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Summary. This paper examines how UX/UI design in mobile banking apps affects user 

engagement, conversion, and retention. It reviews academic research and industry case studies 

(e.g., Monobank, Revolut, N26) across the US, Ukraine, EU, and global markets. Findings show 

that intuitive interfaces, simplicity, and personalization significantly boost engagement and 

conversion, while trust signals and gamification improve retention. The study recommends 

iterative, data-driven UX design and strategic features (e.g. streamlined onboarding, referrals) 

to maximize customer satisfaction and loyalty. 

 

 

Introduction. Mobile banking has become a cornerstone of modern 

finance, driven by widespread smartphone adoption and digital connectivity. 

For example, 84% of adults in low-/middle-income countries own a mobile 

phone (with 3 billion using smartphones), and 79% of adults worldwide now 

have a financial account. In practice, customers are heavily reliant on banking 

apps; a Chase survey found 62% of users “can’t live without” their mobile 

banking app, with 78% using it weekly. Such usage makes the app’s UX/UI 

design critical: studies show that nearly 68% of finance app users abandon 

poorly designed interfaces. Intuitive, performant design not only attracts users 

but also sustains engagement and loyalty over time. 
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Banks and fintechs compete to stand out through user experience. In 

Ukraine, for instance, Monobank (the first mobile-only Ukrainian bank) 

reached ~3.8 million customers (about 35% of Ukraine’s mobile banking 

market) within five years by focusing on customer-centric design and 

convenience. Similarly, European neobanks like Revolut and N26 have grown 

rapidly, partly by emphasizing seamless interfaces and personalization. 

Meanwhile, in the US, both traditional banks and challengers (e.g. Chime) 

prioritize mobile-first UX to engage tech-savvy customers. Given these trends, 

this paper investigates how specific design factors influence key metrics—

engagement (e.g. frequency of use), conversion (e.g. onboarding completion), 

and retention (long-term usage). 

We organize the paper as follows. Section 2 reviews literature on mobile 

banking UX, highlighting design principles and empirical findings. Section 3 

describes our approach (a combined literature and case-study analysis). 

Section 4 discusses results, comparing cases and market data from the US, 

Ukraine, EU, and global contexts. Finally, Section 5 concludes with best-practice 

recommendations and future research directions. 

Literature Review. Research consistently shows that UX/UI factors 

strongly influence mobile app success. Majumder (2025) emphasizes that 

intuitive navigation, appealing visuals, and high performance foster positive 

user experiences, leading to higher engagement and retention. In fact, apps that 

prioritize simplicity and reduce cognitive load keep users engaged longer. For 

example, Techved (2025) notes that fintech apps like Revolut display only 

essential information (balance, recent transactions) on the home screen to 

avoid clutter. Clean, minimalist design with clear calls-to-action (CTAs) 

reduces user frustration and drop-off. Conversely, complex flows or slow load 

times cause high abandonment: Branch (2024) reports that frequent crashes 

or convoluted interfaces drive users away within seconds. 

Trust and security cues are also pivotal. Banking apps handle sensitive 

data, so clear security indicators (e.g. padlock icons, biometric login) build user 

confidence. Research suggests that users must both perceive and know their 

data are protected (e.g. through encryption, two-factor authentication) to feel 

comfortable performing transactions. Trustworthy design reduces anxiety, 

which in turn improves retention. 

Personalization and relevance strongly boost engagement. According to 

Majumder (2025), personalization features (tailored offers, customizable 

dashboards) significantly increase conversion rates. Apps that adapt to a user’s 

behavior or goals (e.g. budgeting recommendations, savings suggestions) feel 



 

30 січня 2026 рік ♦ м. Харків, Україна ♦ МЦНД 
. 

 
43 

more useful and “sticky”. Techved (2025) cites finance platforms like Mint that 

provide personalized financial milestones and tips, driving continued use. 

Similarly, Giebe et al. (2025) highlight convenience and tailoring as key drivers 

of engagement in banking apps. Users also expect a “one-stop shop”: 86% of 

consumers prefer a single app for all banking needs, underscoring the demand 

for comprehensive, integrated experiences. 

The onboarding process is especially critical to conversion. Even highly 

featured apps lose users if sign-up is tedious. Techved (2025) advises 

minimizing form fields, offering social logins, and enabling instant verification 

(e.g. via SMS) to keep new users flowing. Many leading apps (e.g. Chime, N26) 

use guided, step-by-step onboarding to enroll users in minutes, contributing to 

rapid user growth. In real-world cases, UX redesigns of onboarding flows have 

dramatically raised conversion. For instance, Revolut’s UX team restructured 

the onboarding, which raised its onboarding completion rate from 15.6% to 

26.3%. 

Global and contextual factors also emerge in the literature. Retention rates 

vary widely by region: Business of Apps and market studies note that 30-day 

retention is as high as ~5.8% in Japan but only ~1.2% in China, reflecting 

differences in app ecosystems and user behavior. Notably, “digital banking” 

apps (deeply focused on finance) maintain higher retention (~11.6% at day 30) 

than general “finance” apps (~5.8%), suggesting that banking-specific UX and 

feature sets better sustain users. These global benchmarks imply that well-

designed banking apps can significantly outpace other categories in keeping 

users engaged. 

Finally, the literature highlights the consequences of engagement. Giebe et 

al. (2025) find that higher app engagement leads directly to customer 

satisfaction and loyalty, as well as stronger bank-client relationships. In other 

words, users who find an app convenient and valuable tend to stay and deepen 

their usage. The same review notes that optimally managed push notifications 

can boost engagement without annoying users, illustrating how UX touches 

(even outside the core UI) influence retention. In sum, both theory and practice 

underscore that thoughtful UX/UI—encompassing simplicity, trustworthiness, 

performance, and personalization—yields measurable improvements in 

conversion and retention. 

Methodology. This study synthesizes findings from both scholarly 

literature and industry sources. We conducted a structured literature review 

of academic publications (2010–2025) on mobile banking UX, including 

journals on human-computer interaction, digital finance, and mobile apps 
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(notably Majumder 2025 and Giebe et al. 2025). We also analyzed real-world 

case studies and reports from fintech companies, UX design agencies, and 

industry blogs to capture applied insights. Key examples include Monobank’s 

growth narrative and design interventions reported by UX consultancies. 

Where possible, quantitative metrics (e.g. conversion rates, retention 

benchmarks) were extracted from these sources for comparison. 

Our focus was on mobile app UX/UI in four contexts: the United States, the 

European Union, Ukraine, and global trends. We aimed to identify both 

universal principles and regional nuances. The analysis thus combines 

qualitative synthesis (design practices, user feedback, qualitative outcomes) 

with selected quantitative indicators (e.g. onboarding conversion 

improvements, survey statistics, industry retention rates). Tables are used to 

summarize comparative data where available. All citations follow APA 7th 

edition style. 

Key UX/UI Elements and Outcomes. Our review confirms that certain 

design elements consistently drive engagement and retention. For example, 

streamlined onboarding directly improves conversion rates. Table 1 

summarizes cases where UX redesigns boosted onboarding success. In 

Revolut’s case, simplifying the workflow raised conversion from 15.6% to 

26.3%. Similarly, a French digital bank (Shine) achieved an 80% onboarding 

conversion after applying a modern, user-friendly design. These results 

underline that reducing friction—fewer screens, clear prompts, progress 

indicators—makes more users complete sign-up. 

Table 1 

UX-Driven Onboarding Conversion Improvements 
Case Study / 

Bank UX Change 
Onboarding 

Conversion Rate Source 
Revolut 
(UK/EU) 

Redesigned onboarding 
flow 

26.3% (up from 
15.6%) 

(UXDA/Fintech) 

Shine (EU) Simplified compliance 
onboarding 

~80% (post-redesign) (UXDA/Fintech) 

 

Beyond onboarding, daily engagement hinges on clarity and value. Apps 

that surface key functions immediately (balances, transfers, notifications) 

encourage frequent use. For instance, Revolut’s home screen presents account 

info and actions at a glance. In contrast, cluttered menus or hidden features 

cause confusion. UX literature emphasizes that when users “don’t have to 

think” about navigation, they stay engaged. Performance is also critical: slow 
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loading or crashes kill sessions; hence, mobile-first optimization (responsive 

design, fast servers) is a basic requirement. 

Personalized features and gamification further enhance engagement. 

Although primarily anecdotal, industry reports highlight creative examples. 

Monobank in Ukraine launched an in-app “Lemon Hunt” gamification event to 

celebrate reaching 10 million users, which spurred millions of user 

interactions. Such strategies align users’ exploration of the app with business 

goals (e.g. guiding them to the “Invite a Friend” section) and generate buzz. 

While quantitative effects of these campaigns on retention are proprietary, 

they exemplify how aligning UX with user interest (e.g. contests, rewards) can 

deepen app usage. 

Regional Perspectives. The impact of UX design shows some regional 

variation. In the United States, competition among traditional banks and 

fintechs is intense. Major banks (e.g. Bank of America, Chase) have invested in 

mobile UX; for example, Chase’s survey on mobile usage illustrates the high 

reliance of American customers on their apps. US fintech apps also leverage 

referrals: Branch (2024) cites Robinhood’s highly successful referral program, 

where referred users have 2–3× higher conversion rates and revenue. This 

mirrors the Ukrainian context, where Monobank achieved 70% of its user 

growth via word-of-mouth. These parallels suggest that building trust through 

social proof is universally effective. 

In the European Union, the rise of neobanks like Revolut, N26, and others 

has raised the bar for design. EU users expect sleek, app-centric banking. 

Techved (2025) notes that EU digital banks emphasize clear UX and 

transparent onboarding. N26, for instance, uses a completely in-app account 

opening with instant KYC to onboard customers in under 8 minutes (cited in 

industry articles). The EU’s diverse markets also drive multi-language and 

regulatory UX requirements, but principles remain the same: minimal steps 

and clear visuals. 

In Ukraine and similar markets, mobile banking is relatively new but 

growing rapidly. Monobank (2017 launch) and PrivatBank (Ukraine’s largest 

bank, app-first strategy) dominate due to superior UX. Monobank’s executives 

emphasize humor and convenience in the app interface (e.g. a chatty mascot) 

to stand out. Quantitatively, Monobank’s referrals account for 35% of new user 

traffic, indicating that Ukrainian customers value recommendation and ease of 

use. Local factors (e.g. desire for branchless services, as noted in Monobank’s 
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Google interview) mean that apps replace traditional bank visits; thus any UX 

friction risks pushing users to competitors. 

From a global trend perspective, the universal takeaway is clear: as mobile 

penetration climbs (e.g. 84% with phones worldwide), banks must deliver 

polished UX. Cross-country benchmarks show retention is higher in mature 

markets; Digital Banking apps retain ~11.6% of users after 30 days, whereas 

general finance apps retain only ~5.8%. This implies well-tailored banking 

apps (with integrated features and strong UX) keep users at more than double 

the rate. It also reflects design sophistication: in regions where apps are 

primary banking tools, even locating an ATM is built into the app (a Markwebb 

2025 study found mobile web banking behind native apps in branch finder 

support), affecting user satisfaction. 

Practical Case Insights. Several case insights illustrate these principles. 

The Revolut onboarding case shows that simplifying a multi-step form directly 

lifted conversion by 68%. In effect, each removed field or instruction cut 

friction. Likewise, Shine Bank’s 80% conversion rate post-redesign 

demonstrates that tailoring the interface to diverse user segments (e.g. 

freelancers vs professionals) can dramatically increase sign-up success. The 

Cash App dashboard redesign (US) also reportedly increased engagement by 

making the UI more intuitive, underscoring that even established brands 

benefit from periodic UX overhaul. 

From Monobank’s experience, we see the power of convenience and word-

of-mouth. Monobank’s CEO notes that after addressing customers’ need for 

speed and ease, referrals became their main growth channel (up to 70% of new 

users). As one team member summarized, “clients come to us for profit (e.g. 

interest deals) and stay for convenience”. This highlights that retention hinges 

not only on rates or fees but on day-to-day usability. Similarly, Branch’s 

marketing analysis found that referred users in finance apps convert and 

generate revenue at much higher rates, aligning with Monobank’s outcome. 

In the US context, retargeting and re-engagement strategies are essential. 

Industry data indicate that mobile banking app cycles are longer than typical 

apps, so keeping users engaged post-install is critical. Branch (2024) advises 

segmenting funnels and re-engaging lapsed users through push and email 

(while respecting privacy constraints) to prevent churn. Banks also use in-app 

features like budgeting tools to create “stickiness.” For example, Mint (US) and 

Personal Capital keep users daily engaged through personalized spend 

insights. 



 

30 січня 2026 рік ♦ м. Харків, Україна ♦ МЦНД 
. 

 
47 

UX Metrics and Comparative Findings. Table 2 presents retention 

benchmarks by industry, illustrating that banking apps sustain users better 

than many app categories. Notably, digital banking apps retain about 11.6% of 

users by day 30, a high figure for mobile apps. This suggests that financial UX 

design, when done well, can yield strong loyalty. 

Table 2 

Mobile App 30-Day Retention Rates by Industry 
App Category 30-Day Retention Rate 

Digital Banking 11.6% 

Finance (general) 5.8% 

Shopping (compare) 5.6% 

Social Media (cmp.) ~4% 

 

These figures underscore the rewards of strong UX/UI. However, they also 

highlight a challenge: despite best efforts, retention remains modest by general 

app standards. The literature advises continuous improvement: e.g. A/B 

testing UI changes, conducting usability studies (as done by UX hands for a US 

bank), and monitoring metrics (DAU/MAU, churn). In practice, leading banks 

increasingly treat UX as a data-driven discipline. For instance, Netguru (2024) 

reported N26’s use of analytics and user research to refine design. This aligns 

with Majumder’s suggestion that UX design should integrate user feedback 

loops to optimize engagement. 

Regional and Global Synthesis. Across markets, the core lessons align. 

In developed economies (US, EU), customers expect polished, fast apps; trust 

and brand reputation are critical, but are earned by UX performance as much 

as by security protocols. In emerging markets (e.g. Eastern Europe, parts of 

Asia), mobile banking adoption is often leapfrogging traditional channels, so 

users may be even more sensitive to app quality. In all regions, features like 

multi-language support, regulatory compliance (e.g. PSD2 in EU), and local 

payment integrations matter. Yet the fundamentals hold: clear design boosts 

conversions, while continuous engagement features (personal finance tools, 

timely notifications) improve retention. 

Conclusion. This review shows that UX/UI design is a key driver of mobile 

banking app success. By studying both theory and practice, we find consistent 

evidence that well-crafted interfaces translate into tangible business metrics. 

Simplifying user flows (especially onboarding) can double conversion rates. 

Emphasizing trust signals and security reduces user drop-off and fosters 

loyalty. Personalization and user guidance (e.g. contextual tips, gamified 
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education) keep users engaged over time. The result is higher customer 

satisfaction, more referrals, and ultimately greater market share, as 

demonstrated by Monobank’s rapid growth in Ukraine. 

For practitioners, the implication is clear: invest in user-centered design. 

Leverage user testing and analytics to identify friction points (as in 

Markswebb’s comparative audits). Iterate on the UI to improve speed and 

clarity. Implement features that align with user needs (e.g. budgeting tools, 

one-tap transfers) and track their uptake. Marketing and design teams should 

collaborate on referral programs and gamification that reflect brand values and 

drive organic growth. 

Future research could quantitatively compare UX investments and 

retention across regions, or study the long-term impact of emerging features 

(like AI advice) on engagement. For now, the evidence underscores a 

consensus: thoughtful UX/UI design is not a luxury but a necessity in mobile 

banking. Banks and fintechs that master this will see higher engagement, 

conversion, and lasting customer loyalty. 
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