Supplementary Data - Appendix B: Interview script
Opening
Thank you for agreeing to participate in this interview. The purpose of this conversation is to explore your perspectives on how financial organisations can develop HCD capability. 
Before we begin, I would like to remember that all the information you provide will be treated as strictly confidential and will be used solely for research purposes as specified in the confidentiality agreement. 
I will start with a brief overview of the study and then move on to a few introductory questions about yourself.
Background | HCD capability in financial organisations 
In recent years, attention to Human-Centred Design (HCD) as a source of customer-centred innovation has risen among financial organisations. However, while the existing literature has explored the impact of applying HCD practices in the financial sector, little research has been conducted on how financial organisations can effectively develop HCD capability. 
We refer to HCD capability as the collective ability of an organisation to utilise HCD under its different subdisciplines for its development work. Under the broad concept of HCD we include its different subdisciplines including: User Experience Design, Service Design, Design Thinking, Strategic Design, Co-Design or Participatory Design. 
Objective | HCD capability in financial organisations 
Given its complex nature and the lack of research focused in the financial sector, managers in financial organisations lack clear guidelines to conduct such transformation effectively. The absence of approaches to assist financial managers in identifying and addressing the key aspects of the development of HCD capability is usually driving financial organisations to allocate resources inefficiently.
Thus, this study seeks integrating existing perspectives from literature and through expert elicitation to help financial organisations develop HCD capability. Specifically, we want explore the following research question (RQ): 
· How can financial organisations develop HCD capability?
Opening questions
· Could you briefly describe your work history in financial organisations?
· Which is your current position and role in your organisation? 
· What aspects of HCD (e.g., User Experience Design, Service Design, Strategic Design) do you focus on the most in your organisation?
· What is the size (Small, Medium, Large) of the financial institution you work for? 
· Which regions does your organisation primarily operate in? 
Human-Centred Design (HCD) Maturity in your organisation:
How would you describe the maturity of HCD within your organisation according to this scale**?
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	Description

	Initial
	The organisation shows only a very early and fragmented engagement with HCD. HCD practice depends on a few self-taught enthusiasts who attempt to apply HCD informally and without institutional support. The organisation allocates almost no resources to HCD. Responsibilities related to HCD are undefined, leading to inconsistent and uncoordinated efforts. Overall, HCD is not yet recognised as an organisational capability but exists only as sporadic, individual initiatives.

	Repeated
	The organisation begins to experiment with HCD more consciously, though still inconsistently. A small group of motivated individuals typically launches HCD initiatives. Resources for HCD remain limited, and management does not actively engage with HCD, even if it allows teams to explore it. HCD continues to rely on isolated experimentation rather than coordinated processes.

	Defined and expanded
	HCD gains visibility and formal structure within the organisation. Multiple teams begin to develop capabilities to apply HCD practices in their routine work. The organisation starts to allocate resources to HCD and may create supporting environments that facilitate HCD practice. A formal HCD team or department is established. This level reflects an organisation transitioning from HCD experimentation to more systematic adoption.

	Managed
	HCD is systematised and begins to permeate the entire organization. Most employees are involved in HCD-related practices, and standardised HCD practices ensure consistency across projects. A shared language of HCD becomes embedded in organisational discourse. At this stage, HCD is no longer confined to specific teams but is recognised as a cross-cutting organisational capability.

	Optimised
	HCD becomes a core strategic competence and is embedded across all levels of the organisation. The entire organisation is engaged in HCD practices, and HCD methodologies are applied flexibly and adapted to new needs, reflecting a culture of continuous HCD learning and experimentation. At this highest maturity level, HCD is deeply ingrained in the organisation’s culture, driving innovation and strategic decision-making.



**Legarda, I., Iriarte, I., Hoveskog, M., & Justel-Lozano, D. (2021). A Model for Measuring and Managing the Impact of Design on the Organization: Insights from Four Companies. Sustainability, 13(22), 12580.
Literature review | HCD capability development
Key themes on HCD capability development according to literature:
	Themes
	Description

	Contextual perspective
	Establish favourable organisational structures and culture to enable HCD flourish throughout the organisation. Seek and grasp opportunities from the organisation’s environment.

	Longitudinal perspective
	Create a vision for HCD and communicate it to the entire organisation. Plan and supervise the change effort for the long-term.

	Operational perspective
	Carry out specific measures for overcoming common challenges for developing HCD capability and facilitating organisational learning and use management tools to facilitate decision-making.

	People perspective
	Organise key resources to develop HCD capability. Enable training activities to ensure the staff is skilled for HCD practice.



Contextual perspective
Establish favourable organisational structures and culture to enable HCD flourish throughout the organisation. Seek and grasp opportunities from the organisation’s environment
Could you please share any perspectives or experiences on this theme?
Concerns on Contextual perspective:
Do you identify any specific concerns related to the Contextual perspective in financial organisations? 
Propositions on Contextual perspective:
What recommendations/propositions would you make to a financial organisation that intends to develop HCD capability?
Longitudinal perspective
Create a vision for HCD and communicate it to the entire organisation. Plan and supervise the change effort for the long-term.
Could you please share any perspectives or experiences on this theme?
Concerns on Longitudinal perspective:
Do you identify any specific concerns related to the Longitudinal perspective in financial organisations? 
Propositions on Longitudinal perspective:
What recommendations/propositions would you make to a financial organisation that intends to develop HCD capability?
Operational perspective
Could you please share any perspectives or experiences on this theme?
Do you identify any specific concerns related to the Operational Perspective in financial organisations? 
Concerns on Operational perspective:
Carry out specific measures for overcoming common challenges for developing HCD capability and facilitating organisational learning and use management tools to facilitate decision-making.
Propositions on Operational perspective:
What recommendations/propositions would you make to a financial organisation that intends to develop HCD capability?
People perspective:
Organise key resources to develop HCD capability. Enable training activities to ensure the staff is skilled for HCD practice.
Could you please share any perspectives or experiences on this theme?
Concerns on People perspective:
Do you identify any specific concerns related to the People Perspective in financial organisations? 
Propositions on People perspective:
What recommendations/propositions would you make to a financial organisation that intends to develop HCD capability?
Closing
Is there anything further you would like to add or clarify?
Thank you for participating in this interview and for providing such valuable insights. 
The next steps of the research involve analysing the collected interview data. Should any clarification be necessary, we may reach out to you. Once the study is completed, we will inform you of the results. We greatly appreciate your contribution to this research.
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