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Applicant Detalls

Internal tool created for Morses Club, with intent to replace external tools for additional
customer application checks. Its implementation resulted in a 75% increase in acquisition
journey leads while reducing dependency on third-party tools, leading to cost savings for
the business.

View Full Prototype -»

Details
Scope Full-time work, creation of new internal tool
Role Concept, research, UX & Ul design
Tools Figma, Figjam, user feedback
Problem

Previously, the customer application-checking process was fragmented, time-consuming
and limited to specific managerial levels. This resulted in an unnecessarily prolonged and
inconvenient journey for the customer.

Key Question

How can we reduce form-fatigue while still essentially keeping the same number of
questions that we had before?


https://www.figma.com/proto/lkFi4IzOTT4JCdLZPHmFfz/?scaling=scale-down&show-proto-sidebar=1

Proposed Solution

We proposed to create a unified process, enabling all necessary internal staff to conduct
customer check-ins through streamlined question-and-answer forms. The aim was to
simplify the process for increased accessibility and efficiency.

»(Bustomer Service Agent (OSA)))
| Pam determines necessary Q8A forms

‘ CSA completes the necessary checks

Management
level met?

Yes
N
(Laan sale or decline)
Final stage Yes
of checks? or decline
Old Flow Proposed New Flow

Resedadrch

Investigated the original MAP solution architecture to determine what features could be
kept as is and what could be improved, cut or conglomerated.

Conducted Figjam-based Q&A sessions with Morses employees to prioritise essential
customer information and features. This collaborative approach ensured alignment with
user needs, enhancing the efficiency of feature prioritisation and ensuring a user-centric
design focus.
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Ideation

Developed two initial web-tool designs — a single-page solution and a multi-page solution.

View full board -»

The single-page solution was determined to be too overwhelming, so we opted for

navigation between multiple pages to answer the necessary forms.

Implemented iterative enhancements until all necessary features were incorporated. This
iterative process allowed for continuous improvement, ensuring the final design included
all essential features while refining usability and functionality based on users’ feedback

and their evolving needs.

Applicant Details

mas

Outstanding Actions

o=

e

Applicant

Lo d®

Applicant

Application

Multi-Page Solution


https://drive.google.com/file/d/11HI8dvwmusc43lFd3lcat1b8zaybblBL/view?usp=sharing
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Single-Page Solution

Visual Development

As an internal tool, the design did not require the same “flash” as that of the website.
Simplicity was the aim from the start. The reduced need for strong branding was
acknowledged, but there was still a desire to align with Morses’ colours.

Orange took on a primary role here, rather than its usual use as a secondary colour. This
helped to maintain alignment with the brand, whilst differentiating it from what we would
present to customers.

Consulting with employees throughout ensured strict prioritisation of necessary
information and actions, enhancing clarity and usability within the interface.
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Component Library

Established a Figma Component Library post-wireframe development, housing reusable
elements for consistency and scalability across current and future designs.

This approach streamlined implementation for programmers and QA testers by ensuring
cohesion across current and future designs. The library's creation promoted design
consistency, easting implementation and facilitating efficient testing and development
without extensive oversight.

Typography Text Input
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Please Note: This is condensed. This does not cover the full extent of the library.



Conclusions

PAM empowered MCL employees to aid customers with applications and bolstered risk
investigation, ensuring alignment with Consumer Duty and FCA guidelines. Its
implementation resulted in a 75% increase in acquisition journey leads while reducing
dependency on third-party tools, leading to cost savings for the business.

View Full Prototype -»

Screens


https://www.figma.com/proto/lkFi4IzOTT4JCdLZPHmFfz/?scaling=scale-down&show-proto-sidebar=1

9:41 all F -

PAM

Applicant Details

@00 @ rwn sz x|+

CAP Customer ID ABCDEF123456
€ 2 C 0 @& auth.apps.morsesclub.com/abcdef123456
First Name(s) Alyssa PAM
Surname Jiminez Appllcant Details
CAP Customer ID ABCDEF123456
Posicode 542 6DY
First Name(s) Alyssa
141 Queen Victoria Rd. . i
Full Address New Tupton wneme iminez
Chesterfield
Postcode 542 6DY
Date of Birth 05/27/1986 ol p 141 uueenmcn;_ria th.
ull Address ew Tupton
Chesterfield
Email hllam@comcast.net - 051271085
Mobile 07837 035965 Emall hllam@comeast.net
Mobile 07837 035965
Status Cutstanding Actions
Status Outstanding Actions
H : Outstanding Actions
Outstanding Actions 8
Responsible 5 m Responsible Lending >
Lending
m Underwriting > |':| Underwriting CRA Review >
CRA Review
Income ncome Validation
) o | Validati >
Validation
'ﬁ' Housing Benefit 5 ﬂ Housing Benefit >
& Council Tax Proof & Council Tax Proof
47 Vulnerability > & Vulnerability >

P> cras > b cras >

Fraud >
Review & Fraud Review >

Applicant Applicant

& Mark Custorer as Vulnerable

Pass to Fraud

& Mark Customer as Vulnerable

Pass to Fraud

Application

I

Application

Cancel Application

o Decline Application



Homepage - Mobile and Desktop
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PAM

Applicant Details

CAP Customer ID ABCDEF123456

First Name(s) Alyssa

Surname Jiminez
stcode S42 6DY

141 Queen Victoria Rd.

Full Address New Tupton
Chesterfield
Date of Birth 05/27/1986
F ) t
& Vulnerable Customer
Mohila 07837 NROAR
AA @ auth.apps.mor... &

< > M m O

Vulnerable Customer Toast
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Cancel Application?

What is the reason for cancelling the
application?

9:41 all T (.

Cancel Application?

What is the reason for cancelling the
application?

Select reason

Applicant as obtained credit from
another source

Applicant no longer requires the loan

Applicant found better loan options
elsewhere

Offered loan amount does not meet
applicant’s needs

Application process has taken too long

Applicant does not want a loan from
Morses Club

Select reason v
Notes
Write customer notes here...
Cancel Application
Return to Homepage
AA & auth.apps.mor... &

< > M M

Notes

Write customer notes here...

AA & auth.apps.mor... ¢

< > M M O

Cancel Application
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Decline Application?

What is the reason for declining the
application?
Select reason v

Has the customer’s application been
approved?

® N I
\\\O Yes / <O No j

Notes

Write customer notes here...

(1) Decline Application

Return to Homepage

AA & auth.apps.mor... e

< > M M

9:4
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Decline Application?

What is the reason for declining the
application?

-

Select reason v
Applicant failed CIFAS review
Applicant failed fraud review

The loan is not suitable for the applicant

Applicant indicated that taking the loan
will cause them financial difficulty

Applicant indicated they have provided
inaccurate information on the application

Applicant indicated they have no
intention of repaying the loan

Applicant has displayed rude or
aggressive behaviour

Applicant declined to provide additional

information

Has the customer’s application been
approved?

- N\ - N\

AA & auth.apps.mor... &

< > h m

Decline Application

©




PAM

CRA Review

Borrowing

Reasons for credit applications over the last
6 months?

[ Select v ]

You must select an answer

Reasons for borrowing over last 6 months?
(Including MCL)

[ Select v ]

You must select an answer

Do you use Buy Now Pay Later?

() No )

() Yes 1!
\\_\”/ '/F‘ W y.

You must select an answer

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

[ Select v ]

You must select an answer

Are repayments being made to clear the
arrears?

- ~,
KF\/ Yes Y (O No )

) )]
- '/; \\,J J

You must select an answer

Sustainability

Do you rely on your credit cards/overdraft
to pay for regular household bills or
groceries?

™ VL
() Yes ) No |
N AN /

You must select an answer

Has your financial situation improved
sufficiently to allow you to meet the
repayments for this loan and all your other
financial commitments?

— - ~
() Yes Y () Ne )

(O ) )

\= iy \\C"

You must select an answer

Do you anticipate any change to your
circumstances over the next 12 months,
that could impact your ability to meet
repayments?

/- ™
'k (J Yes. ] ) No

NG -

You must select an answer

S

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit CRA Review

® 08 @ pau-ancsenzasss x

@ auth.apps.morsesclub.com/abedef123456

PAM

CRA Review

Borrowing

Reasons for credit applications over the last § months?

[ Select v ]

You must select an answer

Reasans for borrowing over last 6 months? (Including MCL)

{ Select v J

You must select an answer

Do you use Buy Now Pay Later?
- ™
(O Yes ) (
(C

You must select an answer

No )

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

= 3

You must select an answer

Are repayments being made fo clear the arrears?

= N OO
( e ) (
) e J A

p
QO o

\_/

You must select an answer

Sustainability
Do you rely on your credit cards/overdratt to pay for regular
houtahGidtbills or graceries? paylorred
- N - B
:\ \(7) VYes /) K() No )

You must select an answer

Has your financial situation improved sufficiently to allow you
to meet the repayments for this loan and all your other
financial commitments?

G Yy(o o oW )
fes. ) O lo
&~ AN J

You must select an answer

Do you anticipate any change 1o your circumstances over
the next 12 months, that could impact your ability to meet
repayments?

U ) )

g e
(O Yes ) (O No )
N

N

You must select an answer

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit CRA Review



CRA Review - Example with Errors




9:41 il F ()

PAM

Responsible Lending

Borrowing
for credit ap over the last
4 months?
© 0@ @ ram-anccenzaass x |+
Select v <« G O @ auth.apps.morsesclub.com/abcdef123456

Reasons for borrowing over last 6 months?
(Including MCL)

Select N

Do you use Buy Now Pay Later?
) I/f\rj- No ‘j
A \\ - A

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

Select A

Are repayments being made to clear the

arrears?
- ™ B} ™,
Yes ) No |
S S/
Sustainability

Do you rely on your credit cards/overdraft
to pay for regular household bills or
groceries?

e

Has your financial situation improved
sufficiently to allow you to meet the
repayments for this loan and all your other
financial commitments?

Do you anticipate any change to your
circumstances over the next 12 months,
that could impact your ability to meet
repayments?

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit Responsible Lending

AA & auth.apps.mor... &)

< > 0 m O

PAM

Responsible Lending

Borrowing

Reasons for credit applications over the last 6 months?

Select ~

Reasons for borrowing over last 6 months? (Including MCL)

Select ~

Do you use Buy Now Pay Later?

Yes ) (O No

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

Select ~

Are repayments being made to clear the arrears?

Yes ) (O No

Sustainability

Do you rely on your credit cards/overdraft to pay for regular
household bills or groceries?

)

Yes ) (

Has your financial situation improved sufficiently to allow you
to meet the repayments for this loan and all your other
financial commitments?

Yes ) (O No

Do you anficipate any change to your circumstances over
the next 12 months, that could impact your ability fo meet
repayment

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit Responsible Lending



Responsible Lending




PAM

Underwriting
CRA Review

TransUnion ID 123456

Requested Amount £Amount

Income & Expenditure m

Borrowing

Reasons for credit applications over the last
& months?

Select v

Reasons for borrowing over last 4 months?
(Including MCL)

Select ~

Do you use Buy Now Pay Later?

Yes

Historical & Current Issues
Why did you default on [INSERT PRODUCT]?

Select ~

Are repayments being made to clear the
arrears?

Sustainability

Do you rely on your credit cards/overdraft
to pay for regular househeld bills or
groceries?

Has your financial situation improved
sufficiently to allow you to meet the
repayments for this loan and all your other
financial commitments?

Do you anticipate any change to your
circumstances over the next 12 months,
that could impact your ability to meet
repayments?

Yes No )

Notes

Write customer notes here...

Mark customer as Vulnerable

Decline Applicatio

2A & auth.apps.mor... ¢

)@ @ ran-avctenzsass x

@ auth.apps morsesclub.com/abcdef123456

PAM

Underwriting CRA Review

TransUnion ID 123456

Requested Amount 123456

Income and Expenditure m

Borrowing

Reasons for credit applications over the last 6 months?

Select ~

Reasons for borrowing over last 6 months? (Including MCL)

Select v

Do you use Buy Now Pay Later?

N
Yes. 1O No |
)L

Historical & Current Issues
Why did you default on [INSERT PRODUCT|?

Select ~

Are repayments being made to clear the amears?

p N/ ™~

Sustainability

Do you rely on your credit cards/overdraft fo pay for regular
household bills or groceries?

O Yes 1O No

Has your financial situation improved sufficiently to allow you
fo meet the repayments for this loan and all your other
financial commilments?

No

Do you anficipate any change to your circumstances over
the next 12 months, thaf could impact your ability fo meet
repayments?

— \

~N \
(O No |

Q

Notes

Write customer notes here..

Mark customer as Vulnerable

Decline Application
Submit Underwrifing CRA Review



Underwriting CRA Review
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Income and Expenditure B Save & Close

Income
Employment Income

per month

Benefits Income
per month

Child Benefits

per month

Housing Benefits
per month

Pension Income
per month

Other Income
per month

Total Income After Tax
per month

Expenditure
Mortgage
per month

Morses Club Loans
per month

Loans
per month

Home Credit
per month

Credit Cards
per month

Other Credit
per month

Rent/Property Maintenance

Cancel Save
£ XXXXXX
£ 000(XX
£ XXX
£ XOMXXXXX
£ XXX

£Amount

Edit
£Amount
£Amount
£Amount
£Amount
£Amount

£Amount

£Amount
per month
Council Tax £Amount
per month
Utilities, Phone, TV & Internet F£AmMount
per month
Groceries £Amount
per month
Childcare £Amount
per month
Recreation & Leisure £Amount
per month
Insurance £Amount
per month
Travel £Amount
per month
Total Expenditure £Amount
per month

WA & auth.apps.mor... ]

< > M

m

0@ @ ru-acunzs x|+

C O & authappsmorsesclub.com/abcdef123456

Underwriting CRA Review

TransUnion ID
Requested Amount
Expenses Proof

Pre Referral Answers

Income and Expenditure

Borrowing

Reasons for credit applications over the last 6 months?

Select

123456

£Amount

Hide b

Reasons for borowing over last 6 months? {Including MCL)

Select

Do you use Buy Now Pay Later?

~

Vs N

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

Select

Are repayments being made to clear the amears?

No

Sustainability

Do you rely on your credit cards/overdraft to pay for regular

household bills or groceries?

No

Has your financial situation improved sufficiently to allow you

1o meet the repayments for this loan and all your other
financial commitments?

(O Yes No

Do you anticipate any chan?e to your circumstances over

the next 12 months, that cou
repayments?

d impact your ability fo meet

No

Notes

Write customer notes here.

Mark customer as Vulnerable

Submit Underwriting CRA Review

o Decline Application

Income and Expenditure

Income

Employment Income
per month

Benefits Income:
per month

Child Benefits
per month

Housing Benefits
per month

Pension Income
per month

Other Income
per month

Total Income After Tax

per month

Expenditure

Morigage
per month

Morses Club Loans
per month

Loans
per month

Home Credit
per month

Credit Cards
per month

Other Credit
per month

Rent/Property Maintenance
per month

Councll Tax
per month

Utilities, Phane, TV & Internet
per month

Groceries
per month

Childcare
per month

Recreation & Leisure
per month

Insurance
per month

Travel
per month

Total Expenditure
per month

Underwriting Income and Expenditure Review

X Close

Edit

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

Edit

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount



PAM

Income Validation

Income Record

Is the proof of income received valid?

Type of Proof of Income received

Select type v

Payslip

Pension statement

Benefit statement

Multiple - see notes

Notes

Write customer notes here...

Is the customer Vulnerable?

(O Yes > (O No )
Submit Income Validation

AA & auth.apps.mor... ]

< > 4 m O

© 00 @ ram-anccen2aiss x 4

<

> C 0

@ auth.apps morsesclub.com/abcdef123456

Income Validation

Income Record

Is the proof of income received valid?
7
® Yes (O No )
\
Type of Proof of Income received

Select type v

Type of Proof of Income received

Select type v
Payslip

Pension statement

Benefit statement

Multiple - see notes

Notes

Write customer notes here...

Is the customer Vulnerable?

e ~ ~
(\‘O Yes ) (O No )

)
N e

Submit Income Validation

Income Validation




PAM

Housing Benefit &
Council Tax Proof

Housing Benefits Proof
Is the proof of income received valid?
Type of Proof of Income received

Select type v

How much does the customer pay?

£ 0000

Council Tax Proof

Is the proof of income received valid?

G

Type of Proof of Income received

_/

Select type ~

How much does the customer pay?

£ 0000

Notes

Write customer notes here...

Is the Customer Vulnerable?

(e N (7 N
\O Yes j \O No /

Submit Hou Benefit & Council Tax

AA & auth.apps.mor... ¢

< > ) m

© 00 @ pam-abccen2aass x4

<« C O & authapps.morsesclub.com/abcdef123456

PAM
Housing Benefit & Council Tax Proof

Housing Benefits Proof
Is the proof of income received valid?

N

® Yes (O No )

\ /

Type of Proof of Income received

Select type v

How much does the customer pay?

£ o00.00

Council Tax Proof
Is the proof of income received valid?
P
® Yes (O No )
Type of Proof of Income received

Select type v

How much does the customer pay?

£ 0000

Notes

Write customer notes here...

Is the Customer Vulnerable?

- N N

(O Yes ) (O No )

N 2N /

Submit Housing Benefit & Council Tax

Housing Benefit and Council Tax Proof




PAM

Vulnerability

Reason: Action Triggered

What condition does the customer suffer
from that makes them potentially
vulnerable?

Select condition v

Are you confident the customer is able to
make a fully informed lending decision?

o= ~ ~
( () Yes ) No ]
S / /
N J S/
Is there a potential for the customers
Vulnerability to change?

o Ve ™

Does anyone else manage the customers
finances for them?

Does the customer receive, or are they due
to receive, any specialist care (for
example, from a healthcare professional)
due to their vulnerability?

[~ ™
( () VYes No )
W ) Y,
Can the customer communicate clearly
with us?
~ ~
{ Yes No )
. )
Does the customer understand the Terms &
Conditions of the loan?

N

Privacy Notice

Please read out the Privacy Notice
statement to the customer.

Notes

Write customer notes here...

Submit Vulnerability

AA & auth.apps.mor... ¢

< > 0 m

© 00 @ pau-anccenzass x | +

C O & authapps.morsesclub.com/abcdef123456

Vulnerability

Reason: Action Triggered

What condition does the customer suffer from that makes
them potentially vulnerable?

Select condition v

Are you confident the customer is able to make a fully
informed lending decision?

Yes ) ( No

- /

Is there @ potential for the customers Vulnerability fo change?
O Yes ) ( No

Does anyone else manage the customers finances for them?

No

Does the customer receive, or are they due to receive, any
specialist care (for example, from a healthcare professional)
due to their vulnerability?

Yes ) ( No

No

Privacy Notice

Please read out the Privacy Notice statement fo the
tomer.

Notes

Write customer notes here...

Submit Vulnerability

Vulnerable Customer Review
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PAM

CIFAS Review

MCL Application ID 123456789012
CIFAS ID 123456
Requested Amount £Amount

Select CIFAS Review Category

Select category v
Select CIFAS Case Type

Select case type v
Select reason for review

Select reason v

Approved
<O Yes

Fraud?

ko Yes

>&Q No
)@
PICEE

)C@ No

Suspected?

<Q Yes

Credit Risk?

<O Yes

Notes

NN N N N

Write customer notes here...

Submit CIFAS Review

AA & auth.apps.mor... ¢

< > 0 m b

© 0@ @ rav-abcdenzass x |+

& > G 0 @& auth.apps.morsesclub.com/abcdef123456

CIFAS Review

TransUnion ID 123456789012
CIFAS ID 123456
Requested Amount £Amount
Select CIFAS Review Category
Select category v
Select CIFAS Case Type
Select case type v
Select reason for review
Select reason v

Approved?
N ™

(O s (O w )

\\J . N e

Fraud?

— R

(O Yes Y (O No D

\ J A\ /

Suspected?

<(\ Yes No \/
- e

Credit Risk?

e '~ N

< O Yes ) O No )
Notes

Write customer notes here...

Submit CIFAS Review

CIFAS Review



© 0@ @ ravoancdenzass x4
PAM
i°4

<« C O @ authapps.morsesclub.com/abcdef123456

PAM

Fraud Review
Fraud Review

Notes Notes

Please write in fhe reason for referring this application
Please write in the reason for referring this fo the Financial Crime Team

application to the Financial Crime Team
Write customer notes here...

Write customer notes here...

Submit Fraud Review

AA & auth.apps.mor... e

< > 0] m

Fraud Review

Testimonials

Dorian has a remarkable ability to capture not only what you want but what you need
through design. ... They can consistently back every design with customer data,
competitor analysis or best practice so you know that every detail has been thoughtfully
created in a way that keeps user experience at its heart.

- Sidonie Lawrie, Head of Product at Nurtur.Tech, Former Digital CX Product Lead
at Morses Club



During our time together at Morses Club, Dorian consistently demonstrated a deep
understanding of industry standards and trends in UlI/UX design space. ... Dorian's talent,
professionalism, and commitment to delivering top-notch work make them a valuable
asset to any team.

- Troy M, Business Analyst at CMAC Group, Former Business Analyst at Morses
Club

Morses Club Finance Portal: Enhanced
Design for Managing Data, Payments,
aond Loans

Account dashboard for finance applications, payments, loan details and personal data
management. Created for Morses Club - a loan company that provided non-standard
credit options.

View Full Prototype -» View All Screens >



https://www.figma.com/proto/ku68ieieftwuZeq9jzPztV/?scaling=scale-down&show-proto-sidebar=1
https://www.figma.com/design/ku68ieieftwuZeq9jzPztV/Demos---MCL-Customer-Portal?node-id=0-1&t=RkVKrt1e9pGrfWna-1

Context

Morses Club PLC was a UK consumer finance company that offered a variety of loan
products including home collected credit and online lending. The company entered
administration on November 17, 2023, and is no longer offering new loans.

At the time of this project, Morses were making a push to move the majority of their
services to digital and improve the usability of their existing digital lending services.

Details
Scope Full-time work, improvement on existing product
Role Concept, research, UX & Ul design
Tools Figma, Figjam, Hotjar
Problem

The customer portal served as a vital hub for users to manage personal data, apply for
finance, make payments, and access loan information. However, the platform design was
outdated, and modifying it previously depended heavily on third party development.

The portal suffered from an outdated design that underutilised available screen space;
lacking modern features and clear functionality. It also lacked crucial visual cues such as
icons, badges and distinct button shapes, compromising its usability and clarity of
purpose for users.
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putling Lou first

Hello [NAME]

Collection Frequency: Fortnightly

Recommenda

Friend

Contact

Morses Club

Logout [

Old Portal Design

Key Question

How do we make the shift towards a more function-focussed portal without stripping it of
the brand's personality?

Proposed Solution

Removing the non-functional “hero” banner and reducing the bright colours to declutter
the visual layout while assigning meaning and recognition to the retained colours.

On-screen actions would be re-ordered based on user and business priorities. Icons and
badges would be introduced with the aim of guiding customers towards frequently used
and essential features.

The layout would also be newly optimised for mobile.

Reseadrch



Competitor Research

Balance presented upfront

Smaller greeting, but

£150.00 still stylish
Withdrawal and payments el
prioritised
Cradit card
3479 currers b
- o
( £209.36 £12.28
" . Borr Powesr N
Ico:s ulzed tl:lro:trghout 9 wows Actions feature
0 alc navigation notifications
gt
Essential user info is *
front and center Neutral interface with pops P | Suggestions relevant to
of colour to . user needs
emphasise actions

Drafty* Zopa

Upon comparison with our direct and indirect competitors, it became apparent that our
portal fell short of customer expectations.

As Is: Product Analysis

Colourful interface fits

Creeting takes up Hello [NAME] the brand, but can be
a lot of e overwhelming
valuable sereen space

Buttons are large, but lack
space for the type of
notifications we need

Brightest colour
does not direct attention
to payments

No icons to emphasise
actions

While our portal had an inefficient “Hello" banner, competitors utilised their headers to
deliver relevant product news and display customer balances, providing more valuable
information.

from a screensnol for the sake of clarity

*Recrealed



Coloured buttons, while aligning with the brand, lacked clarity due to the absence of
icons, vague action titles, and shared colours across unrelated features. This would pose
challenges for users with impaired colour vision and situations requiring black-and-white

displays, impeding action identification and page distinction.

Ideation

Lo-fi wireframes of proposed page layouts

Logo | Contact Logo Contact
Balance Balance
EXXXX EXXX. XX
Héxt P it D XOUNOLNX Heéxt P; 1 D 0
= “:" o Using the header = "r:m = y
More room for for information
buttons to
display without 1 More room for
scrolling x x x m.,.. ! message-style
notifications
My Loans b Thaste Buttons more filled x Further 2
Credit
Less room for message out t_o feature
icons
message-style x x
: ; Make 3
notifications Rt ressage
Make & Payment Contact Us
x Contact L . it
- ower priority
Incorporating us :
All actions are x x several different J:;ﬁ;i:::tbhae
given roughly equal A . kinds of B e bottom
priority == ki notifications
X
Profile
Grid Stack

After creating the initial Figma design sketches, | collaborated with the Portal team,

leveraging their experience with direct customer interaction. This collaboration spanned
several weeks and involved multiple feedback sessions. Valuable insights emerged from
this iterative process, indicating that customers would benefit from condensed
announcements in a smaller header.
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Minimum Changes

Header remains, but

shrunken

Icons added

Message-style
notifications added

Minimum viable changes - what could be done immediately

Additionally, it was identified that prominently displaying customer number, balance, and
customer service agent contact details on the initial home screen would provide easy
access to vital information typically required when reaching out to us for assistance.

Header used for
account
infermation and
other important
details

Slideshow-style
<|| ows space to be
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Final Variants

Visual Development

Third-party icons were utilised to expedite the process, and where required, custom
vector icons were created for specific user needs, enhancing user comprehension and
navigation through visual cues.

These icons, integrated into coloured spheres following the logo design, reinstated brand
identity without compromising clarity.

Vital details such as announcements and customer information were deliberately
presented in black-and-white high-contrast, ensuring enhanced readability and ease of
location for users.

Morses Colours

mOOO

BDCF00

E5007D

F49900

Component Library

Established a Figma Component Library post-wireframe development, housing reusable
elements for consistency and scalability across current and future designs.

This approach streamlined implementation for programmers and QA testers by ensuring
cohesion across current and future designs. The creation of this library promoted design
consistency, easing implementation and facilitating efficient testing and development
without extensive oversight.



Typography Nav Buttons

Title - Nexa - 32pt "y Stock FA Icons
Subtitles/Labels - Nexa - 18pt Loans
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Custom Icons
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Please Note: This is condensed. This does not cover the full extent of the library.

Conclusions

Streamlining the portal design gave the site better clarity of purpose and Morses
experienced a drop in calls and complaints about the customer portal.

i @ @ i auth.spes.morsesdub.com.
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Title
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malesusda fames ac Iurpis egestas. Mullam blandit libero obortis purus dignissim, in

consactawr libero tincidunt, Cras vestibulum juste ipsem, id scelerisgus ipswem
pharaira dignissim. Sed slementum vel purus et posuere, Pellentesque iellus mauri...

Recd Mare p

My
Account Summary Loans

Cusiomer Name
Tatal Balance E2000XX

Last Fayment Date H AKX

@ Furthar
i
2 Refresh ) Credit

1. £ Feere

Account Summary & Customer Details kept separate from other slides on desktop to
make better use of screen space





https://www.figma.com/proto/ku68ieieftwuZeq9jzPztV/?scaling=scale-down&show-proto-sidebar=1

Screens
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putting you first CONTACT
Account Summary

Customer Name

Total Balance

EXXX.XX

Last Payment Date

XX/XX/XX

Please note: It could take up to 24h for your most
recent transaction to show here.

Last Updated: XX:XX

My
@ Loans )

Make a )
Payment
AP\ Further N
AA & auth.apps.mor... e

< > ) M

@)
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= My Profile

We will contact you via these details
depending on your marketing preferences.
Your Customer Service Representative may
also use these details to get in touch with
you.

Email

abc123@gmail.com

[ Change My Email ]

Mobile Phone Number

‘ 07700 900846 I

[ Change My Mobile Number ]

Landline Phone Number (Optional)

‘ 0141 496 0561 I
[ Edit My Landline Number ]
AA & auth.apps.mor... e

< > 0 m D
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= B MyLoans

@ TotalLoan Summary @ What's this?

Total (time) Repayments EXXX.XX
Total Balance EXXX.XX
oot e
g:mle':::rﬁ“gglance EXXX.XX
Arrears EXXX.XX
[ [ LoanDocuments ]
[ ® Payment History ]
My Active Loans A
AA @ auth.apps.mor... &

< > M M O

9:41
= @ Contact Morses Club
Send us an Emaiil A

What does your enquiry concern?

Select Enquiry v

Enter your comments

# Writetous A
AA & auth.apps.mor... e
< > M m
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= Make a Payment

Loans

In total, | want to pay

£ Enfer amount

Loan #27

£200 +

-9

Payment Breakdown i Info
Balance EXXX.XX
Weekly Payment EXXX.XX
Arrears EXXX.XX
AA & auth.apps.mor... e

@)

< > ) M

9:41 Wl 7 (.

eseemorsesclub

= £ Money Worries

At Morses Club Loans, we understand that
people's circumstances can change. We
will always offer you support if you're
experiencing financial difficulties.

We care about our customers. If you are
worried about how your situation may
affect an existing loan, please contact us

What can Morses Club do to help?

We understand that your income or
expenditure may change and that this can
affect your ability to make your loan
repayments. Morses Club will work with you
to agree an alternative solution that aims to
reduce some of the worry you might be
facing.

Morses Club don't charge any late or
missed payment fees. We will always work
with you fo give you some extra breathing
space on your repayments if you need it.

If you think you're going to struggle to make
your repayments, we'll be happy to help.

Please contact your local representative or
our friendly customer service feam who will

AA & auth.apps.mor... e

< > 0 m D




View All Screens -»

Testimonials

Dorian has a remarkable ability to capture not only what you want but what you need
through design. ... They can consistently back every design with customer data,
competitor analysis or best practice so you know that every detail has been thoughtfully
created in a way that keeps user experience at its heart.

- Sidonie Lawrie, Head of Product at Nurtur.Tech, Former Digital CX Product Lead
at Morses Club

During our time together at Morses Club, Dorian consistently demonstrated a deep
understanding of industry standards and trends in Ul/UX design space. ... Dorian's talent,
professionalism, and commitment to delivering top-notch work make them a valuable
asset to any team.

- Troy M, Business Analyst at CMAC Group, Former Business Analyst at Morses
Club

Creating a More Flexible Customer
Loan Application Journey for Morses
Club


https://www.figma.com/design/ku68ieieftwuZeq9jzPztV/Demos---MCL-Customer-Portal?node-id=0-1&t=RkVKrt1e9pGrfWna-1

An online customer loan application journey, created to give customers a more convenient
way of determining their lending eligibility. Created for Morses Club - a loan company that
provided non-standard credit options.

View Full Prototype -»

Context

Morses Club PLC was a UK consumer finance company that offered a variety of loan
products including home collected credit and online lending. The company entered
administration on November 17, 2023, and is no longer offering new loans.

At the time of this project, Morses were making a push to move the majority of their
services to digital and improve the usability of their existing digital lending services.

Details
Scope Full-time work, creation of a new product from scratch
Role Concept, Research, UX & Ul design
Tools Figma, Hotjar

Problem


https://www.figma.com/proto/TdyfdxWYSgDW2f4m0fyFxI/?scaling=scale-down&show-proto-sidebar=1

)‘ Customer

A
v Vv

Morses Agent Broker

Originally, the MCL loan sale journey was built to serve customers in the home only. Due
to operational challenges like the Covid-19 pandemic, the journey needed to be changed
to meet the resulting shift in customer behaviour towards remote & digital services.

The journey could be lengthy, with customers becoming fatigued with repeating their info
between the broker and their customer service agent.

The technology being used at the time also created a dependency on various third
parties, which came at a high cost.

Key Question

How can we make the application process more convenient for existing and repeat
customers?

Proposed Solution



Broker Customer New Customer

Returning Customer

N

Adapted Journey

N

Loan Sale

Customer

\)

Direct Journey

b

Morses Agent

The new journey needed to be adaptable based on how the customer was applying,
whether that be via a broker, through us directly as a new customer, or returning from our
customer portal.

This new journey would be designed and developed in-house reducing dependency on
third parties.

Research

In the absence of concrete customer data, relying on established UX best practices was
the most pragmatic approach for our research. Leveraging tried-and-tested
methodologies enabled us to guarantee a strong foundation for our design decisions.

Ideation

Initial wireframes were shaped by research into best practices. Wireframes were then
shown to product employees across the business to help flesh out the questions we
would need to ask customers.



.
EX00

After first release, the journey was expanded on using customer feedback and HotJar
recording sessions to identify and improve on problem areas.

Visual Development

Morses Club as it was when this project began, made use of 4 bright colours throughout
it's branding: blue, orange, pink and green. While this was effective in creating a
stand-out website, carrying all of them over into this long form risked visually overloading
the customer.

In the past, Morses heavily utilised the orange and blue colours in their branding (green
and pink coming in more recently). Combined with them being complementary to one
another, it felt most appropriate to use these on the form.

Component Library

Established a Figma Component Library post-wireframe development, housing reusable
elements for consistency and scalability across current and future designs.

This approach streamlined implementation for programmers and QA testers by ensuring
cohesion across current and future designs. The library's creation promoted design
consistency, easting implementation and facilitating efficient testing and development
without extensive oversight.
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Conclusions

The move to this digital journey enabled our customers to determine their loan eligibility
without having to rely on our opening hours, or a customer service agent being available.

Moving to an internally managed design allowed us to reduce our dependence on third
party suppliers, making it faster and more cost effective to change based on customer

feedback.

Internally managing the journey's design also meant that it would be easier to capture
user behaviour data and use that to drive future changes, such as the Income and

Expenditure Changes.




Screens - Returning Customer Journey
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Getting your details
ready
Please wait while we review your

information and confirm the next
steps.

Please do not exit this page.

9:41 Wl 7 (.

eseemorsesclub

Your Personal
Details

Please contact us to update this
information if it is incorrect

Title

L 2

First Naome

John ]

Last Name

(o |

Email

l AQGGA@gmail,com ‘

example@example.com

Date of Birth

[ 29/08/1990 ]

dd/mm/yyyy

9:41 all T (.

eseemorsesclub

Good news, you're
eligible to renew!

Due to your current outstanding
account balance, you are eligible
to apply for a renewal loan.

Select aloan to renew

Borrowed Amount Left to Pay

£LPX.XX

O ERBX.XX ELPX.XX

You are applying to renew the above
loan for an amount of

EXXX. XX

We'll get you to choose the exact
amount later in the application.

Amount you receive will be less than
the amount borrowed.

9:41
l Mr, v J

First Name

John ]

Last Name

(o |

Emaiil

l AQGGA@gmail,com ‘

example@example.com

Date of Birth

‘ 29/08/1990 ‘

dd/mm/yyyy

Please complete the remaining
sections

Mobile Phone Number

‘ 07700 900 532

What is the purpose of your loan?

Select Purpose v

Continue >

9:41 il 7 (.

You are applying to renew the above
loan for an amount of

EXXXXX

We'll get you to choose the exact
amount later in the application.

Amount you receive will be less than
the amount borrowed.

Your new loan will be partially used to
settle the remaining balance on your
current loan. Therefore, you will receive
areduced amount into your account.

art Application >

Representative Example

£400 loan repayable over 39 weeks
at £20.42 per week. Rate of interest
132% p.a. fixes; Representative
615.70% APR, Total amount payable
is £796

Next Steps

Tell us a little about you

9:41 il
L
example@example.com

D))
1

Date of Birth

l 29/08/1990

dd/mm/yyyy

Please complete the remaining
sections

Mobile Phone Number

07700 900 532

What is the purpose of your loan?

Select Purpose v

Vehicle Purchase

Vehicle Repairs

Home Improvements

Unexpected Bills

Education

Business Expense

Continue >
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L

First Naome

John

Last Name

E |

Email

l AQGGA@gmail,com ‘

example@example.com

Date of Birth

[ 29/08/1990 ]

dd/mm/yyyy

Please complete the remaining
sections

Mobile Phone Number
07700 900 532
What is the purpose of your loan?

Vehicle Purchase v

9:41 ol T (.

Postcode
PL7 TAA

Format: AAA AAA

Address Details

Please complete the remaining
sections

Residence Type

Living with Parents v

Property Type

Select Property Size v
Studio

1 Bedroom

2 Bedroom

3 Bedroom

4+ Bedroom

9:41 il T (.

eseemorsesclub

Your Address

Please ensure that the information
is correct

Address Lookup

Start typing your address

Flat/House Number

2

House Name

Orchard House

Street

Osmand Gardens

Line 2

Town/City

Plymouth

County

9:41 all T (-

Line 2

Town/City

Plymouth

County

Devon

Postcode
PL7 TAA

Format: AAA AAA

Address Details

Please complete the remaining

sections
Residence Type

Living with Parents v
Property Type

Studio v

9:41 il 7 (.
Postcode

PL7 TAA
Format: AAA AAA
Address Details
Please complete the remaining

sections

Residence Type

Select Residence Type v

Living with Parents

Council/Housing Association

Private Tenant

Home Owner

Property Type

Select Property Size v

9:41 ol T (.

eseomorsesclub

Your Employment
Details

Please complete all sections by
providing your employment details

What is your employment status?

Select Employment Status v

What type of job do you have?

Select Job Type v

What is the name of your employer?

How often are you paid?

O Weekly
QO Fortnightly

O Monthly

We will try to align your repayments with your
pay-date
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Your Employment
Details

Please complete all sections by
providing your employment details

9:41 il F (.

eseomorsesclut

Your Employment
Details

Please complete all sections by
providing your employment details

9:41 il 7 (.

eseemorsesclub

Your Employment
Details

Please complete all sections by
providing your employment details

What is your employment status?

Select Employment Status v
Full Time

Part Time

Homemaker

Temporary Employment

Self Employed

Receiving Pension

What type of job do you have?

Select Job Type v

What is the name of your employer?

9:41 ol T (.
What type of job do you have?

Construction v

What is the name of your employer?

Employer Name

How often are you paid?

Weekly )

/

On what day are you usually paid?

Monday v

QO Fortnightly

O Monthly

We will try to align your repayments with your
pay-date

How are you paid?

Cash/Cheque In Hand )

QO Direct into Bank

What is your employment status?

Full Time v

What type of job do you have?

Select Job Type v
Construction

Education

Finance

Health

Leisure/Culture

Local Gaovernment

What is the name of your employer?

9:41 all T (-

0000 MOrsesc

Income & Outgoings

Please complete all sections by
providing your income & outgoings

Monthly Income £0 A

Please confirm your monthly personal
income. This should be your income
(after tax) not your total household
income.

Employment Income (i ]
£ Enter Monthly Amount

Per month

Benefits Income e
£ Enfer Monthly Amount

Per month

Child Benefits o
£ Enter Monthly Amount

Per month

What is your employment status?

Full Time v

What type of job do you have?

Construction v
What is the name of your employer?

Employer Name

How often are you paid?
o Weekly
QO Fortnightly
o Monthly
We will try to align your repayments with your

pay-date

9:41 ol 7T

(-]

Child Benefits
£ xxx

Per month
Housing Benefits i ]
£ xxx

Per month

Pension Income (i ]

£ xxx
Per month
Other Income (i}
£ xxx

Per month

Based on the info above, we calculate
your Monthly Income after tax to be:

£XXX per month
Outgoings £0 v
Disposable Income £XXX
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Outgoings £YYY A
Please enter your monthly outgoings
information, including any regular
outgoings.

For any joint expenses you may have
with another person, please only
include your share.

Credit Expenses

Mortgage i ]
£ xxx ]

Per month

Morses Club Loans i ]

£ Enter Monthly Amount

Per month

Other Loans i ]
£, Enter Monthly Amount

Per month

Home Credit (i}

£ Enter Monthly Amount

Per month

94 ol T (.

Living

Groceries i ]
£ xxx

Per month

Childcare (i}

£ xxx

Per month

Recreation and Leisure (i ]

£ xxx ]

Per month

Other Living Expenses ()
£ Enter Monthly Amount
Per month

Insurance & Travel

Insurance ()
£ Enter Monthly Amount

Per month

Travel (i}

9:41 all T (.

Mortgage (i ]
£ xxx

Per month

Morses Club Loans (i ]
£ xxx

Per month

Other Loans (i ]

‘ £ xxx ]

Per month

Home Credit (i ]

£ Enter Monthly Amount

Per month

Credit Cards (i ]
£ Enter Monthly Amount

Per month

Other Credit ;)
£ Enter Monthly Amount

Per month

9:41

oo

Other Living Expenses (i ]

£ xxx

Per month

Insurance & Travel

Insurance 0
£ xxx

Per month

Travel o

{ﬂ XXX

Per month

Based on the info above, we calculate
your Monthly Outgoings o be:

£YYY per month

Disposable Income £777

We calculate your Disposable Income
to be:

£777 per month

9:41 il T -
Other Credit e
£ xxx
Per month
Bills

Rent/Property Maintenance (i ]
£ xxx

Per month

Council Tax (i ]

lﬁ XXX

Per month

Utilities, Phone, TV & Internet @
£ Enter Monthly Amount

Per month

Living

Groceries (i ]
£ Enter Monthly Amount

Per month

Childcare (i ]

~

D))
1

9:41 il

Insurance
£ xxx
Per month
Travel 6

£ xxx

Per month

Based on the info above, we calculate
your Monthly Outgoings fo be:

£YYY per month

Disposable Income £777

We calculate your Disposable Income
to be:

£777 per month

This is the amount of income you have
left to spend each month after paying
all outgoings
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Your Situation

We use this information to better
understand your personal
circumstances

9:41 il T (.
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Your Situation

We use this information to better
understand your personal
circumstances

Are you expecting a decrease in
income during the term of your
loan?

o Yes
o No

Are you expecting an increase in
outgoings during the term of your
loan?

QO Yes
O No

How many adults live in your
household?

O

M no

9:41 Wl 7 (.

How many adults live in your
household?

(o )

O 2+

How many children (16 & under) live
in your household?

CE )

O

O 2+

Do youown acar?

(o )

Are you engaged with any 3rd party
such as Citizens Advice (CAB) or a
Debt Management Company (DMC)
about your debts?

O vYes
O No

Are you expecting a decrease in
income during the term of your
loan?

(0w )

How much do you expect your
income to decrease by?

‘ﬁxxx

Per month ‘

O No

Are you expecting an increase in
outgoings during the term of your
loan?

O Yes
O No

| W PRV RN PR | N N

9:41 il T

Are you engaged with any 3rd party
such as Citizens Advice (CAB) or a
Debt Management Company (DMC)
about your debts?

QO Yes

o )

Have you entered or are you
entering into a Bankruptcy/
Sequestration/Debt Relief Order
(DRO) or an Individual Voluntary
Agreement (IVA)?

QO Yes

o )

Do any of the below statements
regarding your circumstances apply
toyou?

I rely on credit to repay my priority

¢ debts

I have a physical or mental health
® condition that impacts my ability
fo manage my finances

I have a leaming disability that
® impacts my ability to manage my
finances

I have a substance abuse

& nrohlam/Aaddictian e A Aleahal Ar

9:41 il 7 (.

Are you expecting an increase in
outgoings during the term of your
loan?

(o )

How much do you expect your
outgoings to decrease by?

£ Per month

O No

How many adults live in your
household?

O
O 2+

How many children (16 & under) live
in your household?

Qo
O
O 2+

Do youownacar?

9:41 Wl 7 (.

on )

Do any of the below statements
regarding your circumstances apply
toyou?

| rely on credit to repay my priority

® Gebts

I have a physical or mental health
©® condition that impacts my ability
to manage my finances

I have a learning disability that
® impacts my ability fo manage my
finances

I have a substance abuse
® problem/addiction (e.g. alcohol or
drugs)

| have a gambling problem/
addiction

® | have aterminaliliness

O Yes | am experiencing one or
more of the above

° No, none of the above
statements apply to me

Is there anything else that may
affect your ability to manage your
loan or communicate with us?

QO VYes




deb"rs

| have a physical or mental health
® condition that impacts my ability
to manage my finances

I have a learning disability that
® impacts my ability to manage my
finances

I have a substance abuse
® problem/addiction (e.g. alcohol or
drugs)

I have a gambling problem/
addiction

® | have aterminaliliness

@) Yes | am experiencing one or
more of the above

o No, none of the above
statements apply to me

Is there anything else that may
affect your ability to manage your
loan or communicate with us?

O Yes
(o )

9:41 il

eseomorsesclub

Declaration

Please review the information
below and confirm you are happy
ro proceed.

| confirm | have read and agreed to

[ our Privacy Notice
[ ourTerms and Conditions

Using the information provided when
you originally made contact, we
carried out an initial credit search. This
initial search was a ‘soft’ one, which
means it will be visible fo you, but not to
other lenders and organisations. This
helps us decide whether we can offer
you a loan today.

If you accept our loan offer, we will
carry out a ‘hard’ credit application
search which will be visible on your
credit file fo other lenders.

As a home collect credit company,
payments can be collected from your
home. Alternatively, you can make
repayments remotely.

9:41 il T (.
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Bank Details

We require your bank account

details to fund your loan, please
provide the information below.

Bank Name

Select your bank v

Account Number

Your 8-digit account number

Sort Code

By proceeding to the next step, you
are acknowledging and confirming
the following:

® |am the authorised account
holder of this bank account.

o |agree to the funds being
deposited into this specific bank
account.

® | am aware that Morses Club will

[ SUR TR R Y

9:41 il T

Our Privacy Notice

X Close

Why do we have a Privacy Notice?

We have developed this notice
because we want you to feel confident
about the privacy and security of your
personal information and because we
would like to explain how we will use
and process it. Morses Club PLC (“we”,
s”, “our”) is your controller and
abides by applicable data protection
laws.
When we refer to "personal
information" in this Privacy Notice, we
mean information which identifies you
as an individual (whether on its own or
in connection with other information
that we hold about you). For example,
your name, address, email address,
phone numbers, and perhaps some
less obvious details like a list of
payments you already make. We hold,
use and share data about you in your

Ammanib An A Amnalimnar far bha

9:41 il T (.

details to fund your loan, please
provide the information below.

Bank Name

Barclays v

Account Number
XXXXXXXX

Your 8-digit account number

Sort Code

00 - 00 - 00

By proceeding to the next step, you
are acknowledging and confirming
the following:

® | am the authorised account
holder of this bank account.

® |agree fo the funds being
deposited into this specific bank
account.

® | am aware that Morses Club will
not take payments from this bank
account without my instruction or
consent.

9:41 il

Our Privacy Notice X Close

allu/uI apply 101, aliu di€ duLepLey 1ul,
aloan and as part of the other
services that might be included as part
of this process.

Last Title

Praesent eleifend, magna non vehicula
dignissim, nisi risus aliquam lacus, id
tempus tellus sem id urna. Interdum et
malesuada fames ac ante ipsum primis
in faucibus. Nullam consectetur
tincidunt metus, non vulputate velit
hendrerit ut. In nec justo lacus.
Vestibulum nisi nisi, semper non
molestie tincidunt, luctus sit amet
massa. Phasellus porta id sem placerat
auctor. Duis ut mi ac nisi vulputate
malesuada.
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Declaration

Please review the information
below and confirm you are happy
ro proceed.

| confirm | have read and agreed to

[ Our Privacy Notice ]

[ ourTerms and Conditions

Using the information provided when
you originally made contact, we
carried out an initial credit search. This
initial search was a ‘soft’ one, which
means it will be visible fo you, but not to
other lenders and organisations. This
helps us decide whether we can offer
you a loan today.

If you accept our loan offer, we will
carry out a ‘hard’ credit application
search which will be visible on your
credit file to other lenders.

As a home collect credit company,
payments can be collected from your
home. Alternatively, you can make
repayments remotely.

9:41

eseemorsesclub

Declaration

Please review the information
below and confirm you are happy
ro proceed.

| confirm | have read and agreed to

[ Our Privacy Notice J

[ Our Terms and Conditions J

Using the information provided when
you originally made contact, we
carried out an initial credit search. This
initial search was a ‘soft’ one, which
means it will be visible fo you, but not to
other lenders and organisations. This
helps us decide whether we can offer
you a loan today.

If you accept our loan offer, we will
carry out a ‘hard’ credit application
search which will be visible on your
credit file fo other lenders.

As a home collect credit company,
payments can be collected from your
home. Alternatively, you can make
repayments remotely.

9:41

Terms & Conditions

X Close

Introduction

This website is operated and provided
by Morses Club PLC(“we”, “us”, “our”).
Our company registration number is
06793980.

By using our website, you agree to all
of the terms and conditions as set out
below (“Terms of Use”) which will
govern your use of our website.
These Terms of Use are effective from
10/04/2017. We may change these
Terms of Use from time to time by
updating this page. We will not
necessarily bring changes or updates
to your attention so please revisit this
page periodically to re-read these
Terms of Use and to ensure you are
aware of any changes. Your use of the
website after a change has been made
constitutes your acceptance of the
amended Terms of Use.

all F ()

9:41

Terms & Conditions

¥ Close

awaie Ul ally LHdiges. Tuun use Ul uie
website after a change has been made
constitutes your acceptance of the
amended Terms of Use.

Last Title

Praesent eleifend, magna non vehicula
dignissim, nisi risus aliquam lacus, id
tempus tellus sem id urna. Interdum et
malesuada fames ac ante ipsum primis
in faucibus. Nullam consectetur
tincidunt metus, non vulputate velit
hendrerit ut. In nec justo lacus.
Vestibulum nisi nisi, semper non
molestie tincidunt, luctus sit amet
massa. Phasellus porta id sem placerat
auctor. Duis ut mi ac nisi vulputate
malesuada.

9:41

you a loan today.

If you accept our loan offer, we will
carry out a ‘hard’ credit application
search which will be visible on your
credit file to other lenders.

As a home collect credit company,
payments can be collected from your
home. Alternatively, you can make
repayments remotely.

Please tick below to agree to this and
click ‘Submit My Application’ to
continue. Once you have done this you
will not be able to amend your details.

Please note: the loan amount or term
offered may be different fo what you
have applied for.

If you have any questions regarding the
loan you are applying for, or need help

with your application, please visit our
FAQs or Contact Us.

Finalising my loan

| agree to discuss my application and
personal loan requirements with Morses
Club.

[ 1 agree ]

Submit my application >

ol T (-
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Making a Decision

Please wait while we review your

information and confirm the next
steps.

Please do not exit this page.




Screens condensed.

View Full Prototype -»

Testimonials

Dorian has a remarkable ability to capture not only what you want but what you need
through design. ... They can consistently back every design with customer data,
competitor analysis or best practice so you know that every detail has been thoughtfully
created in a way that keeps user experience at its heart.

- Sidonie Lawrie, Head of Product at Nurtur.Tech, Former Digital CX Product Lead
at Morses Club

During our time together at Morses Club, Dorian consistently demonstrated a deep
understanding of industry standards and trends in UlI/UX design space. ... Dorian's talent,
professionalism, and commitment to delivering top-notch work make them a valuable
asset to any team.

- Troy M, Business Analyst at CMAC Group, Former Business Analyst at Morses
Club

Reducing Form-Fatigue with Strategic
Income & Outgoings Page
Enhancements


https://www.figma.com/proto/TdyfdxWYSgDW2f4m0fyFxI/?scaling=scale-down&show-proto-sidebar=1

Tackling pain points within the “Income and Outgoings” portion of the digital customer
journey. Created for Morses Club - a loan company that provided non-standard credit

options.

View Final Prototype =

Context

Morses Club PLC was a UK consumer finance company that offered a variety of loan
products including home collected credit and online lending. The company entered
administration on November 17, 2023, and is no longer offering new loans.

At the time of this project, Morses were making a push to move the majority of their
services to digital and improve the usability of their existing digital lending services.

Details
Scope Full time work, improvements on existing product
Role Concept, Research, UX/UI Design
Tools Figma, Figjam, Hotjar

Problem


https://www.figma.com/proto/9BpfEDVuj9KOsCtXJpJDUv/?scaling=scale-down&show-proto-sidebar=1

Having no existing customer data to rely on meant that the initial design for the digital
customer journey had a degree of freedom and exploration in its design. However, it also
meant that the initial Income and Expenditure page design was primarily driven by
business interests and compliance guidelines, rather than being more tailored to fit
Morses' actual user base.

The Income and Expenditure section of our online form faced poor customer reception.
Customers could not figure out the purpose of the disposable income calculation, or why
certain inputs were required from them. This was not aided by the length of the page,
which was much longer than other pages in the form.

Key Question

How can we reduce form-fatigue while still essentially keeping the same number of
questions that we had before?

Proposed Solution

Rather than sticking with a single page, we opted to take the I&E inputs and spread them
across our existing form pages. Relevant I&E questions would be grouped with other
existing questions in a similar vein. For example: mortgage and rent payment questions
would be placed next to address and household questions.

Asls
Income & Expenditure
- Employment Income « Mortgage
( Apply Now ) + Benefits Income + MCL Loans | Your Circumstances
+ Child Benefits « Other Loans
+ Housing Benefits + Home Credit
+ Pension Income + Credit Cards
i « Other Income « Other Credit J7
« Rent/Maintenance .
About You « Council Tax Declaration
« Utilities
« Groceries
W oCmﬁcme WV
Leisure
I Address + Other Living (Loan sale or decline)

Expenses
« Insurance
« Travel




( Apply Now

)

To Be

Everyday Spending

« Utilities
« Groceries
* Leisure
« Other Living
N Expenses
- . | Your Household Car Ownership Qs
out You .
Employment Loans & Other Credit « Travel
INSomS Insurance
Opt-In *
Qopt_B_:r:efits + Other Morses Club Increase/Decrease in
Loan Income/Spending
+ Other Income . Other loans & N
J « Pension credit {C:;;r;:Jiu:ljrances Qs
Circumstances Qs « Credit Cards par
Address (Partial
. (Partial) Circumstances Qs \I/
Address Questions . A
+ Childcare payments (Partial) | Daslaraticn |
* Mortgage/Rent L/ « Child benefits
(combined) j
+ Council Tax & J’
+ Housing Benefits (Loan sale or decllne)

To gain a clearer understanding of where we stood among our competitors in terms of I&E

questions, other online lenders were examined. The majority of them had significantly
shorter I&E sections, with some of the longer variants splitting the questions across the

rest of the form, and others providing a summary detailing the monetary amounts entered

by the user.

HotJar analysis helped to determine which areas of the form were most likely to be filled
incorrectly. It also revealed that users failed to make use of the tooltips most of the time.

What was notable however, was that when a customer did manage to use the tooltips,

they would go on to use them for most inputs on the form.

This made two things apparent:

e Customers did not know the majority of their I&E input data off the top of their

head, and were either filling them in incorrectly, or not at all

e Customers needed to be shown more information to feel like they could
comfortably answer our questions.



Research Presentation

Forms are too long

(74.3%)

“Too many pages,
time consuming.”
“Too many open-
ended questions.”
"Too lengthy and |
believe they have
most of the
information in their
databases.”

Multiple forms

asking for same info

(68.6%)

“The number of
times you will have
to specify your full
name, IC & address”

Forms are too
invasive (60%)

“In this day and
age, giving out
personal
information is
always unsettling.
You'll never know
what it will be used
for.”

"More details
required than
necessary, so more
time spent for
nothing.”

.

Why do customers hate filling in forms?*

Ambiguous nature (extra)

Based on responses to an open-ended question,
it was found that the ambiguous nature of
questions and a lack of guidance given on
attachments, were frustrating.

« "The forms have questions which are rather
open-ended/ambiguous and have no info
button to explain what the question really
requires.”

“There is no guidance on what certain
documents should look like, i.e muka depan
passport. Is this in reference to the front red
cover of the passport, or the first page that
has my face?”

*https://www.lavaprotocols.com/the-cloud-blog/2019/01/30/why-people-hate-filling-up-forms

Ambiguous Nature

Problem: Parts of the form are being filled with a single digit

Home Credit 50% Other Credit 38%

Travel 46% Recreation & Leisure 36%
Insurance 46% Utilities, Phone, TV, Internet 36%
Council Tax 44%

Credit Cards 34%

Pension Income 44% Other Living Outgoings 34%

Of 50 HotJar examples, these were the top fields that were filled with only a single digit.



Why does that indicate anything is wrong?

The average amount we would expect to see in these fields*

Field
Travel (Transport)
Insurance
Council Tax

Recreation & Leisure
(Recreation and culture)
Utilities, Phone, TV, Internet
(Utilities + Communications and
TV/Video services)

Credit Cards**

Weekly
£81
£23
£32

£44

£92

£80

Monthly
£351
£100
£139

£189

£400

£321

*https://www.nimblefins.co.uk/average-uk-household-budget#nogo
**https://www.finder.com/uk/credit-card-statistics#:~:text=The%20average%20monthly%20spend%20for,stable%20over% 20the%20last%20year.

Users aren’t seeing all the info they might need

of 50 HotJar examples reviewed, not many users actually used the tooltips

Did the user open at least one tooltip?

Yes
16%

84%

Partial Solution: Auto Tooltips

The customer will be able to see the full extent
of the info we can give them, without needing to
click away from the input.

Only one tooltip should show at a time. When
focus is no longer on the input box it belongs to,
the tooltip should disappear.

We can guarantee the customer will see the
information in the tooltip, without overloading
the screen with walls of text.

Only as effective as the text within. We should
aim to provide examples of each finance type, or
where to find these numbers.

We should try to keep the copy as short as
possible.




Progressive Disclosure

Resolving issues with length & too much information

Check to reveal

Fields that depend on the customer having a
certain type of income or expenditure can be
hidden behind checkboxes

This should stop customers from feeling like they
have to fill out that field with a “0" and instead
they can just ignore that checkbox

This should significantly reduce page length

| | receive benefits
Benefits Income
O | receive benefits £

Child Benefits (if any)

£ Per mont

Add Section

When kept entirely on one page, even with the
dropdown format, our 1&E sections were too big.
This was too much information for our customers
to process at once,

Hiding sections behind a button that makes them
appear puts how much is seen at a given time in
the customers hands.

This also reduces the initial page length to a
more manageable size. The customer will only
have one input to fill at the beginning.

=+ Add Credit Expenses

Ideation

Following data examination, a strategic choice was made to develop two distinct and
innovative UX solutions, each presenting a radical departure from each other.

Pure Progressive disclosure
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Income and
Spending

We need to assess your finances to
determine your loan eligibility

Monthly Income

Please confirm your monthly personal
income (after tax). Don't include the
income of anyone else in your
household.

Employment Income

£ Per month

O ireceive benefits
|:| | receive a pension
O I make another form of income

Monthly Spending

For any expenses that you share with
another person, please only include the
amount that you pay.

== Add Credit Expenses

< AddBills

= Add Living Expenses

+ Add Insurance & Travel Expenses

Summary
Income EXXX
Spending £XXX
Money Left EXXX

| confirm | have provided
Arcctircta ncmcicl infAarmm e e m



Initially, only the employment input would be shown to the user. Additional fields remain
hidden until interaction with a checkbox or button triggers their display. This strategy
aimed to create a more concise and approachable initial page and percent aimless
scrolling through similar fields for a more focussed experience.

View Demo -

Interspersed

Income and expenditure inquiries would be grouped with related questions. For example:
housing benefits and rent payment questions would be situated alongside
address-related questions. This arrangement aimed to deter question skipping, and
ensure that customers were in the appropriate mindset to provide accurate responses.


https://www.figma.com/proto/9BpfEDVuj9KOsCtXJpJDUv/?node-id=11-10529&scaling=scale-down&show-proto-sidebar=1
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Your Address

We need to verify your address so
we can identify you correctly

Address Lookup

Start typing your address

Flat/House Number

19

House Name

Earls House

Street

Fountain Street

Town/City

Casedale

County

Candleshire

Postcode

A12 B34

Format: AAA AAA

Residence Type

Private Tenant v ’
Property Size

Studio v ’

Monthly mortgage/rent payments

£ Per month

Council Tax payments

£ Per month

How much do you receive in housing
benefits? (if any)

f, Per month

Coantiniia N



Some relevant “Outgoings” fields alongside the address fields. Note: Address fields
disabled here for the purposes of highlighting the Outgoings.

View Demo >
Micro-Solutions

Before the development of the two larger solutions, we prioritised the development of
micro-solutions such as progressive disclosure and automatic tooltips. We did this to
target specific pain-points in a shorter time before overhauling the whole page.

An “l need help” button was also implemented to facilitate direct customer contact for
assistance with completing the page. This feature aimed to support users with the
existing page, and served as a driving force for future user research and iterative
improvements to enhance the pages' usability.

) 941 il T -
i your month vy personct
Employs it Incom Incoms IG.H-'I
! 080 MOrses
£
Employment Incom:
O £ o Income &
0 Outgoings
-
. o
a c Monithly Income
Hanthly Spending Chisd Ben ) m
(after tax)
£
iyou Housing Benefits (If E
+ 1t Expons £
+ Adains QWERTYUI OFP Benefits Incom:
A SDFGHUJKL L
& Add Living Expenses
i IENSE— 1
Progressive
Disclosure |- Auto-Tooltips -| | “I need help” |

L ] L 1 L

Development

Opting for the “Interspersed” solution diversified the page layout, reducing the risk of
visual overload that the original Income and Expenditure (I&E) page carried. By breaking
up the page across several existing pages, we reduced the monotony that was previously
there when the user had to scroll through every I&E question at once.

Replacing manual tooltip icon buttons with an automated process that makes additional
information appear when the user clicks on the actual input reduces visual clutter. This
enabled us to ask more elaborate questions where needed.


https://www.figma.com/proto/9BpfEDVuj9KOsCtXJpJDUv/?node-id=11-34180&scaling=scale-down&show-proto-sidebar=1

Implementing progressive disclosure allowed us to conceal non-applicable or optional
questions, streamlining the user interaction for increased efficiency.

Conclusions

Embracing the Interspersed solution ensured that users had ample time to review and
consider their answers, contributing to improved accuracy. Further research and
feedback revealed the necessity for a “Summary” page, aggregating all I&E inputs from
the form, offering customers a final opportunity to rectify errors before proceeding.

Screens

Final Demo with Summary
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Apply Now

Calculate your loan
Existing customers can log in here

I'd like to apply for
£200 +

-9

and pay back over

(O 26 Weeks )

O 39 weeks

O 52weeks

Loan Summary

Weekly repayments E£XX.XX
Total to repay EXXX.XX
Interest rate XX XX%
APR XXX XX%
Interest EXXX.XX

Representative Example

£400 loan repayable over 39 weeks
at £20.41 per week. Rate of interest
132% p.a. fixed; Representative
615.70% APR. Total amount payable
is £796

Start Application >
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Your Personal
Details

Please complete all sections by
providing your details

Title

E 2

First Name

John ]

Last Name

(o |

Email

AQGGA@gmail,com ’

example@example.com

Date of Birth

" 29/08/1990 y

dd/mm/yyyy

Please complete the remaining
sections

Mobile Phone Number
07700 900 532
What is the purpose of your loan?

Vehicle Purchase v

9:41 all T (.
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Your Address

We need to verify your address so
we can identify you correctly

Address Lookup

Start typing your address J

Flat/House Number

L |

House Name

Earls House J
Street
[ Fountain Street ]
| |
Town/City
[ Casedale ]
County
[ Candleshire J
Postcode

A12 B34

Format: AAA AAA

Residence Type

‘ Private Tenant v ‘

P ansis Cima

in your home.
This may also include cleaning or other
property maintenance fees.
Monthly mortgage/rent payments

‘ The regular monthly amount you pay to live

£ xxx Per month

Council Tax payments

£ Per month

O I1receive housing benefits

Continue >
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Your Address Your Address

eseemorsesclub

We need to verify your address so We need to verify your address so
we can identify you correctly we can identify you cormrectly

Your Address

We need to verify your address so Address Lookup Address Lookup

we can identify you correctly
Start typing your address Start typing your address
Address Lookup Flat/House Number Flat/House Number
19 19
Start typing your address J l ]
House Name House Name
Flat/House Number
{ 19 l Earls House l Earls House ]
Street Street
House Name
Fountain Street Fountain Street
Earls House

| I |

Fountain Street l

Town/City Town/City
[ J Casedale l Casedale ]
County County
Town/City
Candleshire Candleshire
Casedale
Postcode Postcode
County
A12 B34 Al2 B34
Candleshire
Format: AAA AAA Format: AAA AAA

Postcode
- Residence Type Residence Type
| Private Tenant v | l Private Tenant v l

Format: AAA AAA

Residence Type Property Size Property Size
‘ Private Tenant v l | Studio v | l Studio v I
Property Size Monthly mortgage/rent payments Monthly mortgage/rent payments
‘ Studio v l £ xxx Per month £ xxx Per month
Monthly mortgage/rent payments Council Tax payments Council Tax payments
Check your council tax statement. If you £ XXX Per month £ XXX Per month
are unable to find your bill for an amount,
you can contact your local council directly.
SUNTNICH TUA Uy TS 16 [ I receive housing benefits ] ( Your local council can provide you with a ‘
benefit claim summary, or you can check
£ xxx Per month How much do you receive in housing your most recent bank statement
benefits? [CRRNER
O Ireceive housing benefits £ Per month ‘ £ xxx Per month ’
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Your Household

We need to assess your finances to
determine your loan eligibility

‘You may find this number on your most
recent payslip
WU yOUl SHIRIVY ISTIVE

E XXX Per month

O Ireceive benefits
O Ireceive a pension

D I make another form of income

Are you expecting a decrease in
income during the term of your
loan?

G )
@ )

How many adults live in your
household?

(o D)
(O 2 or more )

How many children (16 & under) live
in your household?

X )
(o D)
(O 2 or more )

How much do you pay for childcare,
if any?

£ Per month

How much do you receive in child
benefits, if any?

£ Per month

Continue )
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Your Household

We need to assess your finances to
determine your loan eligibility

How much do you currently make
from your employment?

£ xxx Per month

( | receive benefits ]

How much do you receive from
benefits?

£ Per month

[ Ireceive a pension

D | make another form of income

Are you expecting a decrease in
income during the term of your
loan?

@ )
(@ )

How many adults live in your
household?

(o )
(C) 2 or more )

How many children (16 & under) live
in your household?

CE )
CE )
(C) 2 or more )

How much do you pay for childcare,
if any?

£ Per month

How much do you receive in child
benefits, if any?

£ Per month

Continue >
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Your Household

We need to assess your finances to
determine your loan eligibility

How much do you currently make
from your employment?

£ xxx Per month

( This includes Jobseeker's Allowance, ]
Disability Living Allowance, Carer's
Allowance, and Universal Credit

£ xxx Per month

O Ireceive a pension

D | make another form of income

Are you expecting a decrease in
income during the term of your
loan?

@ )
(o )

How many adults live in your
household?

C D,
CO 2 or more )

How many children (16 & under) live
in your household?

CE )
G D,
CO 2 or more )

How much do you pay for childcare,
if any?

£ Per month

How much do you receive in child
benefits, if any?

£ Per month

Continue >
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Your Household

We need to assess your finances to
determine your loan eligibility
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our Household

We need to assess your finances to
determine your loan eligibility

How much do you currently make
from your employment?

£ xxx Per month

[ I receive benefits ]

How much do you receive from
benefits?

£ xxx Per month

[ I receive a pension ]

How much do you receive from your
pension?

£ Per month

O 1 make another form of income

Are you expecting a decrease in
income during the term of your
loan?

How many adults live in your
household?

(o )
(O 2 or more )

How many children (16 & under) live
in your household?

(0o ),
(o )
(o T )

How much do you pay for childcare,
if any?

£ Per month

How much do you receive in child
benefits, if any?

£ Per month

Continue >

How much do you currently make
from your employment?

£ xxx Per month

{ | receive benefits ]

How much do you receive from
benefits?

£ xxx Per month

[ W1 1 raraiva A nancian ]
This includes State Pensions and
Workplace Pensions

pensun T

£ xxx Per month ]

[ 1 make another form of income

Are you expecting a decrease in
income during the term of your
loan?

o)
AN

How many adults live in your
household?

(o )
(O 2 or more )

How many children (16 & under) live
in your household?

X )
(o )
(o F— )

How much do you pay for childcare,
if any?

£ Per month

How much do you receive in child
benefits, if any?

E Per month

Continue >
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Your Household

We need to assess your finances to
determine your loan eligibility

How much do you currently make
from your employment?

£ xxx Per month

[ | receive benefits ]

How much do you receive from
benefits?

E XXX Per month

[ | receive a pension ]

How much do you receive from your
pension?

[E XXX

Per month

[ | make ancther form of income ]

How much do you make from this
other form of income?

£ Per month

Are you expecting a decrease in
income during the term of your
loan?

©w )
@ )

How many adults live in your
household?

(o )
(O 2 or more )

How many children (16 & under) live
in your household?

(00 )
(o )
(o s )

How much do you pay for childcare,
if any?

£ Per month

How much do you receive in child
benefits, if any?

£ Per month

Continue >
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Your Household

We need to assess your finances to
determine your loan eligibility
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Your Household

We need to assess your finances to
determine your loan eligibility
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Your Household

We need to assess your finances to
determine your loan eligibility

How much do you currently make
from your employment?

£ xxx Per month

[ | receive benefits ]

How much do you receive from
benefits?

E XXX Per month

[ | receive a pension ]

How much do you receive from your
pension?

[ E XXX Per month

‘ This may include earnings from W
investments, freelance work, gifts, or any
other income saurce not already covered

L T RV R TR TP

[ £ xxx Per month

Are you expecting a decrease in
income during the term of your
loan?

©w )
@ )

How many adults live in your
household?

(o )
(O 2 or more )

How many children (16 & under) live
in your household?

(00 )
(o )
(o s )

How much do you pay for childcare,
if any?

£ Per month

How much do you receive in child
benefits, if any?

£ Per month

Continue >

How much do you currently mcke
from your employment?

£ xxx Per month

[ I receive benefits ]

How much do you receive from
benefits?

£ XXX Per month

[ I receive a pension ]

How much do you receive from your
pension?

I £ XXX Per month ]

[ I make another form of income ]

How much do you make from this
other form of income?

£ xxx Per month
Are you expecting a decrease in

income during the term of your
loan?

G )
(o )

How many adults live in your
household?

(o )
(O 2 or more )

How many children (16 & under) live
in your household?

(0o )
G )

This may include payments to nurseries, I
childminders, after-school or haliday clubs,
playgroups & educational support

I £ xxx Per month ’

How much do you receive in child
benefits, if any?

£ Per month

Continue >

How much do you currently make
from your employment?

£ xxx Per month

[ | receive benefits ]

How much do you receive from
benefits?

E XXX Per month

[ | receive a pension ]

How much do you receive from your
pension?

[ E XXX Per month

[ | make ancther form of income ]

How much do you make from this
other form of income?

£ oxx Per month

Are you expecting a decrease in
income during the term of your
loan?

©w )
@ )

How many adults live in your
household?

(o )
(O 2 or more )

How many children (16 & under) live
in your household?

(00 )
(o )
(o s )

How much do you pay for childcare,
if any?

This includes child benefit and child tax
credit. You can check the amount you
receive with your government online
account

—_—

1 £ xxx Per month
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Loans &
Other Credit

We need to evaluate your financial
obligations to determine if
additional credit is right for you.

Are you currently paying off any
other loans?

| am paying off another
[ Morses Club Loan

How much are you paying for your
Morses Club Loan?

£ Per month

D | am paying off other loans
outside of Morses Club

O 1 have a credit card

Are you engaged with any 3rd
party, such as Citizens Advice (CAB)
or a debt management company
(DMC) about your debts?

Have you entered, or are you
enteringinto a:
» Bankruptcy
« Sequestration
* Debt Relief Order (DRO)
= oranIndividual Voluntary
Agreement?

Continue >
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Loans &
Other Credit

We need to evaluate your financial
obligations to determine if
additional credit is right for you.

Are you currently paying off any
other loans?

| am paying off another
[ Morses Club Loan

This includes any other loan you are
currently paying off from Morses Club

£ xxx Per month

D | am paying off other loans
outside of Morses Club

O 1 have a credit card

Are you engaged with any 3rd
party, such as Citizens Advice (CAB)
or a debt management company
(DMC) about your debts?

@ )
(@ )

Have you entered, or are you
enteringinto a:
* Bankruptcy
+ Sequestration
* Debt Relief Order (DRO)
+ oran Individual Voluntary
Agreement?

CIt D
@ )
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Loans &
Other Credit

We need to evaluate your financial
obligations to determine if
additional credit is right for you.

Are you currently paying off any
other loans?

| am paying off another
[ Morses Club Loan

How much are you paying for your
Morses Club Loan?

£ xxx Per month

| am paying off other loans
outside of Morses Club

How much, if any, are you paying
towards other loans or credit?

£ Per month

[J 1 have a credit card

Are you engaged with any 3rd
party, such as Citizens Advice (CAB)
or a debt management company
(DMC) about your debts?

z p
= )

Have you entered, or are you
enteringinto a:
« Bankruptcy
« Sequestration
« Debt Relief Order (DRO)
¢ or an Individual Voluntary
Agreement?

Continue >
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Loans &
Other Credit

We need to evaluate your financial
obligations to determine if
additional credit is right for you.

Are you currently paying off any
other loans?

| am paying off another
[ Morses Club Loan

How much are you paying for your
Morses Club Loan?

£ xxx Per month

[ w2 | am paying off other loans 1

This includes personal loans, car loans,
student loans, payday loans, business
loans, debt consolidation loans, etc.

£ xxx

Per month

[ I have a credit card

Are you engaged with any 3rd
party, such as Citizens Advice (CAB)
or a debt management company
(DMC) about your debts?

az )
(o )

Have you entered, or are you
enteringinto a:
« Bankruptcy
« Sequestration
« Debt Relief Order (DRO)
* or an Individual Voluntary
Agreement?

G- )
@ )
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Loans &
Other Credit

We need to evaluate your financial
obligations to determine if
additional credit is right for you.

Are you currently paying off any
other loans?

I am paying off another
[ Morses Club Loan ]

How much are you paying for your
Morses Club Loan?

£ o

Per month

| am paying off other loans
outside of Morses Club

How much, if any, are you paying
towards other loans or credit?

£ xxx

Per month

[ I have a credit card J

How much on average are you
spending via your credit card?

£ Per month

Are you engaged with any 3rd
party, such as Citizens Advice (CAB)
or a debt management company
(DMC) about your debts?

Have you entered, or are you
enteringinto a:
« Bankruptcy
« Sequestration
+ Debt Relief Order (DRO)
+ or an Individual Voluntary
Agreement?

Continue >
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Loans &
Other Credit

We need to evaluate your financial
obligations to determine if
additional credit is right for you.

Are you currently paying off any
other loans?

| am paying off another
[ Morses Club Loan ]

How much are you paying for your
Morses Club Loan?

£ xox

Per month

| am paying off other loans
outside of Morses Club

How much, if any, are you paying
towards other loans or credit?

£ xxx Per month

[ | have a credit card ]

‘You can find this through your card
providers online banking system or app.

-

£ xxx Per month

Are you engaged with any 3rd
party, such as Citizens Advice (CAB)
or a debt management company
(DMC) about your debts?

az )
ac )

Have you entered, or are you
enteringinto a:
* Bankruptcy
* Sequestration
+ Debt Relief Order (DRO)
+ or an Individual Voluntary
Agreement?

@ )
@ )
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Loans &
Other Credit

We need to evaluate your financial
obligations to determine if
additional credit is right for you.

Are you currently paying off any
other loans?

| am paying off another
[ Morses Club Loan ]

How much are you paying for your
Morses Club Loan?

£ xxx Per month

| am paying off other loans
outside of Morses Club

How much, if any, are you paying
towards other loans or credit?

£ xxx Per month

[ I have a credit card ]

How much on average are you
spending via your credit card?

£ xXxx Per month

Are you engaged with any 3rd
party, such as Citizens Advice (CAB)
or a debt management company
(DMC) about your debts?

@ )
az )

Have you entered, or are you
enteringinto a:

* Bankruptcy

» Sequestration

e Dabt Ralief Order (DRO)Y
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Everyday Spending

We need to understand your
spending habits to match you with
a loan that's right for you.

How much do you currently spend
on Utilities, TV, Phene, & Internet?

£ Per month

How much do you currently spend
on Groceries?

E Fer manth

How much do you currently spend
on leisure?

£ Per month

How much, if any, do you spend on
any other living expenses?

£ Per month

Do you ownacar?

az )
ac )

How much do you currently spend
ontravel?

£ Per month

How much do you currently spend
oninsurance?

£ Per manth
Are you expecting an increase in

outgoings during the term of your
loan?

@ )
aC )

Do any of the below statements
regarding your circumstances apply
toyou?

| rely on credit to repay my priority

[ ]
debis

| have a physical or mental health
® condition that impacts my ability
to manage my finances

| have a leaming disability that
®  impacts my ability fo manage my
finances

| have a substance abuse
® problem/addiction (e.g. alcohol or
drugs)

| have a gambling problem/
addiction

® | have aterminal illness

(O Yes, | am experiencing one or

more of the above )

o No, none of the above
statements apply to me

Ie +heare Aanvthinn aoles thert ey
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Everyday Spending

We need to understand your
spending habits to match you with
a loan that's right for you.

This includes your electricity bill, water bill,
gas bill, etc.
QIDLIIES, TV, FIRA TS, SIS ey

£ xxx Per month

How much do you currently spend
on Groceries?

E Per month

How much do you currently spend
on leisure?

£ Per month

How much, if any, do you spend on
any other living expenses?

E Fer month

Do youown acar?

@ )
@ )

How much do you currently spend
on travel?

£ Per month

How much do you currently spend
oninsurance?

E Per manth
Are you expecting an increase in

outgoings during the term of your
loan?

@ )
(@ )

Do any of the below statements
regarding your circumstances apply
toyou?

| rely on credit to repay my priority

L
debits

| have a physical or mental health
@ condifion that impacts my ability
to manage my finances

| have a leaming disability thot
®  impacts my ability fo manage my
finances

I have a substance abuse
® problem/addiction [e.g. alcchol or
drugs)

| have a gambling problem/
addiction

® | have a terminal illness

(O Yes, | am experiencing one or

more of the above )

o No, none of the above
statements apply to me

Ie thare manvthina aleas thot ey
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Everyday Spending

We need to understand your
spending habits to match you with
a loan that's right for you.
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Everyday Spending

We need to understand your
spending habits to match you wi
a loan that's right for you.
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Everyday Spending

We need to understand your
spending habits to match you with
a loan that's right for you.

How much do you currently spend
on Utilities, TV, Phone, & Internet?

"~ serene - "
This includes spending on household items
such as cleaning products, food and drink,
etc.
OMTOrucenesr

£ xoxx

Per month

How much do you currently spend
on leisure?

£ Per month

How much, if any, do you spend on
any other living expenses?

E Per month

Do youownacar?

@ )
@ )

How much do you currently spend
on travel?

£ Per month

How much do you currently spend
oninsurance?

£ Per month
Are you expecting an increase in

outgoings during the term of your
loan?

@ )
(@ )

Do any of the below statements
regarding your circumstances apply
toyou?

I rely on credit to repay my priority

[
debits

| have a physical or mental health
@ condifion that impacts my ability
to manage my finances

| have a leaming disability that
®  impacts my ability to manage my
finances

I have a substance abuse
® problem/addiction (e.g. alcchal or
drugs)

| have a gambling prablem/
addiction

® | have a terminal lliness

(O Yes, | am experiencing one or

more of the above )

(o No, none of the above

statements apply to me

Ie thare anvthina ales fhert ey

How much do you currently spend
on Utilities, TV, Phone, & Internet?

£ xxx Per month

How much do you currently spend
on Groceries?

-
This includes spending on entertainment,
eating out, hobbies, and non-essential
items
onlesurey

£ o Per month ]

How much, if any, do you spend on
any other living expenses?

£ Per month

Do you ownacar?

az )
(@ )

How much do you currently spend
ontravel?

£ Per month

How much do you currently spend
oninsurance?

£ Per manth
Are you expecting an increase in

outgoings during the term of your
loan?

@ )
aC )

Do any of the below statements
regarding your circumstances apply
toyou?

| rely on credit to repay my priority

[
debis

| have a physical or mental health
® condition that impacts my ability
to manage my finances

| have a leaming disability that
®  impacts my ability fo manage my
finances

| have a substance abuse
® problem/addiction (e.g. alcohol or
drugs)

| have a gambling problem/
addiction

® | have aterminal illness

(O Yes, | am experiencing one or

more of the above )

(o No, none of the above

statements apply to me

Ie +heare Aanvthinn aoles thert ey

How much do you currently spend
on Utilities, TV, Phone, & Internet?

£ xxx Per month

How much do you currently spend
on Groceries?

£ o

Per month

How much do you currently spend
on leisure?

This means any other spending we haven't
previously mentioned. It may include
spending on clothing, healthcare, pet

expenses, etc.

any other living expenses?

£ o

Per month y

Do youown acar?

@ )
@ )

How much do you currently spend
on travel?

£ Per month

How much do you currently spend
oninsurance?

E Per manth
Are you expecting an increase in

outgoings during the term of your
loan?

@ )
(@ )

Do any of the below statements
regarding your circumstances apply
toyou?

| rely on credit to repay my priority

[
debits

| have a physical or mental health
® condition that impacts my ability
to manage my finances

| have a leaming disability thot
®  impacts my ability fo manage my
finances

I have a substance abuse
® problem/addiction [e.g. alcchol or
drugs)

| have a gambling problem/
addiction

® | have a terminal illness
O Yes, | am experiencing cne or
more of the above
o No, none of the above
statements apply to me

Ie thare manvthina aleas thot ey
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Everyday Spending

We need to understand your
spending habits to match you with
a loan that's right for you.
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Everyday Spending

We need to understand your
spending habits to match you
a loan that's right for you.

How much do you currently spend
on Utilities, TV, Phone, & Internet?

£ xxx Per month

How much do you currently spend
on Groceries?

£ o

Per month

How much do you currently spend
on leisure?

£ o Per month

How much, if any, do you spend on
any other living expenses?

£ o

Per month

Do youownacar?

@ )

(= N
The amount you usually spend on
transport. Includes petrol, taxi fees, bus
tickets, etc.

e

£ o

Per month

How much do you currently spend
oninsurance?

£ Per month
Are you expecting an increase in

outgoings during the term of your
loan?

@ )
(@ )

Do any of the below statements
regarding your circumstances apply
toyou?

I rely on credit to repay my priority

L
debits

| have a physical or mental health
® condition that impacts my ability
to manage my finances

| have a leaming disability that
® impacts my ability to manage my
finances

I have a substance abuse
® problem/addiction (e.g. alcchal or
drugs)

| have a gambling prablem/
addiction

® | have a terminal lliness

(O Yes, | am experiencing one or

more of the above )
o No, none of the above
statements apply to me

Ie thare anvthina ales fhert ey

How much do you currently spend
on Utilities, TV, Phene, & Internet?

£ xxx Per month

How much do you currently spend
on Groceries?

£ xx

Fer manth

How much do you currently spend
on leisure?

£ o

Per month

How much, if any, do you spend on
any other living expenses?

£ o

Per month

Do you ownacar?

az )
ac )

How much do you currently spend
ontravel?

£ xx

Including health, car, home, life, pet, travel,
and any other insurance costs.

[ ST

£ xxx

Per maonth

Per month

Are you expecting an increase in
outgoings during the term of your
loan?

@ )
aC )

Do any of the below statements
regarding your circumstances apply
toyou?

| rely on credit to repay my priority

[ ]
debis

| have a physical or mental health
® condition that impacts my abllity
to manage my finances

| have a leaming disability that
® impacts my ability to manage my
finances

| have a substance abuse
® problem/addiction (e.g. alcohol or
drugs)

| have a gambling problem/
addiction

® | have aterminal illness

(O Yes, | am experiencing one or

more of the above )

(o No, none of the above

statements apply to me

Ie +heare Aanvthinn aoles thert ey
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Income & Spending
Summary

Please ensure all the information is
correct

Income

Your Address

. ) £XXX edit
Housing Benefits -

Your Household
Employment; Benefits; £XXX edit

Pension; Other;
Child Benefits

Spending

Your Address

) £XXX edit
Rent/Mortgage; Council Tax -

Your Household

, £XXX edit
Childcare —
Loans & Other Credit
MCL Loans; Other Loans; EXXX  edit
Credit Cards
Everyday Spending
Utilities; Groceries; Leisure ~ EXXX  edit
Other; Travel; Insurance
Income E£XXX
Spending £XXX
Monev Left EXXX



Editable Summary
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0000 MOrses

Income & Spending
Summary

Please ensure all the information is
correct

0000 MOrses

Income & Spending
Summary

Please ensure all the information is
correct

Income

Your Address

Housing Benefits

£XXX edit

Your Household

Employment; Benefits; £XXX edit
Pension; Other; E—
Child Benefits

Spending
Yo!
ur Address » EXXX edit
Rent/Mortgage; Council Tax I
Your Household .
E£XXX edit

Childcare

Loans & Other Credit

MCL Loans; Other Loans; EXXX  edit
Credit Cards

Everyday Spending
Utilities; Groceries; Leisure EXXX  edit
Other; Travel; Insurance

Income E£XXX
Spending £XXX
Money Left £XXX

| confirm | have provided
accurate financial information

D and considered potential
future income and outgoings
in determining my ability to
repay.

Continue >

Income

Your Address
Housing Benefits

EXXX

Your Household

Employment; Benefits; £XXX edit
Pension; Other; E—
Child Benefits

Spending
Yo!
ur Address » EXXX  edit
Rent/Mortgage; Council Tax I
Your Household .
E£XXX  edit

Childcare

Loans & Other Credit

MCL Loans; Other Loans; EXXX  edit
Credit Cards

Everyday Spending
Utilities; Groceries; Leisure EXXX  edit
Other; Travel; Insurance

Income E£XXX
Spending £XXX
Money Left £XXX

| confirm | have provided
accurate financial information

D and considered potential
future income and outgoings
in determining my ability fo
repay.

Continue >
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Postcode
Format: AAA AAA
Residence Type
l Private Tenant v ]
Property Size

Studio v ]

Monthly mortgage/rent payments

£ xxx Per month
Council Tax payments

£ xxx Per month
[ I receive housing benefits ]

How much do you receive in housing
benefits?

£ xxx

Per month

9:41 all T (.

L )

Postcode

Format: AAA AAA

Residence Type

l Private Tenant v ‘

Propertv Size

in your home.
This may also include cleaning or other
property maintenance fees.
FIUIIU Y U GEUgE ST Uy TSI

‘ The regular monthly amount you pay to live

[ £ vy Per month ]
Council Tax payments

£ xxx Per month
[ I receive housing benefits ]

How much do you receive in housing
benefits?

£ xxx

Per month

9:41 il 7 (.
L )
Postcode
Format: AAA AAA
Residence Type
l Private Tenant v ]
Property Size

Studio v ]

Monthly mortgage/rent payments

£ vy Per month
Council Tax payments

£ xxx Per month
[ I receive housing benefits ]

How much do you receive in housing
benefits?

£ xxx

Per month
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0000 MOrses
0000 MOrses

Income & Spending

Income & Spending Summary

Summary

Please ensure all the information is
Please ensure all the information is correct

correct

Income
Income
Your Address
Y. Add Housing Benefits EYYY edit
our ress
) ) £YYY edit
Housing Benefits I
Your Household
Your Household Employment; Benefits; EXXX edit
: . . Pension; Other; —
Employment; Benefits; EXXX  edit Child Benefits
Pension; Other;
Child Benefits
Spending
Spending
Your Address )
Y. Add Rent/Mortgage; Council Tax EYYY edit
our ress 1
) £YYY edit
Rent/Mortgage; Council Tax —
Your Household .
) E£XXX edit
Your Household ) Childcare —
R £XXX edit
Childcare —
Loans & Other Credit
Loans & Other Credit MCL Loans; Other Loans; EXXX  edit
MCL Loans; Other Loans; EXXX  edit Credit Cards
Credit Cards Everyday Spending
Everyday Spending Utilities; Groceries; Leisure ~ EXXX  edit
Utilities; Groceries; Leisure £XXX edit Other; Travel; Insurance
Other; Travel; Insurance
Income EXXX
Income E£XXX
Spending £XXX
Spending £XXX
Money Left EXXX
Money Left £XXX
I confirm | have provided
| confirm | have provided accurate financial information
accurate financial information and considered potential
O and considered potential future income and outgoings
future income and outgoings in determini bility 1
in determining my abilify to in determining my ability to
repay. repay.

Testimonials

Dorian has a remarkable ability to capture not only what you want but what you need
through design. ... They can consistently back every design with customer data,
competitor analysis or best practice so you know that every detail has been thoughtfully
created in a way that keeps user experience at its heart.




- Sidonie Lawrie, Head of Product at Nurtur.Tech, Former Digital CX Product Lead
at Morses Club

During our time together at Morses Club, Dorian consistently demonstrated a deep
understanding of industry standards and trends in UI/UX design space. ... Dorian's talent,
professionalism, and commitment to delivering top-notch work make them a valuable
asset to any team.

- Troy M, Business Analyst at CMAC Group, Former Business Analyst at Morses
Club

Design Systems and Customer
Journeys: UlI/UX Groundwork for Dot
Dot Loans

Online loans between

£100 and £1000

e DOODO

A collection of Ul and UX features created for Dot Dot Loans - a company that provided
short-term, online loans.

View Customer Journey View Repayment Plan View Mdadintenance
Demos - Tool Prototypes = Feature Prototypes -



https://www.figma.com/proto/l5lKpkcBl5x742ctIOWKVN/DDL-Style-_-Portal-(Editable)?node-id=1395-13989&node-type=canvas&t=Lym7iIhknFv8ycng-9&scaling=contain&content-scaling=fixed&page-id=1388%3A13948&starting-point-node-id=1395%3A13989&show-proto-sidebar=1
https://www.figma.com/proto/l5lKpkcBl5x742ctIOWKVN/DDL-Style-_-Portal-(Editable)?node-id=1395-13989&node-type=canvas&t=Lym7iIhknFv8ycng-9&scaling=contain&content-scaling=fixed&page-id=1388%3A13948&starting-point-node-id=1395%3A13989&show-proto-sidebar=1
https://www.figma.com/proto/7rMxT217dE4Nw5yz6xEupn/Repayment-Plan-Tool?node-id=74-16440&node-type=canvas&t=fDEtU8RCiE0k1SRx-9&scaling=scale-down&content-scaling=fixed&page-id=74%3A15518&starting-point-node-id=74%3A16440&show-proto-sidebar=1
https://www.figma.com/proto/7rMxT217dE4Nw5yz6xEupn/Repayment-Plan-Tool?node-id=74-16440&node-type=canvas&t=fDEtU8RCiE0k1SRx-9&scaling=scale-down&content-scaling=fixed&page-id=74%3A15518&starting-point-node-id=74%3A16440&show-proto-sidebar=1
https://www.figma.com/proto/ECGjYEjfDSab2tYyG9ZfSk/?scaling=scale-down&show-proto-sidebar=1
https://www.figma.com/proto/ECGjYEjfDSab2tYyG9ZfSk/?scaling=scale-down&show-proto-sidebar=1

Context

Dot Dot Loans were a subsidiary of Morses Club PLC a UK consumer finance company
that offered a variety of loan products including home collected credit and online lending.
Dot Dot Loans provided online loans between £100 and £1000. The company entered
administration on November 17, 2023, and is no longer offering new loans.

At the time of this project, Morses were making a push to move the majority of their
services to digital and improve the usability of their existing digital lending services. They
had a few screens already prepared on Figma representing the Dot Dot Loans brand, but
not much more.

The majority of this work comes from the beginning of my time with Morses Club.

Details
Scope Full-time work, improvement on existing product
Role Concept, Research, UX & Ul design

Tools Figma, HotJar

Design System & Interactive Journey

Problem

Morses were looking to expand the Dot Dot Loans product, but had no way of quickly
prototyping out new features. At the time, they were relying on a third-party company to
build out the DDL website. This meant that testing out new features, or even just getting
an example of how they would look could sometimes take weeks. They needed a way to
test out new features more quickly and a way to provide the third-party with a clearer
reference point, so that there would be less need for revisions.

Solution

The design system was built out with the intention of enabling faster prototyping of new
features. It was created in Figma, based on assets from the existing Dot Dot Loans



website and portal. Interactive components were modelled on existing interactions on the
site.

Vector Assets

Colours

Typography

Primary
Title/Large Text - Baloo - 24pt Gecondary
Subtitles - Baloo - 18pt
Body 1 - Century Gothic - 16pt -

) E78725

Body 2 - Arial - 16pt £24089
Helper Text - Century Gothic - 14pt -
Navbar D3832A -

DE2578

e Tertiary
S o0 Hoee - -
N aD1C58

Dot =) 5E123F
Dot N

Condensed look at the DDL design system.

The design system was then used to build out screens for the existing customer portal
and sales journeys available on Dot Dot Loans. The primary intent of this was to create a
baseline to test new customer interactions on.

The secondary intent of this was to create more up to date employee training for
customer agents, which could show them the most up to date screens that a customer
would be working with. This was done by creating interactive figma demos based on the
customer journeys.



I O DDL Style _ Portal (Edi... ~

Flows

3. Employment
What3Words Address

Incorrect Address
You have chosen to

Test Flow New Address

borrow £250 over 6

v Test Flow Employment

Test Flow Information mon t h S

Income Flow

No description Existing customers can

Employment

Plecse enter vour most recen

Example of the many demos created to test new features & help with employee training.

Impact

Building out the design system helped to maintain the consistency of visual elements
across future designs. It also allowed for much faster prototyping of and iteration on new
features. This increased overall confidence in new features before they were sent to the
third-party to be implemented.

Recreating the customer journey allowed us to properly visualise and understand how
users navigate through the website, leading to more informed decisions about what
features could be added, moved, etc. Providing the third-party with clear, interactive
reference also meant that less revisions needed to be made to the final product. This
saved Morses both time and money.

The demos also served as a good visual guide to our journey for new team members, and
aided with training and onboarding. They reduced set-up time for employee training, as
new employees could be provided with a link right to the demos and a password, rather
than waiting on accounts to be set up by IT.



Screens

Dot
Dot

Login

Email

Password

l (@) Remember Me l

Email Address or Password incorrect. Please check and try again

Forgotten Your Password?

Loan Status: Active

Balance to Pay

£783.44

Make a Payment

£195.86

18 May, 2022

Next payment

Documents >

£ [ e 0]

My Loan Apply Home Inex Help

Inbox o

Money Worries 9

ﬁ:/—

Good News!

You have been approved for a
loan of up to:

- £600 +

a——)

£100 £600

| want to pay back over @

Loan Summary

Monthly repayment £199.08
Total amount fo pay £1194.48
Credit charge £515.60

APR 786.1%

First payment date 17/10/2022

Please note: These figures are for
illustrative purposes and the final
figures for your loan may vary from

Dot
Dot

Make your life easier

Add the app to your home
screen and manage your loan
on the go

Just tap |1, at the bottom of your screen,

then tap “"Add to Home Screen”.

£

My Loan Apply Home Inbox Help

Dot
Dot

@ VYour Details

© Pprivacy Notice

[> Logout

Add the app to your home screen!

Just tap li, at the bottom of your screen,

then tap “Add to Home Screen”.

£De|§'®

My Loan Apply Home Inbox Help

Inbox

Select a nofification to read

I )

Dot Dot Loans - your loan will be [
funded shortly

11 November 2020

£ ] o

My Loan Apply Home Inbox Help



Small selection of the screens created.

View Customer Journey Demos -

Repayment Plan Tool

Designed a “Repayment Plan Tool" that would be seamlessly integrated into our contact
form. Developed flows where user selects a query indicative of financial challenges i.e. “I
am unable to make a payment”. On selection, users are given the option to redirect to the
Repayment Plan Tool.

This tool acted as an early intervention mechanism for users facing such difficulties and
allowed them to independently access help even when a customer service agent was
unavailable.

Repayment Plan Tool Integration

Existing customers can

Repayment Plan Tool

Your Detalls

) On selecting a
Your Details relevant gquestion,
the customer is
redirected towards
the Repayment Plan
tool.

Impact

The integration of this tool reduced the strain on DDL customer service agents, as it
allowed customers to partially progress with creating a repayment plan without having to
make any phone calls.


https://www.figma.com/proto/l5lKpkcBl5x742ctIOWKVN/DDL-Style-_-Portal-(Editable)?node-id=1395-13989&node-type=canvas&t=Lym7iIhknFv8ycng-9&scaling=contain&content-scaling=fixed&page-id=1388%3A13948&starting-point-node-id=1395%3A13989&show-proto-sidebar=1

Screens

Contact Form X Contact Form X Contact Form X
How would you like us to contact you? How would you like us to contact you?2 How would you like us to contact you?
What is your enquiry2 What is your enquiry2 What is your enquiry2
- - | am unable to make a payment v

| have a query around my application

Daytime phone number  Preferred Contact Time | have a general query
Your reason for contacting us indicates
v | am unable to make a payment that you may be experiencing financial
trouble with your current loan
I would like to change my repayment date payments.
Enter your comments I would like to see my payment schedule

If this applies to you, we may be able @

) to help you better using our O.F.F Tool.
| would like to see my payment schedule

| would like to see my payment history Go to O.F.F Tool >

| would like to update my details

I would like to make a complaint

Daytime phone number  Preferred Contfact Time

v
Daytime phone number  Preferred Contact Time

“ v
Enter your comments

Thank you for getting in contact. Enfer r comment
We aim fo contact you within 1 - 2 workin f eryour co ents
you have any other questions please call
03332406217
£ [h] o [} ‘ £ b o) = . £ [h] o [} .

My Loan New Loan Home Inbox Help My Loan New Loan Home Inbox Help My Loan New Loan Home Inbox Help

Screens representing the form integration

View Repayment Plan Tool Prototypes »

Mdaintenance Enhancements

Conducted comprehensive maintenance on the DDL main website and customer portal,
prioritising user-centric design and addressing key usability concerns. Improvements
were conceptualised based on direct customer feedback, and statistics from HotJar.

Notable enhancements include:

e Implementation of collapsible sections on the Terms & Conditions page for
improved readability.

e Introduction of a dedicated “Money Worries"” page and tab to assist financially
unstable customers.


https://www.figma.com/proto/7rMxT217dE4Nw5yz6xEupn/Repayment-Plan-Tool?node-id=74-16440&node-type=canvas&t=fDEtU8RCiE0k1SRx-9&scaling=scale-down&content-scaling=fixed&page-id=74%3A15518&starting-point-node-id=74%3A16440&show-proto-sidebar=1

e Addition of "Add to Homescreen" notices within the portal to encourage users to
bookmark the site on their mobile devices.

Maintenance Feature Integration

‘Werning: Lale repayment Can Couse you sefous
monay proClans. For nak, ga fo

Compore ourloans of

783
Privacy Notice fra3.a4

1. Why de we have a Privacy
Notice?

2.wWhat does this Privacy
Motice cover?

3. What personal
information do we collect

about you, and when do we

collect it?

4. Cookies relevant to Dot

| Privacy Notice | ‘ Money Worries | | Add to Homescreen |

Impact

These maintenance enhancements strengthened trust in the brand by demonstrating
continuous commitment to customers wellbeing and the implementation of their
feedback.

View Maintenance Feature Prototypes -

Testimonials

Dorian has a remarkable ability to capture not only what you want but what you need
through design. ... They can consistently back every design with customer data,
competitor analysis or best practice so you know that every detail has been thoughtfully
created in a way that keeps user experience at its heart.

- Sidonie Lawrie, Head of Product at Nurtur.Tech, Former Digital CX Product Lead
at Morses Club



https://www.figma.com/proto/ECGjYEjfDSab2tYyG9ZfSk/?scaling=scale-down&show-proto-sidebar=1

During our time together at Morses Club, Dorian consistently demonstrated a deep
understanding of industry standards and trends in UlI/UX design space. ... Dorian's talent,
professionalism, and commitment to delivering top-notch work make them a valuable
asset to any team.

- Troy M, Business Analyst at CMAC Group, Former Business Analyst at Morses
Club




