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Starting from whole to bits

The design challenge

2. Minimise the intervention of the onboarding specialist.

3. Make it simpler for the user to self-onboard onto the platform.

4. Guiding the user throughout his onboarding journey.

5. Make the user to experience his best ‘AHA MOMENT!‘

1. Give users more control over their time.

Our high level goals are

Vesta is a leading FinTech company and the forerunner in guaranteed e-commerce payment 
solutions. Vesta pioneered the process of fully guaranteed card-not-present (CNP) payment 

transactions for the telecommunications industry.




Quite simply, Vesta’s scalable solutions enable merchants to eliminate fraud and substantially 
grow revenue by delivering secure, frictionless transactions that maximize acceptance and 

improve the customer experience, all backed by a zero-fraud-liability guarantee.

Design process

Product  and Problem 
Understanding User Research Competitior Analysis

Conceptualisation 
and Information 
Categorisation

Wireframes and 
Mock ups Visuals

Every project is unique and hence requires a unique approach.

For this project, we had enough scope to dive deep not just into the problem but the 

entire system which helped us to get the perfect outcome at the end.

Though the current project deals only with the onboarding experience, we started from 
the understanding of the whole system in which there are multiple user roles are involved, 
their activities and how one part of the system is interconnected to other. This gave us an 
idea to actually understand the gaps within the system and what impact an onboarding 

experience have on the entire system.

After a better understanding of how the entire system works, we dove deep into the 
current onboarding flow, looking at several aspects (user roles, time taken, multiple tasks 

to be done, etc.) to analyse the whole process.




We talked to couple of users and tried to understand their different perspectives on existing 
experience. That lead us to understand their day to day life , their needs, their wants and 
also the change they would want to see to make  whole experience, the most ideal one.



Wondering what is Hero’s journey here? As we know it is one of the most recognised story 
structures but also Hero’s Journey makes for an excellent design tool that can help us 

better understand how to address the wants and needs of a user.

We related each phase of the hero’s journey to our user onboarding journey which 
paved the way for us to strengthen the foundation for our design approach.

We initially started with direct competitors of the product by analyzing their 
way of doing it and understanding the design thinking behind their approach

Irrespective of what kind of product we are trying to sell, the things that make an 
onboarding experience great, remain the same. That’s why we decided to look at 

examples of great onboarding experiences outside of the fintech field. 

every user has a different story

Our approach - hero’s journey

Concepts for what users want to know, do & feel

When everybody zigs, zag!

User Hero

We believe, to rise above the competition, 
brands need to play the game of differentiation.

We used personas constantly throughout 
the project to guide design decisions, 

priorities, and create empathy amongst 
the client and our team.

Pat on the back

Cutting the meat into portions

Help Right Away

Native Checklist

A better understanding of about the users and their needs and wants, helped us 
understand their biggest fear - the amount of information they’re dealing with. So we 

started with categorising the different kinds of information that the user needs to deal with.

We arranged the information into the flow that it was to be dealt with. 
This helped us understand the little things and identify the missing 

element that would kickstart this journey for the user.

Picking up the pieces

restructuring the experience

At this point we decided to take a top-down approach to define the 
overall experience to make sure we had everything on our plate.

setting the design direction

As Vesta is one clear leader among the industry and believes in eliminating the 
digital frauds and is trusted by it’s users, we took ‘fearless’ as one strong 

foundation for our visual design approach.

We kept the colors and fonts consistent with their current brand identity.

As the approach is ‘Fearless‘, the visual screens are also designed to make a 
statement of their own from every small detailing to all graphic elements. The 

clever usage of colors and brilliant typography ensure that our visual design leaves 
a strong impact on our users from the start.

Designed for  transaprency & fearlessness

This example provides a checklist of onboarding tasks. 
It’s a great way of rewarding positive interactions with 
the product. It also shows a progress line, so users can 
see how close they are to completion.

With a detailed checklist of tasks to be 
done, there’s help available right next to the 
task just in case the user needs reference.




Appreciating the user after certain amount 
of effort would leave an impression of 
encouragement to move further.

A native checklist approach with specific details 
about steps involved and also showing their current 
status throughout the journey.
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How it all played out
Recalling our design approach ‘The Hero’s Journey‘ - by positioning our users as ‘heroes’, 

we champion them and empathize with their perspective through an archetypal story. 
In the end the user gets a ‘happily ever after’ with a clear outlook of the product and not 

just one Aha! moment but many throughout their journey.

Our client approached us with two primary objectives:

To enhance the onboarding experience for their new users 

To reduce the intervention of an onboarding specialist from their side

I’m listening Aha! I get it

 * current system map 


