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Going broader using
previous Westpac
projects

Found 2019 credit card engagement project 

Consider, apply, activate, optimise

'Apply' was covered extensively

Consider and optimise – pre and post stages

ACH + Autopay = optimise

More to optimise than just ACH + Autopay



"Very anxious and stressed. I don’t want to work as much anymore. 
I don’t know enough." 

"One of my goals is to get better at finances and admin, because I get worried if something
happened to my partner, I'd have no clue how the business runs or how to access my account."  

– Female ACH interviewee, 58, when asked about her financial future.

Research gold nuggets
ACH 1-1 INTERVIEW



Nearly half of BNPL users say they’ve stopped using
their credit card

60% said they purchased things they normally wouldn’t
thanks to payment instalments

1/4 hide their purchases from friends, family and
partners

Millenials and Gen Z also likely to be more stressed
about money, and striving for better budget habits

Competitors like Latitude and Wisr are building financial health tools
to be seen as being concerned about mismanagement, whilst still
aggressively pushing BNPL and other debt.

Revisiting BNPL vs. credit card research

CUSTOMER BNPL BAD HABITS COMPETITOR BNPL BAD HABITS



Older ACH female, reliant
on others, low knowledge

and worried about her
future

Younger female BNPL user,
low knowledge, poor

decision making skills,
worried about her future

Younger budget-conscious
male user, striving for
better habits and data,

worried about his future

Three new possible personas



Australians who are anxious about their current and future financial wellbeing
want to feel financially secure but lack the relevant financial knowledge, habits
and tools to improve their situation.

Problem statement – hypothesised



6
women 55 - 65

9
men 23 - 36

4
women 21- 36




BNPL vs credit cards usage, credit scoring awareness, financial literacy, current
financial habits and future planning, preferred learning styles, Westpac Flex

Additional interviews 

2nd round research

Financial literacy, credit card habits 

Neo banks and BNPL lenders who are all increasing financial wellness and health tools

Additional desktop research 

Additional competitor research 

1:1 interviews

19



Key insights – Persona 1

Older female segment (55-65 years old)

Reliant on partners to help them with money management – didn't learn about finances growing up 

Key feelings of anxiety for the future, and shame about current financial management capability but feel unmotivated to change

Keen to learn more and are open to getting this from their current bank

Wary of being scammed, trust their bank for everyday banking, less likely to trust them for help and advice 
Like gardening, arts and crafts, don't buy a lot of new things, prefer to upgrade existing or recycle
Watches Youtube videos to learn more/teach themselves
Cautious spenders for the most part, with some impulse purchasing using BNPL

ADDITIONAL INSIGHTS



DONE



Audrey's customer journey map 



Younger male segment (25-35 years old)

Enjoy budget tracking, analysing cash flow and investments like crypto

Unhappy with current assets, always striving for more in preparation for buying a house, achieving financial goals

Reasonably happy with personal financial knowledge but has a deep desire to learn more but doesn't know how/time poor

Key insights – Persona 2

Likely to use multiple banks including one of the Big 4, plus a neo like UpBank.  
More likely to want the Westpac Flex Card, "As soon as banks bring out flexi cards I'll be making the switch."
More cautious spenders with some impulse spending, who opt in for budgeting tools on banking apps
Wary of financial aggregation between banks due to security concerns

ADDITIONAL INSIGHTS





Bernard's customer journey map 



Younger female segment (18-28 years old)

Impulse spender and compulsively uses Afterpay to justify shopping habits. 

Heavily influenced by social media and others around her - family, partner etc.

Feels significant shame about her current spending, wishes she could make better decisions and gain control 

Feels stressed about what her habits mean for her financial future

Key insights – Persona 3

Gives self a 2/5 rating on money management ability 
Common thoughts include: "I never have any money. I feel like I make stupid financial decisions."
Prefers BNPL because she feels limited by credit cards, doesn't consider Afterpay to be 'debt'
Has heard of credit scores but doesn't know what it is and doesn't think Afterpay will affect her ability to apply for future loans
Spends 3-6 hours daily on mobile phone and likes to do banking on the app

ADDITIONAL INSIGHTS





Sara's customer journey map 



Existing Westpac solutions

All found it hidden/difficult to find
Targeted at younger segments, not for Audrey's
Not appealing to Sara either, not necessarily looking to start a business
Long text articles not appealing, lack of dynamic and tailored content
"It looks hideous" - 1st Audrey interviewee
"There's nothing there on retirement for me" - 2nd Audrey interviewee

We tested Westpac's Ruby desktop with 2 of our Audrey 1-1 interviewees, and 1 Sara.

RUBY PLATFORM FOR WOMEN - DESKTOP VERSION



61 posts over the last six months, average like per post = 13
Videos on Insta appear far more popular
Targeted at younger segments

Existing Westpac solutions 
RUBY PLATFORM FOR WOMEN - INSTAGRAM ACCOUNT

363 Likes

Most popular posts are those that include other interests like fitness, promote podcasts and gaining control :

"This looks better but it's mostly for younger women?" 
2nd Audrey interviewee looking at the Instagram account.

342 Likes 28,697 views



Existing Westpac solutions

All found it hidden/difficult to find on public website
"Not that appealing, sorry - prefer the Insta account look" Sara interviewee
"Looks less childlike than the Ruby site" - 1st Audrey interviewee
"Ooh Gardening Australia video!" - 2nd Audrey interviewee getting distracted whilst
trying to view one of the longere educational videos on Davidson.

DAVIDSON FINANCIAL EDUCATION PLATFORM

We tested Westpac's Davidson platform with 2 of our Audrey 1-1
interviewees, and 1 Sara.

Content has few 'likes' 
Appears targeted at older segments, not for Bernards or Saras
Better for Audreys but the content is still not targeted or appealing enough (long text
articles, long videos of a man talking over static content) 



Existing Westpac infrastructure 

Financial literacy program and Customer Hub content including credit management content
Extensive existing marketing content 

Online learning platforms and social connectivity – Ruby and Davidson
Online secure desktop and mobile app sites

Savings goal tracking and 'compartments' in Westpac Life
Transaction categorisation capability
Existing chat bot

MoneyBrilliant aggregator partnership
Rewards and incentives currently being reviewed
Next Best Action program
Open air cinema nights

Existing content

Existing channels

Existing and upcoming functionality

Partnerships, programs and promotions

WHAT CAN BE LEVERAGED IN POSSIBLE SOLUTIONS?



Ideation + MVP 



Initial concept sketching





Digital Financial
Wellness Portal 

WHY DOES THIS WORK FOR AUDREY?

- Online learning content delivered from a trusted source

- Tailored for her age group and situation 

- Easily found when she logs into online account

- Delivered via desktop which she prefers for big tasks

- Delivered in preferred way (e.g. short engaging videos)

-  Lets her know she's not alone, encourages growth 

- Incorporates outside interests 

- Offers connection to others like her

WHAT CAN THIS LEVERAGE AT WESTPAC?

- Ruby desktop site and content

- Davidson site and content

- Existing desktop online banking

Concept for Audrey



5 AUDREYS TESTED

What did Audrey think?

"I don't feel very safe sharing all my sensitive information and passwords.
There are too many scams these days so it's hard to trust."

"It's not hard to open my other banking apps so I don't feel the need to see all
the transactions in one place."

"I definitely trust Big 4 banks more"

"If there's money involved I'm always quite concerned and need to have
a peace of mind"

"I love it! I need it! I don't know anything and it feels like
it's made for me. It needs to be easy for us, because we
aren't that interested".

"This is amazing, makes me so happy knowing there are
other people out there like me!"

"I absolutely love it! I hope to learn about shares here
with other people around my age"

5/5 Audreys tested loved the concept What does she think of neo-banks?

5/5 not comfortable with account aggregation



Further service planning for Audrey

Partnership program with community colleges 

Sponsor a dedicated podcast for women like Audrey 

Providing Audrey with incentives to continue using the service, such
as offering points to redeem on Westpac for small gifts.

Make sure content remains relevant and up-to-date.

Promoting recommended learning content via regular notifications.

Encourage her to continue learning with progress tracking. 

Promote community based learning environment,
let Audrey know there are other women like her out
there.

Offer rewards and incentives.

Make Audrey aware of the new service next
time she logs into her desktop and/or mobile
accounts via notifications, onboarding and
recommendations for suggested content.

Awareness and engagement Retain

Partnerships and advocacy





More accurate budget tracking with spending categorisation  

Show key insights + metrics for greater control and decision help 

Enable him to visually set and track financial goals over time 

Enable him to track favourite investments with real time data

Save time between financial apps with data aggregation

Auto-bucket his money to stay on track 

Desktop view for deeper insights, mobile view for everyday

checking 

Existing desktop and mobile app

MoneyBrilliant partnership

Savings goals functionality - Westpac Life

'Compartment' bucketing - Westpac Life

WHY DOES THIS WORK FOR BERNARD?

WHAT CAN THIS LEVERAGE AT WESTPAC?

Advanced Cashflow +
Investment Tracking 

Concept for Bernard



What did Bernard think?
4 BERNARDS TESTED

Bernard trusts Big 4 banks over neo banks

"There's less chance of the Big 4 banks going bankrupt"
"I really like this feature, I think it's a really good idea and it
would help me to plan better"

"Oh, I love anything with gamification. I would definitely use it!"

All Bernards really liked the customisable features of the
homepage.

All Bernards really liked the idea of auto-buckets.

4/4 Bernards tested loved the concept What does he think of neo-banks?

3/4 not comfortable with account aggregation

"I just can't trust one bank with another bank's info"



Further service planning for Bernard

Partnership program with schools           
Employment packages through employers 

Keep Bernard coming back with the ability to track his finances in real time,
view detailed and personalised metrics, set and track savings goals. 

Offering relevant and interesting in-app learning services that provide
Bernard with a single source learning platform that he trusts

Providing Bernard with incentives to continue using the service, such as
offering an improved home loan deal based on good saving habits
demonstrated by the app

Promoting better deals if he signs up

Addressing security concerns that Bernard has
with account aggregation (possibly through
open banking)

Make Bernard aware of the new service
next time he logs into his mobile account
via notifications and tailored onboarding.
 
Incentivise referrals from friends
Encourage app store ratings

Retain

Partnerships and advocacy

Awareness and engagement





Saving Forest
Experience

 Financial ‘health’ encouragement app based on ‘Forest’ 
Visually grow a forest of trees within the app as you
complete good financial habits over time 
Set goals and build on your trees – contribute to savings,
pay down debt etc. 
Watch your trees ‘suffer’ or not grow if you fall behind 

KEY FEATURES

WHY DOES THIS WORK FOR SARA?
Feels ashamed about her current financial knowledge and
impulsive spending, this provides gentle encouragement and
positive reinforcement to build better habits via a fun game.

Concept for Sara



Saras were more open to aggregation than Audreys and Bernards.

"I'd say I'd like that, but that's me thinking banks are 100% reliable. But
I'd probably go for it for convenience."

6 SARAS TESTED

 "I would change banks if they had this available!  But I should
probably do more research before changing banks so quickly!"
(laughs)

"I’ve never looked into budgeting because it’s always in graphs and percentage
but this is more appealing."

"I always see stuff about personal finance on TikTok and it seems so simple,
but I never actually implement much of what they say. I already use my ANZ
app almost every day so having all of this stuff in there would be pretty sick"

What did Sara think?

6/6 Saras tested loved the concept What does she think of neo-banks?

3/6 Saras comfortable with account aggregation

 "The tree idea is so cool I'd love to have a visual representation of my savings "

 "I’m a visual person so if my trees were dying, I would feel worse than just
looking at my bank account"

"Oh that's so cute!!!

"It's a fun concept! Would be good to have switch mode i.e. forest mode and normal mode"

"I'd say I trust all big banks because I know where to find them if i have a problem.
And there are actual banks where i can go in and get help. I wouldn't trust small
banks."

"Never tried neo so can't comment. I haven't warmed up to the idea even though
my boyfriend has recommended"



Further service planning for Sara

High school and university programs to engage Sara early on in the lifecycle helping her avoid CC debt in her 20s 
Promote and/or reboot women focused Westpac partnerships tailored for a younger cohort of women

Positive and negative reinforcement (new seedlings vs tree withers) to
keep Sara motivated and on track with budgeting and savings goals.

Social encouragement from like-minded community. 

Special offers from Westpac for reaching set financial goals. Keeps
Sara as a lifetime Westpac customer and avoid being enticed by
competitors/neo-banks. 

Promote better behaviour by using Forest +
Westpac Flex instead of bad BNPL habits

Promise better deals (e.g. bigger loans, easier
applications) from Westpac if she signs up and
uses the app consistently.  

Social media awareness - Instagram and
TikTok style content by relatable influencers
In app marketing 

Incentivise referrals from friends

Retain

Partnerships and advocacy

Awareness and engagement



Linking back to the credit card journey

CONSIDER CREDIT CARD APPLY ONGOING CREDIT CARD OPTIMISATION

Increase NPS and improve retention: the solutions are likely to improve everyone's overall
satisfaction with Westpac, including credit card satisfaction.

Entice Saras into Westpac via the engaging Forest app +
Life Account.  Educate about BNPL dangers, offer Flex.
  
Attract Bernards to Flex as a more stable alternative than
BNPL (validated in testing).

Educational content with incentives: The app learning content can promote on how applying for
multiple credit cards can effect credit score and use of BNPL can impact the ability to get loans

Targeted marketing: The tracking part can detect persona's spending and recommend on the
suitable credit card product.

Data Collection:  Ability to collect drop out data to better adjust product to compete with BNPL 

Optimise Audrey's credit card mangement by improving the ACH experience and ensuring she
stays informed (online learning) and keeps up her good habits (advanced budget tracking).

Optimise Bernard and Sara's credit card mangement by improving autopay and ensuring they stay
informed (online learning) and keep up good habits (Forest + advanced budget tracking).

Offer promotional content with incentives

Targeted marketing:  promote credit card products
based on the spending habits 

Covered 2 years
ago - Prior

Project

FOR ALL PERSONAS:



FIRST:   Build Financial/Investment Knowledge

SECOND:   Financial Plan, Set and Track Goals 

THIRD:   Manage Day to Day Budgeting 

Audrey starts as an
existing Westpac ACH,

introduce Digital Financial
Wellness Platform - with

Basics101

Once she's more comfortable,
help her set + track goals

Spend $X in retirement, with
on/off track projections

Continue with
specialised content -

share trading, side
business in retirement

Keep her retirement
budget on track with
advanced analytics,

refers friends to
Westpac, encourage

Westpac Super Pension

Starts Side Business,
Use Westpac Business

Banking 

Unhappy with Ignorance
and Dependence

Worried about the Future

Reaching Goals
Well Informed

Financially Secure

Audrey's financial wellbeing journey with Westpac

Now Future



FIRST:  Improve Day to Day Budgeting

SECOND:   Help Financial Plan, Set and Track Goals 

THIRD:   Build Financial/Investment Knowledge 

Now Future

He starts with Westpac
Flex, Autopay +

Advanced Budget Analytics
to build better habits

Help him set + track
goals  like saving for

his first home
Use Westpac Life

Introduce him to the
Digital Financial Wellness
Platform - shares, crypto

Watch him apply his
knowledge to his Westpac

Share Trading Account

Unhappy with Savings
Not Reaching Goals

Searching for Investment
Information

Bernard's financial wellbeing journey with Westpac

Help him buy his first
home, offer Westpac

Home Loan + Insurance

Reaching Goals
Well Informed

Financially Secure



THIRD:  Help Financial Plan, Set and Track Goals 

SECOND:   Build Financial/Investment Knowledge 

Start with Westpac Life, 
Forest Saving App and
auto bucketing to build
small good habits and

confidence

Show her how to set +
track goals, save for her
first home, car or holiday

via Westpac Life

Convert from BNPL to
Westpac Flex, use Autopay,
advanced budgeting once

better habits have been built
using Forest 

Help her buy her first
home, offer Westpac

Home Loan +
Insurance

Ashamed of Spending Habits
Lack of Base Knowledge

Worried about the Future

Reaching Goals
Well Informed

Financially Secure

Introduce Digital
Financial Wellness
Platform - educate

about BNPL dangers

Sara's financial wellbeing journey with Westpac

FIRST:  Fix Day to Day Budgeting

Now Future





Overall solution benefits

OUR TESTED
SOLUTIONS

Benefits to
Audreys, Bernards

and Saras
Benefits to

Westpac
Digital Financial

Wellness Platform



Advanced budgeting
and investment
tracking tools



'Forest' savings app

Feel less stressed and worried about
their financial futures



Build better habits, make better

decisions



Greater physical health with less
mental money stress



Reach goals faster e.g. new home



Less frivioulous purchasing in fast

fashion/more sustainable purchasing



Prepared for the unexpected



Feel powerful and in control with
more investment knowledge



Feel safe and secure with their bank

Build on trust and customer satisfaction
in financial guidance



Stop customers focussing on small

issues, improve NPS



Solidify position as a financial 'rock' for
everyday Australians



Engage with underrepresented

segments of the population



Take an ethical stance by helping get
young people back on financial track



Expose key Westpac services
when/before need emerges



Collect first hand persona behaviour

data to adjust/upgrade service products
effectively



Retain and nurture customers

throughout their lives.








