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Customer Wallet Usage
KYC Verification

Aug 2021
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KYC Verification: Project area
 
● KYC Verification Badge

● Re-design ‘Verification Identity’ menu

● 👉 Customer Wallet Usage
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Week Tasks / Activities Date

1 Review requirements
Experience canvas [2 sessions]
Research

● General Research 
● Competitive analysis

○ Direct competitors
○ Indirect competitors

Case study

01 July
10 Aug

2 Ideation workshop
X Draft design solution
note: The project will be on hold until 27/8/2021

16 Aug
30 Aug

3 Apply Feedback from stakeholder
● Wireframe

Prototype
Usability testing [Design review]

Project Timeline
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Version 2 ❌
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Version 3 ✅
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Experience canvas
link to the canvas

https://docs.google.com/presentation/d/1ot2owHPAi0JilW-xCIL6v3HXoihiM2tZztn0LBeti2c/edit#slide=id.ge5ce7aacbd_0_0
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Hypothesis
We believe that adding wallet usage information and limits will enable users to understand their spending situation so that they do not need to contact 
CLT for this information.

Problems
1. Customers frequently ask about their transaction 
spent/remaining balance with the call center because 
we don’t inform about their financial status data on 
our app.
2. When reach limit, customers do not know how to 
expand their financial transaction services (KYC 
Method) and how much more they can get.
3. Heavy workload for the call centre team.

Value
User benefits:
1.Users know the amount of use per day/month 
clearly in each transaction type.
2. Users will be aware of KYC uplift to unlock 
other financial services and expand transaction 
limit when reached.

Business benefits:
1. Reduce the workload of the call center for 
answering customer questions about customer 
wallet usage.

Target Users
All KYC 2.x, 3.x, 4 customers
- New customers to TMW who do not have 
awareness of features available.
- High frequency customers with large number of 
daily transactions.

Solution / Ideas
1. Separate ‘Usage and Features’ out of ‘Privileges’ 
menu. 

MVE / MVP
1. Inform the amount of use per day/month 
clearly in each transaction type.
2. Appear KYC uplift [CTA] to unlock other 
financial services and expand transaction limit.

Success Metrics
1. The number of click to menu ‘Wallet balance’.
2. *Reduce the number of TMN call center 
inquiries regarding customer wallet usage.
3. The page should be able to state clearly with 
no confusion and able to tell customer to go next 
when they reach limit.

result from: 
1 - Data analytics
2 - CLT report
3 - User experience criteria

End-to-end Journey
New user + General User [KYC 2.x - 3.x]: 
User signs in to the TMN Wallet app, he opens 'ME' 
screen and sees our new menu 'Usage and 
Features'. This menu shows the amount of use per 
day/month clearly on each transaction type that he 
can currently do. In addition, he will be aware of KYC 
uplift to unlock other financial services and expand 
transaction limit when reached.

Heavy user:
User, who has a large number of daily [or monthly] 
transactions signs in to the TMN Wallet app, opens 
'ME' screen and sees our new menu 'Usage and 
Features'. This menu shows the amount of use per 
day/month clearly on each transaction type. So, it 
informs all the services he has access to and also 
allows him be confident to plan the use of financial 
services very well.

Team
1. Anna [Lead designer]
2. Richard [Designer lead]
3. K’Amorn [PL]
4. K’Gug [PL]
5. K’Sukit [PM]
6. K’Ponn [Business]
7. K’Purse
8. K’Kong [Dev Lead]
9. K’Aon [Architect]
10. Beam [Data analyst]

Stakeholders
1. K’Bomb [Product]
2. K’Apinand [Growth]
3. K’Nuttawadee [SBI] 
4. K’Christian
5. K’Kesorn [CLT]
6. K’Umaporn [CLT]
7. CLT team
8. K’Adhipad [R&F]
9. Marketing team
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KYC Uplift Reduce user 
questions.

Adding Customer 
wallet usage 
information

Hypothesis: We believe that ADDING the customer wallet usage data provides users [1] access to 
their own transaction status and financial services and will be aware of [2.] KYC uplift to unlock other 
financial services and expand transaction limit when reached.

Increasing limitation 
and the number of 

their financial 
transaction services.

Users understand the 
status of their financial 

services.

Hypothesis 

Result
The workload of the 

call center team.
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KYC Uplift Reduce user 
questions.

Adding Customer 
wallet usage 
information

Hypothesis: We believe that adding wallet usage information and limits will enable users to 
understand their spending situation so that they do not need to contact CLT for this information.

Increasing limitation 
and the number of 

their financial 
transaction services.

Users understand the 
status of their financial 

services.

Hypothesis 

Result

Reducing the 
workload of the call 

center team.
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Objective
 
● Inform the amount of use per day/month clearly in each 

transaction type.

● Let users unlock other financial services and expand 
transaction limit through KYC uplift

● Reducing the workload of our cell center
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Version 3 ✅
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Create the new menu 
‘Usage and features’

What’s the best CX for 
our new menu ?

If you’re user, What 
information do you want to 

know in this screen ?
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Research analysis
Customer Wallet Usage
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Finding research area focus
 
● E-wallet ⭐⭐⭐ : Upgrade account in order to upgrade their 

customer wallet usage such as ‘TMN Wallet’.

● Other financial apps ⭐⭐: Other type of wallet usage such 
as saving account, financial management, credit balance.

● Non-financial service apps ⭐: Inform the limit/status of 
something ex. Nutrition fact, Travel budget management, 
Collecting point for redeeming a coupon.
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Research area focus

Type 1* : E-Wallet [similar to TMN]
Reference quality: ⭐⭐⭐

Type 2 : Other financial apps
Reference quality: ⭐⭐

Type 3 : Non-financial apps
Reference quality: ⭐

Reference quality*: used for this project
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E-Wallet
Customer Wallet Usage #1
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TNG e-Wallet
Country: Malaysia

1. Just tap on the service 
you want, will lead you to 
upgrade your account.

2. If you already upgraded to 
‘Premium’, will shown this 

page.Tap ‘Profile’ pic. > ‘My Tier’
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Boost
Country: Malaysia

1. Highlight the importance of 
‘Wallet Balance’ by increasing 
the RM and BOLD.

2. CTA to add ‘money’ [can 
add now! In this page]

3. CTA to Upgrade the account 
to ‘Premium’

4. indicate ‘your status’ here

This point will be interested again 
in ‘Re-design ME screen project.’
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Boost
Country: Malaysia

‘Wallet’ icon > ‘My wallet’

‘BASIC’ Account ‘PREMIUM’ AccountUpgrade user account
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Grab Pay
Country: Singapore

2. Show ‘Transferable balance’ 
and have CTAs to transfer 
money.

1.
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GCash
Country: Philippines 1. inform the limitation and 

services via the table

2. Show the pop-up if it 
reaches the limitation.
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Cash App
Country: USA

Show the pop-up if it 
reaches the limitation.
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Country: USA

Show as a minimal 
plain text.

See more details on 
balance details.



p
ro

p
ri

et
ar

y 
+

 c
on

fid
en

ti
al

Tr
u

eM
on

ey
 D

es
ig

n
 T

ea
m

p
ro

p
ri

et
ar

y 
+

 c
on

fid
en

ti
al

Tr
u

eM
on

ey
 D

es
ig

n
 T

ea
m

Core structure
 
● Wallet balance

● Customer Wallet Usage

● CTAs

Wallet balance

Customer Wallet Usage

CTAs
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Other financial apps
Customer Wallet Usage #2
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SCB Easy 
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SCB Easy 

Set the budget and 
show the status in 

each graph.

1. My Balance

2. Spent [in each 
categories]



p
ro

p
ri

et
ar

y 
+

 c
on

fid
en

ti
al

Tr
u

eM
on

ey
 D

es
ig

n
 T

ea
m

p
ro

p
ri

et
ar

y 
+

 c
on

fid
en

ti
al

Tr
u

eM
on

ey
 D

es
ig

n
 T

ea
m

Dolfin
เบิกใชเงินทันใจผาน K PLUS                            

ดวยบริการ KBank Smart Cash

Like our ‘Pay next’

Remaining

Spent

CTA!

Menu > 
‘Dolfin money’
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Grab Pay
Country: Singapore

Show as ‘text’
And prioritise by size 

and BOLD.

*idea: Due to
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Revolut

Set the budget and 
show the status in 

each graph.
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Other ideas

Feedback
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Non-financial apps
Customer Wallet Usage #3
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Drop
Shop & Earn Free Gift Cards

You need 24,895 more 
points! To get 

‘Groupon’
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Life sum
Food tracking

Highlight the importance of data 
with the bigger circular graph. 
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Budget bakers

Remaining
Spent
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Board
Real-time Cash Flow of your business

Old UI

Current UI
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Ideation Workshop
link to the workshop

https://app.mural.co/t/truemoney6425/m/truemoney6425/1628948826277/66a0ddfb929bdcaf3f9396433e2e5544686e0eb9?sender=u84f2d5117f1031d465dc4216
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Today’s Objective 
 
● *Giving you have more experience in Customer Wallet Usage.

● Sharing you creativity & your opinions through various 
activities in ideation workshop.

● And definitely, giving our app the best user experience.
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Agenda
 
● Section 1  [15 minutes] : Project Details

● Section 2 [20 minutes] : Research Analysis

● Section 3 [10 minutes] : Review ‘Design brief’

● Section 4 [30 minutes] : Ideation Workshop

● Section 5  [15 minutes]  : Present your idea! 

*Please prepare your pen & 2 [A4] papers for this session 🙏
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Welcome to ‘Ideation Workshop’
 
● Recap: Design Brief [10 minutes]

● Sketch: Design Wireframe & Flow [15 minutes]

● Sketch: Add ‘Upgrade account’ CTA & Flow [5 minutes]

● Explain your thought [20 minutes]

*Please prepare your pen & 2 A4 papers for this session 🙏
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Customer journey: Transfer money

��

��

��

I have enough 
money.

I transfer 
money.

I got a slip.



p
ro

p
ri

et
ar

y 
+

 c
on

fid
en

ti
al

Tr
u

eM
on

ey
 D

es
ig

n
 T

ea
m

Customer journey: Transfer money

��

��

��

I have enough 
money.

I transfer 
money.

I got a slip.

🤔

🧐
��
��

I have enough 
remaining limitation. 

[I guess~]

I transfer money.

I got a slip.

Let’s see my 
wallet usage.

Enough 
limit
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Customer journey: Transfer money

��

��

��

I have enough 
money.

I transfer 
money.

I got a slip.

🤔

🧐
��
��

☑ 
Let’s KYC!

After KYC, My limitation 
will be increased

I transfer money.

I got a slip.

Let’s see my 
wallet usage.

Enough 
limit

Not 
enough 

limit

If KYC <4.0,I have enough 
remaining limitation. 

[I guess~]
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Customer journey: Transfer money

��

��

��

I have enough 
money.

I transfer 
money.

I got a slip.

🤔

🧐
��
�� ��

I will transfer again 
tomorrow/next month.

☑ 
Let’s KYC!

After KYC, My limitation 
will be increased

I transfer money.

I got a slip.

Let’s see my 
wallet usage.

Enough 
limit

Not 
enough 

limit

If KYC <4.0,

If KYC = 4.0,

I have enough 
remaining limitation. 

[I guess~]
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Design Brief:

“Create a new menu ‘Usage and features’ on ME screen 

[just 1 draft screen or you can add some suggested other involved workflow 🙏]

Objective: inform ‘Customer Wallet Usage’ data + unlock KYC                                                         
[in order to increase the limit! and 2 new services]

*Don’t forget! E-wallet goal!: we want our customers visit & do a transaction via TMN app
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Create the new menu ‘Usage and features’

If you’re user, What 
information is necessary to 

know in this screen ?

Wallet balance

Customer Wallet Usage
Show wallet usage information: 
graph? Bar? Number?, ...

CTAs
Create exp. to let them increase 

their limitation and new 
services.

Content requirement:

Per day/month
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Thank you for sharing your idea 🙏

K’Christian

K’Berrii

K’Karn

K’Ole

K’First K’Soong K’Lisa
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Required workflow
found during the design process
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1. Main Entry point

Wallet balance

Customer Wallet Usage
Show wallet usage information: 
graph? Bar? Number?, ...

CTAs
Create exp. to let them increase 

their limitation and new 
services.

KYC process

“Wallet and Usage”, our new menu
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2. Pop-up on ‘Transaction page’ [optional]

CASE 1
If users completed 

the limitation: 
“Standard user : 

KYC < 4.0”

Upgrade your 
account to 

continue transfer

CTA

CASE 2
If users completed 

the limitation: 
“Premium user : 

KYC = 4.0”

(You can transfer 
again next month, 
because, your limit 

….)

CTA
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Design Solution
First draft
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A/B Testing  [low-fidelity ver.]
 
● https://www.figma.com/proto/hcTYsRkx479ID9GsO74PGf/C

ustomer-Wallet-Usage-mini-A-B-Testing?page-id=0%3A1&n
ode-id=4%3A1853&viewport=241%2C48%2C0.21&scaling=sc
ale-down&starting-point-node-id=4%3A1853

●

https://www.figma.com/proto/hcTYsRkx479ID9GsO74PGf/Customer-Wallet-Usage-mini-A-B-Testing?page-id=0%3A1&node-id=4%3A1853&viewport=241%2C48%2C0.21&scaling=scale-down&starting-point-node-id=4%3A1853
https://www.figma.com/proto/hcTYsRkx479ID9GsO74PGf/Customer-Wallet-Usage-mini-A-B-Testing?page-id=0%3A1&node-id=4%3A1853&viewport=241%2C48%2C0.21&scaling=scale-down&starting-point-node-id=4%3A1853
https://www.figma.com/proto/hcTYsRkx479ID9GsO74PGf/Customer-Wallet-Usage-mini-A-B-Testing?page-id=0%3A1&node-id=4%3A1853&viewport=241%2C48%2C0.21&scaling=scale-down&starting-point-node-id=4%3A1853
https://www.figma.com/proto/hcTYsRkx479ID9GsO74PGf/Customer-Wallet-Usage-mini-A-B-Testing?page-id=0%3A1&node-id=4%3A1853&viewport=241%2C48%2C0.21&scaling=scale-down&starting-point-node-id=4%3A1853
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Next step:
 
● <this project is now on hold>



p
ro

p
ri

et
ar

y 
+

 c
on

fid
en

ti
al

Tr
u

eM
on

ey
 D

es
ig

n
 T

ea
m

p
ro

p
ri

et
ar

y 
+

 c
on

fid
en

ti
al

Tr
u

eM
on

ey
 D

es
ig

n
 T

ea
m

Tech concern:
 
● High cost > suggested to find the stat
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Send your questions to

ux-design@ 
ascendcorp.com 
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Thank you!


