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About the study

This document highlights some of the findings from our study. We focused on login
and the secure landing page on the web and on mobile.

Considerations

Authentication
process on
web

Authentication
process on
mobile

Secure landing
page on web

Secure landing
page on
mobile

UXalliance

Evaluation criteria

The evaluation criteria are the key
factors that influence customers’
satisfaction with performing the
selected tasks on the banking sites.

The criteria were established through
collaboration between the UXalliance
firms, drawing on our collective
experience with banking clients and
hundreds of UX research projects.
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18 countries — 38 banks
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Authentication process - Web

Evaluation Criteria

1. Login link or entry field is easy to find
2. Details asked are customer-driven and align to customers’ expectations
3. Login does not rely on additional devices, cards, or tokens

4. Supports customers with login process including ability to retrieve forgotten
information

UXalliance


http://www.uxalliance.com/�

Authentication process - Web

Evaluation Criteria 1: Login link or entry field is easy to find

Login method Most banks offer a link from the homepage.
W Login button M Login entry fields Some offer the entry fields from this page,

User ID:

Returning Users: Log On i

Password:

|:| Remember my User ID
Forgot User IlVPassword?

| LogOn |

ACCESSO CLIENTI o
User ID Serve aiuto?
|

aib.ie

# HOME | CURRENT ACCOUNTS MORTGAGES CREDIT CARDS LOANS INSURANCE SAVINGS PENSIONS INVESTMEMNTS

UXalliance

saving a click for its customers.

Particulares
B.Prvada MNegooos Empresas

Acceso cliente / drea privada

[TETET, TV H
contrasenia:
éHas olvidado tu contrasena?

Acceso con DNI electrénico

ACCESSO CLIENTI 0

Password

(= Privati (C Business

(* Consultare e Disporre

(" Consultare

ENTRA |
e e e

LIFESTAGES | OMLINE SERVICES
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Authentication process - Web n

Evaluation Criteria 1: Login link or entry field is easy to find

Login placement Top right placement seems to be the paradigm
W Top right ®Top left m Other for the login button.

13%

Top left placement seems to be the paradigm
for the login entry area.

Personal Business

2 0 Internet Banking Log on Reqister >

HSBC m Everyday banking Borrowing Saving & investing Insuring Tools & guidance
accounts & cards loans & mortgages products & analysis property & family for now & the future
Personal Small Business Wealth Management Businesses B Institutions G About Us
] ".&?
Bankﬂfnme"ca / Locations | Contactus | Help | Enespafiol | Search Bank of America R
Enter %our Online ID Sign In -
4 Bank Borrow Invest {E Protect Plan
B save this Online ID Enroll
Select account location ﬂ,
Help/options
Know your
balance

UXalliance 6
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Authentication process - Web

Evaluation Criteria 2: Details asked are customer-driven and align to customers’

expectations

Number of fields
.1 W2 W3 m4ormore
3%

17%

Returning Users: Log On &

U=zer ID:

Pazsword:

|:| Remember my User ID
Forgot User IDVPassword?

Log On

UXalliance

Two entry fields is the most common approach
across banks, and generally consist of a User ID and
Password.

A third field is also quite common for an additional
level of security, with the third field generally being
a PIN or numeric field.

Two entry fields is the most typical paradigm for
secure access across the web
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Authentication process - Web

Evaluation Criteria 2: Details asked are customer-driven and align to customers’

expectations _ _ _
User IDs are mainly given by the bank and consist

Type of User IDs of a numeric field (account number, digital access
5D 123 wSDabl2 mUCabl2 & Unknown number, or combination of digital numbers).

Passwords seem to be mostly customer-created
and alphanumeric. This aids customers as they are
not required to memorise two numeric fields.

3%

Two numeric-orientated fields are difficult for
customers to recall, often requiring customers to

Type of Passwords write it down.
mSD123 » UC123 mUCabl2 m Unknown

17% Customer-created fields that are alphanumeric

are easiest to remember

Key

SD 123=System driven numeric

SD ab12= =System driven alphanumeric
UC 123= User-created numeric

UC ab123= User-created alphanumeric

UXalliance


http://www.uxalliance.com/�

Authentication process - Web

Evaluation Criteria 3: Login does not rely on additional devices, cards, or tokens

Most banks do not require an additional security
device to enable login.

The banks that do require additional elements use
a variety of methods including software, card,
physical device or SMS.

Using additional device/card
M Yes ®No

Some ask for additional security when transactions
are done.

Type of device
® Card reader m Card m SMS m Software

Banking on the go becomes more difficult as the
device, card or computer with software are not
always at hand

UXalliance
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Authentication process - Web n

Evaluation Criteria 4: Supports customers with login process including ability to
retrieve forgotten information

Help offered Most banks offer help and tutorials on how to use

MYes mNo = Unknown internet banking.
4%

The retrieval of forgotten info was not offered by all
banks online, with many requiring the customer to
call or go to the branch.

Forgotten User ID and Password

Note:

# This is the Card and PIN combination that you use to withdraw meney from at an ATM or when making purchases with your card.
& Please enter the details with care, as three failed attempts will result in your card being de-activated
# |[fyou do not have a Card and PIN to authenticate yourself pleaze contact Online Assistance on 087 575 0000.

Retrieval forgotten info
HBYes EMNo @ Unknown o

Pin

Country South Africa -

Official identification number
or Passport number

7%

\

[Can't read this? Try another |

Retrieval of forgotten info is a paradigm that exists
across the web

UXalliance v
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Authentication process - Web

Key learnings

v Have authentication entry fields on the landing page, ideally in the top-left position

v’ Use two fields only for authentication, possibly a third field for extra security —
orientated transactions

v’ Entry fields should be customer-created alphanumeric fields. Never have more than
one field that is numeric only

v Allow the customer to retrieve forgotten information

v Show contextual help throughout the site

UXalliance -
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Authentication process - Web

Top banks that met most of the evaluation criteria

All the criteria met

FNB BankofAmerica <%

First Mational Bank

CHASED &

Most of the criteria met

BBVA € "laCaixa’
HSBC <>

(®) witsubishi UFJ Financial Group @ Standard Bank

Wil Festpac

UXalliance

Link to login is easy to find

Details asked are customer-
driven and align to
customers’ expectations

Keypads for field entry needs
to default to alpha or
numeric respectively

Does not rely on additional
devices, cards, or tokens

Supports customer with login
process including ability to
retrieve forgotten
information

12
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Authentication process - Mobile

Evaluation Criteria

Details asked are customer-driven and align to customers’ expectations
Keypads for field entry default to alpha or numeric respectively
Login does not rely on additional devices, cards, or tokens

R

Supports customers with login process including ability to retrieve forgotten
information

UXalliance

13
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Authentication process - Mobile 2

Evaluation Criteria 1: Details asked are customer-driven and align to customers’
expectations

Number of fields Two entry fields are the most common and
2l E2 m3 ma+ generally consist of a User ID and Password/PIN.

One entry field is more prevalent in mobile apps,
however it does mean customers need to do
additional actions, which can be laborious, but can
also be a one-off set-up process.

10%

One entry field could make customers feel that the
site is less secure, and could prevent multiple
profiles from accessing the site via an app or
mobile site.

Please enter your FNB Online
Banking password to logon

There is a balance between what customer is
Als|ojFlafH|JfK|L willing to give and the sense of security they

2] x|c|v]s|n|mi feel by entering less

UXalliance :
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Authentication process - Mobile 2

Evaluation Criteria 1: Details asked are customer-driven and align to customers’
expectations
Fields align to internet Most of the banks align the fields across platforms,
banking which is vital.
B Yes ®m No
Some banks reduce the number of fields needed

for mobile banking access, to enable lighter ‘on the
go’ banking.
There are some cases where the fields are different
from internet banking which will cause confusion.

Kirjaudu

Kayttdjatunnus

Salasana

Access across platforms should be consistent

15

UXalliance
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Authentication process - Mobile 2

Evaluation Criteria 1: Details asked are customer-driven and align to customers’
expectations

Type of User IDs User IDs are mainly given by the bank and consist
W System 123 mUser abl2  mNA of a numeric field (account number or digital
access number).

Passwords seem to be mostly customer-created
and alphanumeric, which aids customers as there
is only one numeric field to remember.

Two numeric-oriented fields are nearly
impossible for customers to recall, potentially
requiring customers to write them down.

Type of Passwords
mSD123 ®mUC123 mUCabl2 = NA

7%

Numeric entry fields are the most complex to

\ 0 recall by customers
-

Key

SD 123=System driven numeric

SD ab12= =System driven alphanumeric
UC 123= User-created numeric

UC ab123= User-created alphanumeric

UXalliance v
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Authentication process - Mobile 2

Evaluation Criteria 2: Keypads for field default to alpha or numeric respectively

Keypads defaulted for entry Most banks default the keypad to the alpha or
" ves m Mo numeric depending on what is required from the

field.

The keypad should always default to alpha or
numeric depending on what is required

. movistar = 11:12 po=_]

will VIVO = 12:49 54% =

Kirjaudu

N° Secreto (PIN1):

D ﬁ s
BeANTe MNaponb:

Ver demo particulares >

ter your Direct Net credentials.

etrénica
(oK
User *

>

Ver demo empresas

]
: TLELLEOLLY R
. MG EGauo556 - Doo000D =
= Doorems K - K

17
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Authentication process - Mobile 2

Evaluation Criteria 3: Login does not rely on additional devices, cards, or tokens

Using additional device/card Most banks do not require the use of additional
mYes mNo devices for login on mobile device.

Some banks require customers to use the
website to gain access to the app, this is time-
consuming and at times complex to perform.

Various mobile devices cannot access the same
customer profile, which is a concern for some.

Multiple customer profiles cannot access profiles
using one device.

‘Banking on the go’ should be as easy, simple
and flexible as possible

UXalliance -
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Authentication process - Mobile 2

Evaluation Criteria 4: Supports customers with login process including ability to
retrieve forgotten information

Help offered Most banks do not offer help or sufficient help to
m Yes mNo aid the customer.

The retrieval of forgotten info to enable mobile
banking is not offered by most banks.

Some of the help offered is not useful.

Retrieval forgotten info
B Yes HMNo

Help and retrieval of information should be
available across platforms

19

UXalliance
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Authentication process - Mobile 2

Key learnings
v Have authentication entry fields or button as high up as possible on the page
v Ask for only two fields for authentication

v' Entry fields should be customer-created alphanumeric fields. Never have more than
one field that is numeric only

v’ Default the keypad to be numeric or alpha depending on what is required by the field
v Allow the customer to retrieve forgotten information

v Show contextual help throughout the site

UXalliance v
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Authentication process - Mobile

Top banks that met most of the evaluation criteria

Most of the criteria met

CHASE ©

Py e 2%
Woori bank

3 UBS

Many of the criteria met

>
Bankof America %% [ i<che Bank

BBV,

getilbank

EYd Hamburger Volksbank

@ Standard Bank

UXalliance

Login link or entry field was
easy to find

Details asked are customer-
driven and align to
customers’ expectations

Does not rely on additional
devices, cards, or tokens

Supports customers with the
login process including ability
to retrieve forgotten
information

21
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Secure landing page - Web

Evaluation Criteria

Displays an overview of accounts and balances

2. Page real-estate is skewed towards customer need as opposed to institution
objectives

3. Customers are able to perform primary banking functions easily
Quick links to the most used functions provided

5. Site feels secure and offers sufficient help

UXalliance

22
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Secure Landing page - Web

Evaluation Criteria 1: Displays an overview of accounts and balances

Accounts overview
B Yes ®m No

Account Summary | A

Last Sign On: August 09, 2011
Account Summary

Communications Summary

Messages & Alerts: 8 new messages
snce you last visded your lnbox

tenkabrowni@hotmad com £

Keep your 401(k)s working for you

i you harve changed pobs, conmeder taking
your 401 (k) with you.

* Learn More
1 Want To ...

Pay 2 bl with Bl Pay
L §

Wells Fargo Online®

Cash Accounts

CHECKING JO0OUCKTFT
SAVINGS XXXXXX49)5
Total

Credit Accounts

WISA OO0 X000 XXX TT13

Total

Most banks offer an overview of accounts, although
some hide this information amongst a lot of clutter.

Customers expect to see their accounts and balances
upfront, before performing transactions.

Wells Fargo provides an appropriate level of detail.

Sign O Home  Locations | Contact Us | & Onlling Product Sesrch

TryW Conschdate debt with a foced interest rate personal loan. Leam Mo

7] Help

Available Balance Related Activities
$176.08 Add B4l Pay
$1.619.02 Ogpen an FDICSnsured CO
$1,694.07

Ouitstanding Balance Available Credit Related Activities

$7.180.00 View My Spendng Repon
$7.150.00

$3.328.85
$3,328.85

UXalliance
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Secure Landing page - Web 3

Evaluation Criteria 2: Page real-estate is skewed towards customer needs as
opposed to institutional objectives

Advertising offered Customers expect to see their personal information.

mYes ®No When too much advertising is used (including
banking specific promotions), they feel the bank is
not focusing on their needs.

Banco de Chile
soll oductos + ayuda + contacte ) &
[ —. s a
Datos Personales
Actualizar Datos “‘“\u
e —— Registra tu E-Maily recibe tu s ey s
Caciol On Lie participa en el sorteo de 2 2 \

ooooooooo Todo E-mal. Usa od o I'?.d . | E‘

lllllll SIMULA TU CREDITO

- v '-‘ R4 B [ ) T 8 1o P P O respative freata

O Crtis Cartola Cuenta con Todo | Cuentas

e CUENTAS INVERSIONES RAN SUBHEP

wcartcle  Personaiizar Cartola| &
Transferancias Cuenta Corriente
Elecutivo y Contactos
a—— e e Saldo Disponible Saldo Contable
— — e Destacacos =
e A
Plnﬂﬂm N FMIQO y sz

— Linea de Crédito Aumenta tu cuo on I Linea v Tareta de
e Nimero de Coenta Sakdo Disponibie Monto Utiizade Sy

Y — — — Bt Aot b € et

Do not show too much advertising, if advertising
is used it should relate to the specific customer.

24
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Secure Landing page - Web

Evaluation Criteria 3: Customers are able to perform primary banking functions easily

Most banks offer links to key functions.

Customers are task-orientated when they visit their secure details. Therefore, this
functionality should be readily available.

A clear information architecture aligned to customers’ needs is imperative.

Sisaankirautunut:
@ Opfl TESTI ANNA
[ Hae | Kirjaudu ulos

AN " Henkildaslakkaat
CREDIT SUISSE DIRECT NET Help | Hotline | MyProfile | Contracts | W&+ *  Logoff

Etusivu Edut Tiit jamaksut  Kortit  Lainat  Saastotja sijoitukset  Vakuutuksetjavahingot  Asunnot  Omat tiedot

ACCOUNTS & ASSETS m MARKET DATA& RESEARCH | CALCULATORS | MESSAGE BOX Kaytit palvel iasi edellisen kerran 17.6.2011 ko 12:52 CERNeN0 T
~ Accounts List of Accounts PDF | Export Asla palisls
Listof ccourts . ‘ 7 Tervetuloa uuteen OP-verkkopalveluun! Lue lisii @ S
Bookings List of Accounts with Balances | Edit Table Credit Suisse AG ~ Current Date 05.07.2011, 16:15 CEST
Search Bookings Account Number Viestit Soita  Konftorit
Estimated Bal IBAN & ? Description « ? Holder » ? Curr. & ? Balance « ?
Ss imated aiince . ik 3ot ~ OHF Py E-laskut Viestit Uusia viesteja (0) Puhelinpalvelu  Kysyttya
tatements of Account Voit saada laskuja suoraan OP-verkkopalveluun, kun tilaat Sinulle ei ole uusia viesteja Puhelinpalvelumme ovat avoinna
General Ovenview ) laskusi e-laskuna laskuttajalta arkisin kello 8-18
* Virtual Portfolio Jouin i Tilaa » Katso puhelinnumerot
* File Download Tilaa e-askuja » Kaikla saapuneet westit
PDF  Export Oma pankkisi
e MALLIHARJUN
Help | Hotline | Feedback | Accessibility | Sitemap OSUUSPANKKI
Tili Tilinumero Saldo Kaytettavissa
Terms of Use and Legal information and Privacy Pelicy
Testipaatili F149 5000 9420 0287 30 +110,49 +110,49 Kestaako taloutesi?
Testimokkitili F148 5000 9420 0287 48 +234,56 423456 Mita tapahtuu taloudelles, jos
Testilapsilisat FI53 5000 9420 0287 55 207,56 +207,56 alcun sakass YEMIEG
Muokkaa nakymaa > Lue lisid

UXalliance 25
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Secure Landing page - Web 3

Evaluation Criteria 4: Quick links to the most used functions provided

Quick links offered Most banks offer quick links to frequently used
W Yes mNo functions, however at times there are too many, or

they are well hidden (thus defeating the point).
Quick links need to aid the customer to get deeper in
the site quickly.

AlIB does this well with their ‘quick pay’ option.

Welcome to your AIB Internet Banking

You are securely logged in. quick pay
ou last logged in on Wednesday, 27/04/2011, 10:4€:56 ( more information
: [x]
RO DTN AIB Card Reader =
FIND OUT MORE bd
» Statements Order your AIB Card Reader today through ‘Manage My Accounts’ 2l
» Transfers & Payments Enter amount (€)
your accounts
» Mobile Top Up Enter PAC Digit 1
Account Balance
» Share Dealing e
© CURRENT-T]
» Manage My Accounts — qui(k a pp[y
» Apply Online . = Select a product: v]

your messages

> 20th Apr 2011 - Save on your Insurance and you could WIN

26
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Secure Landing page - Web 3

Evaluation Criteria 5: Site feels secure and offers sufficient help

Security shown There is an expectation that secure banking should
B Yes M No

give an indication that it is secure, yet some banks
did not display this vital piece of information.

Help is often needed within the secure internet

banking site, yet this seems to be hidden by many of
the banks.

O Opfl TESTIANNA webank n
[ Hae |
CELINEEETURETI Yritysasiakkaal | OP-Pohjola-rynma ¥ WO
Etusivu Edut Tilit ja maksut Kortit Lainat Saaslot ja sijoitukset  Vakuutukset ja vahingot Asunnot Omat tiedot o
Kaytit verkkopavelutunnuksiasi edellisen kerran 17.6 2011 klo 12:52 = Phoalitio ~ e -
1 Berverots Cuta uteme
Asiakaspalvelu . — R’ rRAGUARDO W 2018
Tervetul OP-verkkopalveluun!  Lue iss » = +Oreatases « et 33
ervetuloa uuteen OF-verkkopalveluun:  Lue liss3 @ = L § CONGELIAMO | BOLLI SUL DEPOSITO TITOLI
Viestt  Soita  Kontorit 1 PER TUTTO IL 2012 scoem @ b
E-laskut Viestit Uusia viesteja (0) Puhelinpalvelu  Kysyttya "z
Voit saada laskuja suoraan OP-verkkopalveluun, kun tilaat Sinulle ei ole uusia viesteja Puhelinpabelumme ovat avoinna m La ma Cae e fracsaTet ) ‘ ?
laskusi e-laskuna laskuttajalta arkisin kello 8-18 =
a0 s (RS - & nancond | dam
Tilaa Katso puhelinnumerol t k
Tilaa e-laskuja Kaikki saapuneet viestit e — ° B
Omapankkisi ~  } 0 CONTO CORRENTY [[espeer
MALLIHARJUN Ripartircne COMUNICAZIONT
=i Tt OSUUSPANKKI v 000t o m a now
Tili Tilinumero Saldo  Kaytettavissa ] L . . .11 e
Testipastil FI49 5000 8420 0287 30 +110,49 +110.49 Kestaako taloutesi? _
oLPORTO « 0,00€ crowl:
Testimokkitili Fl48 5000 9420 0287 48 +234,56 423456 Mita tapahtuu taloudellesi, jos
Testilapsilisat FI53 5000 9420 0287 55 +207,56 +207,56 I S MU % ::.: ] = R N———
Muokkaa nakymas Lue lisaa ¢/ <> 0P
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Secure Landing page - Web 3

Key learnings
v" Show an overview of accounts and balances as high-up on the page as possible

v’ Differentiate and promote customer-orientated info and ensure the page feels like the
customer’s page

v Do not promote institution objectives on the landing page and if you have to, make it
less prominent and feature the benefits to the client

v' Highlight the primary banking functions that can be performed
v’ Offer quick links or contextual links to functions that may be deeper within the site
v’ Visually display site security and back it up with details

v’ Offer contextual help

UXalliance :
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Secure Landing page - Web

Top banks that meets most of the evaluation criteria

Most the criteria met

Deutsche Bank o OP-Pohjola

TD Canada Trust

HSBC &> Webanki

OMUME DAL 1598

% UBS

UXalliance

Display an overview of
accounts and balances

Page real-estate is skewed
towards customer needs as
opposed to institution
objectives

Ability to perform primary
banking functions

Quick links to the most used
functions

Site feels secure and offer
sufficient help

29
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Secure landing page - Mobile

Evaluation Criteria

Display an overview of accounts and balances

2. Page real-estate is skewed towards customer needs as opposed to institution
objectives

3. Ability to perform primary banking functions
Site feels secure and offers sufficient help

UXalliance
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Secure Landing page - Mobile

Evaluation Criteria 1: Display an overview of accounts and balances

Accounts overview
B Yes M NO

Even though account balances are important for
customers and likely to be the first action prior to
doing anything, less than half the institutions offered
this information on the secure landing page.

Some banks did make use of contextual links or a
combination of functions and balances.

08:06 CHASE o

Bankof America 5% Sign Out

-2 NatWest

Bank Accounts
; CHASE CHECKING (...3007)
Savings account Available balance $440.02 g:;;"t hesine - 3
HERDSC SO0 activity Trier les comptes Intitulé
<
j EO . 0 1 Pay bills Regular Savings -
£0.01 available 7689 - . B w: CHF -.I
L ) CHASE CHECKING (...9884) Money Market
Available balance $454.04 | Savings - 7122 22
Mini statement N .
See your latest transactions Pay bills » BAC Corporate Card
Business Visa - 2231 $1.221.96 >
Payments & transfers > CHASE SAVINGS (...9888) > Bank of America
To your accounts or existing payees Platinum Plus 1 )

My Aoty

UXalliance

Available balance $420.00 5

-

MasterCard - 6511
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Secure Landing page - Mobile 4

Evaluation Criteria 2: Page real-estate is skewed towards customers’ needs as
opposed to institution objectives

Advertising offered Most of the mobile sites and apps are customer-
mYes m No centric, offering key tasks and tools focussed on the
customers’ needs, with the ability to personalise the
homepage.

Only two institutions make use of advertising in this
space.

ail. MTN-SA 3G 11:20 AM 32% "

KROEZTF—JNE

‘ [R21 B~
> Send SMSs for 25¢c
\) Free Calls* with FNB Connect Talk 20114E7F 288 15854 B

REOEDHLIEMEIEDAT—JMETT .

"YN'@l Create Recipients ATF—IEARE

And make Once off Payments

HAISE
Buy Prepaid
Rl Now on the FNB App CHBWVEECSNSBRSIVELA
S_ecurity Info . WRTEE2,00082%1K1,00087LEk
Qs pute o St | mEsems |
FHE23¥7TAB(#)4:30~FH238TA30B(L)4:29
SRS5ER

ZONF—EIYvI L B AL, ©

UXalliance »
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Secure Landing page - Mobile

Evaluation Criteria 3: Ability to perform primary banking functions

Primary functions offered
W Yes M Yes very limited @ No

10%

U -2

C)é)@?&i

wlve j LR AR

OO
CLEL

nt/and wuma VA

W

(alliance

Tuomas Kristian Nurminen

Most banks offer the primary functions that
customers would perform on the go.

Some offer limited functionality, or no functionality
other than viewing balances.

= | aill Swisscom = 15:45 56 %o [E_ L VIVO 7 10:43 95 % =

CREDIT SUleE\ ﬂ
2

Bom dia, MARIA!

\(.1
E Menu / Bersonalizar
Eﬁ Saldo / Extrato

Log off
Cartao de crédito
Acgoes
Ly &
- A\
Poupanga
Login Market Data Watchlist
Investimentos
r A Transferéncias
Sampo -Pankki d}j -E]/
Bo) Pagamentos e DDA
Locator News More
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Secure Landing page - Mobile 4

Evaluation Criteria 4: Site feels secure and offers sufficient help

Security shown There is an expectation that secure mobile solutions
M Yes W No

give an indication that it is secure, yet some banks
still missed this vital piece of information.

Though apps are supposed to be easy, for the
beginner there seems to be little to no help offered
by many of the banks.

Help offered

B Yes mNo

Ourvent Time 20 2 2011 1104 ALST
Lot Bign-inm 18 Jon 2011 2123 ARST

Help @ T Wiiestpac

i w.‘lw““
A 33 067 457 141 AR DT ACL DT

ane
Bankomaty Kontakt
.4

UXalliance h
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Secure Landing page - Mobile 4

Key learnings
v Show an overview of accounts and balances on the page as high-up as possible

v’ Differentiate and promote customer-orientated information and ensure the page feels
like the customer’s page

v" Do not promote institutional objectives
v Always highlight the primary banking functions that can be performed
v’ Visually display site security and back it up with details

v’ Offer contextual help

UXalliance "
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Secure Landing page - Mobile

Top banks that meets most of the evaluation criteria:

Meeting most the criteria

Bankof America %% CHASE ©)
+*» Display an overview of
accounts and balances
Deutsche Bank E"d Hamburger Volksbank % Page real-estate is skewed

towards customers need as
opposed to institutional
objectives

NatWESt a UnicrEdit s Ability to perform primary

banking functions

s Site feels secure and offers

sufficient help
UB S Wl#estpac crour
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Conclusion

The entire journey for banking is vital and we only investigated two areas at a high-
level. Based on those areas, the banks below are most worth keeping tabs on in terms of

the experience they deliver to their customers.

Bankof America %7 CHASE & Deutsche Bank

% UBS

BBVA HSBC <> NatWest
WlFestpac Grour
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We have more to do

We’ve have insights from the secure areas of websites, mobile sites and apps, for
phones and tablets from around the world. There’s a wealth of information to be

inspired by and to learn from.

AIB| AIB Mobile

Register

Terms and Conditions
ull. ATET = 4:23 PM Q

Back Cltl

Pay Other People pop

Pay Other People

Use Popmoney to send money to peopl
your bank account using their email add
bank account information.

Send Money

View Activity

View Scheduled Payments

View Contacts

Terms & Conditions | About

© 2011 Citigroup Inc.

alliance

| il Verizon = 8:03PM
Bankof America >

Bank M... Transfer Funds

Transfer now between your own

Z. 4l | accounts

Schedule transfer for later

Transfer now to another person
ou have no eliaible checking

uill_voda AU =
Banking

Accounts Sign Out

BPAY from this account:

Visa Card Funds available

Account 9 +$21,022.32 >
To this biller:

Select or create a biller... >

Amount ($): [ ]

Payment date:

[5_@[ May 2012 w

Make BPAY Payment

wil_voda AU = 6:48 PM

Payments

Transfer
between my accounts

Pay
1o other accounts

A

Norum: Napone:

Bamammial fina axag

% Bawm cueTa, NePeso/kL, NNaTesm

mBIZNES Konto

68 1140 2004 0000 3202 5921 8252

eKONTO

94 1140 2004 0000 3402 3891 8011

eMAX plus

04 1140 2004 0000 3002 7403 1402

Rachunki Karty

a9

Inwestycje Ubezpieczenia

Bxon (" Zewo |

Miocsna, Fesmuriu Bp_ 1 T8

Enuosaiiumi basmouar

Bl «¥panuugea Mnaas (246 u) : 4
Wocxna, Yaanbusea ya.. 1A
. Norawssws cpagura
& OnpepeneHye BnkxaALErD ofexTs b
P—

Brwosamuen crnaes

= ——
u OTENHr R0

" norM W Rapani. ot
KO POULHACASTTE B Cics BaHHA. Spn3 "ANLDE-KoHonbTaT", win e *Anbda-Snus"
TIAPONE LDAMEH COCTORTh TONKD #3 LD

HosocTu
o Anbtha-Bank
copmeetHo ¢ «fabo...

o Anscha-Bark
W komnakmA NIKITA...

. Knuente Ansdia-
Barka WoryT nonon...

. Aneda-Banx
MPOBOLT BKLMIO. ..

o Anbcba-Bank
JANYCKAET GEPEMG. ..

Bonifici  Rubrica bonifici

FEE— fromLoc=ALLELOB=COLLo:
x

gon

Chase Online - Logon

& +

Alessandro Apollonio ©

e af = T 11:36

174593 PLN

5
883,83 PLN > eceive
SMSs.

7527,10 PLN > eive messages

ts to send
qoeecuonmrectto Connect
messages are FREE!

R

'.'!'_t'.‘-
S ‘ HASE| Select the Messages tab to discover
Kredyty Lokaty an affordable way to message friends
: and family.

ACME Spa © EASE HELPS KEEP YOU

AFE AND INFORMED
one Il Cerchio (> m 0 84%

Chasecom | Privacy Notice

nter

Chase Online - My Accounts a +
| Contact Us | Site Feedback Privacy Notice LOG OFF

('\ an" T
A - 1 Papariess
ey Optlons
racTRORKH - ‘hone Accounts Transfers Payments More
. Fay
ELicTpan onnara Tenedona L Alerts S tel
MNepesoabl C KAPTH MA KapTY
ank Accounts Total balance: $1,115.97
—— Mypesit mamon ccount Available Balance B Present Balance B
i HASE CHECKING (...1234) $1,234 .56 $1,234.56
Mseng-es oEsonasswe: 12 64.2012 13:68:64
See activity * See statements * Pay bills
[nR oTOBMNSHAR, MHTEPHET-
GaHKa, BHECEHWA HENHNHEIX HASE SAVINGS (...4321) $1,234.56 $1,234.56

& GaHkoMaT e
" See activity » See statements

Aeanap 2000 2098
i 2000 20884

Learn more about your Triple Protection Options

Enpa 77 gnEed |
Asvrie 0 KypCEK HODAT cRpanaiHE bbit Card Rewards
wapakTog s 3 e

aam, x
AT Gl HEAKTY A bl

ase Debit Card Bonus Offers

Show Rewards

Show Offers

CHASE

4} (9) Secure Message Center Customize Accounts

b

* Goto Payments & Transfers

ONLINE®  Tuesday, February 21, 2012

= Print

freedom

O Reminder

Is your 5% cash back
activated? Actrate Mow

Payments & Transfers
Pay bills
Make a transfer

Pay a Person using Chase

QuickPay

Investing

Study the markets

Kype KoMBEpTaLIMM npH
BLILIHE HANKIHEIE B
GaHKOMaTAX i pos-
TEPMHHANEX
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To find out more...

alllance

The global network for
User experience

You can contact members of the UXA by emailing Compiled by Helga Letowt- Vorbeck
marketing@uxalliance.com or find our details on Helga@mantaray-it.com
www.uxalliance.com www.mantaray.co.za

EEmMmantaray

| Send and Recei
M | SMSs.

Alessandro Apollonio © |uccome so

175 WCME Spa

sssss
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