4th CULTURE = HEURISTICS

UX HEURISTIC ANALYSIS - BANKS AND INSURERS

1D.com: a UX heuristic analysis

For TD’s digital product team

ASSESSED 27 October 2026

PUBLISHED 27 October 2026

EXAMINED 12 pages of TD at desktop (1440 px), tablet (820 px) and phone (390
pX)

METHOD 12 public pages, read signed out at three sizes (1440 x 900, 820 x

1180, 390 x 844) in headless Chromium on 2026-10-27; measured
with axe-core and the engine's own checks, every finding checked by
hand; reviewed from Toronto, Canada

SUMMARY

TD.com's sign-in page turns off zoom, and a
chequing button is named for a Starbucks offer

The EasyWeb sign-in page sets user-scalable = no, its Login Help links measure
4.27:1, and its phone menu reports aria-expanded 'false' while open. Onthe TD
Unlimited Chequing page a 'Get started' button is named 'Earn 50% more Stars
at Starbucks Learn more', and closed FAQ answers on the GIC page still take
keyboard focus. On a phone the privacy notice covers 427 of 844 px, and its
preferences open with Performance and Targeting switched on. axe found 8 rules
failing across 12 pages at 3 sizes, seen from Toronto, Canada.
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http://127.0.0.1:60829/
https://www.td.com/ca/en/personal-banking

Where to start

4 A'Get started' button on the chequing page is named for a Starbucks offer MEDIUM

9 The EasyWeb sign-in page turns off pinch zoom MEDIUM

10 The Login Help links on the sign-in page measure 4.27:1 MEDIUM

11 Onaphone the sign-in page's menu buttons say 'collapsed' while their menus are open MEDIUM

5 Closed FAQ answers on the GIC rates page still take keyboard focus MEDIUM

FINDINGS BY LEVEL
HIGH MEDIUM LOw BEST PRACTICE

0 6 4 1

The 11 findings

Findings about the whole site first, then each page in the order examined, the most
severe first within each. The levels, high, medium, low, best practice, are explained on the
method page.
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http://127.0.0.1:60829/method/#levels

FINDING 1 O LOW

The privacy preferences open with Performance and Targeting switched on

WHERE HEURISTIC SEEN AT EFFORT TO FIX
Throughout  User control and freedom  Desktop ~ Small

and websites. We do this to deliver our service, prevent fraud, improve
your experience, contact you and present you with relevant ads or offers
on our apps and sites and those of third parties. The information may be
used by the third parties in accordance with their privacy policies. You
can manage your preferences here at any time. To learn more about the
information we collect on our apps and websites visit:

|TD Privacy Policy: Interacting with TD Online

Manage Consent Preferences

+ Essential Always On

+ Performance

+ Targeting

«©
«©

Desktop, 1440 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

Pressing 'Manage online experience' opens 'Manage Preferences' with
Performance and Targeting switched on before the visitor has chosen anything.
The notice and the panel offer 'Accept all' and 'Confirm My Choices', and no
button that declines both in one step.
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http://127.0.0.1:60829/patterns/#heuristic-control

IMPLICATION

A person who opens the panel to refuse tracking must find and switch off 2
toggles, and one who presses Confirm My Choices without reading agrees
to targeting.

RECOMMENDATION
Start Performance and Targeting switched off, and add a 'Reject all' button beside
'Accept all' in the notice and in the panel.

MEASURED

Performance and Targeting on before any choice

No reject-all button in the notice or the panel
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FINDING 2 O LOwW

On a phone the privacy notice covers half the screen and the open menu

WHERE HEURISTIC SEEN AT  EFFORT TO FIX
Throughout  Mobile andtouch ~ Phone Medium

.

X

We and third parties that we select, use technologies and

tracking tools to collect certain information about your
device and usage of our apps and websites. We do this to
deliver our service, improve your experience, and prevent
fraud. Your activity on our apps and sites will be collected
to enhance your experience, contact you and present you
with relevant ads and offers on our apps and sites and on
third party apps and websites. The information may also
be used by these third parties in accordance with their
privacy policies. You have control over the collection of
this information. To learn more about the information we
collect on our apps and websites visit: TD Privacy Policy:
Interacting with TD Online

‘ Manage online experience ‘

Accept all

Phone, 390 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

At 390 x 844 the privacy notice is 427 px tall on the home page and 407 px on
sign-in. On home it covers the hero's Open an account button. It is drawn above
everything else on the page, so it also covers the lower half of the open menu.

IMPLICATION
On afirst visit, people on a phone see half a page until they answer the notice.
Some accept tracking to clear the screen.
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http://127.0.0.1:60829/patterns/#heuristic-mobile

RECOMMENDATION

On phones, show one or two lines with 'Accept all', a decline button and 'Manage
online experience' side by side, with the full text in the panel. Let the open menu
and dialogs cover the notice.

MEASURED

Privacy notice: 390 x 427 px of the 844 px screen
Overlap: 360 x 42 px (15120 px?2)

Sign-in, 390 px: notice covers the open menu
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FINDING 3 O BEST PRACTICE

Footer links open a new tab with no icon and nothing in their names

WHERE HEURISTIC SEEN AT EFFORT TO FIX
Throughout  User control and freedom  Desktop  Small

Foreign ¢

Privacy and Security Legal Accessibility CDIC Member About Us Careers

Toronto-Dominion Centre - Corporate Office
56 Wellington Street West, Toronto, ON MSK 1A2

fuﬂn

Canada Deposit Insurance Corporation

Your deposits may be insurable by the Canada Deposit Insurance Corporation.

Learn more »

Canada Investment Regulatory Organization (CIRO)

CIRO regulation applies to TD Investment Services Inc. a separate company from and a wholly-ov

www.ciro.ca »
Desktop, 1440 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

On every page the footer's social links, 'DEPOSIT PROTECTION DES
DEPOTS' and 'Regulated by CIRO' open a new tab, with no icon and nothing in
their names.
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http://127.0.0.1:60829/patterns/#heuristic-control

IMPLICATION
Screen reader and phone users find that Back no longer returns them to the TD
page they were reading.

RECOMMENDATION
Add a new-tab icon and visually hidden '(opens in new tab)' to these links, or
open them in the same tab.

MEASURED

Twitter: opens a new tab, no cue
DEPOSIT PROTECTION DES DEPO..: opens a new tab, no cue

Regulated by CIRO: opens a new tab, no cue
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FINDING 4 = MEDIUM

A'Get started' button on the chequing page is named for a Starbucks offer

WHERE HEURISTIC SEEN AT EFFORT TO FIX
Chequing: TD Unlimited Chequing Account  Accessibility = Desktop  Small

WCAG 2.2
1.1.1 Non-text Content (level A)
2.5.3 Label in Name (level A)

sit Overdraft Protection Simpl
as it's deposited You're covered against temporary cash Automatically helg
\ direct deposit set shortages®. Learn more. you use your TC
rn more.

Need help finding the right TD products?

Just answer a few simple questions. We'll suggest TD products to help achieve your banking goals

Get started

3s at a glance
nost common fees. For a complete list of all banking fees that might apply to View fees >

nelpful About Our Accounts and Related Services document, which you
t any branch.

Additional Account Details & Terms Information

Desktop, 1440 px wide, taken 27 October 2026. The frame marks what the finding is about.
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http://127.0.0.1:60829/patterns/#heuristic-accessibility
http://127.0.0.1:60829/patterns/#wcag-1.1.1
http://127.0.0.1:60829/patterns/#wcag-2.5.3

OBSERVATION

On the TD Unlimited Chequing page the 'Get started' button that opens the
product selector has the name 'Earn 50% more Stars at Starbucks Learn more'.
axe reports label-content-name-mismatch at all three sizes. On the mobile app
page the Google Play badge is named 'android_app'.

IMPLICATION

A screen reader announces a Starbucks promotion for the button that starts
choosing an account. A voice-control user who says 'Get started' does not reach
it. The Google Play link is read as a file name.

RECOMMENDATION

Remove the aria-label so the visible 'Get started' is the name, or start the label
with it. Give the Google Play image alt 'Get it on Google Play', matching the App
Store badge.

MEASURED

'Get started' named 'Earn 50% more Stars at Starbucks..'
axe label-content-name-mismatch: 1 element (serious)

Google Play badge: alt 'android_app'
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FINDING 5 MEDIUM

Closed FAQ answers on the GIC rates page still take keyboard focus

WHERE HEURISTIC SEENAT  EFFORT TO FIX
Rates: GICs  Accessibility  Phone Small

WCAG 2.2
4.1.2 Name, Role, Value (level A)

Learn more

Frequently Asked Questions

How do | choose the
right GIC for me?

How often is interest paid on GICs?

Tl Ava e CRIEIC Saaniead?
Phone, 390 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

At 390 px a closed FAQ answer is 0 px tall and aria-hidden, but not inert. On GIC
rates, Tab reaches the 'GIC selector tool' link inside the closed answer to 'How do
I choose the right GIC for me?'. axe reports aria-hidden-focus for the same
accordion at 390 px on mortgage rates, compare accounts, the mobile app page
and accessibility.
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http://127.0.0.1:60829/patterns/#heuristic-accessibility
http://127.0.0.1:60829/patterns/#wcag-4.1.2

IMPLICATION
A keyboard user lands on a link they cannot see, and a screen reader user on one
it does not announce, in the questions people read before choosing a GIC.

RECOMMENDATION
Make a closed panel inert, or hide it with display: none, and remove that when it
opens. Fix it once in the shared accordion component.

MEASURED
Closed FAQ: hidden 'GIC selector tool' link takes focus

axe aria-hidden-focus: 1 element (serious)

axe aria-hidden-focus: 2 elements (serious)
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FINDING 6 MEDIUM

Footnote links '2' and '3' in the mortgage rate table are 10 px tall

WHERE HEURISTIC SEENAT  EFFORT TO FIX
Mortgage rates  Accessibility  Tablet Small

WCAG 2.2
2.5.8 Target Size (Minimum) (level AA)

toge Rate (APR) can be helpful for saving in the long term.

Our Special Mortgage Rates

Special Rate 2| APR 3

ed 5.24% B.275%
(Posted Rate: 63155%)

ed 5.39% 5.411%
(Posted Rate: 634%)
Tablet, 820 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

In the rate table on Today's Mortgage Rates, footnote links '2' and '3' measure 5.8

x 10 px and 6.2 x 10 px at 1440 px, 2.9 px and 3.1 px from the next link. axe
reports target-size for them at all three sizes.

IMPLICATION

The notes these links open say how the advertised rate and APR are calculated.

People with a tremor, or anyone on a touch screen, hit 'APR' or miss the link when

they try to read them.
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http://127.0.0.1:60829/patterns/#heuristic-accessibility
http://127.0.0.1:60829/patterns/#wcag-2.5.8

RECOMMENDATION

Pad each footnote link to at least 24 x 24 px, or space it 24 px from its
neighbours. The same footnote component is used on the GIC and
chequing pages.

MEASURED

axe target-size: 3 elements (serious)

Footnotes '2' and '3': 5.8 x 10 and 6.2 x 10 px
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FINDING7 0O LOW

Each footnote on the mortgage rates page opens the same list of 11 notes

WHERE HEURISTIC SEEN AT EFFORT TO FIX
Mortgage rates  Recognition ratherthanrecall Desktop  Small

X

on already built, owner-occupied properties with amortization periods ot 25 years or less and are subject to meeting 1D
Canada Trust credit granting criteria.

3The Annual Percentage Rate (APR) is the cost of borrowing including interest and fees, expressed as a percentage. The APR
is not the rate used to calculate your regular payments. The Annual Percentage Rate (APR) is based on a $300,000
mortgage, 25 year amortization, for the applicable term assuming monthly payments and fee to obtain a valuation of
property of $300. If there are no fees, the APR and interest rate will be the same. Assumes rate does not vary over the term
for variable rate.

4 This rate is only available to customers with less than 20% down payment, purchasing a residential property valued at
under $1,500,000, who are eligible for and purchase mortgage default insurance and meet other conditions.

5 The interest rate for a TD variable rate mortgage changes whenever the TD Mortgage Prime Rate changes.

%These rates are only available for new first priority mortgages on already built, owner-occupied properties with amortization
periods of 30 years or less and are subject to meeting TD Canada Trust credit granting criteria. Rates may be changed,
extended or withdrawn at any time without notice.

? Conditions apply. Subject to TD approval. Interest will continue to accrue.
% Conditions apply.
9Subiject to the terms of your agreement.

101f your interest rate increases so that your regular payment does not cover the interest amount, at a certain point you will
be required to increase your payments, make a prepayment, or convert to a fixed rate term. Conditions apply.

' As defined in the Certificate of Insurance. Exclusions and limitations apply. Accidental dismemberment coverage is
underwritten by TD Life Insurance Company (*TD Life"). All other coverages are underwritten by The Canada Life Assurance
Company. TD Life is the authorized administrator for this insurance. For more details on insurer and/or administrator, as well
as all benefits and restrictions, please refer to the Certificate of Insurance or Product Summary, Fact Sheet and Certificate of
Insurance (Quebec residents).

eleft, use technologies and tracking tools to collect certain information about your device and
es. We do this to deliver our service, improve your experience, and prevent fraud. Your activity

soligcted to enhance your experience, contact you and present you with relevant ads and offers Manage online experience Accepta
— )

third party apps and websItes. The Information may also be Used Dy these third parties i

Desktop, 1440 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

Footnote links on the mortgage rates page are named by their digit ('2','4'). Each
opens one dialog named 'Modal content', starting at note 1 and listing 11 notes,
with nothing marking the one chosen. On compare accounts the same dialog
scrolls to the chosen note.
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http://127.0.0.1:60829/patterns/#heuristic-recognition

IMPLICATION

People reading the conditions of a rate must remember the number they
pressed and find it in a list, and a screen reader announces only the digit and
"Modal content".

RECOMMENDATION

Scroll the dialog to the chosen note and highlight it, as compare accounts does.

Name the dialog by its heading, and the links 'Footnote 2' and so on.

MEASURED
State 2: 4 (button) used

Footnote '2': 'Modal content' dialog of 11 notes from note 1

heuristics 4thcltr.com/td/
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FINDING 8 O LOW

The branch locator opens on a "could not find" message before any search

WHERE HEURISTIC SEEN AT EFFORT TO FIX
Branch and ATM locator  Recovering fromerrors  Desktop  Small

Accounts v Credit Cards v Mortgages v Loans/Lines of Credit v P

Findal

To begin, input a street, city, province, pos

Refine Yo

We could not find a TD Canada Trust
branch or TD Green Machine ATM.

Try to zoom out from your current location or search a
new a street, city, province, postal cade or transit #,

OFairbanks

TUKON

wcharage

b

i 24 \

Desktop, 1440 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

Onload the locator shows '"We could not find a TD Canada Trust branch or TD
Green Machine ATM.' beside a map of northern Canada, before anything is
typed. It did the same in Chrome from Toronto on 27 October. The text below
reads 'search a new a street".
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http://127.0.0.1:60829/patterns/#heuristic-error-recovery

IMPLICATION
A person who came to find a branch is first told there is none, and some will leave
without searching.

RECOMMENDATION

Show 'Enter a street, city, postal code or transit # to find branches and ATMs' until
a search runs, and show the not-found message only when a search returns
nothing. Correct 'a new a street'.

MEASURED

'We could not find a TD Canada Trust branch..' on load
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FINDING 9 MEDIUM

The EasyWeb sign-in page turns off pinch zoom

WHERE HEURISTIC SEENAT  EFFORT TO FIX
Signinto EasyWeb  Accessibility  Phone Small

WCAG 2.2
1.4.4 Resize Text (level AA)

OBSERVATION

The EasyWeb sign-in page's viewport meta tag reads 'user-scalable = no'. axe
reports meta-viewport at all three sizes. The home page and the other pages
examined allow zoom.

IMPLICATION

In a browser that honours the tag, a person with low vision cannot enlarge the
username field, the password field or the security text to check what they typed
before signing in.

RECOMMENDATION
Remove 'user-scalable = no' from the viewport tag, and check that the sign-in
form reflows at 200% zoom.

MEASURED

viewport meta: user-scalable = no

axe meta-viewport: 1 element (moderate)
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http://127.0.0.1:60829/patterns/#heuristic-accessibility
http://127.0.0.1:60829/patterns/#wcag-1.4.4

FINDING 10 = MEDIUM

The Login Help links on the sign-in page measure 4.27:1

WHERE HEURISTIC SEEN AT EFFORT TO FIX
Signinto EasyWeb  Accessibility Desktop  Small

WCAG 2.2
1.4.3 Contrast (Minimum) (level AA)

Welcome to EasyWeb,
let's get started.

[ Register online now

If you've received your temporary password, use it to log in a
with your Access Card number. You'll then be prompted to cr
a new Password.

Login Help

Get Login Help »

Reset Password »

Enhanced Security
Two-Step Verification FAQs »
Improve Your Protection Against Online Fraud >

fou are protected »

Explore mobile banking with the TD app now

Take banking and investing almost anywhere »

Desktop, 1440 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

'Get Login Help', 'Reset Password', 'Two-Step Verification FAQs' and 'Improve
Your Protection Against Online Fraud' are 16 px #008A00 on the panel's
#F5F9F7: 4.27:1, under the 4.5:1 that text this size needs. axe reports color-
contrast on 4 elements at 1440 px.
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http://127.0.0.1:60829/patterns/#heuristic-accessibility
http://127.0.0.1:60829/patterns/#wcag-1.4.3

IMPLICATION

These are the links a person who cannot sign in needs. People with low vision,
oron a phone in bright light, read them with difficulty at the moment they are
locked out.

RECOMMENDATION

Use the darker green the page already uses for 'Forgot your username or
password?' (#038203, 4.71:1 on the same panel) for every link in the Login Help
and Enhanced Security panels.

MEASURED

axe color-contrast: 4 elements (serious)

Login Help links: #Q08AQ0 on #F5F9F7, 4.27:1
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FINDING 11 = MEDIUM

On a phone the sign-in page's menu buttons
say 'collapsed' while their menus are open

WHERE HEURISTIC SEEN AT  EFFORT TO FIX
Signinto EasyWeb  Accessibility = Phone Small

WCAG 2.2
4.1.2 Name, Role, Value (level A)

TD: Personal
72} Home
B My Accounts
B How To

Bank Accounts

Phone, 390 px wide, taken 27 October 2026. The frame marks what the finding is about.

OBSERVATION

At 390 px, pressing 'Open menu' on the sign-in page opens a full-height menu,
and the button's aria-expanded stays 'false'. The capture recorded the same for
'Login Open menu'. On the same page 'Login Help' updates aria-expanded when
it opens.

IMPLICATION
A screen reader user is told the menu is still collapsed after opening it, and
cannot tell whether the press worked before moving into the panel.
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RECOMMENDATION
Set aria-expanded to 'true' when each menu opens and back to 'false' when it
closes, as the 'Login Help' disclosure on the same page does.

MEASURED

Open menu TD Canada Trust: aria-expanded not updated
'Open menu': panel open, aria-expanded "false"

Login Open menu: aria-expanded not updated

heuristics 4thcltr.com/td/ 23/27



What was examined

Home

Chequing: TD Unlimited Chequing Account

Compare bank accounts

Credit cards

Rates: GICs

Mortgage rates

Branch and ATM locator

Signin to EasyWeb

Help centre
Account fees

Mobile app

Accessibility

No real users were observed. Only public pages were examined, signed out, on
the date shown, at the sizes listed. A browser took the measurements; the
numbers are in each finding.
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https://www.td.com/ca/en/personal-banking
https://www.td.com/ca/en/personal-banking/products/bank-accounts/chequing-accounts/unlimited-chequing-account
https://www.td.com/ca/en/personal-banking/products/bank-accounts/compare-accounts
https://www.td.com/ca/en/personal-banking/products/credit-cards
https://www.td.com/ca/en/personal-banking/personal-investing/products/gic/gic-rates-canada
https://www.td.com/ca/en/personal-banking/products/mortgages/mortgage-rates
https://www.td.com/ca/en/personal-banking/branch-locator
https://authentication.td.com/uap-ui/index.html?consumer=easyweb&locale=en_CA
https://www.td.com/ca/en/personal-banking/help-centre
https://www.td.com/ca/en/personal-banking/products/bank-accounts/accounts-fees
https://www.td.com/ca/en/personal-banking/solutions/ways-to-bank/td-mobile-app
https://www.td.com/ca/en/about-td/accessibility

Automated checks

Accessibility rules failed (axe) 8 rules: 1 critical, 6 serious, 1 moderate

Tap targets under 24 pixels
Links that open a new tab

Console errors on load

» The 8 rules, by impact, with the elements and pages each failed on

image-alt CRITICAL
WCAG 1.1.1 Non-text Content (A) - 1 element on 1 page: Sign in to EasyWeb

image-alt: not counted against the level, because The one element is a zero-size
tracking image added by a third-party script on the sign-in page; it is never
shown, and it was not in the page on the live check (27 October).

aria-hidden-focus SERIOUS
WCAG 4.1.2 Name, Role, Value (A) - 8 elements on 6 pages: Compare bank

accounts; Rates: GICs; Mortgage rates; Branch and ATM locator; Mobile
app; Accessibility

target-size SERIOUS
WCAG 2.5.8 Target Size (Minimum) (AA) - 5 elements on 2 pages: Mortgage

rates; Branch and ATM locator

color-contrast SERIOUS
WCAG 1.4.3 Contrast (Minimum) (AA) - 4 elements on 1 page: Signin

to EasyWeb

frame-title SERIOUS
WCAG 4.1.2 Name, Role, Value (A) - 1 element on 1 page: Sign in to EasyWeb

frame-title: not counted against the level, because The one element is a one-pixel
advertising-server iframe (adnxs.com) on the sign-in page, which no visitor sees
or reaches; it was not in the page on the live check (27 October).

label-content-name-mismatch SERIOUS

heuristics 4thcltr.com/td/
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WCAG 2.5.3 Label in Name (A) - 1 element on 1 page: Chequing: TD Unlimited
Chequing Account

list SERIOUS
WCAG 1.3.1 Info and Relationships (A) - 1 element on 1 page: Credit cards

list: not counted against the level, because The one element is the credit cards
hero carousel’s slide strip, a list whose slides are div elements; the same card
names are the tabs above it.

meta-viewport MODERATE
WCAG 1.4.4 Resize Text (AA) - 1 element on 1 page: Sign in to EasyWeb

Counted by the engine on every page examined, at all three sizes.

MADE BY 4TH CULTURE

4th Culture is an independent practice built to make technology more
expressive and recognizably human without surrendering judgment, and to
shape products specific enough to belong to the people they serve. Toronto.

Get one for your product, from CA$129 https://4thcltr.com/assessment/

Visit 4th Culture

This analysis is published for criticism and review. Screenshots and trademarks belong to their owners.
WRITTEN BY

Michael Duncan McArthur, principal of 4th Culture, a product strategy and design
practice in Toronto. His record is at gorfed.net.
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