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User registration

Communicate the safety and security of  
UniCredit banking services through clear, 
immediate and engaging infographics.

1.a.i 
I know its safe and sound

Romania 8°, low effort

Czech Republic 6°, low effort

Make the onboarding and registration 
process quicker and easier for new 
clients.

1.a.ii
I can register easily

Romania 4°, low effort

Log-in and log-out

Facilitate the login process single sign-on 
with social media identities (eg. Facebook, 
G+, LinkedIn)

3.a.i
My social media accounts 
make it easier 

Home page

Customers can hide areas and elements 
of the website that they do not perceive 
as relevant/useful.

4.b.i
See what I want

Enhance the usage of navigation 
cookies in order to display relevant adv 
campaigns based on previous user 
navigation through behavior tracking 
(eg. if the user arrives on the website 
and searches for loans, on the following 
access the adv campaign for loans will 
be displayed as first campaign).

4.e.i 
Sell to me

Romania 3°, low effort

UniCredit could offer 3rd party 
offers/incentives to engage prospective 
clients.

4.f.i
Let's have a (3rd) party

My goal

Contextual cross-selling in the PFM area, 
based on goals that customers have 
already set or would like to set.

5.1
A PFM that knows my goals

Banking products

Improve products' explanation and 
presentation to enhance their advantages 
in front of customers and prospects.

7.1
A winning presentation

Slovenia 2°, low effort (high if gamification)

Enhanced navigation and informative 
visualization of owned products to get a 
better overview of relevant/related 
information.

7.a.i
Let me see

Interactive questionnaires to identify 
user's needs in a more engaging way 
and to propose tailored products.

7.b.i
Ask me anything!

Possibility to give the bank additional 
information about yourself when applying 
for a product (after using the calculator).

7.c.i
Let's get to know each other

Romania 2°, low effort 

Interactive product configurator to define 
relevant products based on user's needs 
and financial capactity.

7.b.ii 
Products to fit me

Romania 1°, medium effort

Czech Republic 9°, medium effort

Slovenia 1°, high effort

The systems proposes cross-selling 
offers to users based on a comparison
with what their peers have purchased 
or found interesting.

7.b.iii
I'll have what she's having

Czech Republic 1°, medium effort 

Ease of use for product subscription 
forms, to facilitate follow up/call back 
(and direct selling).

7.c.ii
I'd like to hear from you

Slovenia 6°, low effort (high if CRM integr.)

Quick questionnaires to propose specific 
credit cards to clients or prospects.

4.e.i
Pop Quiz

Search

Make the onboarding and registration 
process quicker and easier for new 
clients.

8.a.i
Where would I find...?

Czech Republic 2°, medium effort

Floating menu

Advanced ATM and branch finder. The 
system indicates the closest branches 
with operation hours. In addition, the 
locator shows the customer the closest 
ATM that is available, functioning and 
has cash available.

9.a.i
Know where to go

Romania 6°, high effort

Slovenia 5°, low effort

Floating toolbar with direct contact 
buttons: chat and call back 
functionalities.

9.b.i
We need to talk

Romania 5°, low effort

Czech Republic 3°, low effort

Clear communication of fees and prices, 
to support customers' choices.

9.g.i
I can see clearly now

Floating toolbar with direct contact with 
user's personal banker.

9.b.ii
Be my... personal banker

Czech Republic 8°, high effort

Calendar view of repayment plan, with 
the possibility to add relevant financial 
events.

9.c.i
My financial calendar

Romania 7°, low effort

Slovenia 4°, high effort

Others

Dedicated section for downloadable 
documents.

10.1
Download it

Czech Republic 5°, low effort

Provides incentives to encourage 
customers to use the online services (vs 
physical).

10
I like it online

Peer to peer sharing of bank related 
information through mobile app and 
barcodes. 

10.b.i
Share and share alike

Availability of real time information on the 
mobile app, such as real time account 
balance, ATMlocator, stock market 
indexes, etc.

10.b.ii
Banking on-the-go

More engaging and smart way to change 
the website language.

10.c.i
Do you speak English?

Slovenia 5°, medium effort

Obtain incentives by sharing through 
mobile barcode scan.

10.e.ii
Pass it on!

Czech Republic 4°, low effort

Possibility to share goals with friends, to 
receive support/help and reach new 
prospects.

10.e.ii
I'm encouraged

Implement a newsfeed or newsletter 
subscription systems to provide custom-
ers with news and financial information.

10.g.i
Keep me up-to-date

Use testimonials to communicate the 
ease and speed of bank processes.

10.k.ii
In testimonials we trust 

Contextual chat help during website 
usage, including during banking 
operations.

10.K.ii
Help me out

Czech Republic 7°, low effort

Implementation
complexity

high
medium
low

Feature
to be implemented

1
Easy to use

Providing the user with 
user-friendly and customi-
zable tools to improve the 
online experience. 

2
Tailored and guided

Supporting the user in the 
choice of the products by 
providing him with step by 
step processes to configure 
the best solution.   

3
Contact

Enhancing the contact with 
the bank by making it more 
direct and contextual to the 
specific need. 

4
Social banking

Involving the user in sharing 
activities through social 
channels 5

Transparency
Making available
documents and fees for 
a more transparent B2C 
relation 

6
Incentivized offers

Giving meaningful offers 7
News

Supporting decision making 
through real-time informa-
tion 

Clusters descriptions

Features descriptions
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2024 

Experientia   
company profile

PUTTING PEOPLE FIRST

Experientia
Understanding behaviors,  
designing solutions that matter.
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User registration

Communicate the safety and security of  
UniCredit banking services through clear, 
immediate and engaging infographics.

1.a.i 
I know its safe and sound

Romania 8°, low effort

Czech Republic 6°, low effort

Make the onboarding and registration 
process quicker and easier for new 
clients.

1.a.ii
I can register easily

Romania 4°, low effort

Log-in and log-out

Facilitate the login process single sign-on 
with social media identities (eg. Facebook, 
G+, LinkedIn)

3.a.i
My social media accounts 
make it easier 

Home page

Customers can hide areas and elements 
of the website that they do not perceive 
as relevant/useful.

4.b.i
See what I want

Enhance the usage of navigation 
cookies in order to display relevant adv 
campaigns based on previous user 
navigation through behavior tracking 
(eg. if the user arrives on the website 
and searches for loans, on the following 
access the adv campaign for loans will 
be displayed as first campaign).

4.e.i 
Sell to me

Romania 3°, low effort

UniCredit could offer 3rd party 
offers/incentives to engage prospective 
clients.

4.f.i
Let's have a (3rd) party

My goal

Contextual cross-selling in the PFM area, 
based on goals that customers have 
already set or would like to set.

5.1
A PFM that knows my goals

Banking products

Improve products' explanation and 
presentation to enhance their advantages 
in front of customers and prospects.

7.1
A winning presentation

Slovenia 2°, low effort (high if gamification)

Enhanced navigation and informative 
visualization of owned products to get a 
better overview of relevant/related 
information.

7.a.i
Let me see

Interactive questionnaires to identify 
user's needs in a more engaging way 
and to propose tailored products.

7.b.i
Ask me anything!

Possibility to give the bank additional 
information about yourself when applying 
for a product (after using the calculator).

7.c.i
Let's get to know each other

Romania 2°, low effort 

Interactive product configurator to define 
relevant products based on user's needs 
and financial capactity.

7.b.ii 
Products to fit me

Romania 1°, medium effort

Czech Republic 9°, medium effort

Slovenia 1°, high effort

The systems proposes cross-selling 
offers to users based on a comparison
with what their peers have purchased 
or found interesting.

7.b.iii
I'll have what she's having

Czech Republic 1°, medium effort 

Ease of use for product subscription 
forms, to facilitate follow up/call back 
(and direct selling).

7.c.ii
I'd like to hear from you

Slovenia 6°, low effort (high if CRM integr.)

Quick questionnaires to propose specific 
credit cards to clients or prospects.

4.e.i
Pop Quiz

Search

Make the onboarding and registration 
process quicker and easier for new 
clients.

8.a.i
Where would I find...?

Czech Republic 2°, medium effort

Floating menu

Advanced ATM and branch finder. The 
system indicates the closest branches 
with operation hours. In addition, the 
locator shows the customer the closest 
ATM that is available, functioning and 
has cash available.

9.a.i
Know where to go

Romania 6°, high effort

Slovenia 5°, low effort

Floating toolbar with direct contact 
buttons: chat and call back 
functionalities.

9.b.i
We need to talk

Romania 5°, low effort

Czech Republic 3°, low effort

Clear communication of fees and prices, 
to support customers' choices.

9.g.i
I can see clearly now

Floating toolbar with direct contact with 
user's personal banker.

9.b.ii
Be my... personal banker

Czech Republic 8°, high effort

Calendar view of repayment plan, with 
the possibility to add relevant financial 
events.

9.c.i
My financial calendar

Romania 7°, low effort

Slovenia 4°, high effort

Others

Dedicated section for downloadable 
documents.

10.1
Download it

Czech Republic 5°, low effort

Provides incentives to encourage 
customers to use the online services (vs 
physical).

10
I like it online

Peer to peer sharing of bank related 
information through mobile app and 
barcodes. 

10.b.i
Share and share alike

Availability of real time information on the 
mobile app, such as real time account 
balance, ATMlocator, stock market 
indexes, etc.

10.b.ii
Banking on-the-go

More engaging and smart way to change 
the website language.

10.c.i
Do you speak English?

Slovenia 5°, medium effort

Obtain incentives by sharing through 
mobile barcode scan.

10.e.ii
Pass it on!

Czech Republic 4°, low effort

Possibility to share goals with friends, to 
receive support/help and reach new 
prospects.

10.e.ii
I'm encouraged

Implement a newsfeed or newsletter 
subscription systems to provide custom-
ers with news and financial information.

10.g.i
Keep me up-to-date

Use testimonials to communicate the 
ease and speed of bank processes.

10.k.ii
In testimonials we trust 

Contextual chat help during website 
usage, including during banking 
operations.

10.K.ii
Help me out

Czech Republic 7°, low effort

Implementation
complexity

high
medium
low

Feature
to be implemented

1
Easy to use

Providing the user with 
user-friendly and customi-
zable tools to improve the 
online experience. 

2
Tailored and guided

Supporting the user in the 
choice of the products by 
providing him with step by 
step processes to configure 
the best solution.   

3
Contact

Enhancing the contact with 
the bank by making it more 
direct and contextual to the 
specific need. 

4
Social banking

Involving the user in sharing 
activities through social 
channels 5

Transparency
Making available
documents and fees for 
a more transparent B2C 
relation 

6
Incentivized offers

Giving meaningful offers 7
News

Supporting decision making 
through real-time informa-
tion 

Clusters descriptions

Features descriptions

08/08/2014

Since 2005 Experientia is an independent 
international user experience and human-
centered design consultancy.   

Using a human-centered design approach,   
our service designers and behavioral experts help 
companies to sustainably innovate their products, 
services and strategies through a comprehensive 
understanding of people, their behavioral 
patterns and their aspirations.

Deliver relevant solutions
By involving stakeholders in the design 
process, we pinpoint key moments in the 
user experience and align them with 
organizational needs for optimal results.

Challenge assumptions
We rigorously test assumptions to ensure 
you're building the right product, service, 
system, or strategy for the right audience, 
saving you time and effort.

Prioritize people
We center our design process around people, 
understanding their contexts and aspirations 
to create solutions that genuinely resonate 
with their true needs and desires.

About us

Bringing behavioral and social 
sciences to business innovation.

2
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Our methodology

3

Experientia's Double Diamond describes three key phases:  
Understand, Model (the heart of Experientia's activities), and Design.

Our methodology utilizes an adapted version of the  
Double Diamond framework, developed by the  
UK Design Council.

Understand the challenge  
internally and externally  

In this initial phase, we deeply explore the 
problem space by engaging stakeholders, 
including clients, end-users, and service 
providers, to gather critical insights. 

Model behaviors to create  
contexts for new opportunities  

Here, we refine these insights into clear, 
actionable problem statements, often 
employing tools like personas and  
journey maps. 

Design solutions ready  
to be implemented 
The final phase focuses on designing, 
prototyping, and testing, ensuring solutions 
are user-centered and iteratively refined 
based on feedback.



Experientia

Products/Services 
Experience prototypes

Brief and assumptions 
Business product idea

Analysis &  
modeling

Concept 
development

Detailed 
design Testing

Prototyping

Market 
landscaping

User 
research

4

Our methodology

Understand
Research and  
assessment

Model
Analysis, co-design and 

ideation

Design
User centered solution 

deployment
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Understand  
the challenge 
internally and 
externally

Market landscaping 
We gain valuable insights and 
understand the current state of the 
industry through desk research, 
stakeholder engagement, and expert 
consultations during this phase.

User research
We plan and conduct generative 
research with a defined segment of 
users and/or prospects to uncover their 
context, behaviors, goals, and 
aspirations, helping us understand the 
project challenges more clearly.

Activities 

Benchmarking 

Desk research 

Expert interviews 

Heuristic evaluation 

Kick-off workshop 

Service safari 

Stakeholder interviews

Activities 

Contextual interviews 

Quali-quantitative research 

Digital ethnography 

Card sorting 

Netnography  

Shadowing 

Video ethnography

Our services
Research and assessment
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Model behaviors 
to create 
contexts for new 
opportunities 
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Analysis and modeling
We analyze field observations to 
identify behavioral patterns in how 
people interact with products and 
services, providing a foundation for 
developing new solutions and 
iterating on existing ones.

Concept development
We combine industry knowledge with 
insights from real user pain points, 
opportunities, and leverage points to 
identify new and relevant service 
opportunities, prioritizing ideas that 
lead to ready-to-implement, people-
centered concepts.

Activities 

Customer journey mapping 

Service blueprint mapping 

Ecosystem mapping 

Insights generation 

Behavioral modeling 

Participatory workshops 

Information architecture 

Activities 

Co-creation workshop 

Concept design 

Idea generation 

Opportunity mapping 

Scenario modeling 

Roadmapping

Our services
Analysis, co-design and ideation
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Design  
solutions that 
are ready to be 
implemented
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Design & prototyping
We define the key characteristics of the 
service - including its visual design, 
technology, legal requirements, and 
processes - and create prototypes to 
test these concepts in real-world 
scenarios.

Iterative tests
We evaluate and validate our 
prototypes with real users to gather 
valuable feedback. Through an iterative 
approach, we continuously refine these 
prototypes and solutions to enhance 
the user experience of the designed 
product or service.

Activities 

UX design guidelines 

Experience prototyping  

Design scenarios  

Information architecture 

Rapid prototyping 

UI and visual design

Activities 

Evaluation workshop 

Formative evaluation 

Post-occupancy evaluations 

Solution development 

Summative testing 

Usability testing  

User centered solution deployment

Our services
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Some of our clients
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Our key strengths

Ethnographic research  
& behavioral modeling
• Transform customer insights 

into practical frameworks. 

• Enhance strategies, increase 
customer value, and achieve 
cost savings.

1
Collaborative 
stakeholder engagement
• Involve client stakeholders in 

the process. 

• Generate solutions aligned with 
client goals, leading to greater 
satisfaction and success.

2
User-centered design  
& innovation
• Combine human-centered design 

and research methodologies. 

• Tackle complex challenges and 
ensure products resonate with 
end-users for sustainable growth.

3
Experts in design 
disciplines
• Leverage global design 

expertise. 

• Deliver meaningful results 
through well-defined processes, 
providing a competitive edge.

4
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Our network 
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Highlighted countries show client locations or 
locations of our research activities

Thanks to our independence 
and extensive network of 
collaborators and partners, we 
offer exceptional flexibility and 
the ability to work swiftly across 
the globe.

Our clients benefit from our 
agile approach and our 
capacity to deliver high-
quality results in any market.
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PUTTING PEOPLE FIRST

CEO & Co-founder 
Mark Vanderbeeken 
T +39 333 194 9545 
mark.vanderbeeken@experientia.com

Italy 
Experientia srl 
www.experientia.com 
Via Maria Vittoria 38	  
10123 Turin

mailto:mark.vanderbeeken@experientia.com
http://www.experientia.com

