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Product Overview

Duration

My Role

Tools used

The IDFC FIRST Bank Mobile Banking App is a secure, all-in-
one digital platform that empowers users to manage their 
finances seamlessly. Designed with a user-first approach, the 
app combines everyday banking, investment tools, and 
financial planning features in a unified experience.

6 Months

Research , High fidelity designs 

Figma, Google forms, Google docs, Adobe photoshop,

Figjam, Adobe illustrator

Problem Statement
Despite being highly rated by users, the IDFC Bank app still 
poses usability challenges for new and intermediate users. 
With increasing competition in the digital banking space, the 
app's current user experience does not fully support 
seamless navigation, financial literacy, or goal-based 
features. Users often struggle to discover relevant tools, 
understand complex financial terms, or complete key tasks 
like investment or loan applications without assistance.

Possible solution
� Simplified Onboarding: Step-by-step setup with clear 

goals and helpful tooltips for first-time users�
� Easy Navigation: Bottom tab bar and floating quick-action 

button for faster access to key features�
� Built-in Financial Guidance: Simple tips, visual aids, and 

toggle between basic and expert views to assist all user 
levels�

� Personal Dashboard: Customized home with spend 
summary, upcoming bills, goal tracker, and pinned 
actions�

� Smart Nudges & Support: Timely reminders, in-app chat, 
and instant feedback options to enhance engagement 
and help.

Design Process

The traditional Design Thinking process was used. It started with getting to know the users, their discomfort, 
pain points and what they liked, through User Interviews. Based on the input from the users and some 
Competitive Analysis of other popular banking apps the actual design challenges were defined. Now with the 
research completed quick brainstorming exercises were conducted to gain ideas on how we can overcome 
the challenges with an appropriate design solution. The wireframes were converted to functional prototypes 
which were tested by the user and reiterated. and some visual design in the end.
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User Research

We conducted one-on-one interviews with our existing customers in both urban and 
semi-urban areas. These interviews helped us understand their real-life experiences, 
preferences, and challenges while using our app. The insights gained allowed us to better 
align our features with user expectations.

Key Findings


User Interviews: 

Surveys:
App & Play Store Reviews Analysis: 

Usability Testing:

Conclusion





Conducted 1-on-1 interviews with existing customers across urban and 

semi-urban areas.

 Collected online feedback via in-app prompts and email campaigns.


Analyzed user reviews from Google Play Store and 
Apple App Store.


 Observed users performing tasks such as money transfers, bill 
payments, and checking balances. 

 Compared features and UX with leading apps like HDFC 
Bank, ICICI Bank, Axis Bank, and Kotak Mahindra Bank.



The research showed that most users liked the IDFC FIRST Bank mobile app because it 
was clean, easy to use, and had strong security. Features like quick account setup and 
credit card controls worked well and made banking simple.

Competitive Benchmarking:

Competitive Analysis

I conducted a comparative study of five major Indian banking apps: HDFC Bank, ICICI iMobile Pay, 
Axis Bank, Kotak 811, and IDFC FIRST itself.

Modern, clean

User Persona

Varun and Bank: Visiting the bank is a stressful and time-consuming activity, and mobile apps are not 
intuitive. Mobile apps are buggy and don’t give you the confidence to use them, especially because they deal 
with money. 
He doesn’t want to take risks, but he also doesn’t have the time to frequently visit the bank.

Goals

� He wants a clean and easy interface focused on function, 
not fancy design�

� He needs reassurance that the app is secure and reliable 
for money-related tasks.�

� Clear language and guidance are important, as he avoids 
making risky mistakes�

� He wants to avoid wasting time by doing everything 
digitally.�

� He needs to get things done fast between work hours 
and commuting�

� He prefers tools that help him monitor balances, 
transactions, and spending clearly.

Pain points

� He finds most banking apps cluttered and confusing, 
especially for important tasks�

� He worries about making mistakes while using the app 
and prefers not to take risks with his money�

� He often has to go physically to the branch, which 
defeats the purpose of mobile banking�

� Long work hours and travel make it difficult for him to 
spend time figuring out complex app features or visiting 
banks�

� He struggles due to the absence of clear instructions, 
tooltips, or customer support within the mobile 
experience.

Varun

Age

Gender

Status

Education

Occupation

Location

30

Male

Married

B.A Finance

Software

Mumbai

Background

Varun, a recent graduate, works 
at Software.Inc, a SaaS company. 
He lives with his parents and 
younger sister. His weekdays run 
from 9 AM to 6 PM with a 2-hour 
daily commute, often extending 
hours to meet deadlines. He has 
average financial knowledge and 
owns a credit card linked to his 
salary account.

User Empathy

Here’s an Empathy Map for an IDFC Bank appbased on the previous information. The empathy map helps 
understand the user's mindset and behavior in the context of mobile banking.

Says

� I want quick access to my balance 
and transactions.
�

� I need reminders for bill payments

Thinks

� Why is this screen so confusing�
� This app should make my financial 

life easier, not harder.

Does

� Frustrated when navigation takes too 
many steps.�

� Overwhelmed with too many features 
in a cluttered interface.

Feels

� Only checks balance, makes UPI 
payments, or pays bills�

� Contacts customer support if a 
transaction fails.
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The Inter font is a highly readable and versatile 
sans-serif typeface, specially designed for digital 
interfaces. It’s widely used in apps, websites, and 
dashboards due to its clarity and accessibility.
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