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Improving the Banking Customer Experience
A customer sees “transfer complete,” but the bank has only received the instruction.
When the payment is delayed, support repeats the same message and the customer
cannot tell whether the funds can still be stopped. Better customer experience starts by
making each step understandable and removing repetition that contributes no
protection.

Keep the steps that reduce a specific risk
Review the customer journey one step at a time. For each document request, approval,
and verification, identify the risk it addresses, the legal requirement if any, and the
evidence it creates. Eliminate duplicate data entry and unnecessary handoffs where
another reliable control already performs the job. Preserve verification for events that
can transfer account control or release money.

The decision rule is practical: remove or redesign a step when its owner cannot identify
its purpose and an appropriate review confirms it is unnecessary. If the step addresses
a defined risk, test whether the proposed replacement provides comparable protection.
Record that decision instead of assuming that fewer clicks always means a better
product.

Activate services as supporting controls are completed
Reporting access can be released before payment initiation where the customer’s
authority and the bank’s risk review support it. Higher-value wires or ACH origination
can follow completion of additional agreements, security elections, exposure approval,
and training. State the restriction clearly and identify the requirement for the next
capability. Account age alone should not replace the evidence needed for higher-risk
access.



An activation tracker should show each capability as available, restricted, or awaiting a
specific condition. Give the customer a named route to complete the condition. Avoid
advertising a function as immediately available when additional approval is part of the
bank’s ordinary process.

Make transaction status correspond to an identifiable
event
Distinguish receipt of an instruction, authentication, acceptance for processing,
interbank settlement, and recipient funds availability. Those events do not necessarily
occur together. Map each label to a reliable system event, identify which entity reports
it, and state what the customer can do next.

A status should also explain an exception without promising an outcome the bank
cannot control. For example, a “return request sent” message should not imply that
funds have been recovered. If the status is uncertain, say what is known and when the
bank will provide the next update. Do not substitute a confident but inaccurate
completion message for an unresolved processor response.

Make customer controls understandable and usable
Device lists, payment limits, beneficiary restrictions, dual approval, and administrator
histories can help customers manage access. Explain which controls are mandatory,
which the customer can change, and when a change takes effect. A security dashboard
should distinguish the requested setting from the setting actually active in the payment
system.

Show customers enough information to recognize and respond to a change without
disclosing confidential detection logic or other customers’ information. For a sensitive
change, deliver confirmation through an established channel and give the customer a
practical route to report a problem. Layered authentication should reflect the risk of the
capability involved. [1]

Measure the effect on loss and resolution
Assess completion rates and support calls alongside fraud loss, rejected legitimate
payments, repeat contacts, manual exceptions, and time to resolve complaints. Define
the baseline and review period before rollout. If a simplified flow increases loss or
blocks customers from reporting errors, the conversion gain alone does not establish
success.

Test the failure journey as carefully as the successful transaction. A customer reporting



a covered electronic transfer error should reach the appropriate process without being
forced through an unnecessary document request first. Regulation E recognizes
qualifying oral or written error notices and imposes investigation requirements; support
design should not obstruct them. [2]

Maintain a shared vocabulary for customer messages
Replace vague status language with words that match the actual event. “Your
instruction has been received” is different from “funds are available in the recipient’s
account.” Use the same approved meaning in the app, website, confirmation email,
partner interface, and support script. Inconsistent wording can create conflicting
evidence about what the bank promised, even though the wording alone does not
determine legal finality.

Maintain a message register identifying the event, permitted wording, prohibited
implication, system owner, and next action. Legal and Operations should review the
underlying event together. The examples below are a starting point; payment finality
and return rights depend on the rail and governing rules, including Article 4A where
applicable and the FedNow rules for that service. [3, 4]

Example message Use only when Do not imply

Instruction received The bank has recorded the request The payment is accepted, settled,
or available

Scheduled for
processing

A future processing event is
recorded

Funds have already moved

Payment sent The identified rail event supports
that statement

The recipient can necessarily use
the funds

Funds available to
recipient

Reliable confirmation supports
availability

Every legal claim or refund right has
ended

Return requested The bank has transmitted a
recovery request

The recipient bank agreed or
recovery is assured

The management deliverable
Remove duplicated steps only after identifying the control or requirement they
serve and approving any replacement.

Use a capability tracker that tells customers what is available and exactly what is
required for further activation.



Maintain one transaction status register across customer channels and test it
against successful, delayed, rejected, and disputed payments.

Sources and application
[1] FFIEC authentication guidance. Authentication and Access to Financial Institution
Services and Systems, August 2021. Risk-based guidance covering customers, staff,
third parties, and system access.

[2] Regulation E error resolution. 12 CFR 1005.11 and official interpretations;
intake, investigation, provisional credit, and notices.

[3] UCC 4A-209. Acceptance of a payment order.

[4] FedNow governing materials. Federal Reserve Operating Circular 8, effective
April 1, 2026, particularly section 7 on settlement.

Reviewed through October 24, 2026. General information; apply governing law and
institution-specific facts. Recommended controls and examples are not universal legal
requirements. Article 4A links illustrate the D.C. enactment; check governing state law
and applicable federal and system rules.

https://www.ffiec.gov/sites/default/files/media/press-releases/2021/authentication-and-access-to-financial-institution-services-and-systems.pdf
https://www.consumerfinance.gov/rules-policy/regulations/1005/11/
https://code.dccouncil.gov/us/dc/council/code/sections/28:4A-209
https://www.frbservices.org/wp-content/uploads/040126-operating-circular-8.pdf

