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Context

Customers Subscriptions

2.3 M 30%

Largest Network Data Consumption

2nd 28%

Context



Summary Of Interim Research

Demographics Pain Points

Age: 61 ® Prefers bill pay because they find top-ups more expensive and inconvenient.

My Vodafone - Preliminary Research Phillip

The Traditionalist

Location: Gaiway, Ireland

@ Concerned about running out of credit unexpectedly

Oceupation Civil Servant

@ Finds topping up via an app unfamiliar and potentially confusing.

OO

Technical Proficiency  Low

Google Play Reviews - Mobile Native App (Android)

@ “I prefer Bill Pay, because Top Up's | think cost you more money in the long run.”

Demographics Pain Points
Mavigation Diﬁl’iculty | welbtelxt removuil frustl.ration | Login isaues: 1 Bill pe.vm?n.t fine Loadinlg issues | Applclrushes (Glitchy)l App Bugs | Crashes | Offline ggents E I I I I I l a @ Age: 29 @ Experiences app crashes, slow loading times, and failures when trying to top up.
Long loading times | TOBI Al is cbstructing view | TOBi | Overdue Bill (Logging in issues) | Unreliable Connectivity | Sales Gimmicks | Account issues | Overcharging Errors
Al not useful Password reset not working Cancellation frustration @' Location: Cork, Ireland ® Frustrated by the lack of flexibility in their top-up plan
@
e ;
e . . T h e M Od ern i st ) Oeccupation Data Analyst @ Abandons top-ups when the app fails, leading to inconvenience ond disruption
) Technical Proficiency  High ® Is frustrated when payment options are limited
Loadifa | App Crashes (Glitch ® “The app is quite good but there's been times where I've gone on to it and I
Auto top up pop up disruption Page loading issues 0nding Issues | App Cras bl _Y) . App Bugs | Crashes | Lmdfr‘lg |3§‘-'e5| be sitting there for five minutes waiting for the thing to load.”
| Login crashes | signad out unexpectedly | “Something went wreng No aceess to Account | Mavigation issues |
e Error message | Functional issues
L] ' - [ — 0 —
Goals Frequently used Apps

Loading issues | “Sormething went
Auto top up pop up disruption

| Balance not visible | Gift offer
not opening | No free msgs {Webtext?)

wrong” error message | Bill payment
difficulty | Saved card details not available

Loading issues | App Crashes (Glitchy)
| incorrect Add-ons purchased

Data top issues | TOBI issues |
Hard to speak to a real person

@ To have a fast, seamiess, and reliable top-up experience via the app.

amazon

P & ) To avoid switching to slower or less secure methods {E.g., maokbile website),

: L
L : . . . .

. Navigation & Findability Frustration .

Revolut;
6 Spotify

() To automate recurring expenses - Payments that are handled automatically,

ut all this hc () To receive timely reminders and confirmations about thelr top-up status.

Clarity & Usability Issues Trust & Security Concerns to be so

Pop up disruption | App Bugs | Crashes

L] - “More Options” Batton anfm Rutione ke Mz wan-facte.
. p . ” Al g ATy “Comiini with s : atimntscoron k- = - - -
Unclear ‘More Options” Button EE'?":: E:I:?m;’ Unclear Labels ot Security Gaps e Prioritization Matrix
womeiza ey, rwaaeeon e e i B|ography
Topupissues | App Bugs | Crashes WB: MIMN; mlictelonie it = s on her pho Quick Wins - Do First Major Projects
Sacement [o— roempton
| Error massages | Top up numbers lost Poor Flacement of Features Fosituses = At Feotiirs < Ruto Confusion with Card Details i gt iy Disjointed Voucher Redempltion  maemss i it i sty v
B i m"’““” gl ] i olbiogtion] o “Top-ups are more “Security and ease of i |
A ' gy expensive and less convenient W h at dO they access are important, rer transpare
than bill N but speed is critical.” i
e e G s 5 B High Impact
s M comasion - Uiz it basnos Iretre bckance: -
Redundant Navigation e o Lack of immediate Balance Update s ool Thl nk,
Top up issues | Navigation issues | il e i ol rvns rankikn e i hoesiTt whan € coeer H
- [P — T ———
& i o
: . e “I need my phone to always
Unintuitive Navigation rizdscir el be in credit, especiaily e
) st in emergencies.” Frustrated when the app —
crashes or takes too B L st
long to load.
Relies on bill pay to
avold the inconvenience “The app should be faster I mpo Ct on User ‘
Top-Up Process Inefficiencies Accessibility & Visual Design Issues User Perceptions & Preferences e o i .
Relioved when payments are Fill Ins Tirrie Sinks
quick, secure, and hassle-free.
[r—
[Erer— [T Wit T 0 b i o Vol £oma o ong s
o xn':::'m m::ﬁ 18 BOTA 0 kTS . . o . T e
Voucher Redemption s Cumbersome & o S g Poor Color Contrast bt e Perceived Complexity of Top-Up  eeetspe What do they How dO they
[r——— [E—— i—
PR Imgakrents. CUHROTTHH RO
rd 4
e Dt R Do? Abandonstop-ups when Feel: Low Impact
e aceapied. ENTHEN——— i oty the app fails or is slow.
Lock of Paymant Flexibility Rumrciry un who Cluttered Interfoce i paricipant. Inconwveniencs of Frequent Top-Lips = piee o8 gy fie 3 =
G ey, e — coraistency Anxious about running out
i Erm— of credit unexpectediy.
"I just prefer Bill Pay.
—— LT P Seaks out apps or Idon’t want the }
§ [UeeT— i ) Jb o i i o services that provide smooth hassie of top-up. e v
Inflexible Top-Up Amounts £}, pravnting Reliance on Colour for Meaning e Reliance on Colour for Meaning -mM:-HM and secure payment Confused by unfamiliar
R —— :
mT”' - processes (e.g., topping .
up via anapp). Low Effort ngh Effort
“If you could top up somewhere
m}m it W\irho_ut your phone being in credit... ﬁ .
Lack of Simplicity e Cost Concems mvm like a failsafe type of thing” E Ol’t to Im plement
= he W g thes
f—
What do they
"] expect it to be “The app Is quite good,

Say?

but it sometimes crashes
or takes too long to load.”

straightforward and quick,
likce using a cash machine.”

Summary of interim research



Early Research & Hypothesis

Early research Hypothesis

Top Up Payment Failures 25% :
° e Guides Tests Focus

Poor Navigation & Accessibility 20%

« Testable assumption

The new layout is difficult to navigate, making it
challenging to find what | need quickly”

« Connects Resedrch to Design

“It’'s not clear if my top up worked or not”

“Balance not always visible” ° VO I |dqted my assum ptIOHS

Early research & hypothesis



Key Findings

Speed & Navigation Accessibility Payment Trust &
Simplicity Clarity & Feedback Flexibility Support

Key Findings



Develop Phase

Quote Theme Opportunity
_— Poyment _ “There’s Too Much Information Too Soon, | Want To o Simplify The Home Screen. Prioritize Balance
Accessibility & Feedback

Top Up My Credit Now!” Visibility And Reduce Visual Clutter.

_— Eiisision Heht _ “I Think It Doesn’t Belong There. | Think It's Hidden . ] . Restructure ‘More Options’ To Stay Visually And
Navigation Clarity

Action
And It’s Just Strange” Contextually Connected To The Top-Up Flow.
Receives a , .
“Your credit is iapsieack )
too low to Looks for ) on the Taps ‘Return Receives
makethiscalr  CPENS MY credit balance A Readsthrough e & views Taps on Ll Parisss Reviews to the an sMms
) ool Vodafona to confirm the Mobile® My Mobile’ the his s options’ the'Add  Taps‘Add payment gashboard” Views his me.-:,soge
Action e Ireland App on voice (Mobile plan)  (Mobile pian) Balihca ontions: | S6reeNto L i newcarar ON91OPUD toviewhis  poignes.  SOMIrMIng Y ) , . X . .
atterpting 16 phone. messagewas  Information.  information. ' b‘fjt'm get back S:'reen amount  pdated : the Sometimes There’s Too Many Icons And Emaji's. et Replace Ambiguous Icons / Emojis With Clear Text
allthe correct. i ' detaiis.  bglance. transacti ) ) Accessibility & Feedback , o
SErreL pafvment on. They’re Not Easy Read By Older People Labels For Easier Navigation By Older Users.
fow,
“Is th Y . . , . . 0w
i More Options Is A Very General Thing, You Don't N Replace Or Clarify Ambiguous Labels Like "More
“Why am I topping up if options? Relieved A bilitv & Feedback
v am I'topping up | . ccessiollity eeapac . L
“They might cancel the it's unlimited phone = 2 8 Know What's Behind It.” Options” To Reduce Hesitation.
Emotions & mealan us if f cant get cialis, uriimitect toxts™ “This for = “More options is a ;=
Thoug hts s i older people ° / 2 “-\_\ very general thing, “It doesn't actually /_/"
“Voice quality? What 8 Fog” /Curioug| you don't know tet you what /
@l would that be for?” 4 what's behind it cards it accepts” S
e — ""'-—-.,‘-_‘:_‘." .; N ol
Fearful — s — W o N ,_. o
Discouraged | G0 Confused = = :
; Gverwhalmed Confused Indignant  Confused
Emotions & “There’s too much information too
ThOUghtS soon, | want to top up my credit now!” “Tiis i shoull Be hisre, 1t “I didn’t ask for ‘agd new.’ | “l can't see ‘Your credit is
i should be the first thing | see.” want to-lop up withimy current low, the visibility is poor.
Opportunities & f i credit card. | don't want to add Yellow isn't a great colour. °
: ; ‘Sometimes there’s too many icons anything next” White against yellow, you p
Pain Points and emoji's. They're not easy read by can hardly see it °
older people”
Provide less disruptions and barriers for Phillip when he is topping up? (Phillip) - (Navigation Confusion)
= Clear visual cues and messaging when locating & understanding credit balance. * Real-time confirmation and reassurance following o top-up transaction.
Opportunities & o . ) ) ) . . ] - . o ) ) . .
POiﬂ Points = Quickly find credit balance without being overwhelmed with too much information. « Lack of clear visual feedback during the payment reduces Phillip's confidence. que Emm(] aware When her Cred't is IOW ina t|me|y Gnd helpful Woyp (Emm(]) — (speed & S|mp||C|tY)
= Top up experience is disrupted by ‘Mare Options’ button. * Ability to independently use the app will boost Phillip's confidence.

Create a less overwhelming experience for Phillip as he looks for his credit balance? (Phillip) - (Accessibility and Feedback) )
Make selecting top-up amounts and payment methods feel intuitive and fast? (Emma) (Speed & Simplicity)

Offer instant reassurance and support for Emma after she has topped up? (Emma) (Accessibility and Feedback)

Develop Phase
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High Impact

Impact on User

Low Impact

Prioritization Matrix

Quick Wins - Do First

Provide proactive, timely alerts when credit is
running low to reduce last-minute panic.

+ Major Projects

Phillip needs clear visual cues and r

improve payment flexibility - Support
alternative payment methods for speed and
convenience.

When locating & understancing his cracit Phillip would be able to find his credit balonce
Erknts: faster if too much information did not overwhelm
him,
Iimproved reliability, clority ond feedbock on
balance updates (particularly after new credit
has been odded) Phillip needs immediate
1d confirmation
ance he hos made a top up

The More Options’ button disrupts Phillips
exparience somewnat when topplng up.

The ‘More Options' button locks context and

meaning for Phillip.

Ensure balonce updates in real-time, or
clearly cormmunicate expected delay.

Reassure her during woit states - Alleviate
worry when payment is processing.

<

Reinforce trust post-transaction

Fill Ins

Time Sinks

Build trust through visible
sacurlty cues - during payrment

Phillip would have rmore trust with the app if
he better visual cues and indicators, particularky

during poyment.

entry and confirrmation.

Being able to resolve any technicol issues

Phillip would feel more

" iy would | Phillips
confidence while using the app

confident using the app it he
wos able to use it

Independently. 1 Phil

lip does not see the value of the app he

may di

using it and switch providers.

Low Effort

v

Effort to implement

High Effort



Paper Wireframes
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9:30 [ ) As
O o
Balance €1.50
Your current balance is
Top Up Options
Top up now
Slide or select a top up amount below.
0 100 €0
OR
€5 €10 €15 £20
€30 €40 €50
@ () @
Home Support My Plan Account

Digital Wireframes

Digital Wireframes

Top up options

E] Setup an Auto Top Up

9 View payment history

E] Voucher top up

Back to home

9:30 & A

¢ Review & Pay

Top Up Details v
Amount selected

€20 Edit

My Number @
Someone else O
Payment Method v
O GPay Google Pay
O P paypal PayPal

(O Add new card

@ Pay with credit or debit card

me =

Card Number
Expiry date Security code

Name on card

Save card for future payments (._j'

Accept Terms |:|

() Top up by €20

9:30 . A=

Payment Success!

References Number 000085752257
Date Mar 22, 2023
Time 07:80 AM
Payment Method Credit Card
Amount IDR 1,000,000

¥ Download receipt

Back to Home

9:30 & A

(6) a

Balance €1.50

Your current balance is

Top Up Options

Top up now

Slide or select a top up amount below.

0 -l 100 €20

Continue to Payment

@ s} Q)

Home Support My Plan Account

@ My Vodafone Ireland



Before

Z il 1| @) 63

o Good evening

0877414038

‘ Accessibility
Issues

“Sometimes There’s
Too Many Icons And
Emojis. They’re Not
Easy Read By Older
People”

“What Is 4G & Wi-Fi
Calling? 4G Voice Quality
Is A Weird Label.”

Hi-Fi Desighs Home Screen 1

] My mobile 0

(s¢) Rs G

Unlimited Unlimited Unlimited

Your Data Unlimited 5G plan expires in 28 days

&) Balance Re Voice quality

Yo slow 4G & Wi-Fi calling

£0.50

= Add new card

Topup Update payment met...

Justupdated ¥)

Discover

Hi there!
Welcome to My Vodafone.

A

Account

Support

O, q

“Too Much Information
Too Soon, | Want To Top
Up My Credit Now!”

‘ Speed & Simplicity

‘ Accessibility

Balance

Your current balance is

Top up now

Select a top up or enter amount below.

€5 | ‘ €10 €15 ‘ €20 ]

OR

Enter specific amount ‘ €0 }

§6¢ Top Up Options

= @ [ Q)

Support My Plan Account

‘ Accessibility Issues

‘ Payment Flexibility



Before After

Balance

Your current balance is

“I Always Go For €15,
But The Way It’'s Laid op up
Out Makes Me ve to sele 0

Second-Guess.” S ,
‘ Navigation Confusion

Top up now

Select a top up or enter amount below.

“I Can’t Just Enter In
Whatever Amount |
Want” OR

Reduces Top Up Steps €5 | ‘ €10 | ‘ €15 ‘ €20 J

Enter specific amount ‘ €0 J

§6¢ Top Up Options

A Q

Support My Plan Account

Hi-Fi Designs Home Screen 2



‘ Navigation Confusion

| Don’t Know What
Other Word You Could
Use Instead Of ‘More
Options’

“When | See ‘More
Options’, | Don’t Think

Before

2-5 .|I|| Mfl @' 63

Top up

Swipe to select amount

Top up

1

‘more Options To Top
Upl V4

More options |

Hi-Fi Designs - Top Up Options

After

‘ Speed & Simplicity |

“I Think It Doesn't
Belong There. | Think
It's Hidden And It’s Just
Strange”

Top up options

 Setup Auto Top Up

E]  Voucher top up

2. Top Up someone else

Back to home

‘ Accessibility Issues

Reduces Top Up Steps

§63 Top Up Options




Before After

2-5 .|I|| Mfl @' 63

‘ Top up options
‘ Speed & Simplicity |

 Setup Auto Top Up

E]  Voucher top up

2. Top Up someone else

Back to home ‘ Accessibility Issues

Top up

‘ Navigation Confusion

Swipe to select amount

Reduces Top Up Steps

| Don't Know What

Other Word You Could
Use Instead Of ‘More

§63 Top Up Options
Options’

Top up
“When | See ‘More “I Think It Doesn’t

Options’, | Don't Think ' More options | Belong There. | Think
/ ; l—J V4 ’ /
more Options To Top It's Hidden And It’s Just

up”” Strange”

Hi-Fi Designs - Payment



Before

Top up amount: €15

Mobile number

Top up my number
0877414038

Top up sumeone else?

Payment method

. This isia secure SSL encrypted payment

Accept terms and conditions .

Top up by €15

“It Doesn't Actually Tell
You Either What Kind
Of Cards It Accepits...
To Indicate You Can
Use Visa, Mastercard.”

Hi-Fi Designs - Payment

Add new card

Add new card

Card details are stored securely

Joe Bloggs

4444 4444 4444 4444

VISA

05/26 ‘ ‘ 493

Save my card ending in 9300 for future top ups O

By switching on the above button, you agree to sto
your card details. Your stored card will be used for
payment for prepaid top ups requested through My
Vodafone.

Continue with this card

Cancel

“It's Good That You
Have An Option Here
To Toggle On Save For
Future Top-Ups. That's
Great.”

Top up amount: €15

Mobile number

Top up my number

0877414038 Top up someone else?

Payment method

‘ VIsA  Card ending 9300

. This is a secure S5L encrypted payment

Accept terms and conditions .

Topup oy €15

“There’s Only One Way
To Pay, That’s Unusual”

‘ Payment Flexibility

‘ Speed & Simplicty

‘ Accessibility Issues

‘ Trust & Feedback

F® secure Payment Method

O GPay @
@) . PayPal

@® Credit or debit card

Debit or credit card number

‘ 4242 4242 4242 4242

Expiration Date  Security Code

‘ 07/2026 ’ ‘ 527 ® ’

Cardholder name

‘ Emma Fitzpatrick ’

Accept Terms (@)

Save card for future payments @ )

Multiple payment
methods offered.

Accepted cards
indicated

Save card feature
retained.



‘ Accessibility Issues

Labelling unclear
& hard to read

Before

4 . N

285l ol @D 755

You're all set!

€5 credit is on its way to
0877414038.

Back to dashboard

Hi-Fi Designs - Confirmation

‘ Trust & Feedback

After

Payment Successful!

Date & Time 22 April, 2025, 13.22

Payment Method Credit Card

Improved hierarchy & clarity

® Amount €15

Feedback on transaction

Improved clarity & context ——

® ¢ Download receipt




Usabillity Testing 2

Usability Testing 2



Usability Survey

Perceived usability before and after design iterations

Question

Found app edasy to use

Felt confident navigating
Understood labels & instructions
Completed quickly with no delays

Payment process frustration

Usability Survey

Before

4.0

3.8

3.2

3.8

2.6

L1

After

4.6

4.2

4.4

4.8

4.0



Time On Task

Time on Task - 47% Reduction

After Iteration - Avg Time: 1 min 39 secs

Before Iteration - Avg Time: 3 Mins 7 Secs

Time on Task



Ilterations - Home screen

Before

Balance

Your current balance is

Top up now

Select a top up or enter amount below.

€5 | €10 €15 ‘ €20 ]

OR

Enter specific amount €0 ]

§63 Top Up Options

A ®

Support Account

After

Balance

Current balance is

Top up now

Choose or enter top-up amount

] (v o0 [en

OR

Enter specific amount €0 ]

B Top Up Options ' ®

Font Increase

Improved Clarity & Context

Increased Icon Sizes




Before After

Top up options Top up options

B Setup Auto Top Up

B Add Credit / Debit Card Add New Card

E] Voucher top u
PP [F] Set up Auto Top Up

Minor Iconography
Updates

2. Top Up someone else

E Voucher top up

2\ Top Up someone else

Back to home

Back to home

lterations - Top Up Options



Iterations - Payment

F® Secure Payment Method

O GPay
O . PayPal

@® Credit or debit card

Debit or credit card number

4242 4242 4242 4242

Expiration Date Security Code

I 07/2026 I ‘ 527

Cardholder name

l Emma Fitzpatrick

Save card for future payments

Accept Terms ()

After

@ Secure Payment Method

® Credit or debit card

Cardholder name

[ Emma Fitzpatrick

Expiration date Security code

‘ 07/2026 l ‘ Bk

Debit or credit card number

‘ 4242 4242 4242 4242

Save card for future payments (. )

Accept Terms ()

Top up by €15

O ' PayPal -

O GPay

Font Increase

Accept Terms
Unchecked By Default

PayPal & Google Pay 2nd
Choices



Before After

.
Payment Successtul! Payment Successful!

Date & Time 22 April, 2025, 13.22
Date 22 April, 2025

R R , , Accessibility Improvements
Payment Method Visa Debit

Amount €15 Amount €15

s :
¥ Download receipt Balance €16.50 Balance Shown

Download Receipt
Moved

¥ Download receipt @

Back to Home Back to Home

Ilterations - Home screen



Main Learnings

All users found the top up process easy
Felt confident navigating

Understood labels & instructions
Completed quickly with no delays

Payment process frustration reduced

Main learnings



What | Would Do Differently

« Test paper prototypes with 1-2 users
- Be more assertive with scope

« Gather more Quantitative data

What | would do differently



Next Steps

« Test with more targeted users
« Validate the design changes

« Developer collaboration

Next steps



