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Good software is...

User-
centred
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Good software is...

Intuitive




The 20p convenience fee for payment
by the RingGo app has been removed.
There is no additional charge for
payment by RingGo

Pay to park

R

g AT L

and pay by credit or dehjt card
Or call 0203 046 0010

No need to display 3 licket
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park hours

Sat - 6:30am to 8:00pm : |
y - 9:00am to 6:00pm i o o |
able at all times, including Bank Holidays. -

07/05/2022 09:17

Amount

.‘a

10p, 20p, 50p, £1 & £2

0,00

2,40

Pald

5 = i, Change
Fe
NON-RESIDENT

Insert notes T
THIS PAYSTATION IS NOT ACCEPTING — Tamacton | G (@ A

NOTE PAYMENTS AT THE MOMENT,
PLEASE PAY WITH CARD OR COINS. ‘f
SORRY FOR ANY INCOVIENANCE CAUSED. DUE oy siENS TALURE TE L e
\ Language  Continue Cancel POINTS ARE CURRENTLY UNAVAILABLE. |
: ] & | } _ (,):?9’; ff%?gA’X;C:E' PLEASE CALL
y o 079 8. APOLOGIES FOR THE
/) L ) @ | INCONVENIENCE CAUSED.

notes only ..

-

Receipt

4

4 HillingdonFirst Ném ;ﬁSilt:j‘ae?t
Period: Ccardholder ardho CCEPTING
- THIS PAYSTATION IS NOT A
uproztrs G £330 Insert ticket CArD) PAINENTS 2] Lok NoES
: PA :
DRk .60 £4.20 | | <<< P FOR ANY INCOVIENANCE CALZL
' £4.60

Up to 4 hrs
Up to S hrs
Up to 6 hrs
Up to 8 1rs
QOver 8hrs
Sunday all day

E&'@% £7.10
£6.70 £11.30
£8.70 £16.30
£2.10 £3.10

da
Lost tickets will be charged at £16.00 per y

rReceipt

uctions

nt cardholders

instr

Non reside
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® [{J v ( booking.com @, h + ©

Booking.com GBP % % ® List your property

=) Stays Y>> Flights % Flight + Hotel & Car rentals EEB Attractions TAX Airport taxis

Offer ends in 11 days

Save up to 35% with
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Black Friday Deals

Set your travel plans in motion. Book by 4 Dec 2024
for stays until the end of 2025.

Explore deals

:l:=: Check-in date — Check-out date

E] Where are you going? /O\

2 adults - O children - 1 room v m

[:\ I'm looking for flights
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About  Store Gmail Images  :::

Google

Google Search I'm Feeling Lucky

United Kingdom

Advertising Business How Search works N Our third decade of climate action: join us Privacy Terms Settings
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@ & : v (£ rome2rio.com C l’i’] + O

@ Rome2Rio

TRAVEL FROM

Belfast, Northern Ireland
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Discover how to get

TO

anyWhere S Y Sydney, NSW, Australia
BY PLANE, TRAIN, BUS, FERRY AND CAR Q, See all options

v
f%

& Search accommodation wiﬁ‘ goking.com

Our partners include: Y@ AMTRAK QSB?QSS! IJ rRENITALIA N >o< Skyscanner Booking.com Rentalcars.com

PO FERROV LLO STATO




Good software is...

Forgiving
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& Rome2Rio

Disneyland, CA, USA

My trips

-3

Hotels Cars

Walt Disney World, FL, USA

9 ways to travel to Walt Disney World

Line 460 bus, tram to Los Angeles, fly to Orlando

Q é X 9h 40min

AutoRentals
Right Car. Right Price.

Ad * autorentals.com

Bus, drive

bl b G} (m 49h 40min

Train, taxi, bus

=

61h 38min

Drive 2,493.1 miles
Gy 39h 19min

& rome2rio.com
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Interest repayment

V N
o{If I REVION

full repayment
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J mln accidental payment

Reuters




Prepare for launch

@

You're about to send a campaign to:

Your adoring followers and email subscribers
982 subscribers

This is your moment of glory.
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Vouchers Dough Store Locations Menus ﬁo Vouchers

Dough Store Locations Menus wo Vouchers

Locations

You're booking our Talbot Street

{Cathedral Quarter) location.

. ;
Ill le I" Is that correct?
A

Yep! Book now.

Stranmillis Rd Bedford St Talbot St

ORTO

PIZZABAR

|
Welcome! Contact FAQs Join The Team
ORTO is an all-day Pizzabar concept with three locations in Belfast. Using our

beautiful, wood-fired pizza ovens, we produce an all-day offering of focaccia

and pizza, alongside a carefully curated specialty coffee and viennoiserie

offeringlnztns mopning time: Opening Hours Opening Hours Opening Hours

Find s v v mmaws v Book a table

"Let us know if you have any allergens here. (Please
R ORTO note that high chairs/buggies to be included in the

PIZZABAR

Contact FAQs Join The Team amou nt bOOked)-"

=2 Select Party Size v

Our Ethos

N Can’t see your party size? Make an enquiry

master baker, we are dough specialists,
and delight in cooking up fresh, tasty
pizzas filled with personality for the

entire family.

As much as possible we source our
ingredients locally, and love cooking

with seasonal produce sourced with care.

ORTO

PIZZABAR

Contact FAQs Join The Team

Continue




Good software...

Builds
motorways
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Step 4 Payment Details

How would you like to pay?

Irish Rail accepts payment by credit card and debit card.

PayPal payments will be available from December 2025.

Delivery Method

Collect 0 Select Station

Review Your Journey Detalls

Your Journey

Outward 22 Oct 2014
Departing Dublin Heuston at 09:00
Arriving Cork at 11:45

Seats Reserved Outward

Dublin Heuston to Cork
Walsh Colman

Coach A

Seat 61

Ll
N
Cl
P



Step 4 Payment Details

How would you like to pay?

Irish Rail accepts payment by credit card and debit card.

PayPal payments will be available from December 2025.
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Delivery Method

Collect ON v Select Station
Adamstown
Ardrahan

Arklow
Review You Ashtown
Athenry
Athlone
Your Journey Athy Seats Reserved Outward
Balbriggan
Ballina
Ballinasloe
Arriving Ballybrophy
Ballyhaunis
Ballymote

. - -

Outward
Departing

Dublin Heuston to Cork
Walsh Colman Coach A Seat 61



 seps .~ J /2 | 3

Step 4 Payment Details

How would you like to pay?

Irish Rail accepts payment by credit card and debit card.
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PayPal payments will be available from December 2025.

Delivery Method
Your tickets will be available at Dublin Heuston from 8am on your day of travel.

| wish to collect my tickets at a different station.

Review Your Journey Details B

Your Journey Seats Reserved Outward

Outward 22 Oct 2014 Dublin Heuston to Cork
Departing Dublin Heuston at 09:00 Walsh Colman Coach A Seat 61
Arriving Cork at 11:45




Good software...

Solves
problems



AIB Future State Experience Map

The future state experience for Pre/First Time Buyers
From first interaction to applying online.

1. Information Gathering

Users who have just decided they want to buy a house and are locking for initial help and guidance.

Pre-Home Buyer

- Age: 25
= Working in Dublin City
* Gelling married in two years

££ Pm really excited to own my own home, but

saving for a deposit is exhausting. 'm working
way more than normal, and am spending my
free time researching the process.

: First Time Buyer

- Age: 30
+ Werking in Dublin City
* Has saved for a degosit for 5 years and wants o finalise the

L€ we're finally ready to take things a step
further and buy a house together. We’re really
excited about that but the process itself has

Behaviour Segmentation

- 50%

| -20%

+ Salary: €50k

LE

2. Assessment

Users which are starting to feel more informed on what they can afford and are likely to e

2.1 Researching Mortgages

2.2 Researching Home Prices and Fees

process in the next few months
+ Salary: €53k

started saving a deposit.

2.3 Researching Banks

been exhausting.
7

3. Decision to Apply

2 informed and are makin

3.1 Choasing AIB

SUPPORT SEEI -6%

3.2 Starting their Application

« What does LTV mean?
* How do | save for a deposit effectively without * What can | actually borrow?
% i * How much do | have to save?
massive behavioural changes. « What are the first steps | have to take? g
» What is AIP?

+It’s hard to find a property that feels right for me,
and it's more expensive than | expected.

« How much of a deposit do | need to save?

* Who will lend me the most money?

* What help and support is there to tell me exaclly
what | need to do and when?

Canfusion, Anticipation

Online support - fast

Savings goal
tools demos

- What can | afford monthly?

« How much is this house over 25, 30, 35 years?
= What is out there?

* What can | get for my money?

Confusion, Impatience. Excitement

Offline support - slower

Video chat

Online chat
Have you started saving
for a deposit yet?

Mobile mo.rtgage

Call manager

Branch Visit

- What are this banks interest rates like?

« Are there any special offers?

» What is this bank like? Do they feel friendly
and knowledgeable?

Impatience, Excitement

* What is the application process like for
this bank?

» What do | need to get together befare
starting my application?

- How long will it take?

Eagerness, Excitement

+ Do | have everything | need to complete
this form?

* Can | get an advisor to help me fill it out?

+ Do | have enough time now ta complete this
form in one sitting?

Eagerness, Nervous Excitement

Progressivaly accessed page spokes

Want to proceed

with these Application
mortgage tool checklist
details?

No problem

Progressively accessed
page spokes

Get gage
ready - guide page

First Time Buyer guid
page (System 1 and
System 2 content)

Saocial proof
& advice

Email prompt to ) :

rejoin journey after Daft.ie
attending event

Boards ie

Help and

Budgeting :
tools demos guidance on ~—
mortgage Add email to receive
Calculator > process event details, advice,  AlB Event Attendance
How much can tips and lreats.
| borrow?

Estate Agents/
Property Sites

Save your results

Caleulator >
How much can
| borrow?

Sharing calculator
results with partner

First Time
Mortgage rates
and offers page

to come back later

Calculator > How
much will my
mortgage cost?

Google/
Competitor
Sites

@

Event Attendance

Ready to bid on a
house? How to
apply for AIP page

Online AIP application -
Immediate

Online application

To complete AIP with an
advisor
Book a branch appointment

Email prompt to
rejein journey

Branch Visit

Sharing rates results
with partner

Call

Community events for Pre-mortgage ready

Mortgage advisors running events evenings

> Savings accounts and budgeting tool pages Estate agent websites/property

sites

> CBI website ‘How much can | borrow?' calculator

Talking to friends and family

Estate agent websites / property sites

Google/Competitor Sites

FTB Mortgage Interest rates page

> Step-by-Step Application Guide

) Document requirements checklist
(also available as downloadable
PDF)

Current account landing pages which are
linked from mortgages

Savings accounts and budgeting /
deposit amount tool pages

User needs to know what
deposil is required, sel by
CBl, how much they can

Guidance for
FTB (lccalions,
must/nice lo

) Step by step FTB guide page

User needs a
breakdown of the
process and allow

User needs to feel AIB is
the right choice lo slarl
the deposit saving

User needs tc know
practical ways ol how lo
save and budgel for a

Talking to friends and family Estate agents at house viewings Vidao chat and orlinechat

AlB emails to pick up where they
left off

vV VvV VWV
VvV vV vV VvV

Free events and webinars ‘How much will it cost?’ calculator

v VvV vV

User needs readable User needs a clear Reminded ot the clear

benelits of

All information on what To easily understand Help and guidance

human content starting point with links users should keep the cost of a mortgage on interest rates

in mind when with the diffarance

> Confirm details entered throughout
the journey are correct

Guidance on what the Clear cirection to the

steps are when different methods of

To knew how long it
will take to complete

> Apply online - AIP Application form

> Book a Branch app - booking form

) Contact AIB

Reiteration of what
documents they need

Phases
1.1 Decision to Buy - Pre-First Time Buyer
* 1 want to buy a house in the next 3/4 years. * What type of mortgage am |?
* Where do | start? + What information is relevant to me?
*I've been with my bank since | was in school - | * There's no guidance for me as a fulure mortgage customer
Thinking & wonder can they help me? + I'm not ready today.
Feeling * Do banks care about me? + | want to put in more effort at work to increase my salary.
+ | want to save as much as possible over the next few years.
Confusion, Excitement
AIB
Home page
Lacation
determined
Goo csl Help
gle = to buy
Mortgages bt
Landing page S feefo
TrustPilot 3 Eligibilit
y Fegfo criteria
Doing
CBI Market news
GO - ‘
GAA RDS Others
Add email to
| ’ receive follow up
Yz % ¥ - R on eligibility
Features and Social proof ~ Mortgage ;
benefits SOSERIE ucis & advice freeze / rsg’:"l‘&:ﬁ::m;: d
holiday option | 100 Y
earn how to become
mortgage ready
> Google > First time buyer landing page >
> Talking to friends and family > Relp fabuy:echismss >
Touchpoints
3rd party reviews websites
> AlB Homepage > PREY )
> FPublic bodies AlIB affiliate with martgage >
> AlB Mortgages Homepage lounges / martgage evenings / bank at work
User needs to see User needs to feel User needs to  User needs friendly, User needs case
morlgage oplions conlident thal AIB can  feel valued as empalhelic, humanised sludigs and examples
User needs which relate to house  provide an end to end  an exisling language that conveys that of the process,
prices they have solution for them and customer. the bank understands their especially if

situation within the currant
market and provide guidance
on the buying precess.

observed on the
market.

guidance on where to
start, faeling confident
AIB is the right choice.

categorised according
to pre-mortgage ready
customars.

haves, how to
bid, dealing with
estate agent,
solicitor ete.

borrow and whe will lend it
to them, with support and
guidance to get there.

deposit, real / achievable
ideas that aren't going to
wreck their social life.

process. Need clear
benefits of choosing AIB
for their first mortgage

them to orientate
themselves in that
Process.

that is easy to to further reading if

understand, scan at a they require it.
high level and deep dive
for furthar info when thay

have time

house hunting, not only
bank information

alongside choosing AIB for their
first mortgage when

weighing up rates

any extra fees they
should expect

clearly and succinctly
explained

applying for a

mortgage now they are
ready, and expectations
sat.

applying for AIP and
what documentation is
required

tha form in branch to complate the AIP

versus online application online
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OP FOR YOUR

We have ML, B h g Is Your
the key to L T 6 E?M?M'LOAE, | Mortgage
new /- e ML | * e o B Payment

e 1 N ey N\ A Becoming Too
home T A\ | A e Access Funds Much to Handle?
;o gy G Without Sacrificing

Low Down Payment 9 - d ‘ ! Your Low First
Poor Credit OK v ¥ /4 = Mortgage Rate

Loans Up To $400,000 Get approved instantly!

Call for details. HOME BUYING * PRE-APPROVALS * HOME REFINANCING * MANY OPTIONS AVAILABLE!

A A WEBSITE.COM



Takeaways

4 User-
centred

Designed around
the real needs
and behaviours
of the target
user.

02

@ Intuitive

Works the way
users expect it to
work.

0s

A Forgiving

Makes it easy to
undo mistakes
and helps users
avoid mistakes in
the first place.

== Builds
motorways

Always
prioritises use
cases and
demotes edge
cases.

@ Solves
problems

Never loses
sights of its
primary function
to solve user
problems.
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