
The Bank of America ATM 
 

 
 
 
Introduction 
 
We asked individuals several questions while they used an ATM: 

 
1. Has the ATM ever locked up on you where you’ve had to call assistance? 
2. Do you usually deposit or withdraw money?  
3. What are some other banks you use? 
4. Do you use the ATM more or go to the teller?  
5. How much free time do you usually have on weekdays and weekends? 
6. Is there a designated ATM location you prefer to go to? 
7. What are some problems you’ve encountered when depositing cash (i.e. where the ATM 

has miscalculated the amount you’ve intended to deposit)? 
8. Has the cash you’ve deposited ever jammed up or gotten stuck in the feeder? 
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Observations 
 
Interviewed users seemed to have an overall satisfactory Bank of America ATM experience. 
Users were generally independent while using the ATM and did not have big troubles or ask 
others to guide them through a specific part of the interface. Several of the users did have to 
wait for chunks of time, which some seemed to be impatient with (noticed by foot and hand 
tapping, obvious that they were in a rush and the interface was taking too long to load). 
 
The first user we interviewed was Darian who is an avid ATM user and usually withdraws money 
after work on average twice per week. He typically withdraws money from either a Bank of 
America ATM or a Citizens Bank ATM for food and shopping. Darian lives on the East Side in 
Wayland Manor but works downtown and uses the Wayland Square Bank of America ATM 
across from Starbucks. Since he uses the ATM several times per week, he likes how fast it is to 
withdraw money. 
 
The second user we interviewed was Maya who works as a freelance violin teacher and 
teaches four times per week. Her first language is Spanish, and she likes that Spanish is one of 
the languages you can perform your transactions in - the interface is accessible to people of 
different backgrounds and cultures. Maya primarily likes how all Bank of America ATMs have a 
universal look and feel so that it is standard and easy to use no matter where you go. 

 
We overall found that our sample included a wide range of people who use ATMs. For example, 
we made sure to interview a diverse group of people based on ethnicity, accessibility, and age. 
Most of the people we interviewed were above twenty years old so it might have been insightful 
to interview individuals below twenty to have a more diverse age range. Specifically, the 
different languages spoken by individuals we interviewed made our sample a good 
representation. For example, Maya, who’s first language is Spanish, addressed the accessibility 
of the ATM interface. 
 
 
 
Personas 
 

1) Mental Model #1: 
An ATM is intended for the quick and convenient deposit cash or checks or 
withdrawal of money. This mental model makes the user believe that ATMs are 
intended to be used for quick transactions so they might use an ATM when they 
know they are short on time for a quick withdrawal of cash, for example. In terms 
of preparation, the user would only need their debit card to withdraw money and 
would need to know their PIN number. Knowing that the machine might reject 

3 



bills that are folded or ripped, before using the ATM, the user might also make 
sure to flatten any cash and only deposit bills that the machine can read reliably.  
 

2) Mental Model #2:  
The  ATM should have high memorability. Since a user will routinely use it and 
may even have a designated ATM, they should not have to relearn the interface 
each time. A wide range of people of different ages (such as students with just 
debit cards) and backgrounds would feel comfortable in choosing to use the 
interface because of its ease of use.  

 

 
Figure 1: Helena is tired from a long day at work, but still needs to rush to do 
errands after she deposits cash in her account through the Bank of America 
ATM. While her transaction is loading, she thinks about all the tasks she needs to 
do like get toothpaste. A problem that Helena faces is that some of her folded 
cash isn’t accepted by the ATM.  Helena is representative of the users we 
interviewed because she encompasses several characteristics of the users. For 
example, she is in a hurry as several of the individuals we interviewed were.  
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a) Persona #2:

 
Figure 2: Sydney is a local student who only owns a debit card and frequently 
uses the Bank of America app so it’s important that the ATM has high 
memorability and ease of use. The only interface problem that Sydney faces is 
that it is unclear whether she can perform a second transaction. Sydney is 
representative of the younger demographic we interviewed since she has the 
same goals as those in school (such as saving money for books and quick 
lunches between class). 
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Figure 3: Maddox is a millennial who has pretty much every type of social media. When 
he finds out about this new trendy social media company, he knows he needs to open 
an account immediately! He signs up, and after looking through others’ profiles, is 
unhappy and dissatisfied with himself because he feels he looks too fat in his photos. 
However, he likes how he can easily log in using just his camera and face through face 
detection - although he is slightly creeped out with what kind of data the company can 
collect from his information and profile. 
The facial recognition characteristic can be manipulated into unethical practices because 
if the social media company doesn’t specify that they are collecting information about the 
user with the detection technology, the user will be unaware of what personal data they 
are revealing. The company could then potentially store this personal information in the 
cloud, which raises the issue of information security and foreign governments obtaining 
this information and spying on citizens. 
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Storyboard 
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Helena’s journey of using the ATM shows the parts of the interface that directly contribute to her 
goal as well as the parts that do not. Helena’s main goals are convenience, efficiency, and 
speed. The ATM is convenient in that Helena can use it whenever she wants to. It is also 
intuitive enough that she is able to go through the screens while multitasking and thinking about 
something else. However, the ATM can improve in terms of speed, since the last part of her 
journey illustrates that there are a few redundant screens such as the last two screens in which 
it gives the option of depositing more cash twice.  
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