
EASY BANKING = HAPPY BANKING

http://framcreativesolutions.com/


Financial technology (fintech) has been visibly evolving in front of our 
eyes ever since banks went online. 

With an increasingly cashless society, apps and platforms have been 
created to help us better understand and manage our finances, while new 
banks have been created that offer us a slicker experience.

How did it all start?
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Where do we stand?
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So Why Are Our Users Still Unsure Of 
Going Digital With Their Finance?



We have TWO major issues that can be the cause of 
this resistance.

Technical Literacy Bad Overall Customer Experience



In 2019, only 30 percent of Bulgarian adults had basic or above basic overall 

digital skills compared with an EU-27 average of close to 60 percent.

Can we catch up with the Digital Wave?
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YES!



We take those issues and we make it work for us.

Improve Technical LiteracyGood Customer Experience Build Credibility & Trust



But First, What is CX?



Ask Yourself These Questions:

Are you blown away by the performance of the product? 

Are you delighted by the attention a customer support rep gives you to help solve your problem?

Do you enjoy using this product?

Does this product help you?

Is this product catering to all your current needs?

Do you trust the company behind this product?

Does the brand behind this product represent your values?



If the Answer is YES, Then You Have Had 
An Impeccable Customer Experience.



If It Is a NO… 
Well Now You Know What is The Cause Of 

Losing The Majority Of Your Users.



Customer experience is the sum of all the interactions 
that a customer has with an organization over the life 

of the relationship with that company or with that 
brand

"
"



Here is your CX checklist:

Clear Definition of target customer.

The needs of target customers are well understood.

Full Digital Accessibility.

Variety of payment options.

Easy to access customer service.

Personalized reminders.

Fast rollout of features or improvements.

Collect customer feedback.

Easy to do business with.

Loyalty programme.

Easy log-in.

Easy Customer Journey.

Intuitive Design.

Chatbot.

Innovative UX solutions: Dashboards, Light/Dark Themes, 
Micro Transactions, Navigation Tools Gesture Interactions, Voice 
Interactions, Biometric Log In, Scroll Triggering Animations

Leverage AI automation to handle low-level tasks.

Keep customer data secure and grant user permissions 
accordingly

Allow different team members and departments to enter a 
conversation



What your customers expect from your 
banking experience:

Innovative solutions so they can interact whenever, wherever and however they like1

Knowledge of who they are, so they don’t have to keep repeating details, via a profile built up over 
time and shareable across the whole business.

Recognition for loyalty; loyal bank customers made 10 positive comments for every negative one

Immediate resolution of problems2
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Protection from situations that may adversely affect their finances

Communication enabled across all their preferred channels and devices

Functionality: apps and systems that work well and allow efficient money management

Trustworthiness: seeing the bank proactively doing the right things



What your customers expect from their 
digital experience?

Easy Fast Simple

Personalised Transparent Secure



Easy Banking For Complicated Lives



Now, Let Me Tell You What FRAM Does And 
How We Can Help You Battle The Cx Issues 

You May Be Currently Experiencing



SERVICES

We’d make sure all new features, designs 

and communication methods are tested with 

users and assuring their satisfaction and fast 

improvement.

TESTING

We’d identify gaps in the current customer 

experience and discover new opportunities to 

delight customers.

RESEARCH

UX/ UI DESIGN
We'd create seamless user flows and 

simple, visually appealing interfaces to 

attract and retain customers

PRODUCT/ SERVICE STRATEGY
We’d use the Kano model and conduct a 

competitive analysis to choose which arenas 

and features to pursue.

We could help you bring great designs 

to life in well functioning websites.

DIGITAL MARKETING

We'd link your brand to positive emotions 

and make it easily recognizable across the 

market.

CX



KEEP 
CALM 
AND 

BANK ON



FIND US IN:

Bulgaria: 
2 Hajdelberg str,  
1582 Sofia, Bulgaria

Slovenia:
Stari trg, 15 3210, 
Slovenske Konjice Or online:

UK:
28 Grosvenor road
E11 2 EP Wanstead London

https://www.behance.net/framcreative
http://framcreativesolutions.com/
https://clutch.co/profile/fram-creative

