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ABOUT THE STUDY

Mobile Banking Review Europe 2018 is an 

independent study of European mobile banking for 

individuals.

Mobile banking apps in 10 countries were selected 

for the study:

• 5 largest European economies: Great Britain, 

Germany, Spain, Italy and France.

• 5 European countries where more than 90% of 

the population use digital banking services: 

Denmark, the Netherlands, Norway, Finland and 

Sweden.

In each country, mobile apps from the largest retail 

and digital banks were selected – i.e. those most 

likely to contain a high concentration of best 

practices and solutions. The study also included 5 

international digital banks currently operating in 

several European countries.

Altogether, 53 banks and all their mobile 

applications for iPhone and Android smartphones 

participated in the study.

Data was acquired via agents residing in the 

countries included in the study. The agents set up 

their accounts and forwarded their accesses to 

mobile banking to Markswebb experts.

More than 300 best practices relating to the 

implementation of various users’ tasks in mobile 

banking were acquired during the study. Some of 

these best practices can be directly implemented 

into the mobile banking application, while others 

serve as a benchmark or inspiration. The guide in 

this report will help you to navigate the wide base 

of best practices. 

This Mobile Banking Review Europe 2018 study 

took place from February to June 2018.

Learn more about methodology >>
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EXECUTIVE SUMMARY
BEST PRACTICES PROVIDERS

Of the 53 reviewed banks, we discovered more than 

300 interesting cases and selected the 176 best 

ones for the best practices guide.

Distribution of best practices varies considerably by 

country. Norway and Sweden recorded a reasonably 

low level of mobile banking development, despite 

the fact, that more than 90% of their population 

use online banking services. In contrast, many 

interesting solutions were revealed in mobile 

banking applications from Denmark and the 

Netherlands. As the home nations for Revolut and 

N26 services, Great Britain and Germany remain 

unchallenged leaders regarding their quantity of 

best practices.

Furthermore, best practices providers are not solely 

financial startups – almost half of the most 

interesting solutions were found in the so called 

“traditional” banks (particularly, the Danish Danske 

Bank).

However, the approach of traditional banks to the 

development of mobile applications measurably 

differs from digital-oriented N26 and Revolut

financial services. Generally, it focuses on 

enhancement of capability around banking 

products, without significant reinterpretation of 

users’ scenarios and mobile banking usage context.

Digital banks tend to have an alternative approach 

to product delivery - they continuously deliver 

simple and more targeted products than their 

competitors. They excel in meeting challenges 

relating to the simplification of processes that are 

traditionally complicated for users (for example, 

setting up accounts). They also implement user-

friendly budgeting and saving tools, while offering 

more affordable alternatives to traditional 

international transfers.

Another stand-out feature of digital banks is their 

tendency to interact with other startups, searching 

for the latest innovative solutions and third party 

products and their mobile banking integration.
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EXECUTIVE SUMMARY
EUROPEAN DIGITAL BANKING FEATURES

Some of the best practices found in European bank 

mobile applications may apply solely to a single 

country due to its particular infrastructure and legal 

features.

For example, due to the Payment Account Directive 

(PAD), British mobile banking allows for the 

initiation of paperless account transfers from any 

other bank, and the majority of reviewed 

applications from German banks allow linked 

management of clients’ accounts from other banks.

Services in the European countries are paid via 

direct debit on behalf of providers. Only a few 

reviewed mobile banks have mobile communication 

payment methods and the Pingit application by 

Barclays is the only one with a comprehensive list 

of service providers.

While bank-to-bank p2p telephone number 

transfers are popular, they rarely take place directly 

in bank applications. Generally, this option is 

implemented via individual services initiated by 

large banks and operating in a specific country (for 

example, Danske Bank’s MobilePay or DNB’s Vipps).

Europe has no card-2-card transfers - the sole 

example of card transfers is a capability to add the 

application with the third party’s bank card for 

account topping up (Revolut, Monzo, Starling, Lunar 

Way).

During the second half of 2018 we see European 

banks and payment services actively turn to 

24/7/365 instant transfer – the Pay by Bank app 

system already operates in Barclay’s Pingit

application. A processing rate like this allows bank 

transfers to be used as an alternative to card 

transfers for online shop payments and, in the 

longer term, it could be used for off-line shopping.

It is possible to become a client of approximately 

one third of mobile banks in different countries 

(excluding Finland, Sweden and Italy) directly via 

the application, without a requirement to visit the 

bank office and sign paper transfers. An account is 

set up following remote user’s identity verification 

and the card is sent by mail. The European 

verification system is still not available, however 

national ones do exist - in Norway and Denmark it 

is sufficient to enter a login password and 

validation code assigned by the national person’s 

identification system to set up an account via 

mobile banking.

In other countries, banks verify the potential clients 

independently. Some banks request photographs of 

required documents, while others contact the 

operator using video-communication. Dutch banks 

use a transfer from the user’s account from any 

other bank as the verification technique.
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BEST PRACTICES GUIDE
WHAT IS IT?

The guide serves as a navigation tool for the wide 

base of best practices and unique solutions 

selected from 300 interesting cases. All are 

structured to conform with these 13 user’s tasks:

Learn how to use the application →

Obtain information on the balance and completed 

operations→

Control costs →

Transfer money and pay →

Withdraw money and top up an account →

Obtain consultation or send a claim →

Get loyalty points or rewards →

Set up an account, issue a card →

Save and earn cash →

Obtain and control insurances →

Obtain a loan →

Secure cash →

Enter the application →

Of the 176 best practices, nearly half - 82 - of these 

practices are used in traditional banks’ mobile 

applications, 44 in local digital banks and 50 in 

international digital banks. In the guide, each of 

these is highlighted in a different color, and unique 

solutions we considered to be the most successful 

are identified with signed references.

The best practices are distributed irregularly 

through the countries included in the study -

almost 80% of solutions are confined to four 

countries: Great Britain, Germany, Denmark 

and Spain.

The best practices guide and one example of 

successful implementation per user’s task is 

published in the summary report. Detailed 

descriptions and illustrations of all practices are 

available in the full report.
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Danske Bank

Danske Bank

Revolut

Revolut

NatWest

Commerzbank

Barclays

Video-guide 
with detailed 
description

Request for text hint to obtain 
additional information 
on the operation to be 
completed

BEST PRACTICES GUIDE
LEARN TO USE THE APPLICATION

Full demo-version

Hints for completion of 
operations

Overview of the first entry 
application capabilities

User’s guides and 
manual

traditional 
banks

local 
digital-banks

International 
digital-banks

Step-by-step guides for 
application functions

7



BEST PRACTICE EXAMPLE
STEP-BY-STEP GUIDES FOR APPLICATION FUNCTIONS

User Task

To understand how to complete any operation in 

the application

The problem with typical solutions from other 

banks

Clients are required to understand the interface and 

operation of app functions independently, without 

assistance from the bank

NatWest Solution

The app has a “Show me how to…” section, including 

explanations of how to use the main app functions 

–transfers with account details through ATM 

cardless cash withdrawal. There is a detailed 

answer to each question using step-by-step guides, 

where each step is demonstrated with a visual 

screen-shot of the appropriate app screen showing 

the interface components that the user will need to 

complete the task.

NatWest

8



Lunar Way

Generation and export 
of different format statement

Check the 
account balance

Monese

Operation history handling

Widget with information on the 
balance and total operation 
amount during the current day

BEST PRACTICES GUIDE
OBTAIN INFORMATION ON THE BALANCE AND OPERATIONS

Balance and last operations in 
pre-authorization zone

Monzo

Monese

N26

Monzo

N26

Monese

Assignment of 
operation tags 
and tag search

Starling

S-Pankki

Shopping list in 
transaction details

N26

Monzo

Societe Generale

N26

Non-transition-based 
operations in the history

Commerzbank

OP Bank

Operation chargeback

Single event feed

Operation information details

User-friendly services to enable operation history search

Widget balance

App balance

traditional 
banks

local 
digital-banks

international 
digital-banks9



Monzo

BEST PRACTICE EXAMPLE
OVERSEAS TRIP EXPENDITURES IN THE EVENT FEED

User Task

To find out how much money was spent ,and on 

what, during a trip.

The problem with typical solutions from other 

banks

The operation history doesn't have country markers 

showing where a transaction was completed. 

Overseas shopping is not combined in a single 

event and there is no simple method to view overall 

trip expenditure.

Monzo Solution

When a user returns from another country, the app 

automatically issues a trip summary entitled Your 

Trip in “Country Name”, where trip duration and 

total expenditures are shown. The event details 

show how many operations were completed and 

the average shopping amount for each transaction 

(both in the account currency and expenditure 

currency), allowing the client to proceed to the 

comprehensive trip shopping list.
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Friendly display 
of daily balance 
dynamics

Cost restraint Revolut
OP Bank

Cost analytics

Notifications on 
exceeding the 
budget 

BEST PRACTICES GUIDE
CONTROL COSTS

Numbrs

N26

Monzo

Grip (ABN)

Monzo
Category budgeting inclusive 
completion process display

Monzo

Danske Bank

Comdirect
Assignment of rules for automatic 
transaction classification

Boursorama

OP Bank

ING Spain

Revolut

OP Bank

Grip (ABN)

Multi-level category 
and sub-category 
breakdown pie graph

Dynamics of account balances and 
expenditures

Cost data visualization

Personalization and setup 
analytical tools

Notifications and budget statuses 

Budget breakdown into cost 
categories and cost control

traditional 
banks

local 
digital-banks

International 
digital-banks11



BEST PRACTICES MAP
CATEGORIZED BUDGETS

User Task

To limit own expenditures

The problem with typical solutions from other 

banks

Budgeting tools and a user-friendly way to trace 

whether expenditures match targets are not 

available

Monzo Solution

The user can plan their own monthly expenses, 

including the total amount and individual 

categories. For example, the user would like to stay 

within a budget of £240 per month for total 

expenditures, including £30 for cafés, £100 for 

transport, etc. When the user assigns categorized 

target expenditures, average monthly values to be 

used as guides are shown.

Monzo
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BEST PRACTICES GUIDE
CATEGORIZED BUDGETS

Categorized progress-bars and notifications are 

used in the app to show if the user successfully 

stayed within their budget - following each 

financial transaction, Monzo alerts the user if they 

are spending too much or too quickly, or have 

exceeded their budget. The Monzo app for Apple 

watch receives the same notifications.

Monzo
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BBVA

BEST PRACTICES GUIDE
TRANSFER AND PAY

Transfer to the 
person nearby 

Orange

N26

Revolut

Preliminary filled card 
details if connected 
to Apple Pay

Revolut

Numbrs

Cashplus

Barclays

Setting of 
notifications 
on expected 
payments

Danske Bank

CaixaBank

Lunar Way

Paper payment request 
recognition

Transfer with iMessage keypad

Revolut

N26

Monese

Bunq

Revolut

Assignment of several 
payment details 
to one contact

Deutsche Bank

Deutsche Bank

Commerzbank

ING Netherlands

Lunar Way

Knab

Detection of IBAN 
availability in the 
communication buffer

Pingit (Barclays)
Lunar Way

Danske Bank

Bunq
Debited account depends on 
card PIN code

Transfers using special-purpose smartphone capabilities

Ordinary transfer to another bank client

Scheduled payments

Simplified bill payment methods

International transfers with conversion

Micro-facilities for form filling

Sending the payment reference

Payments 

Transfers

Subsequent and response transfers

Contactless payments with smartphone

Search for company’s details

One-card access to two accounts

traditional 
banks

local 
digital-banks

International 
digital-banks14



BEST PRACTICE EXAMPLE
TRANSFER TO ANOTHER NEARBY USER

Revolut

User Task

To transfer money to a person in close proximity

The problem with typical solutions from other 

banks

Bank transfer requires details of the account to be 

credited or the use of a third party’s application to 

complete a telephone number transfer.

Revolut Solution

For cash transfer between Revolut clients located 

in close proximity, geolocation search is available. 

Users found nearby are displayed on the search 

screen as a list with photos. Results may be limited, 

for example, to people who are included in 

smartphone contacts. Visibility settings can be 

changed to include contacts only or all bank clients.
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Bunq

Pingit (Barclays)

Personal page 
for own project 
crowdfunding

BEST PRACTICES GUIDE
WITHDRAW MONEY AND TOP UP AN ACCOUNT

Revolut

ING Netherlands

Bunq

Monzo

Request the transfer with 
iMessage keypad 

Societe Generale

Commerzbank

N26

Starling

QR code details 
forwarding

N26

NatWest

Barcode cash withdrawal or 
topping up at the supermarket 
cash-desk

ATM code cash withdrawal

Monzo

LunarWay

Revolut

User-friendly 
account details 

forwarding

Cardless cash withdrawal and 
deposit

Request for cash

Crowdfunding

Request the transfer or share the payment with another person

Top up an account from the third party’s bank card

traditional 
banks

local 
digital-banks

international 
digital-banks16



N26

BEST PRACTICE EXAMPLE
WITHDRAW CASH AND TOP UP AN ACCOUNT IN THE SHOP

User Task

To withdraw cash or top up an account.

The problem with typical solutions from other 

banks

Users are always required to have their bank card 

and search for an ATM.

N26 solution

N26 integrates bank interaction into a routine 

shopping trip. It is possible to withdraw cash or top 

up an account without a bank card directly at the 

cash desk at one of 7,000 partner-shops. To do 

this, the user enters the amount to be withdrawn or 

topped up in the app and hands it to the cashier, 

together with the other purchased items to scan 

the generated barcode.
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BEST PRACTICES GUIDE
OBTAIN CONSULTATION AND SEND A CLAIM

Telegram / Facebook bot

Monzo

Numbrs

Commerzbank

LunarWay

Revolut

BBVA

Evo Banco
User’s voice request input 
in the chat

Chat employees’ profiles

Banco Posta

Danske Bank

Caisse d’Empargne

Monzo

LunarWay

Selection of a specified employee 
for consultation

Consultation appointment in the 
bank office or by phone

In the reference section

Via the chat

With an employee

Via audio / video-
communication

With a bot

traditional 
banks

local 
digital-banks

international 
digital-banks18



BEST PRACTICE EXAMPLE
VOICE RECOGNITION CHAT-BOT

EVO Banco

User Task

To obtain information on app products and 

functions

The problem with typical solutions from other 

banks

Users are required to search for information on the 

site or telephone the call-center.

EVO Banco Solution

The user can obtain the answer to their question via 

the chat-bot and it does not even require 

authorization in the app. The user can speak 

directly to the bot, without needing to use the 

keypad, and the bot then selects the most suitable 

answer.
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BEST PRACTICES GUIDE
GET LOYALTY POINTS AND REWARDS

Monese

Barclays

Starling

N26

Banco Posta
Shops may be classified 
according to classes, brands 
and cashback amount

Banco Posta

S-Pankki

OP Bank

S-Pankki

Special offer coupons may be 
activated in the app and shown 
at the cash-desk

The receipts show the card for 
shopping stamp accumulations 
(n-good is free of charge) 

Any loyalty card code 
may be moved to the widgetNumbrs

Search for discounts 
and cashbacks in online shops

Shopping loyalty points

To invite a friend to become the bank 
client against compensation

Search for discounts and cashbacks in city map shops

Discount coupons for goods

Loyalty points for regular shopping in the outlet

Digitized loyalty cards

traditional 
banks

local 
digital-banks

international 
digital-banks20



BEST PRACTICE EXAMPLE
ELECTRONIC RECEIPTS WITH LOYALTY POINTS

Starling

User Task

To obtain information on shopping in the outlet and 

accumulated loyalty points

The problem with typical solutions from other 

banks

Transaction details are inaccessible in the 

transaction history and loyalty points cards are not 

available in a digital format

Starling Solution

The user can obtain specific details for each 

transaction in the outlet (where available). In 

addition, loyalty points cards (such as cards 

offering an 8th cup of coffee free) are topped up 

automatically when the required purchase takes 

place. The user is not required to carry the loyalty 

card and present it at the cash-desk.
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Danske Bank

Issue of supplementary cards

Bunq

Joint account control

Revolut

CaixaBank

Become the client 
via the app User’s verification with 

electronic identification 
system

Setting up accounts 
for children and account 
control

BEST PRACTICES GUIDE
SETUP AN ACCOUNT / ISSUE A CARD

Bunq

Order PIN when the 
card is ordered

LunarWay

Revolut

traditional 
banks

local 
digital-banks

international 
digital-banks22



N26

BEST PRACTICE EXAMPLE
DEBIT CARD ISSUE

Bank Task

To give an active client reasons to order a new 

product

The problem with typical solutions from other 

banks

Products available for order are only shown in an 

individual section which a user might fail to notice

N26 Solution

Cards available for order are shown in the list of 

available products. It increases the probability of a 

user noticing it and requesting a new card - unlike 

the situation when the products are out of sight in a 

different section. Regarding the service itself – N26 

offers the option of an extra charge for faster 

delivery of the new card and allows users to select 

a suitable day and time for delivery – a useful 

service for the client and a profitable extra for the 

bank. 
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Svenska Handelsbanken

OP Bank

Danske Bank

Revolut

Svenska Handelsbanken

Danske Bank

OP Bank

N26

Danske Bank

Revolut

Revolut

N26

Lloyds

Danske Bank

BBVA

Danske Bank

ING Spain

Monzo

Danske Bank

Lunar Way

Revolut

Ready share and 
bond portfolios

Notifications on investment 
tools quotation variations

Market place for 
offers from any 
other banks

Save shopping 
change

BEST PRACTICES GUIDE
TO SAVE AND EARN CASH

Information on investment tools

Currency exchange rates / crypto currency analytics tools

Basic investment training

Securities portfolio analytics

Securities purchase and sale

Information and analysis

Securities investments 

Currency purchase/sale 
at stock exchange-rate

Crypto currencies

Opening the deposits

Define the pension savings strategy

Open and control the pension plan

Pension savings

Target savings

traditional 
banks

local 
digital-banks

international 
digital-banks24



N26

BEST PRACTICE EXAMPLE
READY PORTFOLIO INVESTMENTS

User Task

To earn cash via securities investments, without the 

commitment of submitting complicated investment 

details

The problem with typical solutions from other 

banks

The majority of mobile banks do not have 

capabilities for investments, and those that do are 

complicated and require specialist training from the 

user.  

N26 Solution

N26 offers three simple investment products for its 

clients – ready share and bond portfolios with 

various risk levels: a low risk level with 40/60 ratio, 

60/40 balanced portfolio or 80/20 risky portfolio. 

When the plan is selected, a user-friendly 

forecasted returns schedule is plotted, with due 

account for said contribution amounts.
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OP Bank

A device where the installed app 
may be insured

BEST PRACTICES GUIDE
OBTAIN AND CONTROL INSURANCES

ImaginBank

N26Digitize available insurance certificates

N26

Rabobank

BBVA
Selection of 
insurance plansRabobank

BBVA

CaixaBank

Revolut
Insurance is activated 
automatically when 
travelling abroad

CaixaBank

Activity cancellation, 
good non-delivery 
and purchased smartphone 
theft may be insured

Barclays
Several devices may be 
insured against loss 
and damage

Insurance certificate control

Insurance certificate 
purchase

Report on event insured

Insure a smartphone against damage

Insure a motor vehicle

Insure real estate

Life and employability insurance

Obtain travel insurance

Debit card shopping insurance

Insurance packages

traditional 
banks

local 
digital-banks

international 
digital-banks26



Revolut

BEST PRACTICE EXAMPLE
SMARTPHONE INSURANCE

User Task

To quickly and easily insure the user’s smartphone

Bank Task

To keep track of the client in case the smartphone 

cannot be insured (due to prior damage).

The problem with typical solutions from other 

banks

In rare cases when there is an opportunity to insure 

a smartphone in the app, all data must be entered 

manually. There is no opportunity to insure a 

damaged smartphone.

Revolut Solution

In Revolut, smartphone insurance starts with a 

short animated presentation.
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Revolut

BEST PRACTICE EXAMPLE
SMARTPHONE INSURANCE

The list of devices already includes the smartphone 

where the application is installed - equivalent 

functions are not available in other European 

banks.

If the smartphone is already damaged, the user may 

use a discount coupon to repair it using a partner 

company.
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Real estate selection and mortgage calculator

Instalment purchase of goods

ING Spain

Paperless route to 
obtaining a loan 

BEST PRACTICES GUIDE
OBTAIN A LOAN

ImaginBank

Revolut

Pre-approved loan offers

CaixaBank

BBVA

SundayOwn (DanskeBank)

Sparkasse

Real estate evaluation and selection 
of financing option

Selection of mortgage refinancing 
options

Real estate search 
through the 
application

LunarWay

OpenBank

CaixaBank

N26

OpenBank

Orange Bank

OP Bank

Prompt loan for payroll clients and 
clients holding investment money 
in the bank

Consumer loan

Credit card

Card overdraft

traditional 
banks

local 
digital-banks

international 
digital-banks29



N26

BEST PRACTICE EXAMPLE
LOAN APPLICATION

Bank Task

Not to lose the client if he/she did not fully 

complete a credit application

The problem with typical solutions from other 

banks

Incomplete or unverified applications are never 

saved and there is no capability to resume the 

application later

N26 Solution

For unsent consumer loan applications, cards are 

generated in an appropriate section. They then 

remind the user about the partially completed 

application and may help them to eventually 

complete the application, without having to start 

the process from the beginning.

30



Card locking

BEST PRACTICES GUIDE
SECURE CASH

Barclays

Monese

Monzo

Locking process 
animation

Secure cash

To suspend the session

Monzo

ImaginBank

Bunq

Disable card 
magnetic stripe

Bunq

Deutsche Bank

S-Banken

Hand photo 
verification

Bunq

Revolut

CVC is updated automatically every 5 minutes

Online card with details updated upon 
completion of each transaction

Revolut

Bunq

Barclays

Monzo

N26

Monese

BoursoramaDanske Bank

LunarWay

To shake the phone to leave 
the application

Set card notifications

For online card payment

For transfer in the application

Set and trace limits

For offline card payment

traditional 
banks

local 
digital-banks

international 
digital-banks31



Revolut

BEST PRACTICE EXAMPLE
DISPOSABLE ONLINE CARDS

User Task

To secure money on the account while paying with 

a card in online shops

The problem with typical solutions from other 

banks

Details of the primary card must be used for online 

payments

Revolut Solution

In addition to the standard online card, Revolut 

premium-users have access to online cards with 

automatically updated details (card number, 

validity period and CVV) when each transaction is 

completed - this ensures higher security of online 

shopping.

The user can therefore rest assured that even if the 

card details were obtained by a fraudulent user, 

they would not be able to charge items 

to the account.
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BEST PRACTICES GUIDE
APP ENTRY

NatWestMonese

Monzo

Lloyds

ABN

Monese

ING-DiBa

ING Netherlands

In addition to the account and 
card numbers, one-time password
received from the token 
shall be entered

Voice authorization for 
entry

N26

Nordea

Swedbank

One-time password 
generation via the third 
party’s app

Monzo

Logging and first app entry

Regular app entry

Simple logging

Supplementary identifications factors

Biometry

Short code or graphic key

Supplementary identification factors

Identification-free entry

traditional 
banks

local 
digital-banks

international 
digital-banks33



Monzo

BEST PRACTICE EXAMPLE
AUTHORIZATION-FREE APP ENTRY

User Task

To enter the bank app

The problem with typical solutions from other 

banks

To enter an app, the user is required to pass the 

identification procedure

Monzo Solution

Users have the option to bypass the required 

identification procedure to enter the app. It may be 

useful for clients for whom the operating system 

protection against unauthorized access, or 

protection against unauthorized completion of 

transactions in the app, is sufficient.
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SELECTION OF COUNTRIES

Countries with the largest online baking coverage 

were selected with due account for Eurostat data. 

Denmark, Finland, Norway, Sweden and the 

Netherlands – countries where more than 90% of 

the population use digital banking - participated in 

the study.

The largest countries were selected with due 

account for official UN statistics regarding 

population and GDP. 5 countries were selected for 

the study – Germany, United Kingdom, France, 

Spain and Italy – the population share and GDP of 

these countries combine to make up more than 60% 

of the total EC population and GDP.

The Largest European 
Economies

The Largest Online Banking 
Coverage
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ING-DiBa Deutschland

Comdirect Bank

Deutsche Kreditbank

Pockit

Cashplus

Starling Bank

Compte-Nickel

Boursorama

Orange Bank CheBanca!

FinecoBank

ING Bank Milan Branch

imaginBank

Openbank

Evo Banco

Sbanken

Knab

Monzo Bank

International
banks

N26

Revolut

Monese

Numbrs

Bunq

SELECTION OF BANKS

A quota for quantity of participating banks was 

set for each country: 3-5 traditional and 3-5 

digital-banks. Their mobile apps were classified 

according to the quantity of downloads and 

Usage Rank* indicator (in conformity with 

Similarweb data).

* Usage Rank shows the quantity of active app users, 

helping to prevent selection of less popular banks with a 

low usage level.

Barclays Bank

National Westminster Bank

Lloyds Bank

DNB

SpareBank 1

Lunar Way

S-Pankki Oy

ICA Banken

Svenska Handelsbanken

Nordea Bank

Swedbank

Danske Bank

Postbank

Deutsche Bank

Commerzbank

Sparkasse

Caisse d'Epargne

La Banque Postale

Société Générale

Intesa Sanpaolo

BancoPosta

UniCredit

BBVA

CaixaBank

ING Bank

ING Nederlands

Rabobank

ABN AMRO Bank

BNP Paribas

OP Bank 

international digital-banks

digital-banks + direct banks 

operating in a single country

traditional retail banks

5
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STUDY METHODOLOGY

Whilst carrying out desktop surveying, Markswebb 

experts completed all possible operations in the 

bank mobile apps available for a debit card owner. 

All operations were then classified according to 13 

major user’s tasks.

Official sites, call-centers and bank chats, app 

descriptions and demo-versions were used as 

supplementary information sources.

Summary: a set of structured cases for user’s tasks, 

from among which the best potential practices are 

highlighted.

The major data source – interviewing agents who 

divulged specific aspects of financial life in the 

countries studied. Markswebb experts also studied 

European directives and legal regulations, detailing 

digital-banking processes in specific countries. 

Summary: structured descriptions of specific 

features of finance products, bank services and 

users’ mobile banking requirements.

Agents were recruited to obtain access to European 

Bank’s mobile apps. These agents set up accounts 

in the banks, issued debit cards and completed 

several offline shopping transactions in retail 

outlets. They then transferred these mobile banking 

accesses to Markswebb experts and forwarded 

one-time passwords, if required.

Summary: mobile banking access and capability to 

complete operations.

Recruiting the Agents Desktop Survey Confirmation of Country 
Specific Features

1 2 3
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STUDY METHODOLOGY

At this stage, all cases obtained through desktop 

surveying were assessed regarding the quality of 

their user’s task solutions. Experts studied how 

exactly implementation works, to what extent it is 

unique, what added value it creates for the user and 

how it addresses problems while operating with 

typical solutions from the other banks.

Summary: user’s tasks structured best practices, 

inclusive test description to them.

All data acquired in the process of studying the 53 

European banks is shown in the Full Study Report.

Selection and Description of 
Best Practices

Report Preparation and 
Packing the Video-Cases

4 5
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WHO NEEDS FULL STUDY 
DELIVERABLES AND WHY

You need it if:The summary report shows the small portion of 

study deliverables – the best practice guide and 13 

examples of successful solutions. Detailed 

descriptions and illustrations of all 300 practices 

are available in the full report available for 

purchase.

The full study report is useful for managers and 

mobile banking development teams: it offers quick 

access to the wide base of best practices, which 

may be used as a blueprint or comparison, or during 

the search for ideas and inspiration.

• You want to be aware of global mobile banking 

development trends.

• You are choosing between several task 

implementation options and want to validate 

and support your solution.

• You are developing a mobile app strategy and 

are searching for ideas and inspiration.

• You require continuous quick access to a 

selection of the best, non-standard 

implementations of different user’s tasks in 

mobile banking.

• You do not understand where the digital-

banking competence center is located abroad 

and what banks may be oriented towards.
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STUDY DELIVERABLES
FOR MOBILE BANKING ENHANCEMENT

Full Report Workshop
PDF file:

• 500+ pages

• 53 banks from 10 European countries

• 300+ best practices

1500+ video archive:

• 30+ videos per bank;

• more than 25-hours duration in total;

• more than 13 GB.

Two-hour activity for 10-15 people:

• best practices demonstration;

• explanation of their value and performance 
mechanics;

• applicability discussion.

The Report includes all data obtained by us and 

summary of these data analyses:

• best practices guide;

• 300+ best practices with detailed descriptions;

• descriptions of specific features of financial life 

in the countries studied and their effect on 

mobile banking;

• descriptions and illustrations of user’s scenarios.

In addition to the Report, we will send the archive 

of video-cases, demonstrating user-stories for all 

major unique scenarios.

We will visit your office to teach your mobile 

banking development team the best practices of 

implementation for different user’s tasks. The list of 

tasks is coordinated with each Client individually, 

with due account for the mobile banking trends 

that are most relevant for the team.

42
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COMPANY PROFILE

We are consultants for a wide range of issues 

relating to the delivery and development of online 

products: websites, mobile and desktop apps, 

personal accounts, 

CRM-systems and online service frameworks.

Main Agency responsibilities – electronic finance 

services: online banks, mobile banking 

and other financial apps and financial industry 

websites.

Every year, the Agency performs a number of 

independent studies of financial online services. 

All studies are performed to conform with in-house 

methodology based on qualitative comparative 

analysis. The study has no sponsors and external 

clients.

Markswebb Consulting 
Agency 
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For study methodology 
and deliverables

Study Lead

FEEDBACK

For Full Report purchase

Key Account Manager

mk@markswebb.ruvasily@markswebb.ru

+7 (495) 796-04-80

Mikhail Kozis
Vasily Efanov

http://www.markswebb.ru/
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