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Methodology & Interviewee Overview

Audience profile: Methodology: Prototype:
e US-only * Moderated IDIs (n=6) 4-Step
 Citi Relationship » Six one-hour, in-depth, online video

5-Step

interviews, with moderated guided
user interactions of wire concepts,
prototypes, messages, etc., are
conducted.

 All are Citi customers, either credit
card only or MRC

+ All have their own login to the Citi
site/Mobile app

ACQUIRE/GROW



4-Step “Overall Impression” 5-Sept

Most respondents felt both

process were fast, clean, and
easy to understand.

“All info seems standard and

necessary.”

£O How can we help?

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD & secure Application

p How can we help?

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD card Detall

AARLE At 994249t Yo i Respondents felt the tile was “good CAmABLS s e s
N LATE FEES, N0 PENALTY RATE AND X0 ANNUAL FEE - EvER to have” of the highlighted card o AT PEES 0 PENALTY RATE AN MO ANNAL FEE - PR
detail on the top of the page, but
Steps Tell us about yourself Already a Customer? Sign On for a stated it was not all necessary.

Te” US abOUt y0U rself Already a Customer? Sign On for a Shortened Application

1. PERSONAL INFORMATION

THINGS TO KNOW BEFORE YOU APPLY:
2. ADDRESS, PHONE & EMAIL ) i ‘ THINGS TO KNOW BEFORE YOU APPLY:
When applying through an online application, you must agree to receive monthly statements and some legal

notices electronically only, as cutlined in our Paperless Terms & Conditions

3. FINANCIAL INFORMATION When applying through an online application, you must agree to receive monthly statements and some legal

notices electronically only, as outlined in our Paperless Terms & Conditions

3. FINANCIAL INFORMATION

4. TERMS AND CONDITIONS ,
T AR (All fields are required unless specified optional)

Fist Name “I think this info is nottoo
important at this point,

because | am already

aware of all the card Social Security Numer Date o Birth (mm-ad-yyyy
Repeatedly, most detail before | come to

respondents noted this point. “
and appreciated the O ves (O No

Step Tracker on the
left rail.

(All fields are required unless specified optional)

First Name Last Name

Step Tracker

Soclal Security Number Date of Birth (mm-dd-yyyy)

ARE YOU A U.S. CITIZEN?

() Yes () No

3 | cffi’ ACQUIRE/GROW



v 1. PERSONAL INFORMATION

2. ADDRESS, PHONE & EMAIL

3. FINANCIAL INFORMATION

4 | cffi’ ACQUIRE/GROW

Expanded Card Detail

The expanded list of benefits
at the top of the page may be
the better option.

p How can we help?

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD

& secure Application

0% INTRO APR: for 21 manths on balance transfers and fer 12 montas on pucheses.

VARIABLE APR: 1595%

scd

5% BALANCE TRANSFER FEE (minimum 5

NO LATE FEES, NO PENALTY RATE AND NO ANNUAL FEE - EVER

Te” us abOUt YOU rself Already a Customer? Sign On for a Shortened Application

Address |

1234 Prescott Ave

Address 2 (optional)

City State Zip Code

Dallas X v 75204

Please provide at least one phone number

Mobile Phone Number Email Adaress

555-55-5555 johndoe@email.com

Step 1 & Step 2

D | WANT TO PROVIDE A HOME PHONE NUMBER (OPTIONAL)

m e

5-Sept

Collapsed Card Detail

Some did not notice the list of
benefits on the first screen, so

they would unlikely have
noticed it once it was collapsed.

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD

0% INTRO APR: For 21 months on balance transfers and for 12 months on puchasesfl See More

Your address, phone & email
Steps

(All fields are required unless specified optional)
v PERSONAL INFORMATION

Address |

2. ADDRESS, PHONE & EMAIL
. - 1234 Prescott Ave
3, FINANCIAL INFORMATION

4, REVIEW Adaress 2 (optional)

5. TERMS ANL INDITIONS

City State Zip Code

Dallas TX v 75204

Please provide at least one phone number

Mobile Phone Number Email Address

555-55-5555 johndoe@email.com

If the goal is to shorten the
application experience, consider to
combine step 1& step 2. To user
mental model, it makes sense to

[J 1 WANT TO PROVIDE A HOME PHONE NUMBER (OPTIONAL)

combine the two. It makes the
process feel shorter and faster.

Most respondents did
not see the “See more”
link until pointed out.

@ Secure Application



4-Step 5-Sept

L0 How can we help? L How can we help?

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD & secure Application CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD & secure Application

0% INTRO APR: for 21 manths on balance transfers and fer 12 montas on pucheses

VARIABLE APR: | 0% INTRO APR: For 21 months on balance transfers and for 12 months on puchases. See More

% based on y ccit

5% BALANCE TRANSFER FEE (minimum 55
NO LATE FEES, NO PENALTY RATE AND NO ANNUAL FEE - EVER

Your financial information
Steps Tell us about yourself

v PERSONAL INFORMATION

(All fields are required unless specified optional)

(All fields are required unless specified optional) v AL INFORMATION
v 2. ADDRESS, PHONE & EMAIL () PART OF MY TOTAL ANNUAL INCOME IS EXEMPT FROM U.S. FEDERAL
v 2. ADDRESS, PHONE & EMAIL
[:] PART OF MY TOTAL ANNUAL INCOME IS EXEMPT FROM U.S. FEDERAL oRE © ErAl INCOME TAX (OPTIONAL). IF YOU ARE NOT SURE IF ANY OF YOUR
3. FINANCIAL INFORMATION INCOME IS NOT TAXABLE, PLEASE REFER TO YOUR TAX DOC
INCOME TAX (OPTIONAL). IF YOU ARE NOT SURE IF ANY OF YOUR 3. FINANCIAL INFORMATION !
4, TERMS AND CONDITIONS INCOME IS NOT TAXABLE, PLEASE REFER TO YOUR TAX DOC
4. REVIEW Total Annual Income Monthly Mortgage or Rent Payment
Total Annual Income Monthly Mortgage or Rent Payment TERMS AND CONDITIONS $230,000 $3,050
$230,000 $3,050

WANT TO ADD ANOTHER AUTHORIZED USER TO THIS ACCOUNT?
WANT TO ADD ANOTHER AUTHORIZED USER TO THIS ACCOUNT?
(3 ves (opTIONAL)

Some respondents felt
PLEASE CREATE A SECURITY WORD it was helpful to have

() ves opTIONAL)

PLEASE CREATE A SECURITY WORD The order of “Create a You may be asked to provide this when you call us or fd thls queStlon
You may be asked to provide this when you call us or for help accessing your account online. security word » Integ rated In the ﬂOW
Security Word

Repeatedly, some respondents
felt it seems out of sequence

TEEPTRRREE

to create a security word here.

They would expect to see this

as a part of creating an
account (username & PW)

5 cifi’ ACQURE/GROW



4-Step: Using '’

‘previous”

button to review/edit

v 2. ADDRESS

PHONE & EMAIL

3. FINANCIAL INFORMATION

MS AND CONDITIONS

Step tracker to navigate
(requested by several
users)

Repeatedly, users desire
to use the step tracker as
navigation to go back to a
specific step for editing
and reviewing.

6 Citi’ ACQURE/GROW

Unintuitive flow without

Review Page

Without the Review page,
there is no opportunity for
users to check their data entry.

CITI® / AADVANTAGE® PLATINUM

0% INTRO APR: for 21

VARIABLE APR: 15.95% - 24
5% BALANCE TRANSFER F

NO LATE FEES, NO PENALTY RATE AND NO ANNUAL

Tell us about yoursg
R [N the absence of a Review page,
users would need to somehow
intuit that they had made a
mistake, without actually seeing it,
in order to go back to fix it.

(] PART OF MY TOTAL ANN
INCOME TAX (OPTIONAL
INCOME IS NOT TAXABL

Total Annual Income

$230,000

ANT TO ADD ANOTHER AUTHORIZED USER TO THIS ACCOUNT?
] YES (OPTIONAL)

_EASE CREATE A SECURITY WORD
u may be asked to provide this when you call us or for help accessing your account online.

turity Word

TEEYYRRREY

m e

“Previous button”

The Previous button is
not a meaningful nor
an intuitive way to edit
information.

5-Sept: Review page

CITI® / AADVANTAG

0% INTRO APR: for 21 m

Let's review!

Steps
PERSONAL INFORMA
v A MATION
Name
v DRESS, PHONE & EMAI
John Doe
v Fl Cl INFORMA T
Soclal Security Number
4. REVIEW

EEE A AEER

ADDRESS, PHONE & EMAIL

Address

1234 Prescott Ave
Dallas, TX 75204
Pnone Number/s

555-555-5555

FINANCIAL INFORMATION

Review page provides
feeling of ease
Respondents really appreciate

the ability to check their info prior
to hitting submit.

we help?

In this and many past user tests,
many respondents report a sense
of comfort that comes from being
able to review their entries before
committing to it.

Citizenship

u.s.

Emall Adadress

Johndoe@email.com

Partial Federal Income Tax Exemption?

Yes

Total Annual Income

$230,000

Add Another Authorized User?

Most respondents No

did not see the

Previous button until
they were nudged.

Monthly Mortgage or Rent Payment

$3050

Security Word

RO 8 SRR



fO How can we help?

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD 8 Secure Application

5-Sept: Editing

0% INTRO APR: For 21 months on balance transfers and for 12 months on puchases. See More

Let's review!

Steps
PERSONAL INFORMATION

v AL INFORMAT

v PHONE & EM Several respondents
John Doe 1-06-1977 )

V' 3 FINANCIAL INFORMATION weren’t sure how to

4. REVIEW s e finalize their changes.

L LT uU.s.
5. TERMS AND CONDITIONS

ADDRESS, PHONE & EMAIL

Address 1

1234 Prescott Ave

Consider using a clear CTA

Address 2 (optional)

* The Edit function could use a clear
button once changes are made.

City State Zip Coce

Dallas T v 75204

* Replace it with “Save Changes” or
similar icon as CTA.

*

Please provide at least one phone number

Moblle Phone Number Emall Address

555-55-5555 johndoe®@email.com

D I WANT TO PROVIDE A HOME PHONE NUMBER (OPTIONAL)

FINANCIAL INFORMATION & Respondents had no

trouble identifying the
Yes Edit pencil.

Partial Federal Income Tax Exemption?

Total Annual Income Monthly Mortgage or Rent Payment
$230,000 $3050
0 Acdd Another Authorized User? Security Word
Respondents see this more of a "o

second option to save when
they weren’t sure about using

the X.

7 | citi’ ACQUIRE/GROW



4-Step
p How can we help?

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD & Secure Appheation

CITIE / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD & Secure Asph

0% INTRO APR: For 21 meeths on Balasce transfers and for 12 me 5 puc

0% INTRO APR: For 21 months on balance transfers and for 12 months on puchases. See More

VARIABLE APR: 15 904 - 24.90% Basad s your crodit

5% BALANCE TRANSFER FEE (mini
ND LATE FEES, NO PEMALTY RATE AND NO ANNUAL FEE - EVER

Almost done!
Stens Almost done! Steps

V 1. PERSONAL INFORMATION - . Vihen applying through an cnline application, you must agree Lo receive monthly statements and some legal
When applying through an online application, you must agree to receive monthly statements and some legal Vv 1. PE INAL INFORMATION notices electronically only, as outlined in our Paperiess Terms & Condltions
v 2 s. PHONE & EMAIL notices electronically only, as outlined in our Paperless Terms & Conditions ¥ on.
v 2. ADDRESS, PHONE & EMAI
Vv 3 ORMATION TERMS & CONDITIONS (All fields are required unless specified optional)
Vi NFORMATION
4. TERMS AND CONDITIONS
V' 4 REVIEW 'TERMS & CONDITIONS

A TS ABCUT TNTEREST AND FEES
S. TERMS AND CONDITIONS

Amaual Pertent

fate | 19.49%
AR for Purthases FALTS ABOUT NTEREST AND FEES

This APR wil wary with the market based en the Prine Rate.
Annal Perceriage Rate 19.49%
(APR for Purcrases

Amasl Percentage Rate | 19,495 for transfers compieted within 2 morths from date of sccount cpening. This ASR wil vary with the mariet This AP wil vary weh the market based on the Prime Rate,
(4B for Balence Sesed o the Prime Rate.
Transfers
Anra Perceriage Rafe | 1949% for ransters czmpleted wiktin 2 months from date of account openisg. This APR will very with the market
AmusiPertentae Rate | 2674% (A2R) ar Salance Sased 08 the Prime Rate.
ARR) for Cash Advarces Tranears
This A2R wil vary ith the mareed base ¢n the Prine Rate,
Anrvidl Percentage Rate 2WB74%
(A7R) fr Cash Advances
APR for CRI Fes Phas B This APR Wil very wh the marhet based on the Prine Rate.
Expand Terms & Conditions  (includes information aboat rales and AP lor XS Pl Plan bl

Terms and Conditions Expand Terms & Conditions  (includes information about rates and fees)

By checking this box, | agree to the above Card Terms and Conditions, which contain rate, fee, and oth
information, inclucing rewards information, if appl cable.

By checking this box, | agree to the above Card Terms and Conditions, which conta

nformation, including r: ds information, if apolicable.

By check ny tnis box, | agree to the Paperless Terms and Conditions and the Alerts Terms and Cond Responde ntS fe |t thiS WaS
e clean and standard, no fu

*  |will receive the Cardmember Agreement and the Privacy Notice electronically.

« | will receive my statement and some '‘egal notices electronically. but enly if | set up online access. Comment WaS ra|Sed .

set up online access, | will receive paper statements and notices.

8y checking this box, | agree to the Paperless Terms and Conditions and the Alerts Terms and Conditions
and acknowledge the following:

«  lwill receive the Cardmember Agreement and the Privacy Notice electronically.

*  With regard to my application, | will receive my application status/decision by email. Bacause only
notices relzting to my application will be sent by email, | will also need to chack my U.S. mal for
communications abeut my application,

ccess. Until |

atement and some legal notic tronically, out only if 1 set up online

will receive paper statements and notices.

+ lwill receive my
set up online acces

. th regard to my application, | will receive my application s Jdecis on by email. Because only ¢
+ To request a paper, large fon: or Braille copy cf any of th case call us at -8B8-201-4523 ‘.";[ "”1".“' my applicat o ! "'"""; (R ey “‘}“‘"‘f‘“"d'l e ‘Jis o on Y castoi
(TTY for nearing/speech impaired 1-800-325-2865) and we will mail them to you at no charge. rotices relating to my application will be sent by email, | will also need to check my U.S. mail fo
v communications abaut my application

. The Paperless Terms and Cond i
view documents, how to get paper

s provide additional details, including the system requirements to .
,;iezc;dfn‘(dm,\ls and hc,,.a'(r"‘,(,‘ '%;;r'lﬂss‘ siremen + Torequest a paper, larga font or Braille copy of any of these documents, please call us at 1-888-201-4523
. ' : - o (TTY for hearing/ ch impaired F800-325-2865) and we will mail them te you at no charge,

ue. 1 also understand th,
ty to keep track of when my

nd me an email alert five days before my credit card payment
ill be sent for my convenience and that it is my respeasibi
to make such payments on time.

* Citi wall s
these alerts
payments are due arnx

, including the system requirements to

+  The Paperiess Terms and Canditions provide additional details
ow to cancel Paperiess.

view decuments, how to et paper copies of documents, and

+ Citi will send me an email alert five days before my credit carc payment is due. | alse understanc that
these alerts will be sent for my converience and that it is my responsibility to keep track of when my
payments are due and to Make such payments on time.

Apply and Submit Previcus

Apply and Submit

8 cifi’ ACQURE/GROW



Thank You




