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Methodology:Audience profile: Prototype:

4-Step

Methodology & Interviewee Overview

• US-only 

• Citi Relationship 

• All are Citi customers, either credit 
card only or MRC

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

• Moderated IDIs (n=6) 

• Six one-hour, in-depth, online video 
interviews, with moderated guided 
user interactions of wire concepts, 
prototypes, messages, etc., are 
conducted. 

ACQUIRE / GROW

5-Step



4-Step
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5-Sept
Most respondents felt both 
process were fast, clean, and 
easy to understand.

“Overall Impression”

“All info seems standard and 
necessary.”

Respondents felt the tile was “good 
to have” of the highlighted card 
detail on the top of the page, but 
stated it was not all necessary.  

Card Detail

“ I think this info is not too 
important at this point, 
because I am already 
aware of all the card 
detail before I come to 
this point. “

Repeatedly, most 
respondents noted 
and appreciated the 
Step Tracker on the 
left rail.

Step Tracker



4-Step
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5-Sept

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

Expanded 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.

Collapsed Card Detail

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

If the goal is to shorten the 
application experience, consider to 
combine step 1& step 2. To user 
mental model, it makes sense to 
combine the two. It makes the 
process feel shorter and faster.

Step 1 & Step 2 



4-Step
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5-Sept

Repeatedly, some respondents 
felt it seems out of sequence 
to create a security word here. 
They would expect to see this 
as a part of creating an 
account (username & PW)

The order of “Create a 
security word”

Some respondents felt 
it was helpful to have 
this question 
integrated in the flow.



4-Step: Using “previous” 
button to review/edit
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5-Sept: Review page

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

“Previous button”

Most respondents 
did not see the 
Previous button until 
they were nudged.

Unintuitive flow without 
Review Page

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

In 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.

Respondents really appreciate 
the ability to check their info prior 
to hitting submit.

Review page provides 
feeling of ease

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.

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

Step tracker to navigate 
(requested by several 
users)



5-Sept: Editing
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Several respondents 
weren’t sure how to 
finalize their changes.

Respondents had no 
trouble identifying the 
Edit pencil.

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

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

*

Consider using a clear CTA

Respondents see this more of a 
second option to save when 
they weren’t sure about using 
the X.



4-Step
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5-Sept

Respondents felt this was 
clean and standard, no further 
comment was raised. 
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