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DBS transformation: 

Story of digitalising banking and employee capability building

Use of ‘Design Thinking’ to ensure human-centricity

What worked well and less well

Next phase of DBS digitalisation





When did you feel that DBS Bank 

has transformed to be more 

modernised and consumer-friendly?

—

#Interaction #relationship #human-centric-design



Our journey started in 2014…



Pre-login Experience



Post-login Experience



2014



2010 2012 2013 2014 2016 2018 2019





Utilitarian Value

HOW IT

WORKS
HOW IT

Emotional Value



The Hidden 

Message

DBS iBanking Login



Emotional 

Value

“I celebrate holiday and cities”

Utilitarian Value

“I can login to my 

internet banking”

Public Web CMS

Allow us to change photo 

background more 

frequently.

Secured 

Environment



|

2015 Q1: Debut



2015 Q2: Time Rotation & Events

|













Collaborated with the community for 

SG United and went live in July 









NOW

2018 AUG

NEW

L
o

o
k
 f
o

r 
C

a
s
h

?



Five Steps One Step

L
o

o
k
 f
o

r 
C

a
s
h

?



NOW

2018 AUG

NEW

D
ig

it
a

l 
T
o

k
e

n
—

2
F

A





D
ig

it
a

l 
T
o

k
e

n
 U

I 
A

n
im

a
ti
o

n



Use of ‘Design Thinking’ to ensure 

human-centricity





China’s First Emperor Pioneered Design Thinking

Design is a complex, often elusive 

phenomenon that has changed 

dramatically over time by adopting 

different guises, meanings and 

objectives in different contexts, but 

its elemental role is to act as an 

agent of change, which can help us 

to make sense of what is happening 

around us, and to turn it to our 

advantage.

Source: How China’s First Emperor Pioneered Design Thinking and Revolutionized

Qin Shihuangdi
“First Emperor of China,” 221 BC

https://www.brainpickings.org/2013/03/15/alice-rawsthorn-hello-world/


China’s First Emperor Pioneered Design Thinking

Archers were critical in determining the outcome of every stage of combat in Ying 
Zheng’s era, but their weapons were made by hand, often to different specifications. 
If an archer ran out of arrows during a battle, it was generally impossible for him to 
fire another warrior’s arrows from his bow. Similarly, if he was killed or injured, his 
remaining ammunition would be useless to his comrades. And if a bow broke, that 
archer’s arrows risked being wasted. 

The same problems applied to more complex weapons like crossbows. The result 
was that an army’s progress was often impeded by weapons failure because its 
archers were unable to fight at full efficiency, if at all.



To build something that 

people really use





1. An ergonomic seat designed for one person

2. Optical lenses invented by Benjamin Franklin

3. Alcoholic mixture invented by Dr. Lain 

Marshall

4. Incandescent device invented by Thomas 

Edison

5. Fabric made on a loom invented by JM 

Jacquard

6. Rouge Royale (marble)

7. Baskerville Light (typography)

8. Domesticated mammal



1. Armchairs

2. Bifocal eyeglasses

3. Manhattan Cocktail

4. Light bulb

5. Wool pullover

6. Tabletop

7. Book

8. Cat

Eyeglass

Light bulb

Wool pullover

Book

Gus the cat
Armchair

Marble tabletop

Manhattan Cocktail



The meaningful way for:

1. Armchairs

2. Bifocal eyeglasses

3. Manhattan Cocktail

4. Light bulb

5. Wool pullover

6. Tabletop

7. Book

8. Cat > Companionship

Sensory assistance

Sensory assistance

Warmth/comfort

Education/information

Companionship

Convenience/comfort

Convenience/comfort

Chemical stimuli



WHAT IS ACTUALLY USER EXPERIENCE (UX)?



Source: Design in Tech Report 2017

https://designintechreport.wordpress.com/2017/03/11/design-in-tech-report-2017/




User 
Research

Design
Producer

Interaction
Designer

UX 
Engineer

UX
Writer

Manager

Visual
Designer

PRODUCT DESIGNER

UX Researcher who validate real needs through listening 
to real people and unlock insights that guide our work—
whether a product’s pathways make sense to users. 
Define who our users are by examining their behaviors, 
activities, obligations, needs, and environment. Investigate

Product Designer who ensure our products and features 
are valuable for people, easy to use, and of the highest 
level of craft and execution.

Interaction Designer map how users can easily move 
through a product to achieve their goals.

Visual Designer build upon the design theories established 
by an interaction designer and apply typographical 
hierarchy, color, material patterns, and iconography.

UX Engineer creates a variety of interactive workflows 
with coded or non-coded prototypes to provide a proof of 
concept.

Design Producer/Program Manager combining expert 
project management skills with a passion for user 
experience, who connect teams and enable effective 
collaboration. Own the design processes, that enable the 
designers to function effectively, and happily delivering 
beautiful designs to DBS customer.

UX Writer/Content Strategist who design with words, give 
our products a voice and maintain content systems that 
ensure our products have consistency, clarity and 
compassion. Aanalyze the user’s language and understand 
how to speak to users in their own terms.

Manager who lead and mentor teams to guide them to 
success, and advocate for design across the company.



2014 2015 2016 2017 2018 2019

1 Designer
1 Researcher

SVP
VP

Associate VP
Sr. Associate

Associate
Analyst

Executive Director*
SVP
VP

Associate VP
Sr. Associate

Associate
Analyst

Managing Director*
Executive Director

SVP
VP

Associate VP
Sr. Associate

Associate
Analyst
Intern

6 Designer
2 Researcher

8 Manager
2 Intern

1 Design Producer*
2 Writer*

5 UX engineer
33 Designer
5 Researcher
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TY 13 Countries

Boy 50:50 Girls
40+ team member

7 Manager
1 Intern*

5 UX engineer
22 Designer
4 Researcher

7 Manager
5 UX engineer
16 Designer
4 Researcher

SVP
VP

Associate VP
Sr. Associate

Associate
Analyst

Executive Director
SVP
VP

Associate VP
Sr. Associate

Associate
Analyst
Intern

10 Countries
Boy 65:35 Girls

34 team member

8 Countries
Boy 70:30 Girls

15 team member

2 Countries
Boy 100:00 Girls
2 team member

7 Countries
Boy 80:20 Girls
8 team member

8 Manager
3 Intern

2 Design Producer
3 Writer

6 UX engineer
35 Designer

10 Researcher

15 Countries
Boy 50:50 Girls

59+ team member
CBG39, IBG8, MOT6

Chief Design Officer (CDO)
Managing Director (MD)

Executive Director
SVP
VP

Associate VP
Sr. Associate

Associate
Analyst
Intern* NEW



20242019
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2020 2021 2022 2023

* NEW

8 Manager
3 Intern

2 Design Producer
3 Writer

6 UX engineer
35 Designer

10 Researcher

15 Countries
Boy 50:50 Girls

59+ team member

Chief Design Officer Managing 
Director

Executive Director
SVP
VP

Associate VP
Sr. Associate

Associate
Analyst
Intern

17 Countries
Boy 50:50 Girls

90+ team member

Design Producer
Writer

UX engineer
Product Designer

Researcher

Design Manager
Intern

Chief Design Officer Managing 
Director

Executive Director
SVP
VP

Associate VP
Sr. Associate

Associate
Analyst
Intern

+
Motion Graphic*

Film Maker*
Illustrator*



90+ members from 

17 countries.

We speak Indonesian, 

Japanese, Finnish, Mandarin, 

Cantonese, Hokkien, Latvian, 

Ming Nan, Hindi, Malay, 

Tagalog, Thai, Ukrainian, and 

English (plus one British 

accent)



We have been working 

with different industries, 

different companies and 

cultures.

From financial & banking, 

tech, design agencies, 

start-up, etc.

DDB

SWAT MOILITY

Nielsen





The world’s most valuable companies 

such as Apple, Google, Nike, 

Facebook, Netflix, Airbnb, UBER or 

Tesla are inspired by user experience 

& design, not just great technology.

“Inspiration unlocks the future; 

technology will catch up”.



Less but Better.











2001

Upside-Down Bottle

1983 

Squeezable

2012

Plant Bottle

UI UXPRODUCT





Proprietary & Confidential.

Without Action Sheets Action Sheets provides contextual info 

JTBD: I want to settle my card bill.

Problem:

User don’t remember the amount 

to pay.

Interaction Model:

• Click on [Make A Payment]

• Action Sheet appears from 

below that allow user to pay 

fully, minimum or partially.



Sometimes, a small act comes with great intention.

So that it reduces frustration.



Getting Better Feedback for 

Better Performance
LAUNCHED:  2016 MAY



~2,000 responses

per month



~3,440 responses

per day

User engagement

up 5,160%





~2,163 responses

per day

User engagement

up 928%



What worked well and less well



Because ambiguity is the enemy 

of good user experience

1.

Innovative and impactful 

products that people really

want and need



Because we humans are 

emotional beings and money is 

an emotional topic

2.

An emotional bond with our 

customers



Because it is the right thing to do

3.

Loyal customers



Because there is no silver bullet 

for simplicity; It’s all just hard 

work

4.

Experiences that feel effortless



Because our design is not what’s 

on Sketch; It’s what gets shipped

5.

Better products for our 

customers; Inspiration for other 

designers



Money is an emotional topic. 

We humans are emotional 

beings. We don't hide from 

emotions. We celebrate 

them.

We have confidence in our 

products and respect for our 

customers. We tell it like it is. 

We don't hide fees or bad 

news. And because it is the 

right thing to do.

'Effortless'/simplicity is not 

one thing. There is no silver 

bullet that can make a 

product effortless or simple. 

It's a lot of hard work and 

attention to detail. 

Ambiguity is the enemy of 

good user experience. 

Craft the experience with all 

the small details. Even if it 

may feel like invisible to 

customers.

Sticky products that bring joy 

to the everyday. An emotional 

bond with our customers.

Loyal customers who don't 

abandon us the moment a 

new thing comes along. | 

Trust | Ethical products and 

services | Sustainable 

relationships with our 

customers

But when it all comes 

together. Experiences that 

feel effortless | Competitive 

products

Innovative and impactful 

products that people really 

want and need.  | A clear 

vision and strategy

Better products for our 

customers. Inspiration for 

others





PeekBalance V1.0 (2015)

#where-is-my-money



PeekBalance 2.0 (2020)

#double-confirm



Digital Token (2019)

#joyful-secured



digibank mobile app (2019)



InstaReward (2018–2020)



Contextual 5-Stars Ratings

#never-settle



2020



DBS Digital Basecamp

2020



Travel Mode (2019)

2020



Travel Marketplace

2020



QR Angpow (2019)

2020
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#consumer-science



#soften-tech



#new-approach





箸置き；はしおき

Ref: History of humble toothpick

Digging%20Into%20the%20History%20of%20the%20Humble%20Toothpick


dbs.com/design



DBS BANK DESIGN
MAKING JOYFUL BANKING EXPERIENCE




