Building Senior’s Confidence
with Mobile Banking

A User Flow Design Foundation

Team: Alex TF Wong, Caroline Muraca, Jeff Lu, Maggie Hulett, Renita Vaswani



Design
Thinking



Empathize - User Interviews
Insights




Our Main Insights

=> Distrusting of Online Mobile Banking

“There’s this security factor that they can have too much information on you, how
secure that information is? Where does that information go? Who has access to

it?” - Participant #2

=> Online Banking Being to Impersonal

“Many older people are hesitant to do any online stuff because they don’t have
somebody they can trust... it'’s too impersonal.” - Participant #2



Problem Statement

How Might We create a digital
experience that makes Glenn feel

confident he can easily and securely do
banking on his phone safely?
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Storyboard

Glenn the Mobile Banker




Glenn logs on to his desktop computer to look at his monthly
statement. He notices a new notification at the top of the webpage, a
large blue element entitled “Safety of Online Banking” this has been
an interest of his for sometime...he clicks it.

He is brought to a video demonstration with a man, he thinks to
himself, “this guy reminds me of my manager at the bank.” He clicks
the intriguing video which promises to highlight the safety of online
banking, and provide a demonstration of how to get started!
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He clicks the video, which highlights
mobile security and onboarding
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He goes through the mobile steps one-by-one, it gives him a sense of autonomy he never thought he would
experience with mobile banking. He eventually has his account set up after creating a username/email and

word. first page of the mobile app is a user friendly legal disclaimer that highlights the important features
of internet security CIBC uses...Glenn is now an mobile banker
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Desktop User Flow
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step 2 to find the bank app icon on mobile homepage
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Security Measures
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Desktop-to-Mobile Transition
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User Flows - Mobile




Mobile User Flow
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Future of Mobile Banking

- Make security measures of online/digital banking apparent to new/reluctant
senior users

=> Thorough assistance and autonomy in the mobile banking downloading and
onboarding

= Continue to emphasize understanding and empathy during this transition of
traditional banking behaviour to digital environments



