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1 EXECUTIVE SUMMARY

‘ (O8]

Chase is the customer banking arm of JP Morgan Chase. It serves half of the
American household with 5,100 branches and 16,000 ATMs across the country.
With a massive branch network, high rated offers, and a digital product, Chase is
often viewed as the country's largest banking. It has changed the modern banking
system making it streamlined by providing a website and a mobile application.
Chase Banking provides complete mobile applications that enable chase
users to carry on their banking activities without visiting their bank. The app
allows the chase credit card and debit card owner to bank convenience from their
phone. Some of their most valuable features are quick deposit, quick pay,
Location services, financial monitoring by viewing overall spending into categories
such as food, entertainment, gas, etc.
Chase has done a magnificent job of maximizing their user by reinforcing their
digital channels and mobile application with unique features. When it comes to
banking online through a mobile application, security is a significant concern for
credit card owners. Chase mobile application provides fingerprint technology that
adds an extra level of speed and convenience to the application. Which further
helps them to established trust and maximize the user base.
Another prominent feature to attract millennial's attention is the investment
ability within the mobile app. This feature appeals the young customers very early
on. Further, it converts them to high valued customers at a later stage. Not only
individual users, but Chase has also done a great job by providing support to
business owners.
The chase mobile application has a high acceptance rate and high rate of
satisfaction because of the wide range of features and the benefits it can provide.
However, it still needs improvement when it comes to the ease of use of digital
solutions (website and mobile). This report will focus on the evaluation of the
Chase mobile application.
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1.1 INQUIRY METHOD

The chase mobile application is researched by two main inquiry methods. i.e, User
Interviews, and web reviews. The inquiry methods helped to understand overall
usability flaws and collect deep insights about the interaction of the users with
the product.

User Interview

e The user interview was conducted with 5 participants to understand the
user's personal experience and pain points while using the chase mobile
application.

e The user interview began by sending a screener survey to collect potential
participants for the interview.

e The User interview highlights majors concerns with the application like
unnecessary high no of clicks, no error prevention, misleading visual cue,
missing features, etc.

Web Reviews
e The web review was done in two parts.
o Detail review by J.D Power: an American based data analytics and
customer intelligence company.
o Customer review posted on App store and google play.
e A total of 50 reviews were considered, which was divided into five principal
categories as shown in the figure
e The web review revealed more prominent problems like navigation errors,
log, and update issues, etc.
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Customer Reviews
20

15

10

No of reviews

User experience  Navigation Function issue Log In Issue Update made worse
Categories

Figure 1.1 Customers review graphs

1.3 PRINCIPLE BASED EVALUATION

The usability evaluation was conducted based on following usability principle

Consistency
Affordance
Feedback

Visual Momentum
Display Proximity

The following are the main recommendations proposed after evaluation the
Chase Mobile applications bases on the above usability principle

1.
2.

Buttons that perform similar functions should look similar.

The icons should be comprehendible. The icon used should be able to
communicate its intended meaning

Streamline all the icons and use the same icon for same action throughout
screens. Avoid using different colors for the selection highlights.
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The call to action should not be hidden inside interaction.

An arrow could help users to figure out that that the card can be swiped
left.

Use the whole screen to capture an image.

The dots are enough to give the feedback that there are only two screens in
the carousel.

Provide the titles to all screens. The title of a screen should match the
element clicked on the previous screen.

Placing similar features near to each other will help users to make the best
decision on which feature to use, based on the type of problem they are
trying to solve.

1.4 INTERFACE BASED EVALUATION

After principle-based evaluation, the chase application was evaluated on screen

by screen basic considering users goals. The following are the 6-screen evaluation

in the app.

Home screen
Today’s Snapshot
Chase offers
Schedule payment
Sign In

Forgot password

The following are the mail recommendation made after carefully reviewing the

issues on each screen

1.

Instead of a hamburger menu for main navigation, button navigation can
be used to make all the frequently used features to be visible on the home
page itself.
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2. The offer has been added should have a “remove” icon to undo the add
action.

3. Theicon can be displayed with a label as represented to the left of the
recommended screenshot to clearly communicate the meaning of the icon

4. A label of short description can be added to convey the meaning of the icon

5. Aradio button should be used to convey that the fact that only one among
three option can be selected

6. A clear solid background instead of an image background makes the icon
look so prominent.

7. A clear solid background instead of an image background makes the font
readable

8. The text field should not be grayed out. It should have a white background
which will improve the perspective of the text field.

9. The CTA button should only come to an active state when the action
related to the CTA button is done.

10.Error message should convey what went wrong.

1.5 GRADE

The global principle and interface-based evaluation gave an overview of how
severe problems users face in the application. The inconsistency in visual cues,
missing features, negative affordances of icons, and hamburger navigation
frustrates the users. Considering the number of high and medium priority
improvement that needs immediate attention, the overall grading of the existing
Chase app will be C-.
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2 INTRODUCTION

‘ (o¢]

When it comes to the financing sector and apps that help to manage finance,

Chase mobile application is the most talked-about product. This usability report is

intended to evaluate the chase banking application. The report will provide deep

insight into user’s needs, user’s pain points, and possibilities flaws within the

application. These usability insights are found out by analyzing the problem the

users have encountered while interacting with the application. The inquiry is done

through surveys, reviews, user interviews, and usability tests. Also, a summary of

findings and recommendations are provided.

2.1 OBJECTIVES OF THE EVALUATION

Evaluating needs and issues in completing the core tasks on mobile

applications.

Identifying problems with interacting the deceive on the following basic
O s it easier to navigate through various features and functionalities?
o Does the screen support effective interaction?
o Does the application guide throughout the interface or leaves the

users on their own?

Evaluating the time, it takes to complete a specific task

Evaluating the visual design to find out if the application demonstrates its

purpose and value.

Provide recommendations to improve the possibilities and interface flaws.
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2.2 METHODOLOGY

To evaluate the Chase mobile application, it is critical to understand the users of

the application and their primary needs. To understand the user's pain point two,
inquire methods were used: User interview, and web review. These methods are
described in detail in the ‘Contextual Inquiry Methods’ section.

Web review was used to examine the response of frequent used users. The users
revies which was taken under consideration were well experienced with most up
to date features of the app. A cognitive walkthrough of the product was also
conducted to identify violation of the usability principle. The insights of the
usability exercise feed information to analyze the principle and interface-based
evaluation of the application.

The Principle and interface-based evaluation were rated in the order of their
priority. These ratings demonstrate the urgency to address a specific flaw.
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2.3 PRODUCT DETAIL

Chase application is an extensive financial platform that can mitigate the strain of
managing user’s financial profiles. The app allows Chase credit card or debit card
owners to bank with chase from any location.

Chase application provides many useful features that make banking
effortless. Some of the most popular features include Quick Deposit, QuickPay,
Chase offers, and financial monitoring through Today’s Snapshot.

Below are images of chase mobile application

Sign in with just
a touch

Pay your bills with

Send money to

just a few taps almost anyone

V4Nl 230
| & SCHEDULE A PAYMENT X

Your payment's due

| W 401230
ll < CONFIRMATION X

CHASE &

ﬂ &

Scheduled payment is below the minimum
amount due.

CHASE FREEDOM (...1934)
Ls n Jun 12, 201

Halley's recieved your money.

Chase QuickPay® is better together with Zelle

$20.00

Statement balance

$31.20

Remember me Use token

Forgot User ID or Password?

Current balance

$31.20

Minimum payment due

$25.00

Sign Up Open an account Privacy oo

878382009

Figure 1.3a Screens of Chase mobile app with important features
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Chase application features

Quick deposit

o Quick Deposit is the most popular feature of the
with auto capture Chase application. It allows the chase customer to
capture an image to make the deposit electronically.
This feature is typical in the credit card industry, but

P — - its benefit certainly can’t be ignored.

Deposit to
PREMIER PLUS CKG (...1234)
$3,741.52

Deposit amou

$1,500.00

Routing number
089234134

Account number
126903486973

oo ]
Figure 2.3b Quick deposit

Send money to Quickpay
RR=LSyene QuickPay is another important feature of the Chase
application. Using Chase application user can make
person to person money transfer in real time. This

feature is supported by Zelle (a payment service)

&  CONFIRMATION

which is used to transfer money to the people with no
Halley’s recieved your money. Chase aCCOUHt.

Chase QuickPay® is better together with Zelle

$20.00

878382009

Figure 2.3 c QuickPay
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Check your daily
spending

o
Spending on food & drink

Posted card transactions

Figure 2.3d Today’s snapshot

Explore your
personalized offers

Get auto insights and benefits with
Mycar @

22 Schedule a meetine

Figure 2.3e Chase offers
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Today’s Snapshot

Unlike any other financial application chase provide
financial monitoring on daily expenditure through one
of its unique features i.e., Today’s Snapshot. This is
one of the most loved features on chase application.
This feature not only shows user’s daily spending
habits but also helps users to see their overall
spending trend by breaking down their monthly
spending into categories like food, entertainment etc.

Chase offers

Chase provides very personalized offers specific to their
customers. Chase Offers is a critical feature which chase
banking uses to fulfill their goal of maximizing user
base.

SNEHA SATAPATHY
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2.4 PRODUCT TASK AND GOALS

Goal

Provide faster and secured sign in process

Making a quick payment

Deposit a check without visiting the bank

Viewing transaction detail of each card

Enable location to see nearby branch

Monitor account balance and spending

Analyze the trend on expense categories like food, gas, shopping’s etc.

Pay rent, mortgage, utilities, credit card and other bills.
Deposit a check
Keep track of important activities by
o Getting free credit scores
o Track customize view of annual spending and trends
Enable location to find out the nearest branch
View statement
Avail chase personalized offers
Take digital assistant in case of need.

Make online investments.

Summery

Chase mobile application is a wonderful application with many beneficial

features. However, it’s not perfect in term of providing a user-friendly experience.
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Primary users
e Expert users
o Users with 4-5 years of experience with the Chase application
o Family account- Users having a joint account with family
o Frequent travelers - Travel lovers who make an online payment and
monitor expenditure through the mobile app during their trip
o Allrounder users- Users who use chase application to do banking,
credit cards, and invest with JP Morgan in one place
o Business owners- Users with business checking and savings account
with the chase to manage cash flow and make significant purchases
any time anywhere through the Chase application
e Novice user
o High school student - Student with 13 to 19 years of age having
chase account with parents or guardian
Shopping lovers - Users who love to avail chase offers
Online bill payers- users who make online payment
o No account users- Users with no chase bank account but use chase
card to have a card to pay online bills.

Secondary users
Business owners are the secondary users who need extra security to run their
business for the chase application. Business owners have frequent cash flow in
and out of their accounts solely for their business purposes. Business owners
might use business checking, Business loans, Business credit cards, commercial
banking, etc.

e Small business owners

e Mid-size business owners

e Large size business owners

USABILITY REPORT SNEHA SATAPATHY
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3.1 USE CASES

Check balance on chase account and view statement

Capture an image of a Check and make a deposit

QuickPay money to a friend with no chase account

View todays snapshot and analyze the trend with various categories
Use a chase offer

View recent transition

N oy s WD RE

Find nearest chase branch in an unknown location

USABILITY REPORT SNEHA SATAPATHY



16

3.2 PERSONA

Persona 1

“I love shopping but want to stay within
budget, | want offers which can help me
to shop more. | want a convenient way

in which | can view my transition during

travelling”

Name: Jina

Age: 25 years
Gender: Female

Profession: Graduate student

Lives In: San Francisco, CA

Goal:
e Make quick online payment.
e Make cashless payments
e Avail offers

Motivation:

o Handy mobile application

o Easy view to statement to keep track of her spending

o See trend of her expenditure
Proficiency: Novice
Frequent of use: medium
Jina is a grad student who has recently graduated from San Jose state university.
She is on a solo trip to New York after graduation and has planned to spend her
maximum trip shopping. Jina uses the chase mobile app and credit card to pay for
her expenses during her trip. However, she is cautious with her spending and
wants to remain within budget. She wants to espy her expenditure trends and
stay abreast.

USABILITY REPORT SNEHA SATAPATHY
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Persona 2

“I love investing my money and getting
profit, but | am looking forward for

financial advice”

Name: Mike

Age: 36

Gender: Male
Profession: VP of Sales
Lives In: Phoenix, Arizona
Goal:

e Make investment with JP Morgan

e Need financial advising

e Want to start investing but have no interest in dealing with their
investments themselves
Motivation:
e Robo advisor for investment
e Easy-to-use platform.
Frequent of use: high
Proficiency: Expert

Mike is financially reliable and prefers to invest his earnings in expanding profits.
He needs an application that can take care of his banking, credit cards, and
investment information in one place. As a VP of sales, Mike remains occupied and
has no time to get involved in investments' complexity. He needs a Robo advisor
who can suggest to him the best fit risk tolerance and investment goals.

Also, as he has multiple cards and no time to manage each, he needs customized
notifications for lows balance, large transactions, account activities, and
payments.

USABILITY REPORT SNEHA SATAPATHY
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Persona 3

“I love my business and | have to work
hard to gain profit again. | am happy that

| have the support of chase application”

Name: Camila
Age: 30
Gender: Female

Profession: Owner or CAM Cafe

Lives In: Los Angeles, CA
Goal:

e During COVID she had to transit the payment process of her café to

completely cashless

e Improve her cash flow
Motivation: Easy and secure payment for customers
Frequent of use: high
Proficiency: Expert
Camila owns a café in Los Angeles. She lost 75 % of her business after the COVID.
Nevertheless, currently, her business is back and is doing everything to maximize
her profit. She had to transit to touch-free and cashless payment completely. She
also needs a secure and straightforward method to process payroll to her
employees. As she manages both her customers and monitors daily transactions,
a mobile application fits her need to check the cash flow without visiting the bank
regularly.

USABILITY REPORT SNEHA SATAPATHY



19

4 INQUIRY METHODS

Two inquiry methods were performed to gain an understanding of how users
interact with the Chase mobile application. The first inquiry method was the user
interview which was conducted by 5 potential users. The interview was
conducted virtually through video calling.

The second method was web review from the Apple app store, Google Play
Store, and reddit.com. To collect the most relevant reviews, appropriate to the
latest version of the chase mobile application, the comments were carefully
observed and filtered by date and the newest reviews.

4.1 USER INTERVIEW

Goal
To understand the user’s personal experience and pain points while using the
chase mobile application.

Methods

Screening- The inquiry process began by conducting an online survey to recruit 5
potential users of the chase mobile application. The online survey was carried out
with a google survey form. The screening survey question included questions
about the following:

Participants details

Demographic information

Frequency of their uses

B wnN e

Satisfaction level with the chase application.

User Interview- The user interview was conducted through video calling. Each
interview was conducted for 30-35 minutes. The question for the interview was

pre-made and was divided into the following three sections: -
USABILITY REPORT SNEHA SATAPATHY
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e Perception of the
product- Questions like
how long they have been
using the product and
what were their
satisfaction level with the
product were covered in
this section of the
interview.

e Pain Point: In this section
user experience with the
product was asked
together with questions

on their frustration and
difficulties while

] ) ) Figure 4.1 Participant Sharing his experience with chase
interacting with the Chase Mobile application

mobile application.

e Expectations: This section of the interview contains questions like what they
like about the app, what do they wish to change, what other features do they
use. Etc.

To make perfectly understand the participants the same questions were asked
multiple times in a different manner. Follow-up and clarification questions were
asked when needed.

Participants

The initial screening was completed by 24 participants out of which 5 participants
were selected for the video interview. To have a better demographic distribution
of the participant’s age was varied from 48 to 22 years. In the initial screener
guestionnaire, some users also indicated a better satisfactory experience with the
chase Mobile application. However, these participants were not selected for the
interview. The users who use Chase mobile app daily, on a weekly basis, and
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occasionally were further selected. The distribution of potential participants that
were recruited with respect to frequency of use are shown below:

Frequency of use Every day Once in two Monthly(occasionall
weeks y)
No of participants 3 1 1
recruited

Table 4.1a Number of participants based on frequency of use

The distribution with “how long they have been using Chase mobile app” was also
considered during the recruitment. The distribution of length of experience of
potential participants are shown below:

Length of More than 2 years Last 1 year Past few months

experience

No of participants 2 2 1

Table 4.1b Number of participants based on length of experience

USABILITY REPORT SNEHA SATAPATHY
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REFLECTION

User 1 Money User offers | For better | Performs Good
transfer, and navigation |too many features but
track rewards steps for a | difficult to
transaction, simple task |[use
Online like sending
investment money
s, Manage
credit card

User 2 Pay bills, Daily For more It neutral
Deposit snapshots | banking sometimes
check, for cash features crashes on
Online flow and like other me and the
investment | spending bank apps | offers
s, Check by category provided
Balance are too

less, there
is no way
to remove
an offer.

User 3 Deposit Track The app Closing an || have spent
checks, Pay | transaction | notifieson [accountis [ muchtime to
bills, Check |s how much | not provide | get to use it
Balance was spent | online orin | properly, so |

weekly the mobile |[don’t like it
app

User 4 Deposit Rewards, fewer ads | It difficult It helps but
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checks, Chase to edit can be
Transfer Offers scheduled |improved
Money payments

User 5 The recent | Spending The detail Now too
transaction, | Summary of many clicks
Credit translation |to reach
Journey, was easier |[the recent
Check to transaction
Balance approach,

RESULT

Five users were interviewed through video calling. Following are the summary of
responses for the questions

Background

Q How did you first come to know about the mobile app?

3 out of 5 users said they were being introduced to it by the bank. 1 user came to
know about the chase mobile app by browsing online and the other was
introduced by a friend.

Q Since when have you been using it?

3 out of 5 users were familiar with the mobile application for more than 2 years. 1
user was using the mobile app for the past 1 year, However, before using the
mobile application he was familiar with the web application of Chase. And 1 user
was familiar with the mobile app for the past few months.

Q What do you use the mobile application for?
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Participants with more than 2 years of experience using the chase mobile
application perform tasks like Check Balance, manage credit cards, paying bills,
Investments, Deposit checks, transfer Money, check daily snapshots as well as to
avail offers and rewards provided by chase bank. However, it was observed that
the 2 participants who use the app for less than 2 years perform less task as
compared to the other 3 participants. Examples of the task would be deposit
check, pay bills, and very rarely money transfer.

The participants who were familiar with the chase mobile application for more
than 2 years, use it to perform a lot of tasks as compared to the other 2 users who
have been using the mobile application for less than 2 years.

Q At what frequency do you use the chase mobile app?

3 out of 5 participants use the mobile app almost every day to check the detail of
the cash flow and money spent by category. 2 users use it once in 2 weeks to
deposit checks or pay bills.

Feature

Q What features do you like the most in Chase Mobile app?

Keep track of spending: 4 out of 5 participants told they like to keep track of their
spending along with their receipt. The participants were further asked to
elaborate why they like the feature. To which 3 out of 5 replied that in case of a
problem they refer to the app, see purchase or withdraw information with a
phone number which allows them to be able to research the problem and analyze
the details before calling the bank.

Manage bills- All 5 participants use the app to manage their bills. They were not
completely satisfied with the user experience of this feature, however, the fact
that this feature even exists have helped them a lot. Participants use the features
like paying bills, view statements, making payments and checking balances.
Offers-2 out of 5 also liked the offer suggestion that the app provides
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Q Any more features that you wish to have in the chase mobile application?

Tour guidance to better navigate for new users

Among the 5 participants | interviewed with, 2 of them were novice users who

used the app for less than 1 year. Both participants said that the app was

complex to use initially and they would love to use guidance steps when you

first install the app. They would love to see a tour for new users and assist

them with proper setup and operation of the app.

4 out of 5 participants suggested that they would love to see details of the

transaction on clicking it. They have experienced situations where they had

online transactions and couldn't find any info on it besides disputing it.

Q What problems do you face in the chase mobile

application?

5 out of 5 participants experienced repeated
freezing of the application after the recent
update. Participants show high dissatisfaction in
this function and were extremely unhappy about
this.

4 out of 5 participants said that the feature they
use the most like recent transitions are hidden
inside and needs 1 or 2 clicks to reach it. What
they were upset about is that the relevant data
were present on the home screen. However, a
recent update has made the user experience
worse.

2 out of 5 participants had only 1 account. They
did not like an extra click to see details of the
account.

1 expert users pointed out that the CTA button in

Problem

Today's Snapshot 6+ insights
Card usage this week: $0

Accounts ©

Figure 4.1a Hidden CTA

the homepage is hidden (figure 4.1a) and it took him more than 6 years to

discover the same.

USABILITY REPORT
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Q What frustrates you the most?

All participants were frustrated with the repeated updating of the app.

Participants mentioned that every time the app gets updated, they must relearn

some things. Also, some or the other feature gets difficult to work with.

e 4 out of 5 users get annoyed with the feature of chase mobile app repeated
auto logging out of the users. Repetitive login by entering credential frustrates
the participants.

e 3 participants said that the app was not very accurate in tracking card use.
Inaccurate information on the card use creates panic and frustration among
the users

Q Overall comment?

All participants were happy with the features that this app provides. However,
they showed dissatisfaction on the ease of use. Everyone told me that the app
User experience could be improved.

USABILITY REPORT SNEHA SATAPATHY
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The apps need more clicks to
do small tasks

Overly a lot of space is wasted which could have
been used to display relevant data up front. This
could further reduce no of clicks to perform a task.

The app is not personalized
as per used and the type of
service they receive from the
bank.

Some users just have only 1 account and no credit
card linked to Chase bank. In such a case the app
should be smart enough to personalize their
homepage with the information relevant to them.

Visual design cue to
complete the task are miss
leading.

The image shown above represent a flow to
deposit check. Users must first click on the
account, and they will be taken to the 2nd image.
On clicking of next on the second screen they will
be taken to the three screens where they can
change the account selected.

This is confusing as next should take to the next
step. And to choose another account the flow
should rather come back to 1 page.

User take wrong action due
to wrong use of label or icons

The button labels should exactly represent the
action it intends to conduct.

USABILITY REPORT
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4.2 WEB REVIEWS

Goal

To further evaluate the Chase mobile application web reviews were conducted as
the second inquiry method was used. A variety of user reviews were analyzed by
professional and common users’ reviews and many useful Insights were gathered.

Methods

The web review method began with a general google search which further led to

various review websites. Keywords like” Chase Mobile app”, “Chase mobile app

reviews”, “Chase mobile app problems”, “Chase Mobile app features” etc. were
used for searching the web review. There were two types of web reviews, one
was in the form of articles which summarized the various problems with the chase
mobile application out various problems as well as real users review. Reviews
were also collected from platforms like Apple store, google play store, and
amazon reviews. Data from J.D power were also analyzed.

The reviews that were collected from the above-mentioned platform are divided

into the following categories.

e Bad User Experience- The reviews which pointed out the bad user experience
of the chase mobile application. Few reviews also compared the app to other
banking applications

e Navigation- The reviews that point out the problems in using the application
or navigating through the application.

e Update made the app worse- This session included frustration with the new
upgraded version which was done in the month at the beginning of October.
Bad reviews were flooded with indications of the user's dissatisfaction with the
user’s experience of the new version.

e Login issues- This section covers features that indicate error and difficulty
during the login of the application.

e Function Issues- This section includes reviews with specific problems regarding
the specific feature of the application.

Following are the website that has been used to gather the reviews
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Link: https://www.jdpower.com/business/press-releases/2019-us-banking-and-

credit-card-mobile-app-studies

The J.D Power is an American based data analytics and customer intelligence
company. On 27 June 2019 J.D Power released an article about their study on
customer satisfaction on banking mobile applications. Customer satisfaction on
the chase mobile app was compared to various other banking apps like Capital
One, Citi, Union Bank, etc. A rating on 3 out of 5 (above average) was given to the
chase mobile application. However, the mobile application still needs a lot of

improvements.
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J.D. Power

2019 U.S. Banking Mobile App Satisfaction StudysV
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Charts and graphs extracted from this press reiease for use by the media must be accompanied by a statement identifying
J.D. Power as the pubiisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this

reiease or 1.D. Power survey resuits without the express prior written consent of J.D. Power.

Figure 4.2a J. D Power showing chase mobile app rating
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Apple store:

Link: https://apps.apple.com/us/app/chase-mobile/id298867247#see-all/reviews
The Apple App store is an online store from where users can download and install
the Chase mobile applications for iOS devices. The App store shows a good rating
for Chase Mobile app because of the features that it provides. However, ease of

use still needs a lot of improvements. The recent update made during the recent
month has made things worse

iPhone Vv Support

App Store Preview

This app is available only on the App Store for iPhone and iPad.

Chase Mobile®
JPMorgan Chase & Co.

#6 in Finance
k% 4.8+ 2.9M Ratings

Free

Screenshots iphone iPad

Sign in with Bank from almost Send money to
FacelD anywhere almost anyone

Deposit checks
with auto capture

CHASE®

L 4

$1,500.00

=Jm=

$1,002.90

Figure 4.2b Apple store showing chase app ratings
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https://play.google.com/store/apps/details?id=com.chase.sig.android&hl=en US

&gl=US&showAllReviews=true

The google app store is an online store where users can download and install the

Chase mobile app for Android devices.

B Google Play

My apps
Shop

~

Games
Kids

Editors' Choice

Account

Payment methods

Play Points New
My subscriptions
Redeem

Buy gift card

My wishlist

My Play activity

Parent Guide
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Search n

Categories v Home Top charts New releases

Chase Mobile

JPMorgan Chase Finance * ok ok k¥ 1641872 &

€ Everyone

A You don't have any devices.

[}] Addto wishlist m

REVIEWS © Review Policy

Most relevant v All Devices v 1-star v

User reviews

Kyle Woods I.
* October 21,2020 8

New update caused bugs. Ever since | downloaded the last update (10/10/20 ish) the app
keeps crashing or closing itself and going to my phone's home screen. The app has always
lagged and taken a long time to load, now | have to reopen or restart the app every time | go

to check my balance, sometimes

Full Review

Figure 4.2c Google play showing chase app ratings
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RESULTS AND FINDINGS

The reviews from google store and apple play store were divided into 5 categories
and were analyzed. A total of 50 reviews were collected. The below is the
distribution of the reviews. It clearly shows that users were mostly dissatisfied
with the navigation and how the app works. Another important finding that is
analyzed from the user review is that the recent update created many functional

and usability issues in the chase mobile app.

Customer Reviews

No of reviews

20

User experience Navigation Function issue Log In Issue Update made worse

Categories

Figure 4.2d Customer review graph

Analysis table for customer Review

Category No of reviews Percentage
User experience 18 36.00%
Navigation 7 14.00%
Function issue 8 16.00%
Log In Issue 6 12.00%
Update made worse 11 22.00%
Total 50 100.00%
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User Experience

Most of the customers are satisfied with the Chase app because of the
functionalities; however, the app's experience is claimed to be worse than any
other issue. The app uses a smaller font size with grey text on the imagery
background. This violates the principle of readability and creates frustration
among users. Moreover, the important information is hidden inside the
interactions. Out of 50 reviews analyzed, 18 reviews covered user experience and
navigational feedback. 4 out of 18 reviews complained about the app is difficult to
use. Below are the examples of the interface with issues and some reviews
collected via google play and apple store.

Review from apple store

X

*ok

EdMac48, 02/24/2019

Changes should be improvements

The predominant use of gray text on white background is not an improvement. If a person
has multiple accounts, monitoring activity has become less user friendly. The fact that on
an iPad the display area is larger than it was previously, is an improvement but it is out
weighted by gray text on white. The fact that more “taps"” are required for simple operations
is not an improvement. Wanting to sign off the app. is not abnormal however it requires a
screen change and possibly a scroll. These are only a few of the issues.

Daily Weekly Monthl Review from Google play
Kate Capps
¢ Fi} PP i@
777777777777777777777 o <o It use ot be user friend i could see the last see transactions as soon as i opened the app and
logged in. Now i cant even find my transactions thanks to the new update/look theyve
O O “ changed to.
Fri sat Sun Mon Today

Figure 4.2f reviews on UX issues

You don't have any card
transactions today.

Figure 4.2e Screen
representing UX issues
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Navigation

The review revealed the difficulty in navigation. The critical information is hidden

deep inside the app; it is almost impossible for users to discover the desired

feature. The nesting of the feature might make the interaction too complicated

and result in not using the application to a significant extent. Below are the

examples of the interface with issues and some reviews collected via google play
store.

ull T-Mobile = 11:45 AM

Review from Google play

vincent scuorzo

i
* * October 10, 2020 5
Basic information is easy enough to access but navigation can be a little confusing for cer-
tain things. Mobile deposit has not worked on my Pixel 2 for months now and the latest ver-
sion is even more broken. Used to work just fine. Very inconvenient

More options X

Stephanie Sherrard I.
TOTAL CHECKING : * % October 19, 2020
I've had Chase app a long time. This new update is much more difficult to navigate. Liked the
. old one better.
Deposit checks
Use QuickDeposit™ from your mobile phone to . . . . .
deposit checks Figure 4.2h reviews on navigation issues

Send a gift

Send a gift card or cash amount from your account

Schedule ATM withdrawal

Set up or review a scheduled ATM withdrawal

See statements

Figure 4.2g Screen representing
navigation issues
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Functionality
Some of the customers were highly dissatisfied with the deposit and notification

functionalities. Out of 50 reviews, nearly eight reviews complained about the
deposit feature. Some features were also found missing, for example, in the offers
as shown in the figure below. There is no way to remove an offer once it has
already been added. Below are the examples of the interface with issues and
some reviews collected via google play and apple store.

12:58 PM

All Adde

$0.00

d Redeemed

12:52 PM

Chase Offers

$7 back at Stitch Fix
x @ ADDED

®

31 days left | Expires 12/18/2020

12:53 PM

Al (22) ~
* per Stitch Fix account
NEW o NEW O o table donations. Offe t
e Dwmme kindle
76 s5ba 20% back
o o F
<O —
-
$10back % ba 525 back
) & &

=} Firstleaf
et e cuvm
$35 back

Figure 4.2i Screen representing

to create your Style Profile

directly with the

10% back

functional issues

USABILITY REPORT

35

Review from apple store
x

MacMac__, 10/08/2019

Pay bills failure

| set up a monthly bill pay to Wells Fargo in order to pay for my student loan so that | do not
have to physically go to the bank to pay for the loan. | noticed that Wells Fargo did not
receive my payment. | then contacted chase and | was informed that the actual check
somehow got lost in the mail. | thought this was done electronically however it is not fully
completed electronically. Chase then had to cancel the check and | was informed that |
would be credited back in 2-3 business days. | called back in 3 days and was informed that
the actual process of crediting back my account just started so | then was informed to wait
another 2-5 business days for the money to be credited back. School loan lenders don’t
have sympathy for situations like this and they just want their money when they want it and
going through this process has proven to be ineffective. For other customers reading this |
recommend to stick with physically going to the bank of your lender to pay for the loan and
to not rely on this technology as it has proven to be a failure. | canceled all future monthly
payments so that | do not have to go through this again.

Review from Google play

Colette Fontana
9 * I.

No matter what | do the app will not let me deposit a check. | tried in two different accounts.

I tried uninstalling the app. | made sure there's no updates. | even coincidentally factory reset
my phone. It's a definite defect and it's a major one. As soon as | hit the “front" button to take

apico

Figure 4.2j Reviews on functional issues
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Review from apple store

TheMadCorellian, 08/29/2020

WAS GREAT - now UNUSABLE!!

Haven't been able to log in for weeks.
Contacted customer service - was told to
uninstall/reinstall, tried rebooting my phone;
nothing works. They said another depar more

Review from Google play

Vishvesh Patel
' 1
¥ *

FIX THE LOGIN EXPERIENCE! - Lots of functiona

But lacking organization JI glitche

> unlock. Edit: | w
port for f:

Login exper

t it together Chase!

Figure 4.2k Reviews on login issues

Review from apple store

Affinator, 05/01/2018

App needs to be fixed

This app used to be great. About 7-8 months
ago, | couldn’t use the finger scanning to log
in. When | entered my password, it said it was
no longer valid. | went through the proc: more

Review from Google play

Justin Joseph :

O ; - :
*

ate destroys the app | can't tap nless | switc  back into the

Figure 4.2L reviews on updates
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Login

The review pointed out that the customers
face problems while logging into the
application. Log in is the first step to
onboard the users; hence it needs to be
faultless. However, most of the users
expressed their dissatisfaction because
they could not log in to the application.
The figure to the left shows examples of
some reviews collected via google play and
apple store.

Update made it worse

The reviewers faced most of the problem
after the update. Hence among 50 review
that were being analyzed almost 12 reviews
just covered the fact that the recent update
of the app increased the problems. Below
are examples of some reviews collected via
google play and apple store. The figure to
the left shows examples of some reviews
collected via google play and apple store.
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SUMMARY

The overview of the web review revealed five significant issues on the chase

application.

Many bad reviews covered the issues they face in the user's experience.
They pointed out the face of the feature is difficult to discover.

Expert users revealed the problem that the navigation is complicated in the
chase application. Users with multiple accounts pointed out that it's almost
impossible to monitor multiple accounts.

The app is good with overall functionality; however, web reviews suggested
that some apparent features like notification and deposit are not
functioni