
BankSavvy
Persona-driven User Testing & Journey Mapping

Objective

New era trending bank who is emerging player in the banking sector, is committed to continuous 

improvement. As part of this commitment, they sought to enhance the user experience of their 

website and web portal. The objective of this workshop was to identify and address pain points in 

the user journey related to tasks associated with savings accounts on the bank’s website and 

web portal. By understanding these pain points, the goal was to provide actionable suggestions 

to streamline each user journey, making it seamless and enhancing the overall user experience.

My Role & Responsibilities

Role: Lead UX Designer

Conducted usability testing sessions to evaluate the website’s and web portal’s flow.

Identified and documented all user journeys.

Recruited diverse participants and facilitated usability testing sessions to gather feedback.

Analyzed usability testing results to pin point the pain points and areas for improvement.

Presented actionable recommendations to stakeholders based on usability insights.

Collaborate with cross-functional teams to create user-centric design solutions that enhance 

the overall user experience.

Suggested points on basic accessibility - WCAG Level A for the larger group of people to get 

onboarded as customers.

Milestones

Research

5 days

Observations

25 days

Final Suggestions

20 days

Business Goal

This project was targeted to enhance the user experience of the website and bank’s web portal 

to achieve�

�� Improved customer satisfactio�

�� Increased user managemen�

�� Shift towards a more digital and efficient banking experienc�

�� Drive business growth

Target Users

�� Professionals & Non-professional�

�� Age group: 18 to 70 years

Phases

Research�

� Conducte�

�� User interviews�

�� Surveys, an�

�� Contextual inquiries to gain insights into customer’s behavior, pain points, and needs while 

interacting with the bank's website and portal�

� Did study on the gathered data fro�

�� Existing customer feedback channels�

�� Support tickets�

�� Customer service interactions, an�

�� Online reviews, to identify recurring issues and pain points�

� Utilized Google analytics tool to trac�

�� User interactions�

�� Navigation patterns, an�

�� Drop-off points within the website and portal.


Analysis�

� Synthesized research findings to creat�

�� User personas an�

�� Customer journey maps representing different user segments and their interactions with 

the bank's digital platforms�

� Identified pain points and friction points within each customer journey, such as account 

registration, fund transfers, bill payments, account management, statement download, etc.


Testing�

� Conducte�

�� Lab usability testing sessions with representative users an�

�� Surveys to reach larger user audience to evaluate the effectiveness and usability of 

proposed solutions�

� Gathere�

�� Qualitative feedback an�

�� Quantitative data on task completion rates, error rates, and user satisfaction scores�

� Incorporated feedback in existing journey maps to suggest changes at every step.


Recommendations�

� Recommendations were made based on research findings, user insights, and usability testing 

results�

� Prioritized recommendations based on impact and feasibility, considering technical constraints 

and resource limitations�

� Identified specific user journeys from total of 72 Journeys, that require the most attention 

based on heat map analysis, pinpointing key pain points and areas for improvement�

� Collaborated with product managers and development teams to implement recommended 

changes and enhancements to the bank's website and app�

� Initial recommendations aim to address accessibility level A requirements.

Enhancing user experience on bank’s website and

web portal for savings sector.

Thanks for your time
-- Aditi Jagtap --

Outcome


