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take control
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dea

Todays e-banking websites are not very interactive, you have a lot of functionality which is spread over pages, making sense
of ones transactions is quite hard.

Create a web application that makes the customer feel in control of his/
her finances, make it a great experience by making the common and

important tasks as easy as possible.

Your web application could help with...
.. budgeting
.. achieving saving goals
.. common tasks like transferring money, making them dead simple
.. making your transactions accessible in task-oriented ways
.. make the web application accessible with a multilevel security model

.. enabling mobile access

L et the customer take control with ease
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view on all

accounts

show what's —3¢
happening in your
main account

[he dashboard shows the most important

Nformation and makes the most common

task directly accessible

Todays e-banking site doesn‘t give a good overview on what's happening in your accounts, you don‘t see much more than

you account balance.

Identify the most important information and display it directly on the dashboard, this might include balances of different
accounts and movements in the main account. Furthermore the most important tasks should be directly accessible there
(make payments, pay e-bills, transfer money between accounts). The dashboard should also show advanced features like

setting saving goals and budgeting.

'
H
1 Main 7205 CHF
H
1 Savings 19205 CHF
| Taxes 3400 CHF

Dec 3rd +250 CHF from CC Comp
Nov 28th -1800 CHF to Rent Comp
Nov 28th -1800 CHF to Rent Comp

Nov 28th -1800 CHF to Rent Comp

Investment

Futura Fonds

Obligations

Balance
7205 CHF

9005 CHF

9005 CHF

UBS Dashboard | Accounts | Budget | Pay | Invest | Services | Settings

Recent changes on main account

Waming Phone Utiity is 20% over budget

help

5 : Do D

' ' '

‘ : :

. : ‘

24000 CHF 3 ! Make payment N

. : ‘

6000 CHF o ! Reguest payment H

. : ‘

g 1 Pay bils :

: : ‘

0 Transfer Money H

:
h PRZ2OCD00000 }200D000000000000000000000000D0a000 '
: : Your saving goals ;
! A
! | New Machook Pro E== 1 800 CHF left s
! | Bike == - SOOCHFIeflE
! A
s |
: ! Your budget :
! 1 December = ] 3400 CHF /6450 CHF }
: :
. .
: :

| primary tasks can
be accessed

directly

Show the saving
goals and relevant
budget information
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[laking control means budgeting

Today maintaining control over a budget takes a lot of work, but it doesn‘t have to.

1. Let customers create budget accounts like utility expenses or eating out.

2. The user can then allocate transactions to those accounts.

3. Once a company has been associated with an account, the categorization can be automated, the customer only has to

categorize a few transactions and he'll have a nice overview on what he's spending money on.

UBS Dashboard | Accounts | Budget | Pay | Invest | Services | Settings

Main Account savings | taxes| == Do
Balance 7205 CHF 1\.\’
. a3 s

account number 28 563.n

Schedule new payment

Scheduled payments (3. 1500 CHF totall

UBS Dashboard | Accounts | Budget | Pay | Invest | Services

Budget for current month (December)

Category Balance Pay bills (6 open
DECEMBER Pooooocooooog " Transfer funds to other accounts
H
3 400 CHF from CC Com S v] 17205 CHF
. L]
NOVEMBER D :
28th 41800 CHF  to Rent Comp : | Rent |¥] vo00s cHF
H
'
27th 400 CHF to Utiity Com H 19405 CHF
. 1
28th 75 CHF to Gitt Comp H 19480 CHF
. 1
SEPTEMBER ' '
'
28th 1800 CHF o Rent Com : [Rent 19005 CHF
H
27th 400 CHF to Utiity Com i 1940
v | 1
28th 75 CHE from Gift Cop 1| Ltility 1948
. | Rent H
12th 1800 CHF to Rent Cop ! [xtra 19004
+ [+ add category | ! last month | cument | next | YEARLYBUDGET
27th -400 CHF to Utiity Corp ' ot | 19409
g KL Z— A
28th 75 CHF 10 Git Cop i [aits [v) ious
'
H
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assigning
transactions
to budget
accounts

Settings

December [ ] 29% (5460 CHF left)
Rent N ervmors eyt £ e D
en : Money spent this month .
0 CHF of 1800 CHF Change 0 H
e 1 details H H
Food /Groceries H :
H
240 CHF of 1050 CHF Change 0 0
|- ] ' :
detais 1 :
—————— - H
T Phone /Utility H : 0
\ 570 CHF of 460 CHF Change 20% over budget ' 0
H . H
| - — o o :
\ Gifts i i
1] Ll 1]
! 240 CHF of 1050 CHF Change i -28% Uity :
. V1 - 10% Gitts .
: 1 details 1 - 18% Uity :
. H H
1 ! a

show the customer where he can

spend money and where he is over
budget

|
show the customer what he is
spending money on




laking control means setting goals

Often you have to put away money for things you want to be able to afford in the future, but how can he keep track?

1. Let the customer define saving goals.

2. Once defined he can allocate money to those saving goals manually or by setting up a saving plan, which puts a certain
amount of money towards the saving goal.

UBS Dashboard | Accounts | Budget | Pay | Invest | Services | Settings

Your saving goals: Overview

iu New MacBook Pro 2500CHF You'l reach all your saving goals (3100 CHF) within the next 12 months.

Youl put 200 CHF every month towards your goals.

{ ] 1500 of 2500 reached
Schedule: Put away 150CHF for this goal every month (&

- 600CHF
i T Bike
{ ] 100 of 600 reached

Schedule: Put away 50CHF for this goal every month leg

@ add new goal
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\Vake common tasks dead smple

When transferring money, one often has to enter the account details of the receiver again and again, why?
When a customer wants to check whether he already paid for something he has to scan his transactions, why?

e Make paying money dead simple: enter amount, recipient and let the system figure out the rest. Save the account details

automatically in a list.

o Create task-oriented views for the transactions, for example let the customer view all transactions with a certain company

or person.

mmm -

UBS Dashboard | Accounts | Budget | Pay | Invest | Services

Pay [CHF [v}o
date B

note

paying money without having

Scheduled payments (3)

Nov 23rd 3008  to Thompson Company
Nov 20d 2008  to Frank
Nov 18d 25008 to Ins. Comp

Settings
[
'
Tho :
'
'
Thomas Newman M
&
Thompson Compan <
Thurstone o
'
+ add now H
'
'
date note
N zmcnr for gleiro cop due Dec 23 ity add anote here.
M 1zmckE for Apole on Nov 26t extraordinary. DeW Mach ook
M zecur for Comercarg onNov 19 cc 204 anote horo
M zmcHE  foracoe onNov 26 exvaordnary now machaok
M 256 CHF for Comercard on Nov 19ih cc add anote here

Pay all checked bills (2819 CHF)

] new batance wibe 3401 CHF

to remember account details

show recurring
payment plans

show all transactions with
one company or person
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UBS Dashboard |

<back to account overview

electro corp

account number. IBANCHO004567238562746587

Accounts | Bud

get I Pay I Invdst | Services | Settings

payments to electro corp

Date amount note

Nov 25th 350 CHF bill september
Oct 24th 325 CHF bill november
Sep 26th 428 CHF bill september
Nov 25th 350 CHF bill september
Oct 24th 325 CHF bill november
Sep 26th 428 CHF bill september
Nov 25th 350 CHF bill september
Oct 24th 325 CHF bill november
Sep 26th 428 CHF bill september

payments from electro corp

Date amount note

Nov 25th 12 CHF refund
Oct 24th 120 CHF refund
Sep 26th 50 CHF refund

) . Make payment
recurring payments R T

350 CHF every two months ~ change

A

+ add recuning payment schedule

also allow the customer to pay to this
account when the customers sees he
didn‘t transfer the funds



—asier access

Signing in with an access card and a card reader is a burden. This does not have to be this way.

Let the user do things like checking accounts, reviewing transactions, checking the budget without having him go through

the access card / card reader process. As long as the user doesn‘t transfer funds, this layer of security is not needed. So

only ask the user to use the card reader, when he actually wants to make a transaction or change a payment schedule. This
way, using only login / password, the user can do a lot without having to go through the time-consuming login process.

access level authorization access to
level 1 access with login & password checking balances, setting budget,
allocating transfers to budget
accounts, reviewing transactions
level 2 access additional authorization with access all tasks involving transferring money
card & card reader

For this transaction you need additional authorization
(why?)

Code: 23465072
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only once a customer tries to
transfer funds, he is asked to
use his card reader



—nable control on the road

Tasks which don'‘t require a high level of security could also be executed on mobile phones, this would be especially useful
for the budgeting part of the application.

| ABC3G  09:29 PM | ABC3G  09:29 PM

Balance 7420 CHF < Budget December >

eating out
80 CHF left

Recent movements

-250 CHF to electro corp
Nov 25th

utili
120 ?HF left

[ —

-150 CHF to rent corp
Nov 25th

CDs / DVDs

250 CHF to Thomas A0 CHF over

Nov 25th

clothes
6500 from University g CHF left

Nov 25th

bussiness expenses
380 CHF left

-250 CHF to electro corp
Nov 25th

reviewing what‘s happening review your budget
on your account
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Development & Implementation approach

Two approaches are possible:

One could create a web application in addition to the existing e-banking application, which would run in parallel. This would
make sense in case the application would heavily emphasize features like budgeting. The very new structure might alienate
some existing customers.

Or one could slowly evolve the existing application, introduce new views (for accounts or for all transactions with one
company), and introduce features like saving goals and easy payments, dashboard functionality and so on.

Whatever is chosen the development & implementation process would be similar.

1. ldentify the important goals and tasks for your different customer segments
This can be done using the methods for mental models described by Indy Young. This means qualitative interviews with all

the customer segments, then analyzing and grouping the mentioned goals and tasks, then aligning the features with those
goals and tasks.

2. Build an interactive prototype
Using the usual technologies (HTML / CSS / Javascript)

3. Evolve the prototype using agile techniques an heavy user testing

Let us watch the customer using the prototype, then make changes according to the observations and let the customer try it
again and again. No one knows better what works than your actual customers.

4. Extensive beta phase

Test it extensively in a beta phase with existing customers, find out what works and what doesn‘t work.

5. Deploy

6. Keep evolving

|deas by

Roland Studer V r

User experience Consultant

avertas GmbH open & sustainable solutions
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http://rosenfeldmedia.com/books/mental-models/
http://rosenfeldmedia.com/books/mental-models/

