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Objectives — High level Task flows & Sketches

> The task flows and sketches are to ideate/ generate ideas for the future state

> To look at the user journeys for different user types in Product and Service

scenarios.

> To identify opportunities; e.g., Personalization, Cross sell and Support

Note:

» The task flows and sketches presented here are not final. They will be revisited and will be detailed

out during detailed design phase.

» Refer to the site map and card sorting documentations for more insights



User needs, Task Flows & Sketches

> Experience maps (user needs and key motivators for each experience - Learn, Buy, Manage & Support)

and identify opportunities.

> High level Task flow (steps, key features and opportunities): The task flows are derived on a typical customer

lifecycle on e-commerce sites - Learn > Buy > Manage > Support.

Learn Experiences

- Learn and make an informed decision before buying a product/service
Buying Experience

- Experience of purchasing a Product; (cross-sell and upsell)

Manage/ Self Service Experiences:

- Modify VASes

- Pay Bills

Support/ Help

- User wants to get support on a specific problem

Inform

- Information about SingTel

> Wireframe Sketches



Transforming the Model

Current experience Future experience

Information, purchasing and service are separated in ways Bringing together the information and transactional elements
that are not helpful to the user. The result is a disconnected across the learning, buying and managing experience provides a
and sometimes broken experience, redundant information full service to the customer. Regardless of their current mode or
and steps, and a lack of contextual support and information. goal, the relevant information and functions are available at the

right time.
Buy
Learn Buy Manage Support
Support
Learn Manage
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Types of Users

A user may fall into more than one category (known Family head) and types can apply across the whole experience. For the purposes of this
document login state was illustrated in the learn and buy flow and account access was illustrated within the Manage flows.

User types based on Login state

Unknown
User

Recognized

!
ot

Unknown users are either the first time users of SingTel or they are not logged-in users without any SingTel data stored in the browser
cache.

These are the users, who are not logged in but they are frequent visitors to the website as there browser cache has some of the SingTel's
data

These are the users, who are logged in to the SingTel's website

User types based on account access

Individual

Family Head 'M‘
Restricted user "

They the users who manages only his account on SingTel and is assumed that the user has purchased some of the SingTel's products and
services

Family head is a user who buys and manages self and family members account

These are the users, who does not manage his account and is dependent on the “Family head” user group to manage, and update his
account



Learn — User needs and motivations

“I want to know

what’s available.” Opportunities:

Browse
» Provide personalized experience to existing
customers
“What's the Personaliz Share “Twould like . , .
best product _ation to share this *  ‘Wow’ return users (Recognized users) by
Jor me” info with my showcasing products they viewed in their previous
JSriend” visit
» To persuade users to register
“Twould like
“What's the . Revi to know « Improve persuasion by including customer
difference ompare cviews what other reviews, ratings, expert comments
between and ratings users think ’ i
these 2 5
plans” Related ;[r)ggltlc - * Allow users to add product in any order
products (related, unrelated and bundles in one cart
* Support: Provide contextual technical
“What are the specifications, FAQs and relevant ‘Support’
related products, elements during the Pre-Sale process.
accessories and VASes”
Legend:

Search and

Unknown User

First time visitor to
the site

» Increase conversion; promote cross-sell and
up-sell

Recognized Known
Users who are not logged Existing and
in, website remembers logged in

them by previous usage
patterns (cookies)

customers



Learn - high level task flow

Combination of hub and spoke and linear task flow

Home

Compare
Personaliz-
ation
Product
catalogue Product
Promotion
Support

User types and scenarios

* Get informed of what’s available at Singtel.com, new, upcoming products and promotions

* Unknown
User

Recognized

Known

» Read what others think about the product

+ Displays related products
and bundles

Related
products
Select
Plan
Review
/ Ratings

Sign in and sign up process

+ Share information with friends on social media sites
+ Learn and add related and un related products on to shopping cart

* Get products and services information based on previous browsing/ usage pattern
* e.g., Product you might be interested in/ or your last viewed products

+ Ability to add as a favorite; system intelligently displays content based on what's on the favorite list

* Get Informed of User specific promotions and deals

* Get informed of re-contract eligibility
* Recommended products & Deals

* Applicable for recognized and known users too

VASes

» Navigate to unrelated
product category and add
to cart

Unrelated
product

Shopping

cart
check

out

Rewards

Accessories

Special offers related to products in the
shopping cart

Rewards points redemption and promo
codes



Concept — Home page Layout overview

Llobal Navigaki

!. SLV\;)T&L P

Personal & Account Information

Promotions
Promotions

Products & Services

Overview of product and services

Your last viewed Best Sellers at SingTel

Recognized and Known
users

Social selling

footer Navigation



Concept — Home

Global Nav lgation

L. SingTel P

Primary Navigation

Welcome Jasown, Deals for you

You are eligible for a re-contract;
BT scount 25% {

Promotions

HiN|nIn

Products & Services
Mobile Internet TV Fixed line Rundles

Your last viewed Best Sellers at SingTel

o ) )

footer Navigation

$ Sapient Nitro = ©2011 SapientNitro Singapore Confidential
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Personalized information & Promotional banners
specific to the existing user

Hero area displays Promotions/ new & upcoming
products.

Overview of products and services displayed upfront

Showcases products based on customers previous

visit/ browsing pattern.

Displays top selling/ popular products at SingTel

Mini Cart to inform product/ services added and
related pricing

Y Review a N \
[ promoten |~ N e | Rowards |

sstect | vases | shopping |—>
| e \
A\ check

Acosssaries |



Concept — Product Catalogue

Global Navigation . . .
3, = Personalization - Promotional banners specific to the
~ 4 SingTel P existing user

Primary Navigation o Filters section
b This sections allows the user filter the choices of
available phone and plans

elcome Jasomn, Deals for you
ou are eligible for a re-conkract;
iscount 26% ‘ ’
. ) L L - Product summary containing the best price along
Mmobil R ER with the plan name.
b Compare ratings, likes, and a summary of specifications.
ability to compare between products
SQLZCE !.:ke' EUPQ Brand Brand Brand
O‘F evice Phone model Phone model Phone model
) ¥+ o) (KRR =) R
price —| $L34°L LJ* 5401 Lj] $L390L
- | iplus plawn I- i I- i s
o Free JrEr |LJ s P = P User can view related products within a product
| 12¢% to 40% lpd & reviewsd family. e.g., roaming, data plans.
_l4o0$ to 100% o
Compar —l Compar | Com'mr
Brand € e
] BlackBerry
[ THTC
\Kjocera
(e

Operaﬁnc_) Sjslzem
[] Android
[ Blackberry
| webos
Windows

e (oo )

hownes Daka PLom

: : { e f“:’\;::;;:- R e s e o s
o R NS \‘,7/ / X N \ /A
Prepaid cards y : 1 - ) .
[ Promotion N eview )

| IRatings

Footer v
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Concept — Product Detail

Global Navigation

;‘ SingTel P

Prin L Lgation
Primary Navigatio o

Deals for you

LR
lcome Jasown,
are eligible for a re-contract;
'

ount 2% { ’

Cataloque » Product details

Product/model name u
o

*%ﬁ# iPLus Plan
Boducb | Reviews (%) | Social | Quantity]| 1 I—V]

Add to cart

Re-contract

Top features

Lorem ipsum dolor E
Ipsum dolor sit SQPPOY

", ) [E]

Similar PkoV\QS
0 | ,
I =) 1

Mobile
Phownes Data FLoM
Plans Roaming

rePaid cards Calling cards

Footer

Confidential

$ Sapient Nitro © 2011 SapientNitro Singapore

Personalized info including promotions specific to the user

Hﬂ

Ratings and Facebook ‘like’ for social selling

Tabs to view information specific to product. includes product reviews by
other users.

u

Pricing module allows user to add to cart; and if eligible will display re-
contract.
also displays if product is available or out of stock

Share this on wall, or send it to a friend

HH

Other phones / similar phones allow users to choose phones that are
similar in feature/ pricing etc.

Additional modules — Accessories related to the selected product

Links to related products

Provides contextual ‘Support’; technical specifications, FAQs during this
Pre-Sale process.

ersonaliz- | [ Rolated |
n products |

\ \ /
> Product f——3] 5;'::‘ 5 vases |5 Shopping |
\ | cart

N \ \ /L \ o

[ Review

[ Promotion g

| support

Prepared for SingTel w. SlngTel
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Buy — User needs and motivations

“T want to select
and add products
in any order or
sequence”

“I bought this now,
what next?”

Known
user

Add
products

Support

“T want to know
the status of my
orders”

Track order

Known
user

Personaliz
-ation

“T want System
to update my info ”

Existing and logged in customers

I want to choose
my date and

Scheduling time of
installation/
delivery
Payment “Twould like to
methods know what other

users think about
product”

Opportunities:

*  Modal Navigation to hand-hold user during the
buying process

» Provide efficient feedback mechanism &
baked-in help during transaction process

* Pre populated forms for user efficiency

» Allow Express check-out if users do not intend
modifying billing and personal details

* Provide the contextual links to ‘Support’
sections including technical specifications, FAQs,
manuals, warranty etc. after doing the sales of a
product/service

» Allow users to use promo codes, Vouchers and
redeem loyalty points during shopping process

« Provide after sales support information with
links to support section via e-mail (in addition to
online support)



Buy - high level task flow

Modal Navigation to hand-hold user during the check-out flow Receive e-mail
and SMS
confirmation

Check-out
e-mail
Shopping Schedule
o delivery/
P al P t . )
gz::irf: 32:252 installation Order Confirmation
appointment summary
Recommend SMS
related
Products

Express Check-out

User type and scenario

Pre-populated forms for logged in user — name, address, contact details

Known R . . . s
Re-contract eligibility and promotion details if user logs after the ‘Learn’ process

user



Express Checkout — Task Flow

User journey with all the steps in the ‘Learn’ and ‘Buy’ flow

Compare
Unrelated
product
Personaliz- Related
ation products
,,,,
Schedule
B 'S Sel TAS S i ay: deliver:
/Senrch Product e VASes Shopping Sign-in person Payme delivery/ Order Confirmati
details details appointme - on
nt :
. Review
Promotion / Ratings
Register
Accessories
Share
User journey with express-checkout option — Skips personal/payment details
e-mail
P Browse Plan Shopping cart Order .
- nfirmation
Sign-in /Search summary Co atio
SMS

14
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Universal Shopping Cart

One shopping cart allows user to add related and unrelated products together and allow for a
single checkout.

Mobile TV Internet Fixed Line Bundles
(]
H .
Mobile Phones Packs Broa(:inb?:n d Home line Mio Home
AT T T~
7 ~
Vs s
[ ] 4 S
/. PC ~ S g
E Plans Progragp Guide (Dongle & STM) ~ Ml& Ve Ex-portal
\ / S~
—— e — -_ e - —— ———— Checkout
) /
\ ’
DataRlan 7 Movie on iPad
(Mobile VXS, - demand (SIM)
— o ==
Prepaid USTV
cards

15
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Upselling Bundled products

» Product pages also displays related bundles and benefits of buying a bundled product.
» Shopping cart allows adding of bundle product and itemized price details.

"I want to buy TV pack
Mobile [V Internet Fixed Line Bundles
H .
Mobile Phones Packs Broa?lr}r;;nd 1 Home line S Mio Home
\ - - -
\ e w
\ V4 Bl I )
BAN 7 PC ] . Ex-portal
Plans Program Guide Mio Voice
) D NN CBongle & SIM)
Data Plan Movie on iPad
(Mobile VAS) demand (SIM)
Prepaid USTV
cards I see that I Can get a discount if
buy a bundle product with
Internet and a Fixed line.
$ Sapient Nitr’o © 2011 SapientNitro Singapore Confidential Prepared for SingTel
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Concept — Shopping Cart

Global Navigation

{_% SingTel

'Primc\r-j Naviqation

Moutktj 1 time
charges charges
1 f —ﬁ: Brand Phone model 1499
| Black
[ BlackBerry Flexi Plus ¢ c f104
VAS #1 Lorem ipsum dolor sit amet ‘1;’*‘
VAS #2 Consectetur adiriscing elit s
Total monthly charges 1123
Total 1 time charges 1499
Totals ’ f123 1499
Homwe BroadBand FREE
‘ 1.£ MBP:s Mobile BroadRand FREE
15 MBPs Home BroadBand Plan change 14790
1.£ MBPs Mobile BroadRand plan 13,00
change | resecve
Total monthly charges l 15190
Total 1 time charges -
Totals 18150 -
AlL Monkklv charges | 117490
10%
off
Total 1 time charges 1499
Totals  #157.41 1499
4
Continue Express Checkout
SkoPP'w\C_) > Checkout > cekout 7

|
{
S@Ell‘hl v W ZU 11 OdpICIHILNILL Olllyapuic

wuliueiual

P

Cross
selli.ug
Jw

selling
modul
<

Cross
selling
Ju
selling
modul
e

e

Device |
1 Phone and Plan
1 —

) $soo

Cost

1 ‘LJ

B2 curve

Mini Shopping cart on

Skopping Cart | My  primary navigation displays

products added.

Home
Bundle

$70

15 M2Ps Home
i BroadBand

| Total ' $370
Yiew Detailed cart

Devices and Plans

Related products for cross-selling

Shopping cart allows adding of products across

categories

Express Checkout — allows for quick checkout
(skipping steps for personal and billing details.

\

/ N
/ \

3 Product >

| Promotion N Review |

[ Related |
| products |

Select
Plan

| IRatings

Prepared for SingTel y. SingTel

17



Services and shopping flow matrix

Consumer Service Catalogue Product Select Plan Select VAS Accessories Shopping *Personal * Payment Scheduling Order Confirmation
products details cart (Rewards) Summary
Device Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
Plan Yes Yes Yes Yes Yes Yes Yes Yes
Mobile
Data Yes Yes Yes Yes Yes, part of Yes Yes
(BBOM) monthly bill
Prepaid Yes Yes Yes Yes Yes Yes Yes Yes
cards
Calling Yes Yes Yes Yes Yes Yes Yes Yes
Cards
Plan Yes Yes Yes Yes Yes Yes Yes Yes
Broadband
Plan Yes Yes Yes Yes Yes Yes Yes Yes Yes
TV
Add-on Yes Yes Yes Yes Yes Yes Yes Yes
Plan Yes Yes Yes Yes Yes Yes Yes Yes
Land Line Mio Voice Yes Yes Yes Yes Yes Yes Yes Yes
Bundle Yes Yes Yes Yes Yes Yes Yes Yes
Bundle (Mio Home)
* Personal and payment info
could be bypassed in express
checkout for known users Option al
Mandatory

Shopping flow of adding device and plan with VAS and accessories is longest identified task flow

Express check-out process will skip personal and payment and proceed to order summary

Selecting of a service (e.g., mobile plan) will not need all the steps; e.g., select plan, accessories and schedule appointments.




Manage — User needs and motivations

Alerts & . Account User
Notifications Chat/ FAQ Statements Bills management Management Requests
“I need to be updated “I need help; “I need to view latest “I need to view bills “I want to “T want to “I want to schedule
on statuses & Who do I talk to?” and archived and make a full or manage my manage/ appointments for
notifications.” statements and partial payment” accounts & administer installation and
download them” Services” secondary users delivery”
Individual
“I need to be updated “I need to View “I need to Add/ “I need control
on statuses & usage and Pay remove VASes to access rules to my
notifications for entire bills my family members family.”
family.” for my entire
Family Sfamily
Head
“I need to be updated “I need to be View my
on statuses. usage
S er I need to alert my E’iad
on payment. due
19
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Manage VAS- High level task flow

Hub and spoke to select the type of self-service

My
Frequent
tasks
My
alerts/ My Bill
notifications
Sign-in My Account
My
Rewards VSA?est
- Selec
device/ Plan
Offers

User types and scenarios

Individual User .

Family .
head .

Restricted .
User

Personalized offers for the user
Statuses and Notifications specific to users
Reward points

Offers for the family plan

Statuses and Notification for the entire family
Ability to manage others VASes

View and pay for others accounts

View only information on bills
View only information on account and Bill
Ability to notify family head for enabling a service

Account
/ user
management

Linear/ modal task flow

VAS ord
, Lizt.fy Sumrn::ry Confirmation
modi

View and Modify VASes
Buying flow (Modal/ linear

View and Modify VASes for self and family
‘Buying’ flow (Modal/ linear

View only
Request for VAS modification

20



Manage Bills - High level task flow

Hub and spoke to select the type of self-service

My
alerts/
notifications

Sign-in

My
Rewards

User types and scenarios

Usage
My
Frequent
tasks
My Bills
Account
/ user
My Account management
VASes
- Select device/
Plan

Offers

+ Ability to view usage information for non-unlimited services;, mobile (minutes and

Individual User Data BBOM)

+ Ability to pay in full or partial payments

« Ability to view account and usage information of all members in the family plan
Family + Tools to view consolidated usage of all members
head «  Ability to pay in full or partial payments

+ View-only information on bills

Restricted
User

Linear/ modal task flow

Pay

View bill Bill Confirmation

« Ability to change payment details

+ setup for recurring/ auto payment
* View payment confirmation

* Receive e-mail / SMS confirmation

» View and Modify VASes for self and family
* ‘Buying’ flow (Modal/ linear

21
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Concept — My Account

L‘ SingTel

Global Navigation

Primary Navigation

'l <Lcome Brandon,
pu are eligible for a re-contract;

Discount 256%

Deals for you

{

essages
R3/ 11/2011
23/ 11/2011

Your Fassword has changdc

Sign up for e- bill

Reward Poiv&s

Account humber
¥7654 3%

Mobile Plan

¥O76£6R7

change | change

Lpl.u.s PLQV\

Broadband Plan
15 MBP

hans

Account name
Brandown Lee

Recontract
Eligibile

Now

26%

Recowntract

Eligibility date

12/0%/11

Your recenk I.j viewed

roducks

Bill Pue
PAY
SGD §4 N
VASes Usage Monthly
* Lorem « Daka bitt
: LFS“M *« Minutes 27 SG+D
.!Amii.f_;t
VASes Usage g\onhklj
. iLL
Lorem Unlimited ‘
Tpem 27 SGD
M.Q.d.i.‘.&

Did you know

footer Navigation

© 2011 SapientNitro Singapore

< SapientNitro

Confidential

Personalized information & Promotional banners
specific to the existing user

ﬂ

Status messages and notifications.

Loyalty/ reward

Account summary/ management:
Display at a glance all services associated with an
account.

Your Recently Viewed module allows another layer of
personalization for the user.

Informational box serves to educate the user about
items that may be of interest to them based on their
usage history and current plan

This page might require calls to multiple applications
and APIs.

This approach needs to be evaluated further for
optimum performance during detailed design

Prepared for SingTel

M) SingTel
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Concept — Persuading user to register for My Account

Global Navigation

e o
Y SingTel
Primary Navigation

Bills summary M'j accounk Log’w\

Current bill Sigh up for My account
information ‘
Rewards and benefits

A for sighing up
Payment options for

H'\t: user

© 2011 SapientNitro Singapore Confidential

$ SapientNitro

My bill details are populated here along with the
payment options for the user

Call to action and content to persuade users to Sign-
up for My account.

M) Singlel

Prepared for SingTel
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Support — User needs and motivations

Learning about Support

“I need help on a

product I have.”

Personalized
Support

Post Sale
“I have query Known UnKnown
related to a specific User User
Service”

Forums

“T would like to seek help
from others who have
similar queries”

Pre-Sale/
Sales

“T have queries
related to billing, and
user management”

Opportunities:
« Reduce calls to customer Service

+ Anticipate customer needs (Known and un known user)
and address them during each step of customer lifecycle

* The portal should support users during Sales, presales and
After Sale Support.

How we do it?

+ Pre-Sale Support: During buying process provide help in
making an informed choice; expert opinion, customer
reviews and comments.

+ Sales Support: Provide Help and efficient feedback
mechanism to guide users during the ‘buy’ flow

» After Sale Support : Provide personalized information
for the products and services including FAQs, Chat,
Forums, expert sections, installation and trouble shooting
guides.

*  Promote Self help forums



Support — High level task flo o
Contextual support /
Pre- Sales les After Sale
Product .
D
/Service Trarilsl;:zlt%on My Account
Support Support
Information
(Examples) Mobil Plans and Account Billing
opre VAS related related
Detailed information
(Examples) . d
iPhone . asswor Usage related Account
related Roaming change & related
Participate
Share Email Self help Chats FAQ
Forums
Personalized Support available across the site
$ Sapient Nitr’o © 2011 SapientNitro Singapore Confidential Prepared for SingTel
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Concept — Support section

) o=

Y/ SingTel

Global Navigation

Primary Navigation

Welcome Lee,

Your Device
level suPPor(:

ies Respownses

Subscribed
Plans and
services Supporl:

M-j Account /
My bill support

lsk your question

Support Topics

Gelb answers

Mobile TV Internet Landline
o ) ) Account
Billing ﬂ"?&‘j"‘@\b Management
Top discussions
Footer
$ Sapient Nitro © 2011 SapientNitro Singapore Confidential

Personalization - support specific to the users
purchased products along with the history and
updates

Ask your query (Trouble shooting)
Module helps user to post a query and get
answers.

Support topics — Provides the link to specific product
or services:

Including FAQ, Chat, Forums, expert sections,
installation and trouble shooting guides.

Note: Though Support is a separate section; specific
Support or help is contextually provided during
Sales, Presales and after sales.

Pre-sales : Product specific queries during ‘Sale’
Specific support related queries are contextually
displayed on product details pages.

Sale: During Sale, effective feedback mechanism and
baked-in help is provided on the form pages.

Post Sale: Queries related to Billing and Payments,
Account management and Loyalty points

Top discussions — Community feature to inform the
user about current support related information
available in forums/community

26
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Inform about SingTel — User needs and motivations

“I need to download

press kits for research
and publishing”
Press Kits
“I want to read
latest news and .
events”
“T want to read
about SingTel,
; Company Press .
heritage and
. Info releases
history and about
current
management” .
Video
Investor / Images
relations
“I want to “T want to
download and read download high

annual reports”

res images to use
in a print article

Opportunities:

Provide easy to find and sort various news
releases.

Provide overview of the current happenings
across various departments in SingTel

Providing the upfront information regarding
the media

Provide the Subscription to the news items
and RSS feeds



Learn about SingTel — News room

Company
informatio
n
Careers
Page

Board of
Mahageme
nk

Related

Social
media
ulﬂdc\&es

press
release

Investor

relations

Press
releases/
Press Kits
Listing

Press Event
release related
details videos

Media High res Dcewv\v&\:.;ad
contact images press Wik

» Download Press Kits

» Read about company, history and heritage
« latest news and events

« Contact media representative

Media Person

$ Sapient Nltro © 2011 SapientNitro Singapore Confidential Prepared for SingTel
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Thank You.




