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UT: Axis Bank Website

This Review is based on -
User behavior observations made on Axis Bank Website via Desktop
and Mobile

AXIS BANK
A

Usability Testing Report
Date: 04" May 2016
Report created by: Techved Consulting India Pvt. Ltd.
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Determining the goals

The goals of Usability Test were :

Discovery: Understand whether the user can find
what he is looking for on the Website

Comprehensibility: Is the information provided to
him easy to understand?

Information: Is the content shown to him enough?

What would be user’s next step, would he apply or
not?
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Delhi

Axis Bank Other Total

Banks
Retail Mobile 5 3 8
Retail Desktop 5 4 9
Corporate Mobile 1 0 1
Corporate Desktop 2 0 2
Total 13 7 20
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Bangalore

Axis Bank Other Total

Banks
Retail Mobile 3 8
Retail Desktop 3
Corporate Desktop 3 0
Total 13 6 19
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General Findings
First thing noticed

Majority of the
users noticed “Open
an Account” and the
banner at once
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Business  Axis Group  About Us

Personal
AXIS BANK
A

Grab Deals Make Payments @ Bank Smart ﬂw Progress With Us

CREDIT CARDS THAT
MATCH YOUR LIFESTYLE

With exciting offers and rewards on
Shopping | Dining | Travel | Movies

&% Explore Products

M
\\
g\

Motor & Travel Insurance Instant Recharge Burgundy by Axis Bank

Instantly recharge your prepaid mobile with Axis

Now get instant motor & travel Insurance at a
Bank Internet Banking

< click of a Button business banking needs
READ DETAILS RECHARGE NOW KNOW MORE

Qcallus @ LocateUs % Check Rates

OPEN AN ACCOUNT

Premium banking services for your personal & >

Apply Now

Your Recently Visited

BANK SMART
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General Findings
Recently Visited not used

Personal  Business  Axis Group  About Us Qcallus @ LocateUs % Check Rates

Users did not click

{ Qg ?
O n Re c e n tl V I S Ite d AR Explore Products Grab Deals 24 Make Payments oot Bank Smart / Progress With Us Apply Now
@ © 00 ol

CREDIT CARDS THAT
MATCH YOUR LIFESTYLE

With exciting offers and rewards on

Shopping | Dining | Travel | Movies

&
‘ KNOW MORE
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Why?
Users tried W

.
searching for the
p a ge S by b rOWS i n g Now get instant motor & travel Insurance at a Instantly recharge your prepaid mobile with Axis Premium banking services for your personal &

< Bank Internet Banking business banking needs >

Motor & Travel Insurance Instant Recharge Burgundy by Axis Bank

click of a Button

READ DETAILS RECHARGE NOW KNOW MORE

through mega-
TIEE —————  BANK SMART I
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General Findings
‘Go to the top’ Button was not used

Q. | orenANAccouNT

I‘AXIS BANK Bxplore Products ~ Grab Deals ~ Make Payments  BankSmart  Progress With Us ~ Apply Now

Users did not use
the “Go to the Top

I ” Motor & Travel Insurance Instant Recharge Burgundy by Axis Bank
CO n Now get instant motor & travel Insurance at a Instantly recharge your prepaid mobile with Axis Premium banking services for your personal &
o < click of a Button Bank Internet Banking business banking needs >
% READ DETAILS RECHARGE NOW KNOW MORE
0
hy? 5
Why: -
a
BANK SMART

Users scrolled back

Q
)@

up or used the E j\@g

floating menu to go

O

to a n Ot h e r a e Internet Banking Branch Banking Axis Mobile Lime Wallet
p g Bank online, it is comfortable, For easy, hassle-free banking, Get your bank on-the-move, Explore a fresh way to iy,
safe and secure. visit any of our branches access money anytime, shop, track and bank onffour
anywhere Your Recently /isited
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Home Loan

Scenario : “You need to buy a new home and you need to take a loan, how will you do
that?”

Objective:

* Does the user understand y RS T o
Where tO fln d |t? 6D ExploreProducts (8] GrobDeals [ Make Payments (R Bk smar At ProgressWith Us  [X]  Apply Now

* Does the user notice the
options in the mega-menu?

* Does the user find the 2,
information provided sufficient? b | iiotns

e What is the next step that the T N o
user will take?

* Does he notice the rates and

charges?

CREDIT CARDS THAT
_ MATCH YOUR LIFESTYLE

With excifing offers and rewards on
\ A Shopping | Dining | Travel | Movies
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Burgundy by Axis Bank

BANK SMART
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Home Loan: Discovery

Difficulty in discovering home loan

Users select Home
Loans via Apply Now

Why?
Users assumed
information

regarding the Loan
would be provided
there

I‘AXIS BANK

@.ﬁ"‘a@) Explore Producis

Business  Axis Group  About Us

Grab Deals

@ Make Paymenis

<o
100C

Bank Smart

Leallus @ Locate Us Y0 Check Rates

OPEN AN ACCOUNT

LOGIN

ﬂ’ﬂ Progress With Us

@ Apply Now

AGRI & RURAL

Savings Alc
=2 Cument Alo
Salary Alc
. Personal Loans
Home Loans
Car Loans
Gold Leans

Credit Cards

B OB

3 B
Fle

Prepaid Card

PPF

8% Saving Bond
IPOSmart

Loan Against Property
Education Loan

Multi Currency Forex Card

-"\4", Savings Alc

Portfolio Investment Scheme

| 4in 1 NRI Investment Ajc

NRE Rupee Deposit
NRE Recurming Deposit

Home Loans

~ General Insurance

Mutual Fund

3 Saving Alc
Current Alc
«  Tractor Loan

Kisan Credit Card

O Ccattle Power
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Home Loan: Information °

Loan information not given

Users assume that A AXIS BANK bankbaraarn
the information will

b es h own to t h em HOME LOAN CARLOAN  YOUR APPLICATIONS  TRACK YOUR APPLICATION Signin

afte r th e d Eta i IS a re It takes just 3 simple steps to apply for Axis Bank Home Loan online
e nte red 1 Get Eligibility 2 Decide to Apply 3 Complete Appiication

Fill form to get your Axis Bank Home Loan eligibility instantly. (Specify loan amount & loan tenure on the next page)

Why?

USE rS fail tO City in which property is based Select v
understand the

Purpose of loan Select ¥

Residency status Select v

. .
information oeatoutn (1o
rega rding Ioans Type of employment Select M
Do you have an ongoing Home Loan with AxisBank ? () Yes@ No
shown under
If you are an Axis Bank account holder, provide your account details to speed up your application
EXpIore Prod ucts Axis Bank Savings Account Number OR Axis Bank Customer Id

Iwould like to add a co-applicant

dmn L iolod ol H 2, A, lobm b blne ook af
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Solution

Provide a link on the
Apply Now Page for
redirecting the user to

the Details Page to
educate him with more
information

Y A Axis Bank -

c

Home

e

%Y A Apply for Home Loan, Ho X Y G bank - Google Search % ¥ fu HDFC Bank: Personal 82

loans.axisbank.com

AXIS BANK
y R

HOME LOAN  CAR LOAN

TRACK YOUR AP™

YOUR APPLICATIONS

It takes just 3 simple steps to apply for Axis Bank Home Loan online

1 Get Eligibility

Fill form to get your Axis Bank Home Loan eligibility instantly. (Specify loan amount & |oan tenure on the next page)

e Loan:

lnink

Interest Rate 9.5%

City in which property isbased | Select v

Purpose of loan | Select

Residency status | Select ¥
Date of Birth / /
Type of employment | Select ¥

Do you have an ongoing Home Loan with Axis Bank ? Yesie No

If you are an Axis Bank account holder, provide your account details to speed up your application
Axis Bank Savings Account Number OR Axis Bank Customer id
would like to add a co-applicant

| | declare that the information | have provided above is accurate and Complete to the best of my knowledge

Check your eligibil
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Home Loan: Information
Unable to see complete information

Users were unable to
find information
regarding a particular
loan in detail

Why?
Users failed to

understand the
Loan headers were
clickable

I b AXIS BANK Explore Producis ~ Grab Deals

Make Payments Bank Smart

Loan Amount

Progress With Us Apply Now

Interest rate applicable

Q, | opeN AN ACCOUNT

Maximum Tenure

Axis Bank Home Loan
Minimum:Rs 3lac Maximum: Depends on Floating and Fixed 30 years
) Compare Apply Now Combined Income
Asha Home Loan ) . )
Minimum: 'Rs. 1lac Maximu m: Up to Rs. 28 Floating and Fixed 30 v
U Compare  Apply Now lac:
Empower Home Loan
Minimum: :Rs. 10lac Maximui m: Up to Rs. 150 Floating 15 years (3)
L Compare  Apply Now lac:
Happy Ending Home Loan )
Minimum:Rs 3lac Maximum: Depends on Floating

i’TECHVED
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Solution

Addition of the word
View Detail/Know
More near the Loan

header or Underlining
the Loan type will
provide more
indication to it.

)/ A Home Loan - Apply for - x X bank~GoogleSearch X Y. {u] HDFC Bank Personal Bant X\ Y
€« C' | [3 new.axisbank.com/products/ioans/home-loan
I‘AXIS BANK Explore Products ~ GrabDeals  Make Payments  Bank Smart  Progress With Us
GET A CALL BACK
e
Home Loans Loan Amount Interest rate applicable Maximum Tenure
Axis Bank Home Loan
View Detalls
Minimum:Rs 3lac Maximum: Depends on Floating and Fixed 30 years
Compare  Apply Now Combined Income
Asha Home Loan
Minimum:Rs. 1lac Maximum: Up to Rs. 28 Floating and Fixed 30 years
Compare  Apply Now lacs
Empower Home Loan R . -
Minimum:Rs. 10lac Maximum: Up to Rs. 150 Floating 15years @
Compare  Apply Now lacs
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Home Loan: Information
Useful links not noticed

5 3 AXIS BANK Explore Producis Grab Deals Make Payments Bank Smart Progress With Us Apply Now Q | ©PEN AN ACCOUNT
Users did not click on A
Home Loans Loan Amount Interest rate applicable Maximum Tenure
.
the Useful links
Axis Bank Home Loan : . RS
Minimum:Rs 3lac Maximum: Depends on Floating and Fixed 30 years
W hy ? & Compare  Apply Now Combined Income %
H =
The link appeared 3
Asha Home Loan . . X . .
. . |
) Minimum:Rs. 1lac Maximum: Up to Rs. 28 Floating and Fixed 30 years
I n th e u S e rS b I I n d U Compare  Apply Now lacs
R —

spot

Empower Home Loan
Minimum:Rs. 10lac Maximum: Up to Rs. 150 Floating 15 years (3)

L Compare  Apply Now lacs

Happy Ending Home Loan )
Minimum:Rs 3lac Maximum: Depends on Floating
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Solution

Useful links can be

positioned below the
types of loans

I A Home Loan - Acply for - x (A Featires and Serices | K

4
DY
m

€« C'  [3 new.axisbank.com/produc home-loan
I‘AXIS BANK Explore Products ~ GrabDeals ~ Make Payments ~ Bank Smart  ProgressWithUs  Apply Now Q, | orenaNAccounT |
Empower Home Loan ”
Minimum:Rs. 10lac Maximum: Up to Rs. 150 Floating 15 years ()
Compare  Apply Now lacs

Happy Ending Home Loan
Minimum:Rs 3lac Maximum: Depends on Floating 20 years

Compare  Apply Now Combined Income

seful Links
EMI Calculator Download Forms Axis Bank Loan Account Statement Check your Loan Status Authorised Agencies
Property Search
List of Loan Centres Annual Percentage Part Disbursement FAQs Approved Projects Track Application Fair Practice Code For Lenders

Rate Calculator

HAVE QUERIES?

@ Is it mandatory to have a co-applicant

(2) What is the location and the timing of the

g me?
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Home Loan: Lead
User would not apply online

Click here to go back to the old website

Personal Business Axis Group About Us
/‘AXIS BANK _ ,

Users would not want
to apply for the loan
online

Qcalus @ Locateus % Check Rates

LOGIN OPEN AN ACCOUNT

6:% Explore Products Grab Deals Make Payments ﬁ Bank Smart Cﬁ? Progress With Us 3 Apply Now

?
Why : Axis Bank Home Loan
U S e rS WO u I d I I ke to Own your dream home with long tenure loans for

highest eligibility at lowest EMIs

visit the bank

branch in person

Useful Links

Smaller EMIs Loan Amount Prepayment Charges Interest Rate Applicable
Space out your payments and avail Minimum - Rs. 3,00,000 Floating Rate Loan: Nil Floating and Fixed
smaller EMIs paid over longer tenure Maximum - Depends on combined Fixed Rate Loan: 2% of outstanding
income principal/amount prepaid

Features and Benefits Eligibility & Documentation | Interest Rates and Charges cbecd Bsi's'e‘rffem”srer Your Recently Visited
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Explore Products (Loan)

DELHI — Out of 9 users BANGALORE- Out of 8 user

5 89 6

Discovery of segment

5 @ 4

Ease of Understanding
information

; &

Application by User

-~
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Comparing Credit Card

Scenario : “You want to apply for a Credit Card. Compare the loans and apply for the

best option for yourself”

Objective:

e Is the user successful in finding
Credit Cards Loan?

e Does the user notice the
shortcut in the mega-menu?

* Is the user successful in
comparing the cards?

* Is the user satisfied with the
information provided?

* Would the user directly apply
for a card?

* What would be his next step?

LCall Us LocateUs % Check Rates
LOG IN ‘OPEN AN ACCOUNT

@6 BankSmart  gffl ProgressWithUs  [X]  Apply Now

Wi at are you looking for?

CREDIT CARDS THAT
_ MATCH YOUR LIFESTYLE

With excifing offers and rewards on
\ A Shopping | Dining | Travel | Movies

\\ EEET

%

Pog e e RD G

Instant Recharge Burgundy by Axis Bank

- BANK SMART
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Comparing Credit Cards

Unable to compare cards

U S e r.S W e r e C o nfu S e d a S I‘Ax[s BANK Explore Products ~ Grab Deals ~ Make Payments ~ BankSmart  ProgressWith Us  Apply Now Q, | orenanAccOUNT | h
Showing 6 out of 13 L4
to what had to be done ey < e < oo 0 > |
t t h C d Credit Cards Special Service Edge Loyalty Rewards Top Features Q
after being selected = E
g Over the counter availability at any Branch 6/12 points with every Rs. 200 spent on =
= Rs. 500 waived on spends of Rs. 5000 =
Insta Easy Credit Card with min. documents domestic/international spends ) [
within 45 days of card setup >
# compare  Apply Now
Why?
Get your credit card over-the-counter, with minimal documentation and guaranteed approval
. - = Complimentary access to select
O pt I O n a p p e a rs I n Personalised card with shades of Tricolour Earn award miles on ALL your eligible MasterCard lounges
Miles and More Credit Card for Defence Persosnnel spends® - B
) = Complimentary Priority Pass membership
t h e u S e rs I Compare  Apply Now for lounge access all over the world
blind B
I n S p Ot . U S e rs Make the mast of your iravel with unlimited award miles and exciting products to redeem them

did not notice the
transition of option
appearing and
hiding as it was too
fast
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compare.avi
compare.avi

Competitors Review - HDFC

Personal Privilege Wealth Private NRI Corporate  Business _ About us

Users found it difficult to
find information regarding BiciciBanc s swmee vows s FoR B
the loans and payments
related to business

i ; n 0 D GET
g Use Internet Banking | iMobile | Qlw TOUCH

WO RTH VOUCHERS m.icicibank.com for Bill Payment .

KNOW MORE CouponC ,Dunia ZONE

&) TECHVED .



CONCLUSION

Desktop-Retail

Users appreciated the look and feel of the website
Users appreciated all the options displayed upfront via the mega-menu

In terms of information they found the content easy to understand and being
provided in detail

Users had difficulty in comparing between particular products

Users were unable to see a product’s information in detail if they chose explore
option

Users appreciated and liked the ‘Progress with Us’ and ‘Grab Deals’ section

Users looked for offers for Credit Card/Debit under their respective sections as
they did not notice the Grab Deal/Expect such a section

In terms of Make Payment, users would like to see more options regarding offers

Cross promotion of relevant sections is required, for e.g. offers to be shown while
doing a recharge/bill payment
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CONCLUSION

Mobile - Retail

Users appreciated the shortcuts on the horizontal band but failed to see more
options provided behind a scroll

Users failed to relate to certain terms like Retail, Bank Smart, Progress With Us
which made them hesitate to explore

Users found the information easy to understand and enough. Their only concern
was the difficulty in finding it.

‘)TECH
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CONCLUSION

Desktop — Corporate

* Users failed to realize they would find business related information in the business
section and not the personal section
* Interms of information, apart from certain terms they found the information easy

to understand
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Corporate Office

I sales@techved.com ) : : ;
6th Floor, Thakur Mall Business Center, Thakur Village, Kandivali (E), Mumbai.

L +91 22 67421812
+31 9967105359 Dubai Office:
[~ www.techved.com Downtown Dubai, PO. Box 123234, Dubai, UAE.

Melbourne Office:
Level 5.01 Colline Street Melbourne Victoria Australia
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