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Abstract—The aim of this paper is to explore the
opportunity and possibility to understand the
importance of user experience and satisfaction
which is an important factor in effective trust in
mobile banking in India.
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1. INTRODUCTION

Customers squander 78 percent of their time using
offline banking services. Why would someone will
go to the bank just to wait in a long queue just to
update their passbook as a customer in Bank? In
fact, we wouldn't! We would pick online banking
over traditional banking every time if we could
conveniently accomplish our banking transactions.
We don't have time to spend, and internet banking
allows us to perform our banking transactions from
the comfort of our couch/sofas or while on a
vacation. Theoretically. It isn't nearly that simple
in practise. We can't seem to discover my payment
history whenever we need it. Going through the all
categories available on the m-banking interface
sounds so hectic, difficult and complex.
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Since it is a necessary step to induce trust and
satisfaction for the end users of the banking
system. Which comes with the uninterrupted
payment interface, comes along with a lot of
things which makes it a relevant system.

In various studies it has been always noticed that
there is a massive trust affect and impact of the
hassles that are created in the banking systems and
the issues that are created due to the mistrust in
the privacy, integrity and the performance of the
mobile application.

Moreover, Very relevant examples are all the
common banking applications holding a dull User
experience and having a terrible usage of real
estate. We are diving deep in order to understand
it in a better way of how are we implementing and
understanding these experiences.

II. PROBLEM STATEMENT
AND BACKGROUND

Over the Years, Mobile Banking has been
evolving a lot and has increased it market
surprisingly in a larger exponential. The growth of



the mobile banking technology has increased a lot
due to many factors which are important and
crucial to today’s users. We have been keenly
noticing that the users are very dilemmatic when
they choose a bank or application and tend more
towards the ones which have a better,
understanding and a clear user experience.

Banks, in reality, are moving too slowly toward
complete digital offerings. On the one hand, they'll
decide to investment a great deal of cash to
FinTech; on the opposite, political orientation and
forms seriously hamper golf stroke effective
FinTech in situ. Banks never realize that their
majority of users are using their low quality/Bad
user experience application, "worse," that they
need to bank using a pill or similar technologies.
This is one of the reasons why not all banks
provides mobile application because of their
complex usability.

In fact, there are a few forward-thinking
institutions that provide universal digital banking.
Also these early adopters, however, confront one
further disadvantage: a lack of use and aesthetics.
We polled people to find out what their
favorite digital experience was. To our amazement,
no one noticed the banks interface, despite the fact
that it is used by eighteen people every day. Only
Financial technology businesses such as Coins and
Moven were mentioned in answers. How is this
the case?

With their massive resources, banks may get
UX professionals in the business to design their
application/website, yet we have a tendency to
don't get positive outcomes. And maybe not every
financial institution is willing to shift from
product-centered to consumer thinking. Whatever
the cause, this is frequently inconvenient. We
decided to offer the UX style Agency team idea of
digital banking since it should be for bit displays.
A solution we'd be pleased to use to complete our
banking! Here is the strategy we took and the
resulting solution.

1. SOLVING THE PROBLEM

We examined mobile banking applications and
studied the usability of their working techniques
and procedures for the objectives of this paper.

Each of these applications have different
capabilities to display and control access to local
information in the device, as well as many forums
and has specific Ul design pat terns and advanced
processes that make it difficult to define privacy
controls at Ul level that can work effectively. on
different applications.

The following list is not exhaustive, but it does
represent a wide range of mobile phone platforms
applications. Although these platforms are used as
operating time areas for specific devices, it is
important to distinguish between the specification
of the platform and the platform.

* 10S: This platform has sparked the current
popularity of conventional mobile app forums.
Version 4 (published in mid-2010), the platform
has relocated geolocation controls to the Chrome
Ul, as well as additional platform capabilities
(such as the ability of programs to run in the
background depending on location information).
Somewhere at moment, iOS is the most popular
platform for native mobile apps.

* Android: Google Forum has seen the latest
growth in popularity and has an open platform
model availability: platform code is open source,
too accepted by various mobile phone retailers.
Numerous manufacturers have sought to broaden
the base field with their applications and user
interface. Android also has a few UI design guides
design and development, leading to less unity user
information.

These two platforms summarize the most popular
platforms available today for the mobile phones,
but it is not complete. The objective of this paper
is not to offer a comprehensive list of platforms,
but to illustrate the notion that the popularity of
mobile application platforms is quite diverse and
will remain so for the coming years. Despite this a
variety of platforms available, it is instructive to
watch the difference between the specification of
the platform and the platform.

We have noticed the older versions of the SBI
Banking Application, Which makes us understand
that the user experiences in older times were very
hard that were hard to analyze, but in today’s
competitional era, if this design wasn’t updated
with a better version, most of the customers of the
SBI would have stopped using the digital means
and could’ve switched to a better bank. These are
some references from the SBI Banking



Application from 2015.
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Iv. DESIGN PROCESS

When we enter into Designing and developing a
better solution, we obviously need Data which
helps us in improving the work and insights and
feedbacks from the already existing users and
their pain points.

Experts say that m - banking should be based on
the following principles:

1. Personalization
2. Transparency
3. Self-service

4. Mobile first

5. Simplicity

6. Aesthetic

7. Holistic

These concepts will be taken into consideration
as we create our strategy and architecture. These
will be critical aspects in determining the
indication of performance that will be utilized to
assess the quality of our product/solution
statement.

When we start on designing a better User
Interface, we follow a set of instructions, or we
may say a set of rules which should be taken
care of to make the UX Memorable. Here is a
Look of our UX Design process we always take
in reference.

Once the design process initiates, we make
Wireframes- A skeletal structure of the
application, a basic low-fidelity wireframe
which helps us in knowing the flow of the
application before designing it completely.

While interacting with the Users, our main
focuses and outcomes are:

1. We should concentrate to customers.

Pay close attention to our users' complaints,
problems, and wants. Answer their considerations
to seek out the quickest, simplest way to scale
back friction whereas increasing satisfaction.
perhaps it sounds shivery, however attempt to step
back from our inner narcism and assumptions. you
may be stunned by what your -customers
extremely rely on your service.

2. Don't be afraid to interrupt the established order
Review our business standards to seek out a
chance window, even though it's solely
concerning less complicated and smarter service
style.

3. Become customer-centric. Change our
company approach from one focused on products
to one focused on customers. Deliver service to
satisfy your customers’ wants in an exceedingly
means they perceive, rather than hard-pushing
previous stuff mistreatment dear ad campaigns.

4. Upgrade our digital strategy. Discover that
channels your customers like and use those to
form your service cheaper and appealing.



5. Build our customer’s expertise fascinating
Delight along with our service interface, build it
easy and up-to-date as a result of within the age of
1,000,000 apps and on-line services users became
spoiled and lazy.

By implementing these principles, pain points and
methodologies. We come to a conclusion which
helps us having a better design, a better visual
interface, with much better User Experience.
Lets have a look:
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v. CONCLUSION

Online mobile banking is a key essential topic in
today’s era. Understanding and improving it was
indeed an important aspect of the project. We dive
deep into the different aspects of the design and
make more intuitive design so that the User
Experience is enhanced well and made well.

This UI style resolution was compared with many
on-line banking interfaces. Several procedures and
activities were significantly simplified as
compared to standard internet banking. The
learning slope necessary to comprehend all
alternatives & realise all services was decreased
by a factor of seven, starting from one hour forty-
five minutes to only a quarter-hour. Our customer
satisfaction rating climbed by about 320 percent.
Eighty-five percent more people used additional
banking services. The rate of Ready-To-
Recommend jumped by 460 percent. The
willingness to switch banks has decreased by one-
sixth..
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