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(! Introduction

N

Project Overview

This capstone project focuses on redesigning the Help category within the
YouTrip app to improve user support and overall usability. Through user research,
usability testing, and interface refinement, the project aims to create a more

Intuitive and accessible help experience—making it easier for users to find
answers, resolve issues, and feel confident using the app.
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0! Introduction: About YouTrip

What is

youtrip -

YouTrip Is a multi-currency mobile wallet designed for travellers. It allows users to
make overseas payments with no transaction fees, enjoy competitive exchange
rates, and manage multiple currencies easily—all within one app.
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Ol Introduction: The Challenge

The problem primarily affects frequent travellers Retail merchants who rely on smooth payment

who rely on the YouTrip card for day-to-day experiences to complete sales.

transactions while abroad. These users often use

the card for shopping, dining, transport, and other Customer support teams, who may face high

travel-related purchases. volumes of gueries due to unresolved issues In
the app.

Primary users: Frequent travellers who regularly

use YouTrip for international payments and value YouTrip’s brand and business reputation, which

fast, reliable, and seamless payment experiences. could be affected by negative user experiences

and poor app reviews.
Secondary users: Occasional travellers, digital
nomads, or remote workers who may not travel as
frequently but still depend on YouTrip for
cross-border transactions.
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Ol Introduction: The Goal

Enhance the in-app support experience in YouTrip by streamlining the flow
for users who encounter payment errors—enabling them to quickly access
relevant self-help resources and, if unresolved, connect with a live support
agent within 2—3 taps. This will reduce user frustration, improve time to

resolution, and increase confidence in handling payment issues.
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Research: Initial Findings

1. Users experience high frustration when payments fail without clear guidance. Lack of
Immediate context or feedback about the error increases anxiety, especially during
time-sensitive transactions.

2. The current support flow is not intuitive or responsive enough. Users struggle to find help quickly,
leading to app abandonment or reliance on external channels like social media or emaill.

3. Thereis a missing layer of actionable self-help content. Users want to resolve issues
Independently but currently lack access to tailored FAQs or troubleshooting steps directly tied
to the error they encounter.

4. Live supportaccess is buried or takes too many steps. In urgent scenarios, users need immediate
reassurance via human interaction, but current navigation hinders that experience.

5. Trustin the app is impacted by poor error recovery. Repeated payment failures without quick
resolution erode user trust and could lead to reduced app usage or churn.
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Research: User Interview Questions

Were you able to find the Support/Help section easily? If not, what did you try first?

Purpose: Understand natural user behavior before prompting about the Help section.

Can you walk me through what you would do in the app if a purchase transaction failed while
you were traveling overseas?

Purpose: Test discoverability and navigation clarity.

What was your first impression of the Support/Help section once you found it?

Purpose: Assess clarity, structure, and user confidence in the section.

Did the information or assistance provided in the Help section solve your problem or guide you
toward a resolution? Why or why not?

Purpose: Evaluate the quality and relevance of the support content.

If you could change one thing about how the app helps users with failed transactions,
what would it be?

Purpose: Gather suggestions for improving user support flow.

UX Design Bootcamp
with Vertical Institute

Capstone Project | Hui Chin Sim ©2025



UX Design Bootcamp
with Vertical Institute

Research: User Interview Insights

| expected to see a ‘Help’ or ‘Support’

button on the home screen or in the It took me quite a while to find the chat
main menu, but it wasn’t obvious. | ended feature to talk to Live Agents directly,

up tapping around a few different menus which in turn made me wait close to
before | found it buried under ‘More’. That 20 mins on hold before | got connected.

took me quite some time to find it.

It would be helpful if there’s a prompt or
shortcut that appears when a transaction
fails, like a button that says ‘Need help?’
and takes me directly to the relevant
support topic or contact option.

It wasn't very clear what | should click on
for a failed transaction. | had to browse
through a few FAQs before | found
something related.
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Research: Problem Statement

n

Users who encounter failed purchase transactions while using the YouTrip app overseas
struggle to locate and effectively use the Support/Help section. The support feature is not
Immediately visible, often requiring users to navigate through multiple menus. Even when
accessed, the content is not always intuitive or directly relevant to their issue, leading to
frustration and delays in resolving urgent problems. This impacts user confidence in the app

during critical moments when timely support is essential.

How might we make the YouTrip app’s Support/Help section more visible, intuitive, and

responsive so that users can quickly resolve failed transaction issues while traveling overseas?
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Research: User Personas

When I'm travelling,
| need everything to

work like clockwork.
One glitch in a
payment and it ruins
the moment totally.

Female
Singapore
Single

$6 - 7k monthly

Market Size

45%

MIKAELA PHAN, 28 years old, Freelance Content Strategist

Mikaela is a tech-savvy Singaporean who works remotely and travels often. She takes around four
overseas trips a year, blending work and leisure. She enjoys shopping for local fashion and food,
IS budget-conscious, and uses YouTrip to manage foreign spending and avoid exchange fees.

GOALS FRUSTRATIONS

Have seamless overseas payment experiences Delayed customer support when there's an issue abroad
without worrying about hidden fees. Plan trips (e.g., failed transaction or blocked card). Lack of proactive
easily, including budget estimates across notifications for exchange rates or transaction limits.
currencies. Get quick support if something goes Confusing currency conversion display during purchases.
wrong with a payment. Feels secure when App lags or fails in countries with weak mobile reception.

transacting abroad.

MOTIVATIONS FAVOURITE BRANDS

As someone who shops and transacts globally,

Mikaela is motivated by a sense of safety. MUJI %\ acim ]
AWAY NUJl -8\ nrmes

She needs to know her money is protected and

help is accessible if something goes wrong.
LANEIGE

CHANEL
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Research: User Personas

Market Size

25%

DYLAN CHOO, 41years old, Self-Employed

Dylan is a self-employed professional who travels a few times a year, mainly for business meetings or
short vacations. He values efficiency and clarity, especially when managing payments abroad. While not
a frequent traveller, he relies on YouTrip to avoid unnecessary charges and simplify currency conversions.

GOALS FRUSTRATIONS
Smooth, reliable payment experience when Frustration when transactions fail without clear
| don’t travel often, overseas. Quick resolution of issues without next steps or prompt.
but when | do, | needing to contact support directly.
expect my tools to be
reliable and easy to
navigate—especially MOTIVATIONS FAVOURITE BRANDS
when money’s Stay in control of overseas spending with clear |
involved. tracking and no hidden fees. Save time with V PeED BAKE R Bell. RosS

efficient, reliable tools while traveling for business.

Male Quick access to help for peace of mind during INNISFree
Singapore

Married
$8 - 10k monthly

payment issues.

Capstone Project | Hui Chin Sim ©2025



U3

Strateqgy

N

tcamp Capstone Project | Hui Chin Sim ©2025



UX Design Bootcamp
with Vertical Institute

03 sStrategy:

Dashboard

More

Help

FAQ Contact Us

Profile &
cards

Top up

Payment &

Transaction Transter

Referral &
Promotion

Sign Up

CurrentiA
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03 sStrategy:

Proposed IA

Payment
Issues

The Support section is now on the home
page for faster access during urgent issues Top Up &
like failed transactions. This allows users Balance

guickly reach FAQs, live chat, or support

A t&
without digging through menus - making

help easier to find when it's needed most.

Travel Issues
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Design Iterations: Revamp

Support Centre Page

youtrip The Support Centre
now has a cleaner,
functional layout

Your Balance ©

SGD

1288.80 S . where users can
! ; access to search,
FAQ & connectto
S Live Agent.
Support Feature xchange
The Support
Centre s now Live Agent Chat
more accessible _— e ! o
and placed in the sopsdone |;e agen;[ C_ at
main navigation Top Up +SGD$500.00 ofrers real-time
bar on the Louis Vuitton, KL RM8,088.80 support from a
SGD$2428.82

customer service
homepage Laneige, Seoul KRW368,800 ]
SGD$336.66 representative

In-app, helping users
resolve urgent issues
guickly—especially
while traveling.

Insure Support
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05 Takeaways: UX Test & Conclusion

A usability test was conducted to evaluate the revamped UX/UI design.

Key findings:

e 100% of users easily located the new Support Centre on the home screen

e Users completed help-related tasks faster, with fewer clicks

e Feedback highlighted the cleaner layout and clearer navigation as major improvements

e Users reported feeling more confident and less frustrated when resolving failed transactions
 These results validate the design changes and show strong alignment with user needs.

Capstone Project | Hui Chin Sim ©2025



UX Design Bootcamp
with Vertical Institute

Thank Youl!

N

This case study was a valuable chance to rethink how design can support users during stressful

moments. From identifying pain points to testing a cleaner, more accessible support flow, the process
reminded me how small UX changes can make a big difference.

I'm grateful for the insights gained and appreciate your time in exploring this journey with me.
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