
Improve User Experience and service efficiency through rebuild 
IA (Information Architecture) for Fintech Company

MSc User Experience Engineering Name: Guangyou Wu

Abstract Introduction & Background

Diagram / Design

Study Methodolgy

Testing & Evaluation

Research Results

The chaotic information structure is a problem in many websites. As websites grow and

content increases, information becomes harder to categorise. The complex navigation

directory structure will lead to users not being able to obtain the desired information very

well, and at the same time, it will reduce the efficiency of the website and service.

This Field project first is aimed at helping TFG restructure the information architecture of the

website in order to direct customers the information they are looking for, provide good content

structure and set easy navigate methods for different consumers.also Improve user experience 
Increase retention and conversion efficiency. recorded and path tracking for users find a good 
content recommendation mechanism to ensure better conversion efficiency in attracting 
customers. Trade finance is a comprehensive financial service that the bank provides for domestic or


transnational trade of goods and services through the whole value chain of trade activities based

on the creditor's right and debt relationship between the two sides of trade.

It includes basic services such as trade settlement and trade financing, as well as value-added

services such as credit guarantee, hedging and hedging, and financial management.

TFG offers two distinct services. they has problems in showing both whilst offering a bespoke and relevant 
service

to customers，it is difficult for users to find the information they want, and the navigation area

cannot provide good navigation, and it is not possible to distinguish the points of interest that

customers want to search for, there is no relevant information classification recommendation

weight, which also affects the retention rate of potential customers on the website.

User Interviews

Through User Interviews identity and understanding mental models, relationship with the

content and user journey. By interviewing different users can investigate their access paths,

categorise and summarise their needs, and understand what questions different users want

to search for.

Through interviews track different access points of four different user journeys and identify

how user-friendly our website is for their use. Then help identify a clear customer journey

strategy.



Open Card sorting methods

Use open card sorting to reconstruct information structures and reclassify the contents of

each directory and hierarchy, sorting out the priorities of different roles, users and

stakeholders, and recording and observing how different users categorise and label

categories hierarchy. In order to build an efficient IA for TFG will use open card sorting

methods to prototype IA structure.

Participants go through stack of cards

1. Participants get a stack of cards with the items want to classify.

2. Participants sort cards into groups.

3. Participants assign names to groups.



By cataloguing information throughout the site, visualising the site map, build stakeholder

map of the website. Then disorder the menu for card sorting.

Draw user portraits and build user Journey Map according to roles

· Bank Manager / CEO

· Established Business Leader

· New Business Leader

· Trade Finance Professional














Reconstruct the information structure according to different stakeholders

And design mock site catalogue prototypes for Tree testing evaluation



Tree testing methods

Then test whether the user will find the target by using Tree testing methods to Evaluate IA.

1. Set up the content tree referred from card sorting to test.

2. Prepare tasks and prompts for users find deep level function in TFG.

3. Measure success rate, attempts and possibly time.



Usability test with Eye Tracking

UXlab Eye Tracking System can be used for four types of stakeholders.

By inviting different users to complete the designed search task, observe the eye track to

determine whether the information architecture is properly planned, including simple

information search task and complex sending business demand task, according to different

users to help identify the focus of the target user observation, and effective and ineffective

search.

We went to TFG and got the evaluation of the team. They adviced three levels might cause extra 
problems when displaying navigation bar. The reason is that the difficulty of finding relevant 
information will be affected on multiple platforms, such as mobile phone pad mobile platform.

Another part is search engine optimization, the standard menu facilitates easy search engine 
tracking.

Mobile First, the design of a computer-focused web page takes into account both 
mobile adaptation and search engine optimization.

The classification of information architecture levels should not be too complex. 
More than three levels will result in unnecessary steps for users to find relevant 
information.

New Business Leader

At Office/Home Working time Business Leader No fixed time

- Explore options and opportunities for business growth

through international trade

“ Interest case studies, looking for new opportunities” 
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Conclusion & Future Work
Through solving and investigating the TFG problem, a methodology of card sorting tree 
testing and eye-movement testing to reconstruct the information structure is found out. 
Professional users are not easy to be hired, which poses challenges to the accuracy of the 
research. Although the Google Analytics account obtained through communication can 
better analyze the user's journey and conversion rate, face-to-face interview and research 
may bring better harvest, which also reminds that not all methods can be used in the 
reconstruction of website information architecture, and the audience threshold will hinder the 
research process in the face of professional users. Given more time, assuming the prototype 
is put into practice, it is possible to start envisioning A/B tests with access to real web users 
to analyze the new design and its impact on conversion rates, improving the user experience 
and providing better service.

User journey map 

Stakeholder map


