
Log In Page: Sudden Jump in Bounce Rate

Background: 

In March 2020, Genworth began to face high call volume due to the pandemic and began encouraging

customers to use their online account to handle routine transactions. In April 2020, Google Analytics

showed twice the number of Log In page visits than in March, but the Bounce Rate on the page was up

sharply to over 40%. We needed to resolve this issue to prevent more calls and customer dissatisfaction.

Project Duration: 1 month

Problem Statement: Why were large numbers of visitors bouncing from the Log In Page? 

My Role:

• User Research

• Wireframing & Prototyping

Team:

• Data Analyst

• Sr. Brand Manager

• Product Owner



Log In Page: Usability Issue Discovered

Error Message

COVID Alert

I reviewed  Hotjar recordings of Log In page visits and observed users scrolling pass the Error Message 

without noticing it.

Log In: Customer triggers Log In Badge 
dropdown from the main menu on any page.

Username or Password Errors: Customers are taken to the Log In Page 
where an error message tells them to try again.

Hypothesis: The Error Message does not stand out because of its proximity and similarity to the new COVID Alert.



Log In Page: Bounce Rates Plunges

Change #1:  Visitors who make Username and/or Password 
errors on the Log In Badge are taken to the Log In page now 

see an Error Message is in Red text. 

Change #2:  Visitors who make Username and/or Password 
errors on the Log In Page, see the Label, Text Field, and 

specific Error Alert in Red Text.

Results: After these changes were introduced in May 2020, the Log In Page Bounces Rates plunged from 40% to 10%.

I recommended the following changes to the Log In Page and  saw a dramatic reduction in the Bounce Rate. 

Error Message
Labels, Text Field  

& Error Alert.


