


Over 200+ financial products and services developed using the 
MI4ID approach are a testimony to our human-centric 
design expertise and our industry-wide reputation.

Behavioural 
research integrated 
in human-centric 
design can deepen
 financial inclusion 
across the globe.



MI4ID is an ‘insights-to-action’ 
approach that combines research 
with real-world application.

• An adaptable, modular approach

• A holistic engagement of cognitive and creative intelligence

• A more visual, tangible expression of customer-centricity

• An approach to empower researchers



The MI4ID Process

UNCOVER ENVISION BUILD

Market Insights Innovation and Design

Project Vision Workshop
Behavioural Research & Mapping 

Money Management Practice Framework
Concept Distillation Workshop

First On-paper Concept of Solution

Strategy Lens, Left-Right-Bias Balancing

Ideal End-state Map, Market InsightsOutcome

Activities 

Highlights Critically Analysed Findings, Ideal End-state, 
Research tools

Identify Behavioural
Problems

Strategies and Solutions Distill and Design

Progressive Recycling

Design Blueprint

Careful Testing, Working Alongside Supply-side



Ideal End-State

In the project vision workshop, 
alongside our clients, we seek 

answers to questions that help us 
nail this behaviour change. We 

drill down to the exact behavioural 
change that our client envisages 

from our intervention.

Research Tools

We leverage our rich set of 
qualitative research tools and 
rigorous quantitative research 

methods to ensure that research 
design is best fitted to the objective. 

We interact with users at both 
the moment of decision and the 

moment of action.

Concept Disillation 
Workshop

This unique approach to new idea 
generation balances left and right-brain 

bias in a design process that drives 
service providers to think out of the box.  

Our success in this approach is based 
on a thorough understanding of service 

providers’ strategy while identifying 
practical solutions/concepts.

Progressive Recycling

Our extensive experience helps 
us design prototypes for financial 

services concepts, while our design 
centre helps us to rapidly

iterate these concepts.

Unique Features



Louis Cepe
Using customer 

journey-led insights for 
financial services design

Jacqueline Jumah 
Applying design-thinking for 

DFS product development 
and delivery

Anup Singh
Designing customer-centric 
financial services for diverse 

segments and sectors

Akhand Tiwari 
Designing behaviour-change 

programmes

Elizabeth Berthe 
Decade-long expertise on 

practical design thinking for 
financial products and services

Joyce Murithi
Driving innovation into 
financial products and 

services in emerging markets

Key Expertise



Our expertise in human-centric 
and behavioural design is built 
by successfully developing 
solutions for FSPs



Refining and re-positioning micro-
insurance products to enhance uptake 
– Britam, Kenya

Enhancing smallholder farmer experience 
through customer-centricity 
– Banco Terra, Mozambique

Behavioural diagnosis of customer journeys was an eye-opener 
for Britam. Our creative customer-centric approach resulted 
in the addition of two products in Britam’s micro-insurance 
product portfolio and changes in the existing product delivery 
channel. These suggestions enhanced the user experience of 
existing customers and increased product uptake.

Customer journey maps of tobacco farmers transacting through 
Banco Terra accounts highlighted multiple hassles in access 
and use. A behavioural analysis further led to identification 
of contrast to existing money management practice that the 
new accounts caused. Subsequently, we advised Banco Terra 
to incorporate elements of customer-centricity in the existing 
processes and also use it to modify its product offerings.



Insights-based innovations in product and 
service delivery for Jamii Bora
– Kenya 

Jamii Bora Bank envisaged that furthering their insights into the 
needs and aspirations of customers will help it to strategise future 
growth of the bank, design new products and service, improve 
delivery of financial services, and engage customers successfully 
and meaningfully. Our support to the bank helped in enhancing its 
performance-driven culture through a focussed strategy for 2016 – 19.

Promoting the use of MFS among women 
– Bangladesh 

A comprehensive study on women’s needs, preferences, 
challenges and usage of current MFS products, services and 
channels in Bangladesh resulted in four different customer 
personas. These were the informal sector worker, the working 
professional, the student and the homemaker. The study also 
helped form two agent personas based on agent activity levels. 
Product concepts revolving around these four customer groups 
formed the basis of further work that the IFC is currently doing in 
the gender space in Bangladesh. 



Developing a user-friendly interface for oral 
segments to promote digital wallet adoption 
– India

We used behavioural techniques to understand the metaphors 
to the payment practices among oral customer segments. This 
understanding guided the design of user-interface prototypes. 
The elements of usability, comprehensibility, and learnability 
were our key mantras as we recycled initial prototypes into 
wireframes. Based on the research, design and testing, we came 
out with a set of recommendations for the FSPs.

Developing Financial Capability Programme 
for OK-Remit clients
– Opportunity International, the Philippines

The objective of the Financial Capability Programme was to shift 
the behaviour of customers from a ‘spending-it-all’ attitude to 
saving remittance income. We identified two customer personas 
based on the financial behaviour of OK-R clients. We created the 
FC programme through progressive recycling of ideas on different 
programme elements. The programme aimed to nudge OK-Remit 
customers to curb their expenses and shift towards savings. 



Contact Us

Contact us at info@microsave.net or mi4id@microsave.net
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Market-led solutions for financial services


