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Introduction

Rogers Wireless Browse Buy Flow is the entry point for new customers to 
purchase phone plans and lines for their day-to-day use. However, the 
absence of a multi-line experience, where users can seamlessly purchase 
more than one line at a time, has led to a time-consuming and interactionally 
complex journey. This deficiency in the existing system has been a source of 
frustration for new users, hindering their experience.



Note: The final designs have been adjusted, and research findings redacted to 
comply with my NDA. If you have any questions or concerns about this case 
study, please reach out to me at fionaqylai@gmail.com.

Project Goals
Our project had several vital objectives, including creating a seamless 
user experience for onboarding one or more wireless phone lines/
plans. Additionally, we aimed to eliminate pricing confusion to 
prevent misinterpretations for customers. At the core, our overarching 
objective was to stay in sync with users' mental models, ensuring a 
familiar and comfortable purchasing journey while minimizing task 
load.

Addressing Pain Points

Repetitive Process: Users expressed 
frustration at having to navigate the 
buy flow repeatedly, especially when 
they intended to purchase multiple 
wireless phone lines. This redundancy 
was not only time-consuming but 
also an annoyance. Our goal was to 
streamline this process for a 
smoother user journey.


Pricing Confusion: Users were often left 
perplexed by the pricing structure, leading 
to potential misinterpretations. Our project 
sought to address this confusion and 
provide transparent pricing to enhance the 
user experience.

Our comprehensive understanding of user pain points, derived from in-depth research 
methods, brought two significant issues to the forefront:
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Rogers Wireless Browse Buy Flow is the entry point for new customers to 
purchase phone plans and lines for their day-to-day use. However, the 
absence of a multi-line experience, where users can seamlessly purchase 
more than one line at a time, has led to a time-consuming and interactionally 
complex journey. This deficiency in the existing system has been a source of 
frustration for new users, hindering their experience.



Note: The final designs have been adjusted, and research findings redacted to 
comply with my NDA. If you have any questions or concerns about this case 
study, please reach out to me at fionaqylai@gmail.com.

Project Goals
Our project had several vital objectives, including creating a seamless 
user experience for onboarding one or more wireless phone lines/
plans. Additionally, we aimed to eliminate pricing confusion to 
prevent misinterpretations for customers. At the core, our overarching 
objective was to stay in sync with users' mental models, ensuring a 
familiar and comfortable purchasing journey while minimizing task 
load.

Addressing Pain Points

Repetitive Process: Users expressed 
frustration at having to navigate the 
buy flow repeatedly, especially when 
they intended to purchase multiple 
wireless phone lines. This redundancy 
was not only time-consuming but 
also an annoyance. Our goal was to 
streamline this process for a 
smoother user journey.


Pricing Confusion: Users were often left 
perplexed by the pricing structure, leading 
to potential misinterpretations. Our project 
sought to address this confusion and 
provide transparent pricing to enhance the 
user experience.

Our comprehensive understanding of user pain points, derived from in-depth research 
methods, brought two significant issues to the forefront:

Business Requirements and Technical Constraints

Our project embraced the imperative of minimizing disruption to the existing designs, 
recognizing that the buy flow was entwined with many other moving parts. 
Consequently, we were committed to ensuring minimal interference with other teams' 
work, emphasizing the need for extensive collaboration.



The architectural constraints, especially concerning the incorporation of multi-line 
onboarding, mandated a high degree of collaboration with both the architecture and 
development teams. This collaboration was essential to ensure that our designs 
seamlessly aligned with technical feasibility, especially considering the current 
inadequacy of the back-end architecture to support multi-line functionalities. Our 
approach placed a premium on preserving the coherence of the broader buy flow 
ecosystem, mitigating the risk of unintended complications, and fostering enhanced 
collaboration among teams engaged in the project.

User Analysis
Users are seeking to purchase multiple phones at once


Users are new activation customers (NAC).
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Project Goals
Our project had several vital objectives, including creating a seamless 
user experience for onboarding one or more wireless phone lines/
plans. Additionally, we aimed to eliminate pricing confusion to 
prevent misinterpretations for customers. At the core, our overarching 
objective was to stay in sync with users' mental models, ensuring a 
familiar and comfortable purchasing journey while minimizing task 
load.

Addressing Pain Points

Repetitive Process: Users expressed 
frustration at having to navigate the 
buy flow repeatedly, especially when 
they intended to purchase multiple 
wireless phone lines. This redundancy 
was not only time-consuming but 
also an annoyance. Our goal was to 
streamline this process for a 
smoother user journey.


Pricing Confusion: Users were often left 
perplexed by the pricing structure, leading 
to potential misinterpretations. Our project 
sought to address this confusion and 
provide transparent pricing to enhance the 
user experience.

Our comprehensive understanding of user pain points, derived from in-depth research 
methods, brought two significant issues to the forefront:

Business Requirements and Technical Constraints

Our project embraced the imperative of minimizing disruption to the existing designs, 
recognizing that the buy flow was entwined with many other moving parts. 
Consequently, we were committed to ensuring minimal interference with other teams' 
work, emphasizing the need for extensive collaboration.



The architectural constraints, especially concerning the incorporation of multi-line 
onboarding, mandated a high degree of collaboration with both the architecture and 
development teams. This collaboration was essential to ensure that our designs 
seamlessly aligned with technical feasibility, especially considering the current 
inadequacy of the back-end architecture to support multi-line functionalities. Our 
approach placed a premium on preserving the coherence of the broader buy flow 
ecosystem, mitigating the risk of unintended complications, and fostering enhanced 
collaboration among teams engaged in the project.

User Analysis
Users are seeking to purchase multiple phones at once


Users are new activation customers (NAC).

Stakeholders Review

Determining stakeholder’s KPIs were instrumental in uncovering the constraints imposed 
by the existing buy flow structure. This awareness guided us away from fruitless design 
efforts and toward practical solutions. Given the ripple effect our proposed changes 
would have on various projects, collaboration with multiple stakeholders was 
indispensable.



Additionally, we had to account for additional features like device trade-ins and eSIM 
activation, making our research comprehensive.

Competitor Analysis
Apart from other telecom companies, we had to 
accommodate exclusive features like shared and 
non-shared plans. Unlike competitors who 
unveiled dynamic pricing only at the cart stage 
and maintained simpler cart summaries, we 
undertook the ambitious task of redesigning the 
cart summary to be user-centric, particularly 
addressing the challenge of minimizing 
complexity for mobile users.

Review Project 
Goals

Multi-line entry points

Shopping cart and cart summary

Informative pricing

We also pinpointed several minor adjustments that were necessary in the checkout 
flow and configuration process.

Post-discovery, revisiting our project goals was crucial to outlining the key components 
requiring enhancement or a complete redesign. Given the project's constraints and 
unique requirements, we identified three primary areas for improvement:

User Flows

To ensure a seamless integration with the existing purchasing flow, I meticulously 
charted out user flows, highlighting areas that required enhancement.

Dependencies

Recognizing the intricate interplay between single-line and multi-line scenarios was 
crucial, as changes to one aspect of the buy flow directly impacted the other. Ensuring 
this alignment was pivotal to delivering a unified and user-friendly experience.

Solutions

Note: The final designs have been adjusted and/or redacted to comply with 
my NDA. If you have any questions or concerns about this case study, please 
reach out to me at fionaqylai@gmail.com.





Add Entry Points for adding multiple 
lines:


Recognizing the importance of 
simplifying multi-line onboarding, we 
incorporated entry points within the 
shopping cart to facilitate the 
seamless addition of multiple lines, 
further enhancing the user 
experience.

Showing Pricing at Merchandising Page: 

To emphasize the advantages of multi-line 
purchases, showcasing clear pricing 
information on the merchandising page 
will promote pricing transparency.

Showing pricing at merchandising page
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Introduction

Rogers Wireless Browse Purchase Flow is the entry point for new customers to purchase 
phone plans and lines for their day-to-day use. However, users are experiencing a time-
consuming and interactionally complex journey because of the absence of the ability to 
seamlessly purchase more than one line or plan (multi-line) at a time. The current 
system has been a source of frustration for new users, thus hindering their experience.



Note: The final designs have been adjusted and research findings redacted to comply 
with my NDA. If you have any questions or concerns about this case study, please reach 
out to me at fionaqylai@gmail.com.

Project Goals
Our project had several vital objectives, with a strong emphasis on 
creating a seamless user experience for onboarding one or more 
wireless phone lines and plans; integrating this option within the 
purchasing journey. Additionally, we aimed to eliminate pricing 
confusion to prevent misinterpretations for customers. At the core, our 
goal was to stay in sync with users' mental models, ensuring a 
familiar and comfortable purchasing journey while minimizing task 
load.

Addressing Pain Points

Repetitive Process: Users had to 
navigate through the purchasing flow 
repeatedly when buying multiple 
wireless phone plans. which created 
a repetitive and mentally taxing 
experience. This redundancy was not 
only time-consuming but also an 
annoyance. Our goal was to 
streamline this process for a 
smoother user journey.


Pricing Confusion: Pricing on the site were 
often unclear. Users often misinterpreted 
the pricing structure. Our project sought to 
address this confusion and provide 
transparent pricing to enhance the user 
experience.

I discovered two main pain points: 

Business Requirements and Technical Constraints

The purchasing flow has many other moving parts and affect many teams. This project 
needed to minimize disruption to other ongoing projects thus, extensive collaboration 
with other teams is needed to ensure minimal interference with other teams' work.



The architectural constraints, especially the development of multi-line onboarding, 
needed a high degree of collaboration between the architecture and development 
teams. I collaborated with back-end development teams to ensure that our designs 
seamlessly aligned with technical feasibility, especially because the back-end 
architecture lacked multi-line functionalities. Overall, emphasizing collaboration, among 
teams involved in the flow, mitigates unintended complications.

Define Users
Users need to purchase multiple phone plans or lines in one sitting / in one go

Users are referred to as "New Activation Customers” (NACs)

Stakeholders Review

Determining stakeholder’s KPIs were instrumental in uncovering the constraints imposed 
by the existing buy flow structure. This awareness guided us away from unnecessary 
design efforts and toward practical solutions. Given the ripple effect our proposed 
changes would have on various projects, we collaborated with multiple stakeholders 
who touches upon the purchasing flow.



Additionally, we had to account for additional features like device trade-ins and eSIM 
activation, making our research comprehensive.

Competitor Analysis
Unlike other telecom companies, we had to 
handle special features like shared and non-
shared plans, as well as other unique 
functionalities. To explore this further, I studied 
what industry best practices are and what our 
competitors were currently doing. This helped us 
understand how things were typically done and 
identify any problems that still needed solutions.

Review Project Goals

Multi-line entry points

Shopping cart and cart summary

Informative pricing

We also pinpointed several minor adjustments that were necessary in the checkout 
flow and configuration process.

Post-discovery, revisiting our project goals was crucial to outlining the key components 
requiring enhancement or a complete redesign. Given the project's constraints and key 
updates, I identified three primary areas for improvement:

User Flows

To ensure a seamless integration with the existing purchasing flow, I charted out user 
flows, highlighting areas that required enhancement. With the challenge of the 
purchasing flow constantly changing, mapping out the user flows helped see the bigger 
picture and find out how the current user experience can be improved and see where 
design enhancements are needed.

Dependencies

The single and multi-line purchase flows needed to play well with each other, as 
changes to one aspect of the buy flow directly impacted the other. Ensuring an 
alignment was pivotal to delivering a unified and user-friendly experience. 

Solutions

Note: The final designs have been adjusted and/or redacted to comply with my NDA. If 
you have any questions or concerns about this case study, please reach out to me at 
fionaqylai@gmail.com.





Add Entry Points for Adding Multiple 
Lines:


Recognizing the importance of 
simplifying multi-line onboarding, we 
incorporated entry points within 
purchasing flow, specifically the 
shopping cart section. This gave 
users the ability to seamlessly add 
multiple lines without leaving the flow.

Showing Pricing at Merchandising Page: 

To emphasize the advantages of multi-line 
purchases, showcasing clear pricing 
information on the merchandising page 
will promote pricing transparency. Users 
will see potential savings with multi-line 
purchases. Thus, driving more sales. 

Showing pricing at merchandising page*

Independent Shopping Cart Page:


Our design solution for the shopping 
cart page focused on 
accommodating multiple lines 
effectively. We introduced user-
friendly shortcuts (duplicate, delete, 
edit), and strategically placed an 
entry point to encourage users to add 
another line seamlessly. This 
ultimately minimizes clicks.

Dynamic Cart Summary:


The dynamic sidebar cart summary 
efficiently conveyed real-time pricing 
based on user selections, effectively 
deterring users from prematurely exiting 
the buy flow. Users will be able to easily see 
their dynamic total cost, promoting 
transparent pricing.

*Final designs are modified and/or 
redacted for NDA compliance

Show users items in their shopping cart*

Conclusion

In projects characterized by numerous dependencies and intricate moving parts, 
effective communication and teamwork are the cornerstones of success. Early 
identification of constraints proved instrumental in streamlining the design and 
development process, optimizing efficiency.



In conclusion, our project effectively addressed the challenge of multi-line onboarding, 
aligning seamlessly with user expectations while eliminating pricing surprises. The 
enhancements to the shopping cart, cart summary, and pricing presentation have 
collectively culminated in a significantly improved user experience, truly defining the 
success of our project.
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For Reading!
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