
Issue: Text Overload



Issue: Inconsistent 
Action Labels 



Advice: Assist User 
with progressive 
disclosure to share 
details




Advice: Keep action 
labels consistent

Issue: I’m going to 
plow through a 
new account 
application flow - 
don’t know how 
long the scope is?



Advice: Indicate 
how many steps 
are there in 
opening new 
account process



This led me direct 
decision to 
abandon the 
process, as I simply 
assumed it’s a 
lenghty process 
and I don’t know 
what all info I need 
to provide.

Issue: I selected “Checking 
Account” - but can’t see on the 
app what kind of account option 
I started with



Advice: Ensure selected product 
name is provided across the 
flow

Issue: Tall 
horizontal scroll 
areas on mobile 
hijack the mobile 
experience



Advice: Assist 
User with 
progressive 
disclosure to 
share details

Issue: Entire list of 
US States - where 
as bank allows 
digital onboarding 
in specific states in 
US. 



Advice: Better to 
show the limited 
list of US States in 
the dropdown

Issue: This help text is 
not useful 



Advice: Email and ph 
numbers are unique IDs

Issue: Asking for 
country code where as 
I’ve already selected a 
State in US 



Advice: Provide smart 
defaults instead of 
asking user to input the 
data all the time

Issue: Resend and 
code expiration is 
merged as one  



Advice: Show 
Resend Code as a 
separate link



Add a Label for 
Timer - “Code 
expires in”

Issue: Asking 
Government 
issue ID in the 
middle of a long 
process



Advice: Consider 
having a list of 
documents 
required for the 
new account 
upfront in the 
process



Like I got this 
nore in the 
followup email 
when I 
abandoned open 
new account 
process

Issue: Account I selected is 
“Checking Account” - the 
label is different in the flow



Advice: Keep Product 
labels consistent

Issue: Application name 
changed during the flow



 

Advice: Keep Product 
naming consistent

Issue: Stepped Tabs 
placed at the navigation 
area of mobile



 


Advice: Provide stepped 
tabs on the top of the 
mobile page and across 
the app

Issue: Relying solely on 
user’s judement of what 
country are we talking 
about?



Advice: I would add 
country name or map + 
name because it’s showing 
US States only (and the 
app is downloaded from 
US Appstore)

Issue: Error on 
selecting a state 




Advice: Digital 
Onboarding is  
limited to specific 
states - can be 
there upfront to 
prevent the can’t 
open an account 
error

Issue: Instead of 
exit application



Advice: What 
would be helpful 
is contact 
support or send 
an email for next 
steps

Issue: I’ve to 
manually scroll 
up the form to fill 
all the fields



Advice: Have 
Page title and 
support text 
scrolled out of 
the view area to 
give adequate 
space for the 
form fields

Issue: Heading 
misalignment

Issue: 
Inconsistent use 
of UI elements

Issue: Inconsistent 
placement of Help Lin

 Under the button



Advice: Consider having a 
fixed space to access help 
through the UI

Issue: 
Inconsistent 
placement 
of Help lin

 Above 
the 
button

Issue: Two labels for 
same action



Advice: Action labels 
should be self 
explanatory

Issue: Missing EW 
Bank Branding



Advice: Ensure using a 
logo that has both text 
and graphics

Wooaahh...

That’s a big prompt


20+ Mobile Usability Guidelines

Journey: Apply for EastWest Bank Checking Account

Persona: New user (Rajiv Kaul) found about the app after talking to EW Bank employee. I’m a US 
Greencard holder with India citizenship. Interested in expanding business in Asia.
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