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Home

Promo1
Promo2
Promo3

Shop
Credit Concerns

Shop

Package1
Packages2
Packages3

Assessment tool

Browse Plans
Browse...

Plans

Filters

Plan1   add to cart
Plan2   add to cart
Plan3   add to cart

Compare Plans

Plan1   add to cart
Plan2   add to cart

Plan Detail

Number of Lines:
Add to cart

On Confirmation page, 
there are links to manage 
account registration and 
phone accessories.

Luis ignores the promotions 
and the link for credit 
concerns and selects SHOP.

Although a couple phone/
plan packages are attractive, 
Luis clicks on BROWSE 
PLANS.

Persona: Researcher—Luis (Lu) Hurtado
Scenario: Escorted Shopping Cart/Comparison Tools
Task: Purchase a plan that shares at least 1200 minutes with three phones. Two phones to have 
cameras and Bluetooth. Third phone will be best under $50 model. Additionally, add text messages 
service.

3

Phones

Filters

Phone1   add to cart
Phone2   add to cart
Phone3   add to cart

Compare Phones

Phone1   add to cart
Phone2   add to cart

Phone Detail

Number of Phones:
Add to cart

2

Is # 
of phone <
# of lines?

Yes

No

Features

Feature Set 1
Feature 1
Feature 2
Feature Set 2
Feature 1
Feature 2

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save

Customer Information

Name
Address
ZIP
Etc

Continue

Payment and Billing

Credit Card #
Expiration Date
Etc

Continue

Credit Status

(waiting)

Shipping Options

Overnight
Ground
Etc

Continue

Order

Order Information
Etc

Order

Confirmation

Manage Account
Phone Accessories

Print 
Save

There is a list of plans down 
the page and a shopping cart 
menu on the side, 
highlighting Plans.
Luis uses the filters to narrow 
the long list of plans to those 
over 1000 minutes, 
Selects America 1500 and 
Regional 2000 and clicks 
COMPARE.

Luis reviews aspects of each 
plan side by side and clicks 
to see more details on 
America 1500 

Luis reads the details of 
America 1500, adds the 
number of lines he intends to 
purchase and selects ADD 
TO CART.

ADD TO CART and CONTINUE (to next part of purchase)  is a two 
stop process.
ADD TO CART adds item to cart.
CONTINUE advances the user one step forward in the process.

There is a list of phones 
down the page. The 
shopping cart menu  
highlights Phones.
Luis uses the filters to narrow 
the list of phones to those 
with cameras and Bluetooth
and clicks COMPARE.

Luis reviews aspects of each 
plan side by side and clicks 
to see more details on Phone 
2

Luis reads the details of 
Phone 2, adds the number of 
lines he intends to purchase 
and selects ADD TO CART.

Anywhere Luis could add a 
plan to his cart, he can 
enter how many lines 
(default 1).

Cart: Plan

Continue

Cart: Plan

Continue

Cart: Plan

Continue
Cart: Phone

Continue

Cart: Phone

Continue
Cart: Phone

Continue

The list of features are 
categorized into sections: 
bundles, calling circle, 
messaging, etc. Each feature 
has a radio buttons/ 
checkboxes next to it and a 
link for more information.   
Luis selects 100 text 
messages by clicking its 
radio button and clicking the 
messaging ADD TO CART 
button. 
Clicks CONTINUE button.

Cart: Feature
Continue

On the Shopping Cart page, 
the shopping cart menu is 
moved and expanded to fill 
the main content section. In 
its place in the upper right is 
the checkout menu 
containing shopping cart, 
customer information, 
payment and billing, and 
confirmation. It also contains 
a continue button. The 
shopping cart is broken down 
into sections: phones, plans, 
and features. It also allows 
going back and editing each 
of those areas.
Clicks CHECK OUT on the 
checkout menu.

On the Customer Information 
page, fills out the form 
completely.
Clicks CONTINUE on the 
checkout menu.

On the Payment and Billing 
page, along with a form entry 
area, is some messaging 
around the credit check how 
if there is a credit issue the 
site will offer alternatives.
After filling out the form, 
clicks CONTINUE on the 
checkout menu.

On the credit check wait 
page, there is messaging 
around what are the next 
steps after the credit check, 
what to do after activation 
and before the phone 
arrives, phone ship 
expectations, etc.
There are no functions on 
this page.

Enters Shipping options
Clicks CONTINUE.

On Order page, selects 
ORDER.

The shopping cart menu 
escorts the user through 
the purchase path. 
Highlights were they are in 
the process.
Moves user forward in the 
process.
Allows user to go back to a 
previous step.
Allows for printing and 
saving

Shopping Orientation

ZIP code:
Credit Concerns

The shopping cart menu has 
been updated with the 
selected plan, but plans is no 
longer highlighted. In the 
center area, there is some 
brief, easily absorbed copy 
describing the rest of the 
shopping process. There is 
also a link to get credit pre-
approved. Luis enters ZIP 
and clicks CONTINUE 
button.

Cart

Continue

System checks for ZIP for 
coverage area

Non-Aproval

TR Package1
TR Package2

Add to cart
Box Package3

Pre-Pay Options for Non-
Aproval

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save
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Home

Promo1
Promo2
Promo3

Shop
Credit Concerns
Check ZIP Code

Shop

Enthusiast Package1
More Like This

Family Packages2
Starter Packages3

Assessment tool

Browse Plans

On Confirmation page, 
there are links to manage 
account registration and 
phone accessories.

Kellie ignores the promotions 
and the link for credit 
concerns and selects SHOP.

Kellie reviews an Enthusiast 
package (V220 and America 
1500) and clicks MORE 
PACKAGES LIKE THIS

Persona: Efficient Shopper—Kellie Williams
Scenario: Lifestyle Packages 
Task: Buy a plan and 2 phones that is well suited for a lot of messaging, sharing photos and gaming.

Phones

Filters

Phone1   add to cart
Phone2   add to cart
Phone3   add to cart

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save

Customer Information

Name
Address
Etc

Continue

Payment and Billing

Credit Card #
Expiration Date
Etc

Continue

Credit Status

(waiting)

Shipping Options

Overnight
Ground
Etc

Continue

Order

Order Information
Etc

Order

Confirmation

Manage Account
Phone Accessories

Print
Save

ADD TO CART and
CONTINUE (to next part of 
purchase) is a two stop 
process.
ADD TO CART adds item to 
cart.
CONTINUE advances the 
user one step forward in the 
process.

On the Phones page, the 
filters are pre-selected for 
enthusiast features: camera, 
messaging, internet, etc. She 
adds the RAZR v3 to the cart 
and clicks CONTINUE in the 
shopping cart menu.

Anywhere Kellie could add 
a plan to her cart, she can 
enter how many lines 
(default 1).

Cart: Phone

Continue

Kellie clicks CHECK OUT on 
the checkout menu.

On the Customer Information 
page, fills out the form 
completely.
Clicks CONTINUE on the 
checkout menu.

On the Payment and Billing 
page, along with a form entry 
area, is some messaging 
around the credit check how 
if there is a credit issue the 
site will offer alternatives.
After filling out the form, 
clicks CONTINUE on the 
checkout menu.

On the credit check wait 
page, there is messaging 
around what are the next 
steps after the credit check, 
what to do after activation 
and before the phone 
arrives, phone ship 
expectations, etc.
There are no functions on 
this page.

On Order page, selects 
ORDER.

Enthusiast Packages

Enthusiast Package1
Enthusiast Package2

Number of Lines:
Add to cart

Enthusiast Package3

Assessment tool
Browse Plans

Kellie reviews each of the 
Enthusiast Packages:
  SE W600/Unplan
  v555/America 1500
  Nokia 6020/Regional 2000
She focuses on the center 
package which includes 
advance messaging, 
internet, enhanced v-mail, 
etc, and a second line and 
clicks ADD TO CART
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Shopping Cart

Change Plan
Change Phone 1
Change Phone 2
Change Features

Checkout

Print
Save

On the shopping cart page, 
Kellie reviews her order, and 
decides to get a different 
phone for her husband, 
clicks CHANGE PHONE.

The shopping cart menu 
escorts the user through 
the purchase path. 
Highlights where they are in 
the process.
Moves user forward in the 
process.
Allows user to go back to a 
previous step.
Allows for printing and 
saving

Shopping Orientation

ZIP code:
Credit Concerns

There is some brief, easily 
absorbed copy describing 
the rest of the shopping 
process. 
Kellie enters ZIP and clicks 
CONTINUE button.

Cart

Continue

System checks for ZIP for 
coverage area

Enters Shipping options
Clicks CONTINUE.

Non-Aproval

TR Package1
TR Package2

Add to cart
Box Package3

Pre-Pay Options for Non-
Aproval

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save
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Home

Promo1
Promo2
Promo3

Shop
Credit Concerns
Check ZIP Code

Shop

Package1
Packages2
Packages3

Easy Step by Step
Browse Plans

On Confirmation page, 
there are links to manage 
account registration and 
phone accessories.

Nick ignores the promotions 
and the link for credit 
concerns and selects SHOP.

With messaging that claims 
to help find the right phone 
and package for anyone, 
Nick clicks on EASY STEP 
BY STEP.

Persona: Novice Wireless Shopper—Nick Fischer
Scenario: Helping Hand
Task: Buy a plan and phone with no idea about intended usage needs

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save

Pre-Qualifying Check

Name
Address
Etc

Continue

Pre-Qualifying Check

Credit Card #
Expiration Date
Etc

Continue

Credit Status

(waiting)
Shipping Options

Overnight
Ground
Etc

Continue

Order

Order Information
Etc

Order

Confirmation

Manage Account
Phone Accessories

Print
Save

A package selection page 
loads which shows three 
packages: good, better 
best. Each of the plans are 
credit-challenged plans and 
the inexpensive phones. 
Another section has 
messaging around that the 
customer could qualify for 
even better plans/phones if 
they do a preapproval 
check first. 

Nick clicks CHECK OUT on 
the checkout menu.

Essentially, a Customer Info 
page.

Nick fills out the form 
completely.
Clicks CONTINUE 

Essentially, a related 
payment page.

After filling out the form, Nick 
clicks CONTINUE 

On the credit check wait 
page, there is messaging 
around what are the next 
steps after the credit check, 
Expectation and options, etc.
There are no functions on 
this page.

Enters Shipping options
Clicks CONTINUE.

On Order page, selects 
ORDER.

Your Package Choices

TR Package1
M2M Package2
Box Package3

Pre-Qualifying Check
Assessment tool
Browse Plans

Nick Selects 
PREAPPROVAL CHECK.

Easy Step by Step

Assessment Tool
Wireless Primer
Glossary
Shopping Process
Credit Concerns

Nick Selects the Assessment 
Tool

Assessment 1

Are you a current 
wireless subscriber? NO
Continue

Assessment 2

Intended Usage:
Emergencies  YES
Coordinating Family 
Activities  NO
Working Offsite YES
Continue

Assessment 3

Travel:
More than 100 miles?  
YES
How many days a 
month?  5
Call home/work? YES
Continue

Assessment 4

Misc:
Email a lot?  YES
Digital camera? YES
Mostly call 10 numbers? 
YES
Continue

Current wireless 
subscribers would be asked 
a different set of questions 
(current provider, plan 
features, etc)

Questions to gauge 
between sustainer and 
miser.

Questions to determine 
type of post pay plan.

Questions to determine 
enthsiast/feature level.

Assessment 5

History:
In school/recent grad?  
YES
Credit card? 1 yr
Credit issues? NO
Continue

Questions to determine 
thin/bad credit. 

The credit is approved, and 
combined with the data 
gathered through the 
assessment tool, displays 
updated packages.

Your Package Choices

Post-pay Package1
Post-pay Package2

Number of Lines:
Add to cart

TR Package3

Browse Plans
Print, Save

Nick Selects a post-pay 
package.
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Shopping Orientation

ZIP code:
Credit Concerns

There is some brief, easily 
absorbed copy describing 
the rest of the shopping 
process. 
Rick enters ZIP and clicks 
CONTINUE button.

Cart

Continue

Non-Aproval

TR Package1
TR Package2

Add to cart
Box Package3

Pre-Pay Options for Non-
Aproval

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save

If Nick understood how thin 
credit impacts wireless 
purchasing, he’d click 
CREDIT CONCERNS
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Home

Promo1
Promo2
Promo3

Shop

Credit Concerns
Check ZIP Code

Donna ignores the 
promotions and shop links as 
she clicks on CREDIT 
CONCERNS

Persona: Credit-Challenged Shopper—Donna McMillion
Scenario: Pre-Pay Microsite
Task: Buy a plan with dignity, despite credit history

A package selection page 
loads which displays credit-
challenged plans and the 
inexpensive phones. Other 
links are for preapproval 
and for a credit self-
evaluation.

Credit Concerns

TR Package1
M2M Package2
Box Package3

Pre-Qualifying Check
Credit Self-Evaluation 
Worksheet
Assessment tool

Donna Selects SELF-
EVALUATION 
WORKSHEET

Credit Self-Evaluation 1

Anonymous
Limitations
Legal Protections

Start

This worksheet will help a customer to determine if and what type of plans they may qualify for.  It 
will not check their credit.

Credit Self-Evaluation 2

History:
Recent school/grad?  NO
Rent/Own? RENT
Working? YES
Continue
Clear All Info

Credit Self-Evaluation 3

History:
Credit issues? YES
How long ago? 2 Years
Continue
Clear All Info

Credit Self-Evaluation 4

TR Package1
TR Package2

Add to cart
Box Package3

Pre-Qualifying Check
Assessment tool

On Confirmation page, 
there are links to manage 
account registration and 
phone accessories.

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save

Customer Information

Name
Address
Etc

Continue

Payment and Billing

Credit Card #
Expiration Date
Etc

Continue

Credit Status

(waiting)

Shipping Options

Overnight
Ground
Etc

Continue

Order

Order Information
Etc

Order

Confirmation

Manage Account
Phone Accessories

Print
Save

Kellie clicks CHECK OUT on 
the checkout menu.

On the Customer Information 
page, fills out the form 
completely.
Clicks CONTINUE on the 
checkout menu.

Includes some messaging 
that the credit inquiry will 
appear on their credit report. 

After filling out the form, 
clicks CONTINUE on the 
checkout menu.

On the credit check wait 
page, there is messaging 
around what are the next 
steps after the credit check, 
what to do after activation 
and before the phone 
arrives, phone ship 
expectations, etc.
There are no functions on 
this page.

On Order page, selects 
ORDER.

Messaging that TR 
packages will require credit 
inquiry.

Shopping Orientation

ZIP code:
Credit Concerns

There is some brief, easily 
absorbed copy describing 
the rest of the shopping 
process. 
Donna enters ZIP and clicks 
CONTINUE button.

Cart

Continue

System checks for ZIP for 
coverage area

Enters Shipping options
Clicks CONTINUE.

Non-Aproval

TR Package1
TR Package2

Add to cart
Box Package3

Pre-Pay Options for Non-
Aproval

Shopping Cart

Edit Plan
Edit Phone
Edit Features

Checkout
Print
Save

Some limits, caveats to 
editing due to credit 
approval.


