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Background

A UX Research study was conducted to evaluate the current usability and design of the My TRS platform. The study
was conducted in two parts: an evaluation study based on expert review and a qualitative study including interviews.

Goals

o |dentify usability issues and opportunities for improvement in the member portal

o Offer actionable recommendations for immediate or future implementation - keeping all the
constraints in mind - such as feasibility, PBT-cutoff, etc.

Methodology

e Evaluation Study: Heuristic Evaluation, Cognitive Walkthrough and Pragmatic Usability Rating by Experts (PURE Rating)
Eight tasks were identified for the study based on importance of tasks (request an estimate, apply for retirement, benefit
calculator, schedule an appointment) and feasibility of evaluation (update member information and view membership card).

e Interviews:
Conducted qualitative interviews with 4 benefit counselors and Lori LaBrie, TRS Ombudswoman.



Terminology

Heuristic Evaluation: It is a usability assessment method where experts review an interface based on Jakob Nielsen’s
10 principles. These principles include ensuring users are informed about system status, using familiar language, and
providing user control and freedom. The evaluation emphasizes consistency, error prevention, and minimizing

cognitive load by making information easily recognizable.

Cognitive Walkthrough: A cognitive walkthrough is a usability evaluation
method where experts simulate a user's problem-solving process to
identify usability issues. It focuses on whether users can understand and
accomplish tasks effectively based on their knowledge and experience
with the interface.

Pragmatic Usability Rating by Experts (PURE): PURE is a usability-
evaluation method in which usability experts assign one or more
guantitative ratings to a design based on a set of criteria and then
combine all these ratings into a final score and easy-to-understand
visual representation.

The PURE rating scale is displayed in the figure beside.

The step can be accomplished easily by the target user, due to
low cognitive load or because it's a known pattern, such as the

acceptance of a terms-of-service agreement.

The step requires a notable degree of cognitive load (or
physical effort) by the target user, but can generally be

accomplished with some effort.

The step is difficult for the target user, due to significant
cognitive load or confusion; some target users would likely

fail or abandon the task at this point.



Evaluation Study Process

Evaluation Study: It is a usability assessment method where experts review an interface based on Jakob Nielsen’s 10

principles.

Panel size Timeline Methodology

UX Evaluators weeks tasks

Esther Cho Design evaluation and usability Narrowed down to 8 key tasks
Jacob Goebel rating (PURE Rating) from on the MyTRS portal

Jenny John evaluators



Evaluation Study Process

0 View TRS Membership Card

Involved 4 sub-steps
PURE Rating of 7

Update Preferred Mode of Communication

nvolved 5 sub-steps
PURE Rating of 8

Update Address

Involved 5 Sub-steps
PURE Rating of 8

Update Phone Number

Involved 4 sub-steps
PURE Rating of 7

Benefit Calculator

Involved 7 sub-steps
PURE Rating of 11

Request an Estimate

nvolved 5 Sub-steps
PURE Rating of 6

Schedule an Appointment

Involved 7 sub-steps
PURE Rating of 11

Apply for Retirement

Involved 8 sub-steps
PURE Rating of 17



Counselor Interviews

Counselor Interviews: It is a usability assessment method where experts review an interface based on Jakob
Nielsen’s 10 principles.

Panel size Timeline Method

Counselors weeks minute semi-structured
Interviews

2 In-person benefit counselors Conduct interviews and

2 Telephone benefit counselors consolidate findings Location: virtual

T Ombuds counselor

Interviewers/note-takers:
Jacob Goebel
Esther Cho



Key Findings and
Recommendations



General Recommendations




Unclear label “Accounts”

e Change label “Accounts and use it
consistently across the portal.

e Suggested labels:

Home
Dashboard or Account Dashboard

MyTRS Home

- S 2= Thu, Jul 25, 2024  TRS Home | Membership Card | FAQs | Contact Us | Documents | Messages | Log Off
/ {i@\\
RQYPRTAL weLcome JOHN BROWN | Participant ID: 00766221

Accounts Planning Tools Beneficiary Payments Account

Management

Summary

benefit goes to the person(s) you have named. Designate your beneficiary by clicking here.

. Our records show you have not designated a beneficiary. TRS provides active member death benefits beginning on your first day of employment. It is important to designate a beneficiary to ensure your
WARNING

Membership Tier service Credit Account Balance

2 37 years $155,276.00

Demographic Information
Name: JOHN A BROWN Phone: (915) 3555737
Gender: Male Date of Birth: 01/25/1965
Address: 3301 SPEEDWAY APT 101 Age: 59 years

AUSTIN, TX 78705-2352 Communication Preference:  Text

UNITED STATES ) A _

Email: jenny john@trs texas.gov

MNeed help with MyTRS? A TRS counselor can also assist you by starting a co-browsing session. First, call
the phone number on the left. Once you are connected with a counselor, click "Agree" to start a co-browsing
session. By clicking "Agree" you are allowing the telephone counselor to browse the website with you. The
counselor will not see login details, passwords, or other browser tabs/programs you may have opened.

Once the session

is initiated, a screen will pop up with a "Session ID". You will need to advise the counselor
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Unclear label “TRS Home”

e Change “TRS Home"to TRS
Website clarify the distinction and
Indicate that it is the external
website

Th@lJul 25, 2024  TRS Home | Members/b Card | FAQs | Contact Us | Documents | Messages | Log Off

MYTRS®

MEMBER PORTAL werLcome JOHN BROWN | Participant ID: 00766221

Accounts Planning Tools Benefits Beneficiary Payments Account
Management

Account Summary

Our records show you have not designated a beneficiary. TRS provides active member death benefits beginning on your first day of employment It is important to designate a beneficiary to ensure your
benefit goes to the person(s) you have named. Designate your beneficiary by clicking here.

WARNING

Membership Tier Service Credit Account Balance

2 37 years $155,276.00

Demographic Information
Name: JOHN A BROWN Phone: (915) 355-5737
Gender: Male Date of Birth: 01/25/1965
Address: 3301 SPEEDWAY APT 101 Age: 59 years

AUSTIN, TX 78705-2332 Communication Preference:  Text

UNITED STATES

Email: jenny_john@trs texas.gov
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Improve the ordering of top-menu items

e Reorder navigation menu items to
group external links together.

e Suggested order:
Documents
Messages
Membership Card
Contact Us
TRS Website
FAQS
Log Off &

MYTR E{% Thu, Jul 25, 2024 TRS Home | Membership Card | FAQs | Contact Us | Documents | Messages | Log Off
& e R T E e
MEMBER PORTAL weLcome JOHN BROWN | Participant ID: 00766221

Accounts Planning Tools Benefits Beneficiary Acrnnnt

Management

Account Summary

Our records show you have not designated a beneficiary. TRS provides active member death benefits beginning on your first day of employment It is important to designate a beneficiary to ensure your
el benefit goes to the person(s) you have named. Designate your beneficiary by clicking here.

Membership Tier Service Credit Account Balance

2 37 years $155,276.00

Demographic Information
Name: JOHN A BROWN Phone: (915) 355-5737
Gendear Male Date of Birth: 01/25/1965
Address: 3301 SPEEDWAY APT 101 Age: 59 years

AUSTIN, TX 78705-2332 Communication Preference:  Text

UNITED STATES

Email: jenny john@trs texas.gov
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Hover action on the MyTRS Icon

o Make the MyTRS Icon have hover
actions to indicate clickabillity.

Thu, Jul 25, 2024  TRS Home | Membership Card | FAQs | Contact Us | Documents | Messages | Log Off

MYTRS®

MEMBER PORTAL

weLcome JOHN BROWN | Participant ID: 00766221

Bt ..g Tools Benefits Beneficiary Payments Account

Management

Account Summary

Our records show you have not designated a beneficiary. TRS provides active member death benefits beginning on your first day of employment It is important to designate a beneficiary to ensure your
el benefit goes to the person(s) you have named. Designate your beneficiary by clicking here.

Membership Tier Service Credit Account Balance

2 37 years $155,276.00

Demographic Information
Name: JOHN A BROWN Phone: (915) 355-5737
Gendear Male Date of Birth: 01/25/1965
Address: 3301 SPEEDWAY APT 101 Age: 59 years

AUSTIN, TX 78705-2332 Communication Preference:  Text

UNITED STATES

Email: jenny john@trs texas.gov
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Consistent Language - “High Years”

o Consistent use of language -
“High Years” vs “High Salaries” vs
“Highest Annual Salaries”

Account Balance as of 7/25/2024 High Years®
Non-Tax Sheltered: $0.00 o :
Tax Sheltered: $94,204.03
1 2023 $66,908.00
Interest: $51,071.97
Total Balance: $155,276.00 2 2021 $66.872.00
3 2022 $64,926.00
Scheduled Appointments 4 2020 $58,558.00
Disability Retirement — Phone Appointment — August 15, 2024 10:00 AM 5 2017 $54,398.00
If you would like to schedule an appointment with a TRS counselor, click here: Schedule Appointment Average $62,332.30

Disclaimers

plan terms. TRS has a ddf and reserves the right to review the salaries prior to a distribution of benefits to ensure that:

gion reported to TRS is creditable under the plan's terms;
= the compensation is not excluded from the annual compensation amount by any law or rule;
« the compensation is credited in the correct amount to the school year in which it was paid;

« the compensation is within the limit on increases allowed by the plan terms in the final years prior to retirement; and

« the compensation is not excluded because it was converted from non-creditable compensation to creditable compensation in the final years prior to retirement.

* High Salaries - The salages displayed on this page are those reported by your employer and may not have been audited or adjusted by TRS to meet the requirements for annual compensation as defined by the TRS

Highest Annual Salaries

$ 66,908.00
2 $ 64.926.00
s $ 66,572.00
4 $ 58,558.00
5 $ 54.398.00

© Tell me more about the Service Credit & Salaries screen.

Continue Back Cancel

The salary & semvice displayed are the current information we have on file. However th

16



Proximity Principle

o \Wherever possible, instructions can be provided closer to the action area.
o For example - Required Fields can be left-aligned to be clearer

Benefit Calculator

4

Calculation Results

Required Fields *

O 690662 Service Retirement 12/31/2024 MN/A 37 $62,332.00

r ] RS AT L T o TR AP — A SR A S AT s e
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Proximity Principle

o \Wherever possible, instructions can be
provided closer to the action area.
O InStrUCt|OnS and the ‘4 Slgn |nf0rmat|0n [ E1 Paso Firemen and Policemen's Pension Fund

[J El Paso City Employees' Pension Fund

bOX Ca n be prOVid ed befo re the fo rm [} Service credit to purchase (Check all that apply)
wherever possible. O Prevously Wiharaun Senvie

[J Unreported Service and/or Compensation

® Alte rn ately’ We Cou |d ind icate that there a re [] Substitute Service (requires at least 90 days of substitute service in a school year)

L] Qut-of-State Service

instructions below or similar context. S e
[J Membership Waiting Period Service

[J Work Expenience by a Career or Technology Teacher
[ state Sick and/or Personal Leave Service (requires 50 days or more, or 400 hours or more of accumulated state sick anc

Retirement Date for | —eeeeeee - )
Additional Estimate

Enter Retirement Date for Additional Estimate if applicable.

ﬂ Tell me more about Request an Estimate screen.

18



Reqgistration - Make SSN visible while entering

o Make SSN Number visible with the “eye”

iCO n . First Name *
o Frequently reported pain point by members .

as well as benefit counselors

you do not have an SSN on file.

Date of Birth *

Zip Code *

[1 Check here if you have a foreign address without a zip code.

Continue Cancel




o Add feature to validate password as it is

entered.

Provide the rules closer to the entry fields

EQ:

Sign Up

Username:

is

Username must be between 3 and 25 characters.

Email:

hello@example.com

Password:

Password must has at least 8 characters that include
at least 1 lowercase character, 1 uppercase
tharacters, 1 number, and 1 special character in
(@5 8*)

Confirm Password:

Reenter your password

Please enter the password again

SIGN UP

Validate passwords as it is being entered

Password Verification

Username;

user

Password:

Password must meet the following
requirements:

o At least one letter
X At least one capital letter
" At least one number

¥ Be at least 8 characters

Enter the activation code provided to you by TRS and then your security information.

Activation Code * |

UserID * | ‘

Password * | ‘

Confirm Password * | |

Select a Security | Who was your childhood hero? - |
Question *

Answer to your Security |
Question *

L In accordance with the MyTRS Terms of Use, | certify | am JAMES WHITE and | am creating the
account for my own use.

& UserID Rules

The User ID must meet all of the following criteria;
= Atleast 8 characters and no more than 50 characters
» Cannot contain 7 or more numbers in total

« Cannot contain the pattern of exactly 3 numbers, followed by 2 letters, followed by 3 numbers
(123ab456)

« Cannot contain a space

« Cannot use the following symbol =

& Password Rules
The Password must meet all of the following criteria:
= At least 8 characters and no more than 32 characters
« At least 1 lower case letter
« Atleast 1 upper case letter
« Atleast 1 number (0-9)
« At least 1 symbol (l@#%%" & =)
= Cannot reuse any of your 1ast 12 passwords

= Cannot use the following symbol <

& Security Answer Rules

The Security Question Answer must meet all of the following criteria:
= Atleast 6 characters and no more than 100 characters
= Must not contain any part of the Security Question

= Cannot use the following symbol <

Security Information User ID/Password Rules

20




Make Password visible and improve security questions validation process

Password

Inability to view password while typing causes
frustration, particularly for older members

Recommendation:
[ BN B B W
Username B B
[ [ |
testAccount B B
| BN B N B
Password
Passwords must contain:
Test1234 . Between 8 and 20 characters
« Contain at least (3) of the (4) following
character types:

o Lowercase alphanumeric

Uppercase alphanumeric

Numeric

Only dash - and underscore _ special
characters are allowed

« Not contain (3) or more repeating (identical

or consecutive) characters

Sign In

c o o

Sign In

Security guestions

Requirements not transparent (e.g., asks for favorite
color but answer must be greater than 6 characters

Recommendation: provide contextual information
describing answer criteria

Security question 1:

What is the color of your first vehicle?

Security answer 1:

21



Upload Member Forms and Documents
Upload Member Forms and Documents

Th iS featu re CO u |d a ISO be p rOVid ed Wit h i n TRS now allows member related forms and documents to be securely uploaded for processing in lieu of mailing and faxing.
MyT RS in ad d itio n to featu ri n g it m O re TRS will accept the following document types: PDF, PNG, JPEG and JPG (up to 10 MB for each file)
prominently on the TRS Website. ot

Your Email:*

Phone number:*

Either Participant 1D or S5N is required. If 55N is provided,
please include dashes (example 111-11-1111). If the forms
being uploaded are related to a death claim, please enter
the Participant ID or 55N of the deceased TRS member.

Participant ID:

S5N:

Upload Member Form

Comments:

TRS = Tue, Jui 2, 2024 TRS Home | Membership Card | FAQs | Contact Us | Documents | Messages | Log Off
MY I RS

MEMBER PORTAL weLcome JOHN BROWN | Participant ID: 00766221 P

TRS will accept these document types: PDF, PNG, JPEG and
JPG (up to 10 MB for each file)

Accounts Planning Tools Beneficiary Payments Account

Management

Upload File:*
Account Summary Choose File | No file chosen
Upload File:

Our records show you have not designated a beneficiary. TRS provides active member death benefits beginning on your first day of employment. It is important to designate a beneficiary 10 ensure your Choose File | No file chosen
benefit goes to the person(s) you have named. Designate your beneficiary by clicking here.
WARNING a p sy q Y ry Dy g here Upload File:

Choose File | Mo file chosen

Membership Tier, Service Credit Account Balance
Captcha:

: (.
2 37 years $155,276.00 I'm not a robot b

reCAPTCHA

Privacy - Tems=

Demographic Information

Submit
Name: JOHMN A BROWN Phone: (123) 456-7890




Mobile access

Lack of consistency between mobile and
desktop browser versions - many members
don't have a desktop computer

Recommendation: Hide less under hamburger
menu in mobile
Change the hamburger menu title to “menu”

myYTRS&

MEMBER PORTAL
Wed, Aug 7, 2024 TRS Home | Membership Card |

FAQs | Contact Us | Documents | Messages | Log

oft

weLcome JOHN BROWN | Participant ID:

00766221

Account Summary

Membership Tier

Service Credit

Account Balance

Gender:
Address:

Phone:
Date of Birth:
Ane:

37 years

$155,276.00

JOHN A BROWN
IMale

3301
SPEEDWAY APT
101

AUSTIN, TX
78705-2332
UNITED STATES

(915) 355-5737
01/25/1965

59 vears

g Menu

MYTRS & Tue, Jul 2, 2024 TRS Home | Membership Card | FAQs | ContactUs | Documents | Messages | Log Off

(]

MEMBER PORTAL weLcome JOHN BROWN | Participant ID: 00766221
Accounts Planning Tools Benefits Beneficiary Payments Account

Management

Account Summary

A Our records show you have not designated a beneficiary. TRS provides active member death benefits beginning on your fist day of employment_ It is important to designate a beneficiary to ensure your
"ie)  benefit goes to the person(s) you have named. Designate your beneficiary by clicking here.

Membership Tier Account Balance
37 years $155,276.00

Demographic Information

!

Name: JOHN ABROWN Phone: (123) 456-7890
Gender. Male Date of Birth: 01/25/1965
Address 4905 RICHARDSON ST Age 59 years
FORTNOETH TX76138 2150, Communication Preference:  Email
UNITED STATES
Email jennyjohn@trs texas.gov

Account Balance as of 7/2/2024
Non-Tax Shettered 50,00 High Year salary
Tax Sheltered: 59420403
1 2023 $66,908.00
Interest: $61,071.97
Total Balance: $155,276.00 = gz IR
3 2022 $64,926.00
Scheduled Appointments, 4 2020 $58,5568.00
5 2017 $54,398.00

You do not have any scheduled appointments.

Average  $62,332.30
If you would like to schedule an appointment with a TRS counselor, click here:
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Improve the back button functionality

The back button is a frequent pain point for
members. Instinctively, many of them use it,
resulting in hung screens and broken
workslows.

Recommendations:

e Feature a warning to not use the Browser
Back Button more prominently across the
portal.

o Alternatively, for key flow, we could move
the back button to a more recognizable
place such as the top of the workflow
screen, to align with member expectations

TRS @ Tue, Jul 16, 2024  TRS Home | Membership Card | FAQs | Contact Us | Documents | Messages | Log Off
MY =

MEMBER PORTAL weLcoME JOHN BROWN | Participant ID: 00766221

Accounts Planning Tools Benefits Beneficiary Payments Account

Management

Benefit Calculator

Service Credit &
Salaries

Required Fields *

Service Credit
Years of Service Credit *

State Sick and/or Are you interested in seeing the estimated cost to purchase a year of state sick and/or personal leave?
Personal Leave * ® No O Yes

Highest Annual Salaries

R TR U

(+]

The salary & service displayed are the current information we have on file. However they are subject to change due to additional submissions by your employer, and/or audit by TRS.

Cancel @& login.microsoftonline.com
m localhost ¢ th || @ ﬁ

BS Microsoft

12 settembre 2017 12:08 Laura Marcani
e Mediatria Manuali Haccp ~  Dati comuni -
Enter pass Gestione utenti
Sign In
c eBar... Magazzing Me. Trasporio Me.. < » .
n in with your username or email
Wanuale: Cucina e Bar didattico Mediatria Acade + Collega utente

Password

Hello! Sign
Forgot my password

Sign in with another account Email address

‘ hello@example.com ’

Password
Remember me Forgot Password?

Don't have an account? Sign Up

24



Task-based recommendations

Apply for Retirement

Schedule Appointment

Benefit Calculator

Update Preferred Mode of Communication
Update Address

Update Phone Number

Request an Estimate

View Membership Card

04

05

05

05

05

05

05

05

10



Apply for Retirement

PURE Rating: 1/

Sub-steps

1.

2.

Select Benefits > Apply for Retirement

Create New Application (Service/
disability) and Accept E-signature
Disclosure and Data Privacy Notice

. Enter Retirement Date

. Choose Annuity Payment Plan
. Update Tax Withholding

. Generate and Sign Document

. Review Status

25



Design findings

® Call-To-Action Buttons unclear/ not
prominent

- “Adding New Service Retirement Application” button looks like a
hyperlink.

« Back button is embedded in information box. It looks associated
with “Tell me more about Retirement Applications” section

Apply For Retirement

S P P e ] § |

Add New Service Retirement Application

Retirement D

34848 07/19/2024 12/31/2024
34831 07/16/2024 08/31/2024
34830 07/16/2024 07/31/2024

Disability Retirement Applications

ID Start Date Retirement Dat¢
34849 07/19/2024 12/31/2024
34832 07/16/2024 08/31/2024

© Tell me more about Retirement Applications




Desigh Recommendations

? Clarify what Replace Application means

- We provide replace as an option without sufficient context to clarify when or how it can be used.
- It could be made clearer as to whether replacing entails creating a new application. If yes, how many times
can one replace the application?

ss.mytrs.texas.gov/MbrSelfService/555AProcessHome.action?dialog_id=D5tate_44&event=I5_NON_WORKFLOW_PROCESS58&acty_id=406375988&%7BcustomPe3AS TDAAAADCZAPXIrPQUEOPYWzNIrUhCR%2FZ0JJ4He%2BhamblQ% 2 FULNnOyc

SIgH -... Q TRS Career Develop... ﬁ Activity Calendar -... ﬁ TRS Home - TRS-D.. @ ST Emvironment... F Search for Participant ﬁ MyTRS LogIn [ Imported

gatSss.mytrs.texas.gov says
MYTRS @

MEMBER PORTAL

ship Card | FAQs | Contact Us | Documents | Messages | Log Off

Your current retirement application will not be replaced until you have
submitted a new retirement application to TRS. You must complete
and sign the new retirement application by 1:00 AM CT or your new

retirement application will be deleted.

weLcome JOHN BROWN | Participant ID: 00766221

Accounts Planning Tools Benefits

Apply For Retirement

Service Retirement Applications.

ID Start Date Retirement Date Date Submitted Application Status Actions

34872 07/25/2024 1273172024 07/25/2024 Submitted View Replace Cancel
34858 07/24/2024 07/31/2025 07/24/2024 Canceled View

34848 07/19/2024 1273172024 07192024 Canceled View

34631 07M6/2024 06/31/2024 07/16/2024 Canceled View

34630 07M16/2024 0773172024 07/16/2024 Canceled View




Desigh Recommendations

® Document Center documents organization / naming

- Documents do not follow the same order as in the eSign screen which could lead to confusion .
 Eg: In e-Sign, we fill out in the order - application > designate > withholding. The documents are presented
in reverse order in the documents center.
+ Could organize the documents better to ease comprehension and retrieval. We could also group them by
application or provide filter options here.

S Thu, Jul 25, 2024  TRS Home | Membership Card | FAQs | Contact Us | Documents | Messages | Log O
MYTRS®
MEMBER PORTAL weLcoME JOHN BROWN | Participant ID: 0076622

Accounts Planning Tools Benefits Beneficiary Account

Management

Document Center

If you would like to open a document, please ensure that your pop-up blocker is disabled.

Display ® Al O Current Year

Document Generated On

Pesignation of Beneficiary form (TR 07/24/2024
Application for Senvice Retirement form (TRS30ES) 07/24/2024
Withholding Certificate for Periodic Pension or Annuity Payments (TRRWAPES) 07/19/2024
Designation of Beneficiary form (TRS15ES) 07/19/2024
Application for Senvice Retirement form (TRS30ES) 07M19/2024

07/18/2024
Werification of Postal Service Address Change (TRSLS5541) 07M16/2024
Account Balance Form (TRS547) D6/27/2024

Cancel




Workflow findings

L) Signing documents for Application for Service Retirement form (TRS30) [English Spanish]_20240724151705420 - Google Chrome = O

25 signer-sandbox-gov.esignlive.com/transaction/11CD-E1Q37TvGgs3JHTsZgmpDS4=/sign/#

) OneSpang.,..

® “Exit eSignLive” directs to TRS website

- When eSignature is done, clicking “Exit eSignLive” doesn't close
the OneSpan pop-up window nor goes back to the MyTRS B S
portal. But it directs users to the main TRS website, and it is e e e S s s e
confusing since there is no steps required to be done in the Review Documents || Download Documents
main website.

Thank you, JOHN A BROWN

Exit eSignLive

? Close the tab automatically Apply For Retrement

If a new browser window did not open displa

» Close the tab automatically and display the “Sign Document”

Once the document is signed, it will be avaik

button in inactive state (gray OUt). If you choose not to complete the eSignaturg
- Add hyperlink to go straight to Documents page under Account Thank you, JOHN A BROWN
M anagement Signing complete! You may now view or downlo

We have everything we need at this stage and




Workflow findings

® Information flow and Continue button

» Clicking “Continue” button at the bottom on step 3, Beneficiary
Designation” takes you to the same page with another field to
add alternative beneficiary. It confuses user as it seems like
“Continue” button resulted in no action and doesn’'t move to next

step.

- Seems like the Screen changed from Joint and Survivor Benefits

to Death Benefits but it was not clear as a user.

Retirement Date Payment Plan Beneficiary

Designation

Tax Withholding Generate and Sign

Document

Based on your selected payment option, we need information regarding your designated beneficiary(ies) for joint and survivor anni

Beneficiary Designation for Joint and Survivor Benefits

Option 1 A reduced annuity payable throughout my life with the provision that, upon my death the reduced an
person designated on the reverse side as my primary beneficiary. If my designated beneficiary prede

Standard Annuity amount.

Primary Beneficiary Designation Details

Relationship SSN/EIN Beneficiary Name Date of Birth

Child Jojo DJ 07/07/1964

© Tell me more about Beneficiary Designation

Refiment Date Payment Plan Beneficiary Tax Withholding Generate and Sign
Designation Document

Pleagtake a moment to review and update your primary and alternate beneficiary(ies) for death benefits. If you would like to :
Bencgary link for the appropriate panel. If you need to edit information for a beneficiary select the edit link, if you need to dele

Ber ‘iciary Designation for Death Benefits

Berglciary Type Death Benefit

iry Beneficiary Designation Details

Beneficiary

onshi SSNI/EIN Beneficiary Name Date of Birth

Jojo DJ 07/07/1964

Alternate Beneficiary Designation Details

Add New Beneficiary

Relationship SSNI/EIN Beneficiary Name Date of Birth




Content findings

® Clearer Error Message

Apply For Retirement

The Retirement Option you chose is not valid based on the Adjusted Age Difference of the Beneficiary.

Retirement Date Payment Plan Beneficiary Tax Withholding Generate and Sign
Designation Document

| Primary Beneficiary Designation Details

. Error message dOesn’t explain hOW to resolve the iSSUG an d Base.d on your selected payment .Dption,we need information regarding your joint and survivor benefits. Please provide th
doesn’t highlight which input field is throwing an error. :p:thp Z:t|d1 :
 To fix the error according to the option selected, user needs to . | |
click “Back” button twice to go to previous screens and look for - e
“Tell me more about Payment Plans”, which provides age s
restriction rules. Last Name - Dy
Date of Birth * E:D?ID?MQBJ, B|

@ Tell me more about Payment Plans

When you retire, if you wish to designate a beneficiary who is younger than you are, then %

» you are not eligible to select Option One if you designate a non-spouse beneficiary with an adjusted age difference of more than 10 years, and

» you are not eligible to select Option Five if you designate a non-spouse beneficiary with an adjusted age difference of more than 19 years.

The adjusted age difference is calculated as follows:
Calculation for Adjusted Age Difference
1. Age 70 - Member age at retirement = allowable adjustment to actual age difference
2. Members age at retirement - beneficiarys age as of retirement date = actual age difference between member and beneficiary

3. Actual age difference between member and beneficiary - allowable adjustment = adjusted age difference for option eligibility.

Option Three is not available to a member retiring at age 104 or older.

Option Four is not available to a member retiring at age 93 or older.



Content Recommendations

® Add more information to view details

- If beneficiary is being processed, there is very little contextual information provided to indicate that.
- It might be useful to list the documents/retirement packet associated with this application in the details
» We could expand OPT1 / OPT 3 to Option 1, Option 3 for Clarity

Apply For Retirement
Apply For Retirement

Retirement Date 7/31/25

Retirement Date 12/31/24
Retirement Type Service

Retirement Type Disability
Retirement Plan OPT1

Retirement Plan OPT3
Retirement Benefit Jojo DJ (Child)
Primary Beneficiary(ies) Retirement Benefit

Primary Beneficiany(ies)
Retirement Benefit

Alternate Retirement Benefit

Beneficiary(ies) Alternate
Beneficiary(ies)

Death Benefit Primary Jojo DJ (Child)

Beneficiary(ies) Death Benefit Primary
Beneficiary(ies)

Death Benefit Alternate
Beneficiary(ies) Death Benefit Alternate

Beneficiary{ies)
Return to Home Page
Returmn to Home Page




Label findings
©® Unclear Titles & Buttons

« Top navigation title, Benefits, does not encompass subpage
titles; Apply for Refund and Retirement.

 Cancel action is not clear for “Apply for Retirement.”

Benefits

-

Apply for a Refund

Aﬁtinns

View Sign Cancel

» Refund & Retirement
 Benefit Applications
- Benefit Services
 Benefit Requests

+ Benefit Actions

» Benefit Forms

- Withdraw



Schedule Appointment

Sub-steps

PURE Rating: 11

1.

2.

Select Planning Tools > Schedule Appointments

Select Schedule a New Appointment > Choose
Reason > Continue

. Select/Create Estimate Request (Service/

Disability Retirement Only)

Provide Additional Information (Service/Disability
Retirement Only)

. Schedule Appointment
. Confirm Appointment

. View/Cancel Appointment



Desigh Recommendations

? Create an estimate screen -
Eliminate Radio button

 There is a radio button here which seems confusing.
Eliminate it for clarity.

+ Also seems to imply that you may be able to choose an
existing Request for Estimate

Additional
Information

Select Estimate
Request

Schedule
Appointment

Confirm
Appointment

To schedule an appeointment please complete the following Request for Estimate Retirement information. This will allow TRS to help you to de
retirement option is best for you.

Note: Retirement estimates are not binding on TRS and are subject to audit, adjustment, and correction.

Please keep in mind when scheduling an appointment, it can take 10-14 business days to receive a retirement packet.

| Select EStimate Request

® Create a New Estimate Request

Appointment Reason Service Retirement

Retirement Date *

— - 0

If multiple retirement dates, enter Retirement Date for Additional Estimate below:.

O Yes (O No

Are you currently
working in a TRS-
covered position? *



Desigh Recommendations

® “Title of Recent Position”

» This field could be a drop-down list (with an
“Other” option) instead of Input box to provide
additional flexibility.

® Schedule Appointment CTA

» The Cancel Button is more prominent than
the “Schedule Appointment” CTA

Please keep in mind when scheduling an appointment, it can take 10-14 business days to receive a retirement packet.

 Select Estimate Request

® Create a New Estimate Request

Appointment Reason Service Retirement

If multiple retirement dates, enter Retirement Date for Additional Estimate below.

Retirement Date * December 2024 |

Are you currently O Yes @ No
working in a TRS-
covered position? *

Title of Most Recent
Fosition

Number of Days per
Contract™ear

If you have guestions or need assistance, no need to travel to Austin or schedule an appointmen
Monday - Friday through Friday from 7 a.m. to 6 p.m.

To schedule an appointment, TRS must have a valid email address and phone number.
Below is the email address TRS has on record. You can update your email address here. Update Email
jenny. john@trs.texas.gov

Below is the phone number(s) TRS has on record. You can update your phone number here. Update Ph

(800) 223-8778
(915) 355-5737

Schedule a New Appointment

Appointment Date Appointment Time Location

Thursday, August 15, 2024 10:00 AM —10:30 AM FPhone Appointment




Content improvement findings

® Schedule Appointment Screen

» There is no upfront information about Create Appointment

“Phone” being an available session type
option. Choose You

Additional
Information

Schedule
Appointment

Confirm
Appointment

» Duration of Phone Appointment can also

be made clearer | Schedule Appointment
. Appointment Reason Service Retirement
» The previous screen where number of s e 2
g UeSTS a re Se I eCted Seem S COnfU S | n g If Phone™* z::;csgﬁgaﬁ;:ﬁm phone numbers TRS has for you on file. If they are not up to date, please update your information throi
© Home : (800) 223-8778
member were to select Phone e
Appointment O otner: |




Content Improvement recommendations

® Add additional details about
the duration of the appointment

Create Appointment

Select Estimate
Request

 The duration of different appointments vary and
it would be beneficial to have that information.

' Additional Information

Appointment Reason Service Retiremen t

MNumber Of Guests * 0=

You are welcome to bring a guest. However, if the guest is a TRS member and wants to discuss their benefits, that individual mu

Language Preference® English «

Special
Accommodations (i.e.
language translator,
hearing impaired,
wheelchair, etc.)

(You have 100 characters remaining.)




Workflow findings

® Can Request an Estimate
more than once

We mention frequently (within Benefit Calculator,
Request an Estimate and in Schedule an
Appointment tasks) that only one estimate can be
created for each retirement type.

But Scheduling an Appointment allows members
to create additional estimates, which shows up in
the Request an Estimate screen.

® Change content or
workflow to match our
processes

Request An Estimate

Instructions

Request An
Estimate

View a Previous Estimate Request

Request ID Benefit Type Submitted On Beneficiary Relationship
890675 Semnvice Retirement 0712472024

890658 Disability Retirement 07/18/2024

890657 Service Retirement 07/18/2024

890656 Service Retirement 07/17/2024 Former Spouse

890643 Disability Retirement 07/16/2024 Child

Create Appointment

Additional
Information

Select Estimate
Request

Choose Your
Reason

Schedule
Appointment

Confirm
Appointment

To schedule an appointment please complete the following Request for Estimate Retirement information. This will allow TRS to help you o decide

Note: Retirement estimates are not binding on TRS and are subject to audit, adjustment, and correction.

Please keep in mind when scheduling an appointment, it can take 10-14 business days to receive a retirement packet.

. Select Estimate Request

® Create a New Estimate Request

Appointment Reason Service Retirement

Retirement Date * Em—— O

IT multiple retirement dates, enter Retirement Date for Additional Estimate below.

Are you currently O Yes (O No



Workflow findings

o d ify O rd e r Of S e I ec.ti n g : Wed, Jul 24, 2024  TRS Home | Membership Card | FAQs | Contact Us | Documents | Mes
MYTRS&
number Of gueStS MENMBER FORTAL weLcome JOHN BROWN | Participa

 There are certain appointments which could

have more than one guest by nature (such as a

phone appointment or video call)

- Asking this question may not be applicable in
certain cases.

- Accommodations may differ based on - T
appointment type as well.

You are welcome to bring a guest. However, if the guest is a TRS member and wants to discuss their benefits, that individual must schedule a separate appointment.

Select Estimate
Request

Language Preference® English -

Special
Accommodations (i.e.
language translator,
hearing impaired,
wheelchair, etfc.)

' . (You have 100 characters remaining )
_ Mpdlfy sequence to ask

this question after member

selects appointment type.




Content Improvement recommendations

Create Appointment

e Provide contextual information

Additional
Information

Choose Your
Reason

Select Estimate
Request

Schedule
Appointment

Confirm
Appointment

« Number of Guests - Need clarity on if only one guest is
allowed. If so, Yes or No would make more sense as ol
Options - “DO you Wan-t -to bring a gues.t"? Appointment Reason Service Retirement

Number Of Guests * 0~

You are welcome to bring a guest. However, if the guest is a TRS member and wants to discuss their benefits, that individual must schedule

Language Preference® English «

Special
Accommodations (i.e.
language translator,
hearing impaired,

wheelchair, efc. £
) (You have 100 characters remaining.)

- Retirement Packet - Clarity on who sends the
Retirement Packet, and how. Create Appointment

Additional
Information

Select Estimate
Request

Choose Tnuf
Reason

Schedule
Appointment

Confirm
Appointment

To schedule an appointment please complete the following Request for Estimate Retirement information. This will allow TRS to b

Note: Retirement estimates are not binding on TRS and are subject to audit, adjustment, and correction.

Please keep in mind when scheduling an appointment, it can take 10-14 business days to receive a retirement packet.




Workflow recommendations

? Flexibility in editing appointment

- We could include more options to manage appointment - such as reschedule, change a

phone number, etc.

Scheduled Appointments

Friday from 7 a.m. to 6 p.m.

To schedule an appointment, TRS must have a valid email address and phone number.

Below is the email address TRS has on record. You can update your email address here. Update Email
jenny. john@trs.texas.gov

Below is the phone number(s) TRS has on record. You can update your phone number here. Update Phone

(800) 223-8778
(915) 355-5737

If you have questions or need assistance, no need to travel to Austin or schedule an appointment, you can call and speak to one of our Benefit Counselors at 800-223-8778, Monday - Friday through

Schedule a New Appointment

Appointment Date Appointment Time Location

Reason

Cancel

Thursday, August 15, 2024 10:00 AM — 10:30 AM Fhone Appointment

Cancel

Disability Retirement

View Details

Cancel




Benefit Calculator

Sub-steps
PURE Rating: 11

1. Select Planning Tools > Click Benefit Calculator >
View Page

2. Put Basic Info and Beneficiary Info > Read “+”
Sign

3. Fill Service Credit > View/ Change Annual Salary
> Read “+" Sign

4. Read Calculation Results
5. Save the Calculation
6. Click Calculation ID to view previous calculations

/. Delete your calculation




Design Recommendations High Annual Satary

1 $ 66,908.00

' BUttOI‘I placement B ' $64.926.00

S $ 66,872.00

» Continue button on far left is mis-clicked, thinking it's Back 4 E——
button.

5 $ 54.398.00

- |deally cancel button is rarely used. So best way to place

buttons are;

1. Move back button to top left (or keep it bottom far left)

2. Place cancel button on the left and continue button on
the right (if we are keeping back button at the bottom,
place cancel and continue button on bottom far right)

o 1ell me more about the Senvice Credit & ies SCreen.

prrcnt information we have on file. Howewver th

neutral color

Get This Reward Get This Reward

Purchase with 2,500 points? Purchase with 2 500 points?

= ‘ Cancel - Cancel Purchase

Is Cancel an action? W Cancel is not an action




Content findings

? Inconsistent Order of High Salaries

- Highest Annual Salaries in Benefit Calculator is populated

DASEC
nome

on the timeline (year), but the High Years in

nage (Account Summary) is populated based on

nighest salary order. The order of high salaries can be

consistent throughout each page.

Highest Annual Salaries

High Annual Salary

1 $66908.00
2 | $64.926.00

s | $66,872.00

4 | $ 58,558.00

5 | $54,398.00

© Tell me more about the Service Credit & Salaries screen.

The salary & service displayed are the current information we have on file. However th

 High Years®

High Year Salary

1 2023 $66.908.00

2 2021 $66.872.00

9 2022 $64.926.00

4 2020 $58,558.00

5 2017 $54,398.00
Averag $62,332.30




Content findings

Whom do you plan to name as beneficiary?

' Logical Option Selecltion Multiple Beneficiaries * Yes %

Beneficiary Relatigfiship Trust -
. : ., . Beneficiary Datellof Birth
- ‘Multiple Beneficiaries’ have yes and no option. But there M =
Beneficiary Gend -

are no specific instruction to people who have no __
beneficiary. We can clarify that in information box and T’@hmm do you plan to name as beneficiary?
have N/A option.

+ Why does Trust (beneficiary relationship) require
beneficiary date of birth and gender when Organization
doesn't require them? Do we need the gender at all?

(O Yes ® No

Multiple Beneficiaries *

Beneficiary Relationghip Organization «

Beneficiary Date of i

Beneficiary Gender

@ Tell me more about the Basic Information screen.

Click the calendar icon to select the as of date you would like to calculate your active

If naming multiple beneficiaries at refirement, select "Yes” for Multiple Beneficiages; otherwise, leave "No" selected

Continue m Cancel




Instructions Basic Information Service Credit &
Salaries

Label Recommendations

View a Previous CalcUrag

No Estimates Found

Create a New Calculation

‘No Estimates Found' is confusing since there is “Request R R
an EStimate" tab, bUt It appears exactly same on "Beneﬂt based on the information provided. Be aware that no information is save
Calculator” when there's no previous calculation requested. senet e | :

Could change it to ‘No Previous Calculation Found'.

Accounts Planning Tools Benefits Beneficiary

+ ‘Retirement Date ‘ can be changed to ‘Desired / Proposed
Retirement Date’ or ‘Expected last date of working'

Benefit Calculator

» ‘Active Death’ is unclear for Benefit Type.

It could be changed to ‘Active Member Death’ — 2 —— 3 f— — 4 j—

Instructions P BasicInformation [  Service Credit& P Calculation Results
Salaries

 ‘Death Date’ could be ‘Date of Member passing”/“Date of
Member Demise”/"Date of Demise”.

Benefit Type Service Retirement

i ﬁasminfn rmatiun | Retirement Date *

Benefit Type Active Death
Death Date * 108/06/2024 [

O




esign findings
? Featuring PLSO

» Displaying Partial Lump Sum Option (PLSO) as a field when
it is not applicable to Disability or Active Death

Calculation Results

Retirement Date 07/31/2024

Beneficiary Relationship Spouse
Beneficiary Age 0
Highest Average Salary $52,790.00

Years of Total Service 25

Total Service 25 x 2.300 = 57.50%
$52,790.00 x 57.50% = $30,354.25 Standard Annuity per Year (gross)
$30,354.25 = 12 = $2,529.52 Standard Annuity per Month (gross)

Option Results

Payment Option 12 Months-PLSO 24 Months-PLSO 36 Months-PLSO

N/A N/A

Partial Lump Sum Option (PLSQ) N/A N/A

$2,529.52 N/A N/A N/A

Option 1 N/A
Option 2 N/A N/A N/A N/A
Option 3 $2,523.20 N/A N/A N/A
Option 4 $2,505.49 N/A N/A N/A
Option 5 N/A N/A N/A N/A
Cost to Purchase State Sick and/or Personal Leave Service
Annuity With Purchase $$ 30.70 Estimated Total Cost $ 14,658.46
Annuity Without Purchase $ 2,529.52 Actuarial Factor 144.8751
Annuity Difference $101.18 Number of months to recover the cost 145

If you meet the eligibility requirements on your last day of employment before retirement, you may purchase one year of service credit if you have 50 days or 400 hours of unused state sick
and/or personal leave accumulated at no more than five days per year. Purchased state sick and/or personal leave may not be used to establish eligibility for retirement. This purchase can
only occur at the time of retirement.

Option Results with State Sick and/or Personal leave

Payment Option 12 Months-PLSO 24 Months-PLSO

Partial Lump Sum Option (PLSO) N/A N/A N/A

$2,630.70 N/A N/A N/A

tandard Annuity

Option 1 N/A N/A N/A

Option 2 N/A N/A N/A N/A
Option 3 $2,624.12 N/A N/A N/A
Option 4 $2,605.71 N/A N/A N/A
Option 5 N/A N/A N/A N/A

@ Tell me more about the Calculation Results screen.

Standard Annuity - This retirement plan provides you the maximum amount of benefit each month. If you select the Standard Annuity, it ends upon your death.

Option 1 - 100 Percent Joint and Survivor Annuity - This retirement plan provides a reduced annuity, which is paid to you throughout your lifetime. You may designate only one beneficiary to
receive a joint and survivor annuity. Upon your death, if the designated beneficiary survives you, the designated beneficiary would receive 100 percent of the reduced annuity throughout the
beneficiary's life. If the designated primary beneficiary dies before you, your annuity will be increased to the standard annuity amount after you notify TRS of the beneficiary's death.

Option 2 - 50 Percent Joint and Survivor Annuity - This retirement plan provides a reduced annuity, which is paid to you throughout your lifetime. You may designate only one beneficiary to
receive a joint and survivor annuity. Upon your death, if the designated beneficiary survives you, the designated beneficiary would receive one-half of the reduced annuity throughout the
beneficiary's life. If the designated primary beneficiary dies before you, your annuity will be increased to the standard annuity amount after you notify TRS of the beneficiary's death.

Option 3 - Guaranteed Period Annuity - 60 monthly payments - This retirement plan provides a reduced annuity which is payable to you for life. If you die before 60 monthly payments have been
issued, payments will be made to the beneficiary until the remainder of the 60 payments has been made. Option Three is not available to a member retiring at age 104 or older.

Option 4 - Guaranteed Period Annuity - 120 monthly payments - This retirement plan provides a reduced annuity which is payable to you for life. If you die before 120 monthly payments have
been issued, payments will be made to the beneficiary until the remainder of the 120 payments has been made. Option Four is not available to a member retiring at age 93 or older.

Option 5 - 75 Percent Joint and Survivor Annuity - This retirement plan provides a reduced annuity, which is paid to you throughout your lifetime. You may designate only one beneficiary to
receive a joint and survivor annuity. Upon your death, if the designated beneficiary survives you, the designated beneficiary would receive 75 percent of the reduced annuity throughout the




Request an Estimate

PURE Rating: 6 Sub-steps

1. Select Planning Tool > Click Request an Estimate
> View Page
2. Create a New Estimate

3. Fill-in Basic Info

4. Submit and View previous request




Desigh Recommendations

® Stepper clarity

+ Here the second step looks active instead of the first

Request An Estimate

e 14

Instructions

Request An
Estimate




Workflow Recommendations

? Additional retirement date

- Allows members to request multiple estimates despite

stating earlier that only one can be requested
« Second retirement date field is far from the first

August 2024

If multiple retirement dates, enter Retirement Date for Additional Estimate below.

Retirement Date *

Are you currently Yes Mo
working in a TR3-
covered position? *

Title of Most Recent
Fosition

Number of Days per
ContractMear

Whom do you plan to name as beneficiary at retirement?
Multiple Beneficiaries * Yes No

Beneficiary Name

Beneficiary Relationship v
| the Beneficiary a TRS Yes MNo
Member?

Beneficiary Date of Birth
Beneficiary Gender -

Have you ever contributed to any of the following Texas public retirement systems? (Check all that apply)

Employees Retirement System of Texas

Service credit to purchase (Check all that apply)

Previously Withdrawn Service
Unreported Service and/or Compensation
Substitute Service (requires at least 90 days of substitute service in a school year)
¢ Out-of-State Service
Developmental Leave Service
Military, including USERRA Service
Membership Waiting Period Service
Work Experience by a Career or Technology Teacher
State Sick and/or Personal Leave Service (requires 50 days or more, or 400 hours or more of accumulated state sick and/or personal leave)

Retirement Date @ @ | ———
Additional Estima

Enter Retirement Date foad@tional Estimate if applicable.




Label Recommendations

? ‘Number of Days per Contract/Year’ Unclear

 Hover text or other contextual information could help users

Benefil Type Disability Refirement

Retirement Date * August 2024

If multiple retirement dates, enter Retirement Date for Additional Estimate below.

Are you currently Yes MO
working in a TRS-
covered position? *

Title of Most Recent
Position

Number of Days per
Contract™ear



Label Recommendations

? Most recent position

- Label unclear: TRS or non-TRS position?
« Recommendation: Add contextual information or revise

label (e.g., TRS-covered’)

 Drop-down menu?
Benefil Type Disability Refirement

Retirement Date * August 2024
If multiple retirement dates, enter Retirement Date for Additional Estimate below.

Are you currently Yes NG
working in a TRS-
covered position? *

Title of Most Recent
Position

Number of Days per
Contract™ear




Desigh Recommendations

? Updating communication method

- Link to edit communication method not provided close to

the field
MYTRS®

MEMBER PORTAL

Accounts Planning Tools Benefits Beneficiary

Tue, Jul 16, 2024 TRS Home | Membership Card| FAQs | Conta

WELCOME JC

Account
Management

Payments

Request An Estimate

Your request for an estimate has been submitted. An estimate will be provided in approx

wMately 3-4 weeks via your preferred method of communication.

p— 2 f—

Instructions -2 Request An
Estimate

| Request An Estimate Instructions

View a Previous Estimate Request

Request ID Benefit Type Submitted On

Beneficiary Relationship

890643 Disability Retirement 07/16/2024



Workflow Recommendations

? Retirement date validation

 Retirement date error messages are only thrown after trying

to proceed to the next screen
- Can add validation messages directly after entering dat

Request An Estimate

e

Required Fields *

Basic Information

Benefit Type

Retirement Date *

Are you currently
working in @ TRS-
covered position? *

Title of Most Recent
Position

Number of Days per
Contract/Year

Service Retirement

June 2026 O

If multiple retirement dates, enter Retirement Date for Additional Estimate below.

® Yes (O No

| UX Fellow

[300




Desigh Recommendations

? Viewing submitted requests

- ‘Retirement date’ field (as well as ‘Retirement Date for

Adc

itional Estimate’) are not grayed-out like other fields,

des

Dite being unable to edit

| Basic Information

Benefit Type Disability Retirement

Retirement Date *

gee®C= cnter Retirement Date for Additional Estimate below.

Are you currently (O'¥Yes (@ No
working in a TRS-
covered position? *

Title of Most Recent |
Position ’

Number of Days per | |
Contract™ear ;

Whom do you plan to name as beneficiary at retirement?

Multiple Beneficiaries * 5 Yes (O No

Beneficiary Name

Beneficiary Relationship -



Workflow Recommendations

? Editing function

- If possible, add the ability to edit certain details of the
request after submission (before it is being processed)

Request An Estimate

Instructions Request An

Estimate

Required Fields *

Request An Estimate Instructions

View a Previous Estimate Request

Benefit Type Submitted On Beneficiary Relationship Completed On
Service Retirement 07/24/2024

Disability Retirement 07/18/2024

Service Retirement 07/18/2024

Senvice Retirement 07/M17/2024 Former Spouse

Disability Retirement 07/16/2024 Child

dew Estimate

This activity will allow you to request an estimate of benefits from TRS. All requested information is required to provide you with accurate estimates. Be aware that no information is saved until you click the Submit button.
Clicking the Submit saves your information and sends it electronically to TRS. To begin, choose the Benefit Type and click Start, otherwise click Cancel.

To ensure timely and quality service to our members, one estimate request per Benefit Type is allowed per fiscal year. For additional estimates or if you do not plan to retire in the current or the following school year, use
the Benefit Calculator to estimate your future benefits.

Benefit Type = -




Workflow Recommendations

® Application status

- Additional status indicators beyond submission/completed
dates to avoid confusion

Request An Estimate

Instructions Request An

Estimate

Required Fields *

Request An Estimate Instructions

View a Previous Estimate Request

Request ID Benefit Type ‘Submitted On Beneficiary Relationship Completed On
890675 Sernvice Retirement 0772472024

890655 Disability Retirement 07/M16/2024

890657 Senvice Retirement 07/M16/2024

890656 Ssernvice Retirement 071772024 Former Spouse

890643 Disability Retirement 07M16/2024 Child

Create a New Estimate

This activity will allow you to request an estimate of benefits from TRS. All requested information is required to provide you with accurate estimates. Be aware that no information is saved until you click the Submit button.
Clicking the Submit saves your information and sends it electronically to TRS. To begin, choose the Benefit Type and click Start, otherwise click Cancel.

To ensure timely and quality service to our members, one estimate request per Benefit Type is allowed per fiscal year. For additional estimates or if you do not plan to retire in the current or the following school year, use
the Benefit Calculator to estimate your future benefits.

Benefit Type = -

: Cancel

h




Update Preferred Mode
of Communication

Sub-steps

PURE Rating: 8
1. Select Account Management > Update Preferred

Mode of Communication

2. View Preferred Mode of Communication Options
screen

3. Confirm Selection
4. Confirmation Screen

5. Navigate back to home screen




Content findings

? Information flow

+ Too much information all at once
- unclear what electronic delivery means and when it is
mailed
- present consent for electronic delivery / text options
only if relevant option is selected?

Update Preferred Method of Communication

' Communication Preference

Select your communication preference below. You may receive an email or text notifications of new documents instead of receiving printed mail. Going paperless can help you protect your personal information. Additionally,
TRS will notify you of new secure messages in MyTRS and send appointment reminders via email or text.

By selecting electronic delivery, you consent to receive certain documents in electronic format. Please note that not all documents are available electronically at this time. We will add more documents over the coming
years. Email notifications for electronic documents are delivered through Do-Not-Reply@trs texas. gov.

If an option is not available for you to select, TRS does not have that information on file. To add a mailing address, email address, or cell phone number, go to the Account Management tab.

Communication QO Mail

Freference All TRS correspondence will be sent to your mailing address that TRS has on record. Copies of correspondence sent to you by mail will be maintained in the MyTRS Document Center in
your MyTRS account.

® Email
TRS will send you an email when a new document is available to be viewed in MyTRS. No confidential information will be sent directly to your email.

O Text

TRS will send you a text message when a new document is available to be viewed in MyTRS, a new secure message is available, and/or appointment reminders. Mo confidential
information will be sent directly via text message.

By selecting text, | opi-in o receive SMS from MyTRS. | agree and accept the TRS Terms of Senvice and have read the TRS Privacy Staiement. TRS does not charge for this service.

Message and data rates may apply. Message frequency varies. Reply HELP for help or STOP to cancel. If you cancel via STOP message, TRS will revert your communication preference
to email.




Workflow findings
® User control & flexibility

- Add check box to allow users to select multiple options
» Unclear whether selecting one option cancels out

orevious selections

+ Add No Opt Out / Delete choice for subscription

Update Preferred Method of Communication

' Communication Preference

Select your communication preference below. You may receive an email or text notifications of new documents instead of receiving printed mail. Going paperless can help you protect your personal information. Additionally,
TRS will notify you of new secure messages in MyTRS and send appointment reminders via email or text.

By selecting electronic delivery, you consent to receive certain documents in electronic format. Please note that not all documents are available electronically at this time. We will add more documents over the coming

years. Email notifications for elegiganic documents are delivered through Do-Not-Reply@trs.texas.gov.

you to ylect, TRS does not have that information on file. To add a mailing address, email address, or cell phone number, go to the Account Management tab.

If an option Is not available fg

O Mail
All TRS
your My

® Email
TRS will

Communication

Preference brrespondence will be sent to your mailing address that TRS has on record. Copies of correspondence sent to you by mail will be maintained in the MyTRS Document Center in

RS account.

end you an email when a new document is available to be viewed in MyTRS. No confidential information will be sent direcily to your email.

#age and data rates may apply. Message frequency varies. Reply HELP for help or STOP to cancel. If you cancel via STOP message, TRS will revert your communication preference
o email.

Save Cancel




Workflow findings
? Update contact information

- Add direct hyperlink to update contact information

Update Preferred Method of Communication

Communication Preference

Select your communication preference below. You may receive an email or text notifications of new documents instead of receiving printed mail. Going paperless can help you protect your personal information. Additionally.
TRS will notify you of new secure messages in MyTRS and send appointment reminders via email or text.

By selecting electronic delivery, you consent to receive certain documents in electronic format. Please note that not all documents are availa
years. Email notifications for electronic documents are delivered through Do-Not-Reply@trs_texas.gov.

_We will add more documents over the coming

If an option is not available for you to select, TRS does not have that information on file. To adgs

Communication Q Mail
Preference All TRS correspondence will be sent to your mailing address that TRS has on record. Copies of Come ; o Lunsl ained in the MyTRS Document Center in
your MyTRS account.

® Email
TRS will =end You an email when a new document is available 1o be viewed in M}I'TFEE. Mo confidential information will be sent ﬂi[ECﬂ].l’ o your email.

O Text
TRS will send you a text message when a new document is available to be viewed in MyTRS, a new secure message is available, and/or appointment reminders. No confidential
information will be sent directly via text message.

By selecting text. | opt-in to receive SMS from MyTRS. | agree and accept the TRS Terms of Service and have read the TRS Privacy Statement. TRS does not charge for this service.
Message and data rates may apply. Message frequency varies. Reply HELP for help or STOP to cancel. If you cancel via STOP message, TRS will revert your communication preference
to email.

Save Cancel




Update Address

PURE Rating: 8 Sub-steps

1. Select Account Management > Update Phone
Number

2. View Update Phone Screen
3. Update Phone number and validate
4. Confirm change and navigate back to home

5. Review phone number update email




Design Findings

? Make difference between Zip Code
and Postal Code clearer

 Zip Code and Postal Code can be confusing at first glance
with one being required and the other not.
- Indicate that Postal Code is required for a non-US address

Update Address

Required Fields *

3100 SPEEDWAY

Austin

™>X «

78705 -

UNITED STATES




Design Findings

? Country list

- United States currently only shows up on top of the list.
* For standardization, we can list United States both at the

top and in the alphabetical order of the list.

Update Address

Required Fields *

| Mailing Address

Address Line 1 *
Address Line 2
City *

State

Zip Code

Country *

Continue Cancel

3100 SPEEDWAY

Austin

X - |

78705 \;

______

} UNITED STATES




Workflow findings
® Suggested address

- Suggested address should pop up right after entering
address, rather than going to validation page

» Auto-select the original address unless the user clicks
suggested address

" Validate Mailing Address.

O Original Address O Suggested Addrgg’- Based on United States Postal Service formatting

3100 SPEEDWAY APT 205

Address Line 2 Address Line 2

City Austin City AUSTIN
State X State X
Zip Code 78705- Zip Code 78705-2850




Update Phone Number

PURE Rating: 7 Sub-steps

1. Select Account Management > Update Phone
Number

2. View Update Phone Screen
3. Update Phone number and validate
4. Confirm change and navigate back to home

5. Review phone number update email




Workflow findings
? Process clarity

- Warning about MFA phone number not being updated should be
indicated more clearly, and ideally only to users who have MFA enabled
- Make difference between MFA and updating number clear
 Add hyperlink to MFA page
- Validation description is vague: Could include a timeline
 Unclear whether updating number here will automatically update
for preferred communication method, particularly for non-US
numbers present most relevant information first

Changing your phone number on this screen will not update your phone number that is used for logging into MyTRS. Click on Update Multi-Factor Authentication to change your MyTRS login information.

Home Phone.

Phone Number ' (800) 223-8778

[] cClick here if you have an international home phone number.

 Cell Phone

Phone Number | (915) 355-55df

L] cClick here if you have an intemnational cell phone number.

US cell phones are required to be validated. When updating your US cell phone, a text message will be sent to validate your number. Once validated, you can enable text messaging on the Update Preferred Method of
Communication page. Non-US cell phones will not be validated and text messaging will not be available.

Save Cancel




Design recommendations

? Email notification

- No mention of email notification to watch out for
- add description: “TRS will send you an email (to
address) - “

- after submitting new number, can indicate with "Check
your inbox" message so users expect the confirmation

Update Phone

v ‘erification was successful.
w8t [nformation Saved.

Changing your phone number on this screen will not update your phone number that is used for logging into MyTRS. Click on Update Multi-Factor Authentication to change your MyTRS login information.

Phone Number \ (800) 223-8778 |

[ Click here if you have an international home phone number.

Cell Phone

Phone Number (636) 6965148 |

O Click here if you have an international cell phone number,

Validated =

S cell phones are required to be validated. When updating your US cell phone, a text message will be sent to validate your number. Once validated, you can enable text messaging on the Update Preferred Method of
Communication page. Non-US cell phones will not be validated and text messaging will not be available.

Save Cancel




Content findings

? Validation

- Validated section is not clear - should say “validated <phone
number>" (clear indication)

Update Phone

Verification was successful.

iee VSl |nformation Saved.

Changing your phone number on this screen will not update your phone number that is used for logging into MyTRS. Click on Update Multi-Factor Authentication to change your MyTRS login information.

Phone Number (800) 223-8778

[ Click here if you have an international home phone number.

Cell Phone

Phone Number (636) 695-5148

[ Click here if you have an international cell phone number.

Validated =

US cell phones are required to be validated. When updating your US cell phone, a text message will be sent to validate your number. Once validated, you can enable text messaging on the Update Preferred Method of
Communication page. Non-US cell phones will not be validated and text messaging will not be available.

Save Cancel




Label recommendations

? Error message

- Can offer more informative guidance on why numbers are
invalid

Update Phone

@ Cell Phone is invalid.

ERROR
Changing your phone number on this screen will not update your phone number that is used for logging into MyTRS. Click on Update Multi-Factor Authentication to change your MyTRS login information.




Workflow recommendations
? Delete phone number

- Add function to delete existing / recorded phone number,
apart from deleting it manually and hitting “save”

Update Phone

m Information Saved.
CONFIRM

Changing your phone number on this screen will not update your phone number that is used for logging into MyTRS. Click on Update Multi-Factor Authentication to change your MyTRS login information,

Home Phone

Phone Number

[] Click here if you have an international home phone number,

Cell Phone

[] Click here if you have a e phone number.




Workflow recommendations

® Cancel button

» Cancel button is unclear. Only present warning if unsaved

changes present

gln @ Getpage URL when.

Unipolar vs.

@ “not at all easy” slig..

ontact Us | Documents | Messages | Log Off

@ Capture URL | XM C... nbedded Lia.
qatSss.mytrs.texas.gov s5ays
ship Card | FAQs

Are you sure you want to cancel? Canceling this request will take you

back to your account home page and you will lose any unsaved

7 %
{m Cancel
L

MYTRS @

MEMBER PORTAL

come QJOHN BROWN | Participant ID: 00766221

changes.

Accounts Planning Tools Benefits

Update Phone

Information Saved.
GONFIRM

Changing your phone number on this screen will not update your phone number that is used for logging into MyTRS. Click on Update Multi-Factor Authentication fo change your MyTRS login information.

Home Phone

L1 Click here if you have an international home phone number.

Fhone Number

 Cell Phone

Phone Number | |

[J Click here if you have an international cell phone number.

Validated

US cell phones are required to be validated. When updating your US cell phone, a text message will be sent to validate your number. Once validated, you can enable text messaging on the Update Preferred Method of
Communication page. Non-US cell phones will not be validated and text messaging will not be available.




View Membership Card

Task 3 Sub-steps

1. Select Membership Card from top navigation bar
2. Select Membership Card from bottom web page
3. Print Membership Card

4. Close Pop-up




Desigh Recommendations

? Improve Clarity in information
presented

- Feature name and participant ID more prominently.

* Include the label - “Participant ID” to make it clearer.

* Include additional information like Membership tier to make
it more useful.

Membership Card | FAQs | Contact Us | Documents | Messages | Log Off

EEEEEEE JOHN BROWN | Participant ID: 00766221

MemBersHIP CARD

SJOHM & IS

DT B




Desigh Recommendations

? Flexibility in Closing out
the pop-up

- Members could be given the option to click
out or click on a close button to close the
l TRS

card.
 Could provide an additional option to
download the card, in addition to print it.

JENNY R JOHN
05587295




Tentative Ranking




General Recommendations

(on HomePage)

Change label Accounts — Dashboard/Accounts Dashboard
Change label TRS Home — TRS Website

Consistency — High Years, Highest Salaries, High Salaries
Upload Member forms —link on MyTRS Homepage

(while registering)

| Make SSN visible

| Fix security guestion requirements -
| Make Password visible

| Validate password as it is typed

Cancel/Back workflow
Colors on Stepper - Recommendations

12



Apply for Retirement

(Content changes)

- "Replace” application — meaning needs to be clarified

- Payment plans and age of beneficiaries error can be made clearer

- Retirement Plan / Payment Plan — STAN/ OPT1/OPT3 can be expanded
- Relabel Benefits > Benefit Applications/Benefit Services

(Workflow/display changes)

- Document ordering / grouping can be improved

- eSign Live can redirect to MyTRS homepage? / Or can close out with a message
- For certain Payment Plan options —we need to specify both a Joint and Survivors
Benefits Beneficiary and Death Benefits Beneficiary. The screen flow is unclear.

12



Schedule Appointment

(Design/Display change)

- Schedule An Appointment CTA —make it prominent
- Remove Radio button

- Accommodations — Drop down list?

(Workflow change)

- Reorder the prompts — Number of guests can be asked after/
based on the type of appointment selected?

Number of guests — Yes or no instead of O and 17

Do you want to bring a guest?

- Edit appointment option — small changes like time?

12



Benefit Calculator

(Label changes)

“No previous calculations found”

"Active Death” — “Active Member Death’/’Death Claims”
“Retirement Date” —“ Desired/Proposed Retirement Date”
“Death Date” — “Date of Member Passing’/’Date of Member

Demise’/Date of Demise/Date of Passing

(Design/Display change)

PLSO displayed confusingly when not applicable

12



Request an estimate

(Workflow change)

- How does the estimate requesting work? Members seem to be
able to request multiple estimates (through the Request an Estimate
screen + Benefit Calculator screen + Schedule Appointment screen —is
only one considered active? )

- Application Status? Make small changes to application? (Edit
application option?)

(Design/Display changes)

- Gray out non-editable fields

- Provide instructions for filling out fields closer to the fields -
“Number of Days per Contract/Year”

- Title of Most Recent Position — Drop down list

12



Update Preferred Mode of Communication

(Workflow changes)

- Opt out of subscription

- More than one mode of communication? Checkbox for multiple?
- Add Pencil icon/hyperlink near any suggested “Update ...."

Update Address

(Workflow changes)

- Auto-select suggested address or indicate that a choice needs to
be made

Indicate Postal Code as required for non-US address

12



Update Phone Number

- Include Participant ID
- Conduct research on what format members most prefer it in.

Redesigh Membership Card

- Include Participant ID
- Conduct research on what format members most prefer it in.

12



Appendix

1. Design Issues and Recommendations

2. Content Issues and Recommendations

3. Label Issues and Recommendations

4. Workflow Issues and Recommendations

5. Evaluation Research Artifacts

6. Benefit Counselor Interviews



https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3025&t=Gj7lCILBC0SW7n8h-1
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