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We help leaders harness a
cutting edge approach to
design and technology, to
deliver positive impact for
their organisations.
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We help our partners
in three distinct ways:

01 Digital strategy
02 Project teams

03 Digital Transformation



01

Digital strategy

We work with you towards an
action-orientated business case,
that puts digital in the centre.



02

Project teams

We remove every barrier from
moving fast and delivering at the
highest of outputs.



03

Digital transformation

We help your transformation
programme to deliver a consumer-
grade customer experience.



What are we doing?
Key principles



Gain productivity by
redesigning processes

Describe what Find opportunities Redesign

is there now for improvement the process




I

What is a good strategy?

01T Not blue sky
02 Creates a bridge
03 Identifies biggest challenges
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Key Principles Unlock business productivity in just 8 weeks -

Reduce handoffs, minimise waste
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Key Principles

Just enough, just in time

Unlock business productivity in just 8 weeks -




fechnology s not For a successful technology,
a commodity

reality must take precedence
over public relations, for
nature cannot be fooled




Show don't tell

Get to implementation
as fast as possible

02 Delivering value early
and often
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Our 8 week plan

Our 8 week
definition plan

Unlock business productivity in just 8 weeks -

n . - -

Week 2
Week4 . - -
Week 5



Our 8 week plan

Retro Planning

One week sprints

Additional cadence
SteerCo

Project update
1 week sprint

Work streams
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Our 8 week plan

Definition plan

Agility

Use modern planning tool for Kanban

Run a quick retro don't over indulge

Unlock business productivity in just 8 weeks -

é.
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22 Our 8 week plan Unlock business productivity in just 8 weeks -

Definition plan
Collaboration & cadence

Daily, 15 mins Weekly, 30-45 mins 2-3 times, 60-20 mins
Core Team Core team + Digital Committee
Client PO and the project team Core team + stakeholders Project sponsors & senior management
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Our 8 week plan

Week one
Project kick-oft

Align and get ready

Unlock business productivity in just 8 weeks -

Week 1

User Research

Shape
User C P User Metrics JTBD
R h ient Research Session Session
R Blueprint

Hypothesis |

Creation Prototype User Testing
Hypothesis |

Creation Prototype User Testing
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Our 8 week plan

Project kick-o0

Align and get ready
Get to know each-other
Iterate on the plan
Information download
|dentify risks to plan
Map research
Prepare for user testing

Plan meetings & cadence

Unlock business productivity in just 8 weeks -

The problem

Focus area: Influencing driving behaviour

By articulating a desired customer journey from a raising awareness to claims, we could focus on

the part that seemed most challenging and rewarding both to Zego and drivers.

Insurance journey

Telematics journey

Drive journey

Steps

Data Capturing

Changing Behaviour
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B

Our 8 week plan

Remote is better
INn Many ways

Flat

Fast
Interactive
Persistent

Compostable

Unlock business productivity in just 8 weeks -

m < _.l.

2 Warm-up ® 10 mins
Architecture

* What is included under the Encore
umbrella? How is it structured, A shared understanding of t
and dependencies of the su

and what are the dependencies? that make up the Encore de

8 Encore
. Foundation

[
Basics [PatH

2 Warm-up =~
Agree or disagree?

components
documented

Encore is for engineers first ')
and designers second

Marina

Rob
Encore is for designers first
and engineers second Shaun

Tiago
Elsewhen x @smtify

Tyce

Encore is for engineers
and designers first,
other roles second

Guest 1

. Guest 2

\ :
It's more important for p | - Bragland dbopito
designers to use Encore mark your level
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Our 8 week plan

Unlock business productivity in just 8 weeks -

Our boards are as beautiful
as the products we make

]
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https://www.figma.com/file/IolW6PxNo4Mrijp6FNIPku/Workshop-1---Alignment-and-Audiences?node-id=0:1
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Our 8 week plan

Week two
Current blueprint

Understand the state of play

Unlock business productivity in just 8 weeks -

Kick off
Workshop

Week 2

User
Research

Hypothesis
Creation

Hypothesis
Creation

Immersion Workshop

Shape
Current
Blueprint

Prototype

Prototype

User
Research

Prep For User Research

Metrics
Session

User Testing

User Testing

JTBD
Session



Our 8 week plan

Project kick-oft

Understand the state of play

Research:
Customer interviews
Stakeholder interviews
SME interviews
Shadowing

Questioners

Map the current service flow

Start shaping the blueprint

Context Goals
* Could be a property surveyor (CRE), solicitor (CRE) or = Deliver the required output report
* May work in-house at Capitalflow, or be an outsourced

specialist whom Capitalflow work with regularly.

Context

* Located in Dublin office

* Holds responsibility for deciding which loans

08 SpeC|OI|St : Caphtalflow takes on

Specialists include property surveyors,

solicitors and auditors. They are all

instructed to perform an inspection of a

new customer’s property, asset or Tcsks
business as a standard part of CRE and ID

* Review customer data to ensure risks are clearty

loan applications.
understood

02 Credit Staff

Key decision makers with significant

» Check and compare loan application to any previous
They conduct on-site checks that result in loans

a report delivered which is critical to a * Approve /reject loan applications, stating clear reascning

loan application being successful responsibilty, credit staff decide which for decision

loans are approved and under what

* Quantify risk Alending viability of customer
conditions.

* Conduct additional CRE checks on customer

* Apply conditions where appropriate, and ensure
It's their role to thoroughly go over all the .

information is passed on clearly

information gathered from and about the

* Reach decisions with a credit committee when

customer, assess the risk involved and y
appropriate
ultimately determine which customers

Captialflow will take on and which are not

right

JOURNEY STAGE Apply

TIME

auditor (ID) * Ensure their findings are understood

and passed on to the Capitalflow team

Goals

* Ensure only healthy loan applications are approved

* Minimise risk to Capitalfiow by ensuring approval is based
on a complete understanding of the customer's business
and situation

* Reach cradit decisions quickly and efficiently

Frustrations

= Work interrupted by loan applications with incomplete
information

« Sales directors not collecting and passing on the required
information

* Hassle of finding, reviewing and cross-checking multiple
documents in multiple locations

* Adding conditions currently difficult to do with Keybank

* Finding previous loans currently difficult to de with Keybank

Devices
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Our 8 week plan

Remote research

Hangouts & Zoom

Dovetail

What's important:
Tagging video

Transcription

Integration with other tools

Collaboration

Synthesise & document in Notion

Dashboard

& Projects

Live

Inbox

All recording

Highlights

Participants

o
e @SS
= °
== Gain Creators
e "B o
, Sy o —
= Customer = SER S5 BEE
N . Job(s) 2 Drviceis
V — mo N B
Y= I-u.F o

Website Redesign 201

!s 4 Live session with Maru Fourie

i: 4 Live session with Deepak Agarwa

i‘ e In-person session with Jennifer
!‘ ® Live session with John Robir

H ® In-person Session with *

Eu. ~_.__ =00 with Harry Brignull
in ® Live session with Frances James
!‘ ® Live session with Dave Knapp
HH ® In-person session Rebecca Holmes

“‘ ® |n-person session with Di Lu

is ® Live session with Moiead Charawi

In ® Live session with Rodrigo Dalcin
e ol

Which of the following things would you consider if it meant paying less for your car in

¥
8

H

8 =

- =

I >

3

Ll

5

Which of the following things would you consider if it meant paying less for your car i

Example org v
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ul 8 0:17 t O kite (SM-GI0OF)
| 0:12 £ 0 kite (SM-G90OF
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https://dovetailapp.com/

30 Our 8 week plan

Using Notion

Categorisation of information
Collaboration
Single source of truth

The entire project lifecycle

Unlock business productivity in just 8 weeks -

ul Finecast Relational Database: All Regions

B All Regions B # United Kingdom  +

A Country

&8 United Kingdom

E8 United Kingdom

&8 United Kingdom

&2 United Kingdom

§8 United Kingdom

&2 United Kingdom

Category = Definition = Additional

UK: Targets/Budg (¥ OPEN

UK: Pipeline

UK: Demand

UK: Supply

UK: Trading

UK: Delivery

Service

notes

Service

Service

Service

= Process Frequenoy

Monthly

Dally  On-cemand

Other (Specify)

Annual  Monthly

Annual  Monthly

Other (Specify)

Product

Product

Product

Product

Product

U

A

Data

Data

ni

Tag

Re

ated

ted Kingdom

110 Data A

Related 10 Data a

telat

ed to Fineca

Data

Data

Data

Data

M UK: Targets/Budget
™ UK: Pipeline

[® UK: Demand

[ uk: supply

[ UK: Trading

4 more

@ alik

@ Datorama

& Media Ocean Dashboard
@ Excel

7 2020 HouseMode!
B Amobee DSP

B Amobee Finance
B Amobee SSP

Y BC Deal Tracker

™ AL
% co0
BV
18 PDA UK
29 GPS

Customer

shae 3@ ©

Customer

Customer

Customer




Our 8 week plan

Blueprint examples

Understand i Think it

Brief, explorations and early concepts Plan of action, insights, Encore, initial routes, reviews

Customer experience map

Customer journey map

projects and industry standards sauad (including goals, hypothases, feasibiity, limitatiors + form squad hypotheses componants to use stakeholders stakeholders to scquire
Receive and digest project brief inapiration problem statement...) bonds 1
from PM

u '
e rVI < e I I l G p ) @ Kick o sassion t / existl @ Dasign vision concaptis) @ Craate siida dock for prasanting o @ Procont dock 10 dovi 19 ascass tach 1| @ Gathor data insights to vaidata initial @ Strtevploring existing design cystom @ Dasign initisl mid-fi routec @ Crosto cack to presant 1o @ Frocont tha dock ta e

Time:

Can include

Poopiz Involved Deopie Invobed. Beapic breoived Opapie knvoked
Whele project taam Ask coworkers across Spotity tor Prap for «quad meoting SQuAD Meeting with eaginescs (ar
help identitying any ex PM) + docks are #lso taken 10

rolavant projects designer crits

Steps to customer journey

Tach Towt Vel Tosls

Figma Goog'a Shides Encore Wabsite Shetching: Pon and paper
Beowsar (online inspliration) Mangouts / Zoom Encore Toolkits (Figma) Mura

Success metric GaE S

Paw it B Puire P Pt 2 Pae Pk Mo Pire Mam Pasrw P e

11 a kery 1oam mamber misses the Sometimas thera B0 quite enough i any detads are missed it can Gathering dats insights from across Same components exist but sren'’t Aay small errors in tamplates get Alignment of roadmep

s0450n, It Gan lead 10 knowledge detail in th siide deck atfact the accuracy of the tech ! the company can taka longer than yot raflactad in Encore mutiphad if the template it squands could be impro
G TG OWS 0% on the wider goats N N teasibility diecunsion : wzpecied duplicated N

Opportenty v Oppartumty Opparvanity g Copurtunity Oopartunty v Oppertenty Opparmmty
W Briefs + w Project cadence Transferrable dos wmentation W Briefs + w Project cadence joct ¢ « Dats insights lmproved documentation Cevignar network w Project cadence

Touch points e

Back and middle office tasks p—

Opportunity to streamiine how we
gothar dota insights from across the
company

Key infrastructure

Key Saa$S platform


https://www.figma.com/file/j6tAfgJYMGXetPJAtxODjc/CX-Project-Planning?node-id=0:1

32

Our 8 week plan

Week three
Establishing JTBD

Find opportunities

Unlock business productivity in just 8 weeks -

Kick off

Workshop Immersion Workshop Prep For User Research

User Research

- .-...

Hypothesis |
Creation Prototype User Testing

Hypothesis _
Creation Prototype User Testing



Our 8 week plan

Jobs to be done

Framework to synthesise customer needs

“There are so many questions from the

bank when we tried to set up multiple

users, we opted to just share

L3
Persona Customer Experience Map S S
COO and CPO, Fintech

Background Find Buy b presTacCAP

Ace) 1axt Adrd taxt Aad taxt Adkd toxt

S B gl Sk ot DRzl £ Task Task Task Task Task Task
Frustratons | .. 4. /o

Acd text Aad 1axt AQQ 1ExT Add text

=

. PersonaB Task Task Task
Motivations

Add texnt Add text Add text Add text

Job
Oty Tzt Ot Tt i Tt O Wit

Persona C

Task Task Task
Current Touchpoints

Touchpoint Touchpoint Touchpoint

Jobs

Task Task Task

External interviews

“We only offer trading up to CAD 3,000
per day. Anything higher we will need to
provide regular KYC/AML on our

customers to their bank.”

Founder, Exchange

X

When

“Our access to banking was cut off “The crypto industry is in this situation,
suddenly, delaying fundraising by 8-10 where any banking setup that works, is
weeks and the deployment of capital by a good banking setup.”

about 6 weeks.”

Founder, Crypto Fund

®

Executive Director, Exchange

CEXIO

Elsewhen

| want to so | can

Jobs To Be Done

We uncovered 9 jobs amongst our customer

day to day tasks of CFOs and other financial

the top 5 based on consistent jobs users wel

industries, followed by those that were consi

Payments
and transfers

Permissions
and security

Banking

operations

Opportunities present therr
transfers, batch payments

User management is a cha
presents many opportunitie

Opportunities in banking o
non-omnibus custody acco



Our 8 week plan

User Management 1.0 Steps
CFO logs into platform Visits user management Selects to create new user User creation Send new user invitation + New user onboards New user product entry
area of product Is greeted with preset roles to show status to admin point + Admin can see user
select, review / configure n dashboard

Joby

Wnen i need to have multiple
users setup

| want 1o have clear segmantaticn of
duties and ensure no one can setup
and authorise payments

Frontstage

5o | ann protect the security and

2FA*
- Samething you know (pwl

Select / edit preset roles

Ask Gail if a new user joining
acompany has to be KYC'd

Admin Options + Messages

New user 2FAs *

Admin view

Can see user now activated and
receives notifeation to confirm

Set permissions Required data
— One user already onboarded -Read « First name

{all access rights) - Write - Last name Form * New user view
~ Can suthorise paymants - Can make payments
— New user is & brand new employee - Payment limits

ed over certain amo)
- Select who does the 4e
« Set minmum role that n

. . accountsbility of my business - Option to revoke invitation - Ciicking link verifies email and
- Something you have (device) - Option to resend them to invite screen
- Something you are (biometric) - “Invitation pending / sccepted - Review / Edit certain details
measage - Confirm mobile numbar
+ Enter SMS verification
. code
Asapumstans

SSP Customer Journey Map Self-service user ¥4 Unhappy paths 88 Account managed user

deyes
Porsans
[] ] ] ' GFO of tech corporate (sdmin) : = s s
I n O O r-l-l I n I-l-l eS Employes {new liser) Receives usage notific Reviews usage Tops up
Backstage
Sabam Sk 2FA Setup new / edit roles
- Authenticate user ~Update core banking
~Device type

- Generate role xeys
Investigating

2

Reiterate on the blueprint

Monzo (Dearg) *

Check forum - aseigned i
function (permissions)

with Fie

Dip back into research if needed

Touchpoints
RGOS Sl CFO App | Web Ul ¥ 2346 4 User d with usage and

=

et up metrics around
opportunities

Emotions
Get stuff done mode
Messaging needs to be super clear and concise
Time
30 secs 5 seconds 1 -2 minutes

Build a library of tools

¢ata & bespoke recamme 5 £ Making topaing U g

Build a library of data points

en | want to so | can
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Our 8 week plan

Week four & five
Prototyping & testing

Validating our ideas

Unlock business productivity in just 8 weeks -

User Research

Shape
Current
Blueprint

User Metrics JTBD
Research Session Session

User
Research

Week 4

Week 5

Reconﬁg}Jred Feedback Reconﬁg}Jred Feedback Reconﬁg_ured
Blueprint Blueprint Blueprint Bl Blueprint
Creation P Creation P Creation

S’rckeho.lder Additional Blientint STokethder Reconﬁg}Jred
Blueprint Blueprint Blueprint

, User research Update . .
Session Review Final
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Our 8 week plan

Week four & five

Concepts validation

Prototyping & testing

Validating our ideas

Map assumptions
Create hypothesis
Decide on signals

Prototype
User - visual prototyping
Tech - feasibility

Test with users

lterate on ideas

Data capturing

Driving score

Improve behaviour back-end

Improve behaviour front-end

Development effort

Operational effort

Testing ideas

Phase 1- Change the driving

@& Get Premium Discount!

Driveway app

Driveway app

Manual

Email / Call / SMS

Minumum

High

Loan application CONCEPT

Unlock business productivity in just 8 weeks -

behaviour

ia Prize Draw

Driveway app

Driveway app

Manual

Email / Call / SMS

Minumum

High

Phase 2 - Type of rewards

= Pick Your Perk

Driveway app

Driveway app

Manual

Email / Call / SMS / web

Medium

High

Phase 3 - Concepts

™ The landing page

Manual

Minimum

High

& Wizard of Oz

Zego App

Zego App

Manual

Zego App

High

High

Donly et AR indicative  CRE indlcative
e, Timercies

3
DO S Tl st aem e
o

e wow  CHRUIDA ant
e partal kg

Bt generate
ement

agreen
Wi o wroner gt

un:l::: ey M
nf 2apture

L dvcts

o retrec

—_—

Sigrea cocs
saved ta profile

Mg b
Puncesl grararee
80 mwdice
e

e T

Detals added
12 prefile

-+ Soppher e 106
- Supphe b et
+ hamt pretest

v
bt sl it
Yotz s

© vt st
- Dwin coucki e
A e

Generate Salktor sy

e d2es
email? arafie
B b RN

Aver s oo
At s v
aute
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Our 8 week plan

Week six & seven
Service flow,
reconfigured

Shape opportunities

Research N Research Session Session
Blueprint
Hypothesis _
Crection Prototype User Testing
Hypothesis _
Crention Prototype User Testing

Week 6

Week 7

Reality Check

_ F_ir?al _ With Additional Packaging Final Delivery
Prioritisation Stakeholders
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Our 8 week plan

Week six & seven
Service flow,
reconfigured

Shape opportunities

Outline key areas for improvement
Modify the existing flow
Continuous loop of feedback

Prioritise opportunities

Unlock business productivity in just 8 weeks -

L3
L
\’
\
-~
—
P

-—

» 0:04/33:40

» 1:52/59:23

Concept two

Driver wellbeing SWOT analysis

POSITIVE NEGATIVF

Internal Strengths Weak

Externa Opportunities Threc

v1.1 Future Service Design

CRE: Proposal stage

Sales director

Affordability
/pre-approval via phone

coce@roseion Qs>
. . - :
o’ ‘. - -
g YouTube
) Cashback sites @.>
Search o
In-store display In-store assistance
In-store
TeL "—""45."
2 O € @
® o n Y ...
."“x.._: ....... >
In-store assistance Friends & Family

Automated

Automated checks

. e o

- w8 8 W

- e e - S -

e W e




Our 8 week plan

Service flow,
reconfigured

Flexible week

Additional time to reach clarity
Go back to talk to users
Prototype

Design hero screens

Tech DD

Activity

C:J Syncing with Apple Health
Today

Sat 192 July, 15:45 O

Swimming 120 mins

This week

Fri 18 July, 15:45 O

HIT 40 mins

Wed 16 July, 21:22 O

Swimming 15 mins

This month

Activity
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Our 8 week plan

Week eight
Business case

Leaving with an action plan

Research BIJé-pvr-i-r;’r Research Session Session
Unlock business productivity in just 8 weeks -
Hypothesis _
Craation Prototype User Testing
Hypothesis .

Craotion Prototype User Testing
Reconﬁg.ured Feedback Reconﬁg.ured Feedback Reconﬁg'ured
Blueprint Bllionrint Blueprint BlucarinE Blueprint
Creation P Creation P Creation
S’rakeho-lder Additional Blueprint S’rokeho.lder Reconﬁg.ured
Blueprint Blueprint Blueprint
. User research Update . .

Session Review Final

. -.-.



Our 8 week plan

Ideas Actians

Now Next Later
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Marketing and Content e [ st s BF] e S S —— e Next steps for Marketing
i .
B ! I A v Sorh e A 5 O b et ik e g s 1 P (R
! ' - Look into Facebook as an engagement leol
Mg % 0 e hen oGBS WA s ' ’ - Continuous improvement on WhatsApp
e ik Mo Yo asmatine. i ' - Evaluate IVR to improve call handiing times
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inal reality checks

Snapshot

Completed

usiness case packaging

(R) Richard Hewitt (J) Joshua Gimenez

A snapshot of what we know about Zego

* Acorn/Motorcade ki~ Si wort term lax Growth team see as
Mar 27, 2020 i sefshort-term-Lax-insurance
Sister company
Task https:/Awww.motorced
Ishert-term-taxi-insura

resentation

opportunities  products | competitors audience  custor https://inshur. The UK's most flaxible insurance for private  Growth team see as main Organic

revenue [flexibllity marketing sales hire drivers competitor

Engagement

nesed with Uber
108 + Anck

Weekly reports, Nudges,

Adrian Flux https://www.adnanflux.co.uk Growith team competitor

Small unexpected delights

Insurance Claims https://www.insuranceclaimsdepartmen  New car claims Growith team competitor
Department teco/

Complete Cover Group  https://www.completecovergroup.com/  Specialist Private Hire, taxi, minicab Growith team competitor Organic
| FareCover preducts/private-hire-insurance/ nsurance

Understanding of the business model

* Cuvva hitps:/fwww.cuwa.conmy Temporary car insurance

Acquisition / Hygiene o _ * Root It it comycovs Car neusance base o bow you e
Ride hailing offers two types of insu

Freeway https://www.freewayinsurance.co.uk Taxi insurance you can depend on

1. Third Party Only Headway Insurance

Services

Onboarding, Driving Score, Policy & Claims management

2. Fully Comp

Cover my cab https://www.covermycab.com/private- Cover my cab

Clean Green X vate hire insy. 3 Organic

The three insurance types are available as

1. Annual Veygo t Flexible, short term car insurance Organic

2. 30Da Cubit Insurance Private hire insurance Organic
y Protect your black cab business with
PAYG quality insurance
Insure Tax| w.insuretax].comweekly/ Taxi insurance from just £45 per week Private and public hire Google Organic
Go Taxi Driver https:/www.gotaxidriver.co.uk, ate- Google: PPC
Annual is usually paid in instalments over a 12 month period hire-g
X X ) One Insurance Provider  hitps:/fwww.brightsideinsurance.co.uk/ Internal
30 days is exactly that - meant for drivers doing > 25 hours a week | Brightside business/motor/taxi
PAYG is a 30 day p’OdUC‘ that can be turned on and off DCL Insurance httpy/fdclinsurance . com/taxi-ins: Internal

Colingweod https://www.collingwood.co.ukfannual-  Annual Taxi insurance Internal
taxi-insurance/




Our 8 week plan

Roadmap

Now, Next, Later
Long term plans don't work
Selecting the best next best step

Review planning often



Our 8 week plan

Example of our
presentation decks

approach and a plan
for this project

Mastercard

Our thinking,
approach and a plan
for this project

Whot we do

We design, build and ship
digital products and services at
speed, with no waste

Elsewhen ) mastercard

Mastercard

Phase 2:
Recommend

e *Elsewhen blew it out of the park.

They really helped us keep focus
on what would truly move the
needle instead of what we
‘thought' would. We're delighted
with the results and the stats

show our customers are too."

What?

Inspect and adapt the Quality
Assurance® processes for MasterCard
PrePaid Management Services (MPMS)

We design, build and sh
digital products and
services at speed,

with no waste.

Our thinking, approach and

a plan for this project.

Good things
to call out

What is the goal
of the project

Inspact ond cdap! the Querity Assrance
processes for MasterCord PrePaid Management
Services (MPMS), with the UAT processes being
the main focus and driver




Some of our work...

Nama of

We're gathering da!

X n

oo <. Understand it Think it ZECo

Understanding the

. Accident reports
blueprint map

ricle)

+sense

Dﬁ
we -y

Your report
has been received

Please provide contact
information for the driver

ZE70 EGO

T ==

Spotify Zego

Music streaming giant Spotify worked with Leading insurtech Zego worked with Elsewhen to

Elsewhen to improve productivity in its internal drive value with a customer-centric telematic

business and design workflows insurance product.

Commercial Real Estate: Future Service Blueprint

G603 0@m008EE
_Sok = = &
s=g 2. 2 g
B o o _

Capitalflow

Business lender Capitalflow made the transformation
from traditional to digital operations with new tools

to accelerate and automate its processes.
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Thank you

ElseWhen Elsewhen Ltd hello@elsewhen.com
86-90 Paul Street +44 (0) 203 758 3224
EC2A 4NE @elsewhen
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