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are Lloyds Bank from

other banks? 

“Social media”

“Let me Google
and see”

Google
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“Great! They gave me
an on-boarding kit
then and there.”

“I wish my friends
and I could have
saved money 
together for a
holiday.”

01

03

06

04

07

“Oh they have 
different

 types of accounts... 
wonder what is 
best for me?”  

“I want to open a 
savings account...

but I need to have a 
current account 

first .”

Why don’t they  
provide credit card

to other 
nationalities??

“Nice! The 
overdraft feature
is great... and I 

think it suits
my needs as well”.

“Great! They have clearly 
mentioned about account

benefits and other
important account 

features.”

“Ok they have branch
finder... Let me find out

the one near to my 
home.” 

I don't have the
letter from my company 

yet.. They are asking for my 
NI number as well... but my 

room mate got 
the account without it.

“I need to book an 
advanceed appointment

for next visit? 

Let me revisit the
other  branch... 

near to my office...

to resubmit my my proof of
address and identity 

documents. 

Ah! This branch was great
They just took the 

employer’s 
letter + passport-visa
copy and the account 

was done!

...But I won’t be 
able to get 

a Credit Card

“Well, they recommend
PC or tablet to

open the account 
online.

“They say it will just 
take 10 minutes to give 

their decision.”

“Oh they say 
your application has 
been unsuccessful
I wonder what went 

wrong?”

I gave them my 
Phone Number

as well.

Ah! I don't know
how long it could

take for them to call
me back. 

I might need to 
visit the bank

personally. My friend 
did so...

“I will receive my 
contact-less card
via Post within 5 

days” 

Meanwhile they have 
setup my Online Banking 

Account as well.

Two security passwords
to secure my online

account.

“Great! I've received my 
Debit contact-less card 

Lloyd's Bank 
has great

functionality to 
add a third party 

for money
transfers... 

..But why don’t they
have instant up-to-date

information of my 
account balance
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I wish the bank balance 
updating system was always 
real-time and digital like they 
have for transactions.
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Is there a way to track the 
arrival of a Debit card?

08

Located in a city, I 
expected a better real time 
update. I always have to 
ask the receiver about the 
confirmation.  

Online 
banking &

mobile
app

Why are there
no real time

updates!
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“Ok they have branch
finder... Let me find out

the one near to my 
home.” 

I don't have the 
letter from my company 

yet.. They are asking for my 
NI number as well... but my 

room mate got 
the account without it.

“I need to book an 
advanceed appointment

for next visit? 

Let me revisit the
other branch... 

near to my office...

to resubmit my my proof of
address and identity 

documents. 

Ah! This branch was great
They just took the 

employer’s 
letter + passport-visa
copy and the account 

was done!

...But I won’t be 
able to get 

a Credit Card

There should be an easy 
document check list for 
people coming from different 
countries and it should not 
change from branch to 
branch.

05

06

Not sure why they are so 
focused on appointments... 
Are the banks so busy???

It is quite obvious that a 
person visiting the UK for 
the first time won’t have a 
UK credit history....
Not sure why they are so 
resistant in giving a Credit 
Card.

The other 
branch was 

fast New 
account!

The branch staff 
are not clear 

with document 
details

Dissatisfied...
NO to credit card
saving account

DocumentsBank

Photocopy 
of documents

REFLECTIONS

I need a bank that delivers consistent 
service across branches. 

POST - SERVICE PERIOD

SOCIAL MEDIA

WORD-OF-MOUTH

UPDATES

The bank is periodically adding new
features to the mobile app. 

Real time notifications of account 
transactions.

Let me get a list of utility bills from 
my family and set the payment 
options here.  

I’ll post about my experience on 
the bank's Facebook page.  

09

I can bank with Lloyds Bank while 
on the move with this mobile app.

I think I would recommend a Lloyds
Bank account to my new 
colleagues... 
But I can only recommend my 
branch as not all the branches 
would help me. 

09

If my employer had an option to 
choose any bank I probably would 
have gone to others after my bad 
online experience.

I wish their policy was more uniform 
across all the branches.

Mobile App Social media: 
for tips feedback/ 

comments/reviews.

Amazing 
Offers !

EXPECTATIONS

PRE-SERVICE PERIOD

IN
FO

RM
AT

IO
N

 C
RE

DI
BI

LI
TY

SCENARIO-1
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I’m in a new job and I am
relocating to a new country. 

I need a bank account.  

I hope It will be a smooth 
process and nothing 

complicated.    

I am joining a new company 
and need an account for my 

salary to go into.

My new job involves 
travel to many countries. 

When I return after 
each trip I am left with 

foreign currencies. 
Is there a banking option with Lloyds 

Bank. Where I can deposit any currency 
into my savings account and be given 

better interest rates? 

I see ads in the media. I speak 
to my friends and look at local 

guides to help me settle. 
My employer gave me  a Lloyds Bank 
letter. Going around the city, I hardly 
find any Lloyds Bank ATMs. Would 
Lloyds Bank still be a good choice? 

banking option?  

Lloyds Bank should have an easy 
and quick process of onboarding 
for a person like me.

POINTS OF PAIN 

EMOTION/ INTENSITY

TOUCH POINTS

0

+2

+1

-2

-1

Excited about the 
new opportunity

Not sure about 
this bank

SERVICE PERIOD

USE

08

“Great! They gave me 
an on-boarding kit 
then and there.”

“I wish my friends 
and I could have 
saved money 
together for a 
holiday.”

07

“I will receive my 
contact-less card 
via Post within 5 

days” 

Meanwhile they have 
setup my Online Banking 

Account as well.

Two security passwords 
to secure my online 

account.

“Great! I've received my 
Debit contact-less card 

Lloyd's Bank 
has great 

functionality to 
add a third party 

for money 
transfers... 

..But why don’t they 
have instant up-to-date 

information of my 
account balance 

I wish the bank balance 
updating system was always 
real-time and digital like they 
have for transactions.

07

Is there a way to track the 
arrival of a Debit card?

08

Located in a city, I 
expected a better real time 
update. I always have to 
ask the receiver about the 
confirmation.  

Online 
banking &

mobile
app

Why are there 
no real time 

updates!

PREPARE-APPLY

05

06

“Ok they have branch 
finder... Let me find out 

the one near to my 
home.”  

I don't have the 
letter from my company 

yet.. They are asking for my 
NI number as well... but my 

room mate got 
the account without it.

“I need to book an 
advanceed appointment 

for next visit? 

Let me revisit the 
other  branch... 

near to my office...

to resubmit my my proof of 
address and identity  

documents. 

Ah! This branch was great
They just took the 

employer’s 
letter + passport-visa 
copy and the account 

was done!

...But I won’t be 
able to get 

a Credit Card

There should be an easy 
document check list for 
people coming from different 
countries and it should not 
change from branch to 
branch.

05

06

Not sure why they are so 
focused on appointments... 
Are the banks so busy???

It is quite obvious that a 
person visiting the UK for 
the first time won’t have a 
UK credit history....
Not sure why they are so 
resistant in giving a Credit 
Card.

The other 
branch was 

fast New 
account!

The branch staff 
are not clear 

with document 
details

Dissatisfied...
NO to credit card
saving account

DISCOVER

“Weblink”

00

How different
are Lloyds Bank from

other banks? 

“Social media”

“Let me Google 
and see”

Google

01

“Oh they have 
different

 types of accounts... 
wonder what is 
best for me?”  

“I want to open a 
savings account...

but I need to have a 
current account 

first .”

Why don’t they  
provide credit card

to other 
nationalities??

“Nice! The 
overdraft feature
is great... and I 

think it suits
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world. 

No basic understanding of 
different types of accounts 
and their usage.

Cultural shift on how other 
countries do banking and 
their terminology.
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Different banking business 
rules.
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responsive mobile 

web view
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eligible for 

overdraft for a 
small amount

They have very 
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systems

Not eligible 
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PC or tablet to

open the account 
online.

“They say it will just 
take 10 minutes to give 

their decision.”

“Oh they say 
your application has 
been unsuccessful
I wonder what went 

wrong?”

I gave them my 
Phone Number

 as well.

Ah! I don't know
how long it could

take for them to call
me back.  

I might need to 
visit the bank

personally. My friend 
did so...  

I wish they had an online 
chat system to clarify my 
doubts and reassure me 
instantly.

No specific feedback on why 
the application has been 
unsuccessful. 

Disconnect between the 
experiences across different 
platforms. The app cannot be 
used to initiate account 
opening and it could result in 
loss of customer interest in 
Lloyds Bank services.

02

03

No clear picture of process. In 
case customer is not eligible, 
Lloyds Bank should provide 
advisory services.
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The website is 
very intuitive and 

easy to 
understand

Although they 
warn... I don't like 

switching device and 
retyping URL

Turning on 
my PC!

Denied!
WHY???
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The Customer Journey Canvas
Persona Services Service Provider Service Team

Vikram Mehra Opening a Savings Bank Account. Lloyds Bank DELL Services

The Customer Journey Canvas
Persona Services Service Provider Service Team

Vikram Mehra Opening a Savings Bank Account. Lloyds Bank NTT DATA Services
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USER EXPERIENCE 
DESIGN
Focusing on the user experience 
enables organizations to create 
best-in-class applications for phones 
and tablets. This can drive customers 
toward being highly engaged with a 
brand as a result of their intuitive 
mobile experience. 
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DocumentsBank
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website
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Vikram is a business consultant advisor in a big enterprise business in 
London. He started this role 2 days ago. He is new to the UK and moved 
here from his previous role based in India.

He opened his bank account in his very first job in India which included an 
orientation program of 2 days where the bank representative went to his 
office for 30 mins. Vikram recieved an on-boarding kit including a Debit 
Card. The bank representative gave all new employees a paper form to fill in 
with basic details and that’s it! Vikram just had to show a utility bill and 
proof of address however, he could also use his father’s proof of address if 
he didn’t have one. 

Recently he got an opportunity to work in London. He transferred on Tier 2 
Visa for a year. He asked his colleagues who had already transferred to 
London about the process to open the account. Everyone said that HR will 
take care and the process is pretty simple. He already had submitted his 
previous 12 months bank statements and 3 years ITR evidence as a 
requirement for applying for his Visa. 

Now in the UK, pay day is nearing and he urgently needs to have a bank 
account to get his salary paid into and be able to pay his bills.

About Vikram

I urgently need to 
open a bank 

account to get my 
salary paid in my 
local currency for 

managing my 
daily financial 

needs. 

Digital Usage

Vikram carries out most of his work-related 
tasks on his laptop or tablet. He prefers his 
tablet for quick updates and easy 
collaboration.

He mostly uses his 
mobile phone to get online 
and check emails.

Vikram is  a very proficient digital consumer. 
He is now quite a pro in getting the best 
deals online. Being digital also saves him 
time and allows him more time with his 
family.

Father of 3 yr old
Married 

Fun-loving
Love travelling  I  Tech Savvy

Vikram Mehra
35 yrs old
Business Consultant Advisor £60,000

London

Mindset

Vikram enjoys new gadgets. He always wants 
to be the first person to have it. He usually 
buys them on installment if available within 
0-2% APR so that he doen’t have to wait until
he can save up for it.

Vikram is used to doing things himself and 
strongly dislikes dependency. 

Average Daily 
Digital Usage

Work Computer/Tablet

Home Computer

Smart-phone

Social Media

4 hours

4 hours

1 hours

1 hour

Lifestyle

Vikram leads a very busy life. He goes between his 
home, office, client meetings and travelling. During the 
weekends he enjoys relaxing and loves to play around 
with his daughter. Every Friday he hangs out with his 
friends in the local bar.

His day typically involves meetings with clients and 
evenings catching up with the colleagues gloablly on 
Skype and finishing the pending job. 

Vikram is a frequent traveller and loves to bring small 
gifts for his family.

In Vikram’s job he spends time 
interacting with people. Due to 
shortage of time and availability, he 
likes to carry out day-to-day work 
online if the experience serves him 
well. 

*Photo for placement purposes only.

BUSINESS PROCESS * 

START

New customer 
can contact 

Bank through 
various touch 

points like Web 
Link, Social 
Media, QR 
codes etc.

Input First 
Name, Last 

Name, Mobile 
and email 

details

Receives the 
welcome mail 
along with the 
link to initiate 

the registration 
process / to 

download the 
app

Save the 
details

Customer 
Registration 
Subprocess

The 
client can 

choose 
between 

mobile App 
or Weblink

The customer 
will download 

the App on 
his mobile

Mobile App

Web
Link

Receives 
Customer 
Request

Generate 
account 

number and 
notify the 
customer

Selects user id 
and set 

password

Select two 
factor authenti-

cation

Welcome Kit / 
Card Onboard-

ing Process END

START

Initiate Registra-
tion via Internet 

/ Mobile App
Enter the Basic 

Details

Receives 
Customer 
Request

Send 
scanned 

document 
for data 
retrieval

OCR- Data 
Retrieval 

from 
scanned 

document

Customer 
continues after 

receiving the 
details

Corrects 
the Data

Submit the 
Data

DMS- Store
the 

document

Minor 
Customer 

Flow

Save the Data

Save the Data

Notification to 
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regarding 

email or sms 
for further 

steps

Manual 
Data Entry or 

Scanned 
through 

OCR

Scan or 
Upload the 

Identification 
proof

O
CR

M
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l

Verify the Data

Validations 
Successful?

Notify 
Customer

De-duplication 
& Negative List 

Check

Send Data for 
Verification

Prescreening 
and KYC

Perform 
Sanctions 

Checks

Perform 
Credit Scoring 

& Credit 
Decisioning

Store the 
Credit 

Analysis 
data

Communicate 
the reason 
for decline

Generate 
account 

number and 
notify the 
customer

Selects user id 
and set 

password

Select two 
factor 

authentication

Perform 
credit 

assessment / 
underwriting

Is Minor?

Check 
Successful?

Customer 
Verification 
Successful?

Manual 
Credit 

Assessment?

NO

NO

NO

Yes

Yes

No

No

Co
nt

in
ue

?

Yes

Yes

END

Yes

Deduplication 
/ Negative 

List Exception 
Handling

END

Approved

Yes

Yes

Yes

END

Notify 
Customer END

Yes

No

PERSONA

PRINT
A thin piece of paper never goes out of 
fashion when it comes to great 
communication.
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Inserts

Prints Ads

Flyers

Circulars

TP

POINT OF PRESENCE
Redefine how your product or service maintains a 
more controlled dialogue with your customers. If 
a potential customer has a contact point with you 
and a connection is made with them through a 
controlled dialog, customer on-boarding and 
retention becomes easy.
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Instore Retail ctivation

Display

Testing. Sampling

Packaging

Products 

Services

Sales

Coupons

TP

EXPERIMENTAL  
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Outerative 
Interactive Kiosk 
Emerging Technology 
Media Activation
Events
Guerilla Advertising
Flash Mobs 
Unannounced Media Stunts
Agents/ Evangelists
Internal Corporate Events
Mobile Groups
Other 

Re-envision your business model and 
strategy with newer possibilities of 
reaching out to the customer.

TP

CUSTOMER 
RELATIONSHIP 
MANAGEMENT
With better communication comes our 
future customer and it involves use of 
Technology.
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Loyalty Programs

Retention

Relationship 

Management

Customer Services

Call centre 

TP

MOBILE
Can our consumer carry our interactive  
communication and services in their pocket 
or wherever they go ?
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Applications

Mobile Websites 

SMS updates 

QR / Code Reading 

Games 

Location Based Media

Location Based Marketing 

Blue casting 

TP

GAMING

Establish new operational enablers to drive 
adoption and manage change through 
interactive gaming platform.
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Video games 

XBOX / PS3

Computer games 

Flash Games 

Web games 

Mobile games 

Reality games 

Challenges 

Competitions

TP

MICRO
INTERACTIONS
Where do your 
customers stress? 
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MI

MICRO
INTERACTIONS
Where do your
competitors still fail? 
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MI

MICRO
INTERACTIONS
Where do your
competitors still fail? 
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MI

MICRO
INTERACTIONS
Take what is dull and
boring... 
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...make it enjoyable and memorable to 
increase loyalty 

MI

MICRO
INTERACTIONS
Points of delight can 
fade quickly... 
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...review, analyse, test and come up with 
new points of delight 

MI

MICRO
INTERACTIONS
Solve problems, 
reduce churn... 
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Anxiety  

Resolved Effortlesly

Delight 

MI

Notes
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OMNI-CHANNEL 
CUSTOMER 
EXPERIENCE 
Through right customer segmentation 
and fractional attribution modeling, 
a more scientific approach can be 
applied to comprehend customer 
journey and assign due credit to all 
advertising vehicles.
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TEXT MINING
Text insights derived through 
identifying patterns and trends for 
sentiment analysis, customer profiling, 
social media monitoring, and 
predictive analytics models for 
customer churn.
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SERVICES & CONTACT 
CENTER ANALYTICS
Mining the customer information, 
markets and trends to provide more 
tailored communications that better 
inform customers of services and 
products. Targeted communications 
backed by strong analytics is one of 
the emerging methods used to 
optimize marketing spend and service 
levels.
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CLOUD  
DEVELOPMENT
Your stakeholders, customers and/ or 
partners are demanding the new 
applications that are agile, scalable, on 
demand and extensible for future. 
Leverage our services for developing 
applications on leading cloud platforms 
such as Azure, Amazon, Force.com and 
Dell cloud.
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MOBILE COMMERCE 
ENABLEMENT
As mobile payment becomes more 
prevalent, enterprises need to meet 
customer demand for convenient, safe 
and secure mobile payment applications. 
By effectively using mobile commerce  
technology, companies are not only 
perceived as technology leaders, they 
also gain access to new channels of 
consumer engagement. 
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ACTIVE LISTENING & 
MONITORING
When customers talk about your brand,
it’s important to keep a pulse on these
conversations, and build advocacy using
social media. Our active listening and 
analytics offerings help you develop 
a social listening strategy and 
customized solution to meet your 
needs which include insights, reports 
and audits.
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CLOUD 
MIGRATION 
You are challenged with  increasing 
operating costs as well as maintenance 
of legacy applications.  Migrate and 
modernize them to leading cloud 
platforms to leverage efficiencies in 
cost, agility and scale. 
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COMMAND CENTER
BUILD-OUTS
From inception to completion, Dell 
expertise can help you create your own 
listening  command center.  Our team 
provides consultation topics ranging 
from the design of the physical space 
and screens to implementation of key 
processes that run the center. 
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SOCIAL 
INTELLIGENCE 
Social intelligence can help you acquire 
new customers based on your 
understanding of their lifestyle and 
needs.  Our methodology, Single score, 
has helped drive significant  increase in 
revenue and profit margins by retaining 
customers, cross-sell targeted and  
personalized new products or services.
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SOCIAL STRATEGY

Companies often lack a strategy and 
structure to govern daily social media 
activities and align them to their corporate 
objectives.  Dell believes there is no 
one-size-fits-all approach for social media, 
and offers  customized social consulting 
services to achieve measurable results 
across all areas of your client 
organization. 
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CUSTOMER RETENTION 
& LOYALTY ANALYTICS
Marketing channels influences customer 
decision and loyalty at different points 
in their path to purchase. It’s imperative 
to understand customer behavior &
program "levers“ and give importance
to customer relationship metrics to
offer right discounts at right time.
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