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User Test Overview

Our live site, on desktop view, was used to test user experience and overall
functionality determined by testers completing tasks.
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Convenient Online
Account Opening

You can now open a checking or savings account with us online!(1)

Checking Savings

Refer a Friend
Refer friends, family and
coworkers to Woodforest and you
could eamn rewards!

=

College Avenue

We work viith College Ave to help

take the stress out of paying for
college!

&=

Privacy & Security
We are committed to helping you
recognize and protect yourself
against fraud

®

Weathering the Storm
Resource information to support
those in our communities
impacted by recent storms.

WOODFOREST

NATIioNAL BaNk



https://woodforest.com/
https://woodforest.com/

User Test Overview

Research Goal: How effectively the website enables users to complete tasks efficiently and
intuitively by assessing if information is presented clearly.

* |s there anything else they would expect to have on specific pages or within the site?

Participants: 126 testers reviewed our live site and provided feedback.

@) Diagnostics This Experience is:
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The journey diagnostics are based on visitors impression of the entire journey Effe I ive
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40 B Above benchmark
At benchmark
30
20 21 24 20 EEE Below benchmark
—_17
20
. 8 2
0
First Engaging Intuitive Trusted Valuable

Impression

Doing great!

View WEVO Test Dashboard
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https://app.wevo.ai/wevos/Sd0eFRf4/dashboard

Test Participant Audience

Anyone under the age of 65 who has visited their bank’s website in the past
three months.

Task to Complete

» Start from the Homepage - https://woodforest.com — and proceed to the Woodforest
Checking page and locate the ‘Minimum to open’ amount

* Proceed to the Online and Mobile Banking page to observe the features and locate the
ninth feature listed

* Proceed to the Privacy & Security page and locate the phone number you need to
immediately call to report fraud to the bank

* Proceed to the Contact Us page and locate the email address for general inquiries

* Proceed to the CRA & Community Development page and locate the bank’s five
community development initiatives

* Proceed back to the Homepage and the task is complete
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Key Insight Categories

We’ve grouped the feedback into three key categories to help frame the discussion.
These are high-level themes based on patterns we observed across user input.

1. Website Structure and Consistency
2. Intuitive Features

3. Experience Ease and Effort

We'll walk through each category in more detail over the next few slides.




§ Website Structure

! and Consistency
Key Insights




Website Structure and Consistency

Most prospective users found the website’s structure and navigation with users reporting

that they could find what they needed and that elements worked as expected.

Navigation was seen as consistent and predictable, with users especially appreciating the

clear drop-down menus and logical page categorizations. For most, navigation felt easy,

and users felt they were able to find what they were looking for.

{} The website's structure matched my expectations. | was able to complete the tasks completely without any issues.

The way the website's structure was setup made it easy for me to find the answers to the tasks. | had no issue or | did

not have to spend 5 minutes to look for anything.

{\\r'. prefer a website that is easy to navigate and easy to find the information that | would be looking for. | also like the

clean look of the page. Everything on the page is spread out and not too crowded together.

L
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“The layout alone told me that this should be a good experience as far navigating it.

Small Business ~ Commercial  Woodforest Cares  About Us

Checking ~ Savings Loans DebitCards  Online & Mobile Banking  Other Services  Resources

Online & Mobile Banking

. . Woodforest Where You Are!
Co nven Ient on I Ine Access your account using Online Banking or use the Woodforest

Account Opening

You can now open a checking or savings account with us onlinet()

Checking \ Savings ‘

Online Banking Features

Woodforest Online Banking and Mobile Banking App* provide convenient and secure access to your Woodforest accounts from home, work,
or wherever an internet connection is available *

(&

Account Activity Transfers Account & Security Alerts
View current and past statements, check current Move money to/from your eligible Woodforest Receive alerts by email, SMS, o push notification
transactions, view check images, and more. accounts. You can create one-time Set your own criteria for balance alerts, transaction

@ transfers, recurring transfers, and future transfers. alerts, debit card alerts, and more.
Refer a Friend College Avenue Woodforest Bank Charity Weathering the Storm @ @
Run®

Refer friends, family and ‘We work with College Ave to help Resource information to support
coworkers to Woodforest and you take the stress out of paying for Since 2010, the Woodforest Bank those in our communities eStatements Service Center Quicken / Quickbooks
1 1
coUld carri=uands college] Cuarity RN server ae dfamily Jipacted by ecensionns Receive your ically by enrolling your account names. Re-order checks.  Download your account transactions in a few easy
(endly. svent maldng a clitferance in eStatements. Order a Woodforest Debit Card. Manage clicks.
in our community. Learn More eStatements. Plus more! Learn More
Learn More — Learn More — About the Rup — View Resources —
Daily Email Notifications Security Bill Pay
Provide your email at account opening to Security features to help protect your online Set up e-bills for recognized payees, payment
automatically receive a daily statement of sessions such as Second Factor Authentication and reminders, and automatic recurring payments
transaction activity, account balances, and more. Limited Access Passwords.
earn Mor

> How1o Add a Payee in Online Banking

How 1o Set.Up.a Mobile Authenticator in How to Pay.a Bl in Online Bankin
< = o Y. 9

How to Enable Text Message Authentication
< <

Bank Where You Shop!

@ Convenient locations inside retail stores.

@ Cash In at Checkout®™

Account(s) opened at a branch today are accessible online by tomorrow. Account(s) opened online are accessible for Online Banking
immediately.

Please note, if you are a Small Business customer and would like to enroll your business in Online Banking, please contact us toll-free at 1-
877-968-7962 for assistance.

@ Get paid a day early with direct deposit. 2!

Find a Branch

STEATTE LR RR L LI

Enroll in Online Services Today!

Access your account online or on a mobile device by
enrolling in Woodforest's Online Services.*

T T REST

Ready to Enroll? If you've already opened an account you can use your
enroliment code or account information to,enroll in Online Services, ONAL BANK

This is a good example of a website for a bank | would consider. It is well organized and easy to navigate."




Website Structure and Consistency

78.7% of test participants found our website’s structure matched their expectations to a 74.8% of test participants found our website moderately, very or extremely consistent
moderate extent, large extent or completely. and/or predictable.
% Website Structure % Consistency
Customized questions made to visitors about the experience Custornized guestions made to visitors about the experience
To what extent did the website's structure match your expectations? How consistent and predictable did the website feel as you navigated between pages?

Did the website feel similar and make sense as you moved between pages?

JOURNEY LEVEL JOURNEY LEVEL
X ol o @ o oy )
gt T il e L N Nt
— e X E Wle® S s ¥ Wt ehle®
(@ (o ot (i o 1@

Not at all To a very To a small Neutral Toa To a large Completely e ae® 4et® ae® T e

small extent moderate extent o o™ o= o 0 o=

extent extent

Expectation Question

When navigating through a bank website, what are your greatest hopes? What are your greatest concerns?

Easy to find the right option
(102 mentions)
e I

Data Protection and Security
(121 mentions)

. El  Fully met
Reliable and work?;;srz::ﬁgglnesd) “ Somewhat met
Hl Not met
281 total mentions ®
Of those that expected a website to be reliable and work as expected % WOODFOREST
9 75% of them said it met their expectation NaTionaL Bank




Intuitive Features

Key Insights
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Intuitive Features

The majority of users did not find any of the website features to be difficult to use.
They noticed how well the pages were laid out and features assisted them in a
favorable way to understand how the website functions.

didn't find anything difficult to use. Everything was self explanatory. It was easy to figure out what | needed to click

on to find what | needed.

think it is a well thought out website

% WOODFOREST
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Personal  Small Business  Commercial

PressRoom  ContactUs b Accs

Login~ Locations ContactUs ~Careers ~ Espafiol

Loginto Online Banking

Contact Us

We Are Here For You

Have questions about your account or need support
with Online or Mobile Banking? Give us a call or send
us a Secure Message through Online Banking

&

Phone Numbers
Toll-free

Monday - Saturday

) 9667962
1.(866) 530541 800 am-5:00 pm CT

Mailing Address
Woodforest National Bark

Box 7889
‘The Woodlands, TX 773877839

e

Servicemember Assistance
Woodforest National Bank offers loan assistance

inder the Servicemembers Civl Relef Act as thanks
10 our natiors servicemembers for thir sacrifces.
Contact our Loan Operations Department o
determine your eligibilty.

1.(888) 282.2265 (tlkree)

More Information

&

Confirmation and Verification Services.
For requests such as Verification of Deposit, Credit

Send a Secure Message
1.Loginto Oniine Banking
2.Goto Messages Tab

Log into Online Banking

0

Branch Locations.
‘See branch hours, phone numbers, and et
directions.

Find a Branch Near You

n
£s3

Direct Deposit
far sources of funds, such as  paycheck
directly deposited into your account.

SetUp Direct Deposit

®

General Inquiries.
Have a question? Wed love o hear it and see how
the

Inquiries, d
Confirmations.

Learn More

following:
Email info@woodforest.com

The website is very straightforward you can't really miss or get confused at anything"

onaL Ban:
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Personal  Small Business  Commercial

Login~ Locations ConlactUs Careers ~ Espafiol

Login o Online Banking

PressRoom  Contact Us ibilty  Carcers

Privacy & Security

Protecting your personal and account information s one of

.
our top priorities. We are committed to helping you recognize
and protect yourself against fraud.

] 8

How We Protect You Cookie Policy Terms of Use
Ways we protct you anyout nformation. ; onine or scoess toor websit use.
ewience
Protocive Mogsures > Read Our Poly > oo Our Termsof Use >
What You Can Do to Protect Yourself Online +
Tips from the FBI - How We Can Help You - Elder Fraud +

Remember:

Woodforest National Bank will NEVER ask you to provide or verify account or login information by email, phone or text message. This
includes account numbers, user IDs, passwords, and debit or credit card information. If you receive a text message from someone
claiming to be an employee of Woodforest National Bank, you should contact or visit your local branch. Please Note: you will be asked

to provide this information if you contact Woodforest National Bank.

Check Out Our Mobile* and Online Banking Walk-thru Demos!

View Demos
Interactive Guides for your most frequently asked questions.

IDnotify®

Plans include Lost Wallet Services, Identity Restoration,
[

Website is easy to use and self explanatory' emet suveilance,and morl

Exclusive offer for Woodforest customers.*
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Intuitive Features

76.4% of test participants didn’t find any feature
confusing when presented with the Homepage.

% Feature Difficulty

Customized questions made to visitors about the experience

When using the website, were any of the following features confusing or difficult to
use? (Select all that apply)

PAGE1 PAGE 2

The main menu (links at the
top of the page)

The search bar

Buttons or links on the page H

Forms (for example: signing
up, entering details, or
checking out)

Additional Benefit tiles (the
multiple cards at the bottom
of each page)

Accordions

None of these felt confusing

13

79.5% of test participants didn’t find any feature confusing
when presented with the Online and Mobile Banking page.

% Feature Difficulty

Customized questions made to visitors about the experience

When using the website, were any of the following features confusing or difficult to
use? (Select all that apply)

PAGE1 PAGE 2

The main menu (links at the
top of the page)

The search bar

Buttons or links on the page

Forms (for example: signing
up, entering details, or
checking ouf)

Additional Benefit tiles (the
multiple cards at the bottom
of each page)

Accordions

None of these felt confusing
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| Experience Ease
and Effort

Key Insights




Experience Ease and Effort

We determined a task that would allow the tester to flow through a foundational
journey in which we designed the website to feature and highlight how a user would
truly experience our website.

Overall, they found the experience easy, intuitive, and clear.

t was easy to complete all of the tasks that were assigned because | navigated without issue and the page had a

seamless layout without any problems or issues that needed to be addressed"

absolutely had no difficutly searching for the tasks asked of me.

% WOODFOREST
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Experience Ease and Effort

77.3% of test participants found the task somewhat, 59.3% of test participants found that to complete the task it
easy, or very easy to complete. took little, very little, or no effort at all.

% Effort
% Tasks Complete Ease

Customized questions made to visitors about the experience
Customized questions made to visitors about the experience
How much effort did it take you to complete your tasks on the website?
How easy did you find the tasks to complete?

JOURNEY LEVEL
JOURNEY LEVEL

Far too Quite a Some Neutral Little Very Mo effort
Very Difficult Somewhat Neutral Somewhat Easy Very Easy much lot of effort effort little at all
Difficult Difficult Easy eflort effort effort

Expectation Question

When navigating through a bank website, what are your greatest hopes? What are your greatest concerns?
How do | read this chart?

Hl  Fully met

Data Protection and Security
(121 mentions)
Somewhat met
Easy to find the right option 69% HE Notmet
(102 mentions) (70)

. [ —
Refiable and works as expected Of those that expected it easy to find the right option on our website 69% of them said
(21)

(e6 mentions) it met their expectation ﬁ WOODFOREST
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Improvement Opportunity:
Improve Page Flows and Features

A minor number of users who highlighted several areas of friction when completing the tasks
presented. There were also users who found the website to be somewhat cluttered, hindering the
process of navigating through the experience.

Content, such as additional resources, and the option to refer a friend were seen as being impertinent,
especially for new users who may not even have an account yet.

%; Tasks Complete Ease

Customized guestions made to visitors about the experience

How easy did you find the tasks to complete?

JOURNEY LEVEL

Very Difficult Somewhat Neutral
Difficult Difficult

While 80.3% of prospective users found the task somewhat,

easy, or very easy to complete,
said they found the task

Somewhat
Easy

Easy Very Easy

Customized guestions made to visitors about the experience

How much effort did it take you to complete your tasks on the website?

JOURNEY LEVEL

;a B3 H — 2]
Far too Quit Some Meutral Little Very No effort
much lot of effort effort little at all
effort effort effort

While 59.3% of prospective users found that to complete the
task it took little, very little, or no effort at all,
said they found that to complete the task it took

WOODFOREST
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| Looking ahead

Design Considerations




Next Steps

Woodforest Cares
CRA & Community
Development

* Review page tier designs and menus:

* Discuss how to improve flow (design or layout RS
changes needed)

» Refer to other research tests on how to

synthesis major webpages ‘
A

LLLLLLLL
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Questions?

% WOODFOREST




- UX Design Team
- Woodforest National Bank
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