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Hi, Samanthal!

Let's find out what credit card
offers are available to you.
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We're Sorry!
We weren'’t able to pre-qualify you.
Sometimes this happens when your personal
information is incorrect. Please verify the

information you provided s correct
and try again

Try Again

Welcome to your Mortgage Satus Loan Hub.

Application Status

it

Loan Details

Allof your property and loan detals n one place

Interestrate Wonthly Payment Loan Amount

2.250% $1,495 $450,000

[rom—
Mo acton required st thistime
providing wrten ins Navy Federalu You're pre-qualified for a Flagship You're pre-qualified for a Navy Federal You're pre-qualified for an nRewards
" hortzing Nevy Fe Rewards credit card. More Rewards American Express® Card. Secured credit card. Whatshappeningnow?
cond Earn 30,000 bonus points Earn 25,000 bonus points Earn one point per dollar spent, Cancel iy
‘ when you spend $3,000 within 90 days when you spend $3,000 within 90 days of then redeem points for gift cards,
¥ e r of account opening. account opening. cash back and more.
ic N 4 it Loan Number: 4521663
~
Apply Now Apply Now Apply Now (@ g
B 7 Ny Foserl Crct Uicn Al i ressved e CEHEROGEGE Loan Type: Puchase
B0z ey FecenOnck e M e Uploadyourdocumants et @
OR OR OR

Provide this offer code to a Branch Member
ervice Representative to apply:

Provide this offer ode to a Branch Member
Service Representative to apply:

24595 24597 24599

(V] $

Provide this offer code to a Branch Member

Upleadiow @ Review @
Service Representative to apply:

Member Name: John Q. Member

Rate Lock Date: T6D
Locked Interest Rate: TED

Make sure o reach out o your loan offcer

tolockyour e,
Rate Lock

Loan Details

Member Name: John Q. Member

Property Address:
6878 Birdpark Lane
Loan Amount: Falls Church VA, 22044

Interest Rate: Closing Estimated Closing Date :

Rata Lock Data: September 24,2020 information September 24,2020
2.2 Welcome - Native Error
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Back to Home
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Have questions about buying a home? Explore our tools and resources.

Gt We're Sorry!
Hello Y

Let's find out what credit card
offers are availabie to you

Thanks for your interest! Thanks for your interest! Thanks for your interest!

Let's find out what credit card Your ink has expired.

offers are available to you.

ot s | Gonoet U | Prcy | Sty | W Pl | Ascssty | S S
Your session has been terminated.

Py——

Unfortunately, we were unable 10 confirm the. Unfortunately, we are unat

This usually happens i you followed a ok we.

information you provided. with your request at this time. EmrEE e Seimelienin Al isiotmsioi el
FE— toxted over 12 hours ago. Send us another Try Again Need help now? We'rhere to he. e e
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Cancel Your link has expired.
Cancel

Thanks for your interest! Thanks for your interest! Thanks for your interest!
Your session has been terminated.
Unfortunatel, we were unable to confirm the
s usually happens fyou folowed a ik wo informaton you provided

fexted aver 12 hours ago. Send us another

Unfortunataly, we are unable to proceed
with your request at ths time.

toxt and we'll gt you started




UX & DESIGN

Mobile 6.0

Rating & Reviews

3.5

Great app Im ago
3 8 8:0 :

As a software engineer the application was
probably the best mobile application | have ever
used. Well optimized, snappy, and most of all,
unbelievably well designed..that was until this last
update. A lot of changes were made that seem to
serve no real positive feedback for the consumer.
The bottom menu is convoluted, there is less
useful information on the account pages (ke the
sudden disappearance of the running balance
next to transactions), the information that is there
has been cluttered into the top left now. The

New bottom navigation

Responsive ReDesign

Data comparing pre-launch to post-launch has seen an increase i traffic,
especially on mobile, ower bounce rates, and increase in UMA stars,all
showiing increased user engagement sincé auneh.

57*) 58

Decreasein
ate on the landing page

EveryDay Checking - 1234

30"

SHOW MORE DETA

Scheduled Transactions
View scheduled payments, transfers, deposits

Transf‘er From JOHN SMITH $50.00

Transfer To Checking -$50.00

Transfer From Checking
Transfer

$50.00

Transfer To Shares

Transfer

Mobile 6.0

Expandable view, including routing
and account details, and joint
ownership information

Schedule a payment, money transfer,
or deposit

NAVY e coos

Credit Union | %riee™

X SIGN

Responsive ReDesign

1. Create a responsive and ADA
compliant design

2. Drive acquisition of new
products for both current and

prospective members

3. Driving higher satisfaction and
positioning of cards top of

[ Membership ReDesign Results

36" ) 73

Decrease in the mobile bounce More daily UMA starts from

rate on the landing page the landing page on average

T m,!'m, g |
Pesect ot

50%

“The Eligibility page continues
influence Average Daily UMA Starts

nave

Responsive NFO

NAVY
FEDERAL

Credit Union
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Re-imagined: structured, organized
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Cathy Vatterott

Banners: Marquee
Join the Community
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icon suite
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itunes desktop view

[ 3 Store Mac iPhone. Watch, iPad iPod e Support Q
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maven

maven
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mavenmsn

maver
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a person who knows a lot about
a particular subject

a person who knows a lot about
a particular subject

rioting mavens

an expert or connoissevrr
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MEMBERS

— Sup A ing
nklin Institute!

Activate/@ind store your di
membership card here.

E LOOK UP MEMBERSHIP

: .

B Not YebaMember?:'

Benefits include Free General Admission
fora year, discounts, special events, and more.

+2 JOIN US!

a21P0

Welcome Staff
FamilyMAX Member!

Expires 03,3117

Kathyn iorsfanni
12345 Frankin Lane

[£13 |

8200409020107979

Remember...

Enhanced Content
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Virtual Reality
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Your Membership Benefits Include:
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Launch Pad
Menu

The Giant Heart

421P0

MEMB

You Have a New Membership Number.

Please click be

ctrieve your New

RETRIEVE YOUR NUMBER

WAYFINDING

DAILY SCHEDULE

EXHIBITS

VIRTUAL REALITY

EVENTS

TICKETS

PARKING

FOOD

MEMBERS

FEEDBACK

421P0

SportsZone

The Science of Sports

\ew permanent

nnovation. Ex; physical fitn

utrition, equipment, and safety as you
prepare to play.

Delete Membership Card?

and card after deleting.
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11in every 33 infants born in the U.S. has a birth defect
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WEIGHT

0

BLOOD GLUCOSE

APPOINTMENT

&
MEDICINE

TRACK GOALS REMINDERS

EDUCATION

eeecc BELL T 421 PM 2%

eoe0o BELL 421 PM

Bored of drinking water?

Try flavoring it with a squeeze of lemon
orlime juice.

421 PM 2%

Weight > 4 My Chart

CHANGE IN WEIGHT

My Log
Add Record 10072014 75 " e e Q@
T
on T N Yy
s me
Save T "
ooy me o

= H-

Learn
Course Progress
« >
Find your ideal weight
Eating Out
Find your ideal weight
Eating Out
Find your ideal weight
Eating Out
Find your ideal weight
Eating Out

Find your ideal weight

Grade

eeeco BELL T

Bored of drir

Try flavoring i
orlime juice.

o
90.0

mg/di

oo BELL 421PM 2%

All fruits and vegetables have
carbohydrates which can raise your
blood glucose levels.

Which of the following fruit has
more carbohydrates?

1 small banana

@ 1 cup watermelon

Dietary
Supplements

Office of
Dietary Supplements
National Institutes of Health

Dietary Supplements
Get Started

R+

AddProfiles | Add Diotary
Supploment

P X

Emol Profie

oDs | S}

Sottings

o of
Dietary Supplements
Ratonl Pttt of Hesth

W\ Dietary Supplements

€8  eos
Sarah

Caleium
Amount 500mg >

How Often 2x Daily >
Photos
Notes. >
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Credit Union-

Member-Centered Design

PLAYBOOK

R BE CURIOUS 4: BE BOLD . ’ .‘:g
S g
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sEhumBLE o 43
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3
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WORK SMARTER, NOT HARDER

Discovery

in font of us, We want o know what' rul unique about the member and
‘Abig partof

] M s osign Pk

Experimentation

10 this phase, we consiruct experimants bult upon each other a5 we ear
moro about our membars. With 6ach now updato wo Implomnt, wo contino
to abserve our members, design for them, and use thalrfeadback to direct our
Solutions n the future

PIm———

Pergonas

J—— JS—
Arctatie and Porsonas
doscron aoats, sk,

quide for other tools such as jourey maps and brainstorming.

To crose s persons:

1. Rovin astng eseae (0. sy, news) abost a prso. Tips

3. Discses parpcits * rass st gm0 ok ke
emgnars o
4. Use personas during your profec o dicuss soionsand el

o o o b o P
ok sarsonaspersona b proiing sl

ooy

12 Marmbar et Ossi Plyock

What is Member-Centered Design?

tinking
the

Experiences

mamoer g
It best used when there s ok of data  predictthe uture, when prodiems
e

vy Federal

- Doop understanding of members

- Gross-functional tearms.

- Dislogue-based conversatons

- Mutipl solutions via smal bets.

 Faciltated process.

Vo e Do Pk 1

Tools for Discovery
e oxsceron
W ——
e .

feiectin
== omganization.
e
rootinch e T e i

Vo e Do Plajook 7

Tools for E xperimentation

e

Paper Prootype

Uter Staien

Teting Assumpions

oescaFon

Dty st st £ gy o oo e et

P —

e e e o8 s

Nembar Gt Dosion ok 27

Persona
Member
Ghackto-Chack Chucc
P —
e sl g v [ young”
Sumnary. Tk o
| pori

s oy

[o:

Nembar Gt osion ok 13

Our playbook provides key tools for your toolbox.
YouDO NOT have to use EVERY tool for a single project.
Select the tools that apply.

Empathy Maps

EntesTeam - 1-2 s

Discoeny Prase

A visualization 100l used 10 articulate what a team knows about a member. The goal
is to help the team build a broader understanding of the ‘why’ behind member needs

and wants before design and development begin.

To create an empatny map:

1. Identiy the purpose and the type of indvidual
that you want to map. (There shouid only be one
per map)

2. Drawa 4-quadrant chartabeled, “Say”, “Think’

Feel and "Do"

3. Review notes, interviows, audlo fles and calk
4. Group simiar themes and il n the chart

1 Wb Grtersd Do Paybook

Paper Drototypes

EntrsTeam -0 mnses

Tips

e e e o

o o goupes

gt Sty
[

Expormentaon rase

An easy and effective way 10 create and test a design before t's developed, and communicate
ideas betuween the team and other stakeholders. They can be anything from a paper sketch to

to test. When

Prototypes give

prototype, use cases are created and the members are asked to try and perform tasks by
interacting with the prototype. This will let you lear and make terative improvements. Design

or code skills are not needed.

o buldprototypes:

1. Werking wihyour team, doermineanca o concap 1o of focus.
2. Sata it unerehoteam ek ncapandarty for2 - 5 mictes,
3. e setchss with e e,

4. Bl o of your conoepts o o mors e t e your
sans.

Tips
* o g e o

* Suppont and cncurageyouteam menpers.
T oo show' Sk s ang

28 Marmbar et Do Plyock

Journey Maps

Entre Toam -5 wesks o svarge e ey

Corcepi. Dot et oot yours
ot ot adopted e a fra process.

Discoreny Prase

Take a single goal-oriented scenario — for exampl, disputing a charge, applying for a loan or
reporting a card lost or stolen — and visualize the member's activites, interactions.
and perceptions.

o crate a ourney map:

1. Rovew st known data soout e oumay and persas.

2. Drawa foumy bora b ona e v bosrd o vl b
S i e St i, e

Tips
B —

* doumey raps st b devlopad rom
hoperpectne o a memer aoss

a
conbite the ey
Usa post. s to popult heromainng clmerts.

.
255 ouney oo ey s he e s v
(e, o restrcs cansan
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curentoure.
* o gcturs o iy s ourars
ek ey

Why Member-Centered Design?
e a proven vy of verking o prokee nevatve st and s

olaboration, rogardless.of silset o spacialty. It can be used ustto work out &
prablem or tink i a ne way.

Mombar-Centarod Design:

- Improves quality of choicos

- Recuces fisk and costs
- Energizes employoes.

+ Incroasos spoed

- Leads to better soutons

- Increases adaptabilty

Vo e Do Plajook 3

Empathy Map

o Gt ssin Pk 9

User Stories

EntsToam - 1 vt 2 ks Expormantaton s

Witten from the p ive of a crive user might
be a member, MSR or from the back office Deve\opevs oe 5 colcton of mameor stnos
develop desired functionality.

umentation

To dafine user stories:

1. Interviow key stakaholders o eam about hercesied Tipe
ol
A —
2 Document member stores a lgn to“fetures” nd it

s ety £, Feature, U S e
s o  Golaborst with dovelprent e s

4. Proritzs user stores, led by one individua, JE
R e i s .

0] i Ostarsd D ik

Dispute a Charge - Member Joumey

E——

3 Phases of Member-Centered Design

dscovery,
DISCOVERY IDEATION EXPERIMENTATION

Lo sty o ot
o ot

 Exhor g et et

Card Sorting

EntrsTeam -0 mnses

o oo o e
Kratesye e o e

e e e

Vo e Do Pk 5

Discoeny Prase

jathering

As for g
vigaton Thre ot oo of card oring extron

+ Open card sorts let participants decide how o group things and create their own labels.

‘generally used to valdate assumptions.

o croat a card sort:

1. Ity th pages/creens that e 1o e roupec o et map

2. Soect your paricir

Tips

oo Fo i com cror o ke hecaogres 1 san
o would 1ol -t for o mamber o

a0
B surs tolnchude soma bl cards s

o pan
{or 5 roup o1 Up 1 10 paople. 00 condct 12 exercse 3 8
U o0 eha A encur it i mmbers have an oppErY o
o,

5. Garer s ressaning s 0wy ey plced e whers hy .
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EPIC: Dispute & pending tansaction
FEATURE: Automated review/processing of percing queue

USER STORY.

* Teko e of o nshed precct.

oot cwdrt ol By e
ot o sams Geograpc ocaion

User Story

Sposilt vovisued uben poting fmlins has paceed  reued manuely

ACCEPTANCE CRITERIA:
(GIVEN a member had & pending cspute fled

AND the disputo s not curently waiting on a Vi esponse
WHEN the posting timeine has passed

+ Transacton cid not post
+ Transacion posted for different amount

+ Transacton posted for same amount

Journey Map

crmnas D = Q a A

e
Omoruries | P

=K

(‘FoLoour )

M et Dsian ok 15

Member-Centered Degign

B
DISCOVERY  IDEATION ~EXPERIMENTATION

ST
Fewew

PRovucr  spenT
fivsmpyliit o

Nembar Gt Dosion ok 43

Prioritization Grids

T ————— dastion Prass

Used to select the ideas that are most important and feasible given
limited resources.

o oreate & Prirtizaton Grid:
1. Create a simplo quad char. (Rectangle spit nto 4 blocks) Tips

2 tow and “High" .
s salanga o oo st ek

3. Ghoose label fr each axs.

o
o Business”; “Lovel Ve ik 5

4. Potall o postit deas nsida o g e

5. Discus ©
each other as nesd.

i o v 33 et o s et
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Testing Assumptions

EntesToam 1123 s Exparimentaton e

Drive goals, strategies, and tactics. As the team defines the scope and key
focus areas, it is helpful to perform quick tests to validate assumptions to
aid project success.

To define effective assumptions: Ti
ips

1. Lot sssumptions sin th brastoring i, 17

2. Rank assumptions based upon risk. et achot 5 s,

a

Format:
Wo believe that__for tis insert member/personal vl
outcome) T o e epert .

4. Design and condiuct a test, Pt ey
 Unkown: At o o i st

s

ldeation

In tis phase,

[ ——



