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JEFFREY

Moderated Remote

Age Range: 25- 34
Occupation: Agency Consultant

Hybrid Banking - Mobile and Desktop

GENERAL NOTES

e Trial and error with the screen sharing technology. Originally did not
work after just a few minutes but luckily it was at the beginning of
the session.

e Enthusiastic about the process or testing using a prototype
e Confused over and questioned the scan functionality

e Never wired money before and therefore not familiar with the term
“World Remittance”

e Besides the Al - mentioned that he wants to be able to access
support/contact link - felt that it was too hidden

e The testing session was very conversational and less formal
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MARY ROSE

Moderated In-Person

Age Range: 35-44
Occupation: Logistics Manager

Hybrid Banking - Mobile and Desktop

GENERAL NOTES
e Confused over and questioned the scan functionality

e Have never heard of the term “World Remittance” and suggested
using something a little easier to understand by the average person

e Mentioned that she liked the portability of the phone but she
prefers desktop banking because she has a better eagles eye view of
things because of having a larger area to work with

e Still prefers the ability to pay for purchases using a physical card

e Technical difficulties with the testing because the prototype did not
size to 100 on her screen (android user) - our workaround is for me
to pull up the prototype on my screen and she guided me through
how she would approach the tasks | gave her.

e Mentioned that for this to be ideal that she would like the
opportunity to scan checks and/or deposit funds
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NHIL

Moderated Remote

Age Range: 35-44
Occupation: Quality Systems Manager
Hybrid Banking - Mobile and Desktop

GENERAL NOTES
e Very descriptive with his answers

e Met a little later than scheduled time - something came up that he
could not make the original session. - about an hour and a half

e Likes the Al function but would still want to contact an actual
customer service representative to resolve issues and concerns.

e Confused with the scan functionality

e Confused about the difference of sending money to a person in your
contact list and world remittance as mentioned on the task

e Expressed that the news and announcements are too prominent and
takes up too much space where he would want to leverage that area
for something else that suited his needs

e Expressed his preference for being able to customize his homepage
e Thought this was a great project and wished this is a real app

e Mentioned to keep him in mind for future testing
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GENERAL NOTES
e Had toreschedule initial interview because she got sick

e Very relaxed at the time of interview - Breezed through the tasks
pretty easily

e Gave background and insight of what terminology to use or
typical process from her banking background

e Was very excited that this app can combine several banking
functions and different type of accounts - even loyalty cards

NICOLE e Confused about the scan functionality

Moderated Remote e Called me back after a few minutes that she would like the

functionality to deposit money - which she never knew that it was
available for this app since it was not one of her tasks (this part of
Occupation: Bank Relationship Manager the conversation was not recorded)

Mostly Mobile Banking

Age Range: 35-44
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KYLE

Moderated In-Person

Age Range: 45 -54
Occupation: Inside Sales Manager

Mobile Banking

GENERAL NOTES

e Had to reschedule from the day before because our schedules did
not align - rescheduled for the next day

e Puts his hand on his head and plays with his hair when he does
not know how to proceed

e Feels alittle rushed or slightly distracted - seems to be worried his
almost 3 year old might wake up

e Man of little words but nods his head through out when he is
accomplishing his goal or liked a functionality

e Technical difficulty with the prototype - did not size to 100%
(android user) - had to leverage a secondary navigation for the
testing

e We would have to restart the screen share when his phone would
go on sleep mode while he talked

e Answers are more concise and follow up questions were needed
to prompt him to further elaborate
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VENUS

Moderated In-Person

Age Range: 55 - 64
Occupation: Registered Nurse
Hybrid Banking:

Mobile but mostly Desktop

GENERAL NOTES
e Nervous at the start if her accent is going to affect clarity of her answers
e Squinted at the navigation at the bottom

e Tilted her head to the side as she expressed her preference to have
the shortcuts at the top.

e Seemed confused about having additional navigation located at the
top when there’s already one at the bottom

e Expressed a little frustration that the prototype is black and white -
relies on colors to draw her eye on certain functions

e Struggled with splitting bill function since she never has to use that
type of activity digitally.

e When in doubt, she preferred to use the Luna to point her to where
she needs to be.

e After signing up for an account, she chose the function to take a tour
to get acquainted with the general location of other functions
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Tools and Learnings

The testing sessions have been very insightful. Three participants were interviewed over Google Meet and were asked to open the Adobe XD prototype
on their phones. They were asked to share their screens as they narrate their observations. | interviewed two participants in their own homes and one
interview was conducted in my own home. | took minimal notes on my notepad tool in my laptop to be able to focus on their findings. Two participants
had an issue with their android phones in the middle of the interview so | pulled up the prototype on my computer and | had them tell me where to click
and why. | mainly focused on the mobile version so that the findings from these sessions can be implemented on the desktop reiteration.

For the most part, most of the participants were interested and curious about the app. They all thought that the app being developed has a lot of
potential and some were even eager to add some functionality that would greatly increase their interest or likelihood of downloading the app. Two out
of the six participants are a little hesitant on having an all-in-one app due to preference of desktop banking than mobile app banking and for having
larger area to accomplish their tasks. Most of the participants were easy to give answers and some were not as descriptive but seeing their actions on
the screen also tells a story - even without their narration. Some needed more follow up questions so that they can open up more. | did find that | broke
away from the script a little bit to make it more conversational than task-oriented since a couple of participants felt a little self-conscious and nervous
being observed.

The interviews provided invaluable feedback for possible enhancements down the line as well as identified areas that need improvement now. The
videos are very helpful as a reminder of what was discussed and to see the participants’ raw and unfiltered reactions since this is their first encounter
with this application.

Through interviewing the participants, | came to the conclusion to focus on the following:

The homepage and main navigation need to be slightly reevaluated to avoid the confusion for Accounts, Scan and Pay.

Hierarchy of function on the homepage - putting Pay as more prominent, pushing news and announcements

Reevaluate Hamburger Menu sub-items as admin options than hiding other banking functions (move banking functions on home page)

Slight adjustments need to be made to the Send Money portion to eliminate confusion between Send Contact to Contact (which is for US contacts
only) vs Wire Transfers - sending money anywhere else in the world.
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