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User Journeys





Pain Points



• Users got lost using the menu 
and not able to perform their 
task. 

• Placing offers and hard sell 
messages on major real estates 
overwhelmed users. 

• View all phones is not the main 
focus.

Key findings from evaluation

1. Creating 
barriers to Entry 

points

2. Wayfinding and 
decision points

3. Applying web 
conventions

• Filter functions does not 
follow a hierarchy in terms 
of price, features and plans. 

• No distinct purchase flow 
e.g. phone-to-plan 
selection or visa-versa.

• Wording for buttons 
were inconsistent and  
does not represent the 
user journey. 

• Duplication of 
information.



Gain Points



Initial  
hypothesis

There is a need for users to select the phones + plans 
they desire, easily and efficiently. 

Users want help addressing purchasing frustrations 
(Wayfinding, selecting, deciding and paying). 

Users want to be treated differently when flowing 
through the site. 

Users want to have a delightful experience across 
touch-points with the brand.
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UX Concepts



Prototype demo
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User testing / 
validation



1. After add to cart there should 
be a continue shopping 
option.

1. I like the assistance methods 
are always on the top after i 
choose the phone and i can 
choose either live chat or call. 

2. Directions are very clear, I 
won’t get confuse which 
button I should  click. 

3. Shows the delivery time 
immediately after type in post 
code.



Thank you! 
Questions?


