
// The PostFinance challenge:
 New Banking Concepts for SME Customers

Empathize

Define

ideate

The Problem
However, traditional banking 
has generally focused on 
serving large corporates or 
retail clients and not really 
addressed the rest

90% of all Swiss 
businesses are 
small to medium 
enterprises

Research Question
How can we make full use of the newest technological 
developments to redesign the concept of banking for these 
SME customers, who are the core of PostFinance’s business?
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Desk research
[Short initial research to call forth existing 
knowledge and bring team members on common ground]

project Partner meeting
[Initial discussion to answer technical, client-oriented and market 
structure questions and clarify goals]

In-Depth Interviews
[Obtain deep understanding of the experience and 
needs of the user]

“A bank should offer a contact network 
and ease financing access.”

“Sometimes I team up with a friendly 
store to buy large product orders. The 
minimum sales units are often too high 
for individual firms like me and I don’t 
have the storage to hoard products.”

Give their current 
clients an 
incentive to stay
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How might we create
value for PF’s SME-
clients by means of a 
customer network?

Point of View

FintechsData

Payments Software

Postfinance

Mission

Services

Customers

Bootstrapping

Financing

Regulations

SMEs Enable their clients 
to do their banking 

by themselves

Synthesis
[Summarize and analyze collected
information to infer meaning]

One of SMEs’ biggest 
problems is finding new 
and reliable business 
partners: As solving 
problems and creating 
new revenue streams 
are crucial for successful 
business, they need to expand their network.
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brainstorming
[Explore a wide variety of possible solutions through 
generating a large quantity of diverse concepts]

Rapid Prototyping
[Convert the intangible idea into a tangible form that can be experienced, simulating its appearance, as 
well as performance and functions]

3
Clustering & Selection
[Cluster and filter ideas, to discover 
the most radical, resonant and/or 
rational concepts]

Expert testing
[Gather qualitative feedback and 
validate or invalidate assumptions]

Using economies of scale to help 
SMEs take advantage of price ranges 
they could not reach otherwise.

The concept has 
to be modular 
(different levels 
of engagement 
and investment)

The trade-off 
between 
savings and 
shipping time 
has to be clear

First wire-frame mock-ups of a potential web platform helping SMEs achieving lower prices per unit for 
their orders by teaming up with others and buying in big quantities.

To compete with bigger companies and 
circumvent many of the disadvantages they 
are facing due to their lack in size, resources 
and market influence some SMEs have 
started to team up.

Prototype & Test
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Ø Click on Order 

 
Figure 20 – Prototype 4.2 – Stock Overview 

 

2. New Order 

Now that they’ve clicked on Order, the SME manager can see the product details as well as how 

many they still have in stock exactly, seeing that	 a	 selection	 of	 current	 software	 solutions	 (stock	
management	tools)	is	integrated. 
They can now either click on Save Order, and come back to it later, or click on Place Order, and not 

save anything, or finally click on Share and Save, our new feature.  

 

Ø Click on Share and Save 

 
Figure 21 Prototype 4.2 - New Order 

 

 

3. Set Priority and “Share and Save” 

This is where we implemented the Set Priority feature. As explained above, the users can decide here 

directly whether they would rather wait a bit longer for their order, and save more money, or wait 

less and save less. 

Also, on this page they have the overview of their order possibilities according to their priorities. 

They can, for one, not share their order and not save anything; they can share with a couple of 

different companies, or with one or two others, still clearly seeing what the advantages and 

disadvantages of each possibility are.  
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less and save less. 
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LRAC

Prototype refinement
[Iterative improvement of the solution based on user feedback]
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The real added value that we wanted to propose to PF was to give them the role Airbnb and Uber have in 
their respective markets, to pull them into a new type of economy and set them up as the gateway for a 
new kind of business.  

 

PROTOTYPE 4.2 

Based on our additional research and a successful meeting with Professor Brusoni, we further refined our 

prototype.  

The most important feedback we had gotten was that our concept needed to be modular – meaning that we 

had to offer different levels of engagement and investment to PF – that we had to concentrate on a certain 

field, and that tradeoff between savings and shipping time be clear.  

We immediately decided to redefine our prototype around ski shops, since they had to go through the 

process of placing orders recently and because we thought sports equipment was easy to divide amongst 

the different participants.  

Also, we decided to give our users the possibility to set their priority directly during the order, and adapt their 

order possibilities according to them, as it is shown in Figure 19:  

 

 
Figure 19 Prototype 4.2 - Priority Setting Tool 

 

In addition, although we set up our prototype around the “client-based” system (the hippo is one SMEs who 

takes on the responsibility of the order), we decided we would disclose all three systems during our final 

presentation.  

 

DETAILS 

Let’s have a closer look to the prototype. In this section, we will go through the ordering process of a PF 

client step by step, so as to disclose as many features as possible from this last prototype. 

 

1. My Inventory – Stock 

In this section, the users have a full overview of the current state of their stock. They can see all of 

the items he has in shop, as well as how many are left compared to their last order.  

Here, they also have the possibility to click on Order in case they want to replenish their shop. 

  

Priority setting tool
Giving users the possibility to 
set their priority directly during 
the order and adapt their order 
possibilities accordingly.

IterationsFurther Research
[Existing examples taking advantage of economies of scale]

Chinese Example: 
A company who manages orders and suppliers in China for USA based SMEs, 
so they can team up and buy products as a group.

User Testing
[Test critical functions of client-centered 
system with real users to drive deeper understanding]

Ingenious idea meshing very well into the existing 
PostFinance tool.

Similar concepts are already in use. Users would be 
delighted to do this on a larger scale with PostFinance 
as a partner.

SMEs can dodge expensive commissions from 
middlemen.

Issues of privacy and competition.

PostFinance at the center of an 
evolving new type of economy, 
transforming the bank into an 
invaluable business partner.

Lock-in of existing clients and 
attraction of numerous new 
one SMEs. 

Expensive middlemen can be 
cut out.

Personalized service and a 
low-risk buying experience, that 
acquires little prior knowledge 
and resources.

Contribution to conserving the 
unique plurality of the Swiss 
market.

Lower prices per unit 
allowing them to compete 
with big players that have so 
far dominated the market.

Benefits for SMEs

Benefits for PostFinance

Sharing services
Financing C2C
Co-finance investments
Collective intelligence 

Airbnb for companies
Job search platform
My network
Crowd-buying

“The bank should care that my company 
thrives.”

The concept
A modular solution, in which hippos can take on the responsibility of the order and koalas just latch on 
to the hippo’s existing order, thus augmenting the total amount and lowering the price per unit. 

The client-centered module
PostFinance provides the platform, while hippo SMEs arrange the order and collaboration with koala SMEs)

The PostFinance-centered module
PostFinance becomes the hippo and places the order. Then, koalas can either pick up their order or 
PostFinance leverages its link to the Post and PostLogistics to divide and redistribute the merchandise.

The PostFinance suppliers’ module
PostFinance not only takes on the role of the hippo, but also collects a database of different certified 
suppliers (location, quality, prices etc.). 


