Mortgage application content
A UX writing case study



The product & users

FUTURE HOME
Your Funds To Buy A Home

Now that we are reaching the final questions about your future home, we're going to
ask about the funds you'll use to buy the home. First, you'll list the kind of funds you
have, and then you'll decide how much you want to use toward your purchase.

It's normal to be conservative here, after all it’s your savings! But many underestimate
the amount they’ll need to buy a home, Don't limit your possibilities.

You'we complated the first two sections! Nice wark
Here's what's left, it shouldn't take too long:
= A few guestions aboul your income. A pay stub or bwo, or
Lt e 's Lax parturns, will SO i handy.
= Quastions the gowernment requines us to ask. Youll
angwer yos or no o most of these.

& A vl indo veoll use b0 Chaci your idontity and your Cradet

Continue

YOUR INFO

Are you currently delinquent (i.e., you have an
existing late payment) or in default (i.e., you've
failed to pay on a loan) on any federal debt or any
other loan, mortgage, financial obligation, bond or
loan guarantee?

Yes No



Solution: Optimize content for UX

Easy to understand

e Short sentences

Active phrasing

User-centric, not Rocket-centric

Minimal buzzwords and jargon

No unnecessary, filler words

No ambiguous words or phrases

No repetitive ideas

Easy to scan
* Bulleted lists
* Highlighted key words, phrases

* Front-loaded titles, sentences, and
links



Solution: Incorporate brand voice for user intent

Attract

Sell - We help people consider their
options and compare solutions so
they can feel confident that the
decision they’re making is the right
one for them.

In-Process

character’s
roles We show that we’re
 Trusted

* Proven

* Understanding

Educate




Solution: Brand voice in practice

Old voice

Get Approved Fast.

Get an approval to buy a home ar refinance your
mortgage in minutes.

The copy doesn’t sound human
or authentic. This is an
opportunity to show clients why
the product matters to them —
not just to showcase what our
product does.

New voice

Find out what’s possible.

Wondering if a refinance is in the
cards for you? Rocket Mortgage is
the fastest and most accurate way
to find out.

We recognize client goals and show
how we help them go further.

The call-to-action ties the product to the client

benefit.



olution: UX re-writing the form (WIP

Uk Corrent Yype Current Copy Current Cogy Screenshot New Copy Content Desygn (Tars's) Notes

WO Barrowers - One Weh Jpurcasse/cobomrower-cr Sooee Card 2
{on-Qualfying Score editfrontactas Cogy Bummar. (Cobo FNTS credt neads work - Ramove
“Sorry" mnumes rergensibling which
1S0'L Trod Dare.
TGOS Come work 50 B9 dOne DEfare We Con qually you Baginnmg with “we” foduies 18 problem
wo Barrowers - Bath Wan {purcsase/conomrawer/cr Sorry we can't 3pgcove you for 3 mongage 1oGay s [Cobompwer First Name)| for & marigage. But we tas cn us, where we want 1o move the clent
ton-Ouailfying Scores oditasgar 1 But we can still halp. 2D YOu get thera, 20 CTionadia staps
DAAStunataly, your and [Coborrowars Fest Namal's
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on-Quallying Scores editaegar 3 My you 101 & martgage with us right fow martgage. groblem Cearky
Sat don't warry! A low S00rd HAT 3. LAt §6t you an
n's Mootk 10 grdersinad your credh wore and rack. Check out our sister compary, Rocket Homas,
e 1520008 IS BUAN S B Wi Yoo CONSNT
DUyIng 3 home, Check DUt owr sister company, Focket Homes can he'p your; 'S ImpOrtany 1o ungerstand” can come
ROCket Hamas. Ther you tan [eok nto your Creda Lauhw your cradit repart o 35 1alung down,
wo Parrorvers - Both Weas fpurthsse/cabarawer ot report, underntand what’y s¥ecting yoor 10ote and wndersiond what pors Into pout store
ton-Quatlying Scores adisepar Sady Copy Kars hoaw 10 Impedud L. Lkl SLApG O Ot & Pogher sore. NaW oy Dived Caar 00N Sigs
Fouse %0 the Rockes Komes Credit Guige:
‘WO Berrowen - 20th Wan {PUrEBase/Cobamawer f¢r REps//wawrothethomes comJared s ge
ton-Quaifying Scores edirepar cra Go Yo Racketr homes mprove Our Scores Ide

Artifact: Content audit and UX writing matrix


Rocket/Case Studies/Mobile Friendly/AT Content_Mobile_Optimization .xlsx

Research: Testing clearer, shorter content

Soncover RMA Mobile First Content
Experiment Objective Hypothesis Status Impact

Shorter, punchier content throughout alt of RMA | 28,000 Uniquls Visitors week $81,000,000 Incremental Closed
RMA Mobile First Content ACE St D ALY . [ 1 T S OERICE W FEOG SRLE T IS +6.1% Lift in Credit fulls Loan Volume projected over 12

(and desktop too) so more chents will make it 2 93% Confid the

through the funnel ~ L TIRLANNGoRCR -

] &,
| @
Control Variant

Default experience (1 of 80 similar pages) Succinct copy (1 of 80 similar pages)

—_— —_—



Results: Re-writes in context

Where are you in the home buying process?

P . - . : .
‘ () Justresearching \ Q ctively looking, but taking my time ‘
}
gy
" ] 5 —_——
‘ I\_.JI Act -r"_'|'_T L,Lk"-é'. will pursue ASAP ‘ ‘ O Mak g oifers ‘

() Have a signed purchase agreement ‘

n Now let's do a soft credit check.

A soft credit check is a request to view your credit for informational purposes only. it's

safe, secure and won't lower your creE?t score.

his soft credit check will tell us your score, which we'll use to determine how much

home you can afford

Full before and after screens

Your Info

Nice! You're close to finishing your mortgage
application

Here's what'’s next:

* Questions about your income, Pay stubs or last year's ta

return might come andy hete

* Questions the government requires us to ask

~



Rocket/Case Studies/Mobile Friendly/Before_After_Screenshots.pdf

Results: Business impact

PRODUCT
CLEARER CONTENT DOUBLES CONVERSION
New Design Impact

Currert Home « Weloomes beck!

lllllll




Results: Industry recognition

Before After

¥ ClearMark
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