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Where We Left Off

The financial landscape 
has changed

Digitization has led to 
financial abstraction

Many millennials struggle 
to think in the long term

Environment Structure Psychology

Lack of Financial Literacy



What are millennials’ short-term and 
long-term hopes? 

What are their fears?

What are millennials’ current mental 
models of financial systems?

In what financial situations are  
millennials most comfortable? 

How important do they feel it is that they 
know how to handle these situations?

Open Questions

What models best communicate 
abstract financial concepts?

Framing for  
Generative Research

In what context would our designs operate?  

What contexts should we support / avoid?

In what contexts is there greatest 
need for a better understanding?



Journey Mapping

Questionnaire

Collage

Card Sort

Our 
Generative 
Research 
Methods



GENERATIVE RESEARCH  
Collage

Within the provided matrix, please use the 
materials given to visualize your financial 
hopes and fears in the short and long term



recognized 
need to save 
and prepare for 
unforeseen 
events

uncertainty 
and lack of 
confidence in 
making long-
term financial 
decisions

fear of loss / 
lack of security



“don’t really 
  want a car”

Long-term 
life goals

“don’t want to  
  get married”



“Traditional” 
   family goals  
   are not 
   prioritized



Participants 
communicated a 
need to build up 
savings (many fear 
losing everything / 
future lack of 
security)

Security
While life goals (like 
starting a family) are 
often clear, many people 
experience uncertainty 
when considering far 
financial horizons

Long-Term Planning

Shortcomings / Bias  
Respondents generally 
felt limited to provided 
elements and didn’t 
always label images, 
forcing us to interpret

COLLAGE 

Insights

Millennials may 
generally be less 
concerned with 
“traditional” goals,  
like buying a car or 
having children

Different Goals



GENERATIVE RESEARCH  
Journey Mapping

Use the provided materials to visualize your 
understanding of the following scenarios.  

Please be sure to include as many relevant 
people and institutions as possible.



“Money flies away”; 
abstract mental model

Digital transaction  
(no cash involved)

“Impulse / habit / ritual - 
No planning or thinking 
about consequences” 

Confusion at the Point of 
Sale as to how the credit 
card payment “works”

Banking occurs 
primarily in the digital 
space



Transaction happens in a 
“black box”, mechanisms 
are unclear

The future is inherently 
uncertain, and planning for 
this causes stress

Taking on debt has long-
term implications that 
require research and 
understanding



“I might die tomorrow” 
aligns with tendency to 
think of nearer horizons

Too much information 
is overwhelming

“Want some money  
to buy books” 
Retirement goals are 
very personal and vary 
widely with individual 
priorities

“Honestly, I don’t think 
about this that much”



JOURNEY MAPPING 

Insights

Shortcomings, Bias  
Respondents generally 
felt limited to provided 
elements and didn’t 
always label images, 
forcing us to interpret

Structural and conceptual 
mechanisms of unseen financial 
transactions are often unclear

Mechanisms
Saving for retirement and paying off 
long-term debts are uncomfortable 
subjects for most millennials

Long-Term Planning



Within the matrix, arrange the provided situations 
in terms of your levels of confidence in each  
as well as perceived importance. 

GENERATIVE RESEARCH  
Card Sort



Financial 
Action 
Cards





important,  
unconfident

unimportant,  
unconfident

important,  
confident

unimportant,  
confident





CARD SORT 

Confidence 
Dimensionality 
Reduction

–     +



CARD SORT 

Insights

Shortcomings / Bias  
Actual ability can differ 
from what is self-reported.

Millennials may generally be less 
concerned with “traditional” goals,  
like buying a car or buying a home 

Different Goals

Millennials may generally be less 
confident about long-term investing  
and managing debt

Long-Term Planning



GENERATIVE RESEARCH  
Questionnaire



Testing: 

1. Numeracy 

2. Understanding of 
Inflation 

3. Understanding of 
Risk



SELF ASSESSMENT 

Insights

Shortcomings / Bias  
Our respondents had a higher 
than average level of education

Even where conceptual knowledge 
is present, behavioral decisions are 
more difficult and cause stress

Knowledge vs. Behavior



GENERATIVE RESEARCH  
Cultural Probe



Cultural Probe Synthesis



CULTURAL PROBE 

Insights

Shortcomings / Bias  
Interpretation occurs from 
afar and without the 
benefit of opportunities to 
ask follow-up questions. 
This method also relies on 
self-reporting.

Individuals have different 
priorities, e.g. savings goals 
as well as varied weaknesses

Different Goals
Debt has a strong impact 
on millennials’ abilities to 
plan for the future 

Long-Term Planning



Exploratory Research vs. Generative

Scenarios

Planning for  
retirement account

Establishing 
emergency funds

Taking out a loan

Exploratory vs Generative Research

Exploratory Research

Most millennials don’t have 
retirement accounts. Those 
that do frequently borrow from 
those accounts.

Emergency funds among  
millennials are rare.

80% of college-educated 
Millennials carry at least one 
source of outstanding long-
term debt

Card Sort Activity

Most participants 
acknowledge the importance 
of planning for retirement and 
the need to improve.

Many participants feel 
confident with establishing an 
emergency fund.

Many participants feel 
confident taking out a loan.

Journey Mapping

Confused by the 
overabundant investment 
choices. A tendency to think 
of nearer horizons.

The process of taking out  a 
student loan is stressful and 
uncertain.



BIG REALIZATION: Foundational knowledge is 

Financial Literacy can be 
defined as measuring how well 
an individual can understand 
and use personal finance-
related information

“

Finance- 
related  

Info

understand

use

GENERATIVE RESEARCH  
Reframing



How might we use AI to facilitate 
behavior change in Millennials 
struggling to meet their short 
and long term financial goals? 

GENERATIVE RESEARCH  
Reframing



Support personal 
and varied  
goal setting

Enable 
visualization of  
far horizons

Provide  
just-in-time 
information

Maintain a  
sense of security  
and confidence

Guiding Principles





Scenarios



Scenarios



Scenarios



Thank you!


