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Making digital payments safe and easy for seniors

By: Stephanie Tiu
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SG seniors leads with highest
digital payment adoption in Asia

Since the pandemic, Singapore has emerged as a pioneer in digital payment
adoption among its senior citizens in Asia.

They have steadily increased their digital access and gadget ownership, as
well as transacted online more.

This positive phenomenon can be linked to a confluence of factors, including

widespread smartphone use, supportive government policies and robust
financial institution engagement among others.

Security and falling for scams
remain SG seniors’ top concern

Compared to general population, local seniors are less confident in identifying
scams.

So the government and banks have progressively rolled out extensive
campaigns to teach seniors about secure online practices.

They include IMDA's ‘Seniors Go Digital’ programme and OCBC'’s ‘Digital Silvers
Programme’, among others.

Source: Tech in Asia

Growth rates among SG Seniors

landscape research

Growth in Growth in Growth in
home internet computer smartphone
access access ownership
Growth in Growth in mobile app Growth in
Singpass payments for in- e-payment for
usage person transactions online transactions
Somewhat

concerned .

about becoming Seniors aged GeneraI.

a scam victim 60 & above Population
Moderately .

confident about Seniors aged General.

identifying scams 60 & above Population

Source: Singapore Digital Society Report 2023 (IMDA)



landscape research

Generally, seniors are less inclined to use
digital payments for these top reasons

Lack of Tech
Familiarity

Uncomfortable/ unsure about
using new technologies,
especially those involving
financial transactions. They
may find learning curve steep
and prefer familiarity of
traditional payment modes.

Security
Concerns

Often targeted by scammers
who exploit their trust and
vulnerability. Concerns about
data breaches, identity theft
and online fraud also deter
them from adopting digital
payments.

Preference for
Cash & Checks

Long-standing habits of using
cash and checks for their
transactions. They may find
these methods more tangible
and reliable, particularly for
budgeting and tracking
expenses.

Accessibility
Issues

Physical limitations or cognitive
impairments can make using
digital devices and apps
challenging for some seniors.
Small screen, complex
interfaces and a lack of
accessibility features may
hinder their adoption.



Current solutions in market are

mostly tailored for the general population:

Mobile Banking Apps

Most major banks in Singapore offer mobile apps
with simple interfaces for checking balances,
transferring funds and making payments. These
include DBS, OCBC, UOB and others.

PayNow

Singapore's national transfer system allowing users
to send and receive money using just a mobile
number or NRIC/FIN number.

NETS

A widely accepted payment method in Singapore,
NETS offers a mobile app for easy payments and
top-ups.

QR Code-based Payments

Many merchants in Singapore accept payments
via QR codes, including those generated by
mobile banking apps and e-wallet platforms.

Others:

Digital Wallets (eg ApplePay, Google Pay, AliPay)
Cryptocurrency (eg BltPay, Binance Pay)

Buy Now, Pay Later (eg Atome, Fave Pay Later)

the challenge

The Challenge

NO customised digital payment solution for

Seniors in terms of senior-friendly UX/UI to cater to their
needs/preferences

Their perceived pain points:

o Complex login/logout steps
o Non-intuitive user interface
(routing to different layers with multiple steps)
e Small fonts and non senior-friendly colour scheme/graphics
o Unclear features/next steps for easy follow through
e Chatbot-based assistance that doesn’t offer immediate solutions
(require DIY/self service)
e Live support/chat not available or not easy to locate for urgent requests such as report

of scams/unauthorised login



A user interview was
conducted with 5 seniors
with differing tech savviness
to uncover:

current digital payment usage

motivations and pain points
current experience

desired experience

user research

Age

Occupation

Gadget used

How tech-savvy do you consider yourself?

Do you use digital payments? Why?

(For non-users) What will motivate you to use?
How often do you use digital payments?
Which digital payment platforms do you use?
What do you use the digital payments for?
How would you rate your experience with your current digital payment platform(s)?
What issues have you encountered?

What are the most important factors for you in a digital payment platform?

What features would you like to see in an improved digital payment platform?
How likely would you switch to a new digital payment platform offering improved
experience?

Any other comments or suggestions?



Tech Issues

Don't have a
smartphone
to use these

apps

Don’t
understand
how digital

wallets work

| have trouble
remembering
all my
passwords

The website
and apps are
too
complicated

Not good with

tech so digital

payments are
confusing

Don't trust all
this digital
stuff. It's too
complicated

What if the
power goes
out or my
batt dies

Hard to keep
up with all
security/app
updates

Trust/Privacy

Feel like Lhke;h?
losing control pa?/iuncg v(\?ith
of my mone

y y cash
Like to keep Prefer cash.
track of my '
: . It's real money
spending with ;
in my hand.
cash

Afraid of Don’t want to

losing my

rely on tech

money if | use for everything

card or phone

. Don’t
I'm worried
. understand all
about making the f d
mistakes € feesan

charges

User findings - Affinity Mapping & Card Sorting

Security

Hackers/
scammers
might steal
my money

Not safe
online. | prefer
going to the
bank

Don’t want to
share my
personal info
online

Don't trust
companies
with my data

Functionality

Can'tuse in
some stores or
restaurants

Not enough

options for

paying bills
online

Wish | can use

my card for
more things

Don't always

have good
internet
connection

UX/UI

Apps are too Many S;tetps to
cluttered and Compel ea
confusing =lnpie

transaction
Wish the fonts .
Sometimes
were larger
i slow and
and easier to %
read gay

Support

Impossible to
talk to a real Online help is
person when | useless

have a problem

Spend hours

hold when | Don’t know
oh hold when where to find
call customer
support

service

user research



The Goal

How might we design and build
a safe and easy-to-use payment
platform for our seniors to encourage
or increase their usage?

(for the non-digitally savvy to digitally-savvy)?

Selected User Insights Trust/Security Support UX/UI

for Concept Development

Caveat: This concept does not Afraid of Hackers/ Impossible to Don’t Know ADpS a0 Many steps to Wish the fonts
ver seniors with special needs losing my scammers talk to a real where to find cluttered and complete were larg

and physical impairments/ money if | use might steal person when | I confusing simple and easier to

conditions, as well as non-English card or phone my money EiEEpesen e T . e EEEE oz read

options for now

the goal



Uncle Lui

defining the problem: user personas

76, Married with Grandkids, Family Business Owner

« Limited internet usage, but likely uses IE or =) * Landline phone, basic mobile phone for calls only
a basic browser if necessary O C-) » Traditional watch
» Face-to-face meetings with financial advisors .

Traditional mail for correspondence
Phone calls for inquiries

e Born and raised in a kampung (village), Uncle Lui experienced significant economic

"Don ,t trUSt a" this digita' changes and growth during his lifetime

e He is a classic rags-to-riches self-made towkay (boss) who built a successful business

Sthf: 't,S too comp 'icated’ in the manufacturing industry
l like to pay With CaSh n e Growing up in a non-digital era, he has limited exposure to technology, preferring face-

to-face interactions

Goals & Aspirations Hobbies
e Secure financial future for family Karoke, Golf, Taichi, Kopi with kakis, Travelling with
o Maintain comfortable lifestyle without significant family, Playing with grandchildren
changes
e Preserve family traditions, values and bonds

Needs & Motivations Frustrations & Challenges
« Peace of mind for family's financial security Difficulty understanding complex financial products

« Maintaining independence and control over finances Overwhelmed by technological advancements

« Seeking personalised and trustworthy advice Lack of trust in online platforms

« Building a legacy for future generations Feeling isolated from younger generations due to
technology gap...




68, Single, Former Teacher

Social media platforms (eg Facebook,
WhatsApp)
Email for communication

Online forums and communities

user personas

Chrome, Safari, or Firefox Cj-- e Smartphone, tablet, laptop
Online banking and financial management tools o 19 e Smartwatch or fitness tracker

”Many Steps to complete a Simple « Growing up in an urban environment, exposed to early technological

transaction. Wish the fonts were
larger and easier to read.”

Goals & Aspirations
e Maintain financial independence and security
e Stay connected with family and friends
e Explore new interests and hobbies
o Contribute to the community

Needs & Motivations
e Personal growth and development
e Staying active and engaged in life
e Helping others and giving back to the community
e Achieving financial stability for retirement

advancements

» Worked in a knowledge-based profession as a long-time teacher
and coach

o Continuously learning and adapting to new technologies

Hobbies

Painting, gardening, photography, travelling with
family and friends, trekking, pilates, online learning,
news and trend surfing, online discussions/chats

Frustrations & Challenges
e Difficulty finding reliable information online
e Concerns about online scams and fraud
e Limited access to age-appropriate technology and
services
e Feeling isolated from peers who are less tech-savvy...



Login

As a user, | As a user, | As 3 user. |
want don't want to want a 2—s:(ep
password-free type or recall 10Qin DFOCESS
login my password ginp

Settings/Profile

As a user, | want
to customise

As a user, | want
to manage my

As a uer, | want

. to be able to
account settings language, font
. update my .
and security o size, and
profile info e
preferences notification

Sign Up
W

As a user, | want

to know why your

app is better than
others

As a user, | want
to refer another
friend

Functionality

As a user, | want

As a user, | want As a user, | want

send and receive to see all my  GirseeiEe
o 4 vy intelligence to
money in few ac IVI. ies in SToITIR G
simple steps view next steps

Tracking/Logs

As a user, | want

As a user, | want As a user, | want

to be able to to view my to search for
track my transaction specific
spending and set history in an transactions by

budgets organised manner date or category

Authentication

As a user, | want As a'user, |
fingerprint As a user, | want videos on
or facial want MAS/govt how to use the
recognition authentication app

Notification

As a user, | want

to receive alerts )
reminders to do

or notifications :
perform certain
when | approach s
activities

my spending limit

As a user, | want

Ul

As a user, | want

As a user, | :

want good simple, opt-out
. features for

readlpg font those | don't use/
Slze can disable

Onboarding/Edu

As a user, |
want useful
tips & features

user stories x MoSCoW prioritisation

Loyalty

As a user, | want
track my loyalty
points and
redeem them
for rewards

As a user, | want
loyalty programs
that rewards
frequent use

Security/Support

As a user, | As a user, |
. As a user, | want .
want anti- I want to easily
. support within 1 i
scam security : contact live
minute
features support

Must have features

Should have features

Could have features

W Won't have features



Scan & Pay

Paynow

On/Off Al help
prompt

Request
Fund

Homepage

Tell me what you
want to do

Support

Report Scam

Log In

sitemap > homepage

New User
Sign up



Watch Tutorials

Hide personal info

Scan & Pay

Report Scam

Paynow

Paynow to Mobile

Paynow to NRIC
[FIN

Paynow to UEN

Share Transfer
Details

Save Recipient
Details

On/Off Al help

Dashboard
prompt
Request
Support
Fund il
Share Request Al Chatbot
Details
Request Other Call Us
Funds
Message Us
Watch Tutorials

Report Scam

Fund Balance

View Transaction
History

Check Balance

Top Up Fund

Profile

Change Profile

Security Settings

Notifications

Reminders

Change Passcode

Log in with
Biometric

Change Amount
Limit

Set 2nd Approver

sitemap > dashboard

Rewards

Reward Balance

Discover Vouchers

Redeem Now

Earn More



~—+ Report Scam

Support
Request
Homepage
ped Money
On/Off Al
help prompt By DO

Scan & Pay

New User
Sign Up

Log In

Key details

Biometric
Login

Numeric
Login

Set login
passcode

Successful )
| Login

-+ Unsuccessful

~ Unsuccessful

3 Successful
Login

Biometric
Option

Numeric
Option

Re-submit
passcode

Re-submit
passcode

Live Help

+ Unsuccessful —

Al Prompt

W Successful §
Login

Use numeric
passcode

Reset
passcode

user flow > homepage



S
ucces.sful Dashboard
Login

On/Off Al
Prompt Help

Report Scam
Hide
personal info

Watch
Tutorials

Discover
Vouchers
Rewards
Check
Balance
Update
profile
Profile
Change
passcode
View
transactions
Fund balance -
Check
balance
Support Al Chatbot
Request
Money
Select
contact...
Paynow
Scan
Scan & Pa
¥ QR code

Redeem

Earn More

Set
Security

Log in with
Biometric

Search
transactions

Top up
fund

Call

Input
amount

Authenticate
to confirm

See
balance

Update
balance

Select
notifications

Change

amount limit

Input
amount

Message

Confirm
details

Proceed

Set
reminders

Set 2nd
approver

Proceed

Tutorials

Proceed

Report Scam

user flow > dashboard + security settings

Change
passcode
Set
. Amount limit
Security
Set 2nd
Approver

Input amount

SMS
approval

Next of kin
approval



Targeted at senior
users, this digital
payment platform
offers a simple, safe
and ease-of-use
experience to them

Key Homepage Features:
e Perform direct payments
(Scan & Pay, Paynow, Request for Funds)
e Support
e Report Scam
e Login
e New User Sign Up

low fidelity prototype (Crazy 8’s)

4 a 7 ANA TN LR

=




Key Features

Homepage:

Perform direct payments

(Scan & Pay, Paynow, Request for Funds)
Support

Report Scam

Login

New User Sign Up

Authentication (3 Ways):

Numeric passcode

Fingerprint ID (biometric)

Face ID (biometric)

Up to 3 tries and account is locked

Successful login will lead to dashboard

For unsuccessful login, users can choose to reset
passcode or call support hotline

New User Sign Up:

Account Creation

Set Numeric passcode, Fingerprint ID, Face ID
Successful creation will lead to dashboard
Unsuccessful creation will lead to user support

ezy.pay
Safe, Easy for Seniars

Tell us what you will
like to do,

wekis i b @)
Sean d Pay Parniay
Frsiasst Sannan
Fiind
Repaort Soom

M User Sgn Up

[} ] Sl W -

Create your ezy.pay
account with us.

SEmes

b ohile Mo

Bl il -

Login with your
numernc passcode.

Lizin i wich fingargein 1D

1 2 3
4 5 6
7 8 9
0 &

Set your numeric

passcode for login.

(o nod share your passcode
with anyone

S yowr fingengprint 10

1 2
4

3

5 6

7 8 9
0 &

mid fidelity prototype > homepage + authentication + account creation

B=dn =il T -

Login with your
fingerprint 1D,

Flsia fea S00CIN 50N el Wi rasdy.

Loagin with face 10

Bedn =il T -

Set your fingerprint |D
for lagin

Pre=g and it vour finger
thrica to confirm,

=]y face 10

el sl T EE

Login with your
face ID.

Falsyop Sapred pcziag R i
taly cmprlaresd in U soean

41 vl T .

set your face ID
far login

Hold your face within the
gorean 1 the ring is
Compbatag

- H & il -
Welcome to
ezy.pay
'I-"
-]
-
& loading
e
&
H..
e sall T -

¥ou are all set to go!

Welcome to
ezy.pay

s

licailon i



Key Features

Dashboard:
» Key Transaction Functions
(Scan & Pay, Paynow, Request Fund)
e View Fund Balance, Recent Expenses &
Recent Receipts
« Salient Feature Callout (Logout, Report Scam,
Hide Mode, Tutorials, Voice Al help toggle)

Transaction Functions:
e User selection of function
(Scan & Pay, Paynow or Request Fund)
» Authentication or next steps are prompted
o Confirmation of payment or sent request will
appear as auto replies to users

Hial ull & -

H=CE: PRI

i e T

ezy.pay

wig  Logoud

Scan & Pa Paymaw Request
¥ ¥ Fund

Fund Balance tapLip

558050.50

2] Ty | F:ip-ﬁrlﬁﬂﬁ

Cafeg Pasmracy FEI1ED

Coid Sizings LT ]

T bujm el |

Ragerl Recspls

[ Lwale =g

B Rt o -7k =

Ercarsar Fremiam T SEITLLD

Hewrm Pralie Rerwvurde Rippan
k= Eh | sl T -

Choose your Paynow
recipients.

Liky heryy (Cousm] -

Others options

Faynoe 1o koiike
Fayraw ta HEICFIN

PayTaw ta IEN

® A& % O

Hisrm Pralis Suppan

AT ol T -

Scan QR Code,

(el
E#,

A1 sl T -

Choose your Paynow
recipients.

Ar ,

r“‘b Lily Cheng (Cousin)
Amount $%40.00
Authorised limit £2.500

Change Limil

@ A w @

Hixva Pazivg Pewordn Smppaort

(LR wll T -

Lagin with your
numaearic passcode,

Login with fingerpeing 10

Lagin with face D

1 2

3
6
9
€

~J
o 0 o

Gt il V.

Successfully Sent!

amaurt 5540050

Recipient  Lily Cheng
+65 B0 1234

28 AL 0B 30N
Cyremmenis: Cim sam imch

Shara iransfar deisils

Sanved naliplant detals

ﬁ.lnﬂH s B I'eg Up

mid fidelity prototype > dashboard + scan & pay + paynow + request fund

g:41 dll = -

Login with your
fingerprint 1D,

2
—~

Pleasa tauch sensor when raady

Lagin with face ID

a:a ull F .

Choose to request
funds from

Tim Ereg
Framcis Soh ]
Errrrmenls 1or' Hissopsan|
Kol monesy

@ & W ©

Hearra Prodika Rirsanirin Suppari

g:41 e

Login with your
face 1D

Make sure your faca is
fully capiured in the sereen

gl il -

Successfully Sent!

Amount 8500

Apcipent 1, Tim Eng
wil5 G000 1233

2. Francis Soh

@35S AESE 1T

20 A 0L 2 40T
DT K] e

Share request delals

Foesuses® Dbl Tunis

f= M-} | R
Successfully Sent!
amoent - S%250.50
To Unigio Orchard

Central

5 Py HEI4E 150E
Farkarmn ca Mo 8753458

Fund Balanca

S57.800.00

Suppar



Key Features

Support (5 Options):
e Al guide

Call hotline

Message

Video tutorials

Report Scam

Fund Activity (4 Options):
» View transaction history
e Search transactions
e Check fund balance
e Top up fund

A1 ol .

Choose your support
option.

Talk o Sles,

wour Al gilde
Call ik

Mosaage us

Wasch Tubooinis

SHphi SSam

a1 vl .

Choose your fund
activity.

Wirw irersaciion
hishory

ek halanga

Taon wo fund

B
Jo
%

©

41 ] T -

< Tell Smiles, your Al
guide, your help
request.

& 1 FmSHLLS. baw can b e yout

Wk O LAt by

O fade GLICKE HEME 15 WESM SR
[RAMSACTHINE.

Viopes prd fred Bl sanp Ll ma
breve i pou réae arvy o baldn

@

Call us

Fessage us

B
Jo
Ly

{®

RN all -

“  Your transaction

histary.

iEAECH TEANSECTION '-._
Ha Ap- ‘ary LT Ju LT ]
Tedey, 25 heg
Faxrednis
Cwr Prarrs: LT
[S-5RS F ] S
Reos e
Coegnis s REd
T R sfddoro o

B>
iJo
o
i©

LE il W -

<« Click the button to
talk to us now.

el a2y pay

Talx ta Sl
Four &l guase

kaszage us

Prakia Araside

@ 2 %9

G4 il T -

< Your current balance

San g
Fary hand

Wew transaciion
hisbomy

Top up fond

1>

Jo
[
{@

CH all -

“ Message us below.
We will get back
within T warking day.

Four maszage goas heme,

Tals 5 Smilas
pour &l guiks

Call us

Bl il T -

<« Top up your fund

balance.
Aot EHM.W
Ayt limit 52,500

Change timi

mid fidelity prototype > support + view fund activity

BN Al T -

« Choose your video

tutorial topic
Broemse Changs Raper
tealures passoode SEam

Hund o T wn
muoney furd flnd

Wimwy Whew lund Change

branz=act- balance prodie
ions

Chrangs Lisa Corae]

gsllings resw s s

@ ~ v ©

Py Apwmards Seepod

wdn sl T -

« HReport your scam to
us below.

TRl MasssgR .]:'IR:'-|'I'.::"'

Talk 1o Smikes,
pouT Al guido

Call ug

12
Jo
Iy
©

Rl wll -

< We have received
your message.

Rest assured that
we're working on it
and will get back to
you within 3 hours,

Talk 10 Smilas,
piolr Al guida

Callys

15
Jo
43

i©



mid fidelity prototype > update profile
Key Features

fra il T - 41 ol T - Bl il o - - JET] il -
Update your profile, « Update your personal « Update your & Set your reminder
details. notifications.
.'-'w:"-f I"|"-|: I=rTang e "-l'_':.';.r'_h‘;'l'lj-rl_-
Profile Update (8 Options): e i Roeanoes Ong & Push Notifcations
o Profile details Pt b Ao DrgTime  Jusil 038 91 i
; +BS GHRE 2945 =
o Update security preferences S i a Other Updates B o
am . Tl Addraks i .
 Update notifications i o W Wiy
. Worp e o | ST JP W Ermpei]y
L4 Set remlnderS Pussh Holilicaliane {\'1 & Ahordhly
Change Passcocs Husdental Addim=s - # Bmonthly
« Change passcode 45 Joy Strwal 5555555 P Emak [ @ W Charhary
L |_0g |n Wlth BIOmetrIC Loy in wilk Baormetng ﬂ SRS ﬂ Push MoiHications .:::.
e Change amount limit i o G «
Ciange A Lirmil
e Set 2nd approver - «
=t 2nd Ay Ml U
o o O
@ A w @ @ A w © @@ A W ©® O A w ©
Flrs Prelide Ewmmai R Hzra Mredie R B lesrn Pl b Avandn Sdppon b Preide B DT B
S il - Gk ol - a1 vl T - Srdd vl T - Sedd will ¥ - bkt wifl -
Koy in your new “ Set daily transter limit. « Set 2nd approver « Your passcode s < Your daily transfer and < Your 2nd approver is
passcode, et to protect your successfully changed! per transfer limits are successiully set!
. . transfers. successfully changed!
E. Cumeni Fasscooe Ve s iy it 2nd Joycelyn Ang
Vi Eadvink el p bl S0 S UHA) Racioant’s Hame = Enm'ﬁmnu": Limi Approvers RS Wk TS

St T e L b 530000 00D

Set per transfer limit.

L= A ] }
L ] L
Your Mew Per Translar Linss
Your conrend e’ Dafdbet bl SE50HE]

¥rds can o up ioe S5 HE DS

Srt amauwrt leri
roguiring 2nd aporoeal

Armsount e S81,0:00.00

Sat Trel Apgetiver

Change Pagscode

Sl e Ape (i

26 My 204 4 S} pr

char= approver detalls

Traneler furids
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Other Features

Authentification Failure & Support:

e Up to 3 attempts

e Support when account is temporarily locked

341

Enter your login
passcode,

teimints left

Hegel vaur gasscode

2

1
4
7

o 0 o;

'_-.'_.-

3
6
9
&

all .

2:41

Enter your login
passcode

Hesel your passcode

1 2

~J
o o o,

3
6
9
&

il T .

mid fidelity prototype > authentication failure & support

E:dll |I|I ? |

Your account is &
temporarily locked.

Don't worry, try again in 5
i, You can alsd resel your
passcode or call us

Rzt your passeoaes

Call us

—
o

3
6
9
&

o o O

41

Don't worry. We are

here, Choose your
help option,

THE to SmElas,
yoor Al puids

Call us



birthing the concept: brand style guide

lllustrations

ezy.pay is the friendly and trusted
companion and guide for seniors to
havigate the digital world with
confidence and ease

Gradients

Personality

Friendly
Calm
Trustworthy

Clear
Inviting
Assuring



Lo G O birthing the concept: brand style guide

Primary Logo Secondary Logo
(full colour) (full & mono colours)

TYPOGRAPHY

Aa Inter

Heading Clear, simple, easy to read

ezy.pay
PAY evpay
COLOURS Subheading Clear, simple, easy to read

o e o

Safe, Easy for Seniors

Button Text Clear, simple, easy to read
Body Text Clear, simple, easy to read

Sub Text Clear, simple, easy to read

Secondary Hues . . EEEEEQ




the first-in-SG
safe & easy
digital payment
solution for
seniors

Scan QR Code
or click on link
for interactive
prototype

https://bit.ly/4dPt72Y

Homepage

* QZ
®

Safe, Easy for Seniors

Tell us what you
will like to do.

E;_] AlHelp (®

%

Paynow

©

Collect
Fund

Support

{ @ Report Scam J

N
= )) New User Sign Up

zy.

Login with your
numeric passcode.

Login with fingerprint ID
Login with face ID

zy.

Login with your
numeric passcode.

Invalid passcode.
2 tries left.

Reset your passcode

Authentication and Login

Login with your
finger ID.

©

Please touch sensor when ready.

Your account is a
temporarily locked.

Don’t worry, try again in
5 min. You can also reset
your passcode or call us.

Reset your
passcode

J
. CallUs

A\,

ezy.pay

high fidelity prototype

Login with your
face ID.

-
® O
(Tl

Make sure your face is fully

captured in the screen.

ezy.pay


https://bit.ly/4dPt72Y

Account Creation

Create your ezy.pay
account with us.

Mobile No

j
1

ezy.pay

Set your humeric
passcode for login.

Do not share your passcode
with anyone.

Set fingerprint ID
Set face ID

Set AuthenticationID

Set your fingerprint ID
for login.

©

Press and lift your finger thrice
to confirm.

9:41

Set your face ID
for login.

ro
gl

Hold your face within the screen
until the ring is completed.

ezy.pay

Troubleshoot

—

Don't worry. We are
here. Choose your
help option.

[
Talk to SMILES,
your Al guide

.
l Call Us J

A\

ezy.pay

oo D .-= )

high fidelity prototype

Login Success

You are all set to go!

Welcome to

= ezy.
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Dashboard

w L O &

Hide Scam Tutorial Al Help

zy.

Welcome, Florence!

R S
Request [} Scan & Pay Authenticate Payment Success

Scan & Pa Paynow
y y Fund

\ /

Login with your Successfully sent!
face ID.

Login with your
finger ID.

9:41

Fund Balance

S$$8050.50

Scan QR code.
Login with your
numeric passcode.

Recent Payments View all > Amount $$250.50

‘oo’
L

To Uniqglo Orchard

Caring Pharmacy -$$33.80 Central

©

Please touch sensor when ready.

25 Aug 2024 1.56pm

Reference No: 123456
Make sure your face is fully

Cold Storage -5$55.40

Toastbox -S$7.50 Login with fingerprint ID

captured in the screen.
Login with face ID

2

Login with face ID
Recent Receipts View all >

Fund Balance

Daughter Jamie +S$850 $$8050.50

Brother Tim +5$67.50

GoldenYear Premium +5$2000.00

m ©® w O

Home Profile Rewards Support

3
5 6
8 9
0

”n ® w 6

eZY. pay Home Profile Rewards Support




Paynow

Choose your Paynow

recipient. ‘

Gly Cheng (Cousin) D

Other Options

-
. Paynow to Mobile

Paynow to NRIC
" /FIN

\,

E Paynow to UEN

”h @ w ©6

Home Profile Rewards Support

Complete Details &
Payment Success

9:41

Complete your
Paynow details.

Successfully sent!

Lily Cheng (Cousin) $$40.50

Lily Cheng

+65 90000 1234
Amount S$40.00
N 26 Aug 2024 8.30am

Comments: Dim sum lunch /
q Share Transfer
A .
Details

r:‘ Save Recipient
Ll Details

Authorised limit S$$2,500

Comments: Dim sum lunch

Fund Balance

b $$8050.50

m” ® w © M ® w 6

Home Profile Rewards Support Home Profile Rewards Support

Request Fund

Choose to request
funds from

Gim Eng
Grancis Soh

Amount S$5.00

Comments: Kopi money

-

R ® w ©6

Home Profile Rewards Support

high fidelity prototype

Sent Success

Successfully sent!

$$5.00

1. TimEng
+65 90000 1234

2. Francis Soh
+65 8669 1111

26 Aug 2024 4.40pm

Comments: Kopi money /

Share Request

Details
_J

Request Other
Funds

M ® w ©

Home Profile Rewards Support



all ¥ ==

Choose your support
option.

Talk to SMILES,
your Al guide

Call Us

Message Us

Watch Tutorials

Report Scam

h @ v 6

Home Profile Rewards Support

Al Chatbot

{ Tell SMILES, your Al
Guide, your help

&

request.

1
Q Hi! | am SMILES. How can | help you?
View my transaction history

@Y sure, CLICK HERE TO VIEW YOUR
TRANSACTIONS.

Hope you find that easy. Let me know

if you need any other help.

L . Call Us
L @ Message Us

/

"R & w ©6

Home Profile Rewards Support

Video Tutorials

Call Hotline Message

{ Message us below.

We will get back x‘

within 1 working day.

v G - -

( Click the button to
talk to us now.

i

\,

@ Message Us
L

Type Message Here

Talk to SMILES,
your Al guide

Talk to SMILES,
your Al guide

LB

w

Home Profile

9:41

{ Choose your
video tutorial.

below.

{ Report scam to us

high fidelity prototype

Report Scam

( We have received
your message.

@

Q © @

Browse Change Report
features passcode scam

Type Message Here

Rest assured that

we're working on it
and will get back to
you within 3 hours.

</ w (5

Send Request Top up
fund

)
Talk to SMILES,
your Al guide

o
S

ils 2 &

View View fund Change \_

Talk to SMILES,
your Al guide

~

' CallUs

>

transactions balance profile

7

A\,

Call Us

2w 0

Change Use Contact
settings rewards us

n ® w ©6

Home Profile Rewards Support

R @ w ©6

Home Profile Rewards

&

m ® w ©

Home Profile Rewards Support

Support
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Fund Activity

Choose your fund
activity.

Transaction History Current Balance Top Up Fund

< Your transaction
history.

< Your current

"4
balance. '

Fund Balance

$$8050.50

¢ Top up your fund
balance.

II View Transaction
% History

( Search transaction

Amount S$450.00

Check

Authorised limit S$$2,500
Balance

N %

L J
Request

Scan & Pay Paynow Fund

@ Top Up Fund

\

\

~ .

Mon Tue Wed Thu l View Transaction

K History
\ .

e ™

@ Top Up Fund
\ .

Today, 26 August 2024

Payments View all >

Caring Pharmacy -$$33.80

Cold Storage -S$55.40

Receipts
Daughter Jamie +S$850

GoldenYear Premium +5%$2000.00

M ©® w 6

Home Profile Rewards Support

M ©® w ©6

Home Profile Rewards Support

®

Profile Rewards Support

R @ w 6

Home Profile Rewards Support
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Profile

_Update your profile. Update Profile Notifications Set Reminder

v D - f .« G --- - e
( Update your personal { Update your ( Set your reminder. 0
)? (74

® &3

Change Security
Profile Settings

details. notifications.

Name
Push Notifications ()

Florence Ong z Mandatory for

transactions and rewards

{ Type Reminder Message Here l

Mobile Number
+ 659111 2345

Day/Time  Jun10, 2024  9:41 AM

Notificat-

: Reminders
ions

Email Address (optional) Other Updates Recurrence

Select your preferred methods to @ Daily @® Weekly @ Biweekly
receive our latest marketing messages @ Monthly @ Bimonthly @ Quarterly

@ Annually @ Biannually @ Ad-hoc

joy@gmail.com

Residential Address 4

45 Joy Street S555555

Push Notifications

Change
Passcode

P
Email Push Notifications

SMS Email

Log in with
Biometric

Mail SMS
—

Mail
.

Change
Amount Limit

”n @ w O R & n @ w ©

Home Profile Rewards Support Home Profile Rewards Support Home Profile Rewards Support

Set 2nd
Approver

R Q@ W

Home Profile Rewards




high fidelity prototype

o (P -

{ Change your -
passcode. ‘ ~
a Current Passcode

a New Passcode

B Confirm New Passcode

< Your passcode is
successfully
changed!

Change Passcode

T: Change
=  Amount Limit
\

>

Profile

, Update your profile.

Set 2nd
Approver

.

Transfer Limits

®@ &

Change Security
Profile Settings

< Set your daily transfer
limit.
S$0 S$$100,000

Your New Daily Limit

< Your daily transfer and
per transfer limits are
successfully changed!

n @ w 6

Home Profile Rewards Support

Set 2nd Approver

Change
Passcode

Your current daily limit: S$5,000
You can set up to: S$100,000

Notificat-
ions

Reminders

{ Set 2nd approver to
protect your transfers.

Qoycelyn Ang D

Set amount limit requiring
2nd approval

< Your 2nd approver is
successfully set!

(0] Set 2nd

Set per transfer limit. 2  Approver

S$5,000 $$100,000
O ®

Your New Per Transfer Limit

Change
Passcode

Your current per transfer limit: S$5,000
You can set up to: S$100,000

2nd Joycelyn Ang
Approver

+65 90000 1233

Log in with
Biometric

26 Aug 2024 4.40pm

Amount from S$1000.00

Change o Share 2nd
Amount Limit

Approver Details
_

mn @ w O

Home Profile Rewards Support

® w

Home Profile Rewards

T Transfer Funds
—
\ _

Set 2nd
Approver

n Q@ W

Home Profile Rewards

n @ w 6

Home Profile Rewards Support

R ® w ©

Home Profile Rewards Support




Authentication
Failure & Support

zZy.

Login with your
numeric passcode.

Invalid passcode.
2 attempts left.

Reset your passcode

2

zy.

Login with your
numeric passcode.

Invalid passcode.
1 attempt left.

Reset your passcode

2

Your account is a
temporarily locked.

Don't worry, try again in
5 min. You can also reset
your passcode or call us.

Reset your
passcode

ezy.pay

high fidelity prototype

oo D -

Don't worry. We are
here. Choose your
help option.

//
Talk to SMILES,
your Al guide

Call Us

ezy.pay




usability test & insights

SCOpe Of Usablllty TGSt overa" 4 75I5 Likes » Very clean design, not so cluttered, so less
With 2 Seniors y intimidating, font size is good for seniors

Satisfaction o

Dislikes None
1. Overall Satisfaction Score (based on 0-5):
- Your Likes
- Your Dislikes
2. Ease of use (based on O - 5):
o ase o use b Ease of Use What to Keep + Icons
- Conduct Payments
- View Transaction History
N

- Customer Support Create Account 4.5/5 What to Remove one
- Update Profile & Security Settings

Conduct Payments 5/5 What to Add/ « Make the 3 types of activity more visually prominent
3. Suggestions/Improvements: : : Ch as the dashboard page is currently the busiest

ange
- What to keep View Transactions 4/5 9 - maybe use different colours
- What to remove e ‘Request fund’ isn't as clear, thought it's bank loan.
- What to add/change Customer SUpport 4/5 Perhaps use ‘collect fund/money or ‘reimbursement’
.  For funds received, the transactions should be

4. Will you use it if this is launched? Updat.e Proﬂlg/ 4/5 encrypted by blockchain technology

Security Settings
5. Will you recommend others to use?

I Will use if launched  © Yes
Adoptlon e Yes if approved by MAS and government
& Recommendation

Will recommend to others -« Yes
e Yes after MAS and government endorse it



high fidelity prototype

Post Usability Test

Adjustments
Homepage Dashboard Current Balance Collect Fund

9:41 - |ll' ? - 9:41 - Ill' ? i)

» Qo @ & O ( Your current Ch
. . . . . . oose to collect
- 00" Hide Scam Tutorial Al Help Logout ;
o Differentiated 3 types of activity oo Zy. balance. '., funds from
(Scan & Pay, Paynow and COIIeCt Safe, Easy for Seniors ‘,; Zy.
Fund) with coloured fonts for greater Tell us what you Welcome, Florence! FundBaiance Gm Eng
distinction - on Homepage, will like to do. . 8$8050.50
Dashboard, Current Balance C = Erancis Soh
@ AlHelp C® Paynow C;I!I:(;:t
« Renamed ‘Request Fund’ to ‘Collect - A N o e = Ct Amount 595,00
. . — : ollec
Fund’ for greater clarity of meaning - ) S$8050.50 i Fund Gomments: capilimoney
aynow
Recent Payments View all > 4 N
lI View Transaction
@ Caring Pharmacy -5$33.80 | % History I
4
Collect s - Cold Storage -$$55.40 e N N
Fund uppor Toastbox -8%$7.50 @ TOp Up Fund

A\

Recent Collections View all >

[ @ Report Scam ]

+5%850

Daughter Jamie

—
n O w 6 m ® w ©

Home Profile Rewards Support Home Profile Rewards Support

Brother Tim +5%$67.50

GoldenYear Premium +5%$2000.00

h @ w 6

Home Profile Rewards Support

)v New User Sign Up




Market Lessons

e The future for elder/senior-centric solutions is bright and
lucrative: Globally, the projected elderly population will hit 1.5
billion in 2060. Singapore is also set to become a ‘super-
aged’ society in 2026 (where 1in 4 citizens will be 65 and
above).

e This demographic shift creates an urgent demand for
effective and scalable senior care solutions that can enhance
the quality of life for our elderly citizens.

e Given this rising phenomenon, this proposed senior-friendly
digital payment seems to be an afterthought that companies
can quickly act upon (as well as tailor their offerings towards
besides serving the general population), to seize this
immense elderly segment and drive their future profitability.

e This prototype, ideally, can also cater to wider groups of
seniors with varying needs and conditions to have pervasive
efficacy - with the integration of innovative features and
technologies.

card or phone my money have a problem

: market lessons & personal takeaways

Personal Experience/Takeaways

As someone without design background, | can immediately relate more to UX
as a regular consumer on this capstone project.

Ul however demands more design and creative abilities. It also takes much
practice and experience to build both form and function into the solution.
Given this experience, | believe | can provide a stronger UX POV with more in-
depth market and user research.

While Ul will require further skKills training and development to hone and refine
down the road.

All in all, the culmination of both UX and Ul in this digital payment prototype
brings immense satisfaction and joy to create and bring to life.

| believe the prototype has also largely delivered on the defined scope below,
derived from my user insights at the outset.

Selected User Insights for Concept Development

Caveat: This concept does not cover seniors with special needs and physical impairments/conditions, as well as non-English options for now

Trust/Security Support UX/UI
IAfrald of Hackers/ I;nf)ko:S|ble t? Dor't Know AR S E8 Many s;cetps to Wish thlerfonrts
osing my scammers alk to a rea where to find cluttered and complete a were large
money if | use might steal person when | simple and easier to

confusin i
support g transaction read



This capstone project leveraged
tools, illustrations and icons
from these places:

Figma

Miro

Canva
Adobe
Survey Monkey
Google Form
lcons8
Flaticons
Freepik
Pexels
Pixabay
Unsplash



By Stephanie Tiu

Get in touch with me:
sweettooth/8@gmail.com
linkedin.com/in/stephanie-tiu

Thank you



