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What we tested
We tested:
• The Appraisal –

Additional Information 
wireframe 

• https://4jd442.axshare.co
m/#id=pdee0y&p=notific
ations-b__sign_in&g=1

https://4jd442.axshare.com/#id=pdee0y&p=notifications-b__sign_in&g=1


Who we tested with
• We tested: 

• 4 potential customers
• Using Video calls (Microsoft Teams)

• 10 UserZoom online un-moderated sessions



What we were trying to learn
• Do labels (Attention Needed etc...) show enough detail

• Display or hide sections

• Should we hide sections that don’t need attention

• Is Text Pattern clear enough (Appraisal comments etc...)

• Application Evidence (Upload new file as an update post appraisal 
comments)

• Thoughts on Additional Information section

• What people expect to see when they SUBMIT



Recommendations
• Change the IDV In Progress label language

• Make Appraiser Comments more explicit (Quotes pattern etc…)

• Make the “Upload Additional Evidence” link more prominent on 
the “Additional Info” page

• A/B test: 
• Hiding completed sections
• the SUBMIT action



Labels
• The In progress label 

needs to be more 
explicit about WHO it 
is in progress with. 



Hide Sections?
• Some people wanted 

the completed 
sections shown, as a 
record

• Some wanted them 
hidden to make the 
screen cleaner



Application Evidence
• Appraiser Comment 

could be more 
obviously personal

• They could be more 
explicit

• There was no strong 
desire to remove 
existing documents
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Additional Evidence
• Appraiser Comment 

could be more 
obviously personal

• 1000 words is an 
ambiguous phrase

• Upload Evidence 
could be more 
obvious



Submit
• Currently, Submit 

sends you to a 
ThankYou page with 
a reference code. 

• The code was 
welcomed, and it 
raised confidence in 
the submission

• Some people wanted 
a summary before 
this stage



Results Summary
• The labels worked well

BUT
On “Identity verification details” the In Progress Label was ambiguous. Customers did 
not know if it was In progress with us or should they still be doing something

• It is an even split between wanting inactive sections hidden vs Showing them to show 
what has been completed

• Application Evidence: 
• Appraiser Comments could be more  obvious that they are from a person. 
• The Appraiser comments could reference the page better. This would include being more 

specific about uploading files etc…

• The Text Pattern on Additional Info page works quite well
BUT
The Upload additional evidence was missed often. 

• The Additional Info section was most welcome
• When customers SUBMIT it is an even split between showing a summary first or 

going straight to a thankyou page



fin
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