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Context

2.3 M
Customers

28%
Data Consumption

30%
Subscriptions

2nd
Largest Network



Summary of interim research

Summary of interim research
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Early research Hypothesis

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

“Balance not always visible”

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

Top Up Payment Failures

Poor Navigation & Accessibility 

25%

20%
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Speed &  
Simplicity 

Navigation  
Clarity

Accessibility  
& Feedback

Payment  
  Flexibility 

Trust &  
Support



Develop Phase
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How might we?
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Digital Wireframes



Hi-Fi Designs Home Screen 1

Before After

“Too much information 
too soon, I want to top 
up my credit now!”

“Sometimes there’s 
too many icons and 
emoji's. They’re not 
easy read by older 
people” 

Speed & Simplicity 

Payment Flexibility

Accessibility 
issues

Accessibility issues

Accessibility

“What is 4G & Wi-Fi 
calling? 4G voice quality 
is a weird label.” 



Hi-Fi Designs Home Screen 2

Before After

“I always go for €15, 
but the way it’s laid 
out makes me 
second-guess.” 

Navigation Confusion

“I can’t just enter in 
whatever amount I 
want”

Reduces Top Up steps



Hi-Fi Designs - Top Up Options

Before

“When I see ‘More 
options’, I don’t think 
‘more options to top 
up’ “

I don’t know what 
other word you could 
use instead of ‘More 
options’

“I think it doesn’t 
belong there. I think 
it’s hidden and it’s just 
strange” 

Navigation Confusion

Reduces Top Up steps

After

Speed & Simplicity 

Accessibility issues



Hi-Fi Designs - Payment

Before

“When I see ‘More 
options’, I don’t think 
‘more options to top 
up’ “

I don’t know what 
other word you could 
use instead of ‘More 
options’

“I think it doesn’t 
belong there. I think 
it’s hidden and it’s just 
strange” 

Navigation Confusion

Reduces Top Up steps

After

Speed & Simplicity 

Accessibility issues



Hi-Fi Designs - Payment

Before After

“It's good that you 
have an option here 
to toggle on save for 
future top-ups. that's 
great.”

Accepted cards 
indicated

Save card feature 
retained.

Multiple payment 
methods offered.

“It doesn't actually tell 
you either what kind 
of cards it accepts... 
to indicate you can 
use Visa, Mastercard.” 

“There’s only one way 
to pay, that’s unusual”

Payment flexibility

Speed & Simplicty

Trust & Feedback

Accessibility issues



Hi-Fi Designs - Confirmation

Before After

Accessibility issues

Labelling unclear 
& hard to read

Improved clarity & context

Trust & Feedback

Feedback on transaction

Improved hierarchy & clarity



Usability Testing 2

Usability Testing 2



Usability Survey

Usability Survey

Perceived usability before and after design iterations

BeforeQuestion

Found app easy to use

Felt confident navigating 

Understood labels & instructions 

Completed quickly with no delays

Payment process frustration

After Change

4.0 4.6 +0.6

3.8 4.2 +0.4

3.2 4.4 +1.2

3.8 4.8 +1.0

2.6 4.0 -1.2



Time on Task

Time on Task

Before Iteration - Avg Time: 3 Mins 7 Secs

After Iteration - Avg Time: 1 min 39 secs

Time on Task - 47% Reduction



Iterations - Home screen

Before After

Increased icon sizes

Improved clarity & Context

Font increase



Iterations - Top Up Options

Before After

Add new card

Minor iconography  
Updates



Iterations - Payment

After

Font increase

PayPal & Google Pay 2nd  
choices

Accept terms 
unchecked by default



Iterations - Home screen

Before After

Download receipt 
moved

Balance shown

Accessibility Improvements



Main learnings

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



What I would do differently

What I would do differently

 Test paper prototypes with 1-2 users

 Be more assertive with scope

 Gather more Quantitative data 



Next steps

Next steps

 Test with more targeted users

 Validate the design changes

 Developer collaboration


