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

Goals

Identify usability issues and opportunities for improvement in the member portal

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

Methodology

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). 

Interviews: 

Conducted qualitative interviews with 4 benefit counselors and Lori LaBrie, TRS Ombudswoman.
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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 
quantitative 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.
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Evaluation Study Process
Evaluation Study: It is a usability assessment method where experts review an interface based on Jakob Nielsen’s 10 
principles. 

MethodologyPanel size Timeline

3
UX Evaluators

3
weeks

8 
tasks

Esther Cho

Jacob Goebel

Jenny John

Design evaluation and usability 
rating (PURE Rating) from 
evaluators

Narrowed down to 8 key tasks 
on the MyTRS portal
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Evaluation Study Process
1 View TRS Membership Card

Involved 4 sub-steps

PURE Rating of 7

5 Benefit Calculator
Involved 7 sub-steps

PURE Rating of 11

2 Update Preferred Mode of Communication

Involved 5 sub-steps

PURE Rating of 8

6 Request an Estimate

Involved 5 Sub-steps

PURE Rating of 6

3 Update Address

Involved 5 Sub-steps

PURE Rating of 8

7 Schedule an Appointment

Involved 7 sub-steps

PURE Rating of 11

4 Update Phone Number

Involved 4 sub-steps

PURE Rating of 7

8 Apply for Retirement

Involved 8 sub-steps

PURE Rating of 17
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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

5
Counselors

2
weeks

30
minute semi-structured 
interviews

2 In-person benefit counselors

2 Telephone benefit counselors

1 Ombuds counselor

Conduct interviews and 
consolidate findings Location: virtual



Interviewers/note-takers: 
Jacob Goebel

Esther Cho
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Key Findings and 
Recommendations
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General Recommendations
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Unclear label “Accounts”
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Unclear label “TRS Home”
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Improve the ordering of  top-menu items
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Hover action on the MyTRS Icon
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Consistent Language - “High Years”
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Proximity Principle
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Proximity Principle
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Registration - Make SSN visible while entering
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Validate passwords as it is being entered
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Make Password visible and improve security questions validation process

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

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

Recommendation: provide contextual information 
describing answer criteria

Recommendation: 

What is the color of your first vehicle?
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Upload Member Forms and Documents

Upload Member Form
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Mobile access

Menu
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Improve the back button functionality
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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
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Apply for Retirement
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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
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Design 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?




Design 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.



Workflow findings

     “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 
portal. But it directs users to the main TRS website, and it is 
confusing since there is no steps required to be done in the 
main website.

    Close the tab automatically



Close the tab automatically and display the “Sign Document” 
button in inactive state (gray out).

Add hyperlink to go straight to Documents page under Account 
Management.



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.



Content findings

     Clearer Error Message



Error message doesn’t explain how to resolve the issue and 
doesn’t highlight which input field is throwing an error.

To fix the error according to the option selected, user needs to 
click “Back” button twice to go to previous screens and look for 
“Tell me more about Payment Plans”, which provides age 
restriction rules.



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



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.”

Refund & Retirement

Benefit Applications

Benefit Services

Benefit Requests

Benefit Actions

Benefit Forms

Withdraw



Schedule Appointment
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Design 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



Design 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



Content improvement findings

      Schedule Appointment Screen

There is no upfront information about 
“Phone” being an available session type 
option.



Duration of Phone Appointment can also 
be made clearer. 



The previous screen where number of 
guests are selected seems confusing if 
member were to select Phone 
Appointment



Content Improvement recommendations

     Add additional details about 
the duration of the appointment



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



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



Workflow findings

     Modify order of selecting 
number of guests

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 
appointment type as well.

Modify sequence to ask 
this question after member 
selects appointment type.



Content Improvement recommendations

     Provide contextual information



Number of Guests - Need clarity on if only one guest is 
allowed. If so, Yes or No would make more sense as 
options - “Do you want to bring a guest”?






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



Workflow recommendations

     Flexibility in editing appointment



We could include more options to manage appointment - such as reschedule, change a 
phone number, etc. 



Benefit Calculator



Design Recommendations

     Button placement



Continue button on far left is mis-clicked, thinking it’s Back 
button.

Ideally 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)



Content findings

     Inconsistent Order of High Salaries



Highest Annual Salaries in Benefit Calculator is populated 
based on the timeline (year), but the High Years in 
homepage (Account Summary) is populated based on 
highest salary order. The order of high salaries can be 
consistent throughout each page.



Content findings

     Logical option selection



‘Multiple Beneficiaries’ have yes and no option. But there 
are no specific instruction to people who have no 
beneficiary. We can clarify that in information box and 
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?



Label Recommendations

     Reframe Terminology



‘No Estimates Found’ is confusing since there is “Request 
an Estimate” tab, but it appears exactly same on “Benefit 
Calculator” when there’s no previous calculation requested. 
Could change it to ‘No Previous Calculation Found’.



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



‘Active Death’ is unclear for Benefit Type. 
It could be changed to ‘Active Member Death’



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



Design findings

     Featuring PLSO



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




Request an Estimate



Design Recommendations

     Stepper clarity



Here the second step looks active instead of the first



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



Label Recommendations

     ‘Number of Days per Contract/Year’ Unclear



Hover text or other contextual information could help users




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?



Design Recommendations

     Updating communication method



Link to edit communication method not provided close to 
the field



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 date



Design Recommendations

     Viewing submitted requests



‘Retirement date’ field (as well as ‘Retirement Date for 
Additional Estimate’) are not grayed-out like other fields, 
despite being unable to edit



Workflow Recommendations

     Editing function



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



Workflow Recommendations

     Application status



Additional status indicators beyond submission/completed 
dates to avoid confusion



Update Preferred Mode 
of Communication



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?



Workflow findings

     User control & flexibility



Add check box to allow users to select multiple options

Unclear whether selecting one option cancels out 
previous selections

Add No Opt Out / Delete choice for subscription



Workflow findings

    Update contact information



 Add direct hyperlink to update contact information



Update Address



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






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.




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



Update Phone Number



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



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



Content findings

     Validation



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



Label recommendations

     Error message



Can offer more informative guidance on why numbers are 
invalid




Workflow recommendations

     Delete phone number



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




Workflow recommendations

     Cancel button



Cancel button is unclear. Only present warning if unsaved 
changes present



View Membership Card



Design 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.




Design 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 
card.

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




Tentative Ranking
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General Recommendations

12



Apply for Retirement

1

12



Schedule Appointment

1

12



Benefit Calculator

12



Request an estimate

12



Update Preferred Mode of Communication

Update Address

12



Update Phone Number

Redesign Membership Card
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Appendix

Design Issues and Recommendations


Content Issues and Recommendations


Label Issues and Recommendations


Workflow Issues and Recommendations


Evaluation Research Artifacts


Benefit Counselor Interviews

https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3025&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3026&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3027&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3028&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3029&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3030&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3031&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=416-3032&t=Gj7lCILBC0SW7n8h-1
https://www.figma.com/proto/GVNpyoELNsiAehEJbBT1ww/MyTRS-Study?node-id=8-2&t=Gj7lCILBC0SW7n8h-1
https://trstexas-my.sharepoint.com/:x:/r/personal/esther_cho_trs_texas_gov/Documents/Counselor%20Interview%20Notetaking.xlsx?d=w8816246d2d8f4086b27059e743caa0fe&csf=1&web=1&e=bPF7wI

