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

and Mobile

UT: Axis Bank Website

Usability Testing Report
Date: 04th 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

Profile Axis Bank Other
Banks

Total

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
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Profile Axis Bank Other
Banks

Total

Retail Mobile 5 3 8

Retail Desktop 5 3 8

Corporate Desktop 3 0 3

Total 13 6 19



Majority of the 
users noticed “Open 
an Account” and the 
banner at once

General Findings
First thing noticed
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Users did not click 
on ‘Recently Visited’ 

General Findings
Recently Visited not used
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Why?
Users tried 
searching for the 
pages by browsing 
through mega-
menu



Users did not use 
the “Go to the Top 
Icon”

General Findings
’Go to the top’ Button was not used
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Why?
Users scrolled back 
up or used the 
floating menu to go 
to another page



Home Loan

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

• Does the user understand 
where to find it?

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

• Does the user find the 
information provided sufficient?

• What is the next step that the 
user will take?

• Does he notice the rates and 
charges?



Users select Home 
Loans via Apply Now

Home Loan: Discovery
Difficulty in discovering home loan
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Why?
Users assumed 
information 
regarding the Loan 
would be provided 
there 



Users assume that 
the information will 
be shown to them 
after the details are 
entered

Home Loan: Information
Loan information not given
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Why?
Users fail to 
understand the 
information 
regarding loans 
shown under 
Explore Products



Provide a link on the 
Apply Now Page for 
redirecting the user to 
the  Details Page to 
educate him with more 
information

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

Home Loan: Information
Unable to see complete information
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Why?
Users failed to 
understand the 
Loan headers were 
clickable



Addition of the word 
View Detail/Know 
More near the Loan 
header or Underlining 
the Loan type will 
provide more 
indication to it.

Solution
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Users did not click on 
the Useful links

Home Loan: Information
Useful links not noticed
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Why?
The link appeared 
in the users’ blind 
spot



Useful links can be 
positioned below the 
types of loans

Solution
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Users would not want 
to apply for the loan 
online

Home Loan: Lead
User would not apply online
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Why?
Users would like to 
visit the bank 
branch in person
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DELHI – Out of 9 users BANGALORE– Out of 8 user

65
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Discovery of segment

Ease of Understanding

information

Application by User

Explore Products (Loan)



Comparing Credit Card

Scenario : “You want to apply for a Credit Card. Compare the loans and apply for the 
best option for yourself”
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Objective:

• Is the user successful in finding 
Credit Cards Loan?

• 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?



Users were confused as 
to what had to be done 
to compare the Cards 
after being selected

Comparing Credit Cards 
Unable to compare cards
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Why?
The compare 
option appears in 
the users’ 
blindspot. Users 
did not notice the 
transition of option 
appearing and 
hiding as it was too 
fast

compare.avi
compare.avi
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Competitors Review - HDFC

Users found it difficult to 
find information regarding 
the loans and payments 
related to business



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.
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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

• In terms of information, apart from certain terms they found the information easy 
to understand
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