2)

User experience implications

1. Be found.

Match between your site and the real world

Take the time to understand who the audience is and what would seem
familiar to them — starting with the instant they begin their conversations
and research about loans and mortgages

User control and freedom

Provide your users with the information and options that ensures that
they remain in control, focusing on navigation and way finding

In a GMAC usability test designed to understand what was most important
to customers (Spring, 2007) when considering a financial institution

= Best rates

= No fees

= Validation of credibility and security (FDIC)

= Access to their information (e.g., check on status, saved searches)

June 25, 2007 1 lending.com
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Site review

loans

America's Home Loan Experts®

ditech

61 -800-DITECH-3

Paople are smart.

People are smart.

They expect great products that fit their needs befure they
even .:mn.ﬂer a lender. And they look for & lot more than
Mbeforehrdc-:ﬁewbe-::ﬂwlwﬁ - inchuding
expert advice from someons whe will help them to find the
best selutsan, the bty 1o talk wih o k
mestgage congullant 74 hours & day/T daye 8 wenk, of the
convenience of being able to do virtually everything crline
if they choose.

4% of ditech customers give us the highest satisfaction
rating because we understand that na person warts to be

rumber, They ,.d-mu-m»uﬂupn
their favor. We want that

Great Benefits

« Low rates

= Agproval right on the phane - in jus
minutes

b Get A Free Home
eAppraisals

# Sign Your Docs
Electronically

e

Raris available with
24 hours & day,

axpart
days a week

» Sign virtually all of yeur documents

FREACH A HORTOAGS CONSULTANT 207

why piTecn? | my account [CCECETT

Customer Satisfaction

f tach borrowers would
anen their family and

t

: page fold (1280 x 800} F—

Find the Best Mortgage Rates

+ Lower your mortgage payment up to 50% with
Secure Advantage.

- (ieta_ fixed-rate mortgage with monthly payment.
flexibility.
Mahmnemﬂ!mdmmumﬂl_owermmm

payments for those with lower credit scores.

See if you can lower your payment )
Use our Mortoage Payment Calculator to find out;

transastion and communication is

O My Quicken Loans Login

Great Rates. Expert Advice. Fast Process.

|" Home Purchase | Home Equity Loan Options ~ Morigage Rates  Calculators

seach 3 60 |

Call 800-251-9080 To Get Your Rate

Get Mortgage Rates
| Refinance (v

Search E

RADICALLY SIMPLE"

> Cash-Out Refinance
 Auto Loans.
 Student Loans

* Business Financing
* Credit Cards
 Boat & RV Loans.

* Motorcycle Loans

Secuiity

o

Special Loan Needs

* Small Business Loans
5BA loans to help you
grow your business

Loan|

[ el

Returning Customers: Sign In

Credit About
Reports E-LOAN

E-LOAN Rated #1°

E-LOAN wins top spot again as the best
morigage website!

“Awarded by the 2006 Keynote Systems’
WebExcelence Scorecard. Hore

i
D, [wiew] [

E-LOAN Student Loans

Borrow up to 540,000. Or consolidate federal loans.

[> Learn More |

Today's Best Rates Important information about these rates

Custom Rate Search O,

Find the the best rate and terms
for your unique shuation

I Help & Advice

1-888-533-5333

Expert consultants available
nights and weekends

[ Contact Us (T) Hours

# Credit Problems? I Apply Today
You still de_serve agreat e Rate * APR *
loan & senice
30 Year Fixed Mortgage 6.625% 6.847% page fold l1 024)(753)
L — a
* ZeroDown Mortgage | 15 Year Fixed Mortgage 6.250% 6.623%
You could afford more %
with an 80/20 loan Home Equity Loan 6.000% 6.506% I e
Home Equity Line of Credit 7.490% 7.490%
28 Mlacst Aisa Dol o 2

L

H
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We help purchase dreams,
one family at a time.

Ll
Get started. Apply today!

Call now.

1.866.385.2975

e fold (1024 x 768)

| About Us

Privscy | Legal Information | Auto Insursnce | Co

page fold (1024 x 868) L

E 2007 GMAC Martg:

GMAC Wortgage Corporation). All righETEssmeT
vice mark.

Enfrust.néD)
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Poor use of user experience guidelines for being found

GMAC offers 2 paths for
both the new visitor and
the returning customer —
but is apparent only after
selecting “APPLY
ONLINE”.

Once selected, a
message appears

Based on the user’s
selection, one of two
forms appears

Security validation
is below the fold

L

Tw K June 25, 2007

Call now.

1.866.385.2975

APPLY ONLINE

Privacy' | Legal Information | Auto |nsursnce | Contzct Us | Aboot Us | Carserd

page fold (1024 x 868) L

2 2007 GMAC Mongage, LLC (fikva GMAC Mortgage Corporation). All rig
GMAL iz 3 registersd sarvice mark

\Entrust.néD)|

TEreseied,

Do you have a user name and password for GMACMortgage.com?

'C:"'r'es '::-'Hu

Do you have a user name and password for GMACMortgage.com?

Bives O

Log on to get started Oves @no
Enber your usar name and passwiord to reguest a new lban, conl
of 8 joan reguest ¥ submited.
* Firzt Hams
Uses Name
L | *LastHame
Passwond
* E-lfail Address
] i l *Phonz Numper

What kind of loon do wou need?

How much do you want o bomow?

* How would you s to continue?

Do you have a user name and password for GMACMortgage.com?

Please tell us a little about yourself and your needs lo get started.
* Required

| Eelect ="’i

{E‘ Contines sectronicatly
C‘ Cosilinies by phene wilh & lban agenl




Good use of user experience guidelines for being found

Ditech addresses the
unspoken concerns
of their potential
customers —
acknowledges that
they are smart

Contact information
is very prominently
placed

Security validation is
placed in context to
the log in area,
above the fold

Additional validation
via a known
publication’s article.
(reinforcement of the
word “smart” adds to
content on this

page.)

L
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ditech.

Home Pirancing by GMAC

MY ACCOUNT
Username
ogin

Password

Forgot password?
Mot Registered?
Privacy Policy & Security

p Make a smart decision.
Home loan insights
provided by

Smart Money

b Get A Free Home

1-800-DITECH-3

REACH A MORTGAGE COMSULTANT 247
BUYING A HOME ww WHY DITECH? | MY ACCOUNT [GUGEIRE el |

ditech = home Questions? | Contact Us
- —

People are smart.

e are smart.

They expect great products that fit their needs before they
even consider a lender. And they look for a lot mere than
that before they decide to become a customer - including
expert advice from somecne who will help them to find the
best solution, the ability to talk with a knowledgeable

mortgage consultant 24 hours a day/7 davs a week; or the
convenience of being able to do wvirtually everything online
if they choose.

96% of ditech customers give us the highest satizfaction
rating because we understand that no person wants to be
treated like @ number. They just want things to add up in
their fawor. We want that for them, too.

New Products Great Benefits Customer Satisfaction

» REAL LIFE PLANS combines a low e Low rates
fixed-rate, 30-year martgage, a no-
fee home equity line and a free

MasterCard that pays down your

» 95% of ditech borrowers would
(=i=signinni=inin ) I_ -II gl [0

; —_— r
e Approval right on the phone - in just 2
minutes =

® SLEEP EZ LOAN=" iz 3 30-year loan
AR B AL

b e e

e Mortgage consultants available with

Messaging:

New Products, Great Benefits, Customer Satisfaction at equal prominence

4 lending.com
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Very good use of user experience guidelines for being found

E-Loan’s page is very
long, but makes good
use of white space to
maximize scan-ability.
All critical information
is above the fold

Their tagline states
that their offerings are
“‘more” and “better” —
“radically” implying
“revolutionary”

Security validation is
placed under the
secondary navigation,
above the fold

Custom Rate Search:
alternative path to
helping the users find
what they need —
confirms that they are
in the right place.

June 25, 2007

E-LOAN Search E-LOAN =:3)
T i —
X L 1 i | 1 g B L yout
i
E-LOAN I Search E-LOAN | [ee] P2
RADICALLY SIMPLE gRetuning{:ustomers: Sign In G
Auto Personal ings & Tools & Credit About
i Loans | “Ds Calculators Reports E-LOAN
» Cash-Out Refinance
E-LOAN Rated #1° 3

Z Auto Loans

Student L
AT E-LOAN wins fop spot again as the best

» Business Financing mortgage website!

> Credit Cards
=Awarded by the 2006 Keynote Systems’

* Boat & RV Loans WebExcellence Scorecard. More

* Motorcycle Loans
Apply How | | Search Rates |

(E Privacy and Security

Special Loan Needs

3 -
E-LOAN Student Loans e
S Shral ke | pogte Borrow up to $40,000. Or consolidate federal loans.
ZBAloans to help you

|' Learn More |
grow your business

Today's Best Rates Important information about these rates

Custom Rate Search &

Find the the best rate and terms
for your unigue situation.

| Select Purpose M

Search Rates .

| Help & Advice

1-888-533-5333

Expert consultants available
nights and weekends

&1 Contact Us (X Hours

] Apply Today

» Credit Problems?
You still deserve a great e Rate * APR =
loan & semvice
30 Year Fixed Mortgage 6.625% 6.847%
" Zero Down Mortgage | 15 Year Fixed Mortgage 6.623%

Your could afford mare o

page fold (1024x768) L

5
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Excellent use of user experience guidelines for being found

Reinforcement via
content of Quicken’s
“‘expert” reputation —i.e.,
expert advice, loan
experts

Different ways to figure
out what type of loan the
potential customer will
need — by topic
(navigation), by direct
links, and using the
“‘widget” to Get Mortgage
Rates, inputting known
information

Most Popular implies
sharing knowledge of
others who need loans
(implied community
existence)

Visual treatment helps in
compartmentalizing
types of information, thus
assisting the customer in
choosing a path to follow
in to the site

L

INK June 25, 2007
S

I3 My Quicken Loans Login IS&arch l’ GO .

Great Rates. Expert Advice. Fast Process.
Call 800-251-9080 To Get Your Rate

|' Home Purchase | Home Equity N s SRR TR
Get Mortgage Rates

A e S s
Loan Purpose: | pefinance ||

R

wym

America's Home Loan Experts®

Find the Best Mortgage Rates

+ Lower your mortgage payment up to 50% with
Secure Advantage.

+ 5et a fixed-rate mortgage with monthly payment
flexibility.

+ Buy a home with no down payment! Lower monthlys
payments for those with lower credit scores. e

See if you can lower your payment D
Use our Mortgage Payment Calculator to find ou

Most Popular

*+ First-time home buyer? Start with the * A 30 fixed rate mort ‘with

Aoout Qutentomns

basics: interest only, no money down, payment flexibility,
Pl — -
. * No down payment, 100% financing. Start your career at Quicken Loans.

* Moving and buying a home? Clase on Payment flexibility available. View job openings.
your new home even hefore you sell o - Quicken Loans has teamed up with the
the old. ' ' * Find the loan that fits your needs and NBA, Click here to view the Quicken

' your particular situation. Loans/NBA line up.

* How much home can | afford? Find

outwith this calculator.
FORTUNE Refinancing | Home | oans | Home Equity Loans | My Quicken Lo

Careers | Mortgage News | Mortgage Rates  Mortgage Calculato page fOId (1024 X ?EB)
About Uz | Contact Us | Feedback | Help | Apphy Online | Site
E-Mail Policy | Security and Privacy | Digclogures and Licenses | Terms of Use —

=3
T0 WORK FORSS
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Potential low fidelity homepage wireframe

Leverage sophisticated
knowledge retrieval methods

LOGO | COMPANY CONTACT INFO in conjunction with search -
Sesich engines Lypically
|" arverwhielm ussss with tog much
LOGIN:  firsf ima? information, Toals such as

decaion trees, snteErview guldes
| | @and danfying questions, should e
usad in comfunction with search o

i | RESCURCE pinpaint the right answer. These
MORTGAGES HOME EQUITY REFINANCING LIERARY CENTER l CONTACT US sophisticated Krowledge retrieval
1 1} o metheads quickly nasron down

search results, bringing wusers of
@ @ all skill ievels to the most
I:d Iike infﬂ-rmﬂtiﬂn ahﬂut' targeted, redevant fnfammation.
. i mi MORTGAGES APPLY NOW
Thiis might be: whak you weant, DEELY NV “Fiye Best et o ClbmiET

it oren
the £ [a-al
® you miay not be planning to ® . Fatis RN trigages Joent $§$Hmr£;£mm

|:| PU RCHAS E stay in your home lang ®  Cash Back Mortgages Wizh Sites to Batter Sanve Cligrts
enough to justify & 30-year »  Debt Consslidation Mortgages

[ | HOME EQUITY S S Adjustable Rate Mortgsges
| REFINANCE oy g crematic=llying | LoANS APPLY NOW
H ELP M E CHOOSE = :?futa'"::n?neep;:lm It‘:' F‘af'f ® Mo Down Payment Loans
MLETRERE e | Laan Coach/Loan Concierge

L Chos) Costs Lo
years Fm ans Widget helps the potential

e customers find information wit
& New Beginmng Loans guidance

“There's no fins print hers!”

L] Stated [ncome Loans QUI':H. INFO: mw aoceds to
- infarmation for:
Our Guarantee Customer Find your @ «  Returning visitors
Testimonial PERFECT LOAN » Parents/trusted “advisors™ o
We want you to know that we understand.... quote (brief) match > new homeokner @
No Application Fees No Broker Foe View mare > e T e ot T
N Commitment Fee Mg Rate Lock Fee each type of martgage or lcan
NeyLow Podnt Loan Qptions Mo Miscellaneous *|unk fees” contextual to the ussr @
*engaging” game te find your

parfect home {le hitg
lamateh, somd} which finds the user
the perlect car)

FOOTER NAVIGATION (replication of global navigation)

Onca the "mabch” s mada, the

PERSISTENT NAVIGATION (quick links, contact us, about lending.com) SRIBTAE IE ghien 106 Bt T6an
UTILITY NAGIVATION (privacy policy, security, "stamp of approval®) aptions based on their "loan
match”, &r can choose the best

Fold 1024 x 768 | faan to use.

I~
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How Lending.com can succeed online

Address consumer

1 . confusion and mistrust
by presenting an
appearance of trust-
worthiness — and

2. Be reputable and relevant. ;0. it up by making
the most of their time
by showing them the
information most
relevant to their needs.

L
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User Experience Guidelines — applying Heuristics for assessing usability.

Be reputable and relevant.

Consistency and standards: people spend most of N AN ONLINE SURVEY
.y . . ONDUCTED IN MAY 2005 BY
their time on other websites. As a result, if you use |GHTSPEED RESEARCH.
. : : ,062 ONLINE BANKERS AND
unconventional features on your site, those potential e

customers people may not want to waste time learning
how your site works and will go elsewhere AND
complain about the issues. i e

f your online account provider were to
ffer you a service such as this [service
escribed was a one-time password
ken], how would it affect your trust in

85.4% would have more or much more
ust in transacting online

For financial institutions and services, security and
oy ags . . o H Id it affect likelihood t
credibility must be emphasized consistently. [heuristic e

#4] 63.2% would be more or much more
kely to conduct more transactions
nline

Establish a single source of knowledge — leverage your knowledge
base, and build trust with your customers in your expertise. Ensure that
customers receive accurate, consistent and timely service, regardless of
how they've chosen to interact.

“Five Best Practices for Optimizing the Customer Experience”. Joint Study with IBM Services Web
Sites to Better Serve Clients

I~ "
THINK June 25, 2007 9 lending.com
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User Experience Guidelines — applying Heuristics for assessing usability.

Eloan gives prominent placement to their rating.

E-LOAN Rated #1

Upfront Certification Certification above the fold, and

Amerisave features Upfront

displays all certifications in the
footer. The links to BBB are not

E-LOAN wins top spot again as the best uprron active — diminishes some
morigage website| Martgage Lender credibility.
This certification assures our
customery (D
FTTr -
: e & @@= “upFront
All of Quicken Loan’s certifications : Worsgape Lender
: = _‘- are at the bOttom Of their page e el nm Ampcieses: Marea B30 sene | Waskoy Marcal Yeoe | Basber Bakaeral Proseama | | @S Cantar
' — but the fold is near the bottom so T
INE" Fefinancna | Home Leans | Hame Zoun SOIMNE ICONS are VISIDIE

Privacy Policy | Secur Caranrs | Morgsge Keer | Mortgsgs 8 et -
Sibemap | Publicatans e i b L S S r =
lobs | Partnarship Pro F a E-tiuil By .‘h.;:u F ml :'il'.:.l y 'I'--.'II:.- .T-\:e sintd | et | e ol Gl 2
Jain Our Real Estete B o i 2 gl e E
Bma| Ectate | ends proice 5 ne. *Dizcemn :
Hame Equity Lo | § ; s o ri

b u i Parner s Fock Frandial| THe Ssurce | Mangee rake s ﬁq—m%
Partner Sifec: Real E e Hral Eetals inechare | pcken [ nane Arans | Csve com —
Improveblet | Servics == S Equal Housizg
P e ol “The key to maintaining a healthy channel is to

LLC. All Righits Reserved., Thes sit= is directed at, and made svalable to, persons in the conbinertal L5, Alesks and Hawan only.
Conwarsion fo LendingTres, LLC

* Gift Card Terms and Condions
T Click her= for Lending Tre= Promosional Offar Terms
4 Bagad on total asset size of bank holding company 25 of 3f31/2006 as reported on the National information Center web site far

the Federal Reserve.

REALTOR ¥ -- & registzred collactive membershep mark that identifies a real astate professicnal wha is a member of the National
Esmaciation of REALTORS ¥ and subscribes ta jts strict Code of Ethics.

The Home Depat® iz not affiliated with LendingTrae, LLC. Tha Home Depot® s a registered trademark of Homer TLE, [nc.

Find REALTOAS # | Look for Housas for Sala | Mew Homes | Mortgage Calguiator | Refinance at Gersmart

Fing Bes! Estate | LeadingTres Frea Cradit Report

Lending Tree has many links and
footnotes before the certifications
— implies their concern for their

own-<cafetv-before - the crictomers
OWrl-saltty -bDc1orec-the - Custorters:

INK June 25, 2007
L

provide consumers with the assurance that their
online interests are, in fact, being protected by
effective security features. ... no matter which
solution you choose it will have a significant
impact on your customers.

A person’s ... perception of a security solution is

arguably as important as the technology itself.”

A positive user experience can lead to
increased consumer confidence and a
higher number of online transactions.
Whereas a negative experience would have
the opposite effect.

The Impact of Strong Authentication on Usability

10 lending.com



How Lending.com can succeed online

1.

2.

Educate the consumer
and at the same time
help advance them
toward their ultimate
goal — affording the
home of their dreams.

3. Be helpful and persuasive.

L
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User Experience Guidelines — applying Heuristics for assessing usability.

Be helpful and persuasive.

Visibility of system status: If a process forces users to wait, timely and appropriate
feedback is important.

Example: Messaging such as “you are about to leave this portion of your experience — would you
like to save your information?” will ensure the user’s investment of time is saved, leads to
registration, increases probability of returning to continue their experience. Employing an
abbreviated registration process (email address + validation, password + validation) and messaging
assuring of confidentiality minimizes resistance to creating profiles.

Help users recognize and recover from errors Use plain language and, most
importantly, suggest a solution

Offer seamless escalation between channels - If customers are unsuccessful at finding
answers to their questions, they should be able to easily connect to a live agent, through a chat
session, email or a phone call. Moreover, when escalation occurs, agents should be able to
view the customer's search history so they can more quickly diagnose and resolve the inquiry,
while saving the customer the frustration of having to repeat the discovery process.

“Five Best Practices for Optimizing the Customer Experience”. Joint Study with IBM Services Web Sites to Better Serve Clients

THINK lendi
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User Experience Guidelines — Be Helpful and Persuasive

b Login to My Account
b Forgot My Password

b Security & Privacy &
Hﬁn@

p Make a smart decision.
Home loan insights
provided by

Smart Money

b Get A Free Home
eAppraisal~

b Sign Your Docs
Electronically

» Smart Calculators

(should be inactive).

These links are in direct conflict with
the goal of this page: Security &
Privacy and other “soft sell”
elements takes the user away from
the Create Account path. Login to
My Account refreshes the page

Safe & secure transaction.

Creafe Account

Log In

My Account

Enter your user name and password to continue a
saved application, check vour account status or
manage your account. Need help? Click here to chat
online with a courtecus Mortgage Consultant.

Username (6-20 characte]
Password (case-sensitive
Confirm password

CONTINUE

This question/answer
is very relevant and
necessary for the

# Why do I need an account?

» What can I expect next?

# Need yvour 10987

user.
Security | Assumptions | Disclosures | Ta
N
H June 25, 2007

INK
o

Creating an accaunt with ditech allows
vou to securely submit an application
online. You will also be able to save
an incomplete application and return
later to finish it.

After yvour application is submitted,
yvou will also be able to log into your
account to check the status of your
application at any time.

We take the security of your personal
information very senouslhy. Learn
more about our security and privacy

policy.

hi
T1dme

ol
“nord

The answers “pop up”

in context to the
user’s focus, and do
not take them away
from their experience.

You will be able to take to complete ﬂw

full application, that it will take about
15 minutes. CQur checklist will tell vou
1 what you will need to have handy.

1 access in my account?

Er 10987

of Use | Privacy Policy | Swet

rms

~ Existing customers without a ditech web account:

+ Create a ditech web account from this page

+ Navigate to "My Loans" list (left navigation) and

click on the "Associate a Loan”

» A=zsociate the loan number for which you wish to

obtain a 1098 tax statement

+ Select loan number for which you wish to obtain

a 1098 tax statement

+ Click on the "IRS 1098 Tax Statement” link in

the middle of the page

| Housing Opportunity State licensing

2007 ditech.com
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User Experience Guidelines — Be Helpful and Persuasive

Get Mortgage Rates
| stmance L]

Very easy to move
forward — no errors,
system makes
assumptions to keep the
user moving forward.

Mortgage
Calculators

Home Purchase
Caleulators

Easmant Sty

e sy The horme morgage papmend alcasir e
adhucd e menthly papmen

LAfret?

Hamp Purchass insiser
FREE Nowsbutter

Gt the inaite Sxosp

Ficarve B vt secrots

* Paersm chick I foan Smiuct sou troed 10 3e¢ 1

mwhal o’ A-anmll Gur catcutalns curmently dispias
r 825000 mnd $3,005,000

chonse o stale

E* Flease check the loan amount you typed to see if it
1 is what you wanted. Our calculator currently displays
i loans between 525,000 and $3,000,000.

E* Flease choose the state

L

Iu}«l K June 25, 2007

Cllomns ..

Amenca's Homa Loan Expart 5o

O iy Guicken | oans Login

Greal Rates. Expert Advice. Fast Process.

FATY is amas T

Your Payment Quote

etc

Bmrn are: st m Bnur Insm

18 by ik L

Results are presented to the customer,
clearly showing what these results are
relative to (purchase amount, state,

.). The ability to adjust the #s, call
someone, get more detail about the
type of mortgage, and customer
testimonials in context to this specific

Your Hate

AT e b g Great Rovtms, Expart A4 '-H_‘ “‘“m
ol LY
loan type are all accessible from this = i
Firw Liang E! EH page.
o HEREINED
FLEX100 oo M.
——— =
Abul Tha Laan § Bay O Il miled In 4 AL -’ w‘
{ Gazoen cne ] L rentoae  |GRERAMERS
s 1 Chais Gon ¥l on the loan that's best for you
ol B g ey s [ PreeedFors it JECROL I Al
§| Clizam fur L
© Fg] Wiy
Buumm-m o dhe® pagTEAD ; M,'m =T L ks
& Bl ol don fave ssasghis: i, e ool b H -
T e P I A i 3 - 1
w AT O O Bl T P 100 i o 0 0l 1 e Sy n ‘ u g’ @ m 'ﬂ
ralwnll 02y &
Ciriy 52060 of pour awn fusds required 4or clasing casts “ Wha's It Far:
R ¥ st 3 fapd-ma hame-tuyer wil revaomasly goad aedl ang want ano- o
e b e Emat hatei by g 3 v e, o o ] 0 v D g o
# &Gk i an Figed i ekl
e Ky Bensfits Talk To Us
Harma Prone.
e pre-zaryman penalss B

ZERO DDWN?

Quicken Loans

explain how no mon

& Yiw cunl s o Togegs deeras
eaymnin Fau oiF pay cek v ism

CLICK TO

©f mierwet FRAE 38 FRCE FRACRR X1
PRI PR e R pUeTmer

Fho s f=r

= AR AT O Pl T I N BT A SR
o Oy BiraT G ol e 8 b el
T
Ouweken Lzane makaa it ey L el
i ken
* S brm o lag fera el oA

Let one of our Mortgage Experts

ey down loans

CHAT

B ot gage fur 100% 41T homes
o riroad oo 0 SR and joul e o md

mierasi-ordy mmam Fvaiiabie 50y ran e par paymesi by gaing
vy e e dor g A s F g wien, Aler 0 prare, e il masiy
Irviere] ghus riRcinal i g

Yens anly rea B g 20 81 your ten Lisc b cioesing coaly ascar pra-
rexds

& Dxpari sdvicn. W B b ngn e el el
* Faw Chae o ican Inwese
& Cormsnis, Cimings. ol foms i jos
The wkrrakon v
b-ltl.u'rlulu O

Quicken Lo Chanl

‘K HERE

R

previes bo Cuicher Leaas wil b Lnad

ok Lasra dean nedatam yonr
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0.254-0020
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User Experience Guidelines — Be Helpful and Persuasive

- e,
WHY DITECH? | MY ACCOUNT APPLY NOW

BUYING A HOME

money down Tieancing M | m
Ditech has many ways to help a user through the site with global navigation, . I_I
tertiary navigation breadcrumbs, etc. However, the breadcrumb in the Step: |1[2 3 4

application process is misleading — there are as many as 4 screens for one

Borrower Information

step.
Ouestions?
& AmeriSave
Sawe Time. Sove Money EEE:?:E:E:&FE
| HomePurchase |  Refinance Heme Equlty Colewlstors || Login | Abow Us
Direct Lendar. Over*5 5 Billlen Fundad Humebags  Liereorsy Brienoy

Search Mortgage Rates GET PRE-APPROVAL INSTANTLY, |

L jad

in3n Amomb =0

Propmrty Valus: £)0

LD S s Please fix the highkghted srrors
i balow bafore continuing. _’”:Elf’fn.
| Heand about us e ’ T # Invalid Loan Amount. =g
# Inwvalid Proparty Amount.

Get Rate

¥ Buying A Home
b Home Loans

Real Life Plan= all-in-one
solution

Slesp EZ Loan= offers

flexible payments

Equity Buildars saves
thowsands in interest

Adjustable Rate Mortogage

Interest-Only Adjustable
Rate Mortgage

Lowe or o Mangy Down
Financing

Ditech 83395 Flat Fes

¢ Fixed vs. Adjustable
Rates

b Frequent Questions

Learn more about our
process:

Loan Amount: 5JEI i

AL — A Amerisave
Amerisave’s Property Velue: 40 i ol Save Time. Save Money, Tﬂdaf*s Rates
ol lpagc o= 2 | - Salect property state - [w] 7 : rr—— @
widget to GET : . G EENE TR | Refinance | Loan Ameunt:  4{0
J | — Salact loan typa — |1] 7 - : 5
RATES —if all i i Direct Lander. Over *6.5 Bilion Fund | rroperty valse:  §i0 i
v o |H rill abhaut F - L T — = _ —
fields regmreq R R T [ie] Quck Frefomraiel  + Gt Pre-Ap |~ Sebect pronarty state — (%]
are not filled in, Get Rates e " NoCost Mo Ol [—saled laan typs — )
an error appears. s HENEEN 1 oy R T R =
T ~ I (Bsard ahoot bl I
- R Hetwork | seleat rate netfieation |
However, on the Home Purchase page, selecting GET et Rernig S Rstpren) .
: X i Home Huyng Advoe i | 1wl dacurmant my Incoma %
RATES changes the widget to an expanded view, with a Homebiner Fraviegea. 5 “as, s that & (o Resanse ] 7
call to action now labeled SEARCH NOW. e —
| Housa / Townhouse E i¥
[Exealiant eradi ™ R
| Quick Pre<Approval P —— -

SEARCH NOW =
L

H

\U«I K June 25, 2007

Duestions?
; 866.970.5AVE
| Hours of Operation
8 | Lagin About Us
Hprme Page Licersing "'_".'-'.E_E_'r
({3
® Today's Rates
& Loan Amoustt  H0 Lid
7 Property Walues Si_l, L)
7 |+ Smlmct pm;-ro-,-.-tm - |E 53
| -- Select loar type - |:_| [l
| Heard sbout us fromu.,. Ill L
. Get Rates -
15 lending.com



T

How Lending.com can succeed online
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4. Be persistent, not pushy.

June 25, 2007

When consumers don’t
buy right away, make
sure you’re able to
continue to try to help
them to make good
decisions.
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User Experience Guidelines — applying Heuristics for assessing usability.

Be persistent, not pushy.

Recognition rather than recall: Tasks should
always be viewed and designed from the customer’s
point of view - especially in forms and multi-step
procedures. Hints, tips, examples, etc. that will help
in a successful experience should be easily available

to the customer.

Flexibility and efficiency of use : Everyone is
a novice user at first, but based on experience, your
customer will have varying levels of expertise as

they spend more time on your site. Allow for multiple

paths based on learning curve.

Help and documentation: This should be clear,
concise, and designed to answer the specific
questions consumers will have in a specific context.
Allow your customers to access help in the same
place they have the need.
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Provide agents with a 360 degree view - With the
proliferation of contact channels available to customers, it's
critical for agents to have access to the complete history of a
customer's interactions, including emails, chat transcripts,
phone records and self-service sessions. Integrating this
information through a universal agent desktop empowers
agents to better understand customer needs and provide the
most appropriate response.

“Five Best Practices for Optimizing the Customer Experience”. Joint Study with IBM
Services Web Sites to Better Serve Clients

Anticipate customer needs through proactive service -
Financial institutions are able to further differentiate
themselves through proactive service that anticipates
customer needs. Proactive chat capabilities enable
organizations to automatically identify and engage Web site
visitors who are confused or having problems completing
self-service transactions, ensuring that issues are resolved in
real-time. In addition, proactive outbound email and SMS
communications increase satisfaction by keeping customers
informed of things, such as payment due/received,
statement available, registration confirmation, unusual or
fraudulent activity and balance transfer posted.

“Five Best Practices for Optimizing the Customer Experience”. Joint Study with IBM
Services Web Sites to Better Serve Clients
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Recommended Actions

= Elicit a high degree of trust without diminishing user experience.

» Consistently show evidence of security (i.e., lock icon) and consistent authentication
methods; reinforce the need with “simple English” text.

= Give the user the ability to use and consume lending.com’s products, services,
resources and tools in multiple ways — laptop, smartphone/PDA, iPod,
whitepapers, podcasts, audio broadcasts — while maintaining the same level of
security and quality.

= Allow the user to be in control of their experience — ask “Would you like to save
this application process?”, and offer a fast way to complete the “save”.

= Keep the user’s experience a higher priority than marketing needs, which require detailed
information such as age, zip code, html or text, etc.

= Always give the user the knowledge that they are in control, not the computer.
» Ask them to authorize each step they take.

= Make every task and option a successful experience
= Phrase “errors” as opportunities to filter
= Show assumptions made by the system to explain the results showing on the page
» Use “simple English” to guide user
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