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Digital banking frontline: Design of websites, the era of selfie account opening
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The digital transformation of the banking sector has radically changed the way financial services are consumed in the last decade. The rise of online banking and the rapid development of digital technologies have created new opportunities for banks to provide innovative services and improve their customer experience. As banks are constantly competing for customers, the quality of online services and the features they provide play a prominent role in differentiating themselves in the market.
The aim of my research is to provide a comprehensive assessment of banks’ online platforms, their features and user experience, including the era of selfie account opening. As the banking sector is constantly competing, it is important to understand what online service platforms are offered and how they meet user expectations and needs.
Therefore, my research questions are:
What customer support options are available on the websites of different banks in Hungary, and to what extent do they meet user expectations?
What factors (bank website, bank advertising, price-value ratio of account packages, acquaintances/family/friends, correct display of costs) influence customers’ choice of bank to the greatest extent?
To what extent do the following aspects influence different age groups in opening a selfie account: security, convenience, speed, price and fees?
During my research, I relied on both qualitative and quantitative data. I primarily conducted a document analysis, during which I analyzed the literature related to the development of a customer-centric website. After that, I compared the official websites of the selected Hungarian banks, based on given criteria. I created a questionnaire on user experience and the demand for opening a selfie account to obtain quantitative data. Finally, I conducted interviews with banking professionals to understand the current trends and problems of online banking.



