending pot
transaction to your Saving vault

20.

Spending pot Saving vault
Set duration of AutoSave
Abways

[er——

Leam what AutoSave can do for you >
Cancel AutoSave
When user makes any
: S
Set AutoSave to % or >

CTA is active

YES YES
| I t K T HBOARI " "
[ > 337.0 Intro to auto save 337.1. Set up AutoSavi Confirm AutoSavi _— > AutoSave confirmed BACKTO DASHBOARD to "Manage autosave’
Set duration
NO
NO
Etror sreen ———————» Back to dashboard
A
Change % YES S —
From COLD > » Dashboard BACKTO
Set duration
YES Change all “Manage autosave”™
. BACK TO DASHBOARD
el AutoSave —_—> > C Deshboard to “Set autosave”
NO
337.0 337.1
AutoSave intro Set up AutoSave
on . -
( < Set up AutoSave X <« Set up AutoSave X < Set up AutoSave X < Set up AutoSave X < Set up AutoSave X &« Set up AutoSave X < Set up AutoSave X
¢ ‘
Set the percentage you would like to Set the percentage you would like to For every incoming transaction to your For every incoming transaction to your For every incoming transaction to your For every incoming transaction to your For every incoming transaction to your
automatically move from Spending pot automatically move from Spending pot Spending pot, set the percentage you Spending pot, set the percentage you Spending pot, set the percentage you Spending pot, set the percentage you Spending pot, set the percentage you
incoming cash to your Saving vault incoming cash to your Saving vault ‘would like to automatically move to your would like to automatically move to your would like to automatically move to your ‘would like to automatically move to your would like to automatically move to your
Saving vault Saving vault Saving vault Saving vault Saving vault
User can enter | |
* * numeric value 3l 301- 50 50 * 15
A ‘ ——————— - no decimal — >  Slide moves as user — S— —— oo o ce slider —— ——  —
‘Spending pat Saving vault ‘Spending pot Saving vault - value <=100 Spending pot Saving vault enters numeric value Spending pot Saving vault Spending pot Saving vault to change % oo o N Spending pot Saving vault
B " b - if first 2 digits are Increment of -+ 1% Set the duration for your AutoSave X
e a smarter saver by . . N
Dased an your average spending amouat, we Based o1 your average spenc ag amoant, ve not 10, user cannot Based o1 your average sperding arourt, we Based 01 you average spencig amoant, ve Based o1 your average sperding avourt, we Is check usabil Based 01 your average spending ameurt, we
setting AutoSave Insight component? | "oanmend o mos 205 ofyour ncoming FocoTmans you maue 108 of your incaming 4 rrcammard you maws 108 of yaur incaming racormen p 108 o your incorring, recammand you mova 106 of yaur acaming. (P S Check usability rcammard you mave 10% af yaur incaming
P " cash ta your Saving vault, enter 3rd digit £220 s Saving st ~ach 10w Saving vault €220 10 your Saving vault of slider function) Always V €21 to your Saving vault
Fzrn higher interest and raach your 3 - if first 2 digits = 10, 1 2 3 1 2 3 rlenztan
oo =10, e o e o
Set duration of AutoSave Set duration of AutoSave Set duration of AutoSave
partof your incoming cash to you- 4 5 8 user cannot enter g. E 5 a 5 8 Next 3 months
savings. Always > any other digit 7 s ° always > N Lways
it sies except “0” vans wive sans Ll 7| Nextémanths For POC only Always Ll
. a is tappable
A ® 2 = Y = Customize duration
Set AutoSave Set AutoSave
Update illustrations é w ‘
Decide how much to save Earn higher interest Flexibility at your fingertip
For avery incoming trarzaction to you” b longar you k Manage and changs your Auto
witl automactally 5 at any Lime, and as ole
ving vault ou like
Have questions? 337.2
Haw do I furn a transaction inta a tarm Manage AutoSave Cancellation success Success
Ipan?
What will my sill contain? Manage AutcSave X Manage AutoSave ~
Your AutoSave is cancelled Your AutoSave is set!

VA
|

/)

NGV,

For every incoming transfer
1o your Spending pot

20

will be automatically moved
10 your Saving vault

Your new AutoSave is activatad
f1om 17 Dec 2020 at L6:35PM
ntil eancellaticn

Back to dashboard

Success

Your AutoSave is set!
TN
I

N_/

For every incoming transfer
to your Spending pot

15

will be automatically moved
to your Saving vault

FuateSave is activeied
from 15 Dec 2020 at 13:20PM
vatil canenllatar,

Back to dashboard

Add insights -
Show time stamp for Congratulate user
AutoSave activation for setting autosave

Dashboard

Hi Kosum!

Cashe

94,807

Auniable crocit

+ 100,000 THB

o
il 0 b a.7omatizaly mesd 13 our Sngs.

Rocent transactions

g Wild & Co.

@ Tops Susermarket
pesbres

Spending insights

Alternative loan
MNeed ta save for
anaw tar?

e

viewall

-125.00

29300

-406.85

viewall

B16.00

£45.00

315.00

Account overview

100,0007 8

[r————

Veur saving vaukt 43,309 M1

[——

51,498:%

Spending pot transactions.

vesTzsoay

Wil & Co.

@ pabio oy

Change
“Set autosave” to
“Manage autosave”
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DIGITAL BANK MOBILE APPLICATION S

Your Saving Vault 43,309 -00THE

oll T . 8 oll T .

Hide balance Q Hide balance Q

Your Credit Line 100,000 00THE Your Spending Pocket 51,498 00THE

Your Saving Vault 43,309 00THE Your Saving Vault 43,309-00THE

Your Spending Pocket 5 1 A 49 8 f:a Your Credit Line 100’ 00010:8 ‘

Next repayment due

in 3 days
Increase your spending power with instant credit.

You can also turn any transactions to installments.

Activate

® Avg. monthly spend ® Credit used Total limit ®
e

® Cash available + 3 term loans active

o o =| o [ )

O Credit Line v Set Autosavings Set as default @ View credit bill Pay credit bill | Set as default @

TODAY Daily spend 34,525.84THB
o Spending Pocket v Credit Line v

Hl Kosum' BV Brenton Vijani -10,000.00
i Spending, Credit THB

11.320m TODAY Daily spend 34,525.84THB TODAY Daily spend 34,525.84THB

Cash+ Mortgage Alternative loan  Credit g Deposit +225,500.00 gy Brenton Vijani -10,000.00 gy Brenton Vijani -10,000.00

=3 Spending THB Spending, Credit THB Spending, Credit THB

02.010m 11.32om 11.32om
Deposit +225,500.00 Deposit +225,500.00
El Spending THB El Spending THB

Your total balance Hide balance &%

Alternative loan
94 80 7 00 THB Need to save for
’ a new car?

+ 100,000 THB available credit

o .. - - oo .. - - oo .. - - oo .. - -

Move money Cancel Move money Cancel < Move money Cancel Review transfer

J

n i ) FROM FROM FROM Balance TH8 .
. . . . . , You are transferrin
Spending insights View all ~ Based on your average monthly spend including Spending Pocket ‘ Credit Line @ Spending Pocket 94,807 ¢ Transfer succesfull
your upcoming bills, you may not have sufficient (Default) 2 00 T
\ / THB
’
Shopp|ng funds before your next Salary payment' Balance THB Available credit THB TO0 Balance THB - 2,00000 THB
00 00 Saving Vault 43,309 on 15th Dec 021
816.00 94,807 100,000 - e e
Spending Pocket
Dlnlng . . Amount to move - ——
CEEEEE—— 645.00 Recent transactions View all e e @ e < > Spending Pocket 92,807-%°
T0
Travel Move to Pay a friend Pay with QR Pay a friend Pay with QR Saving Vault
. Saving Vault TO New balance THB
G 315.00 Wiy Wild & Co. -125.00 . Saving Vault 45,3099
Yestel‘day RECENT RECENT DoNe You're on the right track!
Earn better interest by saving more
P, 1 2 3 money on your Saving Vault. “ Earn more interest by automatically moving your money
¢ JBT‘\' Pablo Cheese Tart -273.00 BV P MS BV P MS 10 your Saving Vault. Setup now
e YeSte rd a\/ Brenton Vijani Jim Perry Mel Sinatra Brenton Vijani Jim Perry Mel Sinatra 4 5 6
GHI JKL MNO
—5 \ e eee 7 8 9 s
:j SS— PaRS Tuv wxvyz Confirm
Deposit Withdraw Transfer Transaction More ' 0 &) Back to Home
Cancel transfer
O =] Deposit cash 5+ withdraw cash 5+ withdraw cash
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oo .. - -

< Your Credit Line bill

L L oo .. - - oo .. - - ./

TIME TRAVEL TIME TRAVEL TIME TRAVEL

A view of what you owe now, and a look into Your future repayments Your future repayments A gUide to your financial A gUide to your financial Your future SaVingS

FUTU RE STATE AI EN HAN C ED the future with what you will owe. We”_being We“being |
- Saving Vault v

Insights  Financial tools Insights  Financial tools . o
January 2021 ( —_— Based on your current savings, this is how
> your savings can grow. €
Outstanding balance Available credit - X °
R - Avg. monthly spend Get started Lifestyle Investn
60,000 40,000 21,580.00THB Today +6 months +1 year
You are getting charged 28% Interest 22 580'0‘”“5
(APR) on this outstanding credit 9] 9} Spen: this month Recommended for you January 2021
Below is a simulation of your credit line
Outstanding credit 0 balance and the term loan repayments, OCT NOV.  DEC  JAN Balance
Based on your credit spend and terms loans, Bas including the interest accrued over time. s, oorHs Autosavings o
Credit used 1.400.00 ™8 this is how your repayments and credit this Is nuw yuur 1epay. e anu vicun 121000 u You can increase your 43 ’3 0 e
’ ’ : 2 : : Saved this month
balance will look like. balance will look like. @ Autosavings to 22% to
Accured interest 32.67 THB optimize your savings. Total interest earned 500.80™#
A total of 3,000.00 THB has been deducted for
K + + . i
Total credit amount 1,432.67™° +3months § +6 months S months Lyear Spent this month Safe to spend Manage Autosavings T
>
Minimum payment: 172.67THB .00 THB .00 THE
January 2021 July 2021 22,580 3,890 Saving amount (THB)
-
Make a payment You spent 1,230.00 THB this month more 0.00 20.000.00
Outstanding balance Available credit Outstanding balance Available credit than average. Let's get you back on track. -
60,000 40,000 %™ 40,000 %™ 60,000 ™ Help me save 15.159.00
View your financial report
- - - - Set and forget
You have 5 Term Loans Outstanding credit Outstanding credit u g
Set up recurring deposits to >
ke automatic savi
Monthly repayment 500.00 THB Credit used 1,400.00 ™8 Credit used 1,400.00 ™8 make automatic saving -
Accured interest 32.67 8 Accured interest 128.67 ™18 . IFTTT rules 8,500.00
Next payment date Total loan amount TIME TRAVEL ll
28 Febh. 2021 10,000-00THB Create ‘If This Then That’ rules for > e
Total credit amount 1,432.67™" Total credit amount 1,528.67™"° Your future savings Y;'”' El““'i“g"‘ based on your ° °
lifestyle choices.
1.0% 1.2% 1.4% ].6%
Minimum payment: 172.67THB (Empty)

You have paid 60% from total 60%

+ Show loan breakdown

TIME TRAVEL

Your future repayments

< .0

g
A 1 1%

Undertand your future repayments and
see how interest can effect your
outstanding credit line balance.

Look into the future

[= Help me create a budget

O Explore more Reports & Bills

Make a payment

You have 5 Term Loans

Monthly repayment 500.00 THB

Next payment date Total loan amount

28 Feb. 2021 10,000-00THE

You have paid 60% from total 60%

+ Show loan breakdown

You have 4 Term Loans

Monthly repayment 300,00 THB

Next payment date Total loan amount

31 Aug. 2021 6,000-00THE

You have paid 80% from total 80%

+ Show loan breakdown

Review your financial well-being based
on your priorities and goals.

Look into the future

SPENDING INSIGHTS

Your financial journey
so far

Review your financial wellbeing based
on your priorities and goals you have
shared with us

Investing
B Learn and setup how

investments can make your
money go further

Complete your onboarding

G Goal savings
You have gn:.\s or milestones, so >

create a plan to save for it.

Spend smarter

E Switch providers
We can help you get the best deal >

possible on your phone and
utilities bills.

Investment pots

Be reactive to your lifestyle and >
create a budget which still

allows you to be you.

+ Load more

Ask Robo Advisor

Insightful advice at your fingertips

Start chat

Autosave 200 THB each month

Boost your Autosavings this month and be on
your way to reach your goals quicker

Swipe to boost  >>>
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CITI CREDIT CARD REWARDS & LOYALTY PROGRAM

Most Citi customers (outside North and South America) holds a single-
product relationship with the bank - the Citi credit card. The Citi Rewards

Program is considered one of the best in multiple markets, with Citi credit

cards ranking among the top 3 by independent aggregators.

The large customer base of credit cards in the business and the highly

competitive market space made it critical we constantly look at improving

and reimagining the experience. From the first 90-day engagement model,

to personalised offers and rewards targeting, to integrated spend-and-

earn digital services, the Experience Team collaborated closely with the

regional cards business unit to identify gaps and opportunities to co-create

the evolution of Citi credit card loyalty program.

#Fact O1

Whilst Payments Are Getting Easier,
Redemptions And Usage Of Rewards Are Pretty
Much Still Manual And Restrictive.

#Fact 02

Competitive Service Landscape Across Industries -
There Is No Loyalty Nor Strong Emotional Connection
With Brands Today.

CURRENT STATE CUSTOMER EXPERIENCE JOURNEY

AWARENESS

Rewards. Offers. Promotions. Privileges. Benefits.

Do Customers Know The Difference?
Yes, Of Course. It's Been Around For Decades.

« Reward Points Are Used To Redeem For
Something.

+ There Is A Time Period And/Or
Exclusivity To Offers And Promotions

* Privileges Are Like Entitlements That
Comes With Status Or Card

+ Benefits Are Like The Set Of Things You
Can Enjoy Based On A Specific Product
Or Memberships

Do Customers Care?
Yes... And No.

+ They Do Care About Their Reward
Points Earned, Offers And
Promotions That Matter

* Privileges And Benefits That They
Can Use One Time Or Long-Term

* But They Really Don't Care About
“What" Category That Is

« As Long As | Get Value And Use
When | Want.

All They Want...

* How To Use Them

+ Hard To Keep Track - They Want To Be
Nudged So They Don't Miss A Deal

- Copy And Paste Codes

+ To See The Value Of Savings

« There Are No Elements Of Surprises -

Largely They Are All The Same

+ The Flexibility To Use Points

CONSIDERATION

Transactional To Emotional

\l/

LN
Make Friends

» Vouchers/Coupons Are All Too Analogue.

Start Of
True Personalisation

DISCOVER BENEFITS USE / MANAGE / REDEEM POINTS

APPLY & ONBOARD

USE CARD MANAGE CARD

3nagorch sy tImane nep enire use ¢

i - Qo ®
! Snep ot use €
[ Actiete o ' iyl
Hrcarers cars \ / [y i
& ® o
\v CWP pretegn Save Dee: o= o= oo o= == o= == == == =d
.
{ E ) ~
0 P
. Riakiaiaabid Y
-1 A . tegrate inte Mé3
1508 & 30t 10 439 H
i
.
.
!
‘ - @ o weone
> R
e e
e
o
-
0 °° .
Ports transier
wefucen
Rewards pre lagin

Cxphore Ovals

Monologue To Conversational

O

Making Things Simple And
Straight-Forward

Deepen And Learn From
Every Interaction

@ Qo= O

Q. e==>e

s s
e
- e s
o
e
Pl
@ Stutenens
i @Q .
oy fpayee
Manage Account/s

Quick Burn // Quick Earn

8
N

Focus On Service And The
Evolving Individual Not Spend

The Engagement/Habitual
Cycle
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CITI CREDIT CARD REWARDS & LOYALTY PROGRAM

One of the prioritised initiatives was to unlock a more seamless digital experience.
From our research, we understand that customers crave simplicity, from viewing
and managing their credit card transactions, to discovering offers, to utilising their

Rewards points or miles - without having to log into different portals.

Testing the initial designs uncovered additional insights into customer’s attitude
towards points and miles redemption, helping us prioritise features and services.

The need to further simplify the terminology, copy and content was also critical.

Overall Sentiment

Users were exciting about new features to empower their engagement with Rewards on Mobile

USER EXPERIENCE INFORMATION CLARITY FEATURE & FUNCTIONALITY

How is the overall experience?
Do they find the design is intuitive and clear?

Do they understand what they see?
Is there anything confuse them?

Do they like new features?
Did user find its useful?

Miles Card/33/F Prestige Card/40/F

Cashback Card/25/F

“Some wording needs to be
more clear”

"I can see myself looking for
deals and offers on Citi App"

“I can't wait to see this
version on live”

"“A lot of new stuff. It takes

“I get lost few times, not so
time to learn new things”

intuitive” I get a bit overwhelmed

Rewards Card/45/M Miles Card/28/M Cashback Card/55/M

INITAL CONCEPT & DESIGN
EXPLORATIONS

Rewards Catalogue

Brew up a little holiday
spirit with Starbucks

[ones o )
aaa:
N
Selected for you

m M\

!

25.500 ooints 672

© 2018 by Citibank Inc. All rights reserved.

v

View redemption

XA 67,700 points 1
283
Tomemy deifier Hudan Gerts Watch

131

S ems

Apparel  Jewelry 3 )

3

S % § a

-

: a

6,380 points . -!
Pull & Bear $20 Voueher

CHRISTMAS SPECIAL

X3 29,400 points

Filter By Category

Brew up a little holiday
spirit with Starbucks

Redeem exclusive vouchers and gifts to

32,200 points

Tuscamy Leather Shouder Bag

13,790 points

0

reward yourself and your loved ones.

18,600 points
Starbucks® Chvistmas Diene
Gt

TIANPO  1inpo seweiry $50 veuchor ., poinis
St Starbucks® Decal Christmas Blend
o
Get
6,380 points ]
I semenset $20 " 9,600 *
Starducks® Chestmas Blend [spresso
ot Roast
Get

18,600 points.
SHarbucks ® Hosday 0

Terminology

Sort

Check Out

Redeem
3134 Somerset $20 voucher

Powts uses 2,620 Pomts

13 avadasie 195,789 Pomts

Done

41 -l T -

Redemption success!

Order no. 27388824

313@Somerset $20 Voucher

2,620 Points

195,789 Points

Rewards history
y ot

Rewards wallet

Hide summary
tion history .

Your saved privileges and e-vouchers

Rewards. Offers. Deals. Privileges. Benefits. Vouchers. Coupons. Promotions.

There is a uniform understanding about rewards however users were having their own interpretations of each term, the discrepancies

=

Rewards

Get rewarded from spending

“l earn points/miles to redeem
something”

“l get Cashback from spending
on certain category "

"Deals" is part of card benefits

“I will look for merchant deals
at card benefits”

“In XXX bank app, | redeemed
my points at rewards and get
coupons at deals "

My Rewards

514

No clear indication
“l am not sure what is it"

“What doest the 14 means?"”
“My personalised offers?"

Call to action

“This is all the vouchers
available to me?”

“How can | get those
vouchers?”

“Rewards Catalogue"

“It seems like a catalogue”
“What kind of vouchers am |
entitled to?

What is voucher

“Voucher is with time limitation,
card benefit is life time"
“All my redeemed vouchers

and items”
“Do | need points to redeem?”

“Save money on merchant”

“Voucher is tagged to me, |
don't need points to redeem”

influenced by their experience with other banks; Users confused by the action of redeem

Not familiar with the term

“Deals and offers are more
straightforward”

“Its more nature to see offers

“Stuff comes with your card”

Mixed up with card benefits

“Like the card benefits based
on the card | have”

Rewards Catalogue

Is about Redemption

“Exchange my points and miles
for something”

“Generic rewards like cash
voucher”
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REFINED AND PRIORITISED FLOWS

MOBILE BANKING DASHBOARD QUICK ACCESS REWARDS POINTS/MILES MANAGEMENT AND REDEMPTION

AV R ~ - , P
- -~ Redemption catalogue £ Shopping = 14
e ‘ Premier Miles Cord benefts \ Rewards Points Civesnts Prestige Points oS Rewards Points cord bt e T
<y 277.849 ¥ | 3 7 277,849 Polnts [ 7 277,849 Points
Miles balance Paints balance Points balance - Pois balarce Recem with
~ y <7 277,849 Poil
st B 277,840 R 277,840 W 277840 277,849 < 271,845 ponts
$$ 45,500.00
Leathermand Multi Tool
O © & © ®© © © © © 60 0@ "
Courds e @ @ @ Redemption  Pay with Points Cash <
S$ 4,400.00 Redemption  Pay with Miles Cash Redemption  Pay with Paints Cash Redemption  Pay with Points Cash Catalogue Mites Transfer Resate
v
Catalogue Miles Transfer Rebate Catalogue Points Transter Rebate Catalogue Points Transfer Rebate Redeem endless rewards with EZ 8 catamate on Comargue
Sl s Get
your Citi Reward Points or Miles Douceur des Rizieres Sort by
Points history 18,000 Pony oints FLIE
> . " Most redeemed o Starbucks $20 Voucher
Miles history Points history Polnts history ,E_"_',",:,'__,_‘,, zﬁ?{,‘:m,,. fiad # b4 d 6,270 points 7,000 peints
2 G
Earned [ Earned Redecmed Earned Redeemed 634,847 @0 Shapaing Travel Tood and Uites | ._\ - :«;:::e-f‘nunwlch ts = Latest additions AUOreE
this month this month this month this month this month this month Beverages o -
e o X s . tedoemad Present the vaucher at the merchant in
51 34,847 %) 17 634,847 i 17 634,847 7 0 Siice Jor $1ice Jan 2012 Available balance & & JBL Wireless In-car Low to high (Polnts/Miles) Singapare to enjoy a cash discount.
~ Earphones Got
199,999,748 199,313,957 \ o
Earned Redeemed Eamed Redeemed Earned Redeemed Latest addlitions R R s e H0eS Starting at 35,380 Pints High to low (Paints/Miles) D Use by 31 Aug 2019
since Jan 2002 since Jan 2012 since Jan 2012 since Jan 2012 since Jan 2012 since Jan 2012 - 277,849 Paints
3 H i n v > ] Leathermand Multi Tool AtoZ Wouzher sption ;
¥ 999,748 % 613,957 92,999,148 L 99:313,93¢ 92,999,748 29313857 Always Pay with Points o — P 33,500 Ports Get $$ 20.000 for 6,270 Points A
i Aies Gard e 480
20t up automatic payments with Peints whan ye a - 80,391 Miles ZtoA
tranzact with your faveurite merenants.
Always Pay with Miles Always Pay with Points Always Pay with Points CHRISTHAS SPECIAL T Sunwise Greenwich Get How to use
Cold Storage Brew up a little holiday spirit 6,380 Party Sridiene
Set up automatic payments with Miles when you S8T up automatic payments with Paints when you Set up automatic payments with Points when you with Starbucks ' Tap on Redeem now to clalm this
@ u/ﬁﬁ -2) o@ triisaek with gour Favmiits rsrchi transact with your faveurite merchants. trensect with your favourite merchants. Falrprice Finest ' EvERA woucher.
cers Weath  Pwyments  Getmare wep % f:"“:‘::: sjjo Voucher (et = Once redeemed, you can find it in
Cold Storage Cold Storage Cold Storage Faodpanda St 2 \_ ) il Rewards voucher in Your voucher,
PN JBL Wireless In-ear + Bring your voucher and exchange it at
Fairprice Finest Fairprice Finest Fairprice Finest Notfiix \ ., Earphones L <Merchant location).
Selected for you ®=——p Simllar template as Starting at 35,380 Peints
: “You have enough Points
Deliverco Leath d Multi Toal Terms and conditions
Foodpanda Foodpanda Foodpanda N\ for", with header l‘\ e o oot
| 3 “Selected for you" 8
ITunes
Nettlix Netflix Netflix %\ 0 Redeem with 6,270 Paints
‘ Knome Reykjavik Tote
N Tribe Headphones Star Wars R2D2 asd Bag -
Deliveroo Deliveroo Deliveroo 25500 30,100 paints 313 54D Pilate S6.000 RaNN
orz
e )
iTunes iTunes iTunes
Get Ge
You have enough Polnts for | 941 ol T -

Balamata en Camargue
Douceur des Rizleres
18.000 Foints 20,2 Polnts

\ . Earphones

Starting at 35,380 Points

g Sunwise Greenwich

PR pp—

Latest additions

Shop with Points

\

Turn your paints into
Apple Products

Explore brands

Brands
®=—————p GR website 20 itams

313e9Somerset

AC Ryan

| @=——> GR website

Alessi

Andersen's

Arran Aromatics

Azuni

il -

c-umcmozErTL-TammoAmEs

N E

a1

(4 < Azuni

Peints balsrce

<7 277,849 Points

Necklace

16,700 Paris 43855-embe

fona Five Stane Toggle
Bracelet Gold/Green...
29,500 Paints 33,000 Sesie

Azuni Tria Long Toath

Necklace In Gold/...
30,400 Paints 35,000 Points

#._2% Azuni Etrusca Simple

Wave Banqle
f 28,300 Peints 2

il F -

Azuni Talon Gold Vermeil

Gt

Got

et

get

< nough Points for
sl il -
< You have enough Paints for
n Apparal Faxhice and Accosscrins
em witn

W7 277,849 Points

Leathermand Multi Tool

33,500 Portz Get

Balamata en Camargue -
] "

Douceur des Rizieres

8,000 Peints 30,2

T@g— Sunwise Greenwich Get

6,380 Paints 6300 Penie

. - JBL Wireless In-ear
\ . Earphones Get
' Starting st 33,380 Peints

Leathermand Multi Tool

33,500 Paints Get
Tgm— Sunwise Greenwich Got
€380 Pont Ponts

% Starbucks S$ 20 Voucher  Gwt
6,270 Foint: Foints

« JBL Wireless In-gar
A, Earphones Get

Starting al 35,380 Peints

Leathermand Multi Tool

[\ 33,500 Ports Get

. Knome Reykjavik Tote
Get
Bag

12340 Points -E06-Semts

Y

Paints belance

7 277,849 Points

Knome Reykjavik Tote Bag
12,540 Paints 16-866-Relpts

SHOPPIN

A simple, slimline backpack, that can also be
carried as a Tote, made out of ultra
lightweight palyester. Padded laptep._.

Mare details

How to use
1 Tap on Redeem now to claim this item.

= Hang tight - the item will be delivered
to you in 7 working days.

Terms and conditions

Redeem with 12,540 Points
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REFINED AND PRIORITISED FLOWS

PERSONALISED OFFERS AND DEALS USING MRE (MERCHANT RECOMMENDATION ENGINE) UICK ACCESS TO SAVED VOUCHERS

va - -
Tii Coupons
o - i 0
0 277,849 3 277,849 o | ik to savedetiers ve J— PR Your vouchers Your vouchers
: : Collect coupons from your 7 277,849 i 277,84 5
e favorite merchants AnaRDED PrE
e What's new Degosits = %

$$ 45,500.00 S$$ 50 Cold Storage thank-you $$ 50 Cold Storage thank-you

@D e wn wen Q@D s S W T Semiee | Utestre §$ 45,500.00 voucher sy

s & 1 of =] ® & 3 i
88 4,400.00 &P View saved coupons in Your vewehers & Link to Your voucher tab 5§ 4,400.00
Discover great deals wherever Coupsas  Mestaurants Bars rateis Traves Sheaping Usestyte from dashboard '
you are, with your Citi Card
Near me Kuwa Lumps St @esesafescccnnaah Nosr me Kusta Lempur anhe - ore cities )
( D [ ... S . L 1o IntaAvED
\ coupons templates
¥9 o 3
Discover exclusive perks with your Cit Cowens  Mostournats sars - se Savedcoopons = Rewards vowchess & Savedcoupons  Rewards vouchers
card at home and abeoad. F 2 A -
from your tavourit ds? Save t 4 o
and see everything at a glance under Use by 31 Aug 2019 PR
Ye N Exclusive deals nas -l T - na il T - "2 -l T - Redmart Shell
vouc gomves
- Done  Citi World Privileges Done  Citi World Privileges Dese  Citi World Privileges Starbucks @ $8620 veucher
Py T ﬁ " Gt © uze Aug 201
o i C 9 ——) ' 3 Discover great deals X i
e S T 2 wing de T CYBEn TUEDAY i
- e Q ’ . wherever you are, with your d ~ - . URRASED
Q9 Citi Card S s S 2 9 Foodpanda 313 Somerset
Exclusive privileges Per o o . I [ 3 Deliveroo - . Vealt  Pamets - ssoort 5620 voucher
Y "A - 'v‘ ' ) o o N . - sew Sydney . il @ Use by 31 Aug 2019 (O Usw by 31 Aug 2019
) - . Q Deals we love Avots
" Trip.com Robinson's
Mare detaits ™ ; .
P - Q ) S - B | Bangkok, Thalland Tpcom . o o) 1055 ot . 850 vouener
A Hong Kong @ Une by 31 g 2019 D Uve by 31 Aug 2019
T Near me & 0 i
Recommended for you Offers near your current kscation Singapore
ont Trip.com -
\f Sydney, Australia ' a5 art \& Regarm with your Points o Miles
Akimitsu V) i — Tipcom  B%of
$LD6 Retur Tokyo, Japan @ Use by 31 201
» " Restaurants See s @ vseby 31 dug 208
View
Abu Dhabi, United Arab Emirates 4> Browse coupons
Ajisen Ramen Q Adelaside, Australia
$G05 Return Voucher
oo AQadK, Moroco
View

Anea ndia

Newest deals

A

Element, Amara Singapore

Expiring offers + 1 mere No expiring offers /1o 2 saved 3 or mare saved or Expiing offers +
more than 1 saved

Saved offers

@D oo e

Hotels
Saved offers

Saved offers

Amara Singapore

20% o4 bast avallable 1ot

Bam. g Vald tin 30 May 2019

Saved offers

Sort By ﬁ

Most popular
b No saved offers
— o smetiog o he? St 0
AteZ
@———p Linked to OFFERS TAB
2teA ) Browse otters

View prototype at jazlim.com


http://jazlim.com

WORK

FUTURE CONCEPTS

The roadmap also included a merchant portal to enabled quick
onboarding and management of offers and assets across multiple markets,
digitalisation of in-store coupon redemption, gamification, and contextual

cross-selling of insurance products.

TRAVEL INSURANCE OFFERS FOR CREDIT CARD CUSTOMER

9:41
Done Citi World Priviledges

@ Near me = Categories ) Saved () Search

<

All Travel

Tour/Sightseeing
Discover great deals wherever

you are, with your Citi Card

50% off travel insurance

Exclusively for Citi account holders.

0 qj? Valld till 31 July 2020.

oupons. Restaurants Travel
TRAVEL

Offer details

Recommended for you .
Y Book an annual travel plan today with your Citi

Mobile® App, and enjoy 50% off your first

Find the right coverage for you. , .
year's premium fee,

l Travel TOP COVERAGES

/ Emergency medical expenses
50% off travel Insurance
o - B 2 v/ Personal accident
Find the right coverage for you

GAMIFIED SPEND-AND-GET PROGRAM

Offers and deals

t WA

o T TR T
—
Discover great deals wherever 0ngoing
you are, with your Citi Card ALMOST THERE 3 DAYS LEFT
5$ 50 TANGS voucher
Near me m Kuala Lumpur Make 5 transactions in 30 days
N .
“
4 e o 3 \,_, Py
Comons  Restawrants Bar Tre

55 56.20
o
21 eays
5,000 Miles
Make | transaction of min. $5 500

2263

UMD TO STANT

Unlock more with Bonus+ $$ 100 cashback

5% 800

30 eays

Add more

Unleck 20,000 Points Uni

0,000 In the next 3

Exclusive deals

Exclusive privileges Per
Get this etfer cnling wting your Citi Rewards Trea
More setass e

Newest deals

Takashimaya

Hotels

Amara Singapore

Best available (e

Unlock more with Bonus+

Q0
|

$ 800 at participating merchants

)’ 12 4

Available

Unlock 20,000 Miles

15$10,0 the nest 3 menth

Unleck 20,000 Points
Spend & total of $8 10,000

3 suvs Lerr

- »> I $$ 50 TANGS voucher

compLeTen on 21 oeT
I $$ 50 TANGS voucher
Make § transactions in 30 days

" G
\ - ) \ "

Promotion details Promotion details

vase 1o vasd tor

[Py B i

Cith PramierMiles Visa - CItl PremisrMiles Visa
cation

01 Apr 2019 - 31 Dec 2019 01 Apr 2019 - 31 Dec 2019

5 Sep 2019 5 Sep 2019
Terms and Conditions Terms and Conditions
Fastrack your progress What's available

‘;

e Y

Element. Amara Singapore

) Browse more offers

View all availadie

A Last 3 mentas. Last 6 menths

$$ 50 TANGS voucher

Comaleted

5$ 100 cashback
Comaleted § Oct
10,000 Points

Comaleted 31 Ava

V.
Unlock 20,000 Points

oin by 31 Oct 2019

Spend a total of

months and enjo:

Promotion details

Citi Cashback Card
- Citi PremierMiles Visa
01 Apr 2019 31 Dec 2019

20,000 Points.

Terms and Conditions

v

° Completed!

20,000 Miles will be credited to
your account within 3 business days

24 November 2019

Pending

~

° Completed!

$$ 50 TANGS voucher has been
awarded to you

10 November 2019

14 November 2019

& View it You vouchers
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METLIFE DIGITAL TRANSFORMATION —————

Ranked number one on Fortune magazine’s 2015 list of Wold's Most Admired Companies in Life 387 ©
and Health Insurance, MetLife is also the largest health and retirement solutions provider in Asia. Comprenent ‘
financial plan \ . 3 n k ” 2

Mo s ' g s

Among the various projects Sapient was involved in with MetLife, the primary task was to activate 52
25129 gz g

HE g§F

a consumer-centric digitized business transformation model in APAC. £7]% I
3 ;E:’g

With a diverse portfolio of partnerships and different levels of maturity in each APAC market, we
needed an approach that was replicable and adaptable. Collaborating closely with the clients, we

developed a framework which included consumer research, content strategy, workshop process,

MVP of digital capabilities and assets, experience design principles and agile test-and-learn

methodologies.

Our research shows that MetLife can leverage digital channels to educate

Singapore Life Insurance
The barriers are lack of understanding, and inform consumers on how to achieve their goals
intimidation and reluctance to engage
through traditional channels
Would like to use a digital tool to help
66 % them understand, achieve and track Lo
B Research financial their financial goals Currently very satisfied
o = advice online with the quality of
40% outbound communications _
Life-stage and Needs
Track how much 55% 71% VS M% 35% 17%
Feel the main barrier they spend
to financial planning is DBS POSB uoB ATIBANK HSBC
lack of knowledge Customers  Customers Customers  Customers  Customers
@ Track how much
they save
Slngaporeans have 23% Would be willing (or neutral) in sharing Closed or switched because Agent Customer
high expectations Track their health 69 % personal data for personalized advice of the frequency/ relevance
g P and educational content of communication
for their retirement, 50% Think they lack
i Hare n'o ot et Closed or switched because of
. "\
but are not doing - s 8 good hasd st Enable and embolden consumers to pursue more from life , : [ ,
259, the level of service received Tailored Program
enough to plan still in planning
phase Guide and educate consumers with rich content and \ A
t ted lications, to build aware d thei . . .
0743 20% sttuntion andoptions o Closed policies or switched providers
,?/£R @ whitle labelling, analytics, product comparison, (last 18 months) because of a lack of , \
sodal iegration Beyond selling products, track and monitor lifestyles to dri alignment with life circumstances
2 Don't trust ;gmﬁ::g:‘;op;:smaﬁaﬁzz OT;:cd?Jrctls b 9 Outcomes: Tangent/Relevant Content Outcomes:
financial advisors o st sl i 5 Values a life insurer that Informed and \ J A more trusting,
¢ Use data to provide targeted content and product understands their needs, their em pOWered more loyal and
- s . . : recommendations to customers, and qualified leads to life and their preferences . . X ’
Generally believe planning for @ :ig sff,:éfgniﬁ ‘:;g;’l;i'mii';ma“c'n' daims history sales channels eXpert agent o N better informed
Bespoke Communications customer
S y

retirement is highly intimidating,
requiring a lot Of money, Integrate plans and products with their lives; enabling

effort and time them to access content and track progress where and 530/

when they want °

Policy recommendations which are best for
their needs and budget matter most




WORK

METLIFE DIGITAL TRANSFORMATION

For the China market, the team designed and launched the digital platform that
integrated marketing, sales and servicing capabilities. For the second release, we
optimized the user experience and expanded the digital style guide for the self-

servicing platform for Individual and Group policies owners.

CHINA SELF-SERVICE PLATFORM

Metlife
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EU YAN SENG ECOMMERCE STRATEGY AND WEBSITE DESIGN

Eu Yan Sang (EYS) is one of the leading brands in TCM (Traditional Chinese Medicine) in Asia

and Australia, with a holistic approach to total health and well-being. Despite having a strong

from to
heritage and popular among the matured Chinese population, the primarily brick-and-mortar
. . Curative Wellness
company recognized that the current state was not sustainable.
Only when | am sick Every day
Old, preachy Someone | can relate to

To future-proof the business, Sapient was approached with two tasks - to upgrade the

Who understand health problems Who understands my lifestyle needs

ecommerce capabilities, including migrating to the Demandware, and to broaden the

A brand of the past My future health securer

consumer based by appealing to the younger generation.
From my mom's brand My brand

Through social listening and one-on-one interviews, we uncovered that TCM was viewed as

curative, slow, and “not for me”, particularly among the younger audience. To grow the

business, we needed to be relevant to the upcoming and affluent generation, but not to

distance itself from the current customer base.

EYS BRAND PURPOSE CONSUMER EMOTIONAL INSIGHT

Care for mankind. | want to be able to do whatever |
Help consumers realize good want. | need good health to keep
lifelong health up with my ambitions.

ATE A LIFE THAT WORKS FOR YOU

“| can't take chances or

afford to fall sick. Hence !

| started these
supplements. My gynae
also approved it.”

"l spend long hours indoors in office
therefore. | need supplements for
Vitamin D."

-Working, 30

“l am not sure the food | eat gives
me required nutrition but | have no
time to cook.”

-Working, 25

said I
't do it’

'v:\‘b‘/ -

‘ ! ‘ r : .: :
bt o 8V

“My mom uses
EYS but | don't
know what to do
with those leaves
and roots”

"EYS is like a
preachy, old
wise man. May
be a monk"

A - Working, 25 Il' l

“| first go to
western solutions.
| don't have time
for slow process.”
- Working mom, 30

Organizing idea

BE YOUR BEST

-Pregnant, 35 - Working, 30

Health that supports my active life

It is old world, curative, complex and has slow results.

Products that leverage the goodness
of herbs and TCM

EYS PRODUCT POSITIONING

Health that supports & compensates for
the harmful effects of their active lifestyle

CONSUMER RATIONAL NEEDS
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EU YAN SENG ECOMMERCE STRATEGY AND WEBSITE DESIGN

We examined the values and need states four key customer segments - Life

Enthusiasts, Multi-tasking Working Mums, Health-conscious New or Soon-to-be Mums,

and Gifters. With these insights, we designed the experience, not just focusing on the

purchase path, but from education to content categorisation, to drive lifelong customer

loyalty and value.

TITLE

DEMOGRAPHICS

LIFE MANTRA

QUOTE

LIFE ENTHUSIASTS

20-35 years
Working, no kids

Life is to be enjoyed - so work hard,
party harder

“I need to give my best at work. Fast
food is part of my diet as it's the only
option sometimes. | believe in enjoying
life which is why | socialise and travel
alot.”

A healthy lifestyle is about
Absence of iliness To get more out of life
L]
| need information that is
Detailed To the point
L

| like

Convenence Rigor
®

The product price is

Very important Not so important
L]

Eu Yan Sang products are effective

Believer Skeptic

o
| see Eu Yan Sang as
Curative Preventive

ON-THE-GO
MULTI-TASKERS

30-40 years
Working mums

| want the best things in life for me and
my family

“As a working mother with 2 kids, |
can't afford to fall sick. | need health
solutions that support my active
lifestyle.”

lifestyle is about
Absence of illness To get mare out of life
L]
| need information that is
Detailed To the point

LIFE ENTHUSIASTS

SNAPSHOT

* 25-35years

* Working, no kids
e Lifestyle:

Long working hours, Pressure
to perform at work, Fast food

as part of diet, Has an active
social life, Travels a lot

LIFE MANTRA
Life is to be

enjoyed - so work
hard, party harder

MORE OUT OF LIFE

ACTIYE LIFESTYLE

PERFORMANCE

HEALTH-CONSCIOUS
NEW MUMS

20-35 years
To-be mums and new mums

| rely on trusted sources for nature’s
goodness

“I am anxious about this new role | am
taking on. What | do and eat defines
the health and state of mind of my

baby.”

A healthy lifestyle is about
Absence of illness To get more out of life

| need information that is
Detaileg

——

GIFTERS

20-35 years
Looking for gifting solutions

What others perceive of me is
important so my gifts should make a
good impression

“Gifts are an extension of who | am
and how others might perceive me.”

A healthy lifestyle is about
Absence of illness To get more out of life

®
| need information that is
Detziled

“I need to give my best at work. Fast food is part of my diet as it's sometimes the only option.
I believe in enjoying life which is why | socialise and travel a lot.”

ALITTLE BIT ABOUT ME

| am ambitious so my career is important to
me. | am constantly under the pressure to
perform at work. | know my lifestyle is not
very healthy so | try to compensate by
exercising and taking supplements - to enjoy
my life and achieve what | want.

VIEWS ON EU YAN SANG

Sometimes when | fall sick, my mother gives
me EYS medicine. But | don’t understand
these herbs and don’t know what they can
do. To me, EYS is very old and traditional. Not
for someone like me who wants fast and
convenient solutions.

LIKES SHOPPING ONLINE BECAUSE
| can find great deals online and browse a
wide product range

A healthy lifestyle is about

Absence of illness To get more out of life

| need information that is

Detailed To the point
°®
I like
Convenience Rigor
L
The product price is
Very important Not so important

Eu Yan Sang products are
effective

Believer Skeptic
®
| see Eu Yan Sang as
Curative Preventive
L J
OPPORTUNITIES

¢ Content on active lifestyle
o Lifestyle expert advice

e Easy-to-do solutions

¢ Discounted trial packs

EYS MOODBOARD

TECHNICAL & LIGHTING

DO THIS

Look for images with a strong
shallow depth of field, ie. foreground
s in focus and the background

s out of focus

This technique helps tusy
ubjects look calming

Do prefer images with natural
ft, outdoor lighting.

and
promotes health and wellness.

his style is more rea

Ensure images have the correct

axposure, Images with good exposure

e the foreground and background
s visible

% This style is more warm and modern

AVOID THIS

Avoid bJ‘:\' mages where

everything is in focus

trong, bright studio lighting

This is too artificial

osed images

posure

image to be lost to white pixels
This photographic style is too
causual and makes the subject
‘ look detached.

PHOTOGRAPHIC STYLING

This is too busy and haphazard.

Avoid images photographed under

causes detail in the

DO THIS

Look for candid models with natural
smiles in calming, zen-like locations

This is aspirational to the busy
ifestyle of the target audience.

Find images that have been photc
in natural, creative and delightfu

> and care taken to create these
promotes quality, intrigue

d sophistication

or textured backgrounds.

This directicon is more inviting
and natura

AVOID THIS

image

wver-pose

This shows lack of care

Avoid isolated product
stark white.

photography on

This looks too detached and cold
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