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Strategy & Discovery

Business Case Discovery Define
Strategy Shaping Elaboration

Business case

Strategy plan is created by Product Owner who
identified a need and creates a business case
based on the requirements form the business

Discovery Process

Discovery occurs once a Business Case has been
sighed off, the project has been planned against the
overall CCD portfolio and a seed team is available to
kick it off.

Deliver

What is the purpose of Discovery?

The purpose of discovery is to take a Business
Case and break it down into a backlog of
Initiatives.

In addition, an approach to the sequencing of
initiatives and how many teams would be
required to deliver the initiatives needs to be
determined. In order to reach the understanding
of what are the initiatives further UX analysis may
be required.



Double diamond design process

DOING THE RIGHT THING DOING IT RIGHT

Doing the right thing right versus doing it right
ASK, LISTEN, SORT CREATE, TEST, DESIGN

The double diamond comes in 4 phases,

The first doing is doing it right, and the
second diamond is doing the right thing

Phase 1
UNDERSTAND

User interviews

Cultural probes

User journey visualization

Surveys / quantitative data acquisition



Discovery

Workshops




CCD Activities

Discovery workshops

Where is Discovery?

Discovery occurs once a business case has been
signed off, the project has been planned against
the overall DC portfolio and a seed team is
available to kick it off.
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CCD Activities

Discovery workshops

How might we?

06

Framing the Problem

Problem 1

Customers get frustrated when the items they want in store or online are not available.
Customers want 1o be informed 5o they are able to make decision based on low stock
levels

Framing th_e Problem
Problem 2

Customers do nat understand that different shopping methods have gifferent stock
levels

Framing the Problem

Problem 3

Customers do not understand that their delvery is not from their local store and do not
understand why they visit the store and their is stock avallable

HMW

How might we...

Help customers understand stock levels as early as possible, Instead of later In the
chackout process- to halp them make a decision based on this info

How do we communicate stock Is dependent on their shopping mathod (stora, click
cobect! delivery)

HMW

How might we...

Communicate to customars data/info that may not be accurate (fast stock movement
atc)

Communicate to customens datajinfo that may not be accurate (fast stock movemant etc)
What accuracy level can be achiaves?
Timing of data, Add in buffer / add tech layer to data to help prediction of stock levels

HMW

How might we...

Halp customers undarstand that different storas can offer different stock
Halp customars choosa another proguct (elther by substitution) or @ mathod (cc!
aelivery! another store )

HMW

How might we...

Halp customars shop items see only items that are in stock (vs out of stock ) Filters etc

HMW

User Scenarios

What are the different user scenarios that we
might need to cover?

Online customars who want to know If tams are In stock for a substitution or other
meathod
In store customer who wants to know if items Is avallable to purchase it in store

User scenario 1 - Al customers, ad shopping mathods
Customer is able ta view whether praducts that are in stack, law stock, out of stock and
potentially when they are back in stock (TBC)

User scanario
Customer
« Who switchas thesr shopping meathod at any time n the process wik be provided a
notification that some tems may not be aval - and they can:
al continue to change shopping method
a) choose substitution {interfaces have been designed)
bl ehaose st shopping method

User scenario
Customer
« Has their delivery set as option
« Has has their location sattings turmned off
« Who sees tem is out of Stock or low stock for dellvery
+ Vil see option to turn on lacation or set a location
Is able 0 select a substituta (baing bullt) an aternative method of shopping: oo, store ate

User scanario
Customer
« Has their delivery 56t as option
= Has has their location settings turned off
« Who sees ftem is out of stock or low stock for delivery
« Will see cption o turn en lacation or set & location
is able 10 salect 8 substitute (baing built) an sternative method of shopping

User scenario 3 -
Customer i able to filter by In stock. out of stack




CCD Activities

Discovery workshops

IDEATION FUTURE STATE

Title of your
solution:

Name:ghk‘af_{'
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Briefly describe your solution and how it would work:
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Briefly describe your solution and how it would work:




CCD Activities

Data and analytics

Type of goal — key influences

% of Goals Met Transfer Type
Something else 219, Something else 37%
Investment 20% Holiday 35%
Holiday 19% New car 35% - 39% @ 26%
New car 149 House deposit 30%  36% = 34%
» Scheduled = Manual m=Both
Age Gender
New car 26% Holiday 68% e
Investment 10% v | 22% 17% Something else 60% 40%
Something else  [10% 35% 22% 19% House deposit 57% - 43%
Holiday 8% 40% . 19% 16% New car 53% AT

House deposit 28

<18 ®m18-19 m20-24 m25-29 m>30

Investment 44% St

» Female = Male

« People are more committed to their own bespoke goals — something else is seeing the highest goals met (21%) and both
transfer schedule and manual transfers (36%). Can we further encourage customers by allowing them to upload image

for their own goal?

« New caris seeing the lowest goals met (14%) and highest manual transferonly (39%), possibly due to the skew towards
younger age group (48% of new car goals are under 19yo) and the group’s unstable income.
« Holiday sees a skew towards female whereas investment is the only savings goal that sees more male than female.
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CCD Activities

Strategy & Discovery

Where is Discovery?

Discovery occurs once a business case has been
signed off, the project has been planned against
the overall DC portfolio and a seed team is
available to kick it off.

Purpose of project kickoff

An overview of the business case What work (if any) has been done
to date The experience strategy The backlog of initiatives (including
priority, dependencies and size) The initiative delivery roadmap The
project learning canvas

09



Ubank Progress Tracker Canvas

Experiment, Measure and Learn

BUSINESS PROBLEM /

CUSTOMER PROBLEM SUPPORTING CONTEXT HYPOTHESES

OPPORTUNITY

Business problem: * 41K of customer attended their first interview
Loan officerspend 7 hrs in average to build a plan between Jan 2016 and Mar 2017,

for their customers. » 39% of customers who afttended their first
More than 57% of customers who had a meeting interview came to review their plan with their

Customers are more comfortable with the length
of the home loan application process if we
signpost the next steps

Customers who understand what the next steps

Customers don’t always have a clear understanding
of what happens before and after they meet with a
Loan officer

Whilst their Loan officer might be busy building a
plan, customers are not fully aware of how long it

would take for the application. It might take up to 3

weeks based on the complexity of the application

with their planner drop out of the advice process
before they're able to review their plan

Opportunity:

financial planner (25 days later in avg.)
Only 1% did not accept the statement of advice

entail are more likely to value advice and move
forward onto the advice journey

Inform customers of the steps required for the
planner to build their plan and estimated timing.
Educate customers on the benefits of having a
financial plan customised fo their needs.

EXPERIMENT

Customers will interact with the status tracker widget on the Ubank homepage
to have more visibility of what happens throughout the financial planning
process

RESULTS

METRICS

« ~7/600 CFP customers are active in Ubank
each month

BUSINESS GOAL

1 Increase customer engagement with their 1
Home loan journey, ultimately keeping them in

the loop and committed to the lengthy process , _ _ ‘
~380 unique customers interact with the “Loan

Tracker’ widget on the Ubank Homepage or
“Track your plan’ on the Ubank loan page

each month (5% CTRon “Loan Tracker" status
Tracker widget within NetBank - refer to Digital Assets
Sales & Conversion Rate)

2 Customers will interact with the status tracker link on the Product & offers
Loan Tracker to have more visibility of what happens throughout the process



Customers problems

Customers often do not understand the
home loan process and need to be
guided through it

Customers are confused by the process and often need
guidance that the advisor news to provide and this process can
be time consuming

ASK: to make it clearer the end to end process, without
overcomplicating it with to much words

Yiew appicabon summary View »
Verihication Valuation Confirmation Contract Pack Settiement
Upload document SYoperty ¢ = \ NaAse your oan Jowrnioad & Compeite ¥ ' 3
Save changes o Verficaton tb v crrges | it et vk

WHAT'S REQUWRED STATUSCOMMENT S
! L
ih ! ) nhe ) |

X

X




Customers needs

Identify the common customer needs

Customers are being asked by multiple

parties for documents without
understanding why

Customers are being requested for documents from multiple

parties, brokers and UBank.

ASK: Streamline upload of document from brokers Ubank staff

and customers into one portal.

Customers do not understand which

specific documents to provide or provide

INncorrect ones.

Customers are not supplying the correct documentation, or

additional documents that are needed

ASK: Help customers to identify which documents are correct, in

date etc, providing tips, such as payslips in date

Provide guidance for certain documentation
Proof of other identification; such as maiden names or
Document within an acceptable date range
Help customers keep track of documents that are sent

Customers often do not understand the
home loan process and need to be
guided through it

Customers are confused by the process and often need
guidance that the advisor news to provide and this process can
be time consuming

ASK: to make it clearer the end to end process, without
overcomplicating it with too much words



Internal problems

Problems for operations and Ubank

For Ubank

Reporting is cumbersome and can be inaccurate.

e Time to settlement - 66 days due to manual
process and coordination between multiple
parties (Ubank, Advantage (broker services ), and
MSA internal service providers team

e Steep learning curve for new staff due to
complicated use of multiple systems

For Operations

Advantage (broker services ), and MSA, Galilee internal service providers team

Origination and fulfillment

Heavy reliance on email throughout service chain from initiationof
loan through to instruction:

When a file is instructed to MSA majority of files come through
without supporting documents (even though these have been sent
by Advantage) This causes double handling on majority of files as
well as back and forth between advantage and MSA

No B2B link with supplier (MSA and Gailee) instructions from credit
INto MSA are sent and received manually (utilising XML.)

Instruction quality to MSA variable given reliance on manual
processing, and no integration

Limited validation controls to ensure data accuracy from customer
through UBank and Advantage

Pricing templates and management of pipelines is cumbersome
and requires additional manual effort when rates are charged.



Customers problems

Tracking the progress is unclear and and
progress tracker bar Is inaccurate

It is not clear what to do at each step or what is outstanding

to do at every stage of the journey

Verihcation Valuation Confirmation Contract Pack Settiement

Upload documents roperty check Frakse your oan Jownioad & Complete You re &l done

ASK: Help customers self service: to keep track of the
progress of their home loan application and answer SV ERIREEESS IO e SOy CRra——
qguestions:
. -~ |
What is the progress, how can customers keep track o
Follow up emails to remind customers required
What do | need to do right now
What have | missed 2. adrian verty 1D
Help people on joint applications to remind each other | |
Help answer customer questions by way of self service.

WHAT'S REQUWRED STATUSCOMMENT S
! - ' v
. Both kel a1 ) mn's Oths ! FI1l:11 Lf




CCD Activities

New design - large

Design Research Experience Strategy Conceptual Design Detailed Design
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CCD Activities

New design - small

Design Research Experience Strategy Conceptual Design Detailled Design

Contextual Inquiries Personas

Competitive Review

YRR P ERS R A (SR Wt [T LRl e
Stakeholder Workshops

% N
L T A O A el
. .

Qualitative Interviews
el oo Annotated Wireframes
Comparative Review Screen Flows Pattern Library

AR SN R RO R
‘s
’

Visual Concept Visual Style Guide

Lo-fi Prototyping




CCD Activities

Interactive design - small

Design Research

Contextual Inquiries

Competitive Review

Qualitative Interviews

Expert Consultations

Review Market Insights

Experience Strategy

Content Audit

Task Model

CX Vision

Card Sorting

Conceptual Design

Tech Feasibility

Interaction Model

Screen Flows

Lo-fi Prototyping

Concept Testing

Detailed Design

Interactive Prototyping

Usability Testing

Pattern Library

Visual Style Guide
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Research plan and

Methodology
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UX Processes

Research Plan

. Introduction i
Introduction Arrival and setup
: About this document . ,
About this Document
i i i 1. Arrival and setu
This document is a visual prompter for contextual inquiries that will be conducted This document. 'S a_v_lsual pror_npter P
3 for contextual inquiries that will be « Introductions
by The White Agency on behalf of Commonwealth Bank. .
conducted by The White Agency on « Request minimal interruptions
The intended audience of this document is The White Agency project team and behalf of Commbank \

stakeholders from Commonwealth Bank for the purpose of preparation and

alignment of the research. The intended audience of this \

document is the White Agency 2. Why we do this
o project team and stakeholders « To understand how you currently do the tasks you are responsible for.
About Contextual In quiries « To understand how successfully the systems and applications you use

cater to your needs.

What is a Contextual Inquiry?

Contextual inquiry is qualitative user research method for gathering information | 3. This session will take approximately 90min
and insights into a user's usage context and behaviour for a specific process or

activity, conducted in the environment where the user usually conducts tasks. Sl W SEx oLy SemarEiace fiow Yo goRetl Cl By VKRN Sens,

which may require the use of your computer and/or other tools you use to
do your work.

« |f you need a break, need to take a call, etc, let me know.

4. We would like to record the session
» Video/Audio recordings will not be used for any marketing purposes or
distributed to anyone outside of the project team.

» The purpose of recording is for accurate recollection and analysis of the
session.

* Any photos taken DO NOT record any personal information (e.g.
passwords, account balances, etc).

5. Photograph the environment

« With the participant's permission, photograph the environment (home/
workspace) to capture the feel of the participant’s life.

5. Research Participation Form

* We have a Research Participation Form that I'd like you to read and sign
before we begin the session, to protect both your privacy and
confidentiality of the research.

« We will not be collecting sensitive or confidential information about you or
your organisation.

* Are you OK with this? Can you sign the Participation Form please?



UX Processes

Research Plan

About you

d

~ ?
1. About You 4. Internet use

« Lifestyle - hobbies, family, living arrangements e Proficiency, computer literacy, Devices used/owned,
e Family - marital status, children, home « How often do you use the internet?

e Goals. What do you value in your life? What are your goals and priorities?

e What are the most common things you do online?

. ~ e What do you like about the internet? What do you dislike?
- \\// _ 1‘\‘~
\\‘ N~
2. Career background | e N
e What is your current role? ‘ 5. Mobile/tablet
e Was it a conscious decision to follow this career path, or did you 'end e What devices do you own?
Upneme e How often do you use them?
e What do you enjoy most about your job? « Where do you use them?
e Do you see yourself in the same role in 5 years? If not, where? | e What are the most common things you do on your mobile/tablet?
/ e What problems do you have? How do you work around problems?
\// . = What are you favourite things about your mobile/tablet?
~ \
.‘ - < i
3. Financial goals/success measures ) vl
e Do you have a financial goal. Can you please describe what it is? 1/
: - : 6. Social media
e Do you consider yourself successful in managing your finances?
* How do you know when you are achieving your goals? ¢ Do you belong to a social network? Which ones?
e What would you prefer not to do? What do you procrastinate on? » How often do you use this social network? What for?

Do you have a great success story (e.g. a successful financial
experience, great save from risk or disaster, etc)?

What about a failure story - a crisis or flop?

e When was the last time you gave feedback/interacted on a social
forum? What prompted you?

/ * How often do you share/rate things online? Why/why not?
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Typical day

e How do you manage your work?
* Personal systems / tools

* Any requests you have
had trouble fulfilling?

Management

Fulfil
requests

e Describe to me what is in your calander?

4

Your daily
calendar

» Describe to me a good day
e Describe to me a bad day

e Are there any calendar
Through variations in your week?
the week

When is it
busy / e When are the busy times,

calm? when are the calm times?

Variations

Periodic o Are there any periodic events
events or special events (end of
financial years etc)

Typical week, , :
month, quarter, e What is a typical week for
year... you, month and quarter?




Banking

« What do you like most about your current e Which bank(s) do you use?

» What do you like least about your current iy
banking provider? Pain points .

« If you could change one thing, what
would you change?

« If you think about one thing the bank
could do to delight a customer?

e Are you using another bank for any other transactions?
e How do you feel about Commonwealth Bank?

» How/why did you decide on these products?

Products | * How did you research? Which channels did you

Interactions use?

» Tell me about a time that's stand out Negative y e, L oL Il e
when 1he bank gave you poor | moniants of Providers make your decision?
customer service. truth

e What banking products/accounts do you have?
Key section *

» How do you feel about security in your banking?

» Tell me about experiences where you didn't feel
i secure

« Tell me about a time that's stand out when Positive

the bank gave you great customer service. moments of » Tell me about experiences where you felt very
truth secure

Banking
Security

» How often do you use internet banking?

e What tasks/transactions do you do?

* Why do you use intemet banking

for these tasks?

* What works well? What could be improved? « How often do you contact your
Channels

» What can't you do on the internet that you Relationship Relationship Manager?
would like to do? manager * What makes you contact the RM? How
often would the RM contact you?

» How do you feel about seeing
your RM?

Internet

?
* How often do you go to the branch? » How often do you go call relationship
» What makes you go to the branch? What manager/the bank?

? ?
tasks.do o Do ¢ ¥y « What banking tasks do you do over the
» How do you feel about going to the branch? phone? Why?

» How do you feel about calling your bank?




Completing a task - general

Explore tasks identified in ‘Typical day’ section related to banking and finances,

e.g. insurance. » What is the major purpose of this task?

e When is the task complete?
e How do you know? Completion
« What happens next?

Frequency & e Frequency: How frequently do you do this task?

volume  Volume: How many of these tasks might be done
by you in a typical day/ week/ month/ year?

¢ Do you work with anyone in order to complete your tasks? What inf i e T
P - 2 Commun- . at information, artefacts or prior tasks do
* What communication with friends/partner do you do? loalli s you need in order to complete this task?

? Completing a
e Through what channels? R R, tpa:k g o Are you dependent on anything?

What « What systems, programs, applications or tools

 What statements do you receive on a daily / weekly / systems do you use to complete this task?
monthly / annual basis? o What particular system features do you use?

* When reviewing statements, do you prefer summary or
detail?

» Do the systems you currently use offer the reporting
functionality you need?
If not, how could they be improved?

» What system features help you to complete it?
Evaluate e What features or lack thereof are a hindrance?

e Can you think of any way the system could help
you complete it more efficiently?

» Coud ’?‘°°"° devices hglp yog » Have you ever had to ask someone for
complete this task more efficiently Help help in using the system to complete this
task? Why? Did they help?

» Colleague

¢ Internal IT support
e Account Manager
e Training




Session Closing & Debrief (5 mins)

» What words would you use to describe the
Commonwealth Bank service?

* How would you describe them to a friend?
* How do you feel when your using
commbank.com.au to do your tasks, compared

to how you feel when using a site like Google or
Facebook?

4

New topics or questions to
explore in future interviews?
What didn't work so well or
what should be changed?

What worked well?

What did you leam about the problems
and “fixes" that you didn't know before?
That you did?

+ What would be your ideal banking product /

service / tool?

» Any specific features you would really like?

Ideal service

We’'re almost
done...

Internal debrief
(facilitator &
notetaker)

What did you see or hear that was
pretty much what you expected (or like
other areas you have seen if this is not

the first visit)?

Thank you!

» Close session
e Thank participant for their time
e Don't forget anything!

As soon as possible once
you said goodbye.

\4

What did you find to be most
surprising about this observation?

What were the key points
observed about the focus?
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CCD Activities

User testing brief

UBank user testing brief

Session description

8 x individual sessions lasting approx 45-60 mins per user.

We are a digital bank. We are developing a product that helps our customers apply for a

home loan. They will need to be provided with access to a laptop or desktop computer with ability to

record the interactions.

We require participants to test and provide feedback about this product. They will be using
a supplied laptop to access a prototype website. User will need to be given a detailed description of their situation to set up the customer

journey. This will include completing a 10 min home loan application.
User will then be given access 10 an interactive prototype (InVision) with the objective of

Dates gauging how well they're able to navigation through a specific journey and complete the
assigned tasks.

- 8 participants on either Thursday 16th March or Friday 17th March 2017. A R DR TR e oy i

- 8 participants on either Thursday 30th or Friday 31st March 2017, encounter.

- 8 participants on Thursday 13th April. They should provide feedback about the overall experience along with any suggestions for
improving the experience.

Summary report to be provided for the sessions, including; general observations, notable
patterns, suggestions from users, key out takes.

Participant requirements

- Australian or New Zealand permanent residents.
- Even mix of genders and ages between 25-50 years.
- Even mix of single and married / defecto, with and without children.

- Have either purchased a property in the last year, or intending to purchase, or have refi-
nanced a property in the last year, or intending to refinance.

- Be competent in using a computer to fill out online forms.
- Available to come to our North Sydney offices during normal business hours.

- Must be comfortable being recorded and articulating their thoughts while using the
product.



User testing outcomes

USERTEST SESSION

e A atwor OL'04

Jamie's 1D verification
Verf g yoar erd®; o exty Sewdt wrw of Pe 10 O et Yy0ey
Do b0 ot 27wVt

Drners arve

Verification, upload docs and add notes wampe

Ay shar Cagtad Tenrdory

RECOMMENDATIONS
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v

® Arrow navigation is confusing. Suggest a clearer representation of what will happen by pressing the arrow:

& YVES L W5

Consider overall value to the user:

* Vel If,’lllg a Driver's licence and 'J;'_llfh.idlll'[; a copy could be put together for convenience 1o the user.

® Clarity on where the user s In the process 1s not clear in the following breadcrumb; eg. Identification O1/04 (Is nt Meratc atcn OF

meant to be 01/01)

Drivers licence or passport

-

A global progress path with the common icons on all pages may help the user reference where they are at all times

B LS o Tt e

(eg. Documents icon with Large dots for Sections and smal

er dots for subse tons) Do 3 MONe o g

Anothet option is:'identification - Step | of 3’

wrrend ahivr e

PELLY B L )
e [he style with minimal colour provides a clean design but the user may have difficulty identifying hierar
nformation and the difference in header content (iInformative), page content (contextual and actionable content)
and footer content (may contain finish/done buttons etc.)

DO RT A

AN

® Provide clarity between venfication and the need to upload documents




Uplift improvements

Next steps each week with a different
step, keep the customer informed,

Improvements to interface lead/guide through effective
communication

Guidance for this process and the
Hi fidelity reason why its important

PROGRESS MESSAGES DOCUMENTS U OVERVIEW MESSAGES DOCUMENTS

APPLICATION ID /1240030 APPLICATION ID /1240030

Hello David and Anne What's next? L
_ _ 0 SUBMIT APPLICATION Loan verification documents
Completed on 22/03/2017
Welcome to your home loan application for: So far, you've submitted your application and had
25 Smith Street, Smithsville NSW 2225 your suitability call. ° SUITABILITY CALL To confirm the details in your application, we need to
Completed on 22/03/2017 varify documents for identification, income, expenses,
Next we need you to start uploading the required . Lepsa .
. assets & liabilities, the property and additional docs.
Loan details documents to varify your identity and situation. SR
VARIFICATION . . . ; ;
Head to the progress section to get started. Awaiting 14 documents Once we've receive them, we will review and confirm
Loan value they are correct.
If you need help or have any questions, you can 0/2 IDENTIFICATION

_ message us or give us a call on 13 30 80. START UPLOADING DOCS
0/3 INCOME
Property value $550,000
0/2 EXPENSES For more information about how to upload your docs,
PROGRESS >
read through our handy DOC UPLOAD GUIDE

Initially paying principal and interest of $1 ,61 9/mth 0/3 ASSETS & LIABILITIES

t 4.18% p.a. vari : :
a 0 p.a. variable rate. 30 year loan term 0/3 THE PROPERTY

VIEW FULL LOAN DETAILS 0/2 ADDITIONAL DOCS

VALUATION
Awaiting valuation date

CONFIRMATION
Awaiting final loan details



Task flow

Sign up / Login

Journey goal Learn about Sign up to

Journey part

Celew enlry points to Sypay sigrup Sgn up( Logim screens (MING)
53 Mo Pypary waviemer - ) f o= — —
\ — !
| * 1 p— ot A
v v v Leam mors ! 890 up D e o Enter emod code Erear motée -t Erter wmm eode g X
< Myoun | st P P transtion
Papreont cone - I
|
L
More - ) Tep Tam A Pay
with Fiypay wibet”
Changn omyl
Aezend erras
| "o Soars Fiypay CR
Shert ’ & Taps Link
| |
Login to flypay (pending auth uplift decisions)
p— - )
g Byvoy med §
Ermpd is mdsiing By . Iypn A
Enter ervadl code o Emec ams cofe A wer
Iypey acct L » ey
v
— J

Crange omal
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CCD Activities

Uplift improvements

Mid-fidelity

Hi fidelity
Identification 04/04 x
Drivers licence or passport Guidance for customer and
T ; ” SRS v : tick checklist to ensure they
9 n an. ane - so that we can ven‘y your identity, please p‘row e a copy of your have done it correctly
driver's licence or your passport which clearly shows your signature and photo.
Your driver’s licence or passport should include:
— Your full name — Your current address (not required for
passport) — Your signature — Your date of birth — The expiry date —
The picture must be clear and identifiable VIEW EXAMPLE
5 &
: : Error states for customer if
: : they have not provided
: lTJ : correct documentation
. BROWSE or drag & drop here .

Confirmation to complete
requirements before sending

DONE -2

Income 01/02

Proof of income

John and Jane, you'll need to provide two of your most recent payslips or a bank
statement. Payslips should include the following information:

—Two consecutive periods — Pay period

— Your employer’s name — Your gross or net income

— Your employer’'s ABN — Total year-to-date amount you have been paid
— Your name — OR provide Bank statement

— Payment date

If you have deductions listed on your payslips please upload a signed and dated letter
confirming them.

We require John to provide another payslip as they do not show 2
consecutive months.

DOCUMENT NAME UPLOAD DATE
JOHNS-PAYSLIP-1.PDF 28/05/2017
JANES-PAYSLIP-1.PDF 28/05/2017

BROWSE or drag & drop another doc here

O | have completed these document requirements

029



Uplift improvements

Condensed version to fit into a modal

Mid-fideltity

é

PAYG Income

David’s 2 most recent payslips. They must
show the amount, date and company name.

VIEW DOCUMENT REQUIREMENTS
Document name Upload date

payslip22909_DMarsh.pdf 22/03/2017
payslip22910_DMarsh.pdf 22/03/2017

UPLOAD N

| have completed these document
requirements

CANCEL




Uplift improvements

DOCUMENTS VALUATION APPROVAL

johnsmith75@gmail.com

Last progressed:
Yesterday at 10.45am

4 O

CONTRACT SETTLEMENT

Well done, you're well on the way to uploading and verifying all the required docs.
However, there an issue with a document in the INCOME section that requires your attention.

Identification

Proving you're you. Digital and physical proof of identification and ID
documents for our records.

Income

We need to verify how much you earn. We will need your payslip or
bank statement and any other income that you receive.

Proof of income

One or more of your documents has been rejected.
View for more details.

Employer consent

Allow UBank to contact your employer to confirm employment details

Deposit
We need to verify how much you earn. We will need your payslip or
bank statement and any other income that you receive.

Consolidation

Demnda 110 wantth Adatatle AF a2z lAaarme v imis are raflmess e

Status

Completed

Status

Awaiting docs

Requires attention

Completed

Status

Completed

Status

Completed

Hi fidelity

Income 01/02

Proof of income

—Two consecutive periods — Pay period
— Your employer’s name
— Your employer’s ABN
— Your name

— Payment date

— Your gross or net income
— Total year-to-date amount you have been paid
— OR provide Bank statement

John and Jane, you'll need to provide two of your most recent payslips or a bank
statement. Payslips should include the following information:

If you have deductions listed on your payslips please upload a signed and dated letter
confirming them.

We require John to provide another payslip as they do not show 2

consecutive months.

DOCUMENT NAME

JOHNS-PAYSLIP-1.PDF

JANES-PAYSLIP-1.PDF

UPLOAD DATE

28/05/2017

28/05/2017

BROWSE or drag & drop another doc here

O | have completed these document requirements

Guidance for customer and tick
checklist to ensure they have done it
correctly

X



Lo-medium fidelity wireframes

Schematic / lo-fidelity Hi fidelity

U OVERVIEW PROGRESS MESSAGES DOCUMENTS OVERVIEW MESSAGES DOCUMENTS

Jane Smith: 098098098 Last progressed: Yesterday at 10 45am APPLICATION ID / 1240030

TIpp SUBMIT APPLICATION Income
SUBMIT APPLICATION Identification Status a R o
Proving you're you. Digital and physical proof of Awaiting varification
identification and |D documents for our records Provina vou're vou. Diaital and phvsical broof of identification and ID
SUITABILITY CALL 0 SUITABILITY CALL 9y y 9 PRy P
Completed on 22/03/2017 documents for our records.
VERIFICATION John's Australia Post form Awaiting verification N O VERIFICATION Document required Status / comments
Download the form and take nto an Aust Post store Doc uploaded Awaiting 14 documents
i IDENTIFICATION 1. PAYG Income @ veriied X
v IDENTIFICATION
PROPERTY David’s 2 most recent payslips or 3 months of bank statement showing salary credits
John's drivers licence or passport Awaiting docs 0/3 INCOME I
INCOME >
A copy of your driver's licence or your passport Upload identification 0/2 EXPENSES 2. Employer consent form O Awaiting verification UPLOAD
DEPOSIT
A signed copy of the employer consent form
0/3 ASSETS & LIABILITIES
CONSOLIDATION
ADDITIONAL DOCS Jane’s Australia Post form e N 0/3 THE PROPERTY 3. Additional income Awaiting documents UPLOAD
Download the form and take into an Aust Post store Download & submit 0/2 ADDITIONAL DOCS Documented proof of your additional income
VALUATION
. _ Xé\vle;i?iriw\lxgltlation vist 4. Letter from employer a Not verified UPLOAD
Jane's drivers licence or passport Awaiting docs 9 -
> Documented proof of your additional income
CONFIRMATION ,
A copy of your driver’s licence or your passport Upload identification

CONFIRMATION
Awaiting final loan details —l‘



033

CCD Activities

High fidelity designs - alternative navigation
Mid fidelity Hi fidelity

OVERVIEW PROGRESS MESSAGES LOGOUT OVERVIEW PROGRESS MESSAGES

‘ Dont forget to check tracker twice a week 10 view any new messages for documents and progress c Dont forget to check tracker twice a week 10 view any new messages for documents and progress

Jane Smith: Reference 098098098 22 Main Street, North Sydney Last progressed: Yesterday at 10.45am
Welcome to your UBank homeloan tracker UBank homeloan tracker
steps to completion:

Welcome to your UBank homeloan tracker Steps you need to take 1o You have completed the appication process and now

complete your home loan have Approval in Principle —
YOUR PROGRESS e, T DOCUMENTS
You have compieted the applcation process and now have Approval in Principle for > . 1 DOCUNMENTS Names: Jo Willisms and Jamie Seith [ — | Approx. 2-3 days
# home loan Approx. 2-3 days Application Amount: $560.,000 ——

Interest Rate: J3.85%
HOME LOANDETALS

. L 2 VALUATION . 2. VALUATION
APPROVAL IN PRINCIPLE LETTER o )| Approx. 2-3 days . Approx. 2-3 days
APPROVAL N PRINCPLE LETTER =
NEXT STEPS ) FORMAL APPROVAL .
To confirm the detalls in your application, you need to provide identfication, proof Approx. 5-8 days 3. FORMAL APPROVAL
of Income, contract of sale / deposit and other documents. You can upload one or mn S(GDS j Approx. 5-8days
all documents. you dont need 1o wait unti you have all documents ready | To confirm the details in your appiication, we need to verfy a range of documents. : "
) 4 CONTRACT You are required 10 provide al documents listed ==
Approx. 6-8 days k
- Once we've recenve them, we will review and confem they are comect, which r .. 4 CONTRACT
normaly takes 2-3 business days. Once we've receive them, we will review and confirm they are comect — Approx. 6-8days
Zo s sereven
NEXT PROVIDE US WITH DOCUMENTS 1 day This normally takes 2-3 days
] . . 5. SETTLEMENT
[LET'S START - -

Is there anything wrong with this page or give us your feedback



High fidelity designs - alternative navigation

BEFORE Difficult to understand the process AFTER Step by step process and more
and what's expected of the meaningful help/ communication to
customer the customer

MESSAGES johnsmith75@gmail.com

“ A Wrhdiawn

apck oy halhe walker  adran walker Application Tracker ID 098098098 Last progressed: x
Frocuct type Refinance UHomel.oan - Varable 22 Main Street, North Sydney Yesterday at 10.45am
Borrowng smount $400 000
WL sor Date 1497 2014 - .
Hello John Actions required
Yiew appicatbon summary View fonancial olyectives questonnare —_— —_—
Verification ,  Valuation (>) Confirmation , Contract Pack ,  Settlement Weicome to your home loan application tracker. This is where we'll show you the Start upioading the required
Upload documents p Yy operty check N’ Fnaiso your loan A Oownoad & Compiete You re sl done oan progress and let you know what you need 1o do next jocument
The first stage is ‘Documents’. This is where you'll need to upload the documents Complete the electron
Save changes to Verification tab m Exit applic ation tracker that we need to verify your situation. You can start right now verification form
Check back into the tracker often to view the progress and any actions required
o e A
2. adrian verity 1D { MENT! VALUATION APPROVAL CONTRACT SETTLEMENT
To confirm the detads in your application, we need to verify documents. You are required to provide all documents listed below
Once we've receive them, we will review and confirm they are correct, which normally takes 2-3 days
WHAT'S REQUSRED STATUSCOMMENT § |d ifi '
entification Status +
' . ) ) Both kelke and adrian's Other notice of assessment B - I . g Proving you're you. Digital and physical proof of identification and ID Awarting docs
2 b ol 1448 PN e, wme ‘ documents for our records
padran’s Other Tax m
" "~ Income Status +
We need to verify how much you eam. We will need your paysiip or Awating docs
Miram’'s Other NOA 2012 X bank statement and any other income that you receive
kele's Second most recen! payshy »
. ' Deposit Status +
beobe 18 P ey tme We need to verify how much you eam. We will need your paysiip or Awaiting docs

[ 1 Dank statement and any other iIncome that you receive



Application process

U U BANK PREVIOUS N LAUNCH LIVE CHAT T

© Start application Property address More information

Lorem ipsum dolor sit amet,

consectetur adipiscing elit. Innon Lorem ipsum dolor sit amet,
Personal details elitin ligula laoreet lobortis ut a est. © Additional questions Choose the interest type for your loan consectetur adipiscing elit. In non

28 Smith Street, Alexandria, NSW Suspendisse sed tortor egestas, elitinligula laoreet lobortis ut a est.

ullamcorper risus in, euismod dui. Loan details , ) ] Suspendisse sed tortor egestas,
Fixed Variable Split SR :
ullamcorper risus in, euismod dui.

U U BANK PREVIOUS qN LAUNCH LIVE CHAT la

Start application Loan setup More information

Before we start

What is the property address?

FAQs
. Choose the repayment type for your loan FAQs
Am | eligible for the
UHomeloan if | am self Am | eligible for the
employed? Principal & interest Interest only UHomeloan if | am self
: employed?
¢ Need some help with the

i i ? - . .

application Select an interest & repayment period Need some help with the
application?

Callus at 1313 90

1year 5 years Callus at 1313 90

Current 3 year fixed rate is 41 8% p.a.

Interest rate & repayment certainty for 3 years
with a $395 fee. No monthly fees. Up to $20,000
in additional repayments during the fixed term.
Redraw not available. Break fee applicable




Application process

U UBANK PREVIOUS 2 U R PREVIOUS N LAUNCH LIVE CHAT T

O Start application Loan summary More information v . .
ot 1 ore iIntformation
Lorem ipsum dolor sit amet, ° Start appllcatlon ContaCt detalls
© Additional questions hanalue $400,000 consectetur adipiscing elit. Innon Lorem ipsum dolor sit amet,
elitin ligulalaoreet lobortis ut a est. Before we start What is your email address? L .
80% consectetur adipiscing elit. In non

Loan details Suspendisse sed tortor egestas, Parsonal datails litin liqulal t lobortis ut t
3 ; ; . - . - . . elltin higuia laoreet loportis uta est.
- 1InEs dlamcorper isus i evismod This will be used to g in to Online Banking and to s

Loan set up

contact you. Suspendisse sed tortor egestas,
ullamcorper risus in, euismod duli.

Property value $600,000 FAQs

Am | eligible for the
UHomeloan if | am self
employed?

Enter email FAQs

Total loan amount Total repayments

*400,000 2,043 /month

Am | eligible for the
UHomeloan if | am self

. Confirm email address
Need some help with the

application?

Amount: $400,000 S — employed?
: o, Callus at 1313 90 _

il leec: ra;e el Need some help with the

p.a. for 5 years ) . .

e Find out about our PRIVACY POLICY and our application?
Paying: rincipal & interest

WEBSITE TERMS OF USE

Repayments: $2,043 / month Callus at 1313 90
Loan term: 30 years What is your mobile number?

You will need this to operate your account and we
may use this to verify your identity.

Rates and repayments are indicative only.

Mobile number

Enter mobile number




High fidelity designs - Current design to future state

Current design
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3 Refina \J varabbe
" 400 000
1) 14972018

Verifhication v Valuation () Confirmation , Contract Pack | Settliement
Upload documents ' Mroperty check ./ Frakse your oan . Oowrnioad & Complete You re Ml dome
Save changes to Verification tab m Exit appisc ation tracker
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Mapping the path
Service Design




Ubank home loan service blueprint

APPLYING FOR A HOME LOAN

CUSTOMER ACTIONS

VISIBLE ACTIONS

INVISIBLE ACTIONS

SYSTEM

CUSTOMER ENTERS
WEBSITE

Customer lands on brand
website from a referral
site, search or promotion

RESEARCHING
INFORMATION

Customer needs general product
information obtained from the
website

RESEARCHING
INFORMATION

Customer completes the online
application form, type of loan required,
property information, income details
and purpose of the loan

REVIEWING
INFORMATION

Customer review the information in the
application form and submits the form
online

CONFIRMATION

Display a confirmation message
and walk the customer through
next steps

Website options to evaluate
products and narrow down a
product

Website displays the relevant
information and related

Display the application forms
pages ended to end

Display a summary of
information

Success screen with
help copy

Analytics to track
referrers to measure
effectiveness of
campaigns

Track users journey to
help optimise the site

Track users journey to
help optimise the site

Capture customer
information

Auto send an email to
the customer

Ubank brand website

Brand website

Brand website

Lifework - Application portal that works in conjunction
with Podium for those with itt and feeds into the

Datacron

Jetstream - File system
Datacron - File system
Holocron - post settlement
Stariet - online account access

EPC - enterprise Form Capability

Email and link to
application



CCD Activities

Personas - User needs

What is a persona

Discovery occurs once a business case has been
signed off, the project has been planned against
the overall DC portfolio and a seed team is

available to kick it off.

VALUES

Enjoys a good work culture with young like-
minded working professionals

Her current role is a great opportunity 1o busid a
career in finance.

Values dgecision making, meaningiul
contribution, autonomy and vanety in her role.
Wantis 10 $00 a Cloar Career path progresson in
the company

PERSONAL ATTITUDES

Job security 72%
Social life 56%
Work Stress — 79%
Work Balance 42%
Takes risks 57%

Percentage of segment that are affirmative

Jemma

Customer communicator / Efficent reviewer

" | would holistifcally assess
applications so that | can
communicate meaningfully
to the customer. My role is
enjoyable when fufill their
finacial needs ”

CUSTOMER - CENTRIC ACTIVITIES

Cheacking documents correctly and afficiently
whilst communicating with customers and
keeping them up 1o date on the progress of their
application

Conscious of meeting performance metrics
and needs 1o balance customer needs with pb
performance.

INTERNET ATTITUDES

Intimidated
Only fer info
Gives details

Useos on mobile

uses arywrore | EENNENNNN

9%
57%
58%
73%
81%

AOT LOCATION

28 Years Cammeray

¢

040

EOUCATION OCCUPATION

Degree Settlements
Qualified

YEARLY INCOME

$60,000

FRUSTRATIONS AND PAIN POINTS

Current workflow tools and systems are not ntegrated.

Performance targets do not allow time to spend problem
soving or provige timely informative communication to
customeors

Educating customers is time consuming,

Impatient, frustrated customers expecting faster
application processing

Customers expect convienent and timely notifications
Working with urresponsive third parties

CAREER PROFILE

Team collaborator
Proactive communicator
Efficient producer

Career progression

custoser acvocacy |

MARITAL STATUS

Single

CHILDREN

O Children

3

OPPORTUNITIES

Engaging interfaces that create a more enjoyable experience.

Redece the need for repetitive tasks through automation
Direct customer communication to improve customer
rasponse Limes

Reduce the number of telephone enquires related 10
progress.

Enabling customers 10 sell service

Scaleable business mode! without compromising service

UBANK BANKER CATEGORIES

Risk adverse

Risk adverse

33%

PROCESSING

Proactive
Communicator



The Ena
Thank-you
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