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BMOre is a digital solution designed to 

better serve newcomers to Canada for 

their banking needs. Timeline: 12 Weeks

Tools: Mural, Figjam, Figma, Trello

BMOre enhances banking for newcomers to Canada. Through research, we identified 
key challenges in understanding banking processes and accessing personalized 
support. Our solution, rooted in empathy, humanizes banking by offering clear 
information and tailored advice.

To create innovative digital capabilities to better serve newcomers to Canada and their 
banking needs.

Our secondary research provided a better understanding of the banking industry's 
offerings for newcomers. We also learned about the demographics of the newcomers 
and understood the competitive landscape of existing banks.

In the second phase of research, we started by interviewing 6 newcomers to Canada. The 
participants came from different backgrounds and had different purposes for coming, 
some came to study while others came for work. 

The research pointed towards some key findings. We concluded that most of the people 
choose banks before making the move to Canada. When they choose banks they value 
the bank’s credibility, reputation and customer service.



In addition to that, we also discovered that people’s banking needs change as they move 
to Canada  and slowly get settled in.

The research findings led us to craft the user flow.

In the low fidelity wireframes, we worked on making the information concise by tailoring 
the information based on the type of newcomer and their life stages here.

Based on the feedback from the user testing, we concluded that �
�� There was a lack of understanding of banking terms�
�� There were too many clicks and options for users which was making them confused 

about the right option�
�� They also didn’t get a feedback about the completion of a certain task which made 

them unsure about the successful completion.

Based on the feedback from the users we enhanced navigation and balanced banking 
information with supportive information for newcomers to Canada. This ensured they 
felt well-informed, supported, and welcomed, improving their overall experience and 
making the platform more user-friendly.

In the next iteration of wireframes we reduced the number of screens a user needs to go 
through to get the desired result. We also included a ‘Canadian Banking Basics Glossary’ 
describing the basic terms of Canadian Banking. 


In order to make the newcomers feel welcomed, we also started to design an  experience 
where the users can get a better understanding of their future neighbourhood. We 
provided them with a checklist of things they would need to setup in the first few days in 
Canada as well.

We came up with BMOre. BMOre is connected to the existing BMO website. It hopes to 
guide the newcomers to Canada in their transition and help them feel welcomed, in turn 
attracting them to become a BMO customer.

User testing of low-fidelity wireframes involved 5 participants from various countries. 
They were asked to complete few tasks (for eg. Open a GIC Account as an international 
student) and provide feedback on features, navigation, and overall ease of use, helping 
to identify the pain points.

In this round of testing we updated the test script to test the new features on 5 new 
participants to ensure that the these are relevant and effective for our target audience.

The final round of testing was conducted on a different set of 5 users on the high fidelity 
prototype.
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What life stages do they go through?

What do people value?

Pre-arrival Getting started Getting settled Getting established

Credibility Reputation Customer service Colors

Other than that our participants didn’t have a lot to say...

But why?

?

Picture yourself planning to move to another country.

There are many emotions that come with this coming transition, 
you may feel lonely, unsure, overwhelmed, stressed,  confused 

and you don’t know what you don’t know.

Confused Indecisive

LonelyStressed

Overwhelmed

At this point, the last thing you want to do is research the 
Canadian Banking system.

So what are the problems?

The newcomer to Canada is confused and has too much going on. 

How did we solve the problems?

Humanized bankingDigestible information

What did the users say?

What did the users say?

What did the users say?

What is a GIC account?

“It is very easy to understand.”

I’ll be very likely to use this website... This 
would certainly help me.

Am I planning to move or settling in?

“I was hoping it to be more about the 
banking options.”

... I really like that they helped guide me to get 
started in Canada... It’s a wonderful option as 
a student.

Have I completed the task 
successfully?

“I’m not sure how to go back 
to the future neighbourhood 
screen.”

So it’s true that they say 
that Canadians are the 
nicest people.
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Oh! I like that!

Future considerations

Cellphone experience Other life stagesVarious types of newcomers

In the time and resources we were given, we created the beginnings of BMOre. If we had 
more time then we would consider detailing the flows for various types of newcomers & 
the other stages of moving to Canada i.e. Just arrived and Settling in. This will increase 
the longevity of the product & help BMO grow with newcomers.
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https://www.figma.com/proto/Yso6Mpf2iuAHPvv7xPASTI/BMOre!?node-id=2502-15486&t=chtkHAJ0gAYordHr-1&scaling=min-zoom&page-id=2502%3A15377&starting-point-node-id=2502%3A15479

