HSBC

ONLINE 2015

UX &Design

DIGITAL GENTRE of EXCELLENCE
0ct2014 RESTRICTED Versioq1.1



CONTENTS

Research @
HSBC vs Competition @
Opportunities @

Our vision @



ABOUT THIS DOCUMENT

Review our current propositions.
Understand the customer needs first.
Design better user experience for online banking.

OUR VISION
Make HSBC the top international bank by innovating.



CUSTOMERS

THEIR NEEDS

NEW TO BANK

Products

Why HSBC

Offers

Mobile experience

Help and support

EXISTING CUSTOMERS

Products

Easy access
Simple taskbased
Support



KNOWN ISSUES

WHAT WE NEED TO IMPROVE

x Complex user journeys

% Inconsistent branding across different pages

% Help pages outdated

% Missing links

% SEO (Looking for mortgages we are on 9 page)

% Copy should be spoken English, not banking jargon
% Adaptive pages

x HSBCiPad



OUR METHODOLOGY
RESEARCH

Competitive analysis

Metrics

IDEATION

Technology trends
Mood board
Sketching

DESIGN

Wireframing

Final visual designs



HSBCvs COMPETITION



HSBC LACAIXA MBANK BARCLAYS DENIZBANK  BANK BANKAPP BANK GENERALE FIDOR  NYKREDIT NUMBRS

OUR COMPETITION

SIMPLE  CHECK ABSA  SOCIETE

Gamification v v v v v
User experience v v v v v v v v v v
Social banking
Video banking
Location services

Peer to peer payment

Personalised advertising

C S < X

Auto suggested search

NFC mobile payment

C L L £ K L < £ KX
<

Wearable device

Contactless v

C L L L K K K K K < KX

App Tablet optimised v

N
<

Voice command ATM v

{
{

Multiple bank account monitor

{
{
<

Account assitance/safe to spend

Goals v v



A A A A

Location services Location services Ping peer2peer Social banking
Peer to Peer payments  Peer to Peer payments Contactless wearable User Experience
Personalised advertising  Personalised advertising user experience
Google like search Google like search Voice recognition in 2015
NFCmobie payment Video banking
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User Experience
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MOBILE PAYMENTS

53% of millennials don't think their
bank is any different from other banks.

- 73% would be more excited about

- a new financial services offering from

i Google/Amazon/Apple/ Square/Paypal
than their own bank.

o A VN o
(Source:www.millennialdisruptionindex.com, February 2014)
% 14% 19% 56%
11% 0 0 0
Interested and I have done [ would not | am interested , ,
would pay extra this in the last want this but only if it

for it 3 months 3 months were free



_@ WHO ARE THE MOBILE BANKERS

00 [ wa & %

AGED 25-34 YEARS OLD ARE WELL CONNECTED EXPECT MORE ON TOP OF THEIR HAVE A VOICE
MONEY MATTERS

I ¢ &F 28

ARE MORE INFORMED IMPULSE BUYERS HAVE CHOICES TRUST THEIR PEERS



_ MOBILE BANKING ACTIVITES

HOW HAS MOBILE BANKING CHANGED THE WAY YOU MANAGE YOUR FINANCES?

A A A A A A A

43% 30% 24% 23% 15% 15% 15%

[ am more in control of My money management | pay my bills on I have never missed | am saving more I'am overdrawn less often | am not paying overdraft
my finances has improved time more often a payment and late payment fines

Percent who answered “Since using mobile banking. ..” Sample size: 4,545 ING
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CONSISTENCY

BRANDING

PERSONALISED

HELP/EDUCATE

MOBILE APPS

GLOBAL GUIDELINES

PHOTOGRAPHY

LIVENESS

SEARCH IMPROVED

LOCATION AWARNESS

NAVIGATION

SPECIAL OFFERS

NOTIFICATION/ALERTS

ACCESSABILITY

SCAN BILLS

CONTEXTUAL NAV

DATA VISUALISATION

ACCOUNT CURRENCY

DEPENDING ON LOCATION

ATM INTERFACE

PA

HELP MANAGE YOUR SPENDING

OPPORTUNITIES/QUICK WINS

RESPONSIVE DESIGN REGIONAL OFFERS
LOCATION BUY OFFERS
PROPERTY ABROAD
HELP VIDEO CHAT A/BTESTING
SEO APPETITE MOBILE

PAYMENT
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D 5MIN ACCOUNT OPENING

©0000 BELL T 4:21 PM 3

Open account

Key HSBC account benefits:

Better Online Banking

=] Our Online Banking lets you do

m Overdraft servic
You can address your ¢
borrowing needs by arr
overdraft on your bank

much more than manage your
money.

a
Save with safe t
Earn cashback and ma
on holidays, energy bill
with exclusive online d

Contactless Card m
Customise your contactless debit

card with your favourite photo

or choose one from our gallery.

more details v

open HSBC accd
N mMinut

if you have already bank account with

First accoun

open HSBC Account in then 48 hol

()

©0000 BELL T

/@\

Open Account

=

Products &
Services

Vi

4:21 PM

ou looking for?

)

1 Mobile payments

Offers & Rewards

% 100% ==

Q

Generate Code

°
([ J
00 BELL ¥ 4:21 PM % 100% =
My HSBC =
Jonathan Smith
e 1,200.00
safe to spend:
|
more details
ABC @ 174 176
n DEF @ 70 70
=
GHI 240 240
20 |
JKL 158 158
=
MNO 520 520
0 |
PRS 240 240

Jo

Q

Search

1l

My HSBC Payment Transfer

Support
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YES
DOYOUHAVE SIMPLE £1 CARD PAYMENT INSTANT CONFIRMATION
OPEN ACCOUNT ANOTHER BANK /\—“:g} CORM @ OROPTIONAL TRANSFER J’f o CUSTOMER v )} oo
ACCOUNT OR CC = = VERIFICATION
INUK? BY HSBC
NO
NO
e »  DOCUMENTS 7z  CUSTOMER VERIFICATION
/5} FORM B’ PHOTOS ) BYHBCINBRANGH =~ —
& SIGNATURE 2/ MISSING INFORMATIONS?
| | ves

Customer is asked to provide missing information or documents

1 48 HOURS



OPEN SCREENS

HSBCAPP DOWNLOADED

DEFAULT HOME SCREEN

s8800 BELL T 4:21 PM

4 100% .

HSBC <»

Products &
Services

Offers & Rewards

Generate Code

OPEN ACCOUNT

#8800 BELL T 4:21PM £ 100% -

Open account

Key HSBC account benefits:

B Better Online Banking m Overdraft service

EZ] Our Oniine Ban you d You can address your short-term
bom
overdraft an y

more details =

open HSBC account

unt with UK bank

if you have already ¢

open HSBC Account in then 48 hours

CUSTOMER DETAILS

®ee00 BELL T 4:21PM 4 100% -

< Back Open account

Your first name

John

Your surname

Smith

Post code

SE1 R21

Street
123 Queens Street

City
London

Phone number

07896543210

Email Adress
john.smith@hsbc.com

~ Typi non habent claritatem insitam usus legentis in is qui.

Adhuc suavitate moderatius nam ad. An pri omittam contentiones, nonumy
virtute vix an, ad sumo aliquip vis. Cum commune nominati an, pro apeirian
demacritum definitiones. In facete detracto sed, accusamus intellegam.




OPEN SCREENS

TRANSFER TO VERIFY

@000 BELL T 421PM £ 100% -
< Back Open account —
GURRENT BANK CARD DETAILS
Dolorem veluptatum honestatis qui in, summo verterem

definitionem ne vix, nam no graece assueverit.

'-_;_\ barclaycard
'-ﬁ' m\_ VISA
Card number

4906000000000000 123

Veryfication code

Expiry date
10/2017

Adhuc suavitate mederatius nam ad. An pri omittam contentiones, nonumy
virtute vix an, ad sumo aliquip vis. Cum commune nominati an, pro apeirian
democritum definitiones. In facete detracto sed, accusamus intellagam

Transfer £1 to verify me

CONFIRMATION

*0e00 BELL T 4:21 PM

NOTIFICATION

1522

Friday 29 August

100% -

%

100% -

Open account

HSBC

Congratulations
Your account it is now active

Thank you

Dolorem voluptatum honestatis qui in, summo
verterem definitionem ne vix, nam no graece
assueverit. An tempor atomorum me

Confirmation will be sent via email addres:
johnessss@hshc.com
Duo autem eripuit partiendo cu, sed efficiantur consequuntur cu

07123456789

Terms & Conditions

Go to home screen

CONFIRMATION ACCOUNT ACTIVED

esec0 BELL T 4:21 PM £ 100% -
< Back Home screen =
. x
Congratulations
Utinam aliquip ex has, ne graece iriure vix. Gi
medio dve im ec, tempor antiopam,
eum id stet rﬁ

What are you looking for? q

S ) &

‘Open Account Mobile payments CGenerate Code

N S22 .-
= (T ]
Producs & Offers & Rewards Support

Services

Log on




OPEN SCREENS

WELCOME MESSAGE PIB ACCOUNT VIEW

eeec0 BELL T 4:21 PM ¥ 100% ®ee00 BELL T 4:21 PM % 100%
HSBC &<» — My HSBC —
Congratulations
Jonathan
Jonathan Smith
Utinam aliquip ex has, ne graece iriure vix graecis mediocrem 1 -00

adversarium eu nec.

safe to spend:

more details v

Customise your safe to spend

Earn cashback and make savings on holidays, energy bills and more
with exclusive online deals. Lorem ipsum dolor sit amet, consectetuer
dipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoreet.

customise it now

A 2Q & W,

CO ntl n ue My HSBC Payment Search Transfer Support

®@ OO0
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PRODUCT PAGE (LOANS)
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THANKYOU

FEEL FREETO CONTACT US IN CASE OF ANY QUESTIONS:
JOEL.GILL@HSBC.COM | NELSON.C.PIMENTA@HSBC.COM

UX&Design

DIGITAL CENTRE of EXCELLENCE

NELSONPIMENTA MACIEJBIERNAT g




