q Equitas Small Finance Bank - | A
Equitas Small Finance Bank is a New Age Bank that offers a new
way to bank to children, youth, families, and business people
across India.
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Problem Statement

The present online banking platform is not user-friendly, which leads to a poor user experience and minimal client engagement. Customers are
unable to efficiently manage their funds and use online banking services due to the platform’'s outmoded design, difficult navigation, and

constrained capabilities.

Business Goals

The bank’s UX design strategy focuses on creating a modern,
seamless, and user-friendly digital experience to attract today’s
digital-first customers. The goal is to build trust, increase
engagement, and present the bank as smart, paperless, and low-
friction—reflecting a fresh, future-ready brand image.

Role Responsibilities Tools

UX Designer . User Research * Balsamiq
- Persona Development > el
- Information Architecture * Figma

« Wireframing

* Prototyping

- Usability Testing
- Collaboration

User Pain Points

- Complex Navigation
Registration

Lack of Personalisation
Lack of Transparent
Help & Support Access

Tedam

« 2 UX Designer

« 3 Ul Designer

- 1 Content Writer

- 1 Animation Designer

Project Duration
Jan - Apr 2023 (6 Months)



Workshop Competitive Analysis

We used design thinking, research, Observe and engage with users in real settings to understand their
and a fresh design style to help behavior, tasks, and pain points.
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Heuristic Evaluation

This heuristic evaluation helped identify usability gaps in the

Equitas app that impact user efficiency, confidence, and

satisfaction. The insights guided design revisions to simplify
navigation, improve clarity, and create a more user-friendly

experience.

Landing Screen

- Presentation, Interaction - High Impact , Medium Effort

b V 1ecad capture form has multiple fields making it lengthy.
Also, non-mandatory fields might add additional
cognitive load for the user

. Presentation - High Impact , Low Effort

2 Highly saturated blues and red together causes vibrations
and floating effect as the eye attempts to accommodate at
extreme ends of the color spectrum.

3 Content, Presentation - High Impact , High Effort
Long and scrolling messages are difficult to read. Users
need to read and comprehend at the same time often
disregarding such messages.

. Content, Navigation - High Impact , Low Effort

4 Unclear CTA — What is a ‘Selfie Account’ ? Also it has
multiple options leading to confusion.

L 5 Content, Navigation - High Impact , Low Effort

Unclear grouping — Users expect the Video KYC to be an

type f selfie account similar to the other options
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Error handling

Issue Description

User is notified of mandatory fields not filled in but the mandatory fields
are not marked with * sign, while other mandatory fields are.

The treatment of error fields is not consistent. On some pages the fields
are highlighted in red while in others they are not.

One cannot enter 0 was agricultural and other income. These cannot be
mandatory fields nor have restriction on the value you enter since not
everyone has agricultural and other income. Also, decisions that help
bank make decisions should be asked. Not sure how this information will
be used by the bank

o The label ‘Save’ on the confirmation screen is not in-line with the
‘Proceed’ button used in the previous screen and the final action of
‘submitting’

The button size and weight is inconsistent. Also, Secondary buttons are
same as primary button sized.

Redundant steps

Issue Description

o Flow forking and providing multiple options to the user can hamper the
user thinking and break the flow. Also, since Pan card details are already
with the bank, they need not divert to that at this service creation point

0 The selection of product is difficult as there is no way to distinguish
between them. A better display with information that helps user take

decision is required. The interest rates etc. are shown right at the end
. after making all the decisions. i

Intermediatory step of confirming account information and asking for
agricultural income seems redundant.

o Reduce redundant steps, Confirmation screen followed by OTP screen
can be combined at one place.

Error screen is different across the app. It needs to be consistent. No &= e

details around the cause of error is provided b__ |

On closing the error the user is navigated again to the home page, we
should encourage user to complete the task and lead him to a prefilled
confirmation screen.
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Insights from Research

- The current application was outdated in design and
functionality.
- Users struggled with navigation and found the app cluttered.

User Needs and Pain Points

Different user personas (e.g, young professionals, elderly
users, business clients) seek varying levels of simplicity or
functionality (e.g, fintech-style Ul vs. traditional banking
flow).

Slow onboarding process frustrates new users.

Lack of personalized features (e.g, financial insights,
spending categorization).

Inconsistent Ul elements confuse users.

Limited support for accessibility needs (voice-over, font
scaling).

Security measures are too complex or not clearly explained.

Real-Time Banking App Problems

Slow or Complex Onboarding
« Users want a quick and easy onboarding process so | can
start banking without delays.
Transaction History Confusion
- Users want to easily filter and search my transactions so |
can track my spending without frustration.
Unreliable Notifications
« As a customer, | want real-time alerts for every
transaction to stay informed and secure.
Cluttered Dashboard
- Users want a clean, personalised dashboard that shows
what | use most so | don't waste time.
Poor Accessibility Support
 As a visually impaired user, | want the app to work well
with screen readers and have adjustable font sizes.
Security UX Issues
- Users want strong security without it being complicated
or slowing me down.
Limited Customer Support
. Users want easy access to support (chat or call) within
the app when | have issues.
App Crashes or Downtime
« Users want the app to be reliable and work smoothly
without frequent errors or crashes.



Brainstorming Solutions

Information Architecture

- m— - —

b widk el

-
—
T
-
- — = -
e —
- ——
e |
[ X"
T PR T
- - -

. o
o - -
TE— ——

= — — —
—
®
5
- -
T

¢ — 8 — s "  —— o —— — |

¥ oo e e =

Lo B L P

- e -

o — e
 —

_v‘--_ o .
— _—

_—

Sketches

I wantto find @ sarvica

FRRE

e s

— (. — (- —
= neant . = am . = o .
P ——— B [ *
2230000 | 1290000= ‘ 2290000=
v ey e — [er—
2 B0 ez "B oez =8 08
s [eo| [m=s 2] [F==
s [ [ere—
®m =2 @
- G e
"0 &9 8 ® 0 & T 8 - "
[r—) [ — TS
I
m 2 ® @ 8 @ my
-y o - P

LRNA——

Bumd b e

L 5 enis |
i | | ‘ " om0 o
e = —
for—) (i)
- ; @ B = - - -m, 2=
—— —
T L —— T
aO XD == L SO X0 G — = O X0 -
|X| SBEEARORAD Usaars | it | Lot K G BB ana | vt | o |X| RS BRAE arana | van |
— e e S T L T Ty - e RN eeew | Sed  wedn R R T - T L VY T T
1 want to find o service Twant to find a service 1 want to find a service
B= 31 = O E= 0}
Accounts Accounts
RaBoLIPE ‘Account Holder Profile = s =
e e e o e e e = =
AT ST PN TR ) AU SR G SRS PAN Update PAN Update
. =
[ —
D | o | D | =
|
, .‘ = Lo
X | [X=—|[X]~ |
bovias
Vour Recuests U — = o - Vour Recueta o -
=




2w to Bank

I AN

Selfe Savings

Let's begin by opening a
savings account.

Selfe FD

Stort depositing with us, and
wall help to build your money

Deposit & Grow
Your Money

Tap on the aptions to stort
depositing your money which wall
graw omazing returns

Mobile Number

Solact the numbar to register with us.

Mobile 1 Mobile 2

s =~
98438 B6T54 898438 53254

OTP Verification

OTP was sant to +B) ***** **754

234567

“— Ceposit Summary

=

Your Deposits (Tos Rejgage )
€5,22,123 = & %)

10 Active Deposits

Fixed Recurring
Ty Vieersy Dol | {korrrmiy Do |

FD Balance: ¥5,22,123 Downilodad

Build A Home Daposit

04 Mar, 2023 Z1,02513.00

Eid's Daposit

04 Mar, 2023 1,025,113.00

FO 1382 2345 2324

04 Mar, 2023 Z1,025,113.00

FO 1382 23456 2324

04 Mar, 2023 21, 02513.00

Fr 1382 23
Open New Daposit

Choose the best
savings account for
you.

Wings Sawings Account

Ay ksl Py Fasiors

Subject to eligibility & full KYC conversion

FD Partial Redermplion Successiu

300006152180-1 04 Mar 2025

211,000 22,800

Jh Jan, 2023
[1: ¥
3%

Quartarly

mr 8,000 ()

Credi to Sovings
Apcount

Not Avalled
Zahr 5II'IQ|'I

Click 1o read disclaimer

¥ &

Update Form 156G/H

< Rewards

We offer amazing
loyalty rewards.

221 ways Lo earn points

Promotions

bannar
é NNNE ENEE EXNE OIS
S UALOR] O
g
DEPOEIT ARSOUNT
¥2,50,000
AVALABLL TIMNUETTE
Bl [kl —— A
8.00% | 7.28% 7.00%
8 R Chooss
Wiowr Owni
6.75% Torwrs =

S BRI, ety i b e PR

INTEREST PAYOUT

During Matwiity

O MATURTY

Reinvest Printpal and nterast

¥2,50,000 « ®2,70,000

Caorscp Continueg

€«

Sand Money E| Poyrnents

VIRTUAL CARD

yant to send money to... &

search Payee, Account num Q,

& PFoymeant EIFIHI'.'IHE

8 =, Gz,
¥, R Saff
1 T FT) Prryriagrd | rorennes
uentiy sent To MARAGE PAYIES
L]
e
Ponyea Farhan 5 FARMHAM Tanisha
ity Paid T AL Card Settings Cord Limits
[ afa et y g g
F20,000 2, 00000
CET ATTRACTIVE OFFERS ON SWIPING YOLUE DEBIT
CARD
kourite Transactions WIEYY ALL
COMNERT S0 L RS RERSURET TO G5 VOLE P AL SAAD
- = D
L Mom ‘ 20,000 m Dad Corrsite Video LYVT 2 :

ALCDURTES

Tap to speak

€« My Profile

Sarfraz Nowar A

Personal Details App Settings




ard

ce

We offer amazing
loyalty rewards.

E':{P'EEE & INFO@EQUITAS.COM %, 000-000-0000 = EqLiIE EIE

Language

R
i
Select the language of your choice i

Account

Pay

Deposits

Kannada
Gujarati

Hello! Welcome suITESID! seban 8! myrd AMzd! APl & L=
aurCahHEmmD - - - a Invest

=
Loan

Insurance

O

Services

Malayalam

et Angiicto aN@RID! MIVIDe

gl
Rewards &
offers

ﬂ @ profile v - 5
EEIF..J...'._ a5 Q, search

221 ways to earn points

Savings A/C  Current A/C

1Point 5 Points 50 Points
VISA ATM Mobile 10000652180 D4 mor 2025
CLASSIC own usage banking registration
Details
’ Deposits
Equinox Rewards 50 Points 5 Points 5 Points

Internet NEFT RGTS = VISA

banking registration
Tl it
Juararn s

MR 5,000 i

5 Points 5 Points

- IMPS ATM
own usage O

Cradl 10 Saing

AN

Mal Aedik
i}
Rewards &
offers
- n N -y
EEEN ENWW %

e

Current card variant

Insurance IssuanGe Fee: 8100+GST Issuance Fee: 2150¢GST

Upgrade To Visa Classic

Q, search c (=)

XXXX XXXX XXXX 7825  savinesa/c Available Balance: £10,00,000

DEPOSIT AMOUNT INTEREST PAYOUT

¥ 250000 Oon Maturity
AVAILABLE TENURES ON MATURITY

B88 DAYS 18 MOMTHS 12 MONTHS & MONTHS Chodse Re|nvest Prthiple gnd Interest

8.00%% 7.25%  7.00%  B.75%  |Yuoe

TENURE

2 Years 5 Months v N 2’50'000 6% ?..2‘,

If you invest for 888 Days, you will receive an additional
¥32,000 at maturity.

If you invest for 3 Years, you will receive an additional
212,000 at maturity.

£ @ Profile v [= Logout

< z Choose the best card variant for yourself.

Details

ssuance Fee: 2100+4GST Issuance Fee: 2400+GST



Usability Testing

Sessions

RE CHARGES

¢ APFP TOUR

)
| j
] = it

BILLS ©
RECHAR ES

C

PoPULAR
davmal.s

SCHE MES

MY CARDS

(

ACCOUNTS
SUMMARY

BALANLE
INFORMATION

After launching the prototype, | ran usability tests with target
users, uncovering navigation issues and task flow confusion. |
prioritized feedback, collaborated with the team, and iterated

the design to improve clarity, reduce friction, and better meet
user expectations.
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Impact

- Equitas 2.0 has officially launched and is already receiving overwhelmingly positive feedback

Custormer id *

on the Play Store.
 Users are praising its intuitive interface and smooth, user-friendly experience.
- Early reviews emphasize the app’s enhanced performance and thoughtful design, reflecting a
significant step forward in making digital banking more accessible, efficient, and enjoyable. (oo 5] oo ([

(0] 1agees 1o the Terms & Conditions

Statements Book Deposit

| 919810388180

Welcome, TANYA BANSAL

Ratings and Reviews
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Sri hari laksh, 22/01/2025 hema 5122, 21/01/2025

Equitas 2.0

shubhamjain111, 12/07/2023 dg33k, 14/05/2023

Needs a lot of improvements

First of all user experience of this app is really
bad, Every time | tries to loain | got error and
than at second time | was able to login. Even
some of the key features are not avail more

Ratings and Reviews
4. ; outof 5

Tarun Murali, 21/01/2025

Good upgrade

F,\reryﬁ'ling seams to have gotten better, righl
from Its speed to the way the Ul looks and its

miles better than the pravious version.

An app that doesn't even work

It is good to see Small Finance banks step up.
However, it is also apparent that their
management isn't the best at decision
making. Equitas is probably blowing a more

.....

AnyS5+Chart, 23/01/2025

Good with all improvements

App is 5o much better now with all features
and good performance. Please conneet
currant accounts as well within the app.

Nrnavean, 09/10/2021

Need to improve performance and security
Need to improve lot on security standards and
performance as well. Now it's not meet the
banking application needs.

hema 5122, 24/01/2025

Very good user interface
Quick, easy and safe way of banking

Wow, the new Ul is so cool and user friendly.

Sulthan aiman, 10/02/2025

Blockbuster Hit
One of the best app very fast and easy to
access thanks to 2.0

Very good user interface
Quick, easy and safe way of banking

Any5+Chart, 23/01/2025

Good with all improvements

App is so much better now with all features
and good performance. Please connect
current accounts as well within the app.
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