HSBC
Mortgage finder tool design

Now live www.hsbc.co.uk/mortgages/finder
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The problem & solution features

The experience on hsbc.co.uk to find and compare a mortgage is extremely complex and
convoluted, posing a significant detriment to the customer journey and converting traffic.
Customers need to see the mortgage and importantly the monthly repayment options in
order to understand what is on offer.

| designed the following for customers to

Check their suitability and eligibility by: Shortlist eligible mortgages by seeing Filter their results by

- Clarifying which buyer type they are - mortgage cost per month - Amending questions they are asked up front
- Calculating their ‘loan to value’ - Interest rates & costs - Interacting with secondary additional filters

- Incentives such as cashback etc.

- terminology explained

Page 1 of 8




My gant chart timeframes & planning

| was planning my work in and around others and their deliverables and making task lists.

Task list 4» HSBC

Gather, write or request Information Architecture including any

=t it~ i Aanfliianso
3 Ll W ILCN & AN O Uence

tools or calculators such as Eligibility soft check. Comparison tool. i Tt LY ) e I hfeba) Thet S L) 22 U o
Sprint 1 Sprint 2
Familiarise with ‘As Is’ re-usable DTE (decision tree engine) design
pattern. Adaptive component coding.
Gather & read existing research that roughly meets draft problem
statement. Summarise each study. Results MVP 2272
BOOk Intro Of entlty mOdelS Via VICky J or Larissa. Results filtering,sort, pagination Q&A & editing  Test 1: Scripting Comparison tool
Competitor analysis of 10 subjects o o :
Results MVP Results filtering, sort, pagination Comparison tool
Write some risky assumptions. Whats in/out of scope. Any Work for Craig S Q&A & editing Prototype 1 build
dependancies, deliverables, road map etc. Align to Mobilise
(create.hsbc).
Look to utilise usertesting.com, Customer Studio etc. Draft survey 2
questions.
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Design sprinting & workshops

Methodologies: Goals brainstorm, vision statement, Journey mapping, HMWX/'s, Crazy eights, Usability testing & team synthesis.




Analysis of: Competitors, existing data &
existing patterns

Competitor analysis involved: Leading a team of 4 (3 content designers and myself using FigJam to agree and analyse 10 competitors including Natwest,
Virginmoney, Nationwide, Halifax etc. Resulting in my 20 slide powerpoint deck & presenting to the business as ‘desk research:

Competitors are not fully joining up 4 milestones

The 4 milestones to a typical journey:
‘How much can | borrow’ LTV > Rates > 'Mortgage repayment calculator’ > Compare mortgages -

See below high level flow examples:

Virginmoneys strategy to tools:

- - a - -
You & your goal
-
Dosin camy users chaices o[ Diaasn® carry usars Shobces o
| . - s
: ’ Thare appear to r -
= fmevinghousef fromoatgage; \ be many mare Comparizon engine Rates
MHatwest's strategy to tools:
How can | Bo Doosn't carry users chedoes o
Slep 1: You & your goal > Siep Z: Results > Siep 3: Compare Rates

Lloyds strategy to tools:

How much can | borrow

Step 1 You & your goal > Step 2: Q&A&Calculations > Step 3: Save > Step 4: Results Comparison engine Rates
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Existing pattern assessment

To avoid re-inventing the wheel, | conducted an asessment of existing patterns to check their suitability against the known drafted early requirements.

Can we use either DTE?

Summary DTE Jahnavee’s in- Do we need

_ page DTE this?
No, neither DTE meets all 8

requirements so far.

Mandatory use of a start screen. Yes, for personal Qs No No

The only way you could utilise User can see & access PWS header. No. Siloed Yes Yes
DTE is by not having a header ) ..

o : Numeric values allowed inside input No No

and breaking into 2 tools with the
DTE used for Q&A, passing over
to a brand new results page. This Results page: Ability to sort & filter. No No Yes
is ONLY what FirstDirect do but
Natwest, Virgin, Santander,
Barclays, Lloyds, Nationwide
ALL allow editing answers
which is the a fundamental UX 2 Q's on same step. Yes No Yes
requirement.

fields for calculations.

Results page: Ability to compare. No No Yes

Results page: To allow user to No No Yes
retain previous answers.

Lateral linking beneath Q&A No Yes Yes
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High level flow and
early low-fi wires

Scenario 2

here to Find out how much | could borrow and see the

monthly costs

—
— Loge

Mortgage finder

\/ You & your goal

[emall address] First time buyer
here to Find out how much | could borrow and see the
monthly costs

\/ Income, outgoings & dependants

[summary of users choices appear here]

How much needed to borrow
| need 2 mortgage of £100,000 (LTV 50%)

we could lend £433,492

Calculator X - Outstanding

/ﬁ'\\ This iis reliant on your needs.

Edit

Edit

Edit

Save & exit See 4 mortgages

Task10of3

DTE FRONT-END without siloed header or results page.
Instead, returns user to this task list & ticks the item.

—
— Lega
—

Mortgage finder

You & your goals

[title goes here] | @1

Are youl...

First time buyer

Moving home
[User type ges here]

& Copyright HSBC Group 2002-2023. All rights reserved
This wabsite is designed for use in the United Kingdom.

High level flow

Yes, enterod Mortgage result
Entry polnts QA (LTV etc) artons by user -
ie. Morigages 4-6 questions Maortgege 3 s L
el o ond ength?
{Optional)
No, not Cw_ o
entered by .

user

User provides Morigage length

Questions: S
leptions)
Will users coming to our tool
« only want to see rates?
« Know their LTV already? T

Results

Consider combining ‘Task list & Results’ into 1 page.

—
— Logo
—

Mortgage finder

4 mortgages found

A mortgage

Compare

Re-use existing compare pattern but retain Mortgage Finder
context.

—
— Loge

Mortgage finder

Compare mortgages

Filters
Back to results

A A A

mortgage mortgage mortgage
Compare . Start an AiP

A mortgage

A mortgage

Start an

AiP

Full details Full details Full details

Mortgage product Hc
page full detais
Legal to confirm

Compar

Sub heade
banner.

Mortg:

Mo
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14 wireframes with comprehensive notes

— Full PWS Header

Mortgages finder TI’E [ ]

Property details

Let us know about your property

Property value

£400,000

Deposit or equity

£100,000

Mortgage length

Years must be between 5 and 40.

3b years 0 months

i You can only have capital
repayment with this
mortgage length.

What rate type are you
interested in?

Fixed rate ©

The interest rate stays the same for the
length of the deal

Tracker O

The interest rate goes up or down if the
Bank of England base rate changes

Show mortgages

< Back

— Full PWS Header

Mortgages finder TB& (]

Property details

Let us know about your property

Property value

£400,000

Deposit

£100,000

Mortgage length

Years must be between 5 and 40.

35 years 0 months

How do you want to repay the
mortgage?

Capital repayment ©
Repay the loan and interest over the
mortgage term

Interest only O

Repay the interest but not the loan over
the mortgage term

What rate type are you
interested in?

Fixed rate ©

The interest rate stays the same for the
length of the deal

Tracker O

The intaraet rate Aane= 11n ar dosvm 1f the

— Full PWS Header

Mortgage finder
Results THPflb

You've told us: Edit

You are a.............. Buy-to-let purchase
Property value...... £200,000
Deposit/equity...... £100,000

Mortgage length.. 27 years
Repayment........... Capital

The figures provided here are for
information purposes only. Please ensure
you obtain a personalised Mortgage
Illustration before making a decision to
proceed with a mortgage.

We have found [x] mortgages (Page 1 of 1)

== Filters (0)

2 year Fee Saver* FIXED

£1,029 Initial monthly cost

4.09% £0

Initial rate. Fixed  Product fee
until 9th Aug

2029

6.09% 7.09%
Variable Rate QOverall cost for
after initial comparison
period ends {APRC)

Mortgage terminology explained

£1,499 cashback’ &)

Additional details

e [xx]% loan to value (LTV)"
* 10% annual overpayment
allowance (AOA)

Results page -
UX/Ul rationale

Expa nded pattern

The DTE results page pattern needs
further assessment to see if | can re-use
most of it.

Edit primary answers/ffilters
TBC: Technical team are
investigating the feasibility of
allowing a user to go back and edit
their answers. This link might drop
down a list of the users answers or
redirect them to a ‘'Task list’. This is
dependant on Primary Q's.

Users LTV data Likely important
calculation if user has LTV filter
control to remind user of
somewhere near H1 or integrated
into Edit/answers sub header.

Qty of results (Atleast 21).
Dynamic if all results have same
LTV. “We've found [X] mortgages
with a loan to value of X% (Page 1
of 1)

How many results per page?

Legal risk warning
Legal TBC

Illlustration purposes warning
Legal TBC

Filters (Including Sort)
Secondary further filters will likely
be offered to the user but
progressively disclosed.

Summary cards m

See separate wireframes

All mortgages secondary button
Most important filter promoted
here. This would reveal all products
that the user's Q's (including LTV)
qualify’s them for. "All’ filter check
box would become ticked & this
button would then hide. Reveal this
button when filters are set to show
1 less than total they qualify for.
There are no more than 13 products
to any of the LTV thresholds.

Pagination
Pattern matched to live search
system.

Representative example

Content design said to use copy
from: Remortgage Rates

Design pattern: P0403-Legal-
information - GPWS and Content -

WPB Confluence)

Legal to confirm.

Back to top link
P0306-Back-to-top confluence spec

We have found [x] mortgages
Sort by

(@ Lowest monthly cost

O Lowest initial rate

O Lowest loan to value

O Lowest product fee

O Highest cashback

O Longest initial mortgage rate

(O Shortest initial mortgage rate

Filter (0)

Loan to value products (1) ~
Your loan to value is 84% Edit

[ ] Al

85%
[] 90%
[ ] 95%

Initial period (2) ~
2 years

3 years

[ ] 5 years

L]

Product fee (0) A
[ ] with

[ ] without

Cashback (0) ~

Results - Sort & Filter
UX/UI rationale

Expanded pattern

Matched to live, design pattern {on help
search), featuring an accordion, multiple
can be open at same time, quantity of
selections is shown (Radios too?)

Further filters progressively disclosed

here. Likely less useful than the DTE

Question filters. Choice of filters

dependant on summary card data. These

filters are

7= TEST: See what secondary filters

== participants chose, in-case many
participants chose one a lot,
indicating that perhaps that filter
should be incorporated into the
initial Q&A’s.

Design enhancements / Q's:

1. The icon ( %_Z ) doesn't represent
its child ULl i.e. there are no sliders.
2. On live mobile Sort action is not
seen until Filters is opened.

3. If none of the items inside any
accordion are unavailable, are they
presented to user in grey disabled
state?

4. |s there a reset button & disabled
state?

5. Can it handle both check boxes,
radios & any other Ul for mortgage
length etc?

6. How do the sub quantities work
for checkboxes?

7. Can AEM author choose which
accordions to be open as default on
page load or all?

8. How many results per page? &
can user increase/decrease Wty per
page?

LTV TBC - Dynamic LTV IF's?
Firstdirect only allows user to select
1 LTV threshold group, this allows
multiple. Any checkboxes that the
user is not eligible for are disabled.

Initial period
ETB customers switching can get a
10year product

Type - NOW IN EDIT MENU
Fixed & Tracker are the only 2.
Might only be needed at top of page

Product fee

Check boxes in-case user wants to
see both on the page not caring
about this likely small cost.
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Final Ul

= 4IPpnsec = 4IPpnsec = 4I)Ppnsec = 4IPpnsec

== Show Filtars 12 Results [Page 1
Martgage Finder Mortgage Firder Mertgage Finder Martgage Finder Filter Sort b
s " L by
Why do you need a Why do you need a Loan details Loan details
mo I"thQE? mo rtg EQE? Loan to valug ~ Menthly cost (low to high)

Your LTV s 76% Edit

[ ] A
75%

Propery vilue Froparty valug

Find a maortgage for your home or a rental property Find a mortgage lor your home or a rental proparty

£ £ 500,000 2 Year Fixed Fee Saver

£2.4 .B9%
Buy my first home O Buy my first home Martgage amaount Martgage amount — ffmhw _— ’rf'm A
I you'vn rirns had a [ I you've nover had a mongage bafans o
" Pl MarEgaGe LTt a Gage 1 £ £ 125,000 |_] 80%
0 £0 7.0%
n Yaur laan b valus (LTV] is 75% 85% Wortgaae Findes Booking foc Annual Percentage Ra
Move home ) Move home Mortgage term " : : s Charge APRC)
W you're maving of buying anciher propedty H you're maving of buying analher propey Yoars must b betweon 5 and 40, |_] an% F'nd a mo rtgage deal
Mortgage term 5,998,
Yisars miest be batwnen b and 40,
- 5 years | 0 monthe |_] 25% Viiew the mortgages we offer and find out what ::x::f et
Remorigage my home Q Hﬂ“"'_«'-'”'aa‘.w riy home a5 yaars 0 months | your monthly repayments could be.
I yeusre lpoking to mowa fram anciher lendar io us i your'na Isplong i move from another endar o us
m Initial rate pariod Think carefully bafore securing other debtes against
_ wour home. Your home may be repossessed it you
Switch to a new deal 'f_:] Switch 1o a new deal ) Booking fee do not keep up repayments on your mortgage. (F) View dotails

I wour daal with us i anding 5600 I wour doal with us is ending So6n

[ Martgape torms sxplained

3 Year Fixed Fee Saver

Rani 1ype These figures are for ilusirative purposes onby.

Offars

Borrow morg O
I you wanl 10 bodrow morne from us

Borrow maore -
M yau wanl 1 Bormgw more froem us

Your mertgage details &

Mertgage lype Buy my first home

Buy a rental property G
H you'ra busying & proparty in rant sut

Buy a rental property '.__:l
W yousre banang & proparty b mand out

Property valug £500,000

£2,397 6h.78%
Initiad ity Ficasd rate till 30008 370F
Muaortgage amount £125,000 R e
Remortgage my buy-to-let 'f_:] Remaortgage my buy-to-let l.,_:} E£E0 6.9%
1 st Barg-taelot doal with us is ending soon I waur buy-teelot doal with us is ending sean Mortgage wrm 25 yaars, 0 months Bocking foe Annual Percentage Rat
Charge [APRC)

% Show Fillors 12 Results (Page 1 of 4)
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