PNB partners with Tagit to
launch an innovative mobile
app to delight its digital-first
customers

Philippine National Bank (PNB) is a
full-service financial firm with 70
overseas branches, representative
offices, remittance centers and
subsidiaries across Asia, Europe, the
Middle East, and North America.

Market and
business challenge
The Philippines has traditionally been a market
focused on low-cost feature/function phones.
However, with the introduction of reasonably priced
smartphones, Filipinos have rapidly made the shift
to the smartphone devices and are using them for
both social engagements and commerce.
To take advantage of the smartphone adoption
trend, PNB wanted to launch a robust, user-friendly
mobile and internet banking capability to better
engage digital natives and millennials, and
transform its brand perception in the market of
being only a traditional “brick and mortar” bank.

The Tagit approach
Working with the PNB Digital Team, Tagit used a
hybrid development and delivery approach of
Waterfall and Agile methodologies.
While a bit unconventional and a first for PNB, the
new digital omni-channel capability was delivered in
8 months from conceptualization to production.

Results
Customer feedback has validated that PNB is
delivering a seamless customer experience and
customers are satisfied with the functionality of the
digital channels.
A shift away from transactions at the bank branch
and agents has delivered a lower cost of the
transactions to the bank.
The new channels have provided PNB a basis for
additional fee income.
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Tagit helps PNB transform
into a leading digital player

Business challenge
Providing an omni-channel experience to
digitally savvy customers
With its strong heritage and legacy, PNB is the bank of choice for many Filipinos.
The bank realized that along with the rapid evolution of technology, customer
demands were also changing.
In a mobile-first world, customers expected secure, convenient and easy access
to their accounts and transactions - across various touchpoints. PNB, however,
was challenged to meet the increasing demands of their customers who had
become very comfortable with digital engagements and PNB was losing ground
to competitors that were making strong investments in digital capabilities.
As a result, the bank was perceived as a traditional institution that lacked the
capability to engage millennials and digital natives. The bank was therefore
looking to deploy a digital, omni-channel banking experience, that would underpin
their digital strategy to enhance customer experience and transform it into a
cutting-edge digital player.
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The Tagit approach
Deploying a mobile app with cutting-edge features
Tagit emerged as the partner of choice for the project given its deep domain
experience, end-to-end implementation expertise and knowledge of the local
digital landscape. Tagit’s team of experts adopted a hybrid agile/waterfall
methodology to develop an omni-channel digital banking solution, executing the
entire project - from requirements definition to launch.
The app featured a user-friendly and an appealing interface to access banking
services such as account inquiry, bills payment and funds transfer.
It also facilitated seamless on-boarding of current and savings accounts (CASA),
credit cards and investment accounts while ensuring security through one-time
passwords (OTP).
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Results
Creating a future-proof digital bank
PNB successfully introduced a mobile and internet banking capability with
integrated login for both platforms for retail banking, credit card and UITF clients
within a short span of eight months – a record achievement for the bank.
The creative UX design with innovative and novel features such as Augmented
Reality (AR), Touch ID and personalization enabled higher engagement with the
customers. In addition, the back office modules set up to support branches and
customer service units ensured superior customer service and satisfaction.
The solution helped PNB revamp its brand image and position itself as a leading
digital bank, improving its market share among younger mobile-savvy customers.
PNB continues to work with Tagit with regular planning sessions that result in a
quarterly roadmap of capabilities PNB wants to introduce to the market. This not
only includes expanding the breadth of functional capability but also the
introduction of new technologies to further enhance how PNB’s customers
engage with the bank.
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We chose to partner with Tagit to help revamp the digital presence of our bank.
Alongside them, we were able to deploy a digital omni-channel experience which
agit is our partner
covered the PNB Internet Banking and Mobile Banking capabilities. Tagit
of choice with their broad experience and deep expertise in digital journeys and we
continue to work with them to enhance our digital presence in the market.
Martin Reyes – Head of Digital
Phillipine National Bank

Philippine National Bank (PNB) is one of the largest private universal banks, in terms of
assets and deposits, in the Philippines. It is a publicly-listed financial firm providing
comprehensive banking and other financial services to large corporates, middle
market, SMEs and retail customers. It offers commercial, corporate and investment
banking, life and non-life insurance, stock brokerage, and leasing and financing
services.
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