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ABOUT THE BANK
Riyad Bank was established in 1957 and is one of the largest financial institutions in Saudi Arabia and the 

Middle East, The firm is 51% owned by the state, is regulated by the Saudi Arabian Monetary Agency and 

has historically been a is a leading financier and arranger of syndicated loans in the oil, petrochemicals and 

most of the Kingdom’s notable infrastructure projects. 

The bank is undergoing a transition programme to become more customer centric and a good 

understanding of UX principles is integral to this process.

THE OPPORTUNITY
The banking sector in Saudi Arabia is going through a period of transition as a result of a changing 

economic landscape, political reform and global digitalisation. Recognising the need to become more 

customer-focused in a digital age, Riyad Bank has initiated a comprehensive UX training programme. 

The programme has also involved the commissioning of an ultramodern user testing facility, intended 

to simulate a real-world branch and associated user experiences.

A UX facilitator, appointed to oversee the programme, carried out extensive customer experience 

analysis testing across different internal teams to ascertain their understanding of the subject. The 

results confirmed that a bespoke training course was needed to ensure that all future product/service 

development projects were in line with customer and market requirements.

Riyad Bank began a procurement process to identify potential suppliers to complete the required 

training and further to recommendation from a third party, Akendi was selected as the preferred 

supplier. The bank chose Akendi because of their proven UX experience, market reputation and 

also because they were willing to adapt a standard course to satisfy the bank’s specific UX training 

requirements.

KEY PROJECT REQUIREMENTS
•	 Deliver a comprehensive UX training across all internal teams

•	 Maximise usage of the bank’s purpose-built experience lab

•	 Generate meaningful usability results based on real-world scenarios

•	 Ensure good interdepartmental knowledge on the importance of UX in product and service 

design
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THE APPROACH
On arrival at the bank, Akendi’s senior trainer, Leo Poll, quickly recognised the merits of having a fully 

equipped training lab, complete with a working ATM and a mini bank branch at his immediate disposal.

To deliver the type of training course needed, Akendi approached the bank’s facilities manager to 

discuss the possibility of incorporating the lab into the programme. The course was subsequently 

modified and on the final day, Akendi delivered an interactive workshop in the lab, giving different 

teams hands-on experience of completing usability/service design test exercises in a controlled 

environment and with guidance. 

The training programme was delivered over 5 days to a group of 12 participants, the majority of whom 

have since sat and passed Akendi’s Certified “Experience Researcher” exam. 

IMPACT
UX is now fundamental to aspects of product and service development. Not only do team leaders have 

a better understating of its importance, they able to make better use of bank’s user testing facility. As a 

result, both end customers and internal staff are seeing tangible results from this ultramodern testing 

laboratory because they are generating real-world data that are based on real-world experiences. 

“LEO POLL IS PRACTICAL PRACTITIONER WHO IS ABLE 
TO TRANSFORM HIS IN-DEPTH KNOWLEDGE OF UX 
TO BE RELEVANT TO DIFFERENT AUDIENCES AND 
CULTURES IN AN ENGAGING WAY. OUR GOAL IS TO BE 
THE BEST DIGITAL BANK IN SAUDI BY 2019 AND THE 
HANDS-ON TRAINING WE HAVE RECEIVED HAS PUT US 
IN GOOD STEAD TO MAKE THIS AN ACHIEVABLE.”
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