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Executive Summary

For the past 150 years, Dime Savings Bank of Williamsburgh has become the
community bank for the Brooklyn area, garnering loyal, lifelong customers and a well-
established reputation. In an effort to aid Dime Bank in better serving both their loyal
customers as well as prospective ones, three evaluators from Pratt Institute’s School of
Information and Library Science conducted usability tests on Dime Bank’s website
(www.dime.com). We recruited a convenience sample of six (6) participants for in-
person usability testing. To ensure consistency across all tests, we used a scripted
testing process, largely facilitated by an online software called UserZoom. The data
collection included the following steps:

« A brief introduction to the study

Consent for audio-visual recording

A pre-test demographic questionnaire

Four specific tasks

Four post-task questions

A post-test questionnaire, using the System Usability Scale

Then, we analyzed the data by compiling a list of all the issues surfaced by each
user and consolidating this into a smaller list. It was prioritized into high- and low-priority
recommendations based on the severity of the problem, post-task question and open-
ended comments. We also analyzed the System Usability Scale data by calculating a
raw SUS Score and determining the confidence interval for this score. We then
converted this SUS score to percentile rank in order to assess usability compared to a
grading tool, developed by Sauro (see Appendix B).

Thus, the usability tests resulted in three actionable recommendations:
1. Create a table that adds account comparisons
2. Make linking to pages consistent
3. Add a global search bar

The usability tests also resulted in three additional recommendations:
1. Replace confusing banking terms
2. Content at bottom of homepage should be moved into image slider as
well as made clickable and clean up design of interior pages
3. When opening an account, users should be given highlights of
information instead of links to lengthy documents

These recommendations are intended to enhance the overall customer’s experience of

Dime Bank’s website as a way to further Dime’s already well-established name and
banking services.
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Introduction

Dime Savings Bank of Williamsburgh is the largest community bank in the
Brooklyn area for the past 150 years. Dime Bank offers modern services linked with
traditional values that attract lifelong, loyal customers.

Dime Bank’s website reflects their forward and innovative options to attract more
lifelong and loyal customers. To maintain modern trends, the bank participated in a user
study conducted by three evaluators. Each of the three evaluators conducted a user test
with a total of six participants. During the user testing, the six participants were asked to
go through a series of tasks to evaluate the interface of the website by using the
platform UserZoom, while the evaluators guided them along with a script. Once the
tests were completed, the results were gathered and analyzed. Then, three actionable
recommendations were created as well as three additional recommendations. These
recommendations were formed with the intention of enhancing the usability of Dime
Bank’s website so that both their lifelong as well as prospective customers enjoy their
experience.
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Methodology

We conducted in-person usability tests to assess users’ experience interacting
with www.dime.com. According to the International Organization for Standardization,
usability testing aims to identify ‘the extent to which a product can be used by specified
users to achieve specific goals with effectiveness, efficiency satisfaction in a specified
context of use. Put more simply, we wanted to answer the following questions for Dime
Savings Bank:

« Can users easily and efficiently use www.dime.com to do what they want to do?
« Are they satisfied when doing so?

User testing has long been used as an effective method identifying key usability
issues for product development (Barnum, 2011). Moreover, user testing is effective on a
small scale - testing with up to five users tends can reveal 80 to 85% of issues (Nielson,
2000).

Participants

We recruited a convenience sample of six (6) participants in this study. The
majority of participants (4) were between the ages of 26 and 30, 1 was between 31 and
35, and 1 was between 36 and 45. Half of the participants were men; the other 50%
were women. Professions varied and included: operations coordinator; project manager;
attorney; nurse practitioner and small business owner; brand manager and music
industry employee.

Participants used their banks frequently. All (100%) of participants had a bank
account and used their bank’s website. The majority (83%) used their bank’s website at
least weekly; and two-thirds (66%) used their bank’s mobile app weekly or daily.

Data Collection

All tests were conducted in-person in a home environment. To ensure
consistency across all sites, we used a scripted testing process, largely facilitated by an
online software called User Zoom. This software tracks an amalgam of important
indicators including: task completion and efficiency; clickstreams; screen, facial and
audio recording; and surveys and comment results. The process included the following
steps:

« A brief introduction to the study

- Consent for audio-visual recording

« A pre-test demographic questionnaire

« Four specific tasks

» Four post-task questions

- A post-test questionnaire, using the System Usability Scale
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The post-task question asked participants to rate the difficulty of the task on a 5-point
Likert scale.

For the post-test questionnaire, we used the System Usability Scale - a scale first
developed by John Brooke in 1986 that has since been referenced in thousands of
articles (see John Brooke’s original chapter titled, “SUS: a ‘quick and dirty’ usability
scale,” which has been cited by 2,282 on Google Scholar as of December 13, 2014).
We elected to use this validated scale in order to assess Dime website’s usability
against standardized benchmarks. In addition, the post-test questionnaire included one
general question to gauge participants’ overall satisfaction with their experience and one
open-ended comment field.

Analysis

Researchers analyzed user feedback by compiling a list of all the issues surfaced
by each user and consolidating this into a smaller list. This list was prioritized into high-
and low-priority recommendations based on the severity of the problem, post-task
question and open-ended comments.

Furthermore, we analyzed the System Usability Scale data by calculating a raw
SUS Score and determining the confidence interval for this score. We then converted
this SUS score to percentile rank in order to assess usability compared to a grading
tool, developed by Sauro (see Appendix B).
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Findings and Recommendations

In general, most participants noted that they did not expect a bank’s website to
be highly engaging, but they wanted it to be functional and user-friendly. As one
participant noted, “Banking websites aren’t necessarily ‘enjoyable.” With sites like this,
the focus should be on everything being easy...” In this regard, Dime.com scored very
well. On the post-test questionnaire:

- Five (5) out of six (6) participants agreed or strongly agreed that “the website was
easy to use.”

- All participants agreed or gave a neutral response that they thought that “most
people would learn to use the website very quickly.”

However, when the analysis of the raw System Usability Scale was completed,
the results reflected that on a scale of 1 to 100, the results from the six participants’
mean are 64.6. From this mean, it can be concluded that the website has a 39.94%
confidence interval for usability. Although this is a low percentile, the margin of error for
the System Usability Scale ranges from 43.8 to 85.34. This concludes that for every 5
users that are evaluated on the website’s usability, we can be 95% confident that the
SUS population will score between 43.8 to 85.34. This score is not a reflection of the
website’s diagnosis, rather it only provides a quantitative analysis of area of
improvement for the usability of the website.

On the System Usability Scale, a grading scale is also provided for the website’s
usability. The grades provided, a C- and a D, place the website’s usability at a marginal
level. As mentioned, the System Usability Scale is a quantitative analysis, it is not meant
to diagnose the website’s usability. This qualitative data only implies where there is
ability to improve.
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Actionable Recommendations

The usability tests resulted in three actionable recommendations:
1. Create a table that adds account comparisons

2. Make linking to pages consistent

3. Add a global search bar

Actionable Recommendation 1: Create a Table That Adds Account
Comparisons

The user test revealed that it is difficult to compare bank accounts with current options
that are available and that there is too little of information about the details of the
account options

Checking Account options and Saving Account options have information provided about
different options, but there is not a visible comparison between each of the accounts.

Users found that this caused frustration when it came to choosing the right account due
to lack of immediate knowledge of the difference between accounts.

Actionable Recommendation

1. Create a table that adds account comparisons (Figure 1)

Ed Other Benefits

Prime Dime Rewards Dime Rewards Perfectly Free

Checking Checking Checking
24-Hour ATM v v
Free Online Banking v v v
F Crocting Card v v v

Figure 1: Proposed Redesign for Account Comparisons
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The pages for the accounts can still be available, but on the left hand side bar, there
should be an option available that compares the three Checking Account options as well
as the three Savings Account options.

Another recommendation for the Checking Account and Savings Account information is
to add more necessary information to the accounts. One user stated that they would not
want to sign up for an account without any knowledge about what the minimum opening
amount, withdrawal fees, as well as overdraft fees were if this information was not
immediately available.
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Actionable Recommendation 2: Make Linking to Pages Consistent

Some links on Dime Bank’s website do not open to the correct or expected window. For
example, if a user hovers over “Business Banking” from the global navigation bar and
selects “Savings Products,” (1) the link opens to a “Banking Services” page (2), rather
than “Savings Products.” Note: This problem only occurs on the secondary pages. It
does not occur if hovering over “Business Banking” and clicking on “Savings Products”
from the homepage.

b
SUSNESSBANKING | COMMERGIAL LENDING
Business Banking Savings Product Banking S ces

Financin

Checking Product
! Money Market Account Online Banking & Bill Pay Commercial Lending

Freedom Business Checking Certificates of Deposit (CDs) Lockbox

Analysis Business Checking Remote Deposit DiME

Interest Business Checking Remote Check [} Celebrating 150 years PERSONAL BANKING BUSINESS BANKING
Interest on Lawyer Accounts E-statements

J ONLINE BANKING LOGIN
Select Account Type
Personal Customers  $ [ K0

CHECKING PRODUCTS
SAVINGS PRODUCTS
BANKING SERVICES
Online Banking & Bill Pay
Lockbox
Remote Deposit Capture

Visa Check Car(

Telephone Bank

Reorder Checks|

Please Select s K

Remote Check Disbursament Banking Services
E-statements

if you're looking for the services and technology to manage your business more efficiently, Dime is your
Visa Check Card or ATM Card bank. Count on s to provide you with the right combination to help take your business to new levels
Telephone Banking

Faorden Chacks . an ayment - Provides you with greater controls for managing your
FINANCING company's finances.

« Lockbox Services*® — improve cash flow when your check receipts go directly into your account. 5o you get your
money sooner, with less effort

+ Bemote Deposit Capture* and Remote Check Disbursement® — almost like having a Dime branch in your office
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In another example, when a user clicks on “Enroll: Personal Banking” from the “Quick
Links” (1), they expect that this will open a page with more information on personal
banking options and how to enroll. Instead, this link opens a page to sign into Dime
Consumer eBanking (2), which is not what the user expects. It also has a different feel
than the bank’s website (e.g., no headers), which is confusing. One user said after
clicking around the website to find this information for two and a half minutes said, “I
would stop here... | would get deterred and go to a different bank.”

ONLINE KING LOGIN
Select nt Type

[ Personal Clustomers

Enroll: Business Banking
Contact Us
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Sign in to Dime Consumer eBanking

DI ME% Please provide the information below and click Continue.

Continue

To protect your personal INformation, we oKt YOUr PASSWONd O @ Separate
page

Mo hais?
Cortact us 2 800-321-346)

Not et encoted?
o Yor e corverserce of onine barking
ey

Wart 10 view Dachonures?
cx tor Provacy Potcy Product Cvaciosures

To Wearm more. pRase $08 Cur (rIvacy POty

t s rore page

11



Actionable Recommendations

Fix the links in the above mentioned examples to go to the expected pages.

1.

2.

3.

When hovering over “Business Banking” and then clicking on “Savings Products,” it
should link to “Business Savings Products.”

On “Quick Links,” “Enroll: Personal Banking” should link to a page about “Personal
Banking Options.”

Also, consider changing the “Quick Links” label to “Personal Banking” and then
adding large, noticeable links on the “Personal Banking” page about comparing
options (See Actionable Recommendation 1) and how to enroll.
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Actionable Recommendation 3: Add a Global Search Bar

During our user tests, users noted that there is no search bar if they are unable to find
the information they are looking for. While our tasks were relatively easy, a search bar
would be helpful in the instance that users were presented with a more difficult task.
Then, this function would provide more use for finding the information that a user is
looking for.

Actionable Recommendation

1. This is easily fixed by simply just adding a global search bar, which means it should
be throughout the whole website— on every page (Figure 2).

&5 JOIN OUR MAILING LIST Rates | Locations | AboutUs | ContactUs

Search

DIME -
Celebrating 150 years PERSONAL BANKIN BUSINESS BANKING COMMERCIAL LENDING

G
.

ONLINE BANKING LOGIN
Select Account Type

Personal Customers B [ Go|

(<o)

Deposit checksh 4 ‘.“““ I -
anytime, an erel, [ e =
J & celebration Choices “ N

; \ o .
Mobile Check Deposit continues...

For More Details For More Details

Figure 2: Proposed Redesign for Search Bar on Homepage
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3 JOIN OUR MAILING LIST Rates | Locations | AboutUs | ContactUs

Di E Search

ONLINE BANKING LOGIN
CHECKING PRODUCTS Select Account Type
SAVINGS PRODUCTS [ Personal Customers ¢ | [Go]
BANKING SERVICES

QUICK LINKS

Please Select + [ Go |

INSURANCE k

Personal Banking

At Dime, personal banking is all about sensible choices and good, honest value.

You may have basic needs and don't want to overspend on banking. So we'll offer you Perfectly Free Checking and a
variety of simple savings accounts and CD accounts with high rates.

Or you may have larger balances that should be working harder for you. In this case we'll recommend Prime Dime
Rewards Checking, along with our special Prime Rewards Money Market Account that bring you our very best rate -
including higher rates for higher balances.

We'll help you bank the way you like too. From simple passbooks to sophisticated online bill payment, you'll be able to bank
on your terms.

Figure 3: Proposed Redesign for Search Bar on an Internal Page
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Additional Recommendations

The usability tests also resulted in three additional recommendations:

1. Replace confusing banking terms

2. Content at bottom of homepage should be moved into image slider as well as made
clickable and clean up design of interior pages

3. When opening an account, users should be given highlights of information instead of
links to lengthy documents

Additional Recommendation 1: Replace Confusing Banking Terms

Some of the banking terms were found to be confusing to users. For example, “Remote
Deposit Capture” and “Remote Check Disbursement.”

Additional Recommendations

1. “Remote Deposit Capture” and “Lockbox” can be condensed and should be given
the title of “Easy Check Deposits”
2. “Remote Check Printing” should be replaced with “Remote Check Disbursement”
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Additional Recommendation 2: Content at Bottom of Homepage
Should be Moved into Image Slider as well as Made Clickable and
Clean up Design of Interior Pages

Users felt that the content at the bottom of the homepage and interior pages look like

advertisements. This comes across as inauthentic, causing confusion and distrust by

users. One user said, “Is this a real bank?” in response to the images at the bottom of
the homepage (1).
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Certain interior pages look like advertisements. On the example below, the yellow
background on this interior page is jarring, and the image looks like a stock photo. Also,
the design of this page does not look the same as other pages on the website (2).

BUSINESS BANKING | COMMERCIAL LENDING

Bank your way
with Dime Mobile Banking

Deposit Chacks | Pay Bills | Transfer Money | Check Balances

Access your Dime accounts from your Phone™, Pad®, or Androikd™ device
wiPOL wRANG & ranch

Getting started with Dime Mobile Banking is easy.

Already a Dime ondine banking customer?

Download the free Dime Mobile Banking App

To downicad ™e app for your iPhom™ or Pad™, cick o the Ao Ston
Sumon below. To downicad the app for Androkd ™. cick on the Google
Questions about Dime Mobile Banking? Pay Store bution below

View Frequenty Asked Questions »

Fncres Pade Ancrosa™
T BEa EE

IPaone” an0 Pad" are regaiered Yaoemans of Agse. IPC. A2 ™ 1 & Tademan of Coogie, Ine. Motde Sanking 4 & ee servioe rom Dime
HOWERr, yOUr MODM CT Ty CRATPe G N WS TESRI0N 08
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Additional Recommendations

1. Move the content from the bottom of the homepage into the image slider. Then,
make the images clickable so that they hyperlink to content deeper in the website
(e.g., “Our 150th Celebration” image would open to the interior page). This will help
users to understand that this is primary content that the bank wants them to notice
and take action on.

2. Clean up the design of interior pages in two main ways:
A. Keep the look and feel consistent across all pages
B. Downplay supporting text and images in order to draw attention to:
- the actions that a user can take on the page (e.g., sign up)
- the information a user expects to find (e.g. what can you do with Dime
Mobile Banking?)
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Additional Recommendation 3: When Opening an Account, Users
Should be Given Highlights of Information Instead of Links to Lengthy
Documents

On the “New Account Disclosure Information” page, users are presented with five links
to different documents (see Figure 4), in which they should be reading before they
select “| Agree.” However, the user test revealed that users don’t read this important
information that is hidden within these links. Instead, they just select “| Agree” at the
bottom of the page.

B JOIN OUR MAILING LIST Rates | Locations | AboutUs | ContactUs

L] Q
DI,I,M,IE 150 years PERSONAL BANKING BUSINESS BANKING COMMERCIAL LENDING

CHECKING PRODUCTS

Read abou Apply for Fund Your Verify Your
the Account the Account -~ Account " Account
Prime Dime Rewards Checking v ‘ U v u -

Dime Rewards Checking

Perfectly Free Checking

Overdraft New Account Disclosure Information

Direct Deposit
SAVINGS PRODUCTS Please read and review all of the following documents. It is recommended that you print and retain this new account
BANKING SERVICES

information. By clicking "I Agree", | am agreeing to all the terms and conditions provided in the new account disclosure
INSURANCE information. By clicking "I Do Not Agree", | am terminating the application process. To continue applying for a new account
and to proceed to step 2, you must click "l Agree".

Schedule of Service Charges (click here to read or print)
Guide To Banking (click here to read or print)

Opt-Out Notice (click here to read or print)

Privacy Notice (click here to read or print)

New Account Disclosure (click here to read or print)

Figure 4: “New Account Disclosure Information” Page with Actionable Recommendation 3
(Global Search Bar)

Additional Recommendation

1. Instead of links to documents that are hard for users to understand, there should be
highlights of what is within those documents and a way to access them, if the user
wants to.

DIME | Usability Report 19



Conclusion

The findings that were revealed from the analysis are meant to be improvements
for Dime Bank to consider as a way to enhance the usability of their website. The
actionable recommendations: (1) comparing bank accounts, (2) correcting inconsistent
links, (3) and adding a search bar throughout the site, will improve the overall
experience of Dime Bank’s customers. Dime Bank has proven to be the best community
bank in Brooklyn for 150 years. To continue its excellence in financial guidance for years
to come, these recommendations will only further enhance their well-known quality.
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Appendix

Appendix A

Post-Test Questionnaire

How enjoyable was your experience of Dime Bank’s website?

Not Very
Enjoyable Neutral Enjoyable
1 2 3 4 5 6 7 8 9 10

System Usability Scale

1. | think that | would like to use this website frequently.

Strongly Disagree Strongly Agree

1 2 3 4 5
2. | found the website unnecessarily complex.

Strongly Disagree Strongly Agree

1 2 3 4 5

3. |thought the website was easy to use.

Strongly Disagree Strongly Agree

1 2 3 4 5

4. |think that | would need the support of a technical person to be able to use this
website.

Strongly Disagree Strongly Agree
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5. I found the various functions in this website were well integrated.

Strongly Disagree Strongly Agree

1 2 3 4 5

6. |thought there was too much inconsistency in this website.

Strongly Disagree Strongly Agree

1 2 3 4 5

7. | would imagine that most people would learn to use this website very quickly.

Strongly Disagree Strongly Agree

1 2 3 4 )

8. | found the website very cumbersome to use.

Strongly Disagree Strongly Agree

1 2 3 4 )

9. | felt very confident using the website.

Strongly Disagree Strongly Agree

1 2 3 4 5

10. I needed to learn a lot of things before | could get going with this website.

Strongly Disagree Strongly Agree
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Do you have any final thoughts or suggestions?
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Appendix B

SUS Percentile Ranking to Grade, developed by J. Sauro

Percentile Rank
§ &

0 10 20 30 0 80

FSO D &0 C 7OB
SUS Score
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