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Executive Summary

The purpose of this test was to evaluate the usability of the National MI’s website from the perspective of the

Loan officer and Servicers (Servicing specialist and C-Level Executive). The specific goals include, but are not

limited to:

The usability test will evaluate the website using 8 scenarios to be completed by 6 participants. The tests will

be conducted virtually and require a computer with internet access. The software partner of choice for this

test is WebEx. The test evaluation does not include a post-test questionnaire. Each session is thirty minutes.

The test includes:

1. Welcome and instructions: 10 minutes

2. Task scenarios: 40 minutes

3. Q&A 10 minutes

Testing the ability and limitations of the solution to inform new customers of the Underwriting and

Servicing policies that set National MI apart from the competition.

Assessing the ability of the tool to drive customers to file Rate Quotes to get the best rates in the industry.

Examining the website's ability to provide useful, engaging, and relevant tools to encourage continued

industry learning.

Measuring both time and effort it takes customers to get help and information from National MI’s Award

Winning Solution Center support team.

91.5%

of participants were

able to successfully

complete all tasks.

100%

of participants

enjoyed the testing

experience.

100% 

of participants

consider the second

test an improvement

8.5% 

of participants were

unable to complete

all tasks.

100% 

of participants were

able to complete

their test within

allocated time.



Goals

We sought to understand how navigable the new nationalmi.com website is and how the site will be used within the tasks found in the test.

Reveal friction points and

confusing experiences

We aim to understand if our current assumptions about the new design are true.

We are testing to uncover experience gaps that we may have also missed .

Test navigation of

NationalMI.com website with

core users

Loan officers and servicers make up the majority of nationalmi.com users. Testing

with them would provide us actionable insight we can extrapolate.



Methodology

What are we evaluating?

The test plan is designed to evaluate the Nationalmi.com website from the Loan officers and Servicers

perspective:

Time-on-Task (ToT)

Completion Rates

Website intuitiveness

Consider the below:

How users are evaluating Nationalmi.com

Effective – Can I complete my goal?

Efficient – Can I do it quickly?

Error Tolerant – Can I do it correctly or can I easily get the help I need?

Engaging – Do I like it?

Easy to Learn – Can I do it correctly the first time?



User Profiles

The participants' responsibilities will be to attempt to complete a set of representative task scenarios presented to them in as efficient and timely a

manner as possible, and to provide feedback regarding the usability and acceptability of the user interface. The participants will be directed to provide

honest opinions regarding the usability of the application, and to participate in post-session subjective questionnaires and debriefing.

Note: Test subjects have been defined and determined by National MI











Testing Setup, Moderation & Post-Test

Questions

1. Introduction

Participants will take part in the usability test via remote screen-sharing technology (Ie. WebEx). The participant will be seated at their workstation in their work

environment. Verbal communication will be supported via telephone or VOIP. Please note, Internet Explorer is unsupported. The facilitator will brief the participant and

instruct that he or she is evaluating the Web site/Web application, rather than the facilitator evaluating the participant. Sessions will begin when all participant questions

are answered by the facilitator. The facilitator will inform the participant that time-on-task will be measured and that exploratory behavior outside the task flow should not

occur until after task completion. The facilitator will instruct the participant to read aloud the task description from the printed/digital copy and begin the task. Time-on-task

measure will begin. The facilitator will encourage the participants to ‘think aloud’ and that a verbal record will exist of the task-system interaction. The facilitator will

observe and enter user behavior and comments, and system interaction in a data logging application.

2. Tasks

Locate the Technology Integration page. Tell us the First listed technology vendor.1.

A new Bulletin was released.  Show us where you would go to find the Bulletins.2.

You are a credit union customer and you are trying to find information about archived credit union Bulletins. Where would you go?3.

Locate the 2 places on the site where you can find information about MI Cancellation section.4.

Look for the webinar and podcast calendar and locate the upcoming webinars and podcasts. What are they?5.

Locate information about borrower's education (note: if they go back to where they found it last time, ask them to see if they can find it elsewhere on the site) 6.

Locate a Sales Advisor in the State of Texas.7.

Locate the Lenders Overview page.8.



Results

The test was synthesized by performing an analysis on each task. The analysis was was broken in to 7

elements:

• Completion ratio,

• Task complexity,

• Average Time-on-Task,

• Ideal Time-on-Task,

• A combined analysis of what all users did when they performed the task,

• A breakdown consisting of the Accuracy, Happiness/ Enjoyability and Confusion of users when performing the

tasks (note: These are subjective and based on the facilitator's observation),

• Recommendation

Complexity score: The task Complexity score is measured on a scale from 1-3. Whereas a 1 is a simple task and

a 3 is a more challenging task.

Breakdown Legend:

Accuracy- Observed if users were able to achieve tasks using only necessary steps.

Happiness / Enjoyability- Observed user's negative and positive remarks about each task.

Confusion- Observed if users understood the questions, specific terminology and how to perform the task.

  

Note: The Complexity score and the Breakdown are subjective.

 



1. Locate the Technology Integration page. Tell us the First listed

technology vendor.

5 of 6

participants were able to complete

the task.

2

Task Complexity score

1m 59s

was the average Time on Task.

10s

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

Locating the Technology Integration was an easy task for most users. Some users

mentioned they believed Technology Integrations should live as a part of the

Forms &Resources menu tab. However, This data is not significant enough to

extrapolate.

The one user who had trouble finding Technology integrations was due to the

WebEx chat box covering the option.

Recommendation:

No Recommendation



2. A new Bulletin was released.  Show us where you would go to

find the Bulletins.

6 of 6

participants were able to complete

the task.

2

Task Complexity score

36s

was the average Time on Task.

10s

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

Locating the new bulletin was an easy task for most users. Interestingly, 5 of 6

users accomplished this task by navigating to either the home screen or the Forms

& Resources menu tab. Only one user navigated to the bulletins page from the

Lenders tab.

Recommendation:

Future usage analytics will be needed to determine the next best course of action.



3. You are a credit union customer and you are trying to find

information about archived credit union Bulletins. Where would you

go?

5 of 6

participants were able to complete

the task.

1

Task Complexity score

48s

was the average Time on Task.

7s

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

Finding the Credit Union Archived Bulletins was an easy task for most users. We

observed an initial hesitation. It is very possible that the placement of the question

caused some confusion with users. The preceding question asked about

bulletins. 

Recommendation:

User education



4. Locate the 2 places on the site where you can find information

about MI Cancellation section.

5 of 6

participants were able to complete

the task.

2

Task Complexity score

1m 22s

was the average Time on Task.

10s

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

3 of 5 users who were successful first found the MI Cancellation in the Lenders tab

first. This indicates that the Lenders was a favored route to MI Cancellation. The

remaining 2 users found MI Cancellation in the Servicers tab. Having them in both

locations accounts for 83% of users given the same. This is a successful

percentage.

The one user who was unable complete the task found the initial location in the

lenders tab but could not find the other location in the servicers tab.

Recommendation:

User education



5. How many Live Webinars are available this month?

6 of 6

participants were able to complete

the task.

2

Task Complexity score

40s

was the average Time on Task.

10

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

The Top four users completed the task within 28.75 seconds. The bottom two

users looked at the home page in an effort to find live webinars.

Recommendation:

No Recommendation



6. Locate information about borrower's education

5 of 5

participants were able to complete

the task.

1

Task Complexity score

10s

was the average Time on Task.

7s

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

Locating Borrower's Education was an easy task for all users. Each user looked for

and found the Borrowers Education in  the Training menu item.

Recommendation:

No Recommendation



7. Locate a Sales Advisor in the State of Texas.

6 of 6

participants were able to complete

the task.

2

Task Complexity score

39s

was the average Time on Task.

10s

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

Locating the Sales Advisor(s) in Texas was an easy task for all users.

Recommendation:

No Recommendation



8. Locate the Lenders Overview page

5 of 6

participants were able to complete

the task.

1

Task Complexity score

10s

was the average Time on Task.

7s

was the ideal Time on Task

Accuracy

Happiness / Enjoyability

Confusion

Analysis:

Users found the Lenders Overview page

Recommendation:

No Recommendation



Bugs & Issues

Below are any bugs or known issues participants encountered during the usability test

KNOWN ISSUES

Sales advisor link from the homepage

The arrow on the homepage only shows in certain screen resolutions.



Recommendations & Action Items

Recommendations are provided above for each task. The below recommendation are additional

recommendations not specifically related to a particular task but identified while users were performing tasks.

GENERAL

The arrow on the home page needs to stay active if there is more screen available to scroll down. Once a

user has reached the bottom of the screen the arrow can go away. However, the arrow must come back if a

user scrolls upward.

As a consideration, limit the envelopes found in the menu tabs to 4-5 links. We observed users would scan

3-4 links in an envelope and quickly navigate to another envelope. This type of "envelope-hopping" makes

important items that are further than 5 links down harder for users to see.

Technology integration should move to the left side of the Forms & Resources menu tab. Forms should be

moved to the right side of Forms & Resources.

Bulletins should be moved to the middle of the Lenders menu tab. MI Cancellations and Credit Union

envelopes should be moved upward. 



Disclaimer

Several factors may have affected the results of the usability test. It's important to remember that people bring

their own experiences and biases into a test without realizing that they might color their impressions.

1. The sample size may not be representative of all people that may use the website.

2. While moderation began with a set agenda, questions and tasks administered varied from participant to

participant.

3. Human error and misinterpretations of qualitative feedback affected the results to slight but varying degrees.

4. A series of common product bugs and errors occurred (listed in section above)





Thank you.

King Frost

TCS

Research Design Build 


