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Banco
Montepio

Banco Montepio is the oldest financial institution in Portugal and holds a
unique position in the national financial panorama due to its origin and
mutual base. Banco Montepio is known for being a savings-oriented
institution and for providing universal financial services to private
customers, the business sector, social economic institutions and social
entrepreneurs.

Banco Montepio is part of the Montepio Group, and Mutualist Association is its parent company.



Challenge

Banco Montepio is a historic
Portuguese institution, a symbol
of trust and closeness with its
customers.
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e to s customers, the bank Is reneving
it various nteraction and commurication
platforms.
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1k posed to Xpand IT
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Solution

The Xpand IT team used internal design thinking methodology

innovation and create relevant compeitive advantages

Tre 3 pllrs ofdesin kg ethoclog ars Understand,

Explore and Materiaize - 3 steps accomplishe

Barinérsh between Xpand I and Montepl troughout the
hole process.

This partnership translated into:

+ Workshops that allowed managing expectations and arriving
value proposal for each challenge;

« Cross:fiow journeys to simplify the acquisiion of new
customers and the automation of Inernal processes;

* integratonan rozatinof olutons i h o of et
Indirect and intersecting competitive forcs

Each phase of this mathodology has a purpose: to got o know Banco

« Gustomization and adaptation of content for ts customers.

e s reach
the ideal working model, ensuring excellence at every sta



1. Understand

Empathize

One of 3
needed for the following steps s gathered. It s at tis stage that the Xpand IT UX

understand and outine the way forward.

brainstorming between al partes

Define

In s phase ofte profct the teams focused
f the solution whicn
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2.Explore

Ideation

“This I an terative phase, which can be used
throughout the project and does not have to be

enerates, experiments and contrasts deas that
make it possible o explore innovative paths, adding
value to the proposed solution.

e s s suh s eation worishopsaored
tothe proectytenal rsinstorming o

H oo Whe ot
enemattaton nd he constrcton o (v
mack-ups with the clent, facilitating and managing
the expectations of al the participants involved.



Prototyping.

Depending on the complaxity o the stage of the
journey, the protatype follows the same intent - to
be at the centre of the teration process, visually
accompanied by ideas, refinement and fime invested
Inxperimentation unl aresut s resched- eaing

- macro prototype to a hi micro one,
Teacng e mences e morhe o o
Montepio



. Materialize

Testing

User feadback s critcal to be able to achieve the best possible solufion -

Montepio, which Xpand T's UX team analyzed and interpreted. The adoption

made it easier to make informed decisions. The tests turned the result into
an important value propositon.

implamantation
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Jira

UX Quality Assurance was implemented along with Development QA.

Montepio by ensuring an excellent deliverabie.

' IT and Banco



As a result of it was possible

with a focus on

+ Humanized, personalised experience; . Transtation of terms nto the cients langusge;
+ Customer-centricty as a supply focus; = Hybrid realty - seamiless multi-channel
+ Conversational context; .

Paradigm shift in customer/user behaviour.

« Clarity of information;

This recognition of added value as well as investment in partnership and trust have turned Xpand IT
into a reference company for Banco Montepio.



Tools and Frameworks

Workshops The Xpan T team believes that workshops are a good tool for the ideation and focltation of
iteations, both internaly and with the client -t allows us t arrve at solutions better and faster,
ensring ihe management of expectations of all involved.

i the “know haw to think" teams to decide ina
sustained
i the both the teams
and e clent o I ranslation or anyone who
s all I
Comextonized ndersanding o projet ocumentaion.
Design System  Ts Ux system that covers

evelopment of the experience, serving a5 2 playbook for althe teams involved.

Xpand I fora
teamwork
and and lexoilty

that each project requires



Benefits

Continuous ideation and teration to manage the project and expectations;

More effective iden

ication of problems and solutions;
Afocus on the user that allows the discovery of opportunities;
Responses and feedback from users as well as the customer;
Insights contextualized to the design phase;

Automation of processes and experience flows, combined with technology.



The continuous evolution of our interaction platforms and our journey

is a critical process for continuing to provide the best response to
increasingly sophisticated and demanding customers, and to create an
increasingly effective and efficient bank. We believe that our partnership
with Xpand IT and its methodology and experience is the right formula to
achieve this ambition.

Francisco Pessanha
Responsibl for the Channels area
Fy——
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