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Hello, 
I’m Diego  
from Fjord
We are designers working in the 
intersection between Branding 
and Services; we design and 
deliver seamless brand 
experiences powered by Digital 
Services that  
people love. 



We are Fjord
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We started as a 
Digital Design Studio
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We grew up towards a more 
Strategic Design company

We started as a 
Digital Design Studio



A Global Studio
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We started talking about the idea  
of Design from Within in our 2015 
Trends Report 

We suggested following a human-
centric approach to deliver innovative 
services to market was the best way 
to navigate a rapidly changing 
business landscape.

 https://trends.fjordnet.com/

https://trends.fjordnet.com/
https://trends.fjordnet.com/
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HBR’s feature on Design 
Thinking drove awareness with 
decision makers.

Bloomberg Businessweeek 
publishes design issues 

regularly.

Evidence was  
emerging from across 
the globe – banks 
investing in start-ups, 
organisations building 
innovation hubs, and 
designers being 
appointed to 
advisory boards.
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FJORD — Design from within

The world is changing fast and 
businesses are struggling to keep up. 
The pace of change will never again be 
as slow as it is today.



Two converging forces are 
changing the business landscape.

Customers’ Liquid 
Expectations

Everything’s going 
Digital



Digitisation of everything 
transforms and improves 
our daily life. 

Data & 
Analytics 

Nest

Connected 
devices 

Amazon Echo

The Cloud 

Google Home

Network 
connectivity 

Movistar

Connected 
sensors 

Amazon dash

User 
interface 

Piraeus Bank



Liquid 
expectations
Liquid expectation is a cultural 
shift rising our expectations for the 
best-in-class experience across 
categories. 

For instance, the frictionless 
payment experience that Uber 
created totally changed 
expectations. The users now look 
at other payment situations, like 
getting your coffee or buying 
cinema tickets, and they ask why 
that can’t be as seamless.
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We are Fjord

The process of building design and innovation 
capabilities internally is increasingly linked to 

many CEOs’ desire to transform their entire 
organisation around digital and innovation.
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We are Fjord

The process of building design and innovation 
capabilities internally is increasingly linked to 

many CEOs’ desire to transform their entire 
organisation around digital and innovation.

DIGITAL TRANSFORMATION
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So far we have helped several companies 
operating in different industries to develop  
their design and innovation capabilities.

Banking 
Bringing design within to 
enable digital transformation.

Automotive 
Using Design Sprints to  
deliver Innovation.

Insurance 
Changing the way we do home 
improvement.

Logistics 
Innovation in Governance.



Based on our learnings, we identified three 
main approaches to help clients develop 
their design potential.

Setting up a 
shop & 

Transfer

Taking 
Fjord 

within
Design 

Bootcamps



With three shared goals:

Create a culture 
A culture that inspires 
creativity. This is about 

challenging and enabling the 
doers and about mandates to 

embrace possible risk.

1

Scale ideas 
Ideas that come from a design 
studio or innovation hub into 

market-ready experiences that will 
topple competitors. This is not about 

conceptualising, it’s about people.

3

Relationship with 
parent company 

A relationship that allows 
us to deliver value and pull 

on resources from the 
wider business.

2



We set up a Fjord-led design studio 
within the client’s organisation, 
taking full responsibility for all the 
client’s design and digital 
requirements.  

The client reaps the benefits of a 
dedicated in-house design team 
without needing to recruit and 
establish their own.

Taking Fjord Within

Do it for me.



We run a short, intense and 
immersive engagement, working 
together with the client through a 
design process.  

A 100-day bootcamp is enough to 
trigger new habits and an attitude 
that encourage collaboration and 
break down boundaries between 
departments.

Design Bootcamp

Learn by doing.



We work alongside the client to set 
up a design studio/ innovation hub 
powered by their people, 
processes and technology.  

To create cool and useful stuff, a 
design studio needs to be free 
from the shackles of its parent 
company and encouraged to 
embrace a type of thinking that 
differs from the rest 
of the organisation. 

Setting up shop

Help me do it myself.
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Development of design capabilities

Each approach differs in how 
they’re set-up, bringing their own 
benefits and challenges 

The best approach is the one that’s 
best suited to the objective we’re 
trying to solve.

Setting 
up a shop & 

Transfer

Taking 
Fjord within

Design 
Bootcamp
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This move towards  
in-house resource is not 
a money-saving exercise,  
but a critical decision  
on a business level.



Taking Fjord Within 
Piraeus Bank
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Piraeus asked us to create a long-term 
strategy for mobile banking that would 

encourage their customers to bank online 
instead of visiting branches. 



When in 2016 Piraeus engaged us, 
the capital controls had been 
relaxed but the effects were still 
widespread. They triggered a huge 
change in user’s behaviours and 
generated new opportunities for 
digital banking products. 

• Capital control changed the way 
the customers consume and 
relate with their money 
  

• New business opportunities arise 
for the financial sector 

The scenario  



We had the opportunity to get our 
own space, in order to have a 
direct contact with Piraeus’s 
employees and the stakeholders.  

Even if we were part of the 
organisation, we could be able to 
think and work differently, in our 
“designerly” way. 

The design booth  



To work the “Fjord Way”

We focus on users 
The goal of any service is to meet 
customers’ needs. To achieve this 
goal, we need to genuinely 
understand the users. We gather 
user’s insights through research.

We co-create 
We are not designing in Isolation, 
it means that we need to understand 
your business, the context, the 
users, the needs and work together 
to get the best results.

We test & iterate 
All design can be improved, if only 
you can understand how it is used in 
practice. We work with clients to 
optimise based on KPI’s and real 
time evaluation.



We went through several design 
phases, in which we created our 
concept, generated from low to hi 
fidelity prototypes, that we shared 
and tested with both the users and 
the stakeholders. 

The from within approach helped us 
not only to design, but also to be 
involved in the implementation 
phase and collaborate with 
development team. 

From Design 
Thinking to 
Design Doing
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Success at designing from within is 
the first step on the journey to  

organization-wide transformation.
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Success at designing from within is 
the first step on the journey to  

organization-wide transformation.

The ultimate goal is to help companies 
to transform their way of operating 

and become Living Businesses



A Living Business is an organisation that 
is flexible, able to shift and change as 
customer and employee expectations 

around it alter – in real time.



Define a clear 
purpose
The ideal design team boasts 
diverse experiences and skills, so 
we keep everyone aligned by 
clearly communicating a shared 
goal.  

This clarity is also useful for the 
working relationship between Fjord 
and the client: a mutually agreed 
purpose avoids unwelcome 
surprises a few months down the 
line.

Road to success



Make a plan … 
and get ready 
to change it
Define a clear vision of what you’re 
setting out to achieve, and how you 
are planning to make it happen. 

Be flexible, ready to readapt your 
plan according to the needs and 
the people you are working with.

Road to success



Empathy, 
not only for 
your users
Develop empathy for the others, no 
matter what is their role in the 
process. Don’t forget you are 
working with real people, and that 
your relationship can be influenced 
by cultural constrains and barriers. 
Be open, predispose yourself to 
listen and understand. Get closer 
to them, use your heart and your 
guts.

Road to success



Transferring 
your culture: 
not an easy 
walk
You are there to build a deeper 
relationship with your clients; by 
transferring your knowledge, your 
expertise and your culture, they 
will become able to develop their 
own design capabilities. 
There is not a “one size fits all”. 
Understand what works and give  
time to develop in the right way.

Road to success



Breaking Silos:  
disrupt to 
innovate
Concentrate on breaking down 
silos. The team must actively 
engage with all the units from 
across the organisation.  

The dominant goal is to set 
organisation on a path toward 
becoming living businesses that 
are able to respond quickly and 
intelligently as the market shifts.

Road to success
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We are Fjord

Thank you!
Let’s build your design capabilities together

Diego Dalia

@diegodalia    @fjord

diego.dalia@fjordnet.com


