
Executive Summary

This usability study was conducted to assess the effectiveness, efficiency, and user satisfaction of the bank's net banking platform. The evaluation revealed key usability challenges, 
particularly in navigation, transaction workflows, and mobile responsiveness 

Key recommendations include:

�  Interface simplification
�  Clearer error messages
�  Enhancements to the transaction confirmation process

Objectives

�  Assess how easily users can log in, check balances, and complete fund transfers.

�  Identify pain points in the transaction and account management workflows.

�  Measure user satisfaction and confidence in using the platform.

Methodology

Participants

10
Total Users

5 Novice 3 Intermediate 2 Advanced

Tasks Evaluated

Login and 2FA

Checking account balance

Fund transfer to new and saved beneficiaries

Viewing transaction history

Setting up standing instructions

Tools Used

Screen recording software

User surveys

Observation logs

Test Format

Remote moderated testing
Over Zoom (45 mins each)

Key Findings

Issue Severity Details Recommendations

Complex login with unclear error messages High
Users struggled with OTP errors and didn't know if login was

successful or failed

Provide more descriptive error messages and loading

indicators

Difficult navigation to "Add Beneficiary" Medium 6 out of 10 users took more than 2 minutes to locate it
Place "Add Beneficiary" under "Transfer Funds" with clear

labels

Mobile responsiveness High Mobile view clipped transaction table; scroll not intuitive
Implement responsive design best practices and vertical

scroll

Lack of feedback after fund transfer High Users were unsure if transaction was successful until checking history Add visible confirmation with transaction ID

Confusing icons and jargon Medium Icons used were unclear (e.g., gear icon for settings, no tooltip) Use intuitive icons with labels or hover tooltips

Login Interface

Clean and minimalist login page with bank logo at the top left

Two-step authentication layout with clear OTP verification

Prominent error messages with specific instructions

"Forgot MPIN"

Navigation Structure

Persistent bottom navigation bar with main sections

Quick action buttons top header for common module

Clear Profile Info details

Search functionality in top center

Fund Transfer Section

Prominent "Add Beneficiary" button at bottom of transfer page

Clear tabs for payment mode and recent transactions

Large, visible confirmation message with transaction ID/Details

Have transaction “Share Receipt & Download Receipt at the bottom of the page

Mobile Responsiveness

Four column layout for mobile devices

Collapsible hamburger menu for navigation

Touch-friendly buttons (minimum 44px height)

Common action buttons for quick access to common functions

Visual Elements

Color Scheme

Primary Secondary Text Border Error Success

Typography

Heading 1

Account Overview
Heading 2

Transaction History
Body Text

Your current balance is ₹5,240.75

Small Text

Last updated: Dec 12, 2024

Icons & Status

Success Error Warning

Home

Form Elements

Buttons

Primary Button

Secondary Button

Tertiary Button

Disabled Button

Input Fields

Standard Input

Enter text

With Icon

Search...

Error State

Invalid input

This field is required

Selection Controls

Remember me

Enable notifications

Option 1

Option 2

Implementation Priorities

Priority Feature Description Effort Impact

High Transaction Feedback Add clear confirmation messages after fund transfers Low High

High Mobile Responsiveness Fix transaction table display on mobile devices Medium High

High Login Error Messages Improve clarity of authentication error messages Low High

Medium Beneficiary Navigation Reposition "Add Beneficiary" button for better visibility Low Medium

Medium Icon Clarity Add tooltips to all icons and use more intuitive symbols Low Medium

User Satisfaction Metrics

Overall Satisfaction Score Task Completion Rates

User Feedback Highlights

Michael Thompson
Advanced User

"The fund transfer process is straightforward once you get used to it, but the first time was confusing. I wasn't sure if my transaction went through until I checked my account history."

Rebecca Martinez
Novice User

"I couldn't figure out how to add a new beneficiary. I looked everywhere and finally found it after clicking around for a while. It should be more obvious where to find this feature."

Daniel Wilson
Intermediate User

"The mobile version is frustrating to use. I can't see all my transaction details without constantly scrolling left and right. Also, some buttons are too small to tap accurately."

User Experience Analysis

Conclusion & Next Steps

The usability study revealed several critical issues that affect user experience and satisfaction with the net banking platform. While users generally appreciate the range of features available,

the interface complexity and lack of clear feedback create friction points throughout the user journey.

Addressing the high-priority issues identified in this report will significantly improve user satisfaction and reduce support calls. The recommended changes are mostly low to medium effort

but will have a high impact on the overall user experience.

Recommended Next Steps

1 Implement Clear Transaction Feedback

Add visible confirmation messages with transaction IDs after every fund transfer and bill payment.

2 Improve Mobile Responsiveness

Redesign transaction tables for vertical scrolling on mobile and ensure all interactive elements are properly sized for touch.

3 Enhance Login Error Messages

Provide specific, actionable error messages during login and add loading indicators to show system status.

4 Conduct Follow-up Testing

After implementing changes, conduct another round of usability testing to validate improvements and identify any remaining issues.

Task Performance Metrics

Task Success Rate Avg Time Taken User Confidence (1-5)

Login 90% 1m 15s 3.8

Check balance 100% 30s 4.5

Transfer to new beneficiary 70% 3m 20s 3.0

Set up standing instruction 60% 4m 10s 2.8

Filter Export

Recommendations

Simplify login process and clarify error feedback

Users struggle with password requirements and error recovery. Implement clearer error messages and

add biometric authentication options.

Revamp navigation structure based on user mental models

Current navigation doesn't match how users think about their banking tasks. Reorganize menu items

and add contextual navigation cues.

Redesign mobile UI to prioritize responsiveness

Mobile interface shows significant lag and layout issues. Optimize for touch interactions and reduce

unnecessary animations.

Add real-time transaction feedback and confirmation

Users are uncertain if transactions completed successfully. Implement progress indicators and clear

confirmation messages.

Provide glossary for banking terms and improve icon labeling

Financial terminology causes confusion, especially for new users. Add contextual help and ensure all

icons have clear, consistent labels.
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