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Contextual Inquiries
BECU Mobile Banking App

Tara Knutsen

User Profile and Background

| conducted the Technology Use and Breakdown observation on Friday, January 8th
around 10:30 at night in the user's home on his couch. The observation lasted for 15 minutes.
The user that | observed and interviewed is in his early 20's. He is an infrequent technology user
and mainly uses his smartphone for texting, Facebook, and mobile banking. The user mainly
uses this app while outside of his home, especially to transfer money and view his account
balance before making a purchase.

The contextual inquiry was conducted on the BECU Mobile Banking Application for iOS
8. The user's primary goals when using the app is to complete online banking related tasks.

Questions Asked and Tasks Carried Out

The first question that | asked the user was what the main tasks that they carry out with

the app. He said that the three main tasks he carries out are depositing checks, view account
balance, and transferring money. Following the first question, | then asked the user to
demonstrate one of these three tasks. The user chose the task of depositing a check which
ended up providing great information about the app and it's pain points.

The user opened the app from the home screen of his phone which lead him to the
home page of the app. All that is present on the home page is text fields for login information.
The user inputted his login credentials and was then brought to his account homepage. The
part of the app appears to be straightforward for the user and requires no thought. The user
then selected the button "Deposit" which contains an icon of a camera. This button lead the user
to a page that's titled "Deposit Check". This feature allows for users to take an image of a check



and directly deposit it into their bank account. After pressing an identical "Deposit Check" button
in the middle of the page, it lead him to a page that allowed him to input the monetary value of
the check. This then brings up the phone's camera and allows the users to photograph the
check. After that, the receiving account has to be selected. The user expressed frustration at
the lengthiness of the process by saying, "It's too spread out. It would be so much easier if all of
the things could be consolidated as one page." As indicated by figures 1-3, the process of
inputting the data for depositing a check is too drawn out and could be simplified on one page.
This sentiment is consistent throughout the other features of the app.
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In figures 1-3, notice the lack of any home button. Also note that these pages all backtrack to one
another.

After the user walked me through the process of depositing his check, he wanted to go
back to the homepage to view his overall balance. Since he didn't have an actual check to
deposit, he was unable to complete the task and had no success message that would return
him to the homepage. This is where the user identified the major pain point of the application.
Unless a user completes a transfer or check deposit, the app doesn't provide a portal for the
user to access the homepage.



After witness this firsthand, | asked the user if he could show me another task he would
normally complete to see if a home button was present. He then went to show me his account
details and was unable to locate a home button as indicated by figure 4. | then asked him to
even further explore to see if he could find a home button. The app doesn't appear to have a
home button whatsoever.

(Some content has been blurred for user security)
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After noticing the lack of basic navigation, | then asked the user if he had any trouble
accessing other information within the app. He then proceeded to show me that the app lacked
the ability to view other account actions and services while engaged in a task. While viewing his
account balance, the user showed me that it was impossible for him to directly access the page
for him to make a deposit.

| also asked the questions provided in the assignment instructions after viewing the task
the first time. | asked him why this is this least favorite app. He told me that the lack of a
homepage was a major reason and also because he uses it all the time so "it mocks him".

| also asked how he works around the issue of not having a proper navigation system in
place. He said that using the back arrows is "all that he can do" to alleviate these problems.
Luckily, this doesn't impede his basic tasks that he carries out on a regular basis as it is only a
major annoyance above anything else.



| then asked the user what his most memorable memory using the app was. He said
that one time he was trying to deposit a check and that the picture of the check wouldn't take. It
took him over 15 minutes to complete a check deposit!

Lastly, | asked him what he would change or keep about the application. He said he
would add a home button and hamburger menu. He said he would keep the basic functions of
the app.

Pain Points

Overall, the app has three pain points that revolve around one central theme; poor
navigation. The app requires extra steps, lacks a home button, and doesn't have a quick access
hamburger menu to view other account actions. The app assumes that users are going to carry
out a single task without wanting to go back to the homepage or view another service. As
demonstrated by the user | observed, this is not the case. The user expressed extreme
frustration at "the lack of freedom" that the app allocates for users. He also stated, ""Get with the
program; everyone else has a home button!" The user suggested that they add an icon of a
home to get users back to the home page. | couldn't agree more. The fact that a large local
credit union's mobile app lacks a home button is astounding. The user also found it to be
frustrating that they had to backtrack one page at a time in order to get back to the homepage.
In the instance of when he showed me how he'd typically deposit a check, he had to click the
back arrow in the upper left corner 6 times in order to get back to the homepage.

Conclusion

Overall, the app works for the user in that he is able to complete his banking without
having to drive anywhere. Unfortunately, the user dislikes the app because of its lack of proper
navigation. Without a home button, the user feels trapped when in the middle of a task that he
wants out of. He is then forced to backtrack all the way back to the homepage. The lack of a
quick access menu also makes the user | observed feel cornered by the app. When | asked the
user about the linear nature of the app, he responded, " This app is good for you if you know
specifically what you need to do. If you press buttons randomly or want to do another thing first,
then this app is really annoying and unreliable."

TAPCO Credit Union Mobile Banking

Tara Knutsen



User Profile and Background

| conducted the Technology Use and Breakdown observation on Friday, January 15th
around 1:30 in the afternoon in the user's home at his dining table. The observation lasted for
25 minutes. The user that | observed and interviewed is in his late 40's. He is has
above-average technology experience but phone for texting, making calls, and mobile banking.
This user only uses the app inside of his home as he feels it is insecure to use on a public
network.

The contextual inquiry was conducted on TAPCO Credit Union's Mobile Banking
Application for iOS 8. The user's primary goals when using the app is to complete online
banking related tasks.

Questions Asked and Tasks Carried Out

The first question that | asked the user was what the main tasks that they carry out with

the app. He said that the two main tasks he carries out are viewing account and loan balances
as well as transferring money. Following the first question, | then asked the user to demonstrate
one of the two tasks. The user chose the task of transferring money which ended up providing
great information about the app and its pain points.

The user opened the app from the home screen of his phone which lead him to the
home page of the app. The homepage of the app was unusual; as indicated by figure 1, it
looked more like an advertisement slideshow rather than a banking app's home page. The user
expressed frustration by saying, "This looks like a popup; it's not obvious how to navigate out of
this." The user then showed me that the login button is at the bottom left of the app and said, "
shouldn't have to go out of my way to login to the app. The login should be right there where |
open the app." It was obvious to me that this was a major point of frustration for the user. | could
only imagine what happens when a first time user opens up the app to find the barrage of
images.
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After showing me the strange initial home page, the user was able to login through a text
field and a CAPTCHA. The user was then directed to the account home page (figure 2) which
shows the user's accounts and balances. Since one of the two main tasks the user conducts on
the app is to check balance, he clicked into account details. Here, he showed me how he views
his transaction details (figure 3). He had no issues with this step. However, once he tried to go
back to the homepage, he had to click on the hamburger quick access menu (figure 4). Here he
ran into a few issues.

While the app does have a hamburger menu, it still lacks functionality. In order to get to
the homepage, you have to click the "back button" as show in the links in figure 4. This causes a
lot of unnecessary backtracking. The user found this to be incredibly frustrating. The user kept
trying to press on the "TAPCO" logo to access the homepage, but it is not a functional link.
Since there was no direct way to access the homepage within the app, the user kept having to
press the "back" button until he arrived at the homepage.
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| asked the user to then show me other tasks in order to see if the inability to directly
access the homepage was a recurring problem throughout the app. The user tried to transfer
some money from where he couldn't directly go to the homepage.

| also asked how he works around the issue of not having a proper navigation system in
place. He said the pressing the back arrows is the only way he can get to the homepage. The
user stated that he sometimes clicks into the wrong task, so not having a direct homepage link
can add another step or two.

| then asked the user what his most memorable memory using the app was. He said
that he hasn't had it very long, but was incredibly confused the first time he opened up with app
because of all of the pictures.

Lastly, | asked him what he would change or keep about the application. He said he
would change the way the home page looks.



Pain Points

Overall, the app has two paint points that vary in origin. The initial opening of the app's
home page is of concern to the user. A credit union/bank should look professional and not
spammy. The home page should just feature the login fields so that the user can get right into
the app. The other paint point with this application is that the app lacks a home page link/
button. The user kept trying to access the homepage from various tasks and kept clicking on the
TAPCO logo. Unfortunately, the logo is purely decorative and serves no functional purpose.
Instead, the user had to manually click back to go back a page until he arrived at the home

page.

Conclusion

Overall, the app works for the user so that he can do simple tasks with his account. Both
pain points are mild annoyances rather than deal-breaking frustrations to the user. The user did
however express that he prefers the desktop browser version the best. If a simple home button
was added, then the user would be able to go directly to the home screen without problems.
Additionally, the app should not look like a billboard when immediately opening it.

BECU Contextual Inquiry

Chris Kubec

The person | interviewed and observed for this contextual inquiry was completed on the
15th of January, the observation session took 20-30 minutes. The user observed is a female
college graduate in her 30’s, her technical background could be considered above average. She
uses social media sites such as Facebook, Instagram and Tumblr. Having two part times jobs
makes her also rely on mobile tech on her smartphone such as using mobile banking on the go
to know about her bank accounts. For further reference and anonymity this user will be referred
to as Amy. Both observations took place at my place of residence.

For her banking needs Amy uses BECU as her primary banking account, and she uses
the mobile app both at home and in public spaces such as coffee shops and other places she
partakes in any financial transactions.
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Figure 1: Due to security features of the app screenshots are being blocked, therefore further visual aids will be
screenshots taken from the app store.

After settling in | asked Amy what her primary focus was in using the mobile banking
application. She stated that her primary focus and need of the application was for transferring of
funds from one account to another while also being able to see her balance. For further
understanding of how the application suits her needs my user decided to share her overall
experience using the application. Opening the application she shows me the login screen
pointing out that overall interface is clear a box for her username and password, with an option
of saving her username to save time with a Remember Me checkbox(which was unchecked)
and one clear button at the bottom labeled Log In. | asked her why she didn’t use the
Remember Me checkbox since it would save her time in only needing to type her password.
She told me that she didn’t want her phone to save that information if it ever got stolen or
misplaced that her username would then also not be stolen saying her personal information
staying private was of utmost concern.
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Continuing with the demonstration of how Amy uses the app she inputs her username
then tries to press on the password input box. After 3-4 attempts the box reacts to her pressing
and switches from the username box to the password input box. | asked if this happens every
time and Amy states that almost every time she has issues switching from the boxes and that it
is frustrating to her especially when she needs to transfer money in a hurry. She states that
there really isn’t a workaround and just deals with the frustration of trial and error stating “I try to
click the box closer to the left side of the box where it says the word password and it usually
works more than the center of the box.”

Going past the login screen we reach the main account or home screen a sample of
which is shown in figure 2 above which slowly loads her accounts into the app. Amy’s accounts
being the first clear thing on the screen then below a clear Move Money button is shown.
Moving through her usual motions she shows a clear easy way of using Move Money, she told
me she found it very strange first coming into the app that instead of using the word transfer like
the browser based version of the site they used the word Move Money. However has gotten use
to associating the two together.



SEE EVERY TRANSACTION
Transactions from all your accounts
are now in one place.

Monday, September 23

* City Power Company

$24.21

® Chevron
$4965
Marley's
$9.88
US Bank Mortgage

$1,234.56

Figure 4: Transaction History Sample Image

Running through all the motions Amy takes me through features she quite doesn’t
understand. For example figure 3 shows a budgeting type spending tool that Amy could
understand using on a desktop browser but thought was awkward to use on her phone and
never used fully. She decided to show me how easy it was to look into her transaction history
(figure 4) to see where she has spent her money for the week. Backtracking through her
transactions the application crashes and freezes on the screen. Amy gets frustrated “this
happens way too much”, “this is why | only use this app to check my balance and transfer
money in need”. Asked whether she has looked into the crashes she tells me no she just deals
with them by logging back in if needs be or just closes the frozen app and goes on with her day.

When asked about what she wished could be improved with the application she stated
that she wished the overall speed of the app improved while also crashing less and she would
be happy with it just working as advertised.

| asked what her fondest memory of the application was and she started laughing,
stating she has never quite had the most funds in her account so logging in after any payday
and seeing she got paid more than what she was expecting for the week.

In overview the user is satisfied with the application in that she can log in see her funds
and if need be transfer money from her savings to checking relatively quickly. The applications
downfall being its relatively unstable behavior which the user also understands being the app is
upkept by a relatively less financed credit union rather than a big bank or corporation.

Credit Union 1 Alaska Mobile Banking App

Date: January 16, 2016



Location: Participant’s Apartment, Tacoma, WA
Duration: 30 minutes

Participant: Alice Walker (Anonymized)
Interviewer: Lola Howell

The person | interviewed for the use of banking mobile application is Alice Walker. She is
56 years old and is not very tech savvy. She uses IPad for most daily tasks such as completing
purchases, writing emails and watching videos. She uses iMac for other tasks that require close
attention to detail such as filling out applications, managing her shop, etc. as she explained
bigger screen is easier on her eyes.

The mobile banking application that she uses is for Credit Union 1 bank, that is based in
Alaska (www.cui.org). She owns IPhone 6S and she uses this application to accomplish two
tasks: to check her account balance and her son’s and to transfer money from her account to
her son’s account. Alice and her son have two separate accounts, however they are linked
together and could be accessed from either his unique login or hers. She uses this application
most often to complete task of checking her balance and she does it mostly when she is at the
store or out of the house.

| asked her complete her first regular task which is check her account balance. In order
to complete it she used her phone. When she opened the application, she had the Remember
username option checked, therefore she didn’t have to type in her username. She commented
that she doesn'’t like that, but it makes the process of logging in faster (see Figure 1). | asked
why she doesn't like it and she answered for security reasons. In case she loses the phone
someone will have her username information.
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The next screen was asking for her for security questions and answers (see Figure 2).
She commented that if she would want to skip this step then she has to check the option



‘Remember Device” then it would bring her straight to the Password screen. | asked her why
she doesn’t do it and she gave me the same reason, security reasons.

The next screen was the password screen which contained security image (blacked out
for the anonymity purposes) and her security passcode. She said wasn’t even sure what was
the word needed for underneath the picture, but she was prompted to type one in when she
created the online access for her bank account (see Figure3).

On the next screen after she typed in the password there was system alert pop up,
which notified that banks will be closed in observance of the martin Luther King, Jr. Day (see
figure 4). She tapped the OK button several times, it was obviously frustrating her after such a
long process of logging in.

I

E A A e

= Accounts

System Alerts

I FREE CHECKING

|
FREE CHECKING L A A
& & Account
System Alert
REGULAR SHARE L __ I8 FREE CHECKING |
o L ol ] o
All Credni Union 17 branches and the Member REOULAR SHARE [
Service Center will be closed on Monday, _ >
January 18 in observance of Martin Luther ol Transactions Account Details
King, Jr. Day.
LEGEND
B avalla
E I
5
POSTED
Your savings federally insured to at least $250,000 and backed by the
National Credit Union Administration, a U.S. Government Agency 01/13/2016 | |
Copyright 2016. All rights reserved. _
Privacy Policy / . -
01/08/2016 | ]
Figure 4. Alert Figure 5. Account Balances. Figure 6. Transactions

After the pop up closed, she finally saw the account balance screen. She said that she
liked this screen because it was easy to see all balances at once (see Figure 5). She asked me
if | saw how “many hoops” it took her to jump just to see the balances. There were two sections
spending and savings. Spending had two account numbers one was hers, other was her son’s,
spending accounts were each linked to two separate debit cards. The savings section had two
accounts also one for each person. Across from each account was the balance before the
pending transactions were included. Next to the letter “A” was the available balance, the
balance after pending transactions were included.

When she pressed on one of the accounts to look at the transactions, she said that it
doesn’t show the pending transactions, only the posted ones. She said that it would be a very
nice feature to have, because doesn’t like to use computer every time she wants to check on
those (see Figure 6).



The next and the last task she walked me through was the transfer. She opened the
menu on the left upper corner and picked “Transfer” (see Figure 7).
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Next screen was the Transfer screen, which she said was stress-free (see figure 8).
However, she commented that before you could make transfers to other bank members if you
knew their account number, now they removed that feature. She said it was easy and
convenient when she wanted to put money on her other family members accounts.

When | asked her what was the most noteworthy memory concerning the use of the of
this app, she said it was the log in experience. It took too long and was frustrating as well as the
the system alert pop up. The biggest change she wants to see is making the logging in faster
and easier. What she does like about the app is the transfer experience it's easy and fast. When
| asked him follow up question if there is anything else she wants to share, she said that
“‘Remember the username” option and the “remember device” option were rising security
questions, however that is something she had to do if she wanted to make the loggin in faster
which made her feel like she has no choice.

US Bank Mobile Application

Date: January 16, 2016

Location: Participant's Home

Duration: Around 40 minutes
Interviewer: Audrey Chavarria Calderon

| interviewed a 45 year old woman, here known as the participant. She gets around her
smartphone with most things but does not spend a lot of time trying to figure out how things
work, and easily gets desperate when something doesn’t seem to work.



The application she uses for mobile banking is the US Bank App. She uses this app
mostly at home. She has heard that it is better to do “money things” at home because that way
is safer rather than using Wi-Fi at public places. She uses this app to check her savings and
checking accounts, to see things she has purchased, and to see deposits she has received.
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When she first logged in she was presented with a small set of tutorials that normally
appear to first-time users of this app. She liked this tutorials as they explained a bit better on
how to do the basic things (see image 1). Then she was presented with the main screen (see
image 2).

From the main screen she was able to see the amount that she currently has in her
checking and savings accounts. She clicked on the amount, but she expressed that she did not
like how when you touch on something it doesn’t have that kind of effect like buttons do. | asked
her to tell me more about that effect. And she said she prefers that all these apps show her
when something can be clickable. She said she liked when the clickable things had a border
and when you pushed on them they looked like they were being pressed. Because that way she
knows when she clicked on something.
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Image 3
What came up on the next screen was what you can see on (image 3).

What she expected to see was the list of all her transactions not more menus that
prevented her from seeing what she really wanted. After that she clicked on the “View
Transactions” button. She said she liked how the buttons was distinguishable from the
background.

The next screen, (see image 4) showed her all her transactions on her checking
account. After scrolling a bit through some of these, she wanted to go back to the home screen
but the only button she was able to see was the back button at the top left side of the screen.
She went ahead and pressed that button hoping that she would get to the home screen. But
then she had to press the back button one more time to go back. She said that that was a bit
annoying. She wished they had put a home button on the top right corner of every screen that
way if she wanted to escape back to the home screen she would only have to click one button
and not go back all the way through the previous pages.

When she went back to the home screen she noticed the three dots next to the numbers
on her checking account and she went ahead and pressed them. But once again she thought
these dots ought to be highlighted when she clicked on them to make the impression of a
button. And that they should be bigger so that her finger could touch on it. After she clicked on
them that line moved to the left and three options appeared (see image 5). She said the three
did not represent what had just happened. She said maybe replacing the three dots with a right
arrow would have let the user know that there was more info hidden to the left.
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Image 5
She said she liked the idea that you could deposit money from your phone with just an
image, but she thought the button was too hidden. As a final note she said she didn’t like how
the home button was labeled as “View Accounts” (see image 6). She said when she thinks of
the image of a house she thinks of the word “Home” so she finds it weird when she has to think
of the home screen and the words “view Accounts”. | asked her what words she would prefer to
see next to that icon instead. She replied she would prefer to see “Home Page” or “Main Page”
or change the icon to something that goes with the words “Accounts” but not A house because a
house does not equal “Accounts”.

Image 6

Pain Points Aggregation and Analysis

App Scenario Pain point Reason Workaround Unsatisfactory nature

BECU | Deposit a Check Too many steps involved | Data input fields are spread Other than patience, Takes too long and is
out across too many pages N/A tedious

BECU | Quit an active task | No direct way to access No home button Has to hit back button Tedious; lacks a very

and go back to
home page

home page

until the homepage
comes up

commonly accepted
navigation feature




BECU

Go from one active
task to another

Cannot access other
tasks while completing
another

No hamburger quick menu
linking to other tasks

Has to hit back button
until the homepage
comes up, then go to
the task he wants to do

Tedious, takes too long,
and lacks a very
commonly accepted
navigation feature

TAPC Open app Looks like Barrage of images; login Find login button at Looks like spam
O advertisements button is hidden in bottom left bottom of page
Credit corner
Union
TAPC Exit out of current No direct way to access No home button Has to hit back button Tedious; lacks a very
0] task back to home | home page until the homepage commonly accepted
Credit page comes up navigation feature
Union
us She clicks on She gets irritated The place where she She just has to She wastes time,
Bank an item on the that the button didn’t clicks does not provide wait a couple of and doesn’t know
main screen look like it was her with visual or sound seconds to wait what is clickable on
pressed or pushed, clicks and see if what the screen
like when the she clicked on
shadows or the was a clickable or
color of the button not, she has to do
change trial and error to
see what can be
clicked on
us She wants to Instead of showing She just wanted to see She has to press She wastes time
Bank see her her account history, her account history, if one more button and gets irritated
account she is presented she wanted more options to get to her when she doesn’t
history when with one more menu she could have looked account history have enough time
she clicks on for them once and after click around. She
her account she saw her account doesn’t need those
history options unless she
specifically looks
for them
us She wants to She has to go back The app doesn’t provide She has to go She wastes time
Bank go to the up all the previous a home button on all back up the going back through
home screen screens she came screens, only a back screens to get all the screens, and
from her from to get back to button back to the home she gets annoyed
account the home screen screen she has to do this
history screen when she just
wanted to go to the
home screen
us She sees the She thinks the dots After you click on the She clicks on the If it was an arrow to
Bank three dots on are not intuitive and buttons and sees

the right next
to her account

should be a right
arrow instead to

three dots, a menu
appears to the right of
them

the menu

the right she could
swipe and see
more info




and she
presses them

show that more
options are to the
right. She also
doesn't like that the
dots are not
highlighted and are
small

us She looks on She doesn’t agree The icons and words do She clicks on the She thinks the
Bank the burger that the Home not make sense home button but words do not match
menu for the button should be ignores the words with the icon
home button called “View
Accounts” because
the words and icon
do not make sense
in her head
us She needs to She thinks is a little The places where the She stumbled on The buttons are a
Bank make a bit of digging to get “Deposit button” appear the buttons and little hidden and
deposit to her to the button that are a little hidden found that option should be made
account from would let you do more visible in such
a check that a way to motivate
user to use it as
well as introduce it,
many people do not
know, as the
participant of this
inquiry that
deposits through
your phone was an
option now
BECU Logging in Selecting Box improper Instead of click Can't click easily
password box boundaries set box when in to where needed
previous box hit
next -> in the
corner
BECU Security Worrying about Relative insecurity of Using mobile Can’t use app
vulnerability of WiFi networks and banking mainly everywhere in
service Cell networks at home or most secure way
trusted networks
§|U1k Logging in Typing in Too many steps to log Let the app Raises security
asKa :

information too
many times.

n.

remember the

questions.




username and
device.

Cu1 See account Alert System pop Another wall to bypass No workaround, Annoying.
Alaska | palance up. before she can see has to deal with
her account balance. it.
cu1 Check Pending There is no option to Use computer to Inconvenient.
Alaska | transactions transactions. see pending accomplish this
transactions only task.
posted ones.
cut Transfer Can’t accomplish It doesn't exist. She has to go to Time consuming.
Alaska | money to it. the bank.
another
bank
member

User Segmentation and Focus

1. Tech-savvy, on the go - These are users who know how to get around their phone. They
know way more than using their phone to make calls, text, surf the web, and use their
social media accounts. They know more in depth knowledge based on their experiences,
such as digging deeper under setting in their phones or specific apps to alter them to
meet their needs. We chose this segment because in some instances our participants
had some knowledge on how to do some features that were a little more advanced than
the basics users. They would dig a little deeper to see if there was a solution provided to
their needs. They would also use mobile banking application when out of the house.

2. Non-tech savvy, at home - These are users who just want to use their smartphones for
basic apps such as mobile banking, email, and maybe social media in addition to calls
and texting. These users are either unaware or know little about advanced setting with
their phones and apps. They also would only use application while in the house, using
their wifi, it was for security reasons.

3. Non-tech savvy, on the go - After completing contextual inquiries, we concluded that
many of our users use the app on the go and their tech knowledge was basic. Therefore
it was important for them to be able to complete their tasks such as checking account
balances/transactions, transferring/depositing money fast and easy.




4. Tech-savvy, at home - Some of our users had more than just basic tech knowledge,

however they would prefer to use mobile banking application only at home, on their wifi,

for security reasons.

Main Focus Segmentation

We have decided to focus mainly on “Non-tech savvy, on the go users”, because most of

our users were the ones who were older, their tech knowledge was basic and they were using
the application mostly while they were out of the house. Therefore it was very important for them
to be able to do banking tasks easily and fast, since they didn’t have much time to dig around
the application or advanced tech knowledge.

Persona

Emily Peterson

Who she is:

Emily is elementary school teacher

She loves her profession and very often comes up with many different
educational games for the kids in her class. Therefore, on many weekends she
goes shopping at the local store for items that are necessary for her games.
Emily is in her 40’s.

She wants to help kids reach their creative potential and make learning new
concepts fun and not tedious work.

In her free time, she loves to read children psychology books, she thinks it would
help her to be a better teacher.



Technology Use:

e Moderate computer user — she uses it to do some grading, write papers and
emails.

e Moderate cell phone user — she uses her phone primarily to make calls, send
texts and check her bank accounts. Since she is very busy, and makes a lot of
purchases, she likes the ability of using her phone on the go. If she is at home
she still likes to use phone to check her balance because it's more and
convenient and secure.

e Heavy iPad user — she uses her iPad to watch videos, do some reading. Though
when it comes to thick books, she doesn'’t like to read them on iPad. She prefers
the feel of the real book rather than the iPad.

Key Goals:
e Be able to log in fast and secure to the mobile banking applications.
e Be able to complete her banking tasks such as check account balance or
transactions as fast and as easily as possible.
e Be able to make deposits without any hustle.

First-person Persona Story - Emily




It's the week before school starts. That means it's time for me to buy classroom
supplies for my 4th grade classroom. Who knows what theme | should go with! Or
should | rotate the theme every month? That sounds good!

| get my car and drive to the nearest by classroom supply store. | step out of my
car with all my reusable bags. | briskly walk inside gripping a note with a few ideas
scribbled down as to what | could do with my classroom this year. I'm still debating on a
monthly or a seasonal theme.

| find a Calendar that comes with monthly themes. This will be good for rotating
out the months and letting the kids know what day it is. | throw it into my cart and glance
at the price tag; it's $35. | walk another aisle down and find some paint supplies. | throw
some brushes and paint sets into my cart. | see pastel sets and add them to my cart as
well. And colored pencils. And some markers. Oh, don't forget the erasers and paper.
Would you look at that? It looks like a set of styled scissors!

I've had too much fun in the art supply isle. Not including the calendar, I'm in
really gotten anything to decorate my room yet. | look across the room and notice some
flashy borders. Those are the things that I'm looking for! | decided to go with the monthly
theme to keep up with the calendar. | know that | only have to buy decor for 9 months,
so it shouldn't be too hard to find stuff. | find some whimsical animal cutouts, festive
stickers, and a ton of construction paper. Then | have an idea; | can have the kids help
make room decor each month for art projects!

After completely filling my cart up, I get in line to be rung up. As | start putting my
supplies onto the counter | realize that I'm not sure if | have enough money in my
checking account to pay for everything.l quickly pull out my phone and open my mobile
banking application. After logging in, I'm not sure if | have enough money to pay for
everything since | only have $102.71 in checking. | transfer $75 from my savings
account just to be sure that | have enough to pay for everything. The cashier finishes
ringing up my supplies while | complete the transfer. She then informs me that my total
comes out to $134.89. I'm so glad that | had the ability to transfer the funds over with my
app on the go!

Scenarios: Core and Secondary

Checking balance of account
Checking transaction history
Transferring money

Making a deposit

pON~

Core:

Scenario 1: Checking balance of account
Persona: Emily Peterson



Prerequisite: The user has a cellular or Wi-Fi connected mobile smart phone or tablet
device with the mobile banking app installed.

Setting the Scene: Emily wants to check her balance of her account while dining out
with a friend. Being a teacher on the go, Emily wants this information quickly and
informatively. She opens her mobile banking app and is able to access her account
balance in order to confirm that she has enough money to pay for her food and then for
some clothes on a shopping trip after lunch.

Secondary:

Scenario 2: Checking transaction history

Persona: Emily Peterson

Prerequisite: The user has a cellular or Wi-Fi connected mobile smart phone or tablet
device with the mobile banking app installed.

Setting the Scene: Emily wants to check her accounts’ history to find what stores she
spends most for her school related needs. Being a teacher on the go Emily wants this
information quickly and informatively. She opens her mobile banking app and views her
account transaction history.

Scenario 3: Transferring money

Persona: Emily Peterson

Prerequisite: The user has a cellular or Wi-Fi connected mobile smart phone or tablet
device with the mobile banking app installed.

Setting the Scene: Emily needs to transfer money from her savings over to her
checking. Standing nervously in line for her daily ritual of drinking a 12 oz coffee before
running to school to get in class before the 9am bell of first period. Emily opens her
mobile device selecting the mobile banking application. After verifying her identity the
app logs Emily into her accounts. The user identifies her balance as low and transfers
money so she can continue to stand in line for the morning ritual of her 5 dollar coffee.

Scenario 4: Making a deposit

Persona: Emily Peterson

Prerequisite: The user has a cellular or Wi-Fi connected mobile smart phone or tablet
device with the mobile banking app installed.

Setting the Scene: Emily just got her first paycheck as a new teacher in Sunset
Elementary and she would like to deposit it to her bank account. Emily doesn’t have
time to go the bank or an ATM, so she decides to deposit her check at home using her
mobile banking app.




One-Pointed Vision

“Fast and easy banking on the go for technophobes.”

Competitive and Comparative Analysis:
Scenarios

Product
name

URL

Core scenarios (the ones
that are most obvious and
easy to do)

2ndary scenarios (all other
scenarios)

TAPCO
Credit Union
Mobile
Banking

https://itunes.apple.co
m/us/app/tapco-on-the-
go/id8115746857mt=8

e Login
View transaction/
account history

e Transfer funds

View account offers

View TAPCO promos
Remember account for login
View accounts

View previous checks

Pay bills

Schedule automatics bill pay
Pay another person’s
account

Deposit a check

Sign out

e View TAPCO'’s routing
number

Umpqua
Bank Mobile
Banking

https://itunes.apple.co
m/us/app/umpqua-bank
-mobile-banking/id9536
687397mt=8

e Login

e View transaction/
account history

e Transfer Funds

Contact the bank

Find an ATM

Find a bank location
Make new external account
Setup auto pay for bills
Pick which bills to pay and
on which dates

View loan history

Deposit checks

Email deposit receipt
Apply for new accounts
Apply for loans/ credit
Sign out

Pay down credit card




Pay down loan

US Bank
Mobile
Banking

https://www.usbank.co
m/index.html

Login

View transaction/
account history
Transfer funds

View other offers

View previous checks

Pay bills

Schedule automatics bill pay
Pay another person’s
account

Deposit a check

Apply for Loans

Apply for credit cards

Bank of
America
Mobile

Banking

https://www.bankofame
rica.com/

Login

View transaction /
account history
Transfer Funds

Contact the bank
View loan history
Deposit checks

View other offers
View previous checks
Pay bills

Schedule automatics bill pay
Pay another person’s
account

Deposit a check
Apply for Loans
Apply for credit cards

Wells Fargo
Bank
Website

https://www.wellsfargo.
com/

View balance
View transactions
Bill pay

Transfer

View messages

Find ATMs and locations
Customer Service

Enroll into online banking
Learn about reward program
Learn about the bank
Educate yourself in financial
matters

Find social media links
Apply for loans and credit
Learn about investing and
retirement

Learn about banking with
Wells Fargo

Learn about wealth
management

Open Savings Account

Credit Union
1 Alaska
Bank
Website

https://www.cu1.org/

View account
balances

Quick Transfer
(multiples of $20)
Classic Transfer

Find branch or ATM
Log in to account
Make loan payments
Apply for a loan
Deposit checks




(not multiples of e See job openings
$20) e Get contact information
e View transaction e Sign up for newsletter
history e Learn more about the bank
e Apply for credit card
e Apply for mortgage
e Subscribe to a blog
e Learn about rates
e Sign up for free classes
e Use financial calculators
e Find social media links
Bank of https://www.bankofame e Viewing Accounts e Account Special Offers
America rica.com/ e Paying Bills e Tools for Investing
Desktop e Transfers Money e Opening a new Account
Website e See previous e Support (chat with banker)
transactions e Find location service
e Schedule an Appointment in
the bank
BECU https://www.becu.org/ e Money e Account services details
Desktop Management tool e Alerts related to accounts
Website e Viewing Accounts e Business banking links
e Transferring e Opening a new Account
Money e Interest Summary from
e Depositing Money accounts
e Paying Bills e Finding bank locations

Support from a banker
Message notifications




Workflows

Tara Knutsen

Open App

}

Login with user
name and
password

, Login with user

name and
password

I ]

Account home

Open App

Login Security Question

page Login
Hamburger Menu "Transfer Funds" f
(Transfer Funds) Button Account home
page

I .

Select outward

and receiving Filter Transactions
accounts

Search
Transactions

| |

Enter $25 and

confirm transfer Trar‘_nsaction
(SUBMIT button) History
Figure 1 - TAPCO Credit Union, Figure 2 - Umpqua Bank, Scenario: View

Scenario: Transfer $25 checking account transaction



Audrey Chavarria Calderon

Open App
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Figure 5 - US Bank, Scenario: View
checking account transactions

Lola Howell

Typa in Usermame
If device
remambened [ not remermbared

| \

y

‘ Answer Security Questions

-
i

L___,.---’"'F---
Type in Password
I

Look at the Account Balance

'

Click Transfer

!

Click on Classic (Mot Multiples of 520) tab

|
Type in Transfer Information

!

Click Confirm Transfer

Figure 1. Credit Union 1, Scenario: Transfer $25

Figure 6 - Bank of America, Scenario: Transfer $25

Type in Username

Type in Password

Look at the Account
Balance

Click on Checking
Account

Figure 2. Wells Fargo, Scenario: View
Checking Account Transactions




Chris Kubec

Open Browser
and go to
website

!

Typein
Username and
Password

N

Login to
Account

Answer Security
Question

N

View
Account
Home
Page /
Balance

Click on See
all transactions

Click on Previous

wanted time period

transactions till

appears

Image 1: Bank of America, Scenario:

Checking

Transaction History

Open Browser
and go to website

l

Type
Usermname and
Password

N

Login to Answer

Security
A t
ceaun Question

\///

“Wiew Account
Home Page
and Balance

Click on
Transfers

!

Enter values for where you
are transferring money from
and to, the frequency of the
transfer occurrence, the date
and the amount

!

Click Continue

}

Click Edit or
Confirm Transfer

Image 2: BECU, Transferring Money




Screenshots

Tara Knutsen

' TRANSFER AMOUNT: ~ REGULAR ACCOUNTS 0_:_

e REGULAR SAVINGS/NO oiv |
SAVINGS/NO DI Available Balance >
Available Balance: Actual Balance

To: ADVANTAGE
CHECKING (2) ADVANTAGE CHECKING

Available Balance || EEGzBG Available Balance

Actual Balance
SUBMIT TRANSFER MOMNEY DEPOSIT CHECK

TRANSFER MONEY DEPOSIT CHECK

Copyright® 2015 TAPCO Credit Union, All rights reserved, Copyright® 2015 TAPCO Credit Union. All rights reserved,
800.345.7183 | ABA Routing Mumber 325183233 800.345.7183 | ABA Routing Number 325183233
Figure 1 Figure 2

Figure 1 - TAPCO Credit Union’s mobile banking account homepage



Figure 2 - TAPCO Credit Union’s mobile banking account transfer

Account Details

Scheduled Payments & Transfers >

My Checking | EKGczN

CURRENT AVAILABLE
BALAMNCE BALAMNCE

Account Actions More Information

Search Transactions FILTER

PENDING

Locations & ATMs

Contact Us

Figure 3

Transfers

Scheduled Payments & Transfers >

Transfer funds between accounts, or make a
payment to your Umpgua loan.

ADD NEW EXTERNAL ACCOUNT

TRAMSFER HISTORY

From account

External Checking

To account

Rainy Day Savi -
Available I:ual:lm:e_

Funds will be transferred in 2-5 days

Amount
0.00

One-time or repeating?

Figure 4

(Figure 3) - Umpqua Bank’s Mobile Banking account home page

(Figure 4) - Umpqua Bank’s Mobile Banking account transfer




Audrey Chavarria Calderon

= us Log Owt
.

My Accounts
S |-

Checking 2783

Crege Caro 2538

Salances as of 01/ TP0W 1Y M amCT
far US e

e et Foalie ty Ml by o S Bed Suaioeas Sssce adur
N UM

Gt Ul e Lo DSONSETS

Figure 1 Figure 2
Figure 1 - US Bank’s mobile banking account homepage

Figure 2 - US Bank’s mobile banking account transfer



Bankof America ‘3'3"' Sign Out
& BilPay || & Transfers || a4 Deposits
Banking Accounts

Interest Checking - 5- >

Available Balance
Regular Savings - q- 3
‘Tl

Available Balance
| ews
———

Available Balance

Money Market - [

Available Balance

Figure 3

Deposit To )
Available Balance ;-_a-

Interest Checking - (Il

Amount 5-}

& Secure Area

2012 Bank of Amernca Corporalion. All rights resérved
Bank of Amarica, N.A. Mamber FOIC. Equal Housing Lendar

Figure 4

(Figure 3) - Bank of America Mobile Mobile Banking account home page

(Figure 4) - Bank of America Mobile Mobile Banking account transfer



Lola Howell

Banking Loans and Credit Insurance Investing and Retirement Wealth Management Rewards and Benefits

ﬁ View Your Accounts

Account Summary

Username

Password

@ Save Username

Username / Password Hel

Need online access?
Sign Up Now or Take a Tour
Privacy, Cookies, and Security

—,
| College Fraud Information
< J Center

Enroll  Customer Service ATMs/Locations Espafiol

Personal Small Business Commercial

Wells Fargo

Q

Financial Education About Wells Fargo

Save smarter for
healthcare expenses

Build your tax-free safety net with a
m Wells Fargo Health Savings Account
(HSA)

Start Here

Home Lending Banking Made Easy Investing &
Retirement

Bank wherever life takes you

Whether you're choosing a checking account, banking on the go, or
managing your spending, Wells Fargo makes it easy for you to manage your
everyday banking.

Go To Banking Made Easy

= Compare checking accounts
= Manage accounts with mobile banking and online banking

Tap into financial education for valuable tips, tools, and resources

Use your Wells Fargo card with Apple Pay™

=
Borrowing and
Credit >

Everyday Checking

Open a new checking account
online in minutes

Get Started >

Make saving money
simpler

Automatically save with a

Way2Save® Savings account

Learn More >

Figure 1. Wells Fargo Website Home Page

Wells Fargo Online®

Accounts | Bill Pay || Transfers | Brokerage | Account Services | Messages & Alerts 5 | Praducts & Offers <y

Acgount Summary | Account Activity | My Monzy Map | Stalemenis & Doguments
Account Activity

\ccount B Go Acsountand Routng Numbers
Account Information Activity Summary

Wells Fi

Current Pested Balance Additional Services

Creale Nickname

lar bulding credt and
981 0% intro APR for

8 months.

» Leam More

I Want Ta ..

\igw Onine Stateren's
Vigw Tax Qotumants
Dispue 2 Transaction
View Spending Regart

Learn tore! Understanding Avaiatie

Pending Wiharawals! Debis

Pending Deposits/ Crecits ‘Acoass throuah Quicken

 ecaues
Set Up Overdraf Services
Avalable Balance Learore £ -_—

Transactions.

¥ SnowTranssctons |+ Find T

Show: Al Transsctions [ for Lest 60 Days o
S0t Dataut view
ome - Deseription

Pending Tranasctions  Nete: Dot card ransacion emounis may change  Learn Wors £

Sign Off | Home | Locations ' Cantact Us | Espaiol | & Online Sscurity Guarantae

Act tow!

Deposits / Credits

‘Set your overdraft services preferance taday.

B\ printtnis page 3 Holp

Downioad Azcount Azt

‘Withdrawals  Debits

ozt purcins: I
AT

Figure 2. Wells Fargo View Checking Account Transactions



About  Locations Rates Careers News Contact f ¥ O N

Accounts+  Loans~+  Services+ Community~ Education~  Rates -

gﬁat benefit your Iocalﬁ

@ ONLINE ACCESS &, About CU1 & Accounts ul Rates # Rewards

Register | Forgot Password | FAQ | Tutorials

Spending n Savings _ Business

J ART [} MobileBanking Choose an account to link Get on your way to healthy Solutions and services to

| [@ BilPay g, Mobile Deposit with your debit card, paper finances and earn dividends equip you with the right tools

checks and more! in no time. for your business.

& APPLY NOW : ;

o Investments Kids Club m Retirement
<

& BECOME A MEMBER u Make saving money stress- Help your child aged 12 and Explore practical ideas to

r LOCATIONS & HOURS u free by depositing funds into under learn how to save and help you achieve financial
a certificate. spend wisely. security in retirement.

Figure 3. Credit Union 1 Website Home Page

O Transfer 2 @ Hep

DASHBOARD
- Quick Classic Scheduled History
®
ACCOUNTS
Transfer Details Transfer Confirmation @
o)
A From Account * Select Account v From Account None Selected
TRANSFER
To Account * Select Account v To Account None Selected
MESSAGE ° Add Account ~
CENTER Amount $0.00
Amount * 0.00
LA A Occurs One Time
MORE... Frequency One Time - On Today
Ending Never
Date 01/21/2016 [
Reason
Reason

Figure 4. Credit Union 1 Transfer



Chris Kubec

=

Bankof America %7

Secure Sign-in

& signin

W Save Onine ID Security & Help

ForgolID  Forgot Passcode Enrol

Banking

Personal Small Business

Wealth Management Businesses & Insfituions <% AboutUs
Locations | ContactUs { Help | Enespafiol | How can we help you?
| . | -
Credit Cards Loans Investments {35 Learning

Need to replace your card?

No problem. You can cancel your credit card and order
a new one right on your smartphone with the Mobile Banking app.

Learn more

Information for:

Washington -

Earn a $100 bonus
1 As an eligible new
’ checking customer.

Find out how »

=

NEW 20,000 online bonus peints offer

Ditch the restrictions of typical travel rewards programs
With the BankAmericard Travel Rewards® credit card, you
eam unlimited 1.5 points per $1 spent on all purchases

Find a card quickly
Check for customized
credit card offers in
60 seconds.

Meet Connie

Leam how HIV-positive
mothers can give birth to
HIV-free babies.

Get started » 7 - See her story »

Help with your home loan payments

If youre a homeowner struggling with your loan payments
learn about our home loan assistance programs and the
Department of Justice Settlement»

Adyertising Practices

Stay in the know

Check balances anytime
you want—right from
your smartphone

Learn more »

Popular links

Schedule an appointment

= Open a new acceunt

There is no annual fee or blackout dates and your paints
don't expire. Leam more—BankAmericard Travel
Rewards

Get the Mobile Banking app
Order checks

Tell us you'e traveling

Update address. phone or email

Your news & information

Connecting with us just got New Year's resolution: Stop Stay secure while using your Save or pay down debt?

Figure 1: Bank of America Homepage

I | Profile & Settings | Sign Out

BankofAmerica %5

Online Banking

How can we help you?

Accounts ‘ Bill Pay | Transfers | Special Offers & Deals Tools & Investing Open an Account Help & Support

Bank of America [ card ]

Account Summary Card Details Pay This Card

Current balance:

—l

Total credit line:
Cash credit line:

View your statements

1

Rewards

Totat pointe: [

View my Rewards

Statement balance: (2

Amount over total credit Payment due date: (2

line:

Total minimum payment
due: (2

Make Payment

Use your card while traveling

Next closing date:
Last payment date:
Last payment:

Make transfer

Activity Statements & Documents Information & Services Rewards oS
You bought what?
MNext transactions | Previous transactions Show deals: On ¥ Dewnload [Es Print [Es Verify unusual credit card
activity, right from your
smartphone.
Date | Description Type =] Amount Balance

&

@  Talk to a Specialist
=

Chat online now

s %
- Cash Back Deals

Cash back deals on top of
rewards you already earn.

Figure 2: Bank of America Account Transaction History



Just money Q searc @ tocations 9 suppoR

m MEMBERS MATTER

more than | oserna

(@| | passworo @ I_OGIN JoIN

EVERYDAY BANKING LOANS & MORTGAGES PLANNING & INVESTING

BUSINESS BANKING

R HOME-GROWN CREDIT UNION

BACK TO SCHOOL

Financial success starts with education! In support of financial education we closed our doors for one day, teaching high

schoolers smart money management. Learn more

Figure 3: BECU Homepage

more than
Just money Q 9 Loca ? su 1 me LOG OUT
w MEMBERS MATTER EVERYDAY BANKING LOANS & MORTGAGES PLANNING & INVESTING BUSINESS BANKING
Weluome.-Edit Profile) Money Manager BECU Accounts & Loans Online Deposits Transfers Payments AccountServices Alerts
Review Your Transfer
Transfer Funds Transfer History Pending Transfers External Transfers Withdraw CD Funds

* Set as Start Page Print this Page

Please confirm or edit your transfer request.
Frequency | ]
First Transfer Date [ NN

Number of Transfers [l

o e

Figure 4: BECU Review Transfer



