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Mortgages

Why Choose Navy Federal

Looking for a partnes 10 guide you thecugh the mongage experience? We're here 1o offer
personal guidance and provide you with great loan options.

Loan Features to Fit Your Needs
We have 3 oan cption for you and 1pecial
Seatunet 82 make pee you et 8 great deal on
youu loun,

° Rate Lock

© VA Loan Expertite

° Loans With No Down Payment

© o PMI Requied

Learn Move

Rates & Loan Options

VA LOANS FHA LOANS

3.750% 4.276% 3.750% 4.276%

A Smarter Way to Apply

We've made big moves to make the
mortgage application process a smarter,

more transparent one.

TITLE: Redesigning the Navy Federal Credit Union Mortgages Section

MY ROLE: Lead UX Designer

RESPONSIBILITIES:

- Leading workshops and stakeholder interviews to determine goals, issues,
and requirements

- Conducting competitive analysis and research into mortgage site best
practices

- Creating user personas, journey maps, use cases, and user scenarios

- Developing information architecture and sitemaps



- Designing wireframes, prototypes, and visual designs for 10+ template
pages

- Building a reusable component and style guide library

- Recruiting users and moderating biweekly usability testing sessions

- Iterating on designs based on qualitative and quantitative testing

feedback
- Presenting final deliverables to executive leadership and technology

teams

PROJECT TIMELINE: 4 months

Timeline

APRIL MAY JUNE JuLy AUGUST
I
9

WEEKS

Kickoff

Stakeholder Interviews
Competitive Analysis
Goals Workshop
Discovery Presentation
User Task Workshop
User Journey Map
Wireframes

Meeting: Presentation
Module Ideation

High-Fidelity Wireframes
Meeting: Presentation

Revise & Create Prototype

OVERVIEW:
As part of a full website redesign, my team and I aimed to enhance Navy
Federal Credit Union's (NFCU) Mortgages section. Goals included:

- Simplifying and clarifying complex mortgage application workflows
- Resolving technical issues with application timeouts and saves
- Educating users on key terminology and qualifications



Through an iterative human-centered process, we delivered a complete
redesign resulting in improved visitor-to-lead conversion rates.

PROJECT OBJECTIVES

- Reduce application abandonment rates by 20%

- Cut page exit rates from key workflow pages by 40% and reduce bounce
rates

- Increase session durations on mortgage education pages by 30%

- Boost mortgage lead submissions by 15% quarter-over-quarter




KEY CHALLENGES

- Aligning a diverse set of internal stakeholders with conflicting priorities
- Designing for a complex regulatory environment with accessibility
standards

- Ensuring flexibility across platforms without losing brand consistency

DISCOVERY + RESEARCH
My team conducted 12 stakeholder interviews and 3 collaborative
workshops to capture goals and issues. Key insights:

- Members face uncertainty in choosing mortgage types
- Application timeouts result in high abandonment
- Pre-qualification vs. pre-approval misunderstandings reduce leads

[ also created 5 member personas with scenarios across the homebuying
journey. Additionally, I performed a comparative analysis on competitor
mortgage sites to identify industry best practices and areas of
differentiation.
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Mortgage Section Pages

3,706,565 visits to Mortgage pages in 2017; average of 308,880/month. (-
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The main Mortgages page is the haghest trafficked section page, accounting for 64% of all visits,
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Mortgage Product Pages: Conversion Rate

Conversion rates (application starts / page visits) help to indicate how well a page is influencing
conversions.

®  While the VA Loans page drove most application starts in 2017, the 100% Fmancing HomeBuyers Choice Mortgage

page had the highest rate conversion rate.

Conversion Rate by Page
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WIREFRAMING

Leveraging research learnings, I designed the information architecture,
sitemaps, and responsive wireframes. To enable consistency, I built a
component library with commonly used elements like headers, calls-to-
action, accordions, calculators, etc. that could be reused across templates.

Biweekly user test findings allowed me to rapidly iterate on information
design, content structure, and layouts across 10+ core pages like rate
comparisons, affordability calculators, jargon guides, applications, and
education.
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Homeownership:
Where Are You In Your Journey?

I'm Learning ; I'm Preparing ' I'm Ready to Apply

With any journey, learning is always a great 1 Get everything in order before you apply. 1 Start here to buy or refinance a home. Get
place to start. Learn about the mortgage : Calculate how much you can afford, get the : pre-approved, upload your documents, and
process and what to expect aer move in. ' current rates and find a real estate agent. f check your application status.
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USER TESTING + VISUAL DESIGN

Moderated usability testing with 10 participants each, my team validated
designs across devices with real users. Feedback was synthesized into
actionable recommendations for UI/UX improvements and new feature
ideas.

Finally, working closely with visual designers, I oversaw creation and
execution of the look-and-feel design system, ensuring full alignment with
brand guidelines and standards. I presented final deliverables to
technology teams and executive leadership, assisting with rollout.

PROJECT OUTCOMES
The mortgage redesign resulted in:

- 22% reduction in application abandonment
- 37% lower exit rates on key pages

- 21% increase in average session times

- 18% more mortgage lead submissions

Additionally, 83% of users said they better understood qualifications, and
90% found the simplified UI flows helpful.
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Making a Payment

Understanding your mortgage payment

Your one ofyour Seewht
convenient paymet options or you

What makes up your monthly

Lesen More on Making CentQ)

Convenient Payment Options

W offer severslpiyment options to hep make e 5 it essis foryou

Easy Pay

Logintosetup Eay )

Budget Easy Pay

Learn About Budget Exsy Po)

One-Time Payments

Sign In to Online Banking))

150 mak ph branch or ATM, For more
information, visit our mortgage FAQs.

Manage Your Mortgage Account

martgage from your Account Summary page. From here, you can e

© setup sccoun motiictions

© Requestioan documents

Need help? If you're havi

ping up with
we have programs to help.

You can s make » payment by phone ot 1.888.842-6328 or ot a banch o

For more information, visit our Mortgage FAQE)
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ASmarter Way to Apply

Homeounershi:
Where Are You In Your Jourey?

Whether youte gathering information, crunching the numbers or preparing t fil

out your appiication, we have the tools and resources you need.

More than Just a Mortgage

Navy Federal Tie Senvices

e

BestinClassSenvice

Navy Federal wil provide you with personal service fo the e of your loan.

Mortgage Learning Center
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Homeowner Resources
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