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User engagement idea



Design thinking process

Phase

Service

N

01

Empathise

User interview
Customer journey (as-Is)
Competitor analysis

User engage analysis

i N 4 s
cg s y >
02 03 04 05
Define Ideate Prototype Test
- SN A\ -
Persona Ideation workshop Testable prototype Concept validation

Unmet user need

Customer journey (T0-BE)

Service blueprint

Customer value proposition

Conceptual design

Usability testing




Why research and ideation

Objective User engagagement

01 Create sense of interesting for feature and answer user need.

02 Increase new user and active user more daily used.

03 Retain longterm existing user and make user loyalty.
Benefit

Case study, Get to know
01 others competitor, How they 02
influence user engaging ?

What's trigger or activity
motivate user satisfaction ?



Customer
value Hook Model
proposition

Interesting ideas to create Interesting ideas to

new value to increase user

user or product engagement to product /
differentiation platform

SEE MORE SEE MORE

Explain hook
model via up

SEE MORE

Feedback
and question

04

SEE MORE




Ol

Customer value proposition

Interesting ideas to create new value to user or
product differentiation



/ Customer value proposition case study

Commonwealthbank Value to user [ Key differentiation

Whether you want to save for something specific, get
on top of bills, or find out where you could be spending

9:00AM - eeees 9:00AM -

rocomsents @ x less, our app can support you.
Hi Jessica sy g I'm saving ...
Saving for something? to go on a holiday Feature : Set and track a sqving goql

’s set a goal to help you stay on track

Netflix payment (] e ‘@"

We've noticed this payment has & & ' . . -~ Pl a [ —_ i

sased by $200 . Target: ngu First jobber cdlovmsavdinuIgiuMsIiUIBULWDI1D
uWuAEetud3aUs:o1du

Sydney Water bill Nz

We've noticed you've paid for your N iz for an emergency fund

July bill twice

Seta goal

CVP : 2oULBUDENVTLUNKLNE WNTDIEDOATEDNE 1RUNAAWSIUNISDDU
Gundu




/ Customer value proposition case study

Starling bank

Eu I

Omege Achebe
Close Nearby Payments

Yutsuko Lo
Searching for people nearby

uuuuuuuuuuuuuuuuuuu

nnnnnnnnnnnnnnnnnnnnnnnn

Lucy Tucker

Value to user [ Key differentiation

A digital-only bank in the UK

Feature : Nearby payment

Target : Business owner and SMEs.

CVP : shgnsoloutduldissludovoulavucyd




[f Customer value proposition case study

Frollo
Value to user [ Key differentiation
Get rid of debt We’ll send you tips and . .
PR money insights A money manager app based in Australia,

in 6 months*

helping users to set and acheive financial goals
and “making people feel good about money”
using Open Banking data and Al.

: Messages @ -

‘ B e e } Feature : Debt-free planning
Want to be debt free? 1 |

Tell me more

Target : Business ,SME and others.

3 Month Average

$802

3 month average

‘W I I
\Y APR . MAY  JUN
N R R

MAR

CVP : 2ounudis:wildvie Gihknetkussa




/ Customer value proposition case study

xCash
Value to user [ Key differentiation

[ v i xCash earns you rewards points as you
spend ( Privilege and pay by point )

Feature : xCash transfer point

Target : Shopping lover

CVP : kin Point chvandliauisauana:uuuld Tou Point U1
xCash 1Woaunuoiguazuanuovsivda
dgawiAglauinug




/ﬁ Customer value proposition case study

Spotify

Value to user [ Key differentiation

Music streaming service on app [ web
Liked Songs

SHUFFLE PLAY

Feature : Collaborative playlist @510 playlist

Download Songs [ ] ’

$oufiulwaula:AsDUAS)

7Y Nathy Peluso: Bzrp Music Sessi... :
B tiire ot

23 |, Gonna Sit Right Down (and
=7 Make this a collaborative playlist?

o i Anyone will be able to add songs to it.

N = Target : wWouua:AsouASd
Sombra (feat. Malena Villa)

/4, Oso Panda : Not now

o= Criarers : CVP : $o9undogmiuniswolwavsdunus:KnI1o
) Lo Quo Mo Gusts DelVeranoE.. ¢ lGumv nnAuauisalaoniwavnsauua:asv Playlist
sounula

Limite




/ Customer value proposition case study

Summary : What ‘s trigger and create new value to user or product differentiation

Set goal and
achive goal
: User $§8n3n

ansamnnagiv
dognviulthrune

uazussatnung

alagve

2. User Aov$anon
Feature Uudosun
Utumilaogva:=aon
ua:vanmsavcaiva
Talagviguazsoaisd

3. User $andv
misidaousou soudu
doulivuooms
dadutorsoanism
NONSSUUIVDEIVSOU
nuduld




Hook model

Interesting ideas to increase user engagement to
product [ platform




Hook model : Increase active user

Nir Eyal fjifisumiivda Hooked: How to Build Habit-Forming Products

( The loop that make people to repeat the same activity in the same way again and again )

dons:du msns:M
Trigger Action
1.External trigger - What gets the user to the
product ? 3. What is the simplest behavior

in anticipatiov of reward
2.Internal trigger - What does the user really

want ? @ @
nl1savnuavisy < | b s1oJanuvumainiuia
Variable
Investment
reward

5. What is bit of work done to increase the

likohood of returning ? 4.1s the reward fufilling, yet
ikehood of returning *

leaves the user wanting more?



User engagement case study

Facebook Trigger Action

External : Get notification
-  See others post

) - See others
:ntelinatl): Fegllngh like,comment and
onely, bored “What share on your post

facebook are my friend ! likes

— . A = Comment, like,share
e Sel i) B e - search for new
Story Ramirez Undearwo Wilse Updqted neW? @ @ friendS.

“ Jordan Torres

P Tap to hide this post. You won't see it |f need more "ke and @ ﬁ

again in your News Feed

= Number of likes,

shared _ ) shared and
-  Create interesting comments
content -  Get contacted by
a ' If grow friend network old friends
g ; - Friend requests - Recieved Friend
requests
Investment Variable

reward




User engagement case study

Instrqgram

(‘ (f o

& jeongja22

574 874K aa
Posts Followers  Following

Jeongja Seo

BIG BOSS ¥+
* jeongja@ry.mail.com
Followed by analog and cheryl

Trigger

External : Get
notification

Internal : Would like
follow someone e.g.
lifestyle, updates
news, inspiration

If need followers
increased : Your
memories uploaded

Investment

Action

Check others
images

Update my IG story
Like and comment
on others post
Follow others

Other like your
image

Get Followers
Find new friend

Variable
reward



User engagement case study

Starling bank

New Furpiture

£350.00

@43
Z"C Qstonbury
[T

Trigger Action

-  Configure auto
saving regularly
e.g. 100 pounds
per 2 week

Internal : Want
saving achievement

If want to save [ﬂ) ﬁ - Save more with

minimised planning

more money nn
Save up more -  See progress barin
frequently dashboard
Set more goal for (self-achievement)
saving
Variable
Investment

reward



User engagement case study

Shopback

E-VOUCHER E-VOUCHER E-VOUCHER

B shopee Lazada @ food;

30 50.- 2 50.- sa

o5 dmdugndrmi W5 dmdugndmi A5 dmdug

E-voucher  uAuiRunewil i Tuins08 nanudITIn
wunn

Trigger

External : Push
Notification for deal
alert and promotion
of the day

Internal: dooms
doUUvooulattusiAmin
AuM

mwenldduaa
Wududn
-Apvrhmsaouuzun
BNBOULWDU UaNSn
o:laSuAUDY
IWULaU

Investment

Action

-Ldonsrumia
hankawua:lalds
TwduaasimMoin
deal of the day
-ggovonmvoldsu
douaaonkary
Kae

-18 cashback o1nms
shopping dumru
shopback
-lapUavdduaaciva

Variable
reward



User engagement case study

Netflix

anding Now

D> ZARK

Trlgger Action
External : Push
notification d&wsu -Idqqntivua:3sa
KUolKLua:=sstkua n anto
wu=un -Iddwiaantivtkun

t0utnsuua:ssn
Savaatsu

Internal : ¥ovagUuu
WFH Uo1suaiiolula
ponlUThu, dovns
ADWAUN DEINQHUD
ua:=dscva

-lasuAdwaunuazlaq

adovmssSusuKaga wUvAKa1wKae
Device -TagSnhuvlknLuazBs
- davauaAsusmslu goalounuu=th
s1MNgond1 ua:
Susutusduuu
uov Full HD 16 Variable
reward

Investment



Hook model : Summary

4. Invest:ment ijo User 16

1 Trigger Wudvddcyiaou 2. Action : misiaousounuidu 3. Reward : wiiautdu - SIOSARUNAGWS wWD:avio
auavaAnudoomsudv User tUuaonu:soooo‘tmznammm r:a_a:aytdur;‘nsmagunu g FUToBENDIRLEUTG
16 Tagtawr:doAwrautd S Feature Gua SeiNWoWoIBUINUU

jeongja22 facebook

574 874K an Cma!e a Patrice Darrell
Posts Followers  Following Story Ramirez Underwood

Jeongja Seo | ;& Jordan Torres

|
BIG BOSS ¥ NARCOS #blackAF

* jeongja@ry.mail.com
Followed by analog and cheryl

Chack g Tap to hide this post. You won't see it

again in your News Feed.

spular on Netflix

anding Now

DL ARK
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Explain the hooke
via UP



Up

In order to create powerful hooks, We need to answer five questions.

1 What do users really want? .
What pain is your product relieving? T"gger Action
0 Internal e
2 What brings users to your service? a
External
3 What is the simplest action users take in anticipation of reward?
How can you simplify your product to make this action easier? D{b ﬁ
4 Are users fulfilled by the reward yet left wanting more? o e
_______________________________________________________________________________________________________________ Investment Variable
reward

What “bit of work” do users invest in your product?
5 Does it load the next trigger and store value to improve
the product with use?



What do users really want?

What pain is your product relieving?

UP’s persona

Occup.

Lifestyle

Demo
graphic

Need

Pain

*Freelance
Messenger / Rider

Job

@ Gr@‘:@ ﬁ
Shopee

7K income

Male, 27y @Nonthaburi
Vocational certificate
Single, stay alone

Expected loan : 2-7K
Extend life with liquidity
Travel and shop

Self development

Don’t want to borrow friends
Missed financial month plan
Lack of financial knowledge
Hurted from shark loan service
and loan interest

*Grassroot wage worker
Sewer / Sudnsgiu

- Y w
UL Py truemoney

7K income

Female, 47y @Buri rum
Ungraduated

Married, stay with big family

Expected loan : 10K up

e with liquidity
ic need

)m bad debt cycle

Big bad debt, struck in cycle
No asset to trade anymore
Take time to learn technology
Lack of knowledge

and hurt from shark loan

*Young Gen small biz
Bakery shop

Shopee

.

*unuaing
nsRui

makro

gngsnonu

20K income

Male, 34y @Nonthaburi
Bachelor

Married, stay with family
and have baby

Expected loan : 5-10K up
Run and grow business
Personal liquidity

*Salary man based
Purchasing staff

The| Jli983

. 25K income

. Male, 40y @Samut Prakan

. Bachelor

« Married, stay with family
and have child

. Expected loan : 15K up
nt liquidity

QOOd e
Afford to feed back to parents d life assurance

Business struggled

A lot of expense,Lack of
business and personal cash flow
Struck in bad debt cycle

Don’t have saving money

. Miss expected loan amount

. Risk to reject to apply loan (flinu)
. Slower and long loan process

« Struck in bad debt cycle

*Opportunity seeker
Online seller

.

Shopee. LINE Bank

Gainains)

18K income

Female, 40y @Khon kaen
Vocational certificate
Married, stay with big family

Expected loan : 10K up
Investment and growth
Support family

Maintain financial status

A lot of expense

Use saving money to pay
Don’t want to have debt
High loan interest and
unnecessary cost



What do users really want?
v 2 3 4 5

What pain is your product relieving?

UP’s Customer value proposition

Chance to get
trustworthy source of
loan

Just build credit with
bank first & use
money when needed

Features

Trustworthy source of
loan

Gains

Pains

No payslip required

Lack of cash flow

Gain creators

Pain relievers

100% online with 1,000 THB
More credi via
gamification

Urgent small cash for
daily spending

Coin to reduce interest rate
Lower interest rate

Not have to spend
saving

Self assessment for
loan repayment
ability
Gains

Pains

High interest & fee

Stress from
managing & paying
back multiple loan

Needs

More income to
manage life more
easier

Extend life with liquidity

Needs

Own self-made
achievement

Run and grow business




? 3 4 5

Customers’ Trigger

SCB Easy tiles Line connect

9:41

dunsaulse nazunsinsnn

AsovAeUANIUNSATASAUGO/TnS > : vaumwanfturilnuogn:?

Hello
Ratchaneeporn
@ Chatuchak

TNHLAUSZINNATLA IPAT WY
v 91wifu $u Up coin 1Han

& v
oonilizlase - B9

swasipauinisadu Up laaa

nsiEonuandrurinaule
ouanilag

5 : - .
: s cor

Pay family Mobile Banking
& friends &internet services ) . il
USN1SBUU Up auseynna :
. Unsinsian Uns PLANET
Speedy Loan : SIASA

= 0@@ @ SURUGNEAUA tou

Fwavegswidiou

Personalize

Easy Pass Utilities
your app

- aiasine oyl bidesiladuitudou
tihuuay SCB EASY

. idufiou 1oy
1,000.00 Lending

« 23Guhine Guduii 1,000 v wiau

/SCB.

Tomasuraiiuiiings 40,000 v B3

Metropolitan

AlS one-2-call - dpanneniiduiiv desaudean

Electricity ... N
) - r wingy Up coin &
= maumawmmmu_lqwagsmm?

lenidd ) .
IASAR . o NaiuBnUsH ) iqmignan
fiauasla Auoniyuisou ansinsin : Gon iudonz O 6@

Speedy Cash I - E

USNIsBURU UP atnsUnsIAShn Bugn
$10ASI QUNUINL* udrsaawsouls ¥ns BoAL . Audoyana Auidatiu Audosnnud

Shugnigisn 204 w@alilins .

@ 5 e = =+® 8 © 9




Customers’ Action

Low effort to get a loan on UP

dalns Up
sUinnvoyaveunm
doyarlu

L
Alantinge *
uwan

g0
UusIAL

uwana
ains

EXTRA BENEFIT:

Low effort first-time register
for existing users.

AogRansiols *

12/11

Ivovvauwa |vmq5ns
NSIINWUKIUAS 10600

n1sduvesdu

0]

Aundo
o.oo 2,000.00

29Rudw 2,000.00

InSeryvesdu ©

0.0 ngoy
1fiuInSeny 1a:IWULIITUEY

|} suguan 40 msurusiaidiou

fABUNUUFOUNIY
‘ - ?

.Q Sulnanionans

|' suguam 1,050 Sury nasWuowIuBY

What is the simplest action users take in anticipation of reward

How can you simplify your product to make this action easier?

>

Freedom of selection

uldendu
na:3swougienu

[ Aazaonuouseidolns
@© nndufi 1 veuidiou
O nnduR 16 veuidiou
O nnu 28 veuidiou

B anesnuoudienuulnu
@® fndrygRudndnluda
QO dwipaiuiied

donUryBdnsurindnlula

SnsiAy dAsiusuuR

AruogNduRUINIlng

insAifolavSaIdounUIFos:uguOUITU

1,000

T8InSery annonive qidoulv

Arusioamstéinsoryanneniensolu Q
Al 1,000 ISy

1 200 msory

fush i

100 1nSery 500 ISry




2 3 Are users fulfilled by the reward yet left wan 5
more?

Customers’ Reward

Answer the survey to get coin Credit limit offer

X v
Arulasuvoldua

IWUoUITUEL

Arnaun 2

" 0.21n8ery

‘ AruAgvagnlnu X
AnlASuITUEUIWLY

Fonléi 1 AmouU: +1 ,000 -

sUAS
2uiugudegUiu 5,000 N

niowlnséwr 18U True Wallet, Line BK

AnlAsu 1.2 InSery : suRuBlnGRLIDU 6,000 Ut

AfUABUINUAOUNWSUTIASINED

guidunoniJusosa: 2.09 roifiou

$adnz1Gou U ASadER IUAnde no:ufuIMSsnyTruSunaIU: . (Reuiringova: 25 siod)
uons:uu n&untiansn Up
s
IWourSoAUSIN L
BUGUSULIRUBUIWUTA AuiA 30 n.A. 64 - 30 &.A. 64
auldgunaanasynwumuvoritnuanasoulv
BUdUSULIRUBLIWY
I Anusiold | : Tsnenas




What “bit of work” do users invest in your product?
2 3 4 Does it load the next trigger and store value to improvethe product with
use?

Customers’ Investment

Give more information to get the coin and increase credit limit

ifuinserynaziwulonia
o o v | =
Suouiiudungavu ’
M‘hﬂﬂmﬂﬁ

Ausain1sdUlnanionanso:ls

F aaiuidou/nivdosouiuidiou

7—i §U 200 mSury

n:dsudiu
go| U 50 inSery

1dun:1igusn
‘ 5U 50 InSery

wdl) duemiiuouiuuldodnils

é auiduduvesarugnitnualnes:AunouLEaio
numsiduveunsuios msulnanionase:ou
Tisurmsdns:AuRoWLNTeloveAnATU
na:mndionanstudusrnuinorudngoriog
aAnfdlomaldsuouiuduiiuiut




UP’'s analysis via the Hooked model

Trigger Action
Internal: Freed
e Low effort to zeeconm
Extend life with Ilq.l.udlty get aloan on UP ) of
- Run and grow business selection
External :
- Tile on SCB Easy
- Push notification
Give more information Answer Credit
to get the coin and the survey limit offer
increase credit limit to get coin

Investment Variable reward
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Feedback and Que



Thank you
for your kind participation




