Loan Servicing Mobile App and Welsite
User Testing Results

Alert: If you nave bean sffacted by Hurricane Florerce, click here for more informatior.

- Hello, John!

@ 2eX0S Cashboard Accourt & Payments ~ [ San Out

T 1527 Eeachwood Drive ( *** 5427 ) Hello Jahn! @ cv -

- Tex! Sue +

Q 1627 Beoachwood Drve | === 5427) . VIEW LOZAN SUNMARY
Las! payment receivad 101122018

TOTAL AMOUNT DUEC DUE DATE

$1,148.54  11/01/2018

MAKE A FAYMENT

You have achedulad 1 perdng paymenis >

Messages
Your Hazard Insurance n'ormalion is
$ 1 1 48 54 outdated and/or we are missing your
, L]

ingurance information. Pleaze click hore
to update your insurance informration,

Duec Date 11/01/2018  msoavs

Last payment of § 1234 90 was received on 10/12/2018 2018 Year End Statement

(Fom 1098) is availablz now!
PRINCIPAL BALANCE

$ 142,581.38

VIEW LOAN DETAILS

Yo have 2 pencira payments NEW Escrow Analysis Statement
pe qpa ! Is avallable now!

DATE SCHEDULED TYPE BANK ACCOUNI AMODUNI ACTIOUNS

12X05/2018 Auto Drak ABC Bank X1234 €114854
Go Green with eStatements

Sign Up AutoDraft

Free and corvenent recuning
automatic withdrawal,

Current Principal Balance i Total Monthly Payment : “
$ 142,581.38

Original Amount: § 148,541 24

12/10/2018 Payment ABC Bank X1234 £114881

AutoDraft

Froe and convenien! racurring
automatc withchrawal

ENROLL NOW!

Total Amount

$ 2,696.60
Go Green wilh eStalement

Mobile App Test Link: https://invis.io/XBT0ZGJPS32 | Website Test Link: https://invis.io/V9QO5JZDQYR




We conducted 11 User Testings wit

Each test lasts for 40 min, which includes:
10 min - general conversation on how they manage their current mortgage and their exception on digital mortgage products
30 min - mobile app/website mockup testing and feedback collection

Step 1 - observe, ask questions, and take notes

Example:

n ServiceLink Colleagues.

Step 2 - document notes, and discover patterns and insights

Mobile Testing (25-30 MIN)

You will be asked to try out our new mobile app design prototype and complete several tasks. While you are using
it, please describe what you see, what confused you, what you like, and what you are trying to do. The goal is to
test whether a potential user will be able to understand the app design, define problems and the things that we
can improve. It's not about testing your skill or your understanding of technolagies. Please feel free to ask any

questions and share your ideas/suggestions at any time.

Imagine you just downloaded this mobile app and you are a new user. Now you need to register. (5 MIN)
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- PART | -

How they manage their current
mortgage and their exception
on digital mortgage products.



Who are they?

FACTS OUR IMPRESSION

Expertise in Technology Security v.s. Convenience
01 - Jo**** Finance *kk Kk k Convenience
Coz-mie Finance okkkx o Securty
""""""" 03-Be™  Finance k& xkkk  Convemence
Mobile App ---------------------------------------------------------------------------------------------- ----------------------------------------------------------------------------------------
04 - Th**** Finance | *k Kk f Yk k ok | Convenience
o5 L okk okdkk Securty
""""""" 06-M~e  Finance kA% Akkk  Comemence
07 - Wir*** . Finance l Kk k l Kk k l Convenience
"""""" 08-De™  Vauaton  kkk  kkk  Comvenence
RN 0o.Ba Twe  kkkk o, Security
"""""" 10-Ca™*  Twe  kkk % Comenence
Ct1-Ma™t Valation ook *x  Convenience




Do their lenders provide loan servicing websites / mobile apps?
How often do they use these products?

Yes, | use them once or twice a month _ 5 (4 - only use the website, 1 - only use the mobile app )

Yes, but | don't use 4 (3 - use autopay from PNC checking, 1 - mail checks )
No, | don't think they provide 2 ( 2 - mail checks)
The top reasons for not using Online Payment: The top reasons for not using Auto-Draft:
* Required to pay a convenience fee * Need to feel in control since it’s a lot of money
 Worried about data security * Plan to payoff earlier so manually add additional
 Cannot remember the password payments

* Got used to mailing a check * Schedule payments based on paycheck and budget




What do the users expect from a mortgage application?

When you use the website/app provided by your | |
lender, what feature do you use most often? Basic Expectations:

Check
Principal

Balance

(3)

Check if the
CEVINENRE
posted

©)

e easy to use

Download Tax * easy to navigate

Documents / » get the things done fast
Annual Report

(3)
Other Advanced Expectations:

* An extra layer of data security

e Distinct visual style




Not all users share the same goal.

A “Passive” User

| want to make sure | paid on-time.

AutoDraft saves me time.
| don’t make additional payments.

| don’t look at advertisements.

V.S.

A “Proactive” User

How can | pay off earlier?
How can | save interest?
Is it the right time to refinance?

| am interested in good deals.




- PART II -

EXOS Mobile App and Website
Testing Results



REGISTER

© recuremen

“What if | don’t remember my loan number and don’t know
where to find it? Can you add some instructions about where to
find the loan number?”

O roauroment

“There are so many rules applied to the password. That’s
exactly why | cannot remember them. Will the password
expire? ”

( Password expires every 12 months on LC B2C)

©) v/ ux

All the test users (6/6) said they would prefer to verify by Text
Message instead of Phone Call.

©Y reaurment L o1/ ux

Half of the test users (3/6) asked what an ”alternative phone
number” mean and how they can skip if they only have one
mobile phone.

Find Your Loan

< CANCEL

Step 1: Find Your Loan

Loan KLmber <D HIDE
12345€789 1
Socigl Securily Nurmber or Tax 10 b HIDE

12345E789

SAVE AND CONTINVE

Create Your Account

{ BACK o

Step 2: Create Your Account

Wa heve veritied YyOour CEN nlormetian. Now you
ing celine Sccoun

Creats Your Pasaward <P BHOW

'''''

mRswone! el
At laast 3 characters @
Cantaing 7 upperaass letter

Contams 1 lowarcase letler

Contans 1 numzer

Comains | special charactar

Confirm Passviord

Fnater Passward

Emal Accress

Re-enter Emai Addrass

Sacurity Quastions

You will be asked 10 enswer these guesions I you
10 recoves your passwors. You can updata the
Iallowing sasarity quastinng in Sattings.

Secwurity Question |

Sa'ect a Queslicr v

2 Step Verification

{ BACK o

Step 3: Set Up 2-Step Yerification

Two-eted verfication helpe protect you by making 1t
Tara dficult 107 SDMEQNA RIKA 10 SigN In to o ar

How does it work?

Step 1 oine
=nier User D and Password to ign in.
Step 2
You can chocse 10 16ceive a
veriicatcr code v ext message. A Ea\
mobile phone ie required for thie 4
feature. Message end dalg 18128
may apply. <3>
9'
@

You can chocae o receive a phane
rall; simply lolcw the call instructicons
to completes your verification

Phone Number ‘Requied)

(123) 456 -7890

Iz this ¢ mobile phare number?

@ Yes,itis (O No, thiziz aland line

Allernate Fhcne Number (Racommendead)

(HSO) 78 - 4k /

Is this @ mobile phone number?

) Yes. ltis (®) No, thisis aland line

Verificatior Method @)
v

Receive cnda hy 18XT message (SMS)

SAVE AND CCMPLETE




HOME / DASHBOARD

what would you expect to see from the

landing screen?

G L) Due Date

| ) Due Amount

| . Principal Balance
=) Escrow Balance

[ Interest Rate

L] Payment History

) Payment Break Down

L] Loan Details

— X

Hello, John!

'~~-‘¥'!:E"[ 1€27 Seachwood Drive ( *++- 54

[

Last payment received 10122019

TOTAL AMOUNT DUE DUE DATE

$1,148.54 11/01/2019

MAKE A PAYMENT

You nave schaduled 1 pending payments >

PRINCIPAL BALANCE

$ 142,581.38

VIEW LOAN DETAILS

Yau have been pre-qualified y
for a HELOC!

A home equity line of credit, cr HELOC, is a line

of credit that turns home value into cash
DISMISS LEARN MORE

Go Green with eStatements >

AutoDraft - new i
Free and convenien: rzcurring [aantees q

automatic withcrawel

ENROLL NOW!

= C) o o &)

HOVE ACTIVITY MY LOAN ESCROW FAYNENTS

Welcorwe, Johnl

Towgl Amcun: Due

$1.,148.54
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WEBSITE DASHBOARD

To the test users, the term “dashboard” means the overview with the
links to everything. They expect to take actions by clicking different cards.

Most of the test users flowed the same reading order: they first read from
the left side from the top to the bottom, then move to the right side and go
from the top to the bottom.

Most of the test users (4/5) don’t see the need to customize the
dashboard since they think the layout provides all the information they
need.

o &

Some test users, especially the ones who plan to pay off faster, think the
“Loan Lifetime Projection” graph is really helpful. One test user thinks this
graph is a bit hard to understand, therefore she prefers to have the text
explanation above the graph.

Welcama. John!

Taral Amount Due




NAVIGATION STRUCTURE - WEBSITE

of v/

Most of the test users didn’t actively use the top navigation, they look for links from the screen instead.

® O

Most of the test users didn’t notice the "notification bell” and the “profile icon”, some didn’t understand what the
ICONS mean.

MJLOANCARE Dashbcard Account 8 Payments = ® [ Sian Our

Hello, John! - Text Size + EN ~
' My Account Payments e B e

g 1827 Beachwood Drive | s« 5427 ) o
Account Activities Make a Paymenl

Statements & Documents Auta-draft Setting

Loen Detalls Manage Bank Accounts

Escrow Details Amortizalion Schedu e

Paycff Request @

D!‘QA‘NF% Dashhoard Account & Payments - C f;_l

Hello, John - Tex: Size +

v 1527 Beachwood Drive | ++++ 5427 | v VIEW LOAN SUIMMARY

Accounl Activities Statements & Documents Loan Detalls Escrow Detalls Payoil Request




NAVIGATION STRUCTURE - MOBILE

Activity
Expected to find:

 Payment History

* Pending Payments

None of the test users
mentioned “eStatement”. 2 of
the test users got confused
when they click on “Enroll in
eStatement” from the Home
screen and find they are

relocated to the “Activity” tab.

Q: What types of information or capabilities would you expect to find
under each menu item?

My Loan

Expected to find:

* Loan Detalils
 Payment Detalls

e Loan Lifetime Overview
 Amortization

e Tax and Insurance

“My Loan” only exists in the MBA demo.

@ 5 o
HOME ACTIVITY ESCROW PAYMENTS
Escrow Payments
Expected to find: Expected to find:

Escrow Balance
Escrow Payment Due
Escrow Statements

Mortgage Insurance

All the test user are quite
surprised when they see Home
Value, Neighborhood Insights,

and Advertisements.

A few test users (2) think Escrow
should be a part of My Loan.

Most of the test users (4/5) think
they won’t look at the Escrow
Details very often.

 Payment Schedule
e AutoDraft Setup

 Payment History

1 test user thought “payment
history” is a part of the
“payment”.




MY LOAN: LOAN DETAILS / INSIGHTS / HOME RETENTION

® (I

Some users didn’t notice they can click on the “Insight” and
“My Details” tabs to switch the views.

@Y Foscman

Home Value
* “You should mention where the data comes from.”

* "l am afraid that my property tax will go up.”

©Y roscrao

Neighborhood info
* "l would use google to find nearby places. | didn’t expect to

find this type of information in a mortgage app.”
* “Once | bought the house, | have already done enough
research about my neighborhood.”

® O3

Interest Rate
* “llike the idea of interest rate trend since | won’t frequency

check it. However, average users may not know how to
interpret the graph by themselves.”

Loan Details

My Loan

gf=" 1827 Beactweod Drive | »=r- 3427 )

1627 Beachwood Drive
¥ Pitisburgh PA, 15217

30 Years Fivad Rate Sanwandanal

Qriginal Loan Amount

5 380,126.00

Earowens)

<ohn Dowe
canz Jaflerson (Co-barrower)

Principa| Balance
Lindsled Q20 LY

$142,581.38

Interest Rate 3.75%
Ficad Rata

sl $ 460,500.00

o

- -~
A =] l LS
{OM ACTIVITY NY LOAN ICROW “AYNENTS

Loan Insights

@ Interest Rale

My Loan

167 anwead DAws | 1iee 5 ()
&4 1627 Basganwoad Drva | 5427 L~

Madiar Hore Vake In Squirrel HIll South
$ 510,800

A% T monlee

Ameiilive Emoloyrenl

Farmawd Corant Hone Ve .
Crin Eduast Expert Insights
Crimce oatic ! -
$ 460,500
Refinancing ks the process ol replacng an
| a from P urshazing Prce VIEW NEIGHBORHOOD REPURT existing loen with a new lcan, Relinancing
your loan can gotentially helg you!
F lua H=s M- |
Reslaur | r
e Not lalerestac LEARN MORE

@ Expert Insights f = o O
ONE aCTIVTY NY LOAN JCHOW PAYNMENTS

Use your equity in the home to renovate! A
HELOC can give you those options.

Humee Equily Linz of Credit (MELOC) is & ko,
W=CY poJdr oene a8 colleleral, thel l2ls you

borrem uz W e percerilage of equty you hane i1

Yy home

LEARN MORE

Nal Inlereslec




MODIFY PAYMENT

O reauromert | u1/ux_

Make multiple payments at one time

Understand the Concept _ 4

 “What is the difference between ‘multiple payments’ and ‘additional
payments’?”

* “Does that mean make a payment from multiple bank accounts?”

« “Will these payments be withdrawn on different dates or all at once?”

©Y recuremen: L urrux

Principal, escrow and fee only payment

Understand the Concept _ 4
Doesn't Understand _ 5

* Expected to see explanation/clarification on the fees.

Modify Payment

<& 1627 Beachwood Drive [ ++++ 5427 )

Total Withdrawal

Mortgage Payment

$1,148.54

$1,113.54

[ Makes muitip e payments atone time (i @

E Principal, escrown and fee enly payment @

Additional Payment ()

Additional Principal

Additional Eccrow

O,

Fae Payment

Other Fee ($15 00 due)

Onz-Tme Paymnenl Fee

SUBMIT

S 0.00

£ 0.00

£ 0.00

$30.00

$ 15.00

$ 15.00

Amcriization Schedule

Make a Payment Auto-dnft Settng

Nanige 3ank Accounts

Make a Payment

The one-tme payment online ogtion is a cusck and convenent cokon tha allows a one-time
withdréwa of your mortoags payment duactly from your checting of savings accoum «a an
Eleztronic Funds Transtar (EFT)

Step 1 of 2: Payment Details

Tetal Withdrawa $1,118.54

Mortgage Paymant $1,118.54
e Maka one North minimum paymen!
Maks multiple paymes at one tim?

Maky princpal vaciow g 've only payraeny

Acditiznel Pancpal £ 0200
ACOMINNE EsCrow $0.00
Other Fer ($1£ due) $15.20
One Time Peyment Fee $15.20
Bank Account * ABDNEW AcCcun?
ABC Eank x7119 - Checking ~

Payment Cifective Cate Due Date 03/01/2019
Jaeo e -

Payment nust be submited pror 1o 1) pm. EST 1o be postec the sime day. Payments submitted
on weckends holidays, or after 1€ p.m. EST wil be posted on the next busness day

AuloDraft Payment

Free and convenient recurring
automatc withdrawal

Payment Options

Expora all of the daymaent cplicng and [".
ind the most convenan! ong for yeu
Amortization Schadule

How mach caa | save by meking -3

addtioral principal paymenis?

Financial Assistance

0y
-l
’

Facng linenciy challenges”® Look or
wescurans and assistance here




MODIFY PAYMENT - VERBIAGE

Version 1 - What we have today in B2C Website

Total Withdrawal

Mortgage Payment
(@) Make one month minimum payment

() Make multiple payments at one time

() Make principal, escrow and fee only payment

“Regular mortgage payment” might be better than “Make one month minimum payment”.

$1,118.54

$1,118.54

Version 2 - New Verbiage

Total Withdrawal

Mortgage Payment

() Regular mortgage payment: $ 1,118.54

() Schedule multiple payments in advance

() Additional or fee only payment

$1,118.54

$1,118.54

“Make multiple payments at one time” is confusing. However, “Schedule multiple payments in advance” is also misleading,
because it sounds like the payments will be processed month by month.

Neither “Additional or fee only payment” nor “Make principal, escrow and fee only payment” is clear. One tester suggested
to say “Make additional principal, escrow, and fee only payment”.




ESCROW

PILOANCARE

Hallo, wohin

— Escrow

o) 1627 Scachwocd Drive [ ==

Aseeart Activites Etaterrents & Deruraeals oo Detells Essrew Detelis Poy st Neques

©) recuiement

None of the test users understood what “Current

Current Escrow Balance

Undated 1Q28/2018

, ~ 201¢ Eacrow Disbursement Schedule
S 1'03704 Current Escrow Balence Bk e T o U Modenas Isauocs @
$1,529.84

b Mot Diabursamsen’
MAKE ADDITIONAL ESCROW PAYMENT e
Current Eserew Advance 02222019 3500
L% 1Y

Escrow Advance’ is. $ 0.00 @ o

Escrow Analysis Summary 0 “ w w W “
@) ui/ux

Last Escrow Analysss Date - 10/28/2078

~
b
MAKL ADDITIONAL
CHISFON PAYNENT
Jar feb Vi Apr Viy Jum «ul A3Q Sep Xt New Cec

ESCRAOW PAYMENT ESCROW ADVANCE

. P . S 390.86. (<) Monthly Payment Ereakdown ESCROW DMALYSIS S1ATEMENT
A few test users experienced difficulties to understand o $0.00 T B
e Prireipal and Interced S 870,50 e b
the Escrow Disbursement Schedule Graph. One test Escrom (Tax / Insurance ) LSRN e
user scrolled up and down for multiple times to read the e S Nontnly Payment —
Graph together with the Escrow Break Down section. Fund pd 1o your see anocaltg auerty . e
Escrow Breaok Down
ik on Tg dews Ledow 10 view 1he Broah dow i of your sa3ciow
@ UI / UX Arnually Property Insurance Tax Mcrigage Insurance
Most of the test users didn’t realize that the 3 cards - e mas e otk st foont - sze016 o o
ent Amit S 3,28D.1€ -

Property Insurance, Tax, and Mortgage Insurance - N 75.20-23-59-25134 i

= Prirsipal Balases ¢ AV Ualua
are clickable. N

Jrrent Principal 3xarce

Current AVN Value E:J...U, T :;.:‘oi:” R ;‘;‘n)o:“'"‘:“"o"’""’"‘

3 AV YALUE? Annually 2 Tua - ——
@ Roadmap a2 11,2018 $ 23330C T323G35345133
t § 254238
(®, NEW OFFER! - Couaty Tex

2 Test Users like the Remove PMI feature and think this

Jid you kncs you cunopon wn [BEA wdoy and

73-23-23-54

ent Amt §25423¢

-45-134

Disbu'sersan: Slequency Next Digdusamant Due Dake

Naw Ditomamert Dae Bevouat

IS a great opportunity to sell “refinance” as a product. et k) Tt

START YOUR APPLICATION AN ESCNOW

SNNOZE THIS OFFER

FAYNEANTE




EXOS VOICE

Hello John, how may | help you today?

Will you use the voice assistant / conversational user interface to manage your mortgage?
Your monthly mortgage payment is
Yes! _ 2 |‘ “It provides another payment option for people with disabilities.” $1,148.54 due on 1st of March.
Maybe, will try 2
TOTAL AMOUNT DUE DUE DATE
Not Now 4 U ‘It seems insecure. $ 1,148.54 ‘ 03/01/2019

“I don’t use voice assistant in general.”

What is my interest rate?

Your interest rate 1s 3.75% fixed.

If yes, what will you use the Voice User Interface for?

« Ask Payment Due Dates
e Call Customer Services

But for any information involves “numbers”, they prefer to view it on the screen.






