Movember 16, 2012

Citi Website Baseline

Beseline Final Repon

Ve ) N
3" piterns s Biohic
CI l Deer Fesadarch aned hizights



Topics

Research Goals
Test Methodology
Participants Profile
Scenarios and High Level Tasks
Overall (Combined) Summary of Success Metrics
Citi Customers Analysis
Summary of Success Metrics
Detailed Findings
Non-Citi Customer Analysis

Summary of Success Metrics
Detailed Findings

hiteriet aiei Robile
CI i Peai Revearch and lizighiz



Citi Website Baseline Success & Satisfaction Objectives

Business Objectives

Provide a baseline to be
used against competitors’
websites and Citi website
improvements

Initiate a longitudinal
success and satisfaction
baseline to be repeated
twice a year

Provide actionable insights
for Citi website
improvements

User Testing Obijectives

Baseline common tasks within the existing Citi website (Sept/Nov-
2012):

* Find a branch/ATM

* Find a checking account

* Find a Credit Card

* Find information relating to mobile applications

* Find information relating to electronic money movement

Collect Quantitative Data:
¢ Time on Task
* Error Rate, Success Rate, Timeout, Abandonment
* (Click Streams

Collect Qualitative Data:
¢ Zatisfaction Rates
+ User Comirients
° Gmpressions oi Citi

Gather Objective and Subjective Data in order to:
Create & haseline for fuitre compariscns between Citi websiie
improvements and behwesn competitors’ websites



Methodology

Remote Testing

* Un-moderated (400 participants)

400 participants screened and recruited by
outside panel agency; 200 Citi Customers,

200 Non-Citi Customers

Asked to participate in study via email and

provided link to UserZoom test site

Gather user click streams, time on task,

satisfaction metrics and user feedback
Sept-Nov 2012

Citi website as in use by the public during

stated timeframe

* Demographics/Participant Profiles

Education

e Some College (35%)

» Bachelor's Degree (45%)
* Graduate Degree (20%)
Income
e >50K

Primary Bank Affiliation

Citi Customers (200)
USAA (50)
Wells Fargo (50)

Chase (50)

* BoA (50)
Employment Status

= All but Student and Unemployed
Gender

* 45% Male/55% Female
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Scenario Example

You are moving across country to Austin TX. Your new home will
be located on Greystone Drive in Austin TX, 78759.

* Task 1: How many Citibank full service ATMs are located within
10 miles of your new home?

» Task 2; How rnany Citibank branches are located within 5 miles
of your new home?



Citi Website Baseline - Scenarios

Baseline Scenarios

*  You will be moving to Austin TX. Your new home will be located on
Greystone Drive, Austin TX , 78759.

»  How many Citibank full service ATM locations are located within 10 Sz
miles of your new home?

¢ How many Citibank Branches are located within 5 miles of your new
home?

»  Find the credit card that has No Annual Fee, a 0% APR (for the longest .
period of time), and also offers ThankYou rewards. =

e Since you will be moving, you'd like to keep all of your accounts at the same
local bank. You will be moving your combined account balances of
$69,000.00 to Citibank. What checking account allows you to avoid monthly ®
fees, taking into account your combined account balances?

«  Find an App from Citibank that allows you to deposit a check to your Citi —
Savings account with your Android Phone. If that app exists, how much does
it cost?

* ° What Tablets are supported for banking with Citibank?

* You need to send a wire transfer. What is the minimum cost for sending
money via a wire transfer assuming that you are NOT a member of Global .
Executive Banking or Citigroup Private Banking?

»  You are interested in receiving, viewing and managing your bills online from
your new Citi bank account. .
Is there a service that allows for this? If so, what is the cost?

* Find the name of the method by which you can send $500.00 to your nephew
by using his email address =y .

o

Baseline Answers

5 Citibank Full Service ATMs

2 Citibank Branches

Citi ThankYou Card

Citibank Account Checking and
Citibank Gold Checking

That App does not exist, the existing
app only allows deposits to checking
and it is free

iPad and Kindle are supported

$12.50

eBilis allows for this and it is free

Popmoney



Summary of Success Metrics**

Task % Correct Mean Clicks *SD Clicks Minimum Optimal Mean Time *SD Time Mean *SD Page
N=400 Clicks Clicks Unique Page Views
VIEWS

PDP Money
Supported 200 72% 8 7 2 3 1.41 1:.11 3 3
Tablets
Find CC 205 61% iz 10 2 5 2:13 1:18 4 1
Find Checking 195 43% 17 16 2 2-3 3:12 2:15 5 2
Find ATM 202 42% 24 13 8 7 2:11 1:.02 3 1
Find Branch 198 32% 18 11 7 7 1:51 0:55 3 1
eBills 135 27% 6 5 2 2-3 1:11 0:50 3 1
Prominence
Wire Transfer 126 16% 8 7 3 3 1.47 1.03 4 2
Cost
Mobile Deposit 200 4% 11 9 2 3 3:10 1:09 5 3

e Citi and Non-Citi Customers
 Standard Deviations show wide range of variability (SD
Clicks, SD Time SD page views)

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task
*A large standard deviation indicates that the data points are far from the mean and a small standard deviation indicates that they are clustered closely around the mean.



High Level Observations

* Locating and Identifying information about POP money and supported tablets for banking scored within acceptable ranges for
both Citi and Non Citi Customers with success rates over 69%

* Finding a Credit Card based on given parameters seemed slightly more difficult for Citi Customers (55% success) than Non Citi
Customers (68% success)

* Finding a Checking Account based on given parameters seemed more difficult for Non Citi Customers than Citi Customers,
however the % success rates were less than 50% for both groups

* Ability to successfully utilized the ATM Locater function was less than 45% for both Citi and Non Citi Customers
* Customers sited page errors, non standard internal frame scrolling, confusion about advanced search functions and page
layout as issues.

* Ability to successfully utilize the Branch Locater function was less than 36% for both Citi and Non Citi Customers
* Customers sited page errors, non standard internal frame scrolling, confusion about advanced search functions and page
layout as issues.
* Ability to identify and associate ‘eBills’ with its features was less than 30% for both Citi and Non Citi Customers
* Ability to correctly identify information about wire transfer costs was less than 20% for both Citi and Non Citi Customers
* Ability to find functional information about Mobile Check Deposit was less than 6% for both Citi and Non Citi Customers

* Confusion comes into play with conflicting information located on the Mobile Check Deposit details page (see detailed
analysis)



Detailed Analyses



Citi Only Analysis



Summary of Success Metrics**

Task % Correct Mean Clicks *SD Clicks Minimum Optimal Mean Time *SD Time Mean *SD Page
N=400 Clicks Clicks Unique Page Views
Views
3 1

POP Money 81%
Supported 94 71% 7 7 2 3 1:40 1:16 3 1
Tablets
Find CC 97 55% 12 Q9 2 5 2:14 1.15 4 1
Find Checking 103 48% 15 16 2 2-3 2:33 1:18 4 2
Find ATM 100 39% 24 13 8 7 2:14 1:08 3 1
Find Branch 100 35% 19 12 7 7 1:.56 0:56 3 i
eBills 638 29% 5 2 2 2-3 1:21 0:59 3 1
Prominence
Wire Transfer 64 19% 6 4 3 3 1.38 0:48 3 1
Cost
Mobile Deposit 106 5% 11 10 2 3 251 1:18 5 2

¢ Citi Only Customers
 Standard Deviations show wide range of variability (SD
Clicks, SD Time SD page views)

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task
*A large standard deviation indicates that the data points are far from the mean and a small standard deviation indicates that they are clustered closely around the mean.



Detailed Findings

(Citi Customers Only)



Task: POP Money

* Task: Find the name of the method by which you can send $500.00 to your nephew by using his email address

Success Rate: 81%
15% used the Transfer Services Comparison Page
Ease of Use Rating: 51% Easy or Very Easy
Time to complete task satisfaction rating: 56% Satisfied or Very Satisfied
Problems or Frustrations
* Terminology is confusing - 7%
» Could not locate information — 13%
» Site is disorganized — 5%
* Process took too long / Too many steps — 5%
* Inadequate instructions/help — 7%
* Did not know where to begin — 9%
¢ Too much information / Pages feel Cluttered — 4%
* Not enough details / Missing details - 9%
¢ Too much scrolling — 2%
* No problems or frustrations — 55%

e Other Comments:
* ‘I guessed. It would've been hard if my guess wasn'’t right”
* ‘Just guessed pop money would be the way, otherwise lots of searching”
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* “Under POP it didn’t mention sending via email option; just mention great for sending money to kids at college”
* ‘“Didn’t find that page, but remembered hearing by citibank email ad that there was this service”

» “Ifirst looked under transfer, then went to other services and found popmoney”

* ‘Justdidn’t know the name of it....so took some time to investigate...”
* ‘I cannot figure out where you're hiding these ‘comparison’ pages”
* “Makes you log on or create and account to find this info”

** Data shown from users who successfully completed task with (1) Correct answers (2} who did not time out (3) who did not abandon the task



Task: POP Money

» Task: Find the name of the method by which you can send $500.00 to your nephew by using his email address
* Heat Map: First Click indicated that most users expected to find the information in the foliowing two places:

* Banking — Main Menu
e Services — Main Menu

* Click Stream indicates that the following 5 places seemed to be valid sta

* Bank at Home

* Login

* Banking

* Services

* Rewards and Offers

* 44% of Users doubled back to the Home Page after their first choice.
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find Supported Tablets

Temaced| e P e AT 8 AT | LA v T | .
» Task: What Tablets are supported for banking with Citibank? So0YEARsclT]
e Success Rate: 71% T e R S
* Ease of Use Rating: 51% Easy or Very Easy SERVICES
. Tim_e t.o complete task satisfaction rating: 32% Satisfied or Very e Depasit checks with Mobile Check
Satisfied B Deposit. Just Sign, Snap, Submit.
* Problems or Frustrations : NS T b e e ot B

Drepred fomy B chwet il Gt Mok §

* Terminology is confusing - 9%
* Could not locate information — 7%
* Site is disorganized — 6%

Mobile and Tablet Banking

ftr "dobila = Lit; biobie for Smartphcnes
* Process took too long / Too many steps — 3% , :l“;,, w ,:h "
* Inadequate instructions/help — 4% e o

PrRRVEN

* Did not know where to begin — 15% r———
* Too much information / Pages feel Cluttered — 3%
* Not enough details / Missing details - 3%

* No problems or frustrations — 61%

* Other Comments:
* ‘It was silly to have to page down to find the tablet info”
* “No FAQ”

* “When | put tablets in the search bar, the relevant information did not Cit Tt Banking ot eps
come Up" Rabtor ;oa it :uutwrmu:
vl o o Bk R T
* “Not sure if I found all the devices; tablets and mobile devices all in one P . P
category” = e g

** Data shown from users who successfully completed task with (1) Correct answers (2} who did not time out (3) who did not abandon the task



Task: Find Supported Tablets

» Task: What Tablets are supported for banking with Citibank?
* Heat Map: First Click indicated that most users expected to find the information in the following four places:
* Banking — Main Menu 2
» Services — Main Menu
* Search —Tool Bar
* Bank at Home
* 40% of Users who landed on the Citi Mobile and Tablet Banking
Page and the Online Banking Overview Page, doubled back to the
Home Page after their first choice.

More points, more fun...
wherever your piayground may be.
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** Data shown from users who successfully completed task with (1) Correct answers {2) who did not time out (3) who did not abandon the task



Task: Find Credit Card

W Pecent; tlewed & MJooapsad. S panl

Task: Find the credit card that has No Annual Fee, a 0% APR (for the longest
period of time), and also offers ThankYou rewards.

- Kol amr L dAew S CondliCaniz

View All Credit Cards

PY Success Rate. o/o Flenhke Tioe | Rewands, ek Fonk o PUichaze: anAp< . 1 sheall bechestas - taei e aH I A AILBRGTL N C RAROCank.
» Ease of Use Rating: 50% E rVery E el g :

: ng /°. asy.o e'ty asy - . Saving is simple with the
* Time to complete task satisfaction rating: 45% Satisfied or Very Satisfied Citi Simplicity® Card.

Problems or Frustrations
* Terminology is confusing - 8%
e Could not locate information — 0%

Gat 5% of your Minimum Paymeant Due back = ach month.*

e ¥ N How s

. . . . : Card Filker |
* Site is disorganized — 4% -
13m koking Tor: FAnanelal Cpffor; Corlrs1 Ravwarde:
* Process took too long / Too many steps — 11% Mmoo Misswens 2 it 2
. . 5 i R L M o suinual Fos 4 nranktou’ Rewand ¢
* |nadequate instructions/help — 6% ol 2 et T Aet oo cards found
— Inire Purcliacs &4PR L HYER D ua N
* Did not know where to begin — 0%
* Too much information / Pages feel Cluttered — 13% N o S _
. o . TG e pussecedsan: IR
* Not enough details / Missing details - 4%
. P . Puiehare Balance Transtr
* No problems or frustrations — 57% A e o e "" .
® Other COmmentS e e % "
i Citi ThankYou® Prefarred Card Lnnual Mt APRER Wi APPon
* “Alot of choices” s 10,000 v Thakyay il - L et R st i
. o e ey ot Sae EwerT e abF s
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* “There was an offer to compare cards, but it didn’t compare anything, which was = - Nosauak mand o il e e
very confusing” s ooy
» ‘| did not see how to say “go” to refresh the results” A

» “Compare” features/format did not load and other view was not good for finding
info quickly and easily™ " - -

* “it wasn't clear that when | was checking the filter boxes that the search results = ® ™k ¢ = e =i

- Enicy 0% It AP enbdance LRI [ PHENIWSDI 15 balnoe Famohr |

. achares = "M meaiz; ater fiat 18 montie:

below were refreshing. So after | checked all the boxes, | was looking for the ity E‘:“':i. .,Pﬁrﬁ‘.!;“mf‘.';fsés hevubible PP wrutte
2 P I3 . are wrn:rcu- nesr 22.09% hyved o be 12.87% -

submit button, but there wasn't one, so | hit compare. It took me to a weird page NLTE BB DY e

that wasn’t what | wanted so | navigated back to the page with the filters and had
to re enter the filters. Then | noticed that the content was refreshing.”

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find Credit Card

* Task: Find the credit card that has No Annual Fee, a 0% APR (for the longest period of time), and also offers ThankYou

rewards.
» Heat Map: First Click indicated that most users expected to find the mformatlon in the followmg five places

* Credit Cards — Main Menu e =
 Rewards and Offers — Main Menu |
* Home Page Credit Card Offer — Learn More Button
e CreditCards.Citi.Com Link in footer
* Terms & Conditions Link in Footer

* 45% of Users doubled back to the Home Page after their first choice. |

i

More points, more fun...
wherever your playground may be.
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find a Checking Account

* Task: You will be moving your combined account balances of $69,000.00 to R

Citibank. What checking account allows you to avoid monthly fees, taking

BANKING® ™=~ b

into account your combined account balances? s |
* Success Rate: % ":"“'"
* Ease of Use Rating: 39% Easy or Very Easy e
* Time to complete task satisfaction rating: 42% Satisfied or Very Satisfied | ..iee P —
* 54% of successful users found and utilized the Compare Citibank Checking | :::m
Accounts page mrns o o
* Problems or Frustrations S B e T —
e Terminology is confusing - 4% —— :M"’.'...m...m:m oAl il
* Could not locate information — 9% - -
e Site is disorganized - 6% CERRE TooEemmmmmm
* Process took too long / Too many steps — 16% o e e
* Inadequate instructions/help — 13% e e
* Did not know where to begin — 16% : T e Gonpars Clboek Chackg Ao
» Too much information / Pages feel Cluttered — 6% e )
* Not enough details / Missing details - 6% o J = %ﬁ. J
* No problems or frustrations — 44% T
« Other Comments: o
* ‘I found the info, but not at the page you suggested (via compare). | looked at e o Y o 0
the landing details for each account.” | = WL L E—
* ‘It forced me to input an address before it would give me options then it only i I S ai e
gave me two for the state of Texas” N :.: o
* “Had to download pdf of account details, would prefer them just on a page.” :;“ ;—3 g‘fm ‘ j}::

** Data shown from users who successfully completed task with (1) Correct answers (2} who did not time out (3) who did not abandon the task



Task: Checking Account

* Task: You will be moving your combined account balances of $69,000.00 to Citibank. What checking account allows you to
avoid monthly fees, taking into account your combined account balances?

* Heat Map: First Click indicated that most users expected to find the information in the following four places:

* Banking — Main Menu
¢ Services — Main Menu 200YEARS CItl
e Login

* Open an account — Tool Bar
* 26% of Users who landed on the ‘Compare Basic and Interest For when your new home doesn't
. " come with the newest apphances.
Checking’ account page doubled back to the Home Page. i e At
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** Data shown from users who successfully completed task with (1) Correct answers (2} who did not time out (3) who did not abandon the task



Task: Find ATMs

* Task: How many Citibank full service ATM locations are located within 10
miles of your new home?

* Success Rate: 39%
* Ease of Use Rating: 74% Easy or Very Easy

U om . - e S
LI S LU
-logn | Usab@teTesting(2) " Labity 307 Definth... »

200YEARS CITI

| wariiy (et ledan (e Ay Aaedt | mmy e

* Time to complete task satisfaction rating: 77% Satisfied or Very Satisfied g
*» Problems or Frustrations T T e
« Terminology is confusing - 5% R -
* Could not locate information — 0% Ratne s s
* Site is disorganized — 8% - o
* Process took too long / Too many steps — 8% e m— T m———
* [nadequate instructions/help — 3% * B e L
* Did not know where to begin — 3%
* Too much information / Pages feel Cluttered — 8%
* Not enough details / Missing details - 0% B 200VEARS Citl
* No problems or frustrations — 67% T
» Other Comments: el o
* ‘It was hard to scroll to see the locations” =l -
* “Could not scroll list on left, had to search map” * exssoet e et
* “List was not sorted by citibank full service ATMs e =
rather by location. Would be easier if can sort by type of ATM” e y Ten—.
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7 g [ it
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find ATMs

 Task: How many Citibank full service ATM locations are located within 10 miles of your new home?
* Heat Map: First Click indicated that most users expected to find the mformatlon in the followmg four places
* Locations — Tool Bar K

* Services — Main Menu B v o
° Login | EOOYEARSCItI
» Banking — Main Menu e T—
* Site Map — Footer
* Users navigated back and forth between the locator pages, the
Submit pages and the home page indicating they were not sure

of their results

More points, more fun...
wherever your playground may be.
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find Branches

1 Cilibank Online - Cifi l.ocalar - Mozilla Firefox

* Task: How many Citibank Branches are located within 5 miles of your

. Find Check Deposit Taking ATMs

B Ek Yow dgoy gomets Ios beb
home?
* Success Rate: 35%
* Ease of Use Rating: 83% Easy or Very Easy
* Time to complete task satisfaction rating: 77% Satisfied or Very 200YEARS Cit
Satisfied Barlien Cred|Pardz  londng reesing  [ufiness Fadecss 4 Mar stucss
¢ Problems or Frustrations Find Citi Locafions
* Terminology is confusing - 0% £ Gama ot of brrches e gty s,
. . Get iocations, hours, services snd contect informalion for Cii branches and ATM netwark localions around the workd, o L
* Could not locate information — 0% SIS
United ™t
» Site is disorganized - 3% S e TR
* Process took too long / Too many steps — 3% o e s it
* Inadequate instructions/help — 3% i you seareh
* Did not know where to begin —~ 3% "'::s“"'::"'”""”'“’“m‘“”'“““ S L) e
e Too much information / Pages feel Cluttered — 3% St R e G et et ket -
* Not enough details / Missing details - 3% o s 0 W LT el e
. “ 7800 N, Mopac, Sulla 100 * "‘ T s . o
* No problems or frustrations — 80% M D708 : S p .
o Other Comments: g ;;:,,‘;f;;;";’;,;“""’“"“’  Heb F S
* “There was MORE selection criteria located after the FIND button” = 53310 N o T o s j vmim BRANCH. 095 miies -
* “Types of Branches were too complex” D S asraton Gl b, o suts 10
» ol & Seraoes » Get Diecions R oo Gl ot et
C'rﬁ BHA_HCH-G.-lGnin i S S + Bt Grallons
. e b 5?1":"3‘::%1\% Rd % _": povr: ’ p—
_Find Ful Servioa AT (cash wthdrauals, oash and oheok deposits, payments ¥ Cnid S i L A J o
“.B‘l;n;;un S e o - *Hawrs & Services ™ Gel Direciions £ E‘ ; HI‘!F
! Find & Mortgage Sales Specialist st & Citibank Branch clll shandrie . - : ;’
- Find a Citigold Relationship Manager st a Citibank Branch % il R K
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+ Al
i Find Full Service ATMs (cash withdrawals, cash and check deposits, 5 |
! paymerts)

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task




Task: Find Branches

* Task: How many Citibank Branches are located within 5 miles of your new home?

* Heat Map: First Click indicated that most users expected to find the information in the following six places:
* |ocations — Tool Bar

* Services — Main Menu |
* Login
* Banking — Main Menu
» Site Map — Footer
* Search —Tool Bar
* Users navigated back and forth between the locator pages, the
Submit pages and the home page indicating they were not sure

£ Bips:iicntine citibank comiX  Citibark @nline Banking, Credit Cards, Losding G bvesting

More points, more fun...
wherever your playground may be.
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of their results or wanted to redo their search after noticing [ —
Idiosyncrasies of the search page | SRS el
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\ B e
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» Lo&ATor BiBmit e~ Home Page -~ Locator Sibmite Home Page - | Locator Page |

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: eBills Service

* Task: You are interested in receiving, viewing and managing your bills online S ealERtiEes
from your new Citi bank account. Is there a service that allows for this? If
so, what is the cost?

* Success Rate: 29% i

. 200YEARSCItI
» Ease of Use Rating: 50% Easy or Very Easy
* Time to complete task satisfaction rating: 60% Satisfied or Very Satisfied

° 75% of users who got the correct answer used the eBills landing page N e ~ onBS
 Problems or Frustrations s mmam——
 Terminology is confusing - 0% = — FiE
 Could not locate information — 5% . ¢ ot
* Site is disorganized - 0% — :‘E;ﬁ;
* Process took too long / Too many steps — 5% ol
* Inadequate instructions/help — 0% oo Tmm——m——
* Did not know where to begin — 10% S
« Too much information / Pages feel Cluttered — 0% -
* Not enough details / Missing details - 0% T
* No problems or frustrations — 80% g ————

+ Sowurity -t W ovlue (RS 0N 0.ROF De TH1.O1VOR! b JEWN IR0 SO y
o, WA el

e Other Comments:

» “If 1 didn't know the exact language to describe the service (like | was given in S ———
the task) | would not have known what to look for.” ety ot
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: eBills Service

» Task: You are interested in receiving, viewing and managing your bills online from your new Citi bank account. Is there a
service that allows for this? If so, what is the cost?

= Heat Map: First Click indicated that most users expected to find the information in the followmg SiX places
* Services — Main Menu i e

e Login
¢ Banking — Main Menu
* gltlcom_ FOOter - :v‘;;;s;';ﬁir";g:g::;‘nd may be.
e Search —Tool Bar D e e
» Successful users cycled through additional pages to find the intersection between ; — ES

eBills and Online Bill Payment. They also retraced their steps back to the Home
Page
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Cost of Wire Transfer

Task: What is the minimum cost for sending money via a wire transfer
assuming that you are NOT a member of Global Executive Banking or
Citigroup Private Banking?

Success Rate: 19%

Ease of Use Rating: 33% Easy or Very Easy

Time to complete task satisfaction rating: 42% Satisfied or Very Satisfied

17% of users who got the correct answer used the Compare Money
Transfer Services Page

Problems or Frustrations
e Terminology is confusing - 0%
* Could not locate information — 0%
¢ Site is disorganized - 8%
* Process took too long / Too many steps — 17%
* Inadequate instructions/help — 17%
* Did not know where to begin — 25%
* Too much information / Pages feel Cluttered - 0%
* Not enough details / Missing details - 8%
* No problems or frustrations — 50%

e Other Comments:
* “Annoying pop-up offer for live chat.”
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** Data shown from users who successfully completed task with (1) Correct answers (2} who did not time out (3) who did not abandon the task




Task: Cost of Wire Transfer

* Task: What is the minimum cost for sending money via a wire transfer assuming that you are NOT a member of Global

Executive Banking or Citigroup Private Banking?

* Heat Map: First Click indicated that most users expected to find the information in the following six places:

* Search —Tool Bar

* Banking — Main Menu

* Lending — Main Menu

* Services — Main Menu

» See More From Citi — Login Area

» Successful users cycled through additional pages to find specific information about wire transfers They also retraced

their steps back to the Home Page
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Mobile Deposit

* Task: Find an App from Citibank that allows you to deposit a check to your pemETn
Citi Savings account with your Android Phone. If that app exists, how much
does it cost?

200YEARS Citl

* Success Rate: 5%
* Ease of Use Rating: 20% Easy or Very Easy

* Time to complete task satisfaction rating: 20% Satisfied or Very Satisfied
* Problems or Frustrations

» Terminology is confusing - 0% m
 Could not locate information — 40% ey

» Site is disorganized — 0%

* Process took too long / Too many steps — 20%
* |nadequate instructions/help — 20%

* Did not know where to begin - 0%

 Too much information / Pages feel Cluttered — 0% S
* Not enough details / Missing details - 60% hatvenze ——
i O, sabi.e Check De=oeit aliows | 0. to degast zour checks as 820N 88 yru gst
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** Data shown from users who successfully completed task with (1) Correct answers {2) who did not time out (3) who did not abandon the task



Task: Mobile Deposit

Phone. If that app exists, how much does it cost?

Search — Tool Bar

Banking — Main Menu

Bank at Home — Tab #3

Services — Main Menu

See More From Citi — Login Area

Successful users cycled through additional pages to find specific

Cirld Gt Lapsbawy  aevliong Do na

information about wire transfers. They also retraced their steps back e pesnhereyeg
to the Home Page and the Mobile and Tablet Banking Page. ¥ Jresane, m
* Some customers LEFT the Citi site to search the Google Store oL _—
e
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More points, more fun...

Task: Find an App from Citibank that allows you to deposit a check to your Citi Savings account with your Android

Heat Map: First Click indicated that most users expected to find the information in the following five places:
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Non-Citi Analysis



Summary of Success Metrics**

% Correct Mean!Clicks *SDiClicks Minimum Optimal Mean Time Mean
Clicks Clicks Unique Page
Views
POP Money 71 69% 7 5 2 3 1:43 1:05 3 2
Supported 106 72% 8 6 2 3 1:42 1:06 3 1
Tablets
Find CC 108 8% 12 11 2 5 2:13 1:21 4 1
Find ATM 102 44% 25 12 8 7 2:07 0:55 3 1
Find Checking 92 37% 20 16 3 2-3 4.07 2:55 6 3
Find Branch 98 29% 17 9 2 7 1.47 0.52 3 0
eBills 67 24% 8 6 2 2-3 0:58 0:29 3 i
Prominence
Wire Transfer 62 13% 13 9 1 3 2:02 1:18 5 4
Cost
Mobile 94 2% 10 4 4 3 3,57 0:01 7 3
Deposit

* Non Citi Customers (Wells Fargo, Chase, BoA, USAA)
» Standard Deviations show wide range of variability (SD
Clicks, SD Time SD page views)

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task
*A large standard deviation indicates that the data points are far from the mean and a small standard deviation indicates that they are clustered closely around the mean.



Detailed Findings

(Non-Citi Customers)



Task: POP Money

* Task: Find the name of the method by which you can send $500.00 to your nephew by using his email address
* Success Rate: 69% T
* 31% used the Transfer Services Comparison Page CCI ' 1
* Ease of Use Rating: 44% Easy or Very Easy o
* Time to complete task satisfaction rating: 55% Satisfied or Very Satisfied | e mvee. ma "
* Problems or Frustrations s T 0
e Terminology is confusing - 4% e oot i3 i v
* Could not locate information — 8% T ne e
* Site is disorganized — 4% e e m
* Process took too long / Too many steps — 10% o :mu,"wf
* Inadequate instructions/help — 2% e
* Did not know where to begin — 16% B
* Too much information / Pages feel Cluttered — 10% m:“:f.“,.;’:"m“mm:“w"f;
* Not enough details / Missing details - 10% e A
* Too much scrolling — 4% B
* No problems or frustrations — 57% Londll - . st ree
e Other Comments: f;:, - .,,“
* ‘I ended up using the search box at the top” ?“:"';"'M:‘ s
° "Used the search option” exei vl
e “Not completely sure | was at the right spot” ety v
° "I was satisfied with the steps, but someone else may not be as patient” {”.Z: e :f,;
Lo i

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: POP Money

* Task: Find the name of the method by which you can send $500.00 to your nephew by using his email address
Heat Map: First Click indicated that most users expected to find the information in the following four places:
Banking — Main Menu* '
Services — Main Menu*
Search — Tool Bar
Site Map - Footer
* Click Stream indicates that the following 52places seemed to be valid B Noreinolnts;imare fun...
starting points for users 1 S T whereveryour,;gyground may be.
e Online Bill Payment Page | =
* Online Banking Overview
* 76% of Users doubled back to the Home Page after their first choice.
» Users also doubled back to the Online Bill Payment Page and Online
Banking Overview Page after doubling back on the Home Page

- - AL TERBEERCILE  MaTY  Telin CEREN ESUTLS SRRITLS um e

m *» Importost Disclosure Regarding Deposix Jnsurance on Noninteresc-twaring Transaction Accounts . PEIE

Emor

l bmpsu’fﬂnllna.:Iﬂbank.r.nmlusl i
zavl.l 3% _ JR5A0/a0_onlinefs avalocation

_\e:zq t
' _sa% | L
Y a9 —_— -

*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2} who did not time out (3) who did not abandon the task



Task: Find Supported Tablets

CITE | el RO T 3 AT | w LA ¢ ST T e ) =i A

» Task: What Tablets are supported for banking with Citibank? oy inne ol
Success Rate: 72% S

* Ease of Use Rating: 62% Easy or Very Easy o
i H 5 H N [e) » . .
. Tlm.e ’fo complete task satisfaction rating: 65% Satisfied or Very - BansaniiicTscieniEiuatii Chas
Salistied e Deposit. Just Sign, Snap, Submit.
* Problems or Frustrations AN e, coni s e s B o
* Terminology is confusing - 4% , R S S

Mobile and Tablet Banking

¢ Could not locate information — 5%
» Site is disorganized — 4%

0, Cri hdobiie  “pps Citi hiobita Tor Smartptunes
* Process took too long / Too many steps — 12% I R

W not .y o D
v

v.v > v

* Inadequate instructions/help — 5% T R il
* Did not know where to begin — 12% . e =
* Too much information / Pages feel Cluttered — 8%
* Not enough details / Missing detalils - 8%

* No problems or frustrations — 62%

e QOther Comments: b e
* ‘“Have to read EVERYTHING” o i
e ‘“Used the search box” el

* “Duplicate info on the same page — confusing” Thi Tex: Banking Cit Tablet Apps

» “Used chat pop up box for heip” g"'-'"?"_ . . :“"" . T
* “Chatis intrusive and annoying” ;o y o pon-amm

* ‘Live chat request popped up in the middie of research. Didn’t need it s o

and it was a distraction.”

* ‘Didn’t like that | had to select my home state before | could get to the
information on mobile apps”

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out {3) who did not abandon the task



Task: Find Supported Tablets

(7 it Hepd e hariccomt  €1ffbarm Online  Thanking. Cezdi| Caris, | ancing B imeniag £ fiol

* Task: What Tablets are supported for banking with Citibank?
* Heat Map: First Click indicated that most users expected to find the
Information in the following five places:
* Banking — Main Menu*
* Services — Main Menu*
¢ Search — Tool Bar
* See More from Citi
» Site Map - Footer
* 21% of Users who landed on the Citi Mobile and Tablet Banking

More points, more fun...
whg;aver your playground may be.

| £am up %o 25,000 Bonus Points pios
| PO foreign. transaci-on fees wit e
v G Thomk st Preser Cart.

- = e - e
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Page and the Online Banking Overview Page, doubled back to the Bl -
Home Page after their first choice. A R ——————
&mmmﬁr Deposit Insu oo ng Transaction Accoawts s Eg“ |-

>

Success |

r‘.
Success

*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3} who did not abandon the task



Task: Find Credit Card

Task: Find the credit card that has No Annual Fee, a 0% APR (for the longest
period of time), and also offers ThankYou rewards.

Success Rate: 68%
89% of successful users utilized the Card Comparison Page
Ease of Use Rating: 71% Easy or Very Easy
Time to complete task satisfaction rating: 71% Satisfied or Very Satisfied
Problems or Frustrations

* Terminology is confusing - 3%

* Could not locate information — 1%

 Site is disorganized — 0%

* Process took too long / Too many steps — 3%

* |nadequate instructions/help — 5%

* Did not know where to begin — 3%

* Too much information / Pages feel Cluttered — 5%

* Not enough details / Missing details - 4%

* No problems or frustrations — 79%

e Other Comments:
* “Compare feature did not work”
* “Ad for other card distracting and not the one looking for’
» “Seemed slow to load”

* “The compare button was easier to find than the apply button, so | clicked it.
There was no link to apply when | compared”

* “Too many options”
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find Credit Card

* Task: Find the credit card that has No Annual Fee, a 0% APR (for the longest period of time), and also offers ThankYou
rewards.

* Heat Map: First Click indicated that most users expected to find the information in the following five places:

Credit Cards — Main Menu*

Rewards and Offers — Main Menu

See More From Citi

Apply for a New Account

Search

Home Page Credit Card Offer — Learn More Button
CreditCards.Citi.Com Link in footer

*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task
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Task: Find Credit Card

** Data shown from users who successfully completed task with (1) Correct answers {2) who did not time out {3) who did not abandon the task

Task: Find the credit card that
has No Annual Fee, a 0%
APR (for the longest period of
time), and also offers
ThankYou rewards.

RED - Citi.com pathway

GREEN - Citicards.com
pathway

Customers seemed to bounce
back and forth between
Citi.com and Citicards.com
sites

MOST customers doubled
back to the home page

several times before deciding
on their answer



Task: Find a Checking Account

e Task: You will be moving your combined account balances of $69,000.00 to [

Citibank. What checking account allows you to avoid monthly fees, taking

into account your combined account balances? e
* Success Rate: 37% *"";,‘“ o s -
* Ease of Use Rating: 36% Easy or Very Easy i A "'"'“"”'"“"’7'
* Time to complete task satisfaction rating: 38% Satisfied or Very Satisfied e R,

CEPTHITESOFDEFLCT

* 57% of successful users found and utilized the Compare Citibank Checking ~ meserwae

SABIIG PECYUH /6D

Accounts page e s
* Problems or Frustrations ":M Qg — "];...,..u
* Terminology is confusing - 9% i,,h,,,m, .:'.\w.:m :"‘”.,_m"l:m
* Could not locate information — 9% 2 w__":"’:"':m kdidin o
e Site is disorganized - 12% EERWE o S
* Process took too long / Too many steps — 19% o = o
* Inadequate instructions/help — 13% i i
* Did not know where to begin — 10% I wwmemms  Congme cHbaok Chckig Accoure
* Too much information / Pages feel Cluttered — 16% 'f* :EW jR— o
* Not enough details / Missing details - 10% i el -
* No problems or frustrations — 49% = “?»w e I
* Other Comments: : - j»
s “Site timed out and had to re-enter site” { ; o " -
* “l got my answer from a chat with an online rep” B B i e ol P
* “Comparison tip was not bold or prominent enough” T Smem TR mh
* ‘lItis not clear right away which accounts are free” e x cmmm o cpees e
* “ltired the help me choose option but it required too much information, some - B =
of which | didn’t have” (thought they didn’t have) ’::'}- Lol ,;.i.m

*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Checking Account

* Task: You will be moving your combined account balances of $69,000.00 to Citibank. What checking account allows you to
avoid monthly fees, taking into account your combined account balances?

* Heat Map: First Click indicated that most users expected to find the information in the following seven places:
* Banking — Main Menu*
* Open an Account — Tool Bar*
* Rates — Tool Bar*
* Apply for a New Account *
* Services — Main Menu |
* Investing — Main Menu | 200YEARSCITI
P SearCh icom Cacin Londing ooty Duskisis  HowstirK Ofinte 3

4 Bttpsiionling.citibank.coms - Citibank Online - Banking. Credit Cards, 1 ending 4 Investing - (T
fe Edt Vew Favorkes Took: Help

M T STERR

More points, more fun...
wherever your playground may be.
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*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out {3) who did not abandon the task



Task: Checking Account

* Task: You will be moving your combined account balances of $69,000.00 to Citibank. What checking account allows you to
avoid monthly fees, taking into account your combined account balances?

* Users cycled back and forth between areas of the banking site until landing on the checking account comparison page
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** Data shown from users who successfully completed task with (1) Correct answers {2) who did not time out (3) who did not abandon the task




Task: Find ATMs

* Task: How many Citibank full service ATM locations are located within 10
miles of your new home?

: ""I::‘ e
T Leabilty Conter~ Ucablity Testing (2)  _ Usabilty 101 Dafinito...
i - - Wit v _ Fonh T

* Success Rate: %
* Ease of Use Rating: 57% Easy or Very Easy

200YEARS CIT

sty i e Lanaes e

* Time to complete task satisfaction rating: 56% Satisfied or Very Satisfied 5~ e
* Problems or Frustrations W;m"" T G
» Terminology is confusing - 7% [ =
* Could not locate information — 7% et o sath
* Site is disorganized — 20% pippion i
* Process took too long / Too many steps — 20% e — e
* [nadequate instructions/help — 11% | ° @_m -
* Did not know where to begin — 16% :
* Too much information / Pages feel Cluttered — 13%
* Not enough details / Missing details - 0% [
* No problems or frustrations — 49% e —
e Other Comments: e r—— —
» “I told it to find ATMs and it only gave me branches.” e
s "Hard to scroll down to see all the ATMs” e e

Refine your svach
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on the page” \ -~ + Purds Cony
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** Data shown from users who successfully completed task with {1) Correct answers (2) who did not time out (3} who did not abandon the task



Task: Find ATMs

* Task: How many Citibank full service ATM locations are located within 10 miles of your new home?
* Heat Map: First Click indicated that most users expected to find the information in the following six places:

* |Locations — Tool Bar *

* Banking — Main Menu *

* Selectan Account - Login area*

* Services — Main Menu

Search — Tool Bar

* Citi.com - Footer

* Users navigated back and forth between the locator pages, the
Submit pages and the home page indicating they were not sure
of their results
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*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find Branches

* Task: How many Citibank Branches are located within 5 miles of your SRR TSTITIC

Be Ek Yon figtory  Bookinaris  Took Hep
new home? |t sttt itk ot
* Success Rate: 29%
* Ease of Use Rating: 89% Easy or Very Easy
* Time to complete task satisfaction rating: 86% Satisfied or Very 200YEARSCITI
Satisfied lanbing | Credl Cordz. Lasding Foesling Bincssr Feeacds 8 0ps eles.
* Problems or Frustrations ' Find CHi Locations
* Terminology is confusing - 0% oo altoftrarches ks torpraty ot
. . Get locations, hours, service: and conlac! information for Gill branches and ATM network locaions: eroun the word, " Common Ousslons
* Could not locate information — 7% _ _ 3 Cmmon Gusstons
Unites] Smes
* Site is disorganized - 4% roprm D, i 14
* Process took too long / Too many steps — 4% - ity Vouts it
* Inadequate instructions/help — 4% o el
* Did not know where to begin -~ 4% ’:::-"“'"i’f*“”;:”mm,h.en“M&_mwm “ Sowkcdbnswitn If  miks
* Too much information / Pages feel Cluttered — 0% E;jmmmmmmmm P —— e
* Not enough details / Missing details - 0% G Mweremwe L RS ¢ D
». No problems or frustrations — 79% T 22 A
 Other Comments: & é.;?i;:i’;ﬁ'.f"’”“ ot NG e,
* “Some of the text was kind of off, so | couldn’t read it well” 301N CapiolofToas g St | e BRANCH 053 s .
* "Had to UNCHECK ATMs and no automatic refresh without send info” Unka Gt e T s cifi’ TR o ot 0 -
* “Was confused that | didn’t have to select a specific type of service P T L— T T Uniedstaes of Amerca
available at the bank” o Gl Roigwoos 7 [ o e st
F|nd FuII Senrme ﬁiﬂtﬂs (cash unthdmwals car:lj j[f‘j’ f_lleck depnsn:s payment‘ 9 ﬂm%@ﬁmm o ] S j' vy e
! Branch ] *Hours BServices * Get Drecions ' o . =y
? Find & Mortgage Sales Specialist at a Citibank Branch : g’ﬁ Snangr _ L s : ;’
¢ Find a Citigold Relationship Manager at a Citibank Branch AT o Gpewe o | " ‘ 5
Find & Ctibank Business Specialist st a Citibank Branch ! nled Sttes ofAmetca m;h"' § el T pp—
Find Branches with Citigold Services ) Wl espae 1 o SoAracy o e o i ot 1 Y Croue g s
ATt
i Find Full Service ATMs (cash withdrawals, cash and check deposits, | |, ik
. payments) L

! Find Check Deposit Taking ATMs

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Find Branches

* Task: How many Citibank Branches are located within 5 miles of your new home?
* Heat Map: First Click indicated that most users expected to find the information in the followin
* Locations — Tool Bar* S
* Services — Main Menu
¢ Login*
* Banking — Main Menu*
* Site Map - Footer
* Search - Tool Bar
* Users navigated back and forth between the locator pages, the
Submit pages, the home page and the Remote Banking page _
indicating they were not sure of their results or wanted to redo their | e
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*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: eBills Service

* Task: You are interested in receiving, viewing and managing your bills online [ autlEEEITE

Be Ek Vew Moy fookmaris  Iook
from your new Citi bank account. Is there a service that allows for this? If : I AS——
so, what is the cost? P Wc “:m_ 4 ﬁ
* Success Rate: 24% SR g
. 200YEARSCIt
» Ease of Use Rating: 63% Easy or Very Easy SRR iy el
* Time to complete task satisfaction rating: 63% Satisfied or Very Satisfied SEm= o
» 75% of users who got the correct answer used the eBills landing page i L
* Problems or Frustrations .
e Terminology is confusing - 6% oo e T
 Could not locate information — 19% ® =i
* Site is disorganized — 6% —— i
* Process took too long / Too many steps — 6% N
* Inadequate instructions/help — 6% rorrrios e e
* Did not know where to begin — 0% At gt e
* Too much information / Pages feel Cluttered — 0% -
* Not enough details / Missing details - 0% B
* No problems or frustrations — 69% j;:.,.m:“u m—— s
» Other Comments: .
* ‘It took a while to be able to select my state. The scrolling was not user - o g sy s B G Tt v
fisndly” et
* “ANOTHER pop-up box...” .;:;?.L‘Z'I’:Lﬂ:m”m..::..c.q..,.m |

** Data shown from users who successfully completed task with (1) Correct answers {2) who did not time out (3) who did not abandon the task



Task: eBills Service

* Task: You are interested in receiving, viewing and managing your bills online from your new Citi bank account. Is there a
service that allows for this? If so, what is the cost?

* Heat Map: First Click indicated that most users expected to find the information in the followmg twoplaces
* Services — Main Menu* e —

* Banking — Main Menu* _

* Users kept cycling back and forth between different aspects of the e s
online banking pages and the home page

More points, mgre fun...
whersver your playground may be.
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*Most Traveled Pathways
** Data shown from users who successfully completed task with {1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Cost of Wire Transfer

* Task: What is the minimum cost for sending money via a wire transfer
assuming that you are NOT a member of Global Executive Banking or
Citigroup Private Banking?

* Success Rate: 13%

» Ease of Use Rating: 13% Easy or Very Easy

* Time to complete task satisfaction rating: 26% Satisfied or Very Satisfied

» 25% of users who got the correct answer used the Compare Money
Transfer Services Page (75% did NOT FIND that page)

* Problems or Frustrations
* Terminology is confusing - 0%
* Could not locate information — 25%
* Site is disorganized — 25%
* Process took too long / Too many steps — 13%
* |nadequate instructions/help — 25%
* Did not know where to begin — 38%
* Too much information / Pages feel Cluttered — 13%
* Not enough details / Missing details - 13%
» Too much Scrolling — 25%
* No problems or frustrations — 25%

e Other Comments:
* “I was confused between transfer and wire transfer.”
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*¥ Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task




Task: Cost of Wire Transfer

* Task: What is the minimum cost for sending money via a wire transfer assuming that you are NOT a member of Global
Executive Banking or Citigroup Private Banking?

* Heat Map: First Click indicated that most users expected to find the information in the following seven places:
b Banking — Main Menu* £Z nttpsidfontine. citibank.comi¥ - Citibank Oaline - Danking, Gredit Cards, Lending & Investing - - [ic|
¢ Services — Main Menu* o
e Search —Tool Bar
* Business — Main Menu
¢ Apply for A New Account
¢ | ending — Main Menu
* Rates — Tool Bar
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Srodit Curds Lewading — vesting vip | Rewards & Ofie

More points, more fun...
wherever your playground may be.
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*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Cost of Wire Transfer

* Task: What is the minimum cost for
sending money via a wire transfer
assuming that you are NOT a
member of Global Executive
Banking or Citigroup Private
Banking?

* Users searched, doubled back on
the home page and repeatedly
visited many fund transfer pages,
but MOST did NOT find the
transfer comparison page

** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Mobile Deposit

SRR WASITINT <A | ¢ LDt - donTa T e D

* Task: Find an App from Citibank that allows you to deposit a check to your ==
Citi Savings account with your Android Phone. If that app exists, how much
does it cost?

e Success Rate: 2%
* Ease of Use Rating: 0% Easy or Very Easy
* Time to complete task satisfaction rating: 0% Satisfied or Very Satisfied

200YEARS Citl

Ol Cole Ll Bty Emdbess  Grom LU%es e

TS R et v L

Mobile Check Deposit

. & e Tayoe

* Problems or Frustrations g, e eatiarduytel
* Terminology is confusing - 0% 2
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» Site is disorganized — 0%

* Process took too long / Too many steps — 0%
* |nadequate instructions/help — 0%

» Did not know where 1o begin — 0% o
* Too much information / Pages feel Cluttered — 0% w s
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** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



Task: Mobile Deposit

* Task: Find an App from Citibank that allows you to deposit a check to your Citi Savings account with your Android
Phone. If that app exists, how much does it cost?

* Heat Map: First Click indicated that most users expected to find the information in the following five places:
* Services — Main Nav* "““-""”-m“r--z W investing) Ctihisnid. Mosilia [ rlon AEmeTy "
 Banking — Main Nav* ———
e Search — Tool Bar 200¥EARSCItl
» Site Map — Footer
* Contact Us - Footer

* Successful users cycled through additional pages to find specific wﬁéfe@'%ﬁ. ;g;;z fun... oy

information about wire transfers. They also retraced their steps back e, 7 ceni s 5t o
to the Home Page and the Mobile and Tablet Banking Page. ' !ﬂ 7 ] ki
Some customers LEFT the Citi site to search the Google Store s
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*Most Traveled Pathways
** Data shown from users who successfully completed task with (1) Correct answers (2) who did not time out (3) who did not abandon the task



