
Project Goal
Goal is to improve the overall ATM user experience, with a focus on enhancing 

user-satisfaction, accessibility and efficiency by identifying pain points in the 

current ATM user experience and designing a more intuitive, user-friendly 

interface that addresses these issues.

The design goal was having limited pointers to be taken care of so I proceeded with every 

perspective from design, tech and bank side by keeping the user in center throughout the 

process to improve the overall ATM experience and later sorted to solve the most important 

issue according to the impact/effort graph.

� We can’t replace ATM machine but we can change the 

          functionality of the machine based on requirement�

� We need to solve for our bank users only.

After understanding the design goal and pre-constraints, I needed to move forward with my 

research. For this, I first needed to understand the goal from the point of view of both users and

 banks, that is, what is the need to improve the ATM user experience? And what benefits will users 

and banks receive after the improvements are made?

� Bank users who owns an ATM card and regularly

         uses ATM service�

� Age group: 15 years and older (as per the data�

� Users all over the India (Data limitations�

� Users can be working professionals/retired�
� students.

I needed qualitative primary data to learn 

about bank users and their behavior, for 

which I also needed the help of bank experts.

It was important for me to observe how users operate the ATM machine and complete 

the process of withdrawing money from start to finish. This way, I was able to understand 

the user's complete journey and observe their pain points and reactions. It helped me to 

identify opportunities to improve the user experience.



There are many types of services that an ATM can offer, but for the purpose of this 

redesign experience, I will only focus on the money transaction service using an 

agile approach. The most frequently used transaction by users is cash withdrawal.

To gather more data, I also needed to analyze the ATM machine because users have to use it, 

and understanding the machine's features would help identify its problems and align them 

with user data to find solutions.

I also wanted to discuss with banking experts about ATM-related data, user behavior, and 

needs who as stakeholders help me achieve ATM's business-oriented goals. For this, I took 

an interview of Mr. Vinay Jha who is a Bank Officer at Punjab National Bank.

After speaking with bank stakeholders, I gathered primary research insights that were both 

qualitative and quantitative. However, as per the design goal of improving the ATM experience 

for users, I went to the ground level and observed ATM users and asked them about 

issues related to their ATM experience.

After collecting data from ATM machines, bank stakeholders, and users at the ground level, 

I used affinity mapping to identify common pain points of users and organized insights.

� No money available in the AT�

� Longer queues to use ATM, waitng time�

� Many times ATM is not working due to technical problems or busy serve�

� Users feel anxiety while operating the ATM machine or using servic�

� Confusing user interface of the scree�

� Slow process of transactio�

� User afraid of risks associated with the ATM, fraud et�

� Need to carry the ATM card everytime and forget sometimes after transaction�

� No surity of availability of money beforehan�

� Users find themselves insecure and no support�

� Ads are distractions on the scree�

� Convinience - I need to locate the ATM first (suppose if I don’t have 


      internet access or anyone to ask�

� Denomination unavailabilit�

� Accessibility issues for disabled peopl�

� Cleanliness issue

� During day or night tim�
� During emergenc�
� In a public place (longer queues�
� In a lonely place (security issues)

I took Mr. Vinay's interview on Google Meet which lasted for about 45 minutes during which 

I asked him a lot of questions, which helped me to understand the bank's goals.

Place: New Delhi

ATM: PNB Bank

TIming: 4:32 pm 

For this, I went to a few ATMs near my house and evaluated them on the basis of heuristic 

evaluation and noted down all the issues. I chose the PNB ATM for this research activity.

� Bank customer�
� Senior citizen�
� Tourist�
� Student�
� Disabled

Target users 

Heuristic evaluation

User segments:

� Bank Manager/Officers

Stakeholders

“I am a regular user of ATMs myself, but 


before proceeding to improve the ATM user 


experience, I needed to research a lot about 


the issues related to the users and the ATM 


itself. For this, I had to conduct research at 


the ground level because this case was also 


related to people connected at the ground level.”

� Users prefer to use ATMs over traditional banking methods because they 

         find them more convenient and faster�

� Due to that, Bank users (including myself) face issues on a regular basis by using ATM service�
� Better user experience and footfall will increase the revenue for the bank.

Pre-Constraints

Understanding the goal & symptoms of the problem

Why? 

is there a need to improve the ATM’s UX?

I needed to interact with the users in order to 

gather the data, and for this, I had to define 

my users first.

Understanding the current behaviour

Evaluating the working of the ATM machine 

Wanted to know 

the story  behind the ATM & Bank’s goals

Went ahead to meet the users on ground level

Time to organise the gathered research data

Before understanding the user needs, we need to understand where and when the 

user can use the ATM.

After examining the user needs, I came to the conclusion that some user needs can only be

addressed at the bank level, for example, cleaning of ATMs and increasing withdrawal limits.

 

While all user needs can improve the overall ATM experience, but I filtered out the ones that 

can be addressed through design and moved forward with the design process.



After considering all the problems, I started brainstorming different solutions. I did not focus 

on the quality of the ideas but documented as many ideas as possible for each respective 

problem. 



To evaluate the ideas, I kept three things in mind...

I came up with several solutions and ideas/features, but implementing all of them was not 

possible and not necessary. There were some constraints in the project, and according to 

the impact vs effort, I had to sort out the most important problems to solve, that have the 

most impact on the business and provide the users with a better ATM user experience

Improving the user experience of ATM services is important for making banking more 

accessible and convenient. By identifying user problems and needs, and implementing

 UX design solutions, banks and ATM providers can make transactions faster, more 

efficient, and less prone to errors. Solutions like streamlined transaction flows, 

contactless payments, and digital queue management can reduce wait times, 

while clear labeling and user customization can make transactions easier and 

reduce the risk of errors. 

It will have the biggest impact, what will happen with this system is that it will detect 

the ATM queue in real-time and show it to the user on the bank app, and many 

problems related to longer queues and waiting times will be solved with this one thing.

Indicator LEDs: 

In-app feature:

We can inform the user about whether there is 'fund available' in the ATM or 

not by these two ways.

We can install colored LED bulbs outside or above the ATM kiosk which will help 

the user who is already near the ATM. If the light is off, it means that funds 

are available, and if the red light is on, it means that there are insufficient/no funds 

in the ATM.

We can add a feature in the app through which the information about which 

ATM has funds and which one doesn't, as updated by the bank, can be accessed. 

This way, the user can check in the app beforehand about which ATM has funds 

available and which one doesn't.

This Red light will lit when funds are not available in the ATM machine (Red color can be 

seen from far away)

Before entering the ATM, the user can tell from the indicator light above whether 

there are funds available in the machine or not. It will save the time and effort of the 


user and won’t cause frustation.

� Saves tim�
� Increases safet�
� Reduced waiting tim�
� Increases accessibility

Going forward with the solutions 1 & 2,

Understanding the user needs as per the problems

Started brainstorming ideas on the basis of needs....

But all the solutions couldn't be solved together, 

there was a need for prioritization.

Conclusion

Digital Queue Management

To solve the longer Queue/waiting issue

To solve the money unavailability issue 

Benefits:

� Reduced transaction failur�
� Time savin�
� Convenienc�
� Increases accessibility

Benefits:

Indicator LEDs & In-app feature

A user need to to know the 

availability of the money beforehand

A user need to know it whether the 

ATM is working or not beforehand 

through some measures

A user need, clear and simple 

instructions of using the machine

A user need, to feel confident and 

secure and can get support/help 

in case of any emergency.

A user need, to use the basic 

money transaction activities in 

of disabilities (vision, voice etc)

A user need, to know the location 

of the ATM and its availability

A user need to fasten the process of 

transactions/using services due time 

crunch or in case of emergency 

and want to avoid queues

Needs Solutions

In-app feature to let the user know 

about the money availability 

beforehand. Indicator LEDs

In-app feature to let the user about  
the working condition on the particular  
app. Can be done via bank (Remote 

monitoring and maintainance)

Customization (Fonts, language and 

color themes) or Printed 

documentation

Security and supports (Trained 

guards, biometric, educating users 

to cover the pin or checking for 

skimming devices.

The machine should have features 

such as Braille or audio assistance 

for users with vision impairments

App for location, availability and 

timings assistance and machine 

should be available 24x7

To reduce the steps and friction of 

the transaction process/easy to 

understand navigation (eg. reduce 

the “Select account type”) or let the 

user know beforehand about the 

status of queue through DQM system

Context (Where & When?)Context (Where & When?)

Problems/pain pointsProblems/pain points

M e e t  t h e  u s e r s

Who?

Match between

system & real 


world

User control

&


freedom

Consistency

& Standard

Recognition

rather than


recall

Flexibility

&


efficiency of use

Aesthetic &

minimal design

� Green light signifie�
� Cash dispensing sound

to Clear

Color coding

Easy to understand the  

language without knowing any

technical banking “Jargons”

Options to proceed

or 

Clear the amount

No option to

go to previous screen

Consistent button styling

and color palette throughout

the transaction

Iconography or any visual

elements are missing to guide 

the user

to Cancel

to Enter

Visibility of 

system status

interface could provide a list of 

common withdrawal amounts 

(e.g.,200, 500, 2000) as visible 

buttons that the user can 

recognize and select with a 

single click

Personalized experience: 

The ATM could remember the user's 

preferences and transaction history, 

and use this information to personalize 

the interface and make it easier for the 

user to complete future transactions

E.g. Language

The ATM welcome screen was not

appealing and easy to use, 

cluttered the interface with 

Ads or other elements.

The ATM can help�
� text-to-speec�
� Braille syste�
� High contrast mode

Visual help

The ATM could provide visual help 

and guidance based on the user's 

current transaction with the help of 

icons orsymbols to make the 

transcantion more easy for users.

No documentation

were there to guide the user�

� Printed documentation

         can be useful.

Cash Withdrawal

Help and

documentation

Interviewee: Mr. Vinay Jha Desg: Bank Officer Bank: PNB

Me: What are some of the most common issues or 

complaints that customers have about using your 

bank's ATMs?

Me: In your opinion, what are the most important 

elements of a good ATM user experience?

Have you considered incorporating newer technologies, 

such as touchscreens or biometric authentication, into 

your ATMs to improve the user experience? If so, what 

challenges have you encountered in doing so?

Can you walk me through the process that a customer 

typically goes through when using one of your ATMs? 

Are there any pain points or areas where customers 

tend to get stuck?

Any restrictions enabled on using your ATM machine? How do you see the role of ATMs evolving in the future, 

and what steps is your bank taking to prepare for these 

changes?

How does your bank prioritize the user experience 

when designing or updating ATMs?

Me: What steps has your bank taken in the past to 

address these issues, and how effective have these 

efforts been?

Vinay: There are few instances when the money gets 

debited from the account but the cash does not 

dispensed and sometimes they are not able to set 

the pin due to not so user friendly process.

Vinay: Machine has to be up 24*7, premises has to 

be clean and instruction map has to there

Vinay: We have incorporated touchscreen panels and 

haven’t encountered any kind of serious challenge

Vinay: Previously Mostly during setting the PIN, but since 

mobile banking has the option of green pin that issue has

 been taken care. And apart from that all other process are 

similar with all atm of any other bank

Vinay: Only card limit restrictions that sum of amount that 

can be withdrawn at one time

Vinay: Digital channels are important future of banking, 

and online banking will surely be the key, bank is already 

moving towards that direction with cardless transactions 

and online enquiries.

Are there any particular demographics or user groups 

that your bank is focused on catering to with its ATMs, 

and if so, how does this impact the design and 

functionality of the machines?

Vinay: No, bank is focusing on every part to provide the 

digital channels so that footfall reduces.

How does your bank gather feedback from customers 

about their experiences using ATMs, and how is this 

feedback used to inform future updates or improvements?

Vinay: Bank has provided helpline no and feedback option 

within mobile banking app and on net banking, customer 

can also contact the branch in case of any inconvenience.

Vinay: Bank always take the feedback seriously and 

keeps on working about new technologies like cardless 

withdrawal etc to help the customer.

Vinay: Bank reconciles the debit credit transaction at 

the day end so whenever the money is debited but 

isn’t dispensed is automatically credited into account 

within 24 hours, and about pin reset process bank has 

provided the option within mobile banking app with 

clear instructions

Problems Needs

Name: Lakshay Sharma

Lakshay is a highly skilled software engineer 

who works for a leading tech company in 

Delhi. He is a busy individual who relies heavily 

on digital transactions for his day-to-day 

banking needs. Lakshay prefers to use his 

bank's mobile app to carry out transactions, 

but also uses ATMs occasionally when he 

needs cash.

Location: New Delhi, India

Frustations

� Slow and inconvenient ATM usag�
� Machine outages and waiting tim�
� Security concerns with ATM usage

Goals

� User-friendly, reliable ATM experienc�
� Quick and efficient access to fund�
� Open to innovative technologies for 


          improved banking experience.

Saksham is a businessman and runs a factory 

in Delhi and pays his workers on a daily basis. 

He frequently uses ATM machines to withdraw 

cash for these payments.

Frustations

� Long queues�
� After going through the entire process 


         at the ATM, it turns out there is no cash 

         available in the AT�

� Low ATM withdrawal limits

Goals

� Quick and easy ATM transactions 

         with minimal wait tim�

� Ability to withdraw large amounts of 

         cash at onc�

� Ability to check account balance and 

         transaction history easily.

Age: 28

Occup: Software Engineer

Name: Saksham Diwan

Location: New Delhi, India

Age: 35

Occup: Businessman

No money available in the ATM
A user need to to know the 

availability of the money beforehand

Many times ATM is not working 

due to technical problems or 

busy server

A user need to know it whether the 

ATM is working or not beforehand 

through some measures

           Confusing user interface of 

           the screen creates Anxiety

A user need, clear and simple 

instructions of using the machine

User afraid of risks associated 

with the ATM, fraud etc

A user need, to feel confident and 

secure and can get support/help 

in case of any emergency.

Need to carry the ATM card 

everytime and forget sometimes 

after transaction.

Cleanliness issue

A user need, alternative easy method 

for money transaction instead of card

A user need, Clean and 

good ambience

Feasible Desirable Viable

Accessibility issues for 

disabled people

A user need, to use the basic 

money transaction activities in 

of disabilities (vision, voice etc)

Convinience - I need to locate 

the ATM first (suppose if user 

don’t have internet access or 

anyone to ask)

A user need, to know the location 

of the ATM and its availability

Longer queues to use the ATM

A user need to fasten the process of 

transactions/using services due time 

crunch or in case of emergency 

and want to avoid queues

Technical possible 

to build?

Best at solving the user

problem?

Financially beneficial for 

the business?
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CCTV Camera feed

Queue detection

Update App
“Short Queue”

User storyboard

Bank App ATM

Real-time Queue status

ATM

ATM 2 - XYZ

Choose ATM

User opens the 

Bank App

Selects the ATM Selects “Queue Status”

See the statusApproaches the ATM

ATM 3 - PQR

ATM 2 - XYZ

ATM

ATM 2 - XYZ

Shorter Queue
Peak time:6-8pm

STATUS

Locate ATM

In-App feature to get real-time fund status

Bank App ATM

Real-time fund status

ATM

ATM 2 - XYZ

Choose ATM

User opens the 

Bank App

Selects the ATM Selects “Queue Status”

See the statusApproaches the ATM

ATM 3 - PQR

ATM 2 - XYZ

ATM

ATM 2 - XYZ

Fund available

STATUS

Locate ATM

YES

Update App
“Long Queue”

Number of

users greater


than 3?

Input

Output

No

Yes

Indicator Lights

Fund available Funds not Available

Questionnaire


