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Registration

Finish registration

Login page Step 1/ Step 2 Step 3 Step 4

Input phone #
Getting a code

Input info. / Code (email) /
Terms & Conditions

Got everything
(email, Member #, mobi #)

Input Account info Error Complete

Find “Register now” button Registraion welcome

Actions

Delightful
High frequency

)~

) \‘/ \‘/

(didn’t go through registration)

S attempts.

Want to try different format for date of birth.
“There is no “Back” button

Neutral ( R )

Experience

Frustration
High frequency

| don’t have to re-login
after the registration.

Difficulties using the calendar for Date of
Birth. (84%)

The password input should be hidden as
default when writting password. (50%)

Registrater now is not apparent on the
page. 75% participants tried to log in but

realised he hadn't received PW info.
Terms & condition checkbox was hidden

because of the small screen. The CAT button
was not active. Took a tiny moment to scroll to
see the check box (50%)

(dd/mm/yyyy) was ignored.

7.0 Registration error
7.0 Registration success

mercy'

1.0 Login 3.0Step1 5.0 Step 3
6.0 Step 4 Super‘
|
. I | IerCYE merCY.' @ Mobile number successfully verified " Let’s get started
super super mercy: Welcome Richard Hendricks
Log in to Member Online super to your Member Online
experience!
Verify your email address
Your emal il » i ’, Your mobile number (e.g. +61 0400 000000) . . . ’
o Let’s get started Setting yourself up for Member Online should only Let’s get started Let’s get started A simple online experience to
ni e 1 " take a few minutes, but first you need to make sure R EE Account type stau connected with uour
M S ] ;' e Me%c Super dccountu
0 .
G n 0 ge g O U r S U p e r : The detalls you supplled den't match our records. Please U p
Your passwor: d Your active email address ) ) Click next and you willl recelve a code by SMS for _ _ Verif our mobile number go back and verify your detalls again " "
. e Verify your email address wihij lo/we eed this? Verify your email address verification. Standard message and data rotes may apply Verify your email address Member number yy = aniid one desoUTtosspected With Lolr
online [ : h |
1
Forgot password? Reset possword here. ] Your mobile phonre number
' why do we need this? Your date:of birth (da/mm/uyuL) Verify your details
vl - " . il i - Verify your mobile number Verify your mobile number Verify your mobile number
Keep track of your super, update your details, review your o ? T
i} og in now
investment strategy and more - whenever you want from " R B
1

wherever you are.

Verify your details Verify your details

o Verify your details

Experiencing issues? Get help here

8.0 Registration error - 5th attempt

2.0 Registration cover page 4.1 Step 2

mercy;
super
mercy:

Super Let’s get started Your emal i

Welcome to your member online application

We've been working hard behind the scenes to
deliver an experience with improved security
standards. To start, we just need you to verify your

details - it shouldn't take longer than 3 minutes.

Verify your email address

nal e

Verify your mobile number

Verify your details

@ at least one uppercase letter

@ at least one number

@ at least one special character (#,@,%,&,%)

\:‘ | agree to the Terms and Conditions

Already re

Your date of birth (dd/mm/yuyyy)

Nowv 2022

Sy Mo Tu We

Th

Fr

Sa

'
Let’s get started

: Verify your email and password

i Verify your contact number

Mﬁeﬂﬁgt U@H'fdifet&iglﬁour account, date

of birth and your Memner number .

After 5 attempts, the details you supplied still don’t
match our records.

Please wait 4 minutes then go back and verify
your details again.

Experiencing issues? Get help here




Experience

Dashboard and Profile (find member details) e

Dashboard Dashboard Dashboard Dashboard Profile

Balance History -

. To-Do list Retirement calculation Transactions Find your email address
Hover function)

Balance Balance History - Graph Balance History - Dropdown

Delightful (A1) — T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T e e e e e e e e e e e -

High frequency

Neutral { el

mercy: e
‘ super

Super Account M-54821472

Welcome, Ora!

$59,886- 91 Consolidate your super
. Last year s

Total account balance as at 12 Jul 2022 @ Yowrto do Est(l)

FFU Stration Ij t ;C:r:t‘:‘lmi - c?:fz:eppcll;;!f extra fees and track ucﬁr super
ngh frequency @ $500.000.00 NOT now Consolidate
Participants expect to see the balance first. Around 60% of participants missed Understood not Simulated balance Want to know where my 83% of participants still need to find the profile | .
The graph could be more delightful dropdown to change duration of the graph. immediate action nunber is displaying. “Contributions” comes from button to find their details. One of them . u—ﬂ__/\_,v_ T H i
functionality. However, some have more required, and things The participants needed help to find.
questions and feelings about the chart, such They want to see the balance movement of that fund wants seem not interested.
as what happened when the line is lower, the last financial year as default, or more them to do. - . . s e
. than a vear . . . The Profile icon failed even we presented with ol account baanc artement-
concerned about the amount of super that is year. The strong visual presentation got participants the users initial $74124.00 (e ) s ong oy con e s o,
evidently lost over time. attention more than the content on top.
oy . . "big block of something that scared me but then He immediately went to the Dashboard section, opened the More area,
,. there was as chart there that was good” and clicked the Profile icon. However, he didn't seem to be sure if the
s circle could click or not.
T —— : There is a summary of all my super information on the Dashboard.
$71,914.00 (\ Plan your retirement \) lc
Super Account: M-96668363 v
RN elp AR SO R0 Recent contributions : .
When it comes tosuper s he sml The values displayed below are gross of any tax or rebates applicable. Tra nsactions
Potential account balance at retiref erf i e ierine Co-Contribution (Contribution) $94.37
$74.134.00 (\Piangourmi eeeeee | Ifthete‘songwogwecan.helpJustcu\l‘ o Tronsaction historg
Salary SRR (e a0 $740:4 This information displays the funds going in and out of your account over the time period
02 Apr 2021 selected.
Other Third Party (Contribution) $1,854.29 The values displayed in the below transaction list are Gross of any taxes or rebates
applicable.
They want to know more details about the —
contirbutions; where they are from etc. Admin Fee (Fee) -$32.86

20 Apr 2021

Co-Contribution (Contribution) $94.37

11 Apr 2021

Salary Sacrifice (Contribution) $740.41

02 Apr 2021

Other Third Party (Contribution) $1,854.29

24 Mar 2021

Other Third Party (Contribution) $753.92

T DAativamaanmt (T Aanmdrilvadianh dEeT ace



Investments

Investments - Dashboard Chage investments button Change current and future investments Confirmation modal Finish investment switch

Future transactions

, Navigting to the Change investment Allocation form Confirm Complete
allocation

Investment option allocation

Delightful (H ) T —

High frequency

Q

(&)

c

p D
o Neutral (2°*

o

X

LLl

Frustration (é)

High frequency

“I really like the total balance Ul e — Feedback didn't match their

Super Account: M-557584 \/ Participants (40%) eXpeCted to see

Super Account: M-557584 Vv Investments

. . . ” P vestments < Change current and future investments o o . . .
in the middle of the circle. the current investment allocation anticipations after the confirmation
Investment option allocation Future transactions allocation Find out more SurrentadanRymiecanan Inyestment option:allacation Futyre Yeansactianseioeation m Od a I SC ree n
This is how your current balance is This is how future contributions and If you want to find out more about your This is how your current balance will be invested after you apply your changes. Allocate a h e re ° This is. how your current balance is This is how .future contributions and :
invested. transfers will be allocated.

invested. transfers will be allocated. current investment allocation as well as % value next to your chosen investment options and make sure the total allocation adds

No issue nor blocking If a member has multiple options, « Participants expected to see the

details’ below. To see the list of historic unit

‘ prices for the investments click *Unit prices’. MySuper Balanced % ‘ | ‘
functionalities. ‘ cannot remember. ‘ A changes
( Investment details ) Growth %
Participants complete the task oo —_—— 4 5753077 » Overlooked system feedback
successfully, but there were ) : ’ 4 (successful message in toast)
I
Change investments Stable % o OverIOOked the "Updates

some thoughts.

HIDE BREAKDOWN ~ @ 50.00% Australian Shares cligiub\gllcs)w tf)fngzszr%?:\:{g::wser:i&iich. socall Resporsible % The Cu rrent InveStmentS tItIeS a re s o v Cu rrently in prog reSS" On the page

T T ; | — \J Inconsistent: Missed "." up to 3 business days to ;::;;Ttemwonm e (COIOLIr contrast |Ssue)

e
$19.212.34 N Australian Shares %
19,212.341368 Units

P—— Previous page ===== process...” ® 26.95% Growth e Worries, when the changes apply

$15.504.01 We’re here to help $15.504.01

15,504.006447 Units When it comes to super, it's the small InveStment Optlon allocatlon The partiCipantS Wanted to knOW S (’ missed reading "... up to 3

incremental steps that can make a big Cash % 19.09% MySuper Balanced

International Shares %

sosmar ) Future transactions allocation how long it'll take to apply the e business days ..."

8.47% Conservative roce-‘ro-fo-ce_ ’ | In form —========= Change they have jUSt made in the $4.874.4

$4.874.41 Future transactions allocation 4.874.410428 Units

© 105 o Current balance allocation last process

@ 6.62% Australian Shares This is how future contributions and transfers will be invested after you apply your @ 6.62% Australian Shares

$3,809.23

$3.809.23 Email changes. Allocate a % value next to your chosen investment options and make sure the ° .
092 - i Fut t t Il t i
3.809.226944 Units information@mercysuper.com.au etk loEMIGR A WS 0 uture transaction aliocation 3,809.226944 Units
@ 5.47% Cash ® Drop in and see us () Same as above allocation @® 5.47% Cash
Potter Building - Ground Floor $3.146.20

$3.146.20

: - i )
3146197682 Units Mater South Brisbane Campus | Ccmcel/] 3146197682 Units

Annerley Road



Insurance (Cancel insurance - cancel one cover)

Insurance Dashboard - Dashboard Change current and future Select a cover After submission
investments

List of covers Navigting to the cancellation page Allocation form Selecting a cover Confirm Viewing the preding screen

Actions

Delightful (10)

High frequency

D

o

c

- AR I IS,
o Neutral (2)

Q.

X

LLl

Task - cancelling ONE of covers ‘

S
Frustration (é) ‘

High frequency

All participants had a moment before clicking the "Cancel your cover" button sy Doshboord  Investments  Tronsactions  Inswrance  More @)
s because the task was to cancel only Income protection, not all covers. Super Account: M-69653799

< Cancel your cover

Super Account: MER-ACC-20220323-06 Vv

merCY estments Transactions nsurance Maore w @

Super @ Your request has been successfully submitted.

Super Account: M-69653799 v

Insurance summary Cover Options
Insurance

This is a breakdown of your current insurance cover and premiums. Learn more. You can choose to tailor your cover to

better meet your needs or cancel part or all Select the insurance cover you would like to cancel. We're here to help

Cover Monthly of your cover at any time - you may also T hey n eed ed Cla rificatio n by Seei n g th e buttOn Ia bel P Wh iCh re p rese ntS You can cancel part or all of your insurance cover by clicking on the options below. If

i ? When it comes to super, it’s the small i
prefmiim be able to transfer other cover you have in you're looking to change your amount of cover, please use the Insurance cover change I hp ke Cover Options
form. incremental steps that can make a big Insurance summary

Ca n Ce I I i n g t h e Wh O I e Cove r’ O r t h ey CO u I d C h Oose Wh at t h ey Wa nt to Ca n Cel ° cifference overtime This is a breakdown of your current insurance cover and premiums. Learn more. ;Z?t;?:n:;?Ziiﬁitiﬁ?i;:;i;i orall

of your cover at any time - you may also
Cover Monthly be able to transfer other cover you have in
premium another super fund account.

Updates to your insurance cover are currently in progress

Death $405,000.00 $14.M another super fund account.

Payable on death to your dependants or your estate. Cliek Mg Usii cover Balow T Ting oit

more. [] Death v

Total and Permanent Disablement (TPD) No cover $0.00 Fina"y, the One Said I needed tO knOW the baCk bUtton.

Payable if you're unlikely to ever work again due to

T Perm i men Death $500,000.00 $9.28 ) ) :

inj i otal and Permanent Disablement v . urc - 1

injury or illness. Manage your cover O Are Uou sure Uo ant to cancel your insurance cover? ] Click Manage your cover below to find out
Y Payable on death to your dependants or your estate. more.

Income Protection up to $2,500.00 $11.90 Exclusions apply @

Provides a replacement income and super per month T h ey We re Ca Utio u S a bo Ut CI iC ki n g th iS b Utto n beca u Se; neams Erotection ki You are cancelling the following insurance cover, effective 8 Nov 2022

e NG e Total and Permanent Disablement (TPD) $200,000.00 $1.43

contributions (if applicable) if you're unable to work up to 2 years
» Income Protection . e . .
Payable if you're unlikely to ever work again due to

due to injury or illness. benefit period When it comes to super, it's the small °
incremental steps that can make a big ® I I I "ght Cancel the WhOIe Cover : : injury or iliness.
It may take up to 3 business days to update your insurance cover,

60 days

2t ; difference over time.
waiting period Keep cover Cancel selected cover
Premiums will be deducted up to 8 Nov 2022, and any outstanding premiums Income Protection up to $166.67 $0.32

e if | make a mistake in cancelling my covers, and then reapplying. It takes

Total monthly premiums $26.01 send us an email or drop in to talk to us

We're here to help

When it comes to super, it's the small
incremental steps that can make a big
difference over time.

Provides a replacement income and super
contributions (if applicable) if you're unable to work up to 5 years

fegto-Tase ti m e a n d SO m eti m eS ta keS a IO n g p roceSS . You will not be able to make an insurance claim for any events or conditions due to injury or illness. benefit period

that arise after 8 Nov 2022, but you can still claim for any that occurred prior to
Phone 90 days If there’s any way we can help, just call,

& the cancellation date.
1300 368 891 waiting period send us an email or drop in to talk to us
foce-to-face.

If you cancel your cover and decide you want to restart in the future, you may
be subject to health assessment and acceptance by the insurer, and you may Total monthly premiums $11.03
not be able to get cover.

Email

&

information@mercysuper.com.au Phone

1500 368 891

If you are replacing this cancelled cover with alternative cover, you should not Email
cancel this cover until the replacement cover is in place. e et e P e et s

Manage insurance cover

You can get independent financial advice to help you make a decision about
cancelling your cover.

(B} Participants expected to see the reflection on what they had
done on the previous page. The Income Protection row should
be $0 amount.

Insurance cover gives you peace of mind that you and your family are covered
if disaster strikes.

It's easy to make changes to your insurance cover. You can reduce or cancel
your insurance cover at any time. You can also apply for additional cover or
vary your standard cover. To be eligible for additional voluntary Death and Total

and Permanent Disablement cover, you need to maintain standard cover. The "Updates Currently in progreSS" bal‘ was nOt ViSible.
(Colour contrast solved by HESTA for Mercy Super)

- i
i i s
I\ Cancel your cover /I Adjust cover amount

They expect a more visible “Pending” indication on Ul,
whether still showing the amount or not.




Beneficiaries

Nacigating to Beneficiaries section Change current and future investments Change current and future investments Add beneficiary button Finish investment switch

Exploring the More section Navigting to the form Select beneficiary type Navigting to the form 1st beneficiary / Date of birth input 2nd benficiary Input % allocation Confirmation Complete

Actions

Delightful (1) ———— e — —

High frequency

i @ - T \‘/ \./ \0

-

Experience

Frustration
High frequency

merCY"-; ) . mercy: Dashboard  Investments  Tr t I More v @ o 2 d b f. .
s Dashboard Investments Transactions Insurance More ~ e ashboar nvestments ransactions nsurance ore
sUper © super N enticiary

Super Account: M-557584 v
Jashboard Investments Transactions Insurat

Super Account: M-557584 v

Super Account: M-557584 v Consolidations

< Monoge beneficiaries @ Request successfully submitted,

o Date of birth
— < Manage beneficiaries
Welcome, Nancy! EETEHEESIES
? Non-binding beneficiary details we’re here t 15 Aug 1985 - - Super Account: M-557584 v
Documents B fici . ; Wa'ra b hel Update your non-binding beneficiaries’ details, remove a nomination or scroll to the Wheritcormas Benefit allocation v Are you sure you want to change your non-binding beneflcmrg X e -
Your to do list (2) enenciaryinomination e're heretohelp bottom to add a new one. After applying your changes, click ‘continue’ to amend your incremental st details? enefl(:'a ries
Total account balance as at 13 Oct 2022 @ Your super benefits a valuable assetso s important to provide clear nstrugtions about T — benefit allocation. difference ove Specify the percentage for your death benefit that you'd like each nominated non-binding v
$ 5 7 530 27 who you want to receive your super and any insurance benefits in the event of your incremental steps that can make a big [—: Remove beneficiary beneficiary to receive. This must total 100%. i G o i Burvelioriy o curtanshlin progest
If there’s any v
death. diff Firries I We're here to hel
- ) Add your beneficiaries e overame Beldtionshic send ustaniem N Your new nominated beneficiary allocation is: P
face-to-face. ; Your beneficiaries ; e
Last year v Mercy Super allows you to nominate your beneficiaries using the type of nomination that If there’s any way we can help, just call, Spatse b Jessica Anderson . " Jsessica Anderson ot When it comes to super, it's the small
Your super benefit is a valuable asset so best suits your needs. Find out more. send us an email o drop in to talk to us % Phone Relationship Relationship: Spouse ? No one likes to think about what will happen when they die, but planning ahead will make incremental steps that can make a big
Account balance history: it's important to provide clear instructions face-to-face. Name of beneficiary (First name and Surname) 1500 368 2 John Anderson 80% it much easier for your loved ones. You can start by nominating your beneficiaries - difference over time.
i fi ) ) s L
about who you want to receive your - JsssicaAndereen o Email Seleet e BU aboluing thess charaes: | aeknawiadas that the Trustee.is ot beurd by m providing clear instructions on how you'd like your benefits distributed in the event of
super and any insurance benefits in the @ Nominate non-binding beneficiary Q Phone John Anderson % y applying ges, g ymy your death. If there’s any way we can help, just call,
Y 1300 368 891 ) Date of birth Relationship: Child nomination but will consider my nomination when deciding how to distribute my q ot dromi Ik
1500 568 891 R send us an email or drop in to talk to us
0080 event of your death. By nominating a non-binding beneficiary, the Trustee is not bound by your instruction Date of birth death benefit
d g < . th . o ) - ' Your super benefit is a valuable asset so it's important to provide clear instructions about face-to-face.
The Trustee will use your nomination, along with other current and relevant information Email 15 Aug 1985 ~ Remove beneficiary ] )
$400,000.00 i : - ! ) (= . . & who you want to receive your super and any insurance benefits in the event of your
Not now Add beneficiaries (such as your latest Will), to guide its decision on paying your benefit. information@mercysuper.com.au 15/08/1985 Total 0% £ The Trustee cannot consider a nomination unless it is in favour of my current death BRGHE
' &
$560,000.60 S—— T — spouse, my c_h\ldren, a person who is financially dependent on me and/or a 1300 368 891
. o . © o = person who is my dependant under super law, or my legal personal
Q Nominate binding beneficiary Potter Building & Ground Floor Aug 1985 £ Al Hakanieidng EBrEER V. i
Mater South Brisbane Campus Cancel G B
By nominating a binding beneficiary, the Trustee is bound to pay any death benefit Annerley Road Relationship o o information@mercysuper.com.au
entitlement according to your nomination (as long as your nomination is valid at the - Su M5 T o Th Fi Sq If o nominated beneficiary does not survive me, his/her share of the benefit No existing beneficiaries
time). A binding nomination is the best way to make sure the beneficiaries you nominate o may be paid at the discretion of the Trustee to my estate or to my other We don't have any nominated beneficiaries for you yet ® Drop in and see us
will receive your benefit in the event of your death. Cancel dependants. Potter Building - Ground Floor
Find out more 1 2 3 .
I —t— Mater South Brisbane Campus
Annerley Road
= 4 5} 6 7 8 9 10 i =
Cancel Start nomination \\Cuncei/I Yes, proceed
merCY.: Dashboard Investments Transactions Insurance More v @ 4 Add beneficiary il 12 13 14 16 17
—
ind out more
18 19 20 2 22 23 24
Super Account: M-557584 v "
25 26 27 28 29 30 31 ¢
Bene‘fiCiCﬂ’ies Name of beneficiary (First name and Surname)
05/01/1985 g
i Not very clear for the user the deffirence
Toda .
No one likes to think about what will happen when they die, but planning ahead will make When it comes to super, it's the small y Y Date of birth

- L : | Participants are expected to o After seeing the successful message, they were
S;c:fz:iﬁieor instructions on how you'd like your benefits distributed in the event of diffararaover time: betwee n b I n d I n g a n d n 0 n - b I n d I n g ’ eve n If p p g g I y

(oo soerbanftis s vl cset s ampertnttoprovcecoretoctongogt | | 1TSS YOy Hecon bt ol i nominate and allocate within the confused by the "No existing beneficiaries" text.

who you want to receive your super and any insurance benefits in the event of your A TERS: the description iS there PY D te Of birth in ut form t iS not Shown
. a P d . ! same form (page). They wanted to see the "Pending" message stand

« Date picker annoyed participants. . ) out
No existing beneficiaries & T ——— °

We don't have any nominated beneficiaries for you yet N ° MOSt Of the I"tiCi ntS Ie rned in Name of beneficiary (First name and Surname) e . . .
P s naeneonn participa a Can't input decimal amount e They are curious to know how long this takes to

Mater South Brisbane Campus
[ ]
activate.

Registering section.
e The contrast was not working with colour-impaired

° ° 15 Dec 2006
o (We gave the task after the registration
participants.

= Remove beneficiary

process)

i i
.+, Add beneficiary

1st benficiary

Relationship

Spouse v

Name of beneficiary (First name and Surname)

Jessica Anderson

Date of birth

60% of participants clicked "[+] Add beneficiary"
to continue instead of the "Continue" button.
—Then the button became a disabled state. So
& they tried to input another.
After a while, they find out the CTA to continue.

A T
o+, Add beneficiary
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