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Circular Flow Linear Flow

Your Card details

$24,500
Credit Limit

$99

Annual Fee*

19.49%

“Looks and Feel & Layout”

The horizontal display was
described as cleaner, more
fun, more inviting.

“Some felt the horizontal
display was more like the
mobile experience, which
was familiar and thus
comfortable.
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CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD & secure Application

Congratulations, John!

You've been approved for a Citi® / AAdvantage® Platinum Select® World Elite
Mastercard with an initial credit limit of $24,500.00

Your welcome materials and card(s) will arrive in the mail in approximately 7-10 days at the

address you provided. After they arrive, follow the instructions on the security sticker to activate
your card for immediate use

WHAT'S NEXT?

Now that you've been approved, you can perform a balance transfer,
register for online access and get a digital card.

O ®© & o

Balance Transfer » Get Digital Card ) Online Access >

Once you are finished with these tasks, go to Card Summary Page.

SPECIAL OFFER

“Get Digital Card”

OPEN A CITI MILES AHEAD SAVINGY

Several preferred “Get
Digital Card” over “Instant
Card Access”, they felt the
previous was easier to
understand.

Earn an additional
35% Miles elit. Aeneal

on qualifying purchases bibendum.

TERMS & CONDITIONS

Interest Rates and Interest Charges

Annual Percentage Rate 19.49%

(APR) for Purchases
‘This APR will vary W

Annual Percentage Rate 19.49% for transfers completed within 2 months from ate of account opening. This APR will vary with the market
(APR) for Balance based on the Prime Rate.
Transfers

Annual Percentage Rate | 2674%
(APR) for Cash Advances

“Instant Card Access”

It was not clear to users if
the Instant Card number

would be a temporary
number, or early access to
their permanent number.

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD @ secure Appiication

Congratulations, John!

You've been approved for a Citi® / AAdvantage® Platinum
Select® World Elite Mastercard with an initial credit limit of
$24,500.00

Your welcome materials and card(s) will arrive in the mail in approximately 7-10 days at the
address you provided. After they arrive, follow the instructions on the security sticker to activate
your card for immediate use

WHAT'S NEXT?

Take advantage of your promotional rates and consolidate
K@ Balance Transfers | ebts or borrow funds Get Started )

tinst 9% of v £ limit
et instant access to 10% of your credit limit for the next 10 Get Started >
lays while you wait to receive your new card in the mail.

2] Instant Card Access

° Online Access You have completed this task.

TERMS & CONDITIONS

FACTS ABOUT INTEREST AND FEES
Interest Rates and Interest Charges

Annual Percentage Rate | 19,490%

(APR) for Purchases
This APR will vary with the market based on the Prime Rate.
Annual Percentage Rate 19.49% for transfers completed within 2 months from date of account opening. This APR will vary with the market
(APR) for Balance based on the Prime Rate.
Transfers

Annual Percentage Rate 2674%

(APR) for Cash Advances
This APR will vary with the market based on the Prime Rate.
APR for Citi Flex Plan 19.49%
Expand Terms & Conditions  (includes information about rates and fees) Download L



© &
Balance Transfer

£ How can we help? | Sign On

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

Balance Transfers

Funds can be sent directly to a creditor, or you can request a check for you to pay them directly

. (it's ok, we won't count this as a cash advance.) Important Information About Balance Transfers
Promotional Offer

9, . . P
0.00% Available Credit $24,500 * Remember not to exceed your credit limit in your transfers, fees included.

Intro APR
.}

® $5,250.00 Used ® $19,250.00 Remainin
5% or $5 g

Transfer Fee

12/2022 *  Your total balance transfer amount, including fees, cannot exceed your available credit limit
Promo Ends + It will take at least 14 days after your account is opened to process balance transfer payments
If you request a balance transfer, you will not be able to use your card for an immediate purchase

You may request up to 3 transfers.

“Things to know”

The updated placement WER Your Transfer Details
successful, most respondents

Transfer Type

read the fine print in detail and
no further concern was raised in Credit Card v

this round of testing. Transfer Fee

Account Number Amount .
Several felt that the disclosure
1234 5678 9012 0022 $5,000.00 of balance transfer fees needed
Verified Account + $250.00 Transfer fee tO be more apparent

Review Transfer
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Circular Flow Linear Flow

“The updated Balance Transfer
process was successful”

It was clear to respondents that
more transfers could be done.

“Transfer Fee for Transparency”

Few respondents said they

A few respondents suggested t(_D would not submit the request
show the transfer fee once again because the information (hidden
for transparency. fees) was not clear to them.

Review Your Transfer

[ —— Review Your Transfer
@ $5,250.00 Used @ $19,250.00 Remaining

O SO
1. Credit Card Southwest Visa +++-5678 $5,000.00 @ $5,250.00 Used ® $19,250.00 Remaining

“Submit This Request as CTA” 1. Credit Card Southwest Visa **++5678 $5.000.00

Total: $5.250.00

Total: $5.250.00

o e R Recommend making the “Submit

this Request” button the darker P
blue — both were clearly visible, but

respondents were drawn to the
darker button first
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Circular Flow-Balance Linear Flow-Balance Transfer
Transfer Success Success

“Pop-up modal”

3 respondents tend to ignore the
information in pop-up modal,
because it always associated with
some up-selling technique.

© Success! © Success!

Your balance transfer submission of $5,250.00 was successful. Your recipet transfer
payments will take at least 14 days to process.

| Would you like Instant Card Access?
™ Get instant access to 10% of your credit limit for the next 10 days
while you wait to receive your new card in the mail.

No thanks, I'll wait for my card in the mail m

Your balance transfer submission of $5,250.00 was successful. Your recipet transfer
payments will take at least 14 days to process.

“Missing Proper Confirmation”

Some felt the Success message in a
pop-up was too generic, they were
looking for a formal confirmation.

“I'd even use my phone to take a picture
of this screen, if | didn’t receive any
other form of confirmation.”
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CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD & secure Application

Two- Factor
Authentication

Instant Card Access

To prevent fraud, we need to send a One-Time Identification code.

Digital Card Details

The number on file is: +1 *¥* *¥* 2267

Ready to use your card today?
No need to wait, you can instantly How can we reach you?
access $500-$1,000 of your credit

limit with a virtual card today. UL e

By clicking Send Code below | agree to receive a call, prerecorded message or text message from an automated dialing
system at the number above to receive my Identification Code. Normal cell phone charges may apply.

19.49%

e m
Cancel

$500 - $1,000
Potential Credit Limit*

CITI® / AADVANTAGE® PLATINUM SELECT® WORLD ELITE MASTERCARD @ secure Appilcation

Your code has been sent

We just sent you a One-Time Identification code to +1 ***-¥**-[ XXX X]. It might take a
few minutes before you get it.

“Two- Factor Authentication”

Digital Card Details

Your code will expire in: 9 minutes and 56 seconds

Respondents were comfortable
with and accustomed to seeing Ready to use your card today?

H H A R No need to wait, you can instantly Enter Identification Code
thIS Step 1} &) appllcatlon access $500-51,000 of your credit
limit with a virtual card today. 11122233 Didn't recieve a code?
19.49%

e m
Cancel

$500 - $1,000
Potential Credit Limit*
7 citi’ ACQUIRE/GROW



Circular Flow Linear Flow

“I prefer to do it with my own pace”

“This seems pushy”

Most of the participants preferred
the Circular version for the most

part. Because respondents felt A few respondents felt this formate

was a little pushy and would like to do
more research before proceeding.

they have more control over what
they want to do next in the Circular
version.

You've been approved
Mastercard with an initial credit limit of $24,500.00

Your Card details : L . )
Your welcome materials and card(s) will arrive in the mail in approximately 7-10 days at the

address you provided. After they arrive, follow the instructions on the security sticker to activate

© Success!

$24,500

e your card for immediate use You now have access to a temporary Virtual Card. Your temporary card number,
Credit Limit expiration date, and security code will be displayed on the Final Summary page!
$99 WHAT'S NEXT?
Annual Fee* Now that you've been approved, you can perform a balance transfer, .
register for online access and get a digital card. d Would you like start a Balance Transfer?
19.49%
Your APR* Take advantage of your promotional rates and consolidate your

® G@ o & (- & debts or borrow funds.
*Fee waived for the first 12 months

Balance Transfer ) Get Digital Card » Online Access  »
*Based on your creditworthiness
No, thank you

Once you are finished with these tasks, go to your Card Summary Page.
SPECIAL OFFER

RECOMMENDED FOR YOU

OPEN A CITI MILES AHEAD SAVINGS ACCOUNT

Earn an additional Lorem ipsum dolor sit amet, consectetur adipiscing
35% Miles elit. Aenean interdum tellus at quam aliquet Start Earning °
on qualifying purchases bibendum. In hac habitasse platea dictumst.
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Circular Flow

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

“I prefer that | can do it with
my own pace”

Congratulations, John!

You've been approved for a Citi® / AAdvantage® Platinum Select® World Elite Most of the participants preferred
Mastercard with an initial credit limit of $24,500.00 the Circular version for the most
Your Card details Your welcome materials and card(s) will arrive in the mail in approximately 710 days at the pal’t. Because reSpondentS felt
address you provided. After they arrive, follow the instructions on the security sticker to activate they have more control over what
524,500 your card for immediate use they want to do next in the Circular
Credit Limit y
version.
$99 WHAT'S NEXT?
Annual Fee* Now that you've been approved, you can perform a balance transfer,
register for online access and get a digital card.
19.49%
Your APR*

®© & o o =

Get Digital Card > Balance Transfer » Online Access >

*Fee waived for the first 12 months

*Based on your creditworthiness
Once you are finished with these tasks, go to your Card Summary Page.
SPECIAL OFFER

RECOMMENDED FOR YOU

OPEN A CITI MILES AHEAD SAVINGS ACCOUNT

Earn an ad:{i(ional Lorem ipsum dolor sit amet, consectetur adipiscing :

35% Miles elit. Aenean interdum tellus at quam aliquet Start Earning °
on qualifying purchases bibendum. In hac habitasse platea dictumst.
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Circular
Flow-
Summary
Page

“Why | am back here again?”

Several noted that the tasks
were complete on the
Congratulations page, so
there was no reason to
return to it.

“Discoverability Issue”

Few respondents used the
hyperlink to the Summary page
just under the buttons. Thus,
discoverability of the Summary
page may continue to be a
problem.

10  cifi’ ACQUIRE/GROW

Linear

FIOW- ~ CITI® / AADVANTAGE® PLATINUM SE|
Summary ﬂ You're all set!
Page

Below is a summary of your card details|
Get the Citi Mobile® App Instant Credit Limit Portion (if applicabld

ant

WHAT'S NEXT?

“Dashboard and
Summary Page?” PROMOTIONAL CARD DETAILS

“Just take me straight to
what | need to see”

Respondents much

preferred being taken to
the Summary page once all
items were completed.

$24,000.00 $o 0%
Credit Limit Annual Fee* Purchase APR**

Several respondents were
confused by the differences |H———
betwee n Das h boa rd an d ;;eqe::;:d for the first 12 months from date of opening. After that your annual fee will be
S u m m ary P ag e . **0% introductory APR for 12 months from date of account opening. After that your APR will

be 16.24%. This APR will vary with the market based on the Prime Rate.

YOUR CARD DETAILS  (Available for immediate use
1234 5678 9100 1234 MM/YY 123 $1,000

“It is not intuitive for me to know that this
is a summary page for me. | didn’t know TR
I need to scroll down for info, instead |

got the impressions that another page e
will pop up with my card #”

BALANCE TRANSFER SUMMARY

Available Credit $19,250

Temporary Card Number  Expiral

tion Date  Security Code Credit Limit

Add to PayPal

® 5525000

Consider (1) Adding a clear title “Card Summary Page”.

“You're all set!” seems a little vague in this context.

(2) Move Go to Dashboard CTA to the lower part of the
page, which seems to cause users confusion and
distraction.

(3) Showing the card details or transfer summary first
thing on the page, depends on the different flows users
decided to take.

$5.000.00
Transter Fee 25
Total: $5.250.00
ansfer when transfers are completed

r that your APR will be 16.24%. This

er is greater.

Start Earning °



