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About the project 

What was the brief?
The task at hand was ambitious: Growing the deals business by 4x-6x in 2 months. Product came to us with multiple variables that 
needed a design revamp: Onboarding, claim process & post claim process. For this phase, we focused on the variable that 
encompasses most new user-facing screens and got to redesigning the ‘Claim’ flow. Funnily enough, we got rid of the word ‘claim’ 
from the entire flow post redesign. This project was carried out with Kopal Jain, Piyush Passi & Navneet Singh.

Timeline

2 weeks - Design Revamp

My Role

Ideation, Experience Strategy, Research, Information Restructuring, Interaction Design.

project background

As most things at work, 
business came to us with 
crazy expectations
Always staying agile, the goal was to quadruple Paytm Deal’s 
conversion numbers in within the next 2 months. For context, Deals 
was our restaurant discovery and bill payment vertical. Through deals, 
we partnered with restaurant merchants to be able to give user’s 
discounts and facilitate their payments on our app.

To meet these 
expectations, I had to get 
creative
about meeting the goal in a manner that minimises cost and 
maximises impact. We identified the most impactful areas first: 
Discovery & claims.

And this creativity 
manifested as
research and restructuring that led to redesigning the flow in a way 
that prioritised clarity and actionable steps over information and 
novelty.

All illustrations by the amazing David Shrigley

the process

Analysis
We collated first impressions, detailed 
audits and data to identify patterns both 
in what the numbers say + what the users 
say

Definition
Our findings helped us identify the 
utilityΔ, where we could have maximum 
impact with minimal effort. This helped 
give the solution some shape & direction.

Creation
Finally, we ideated on what the market 
was doing and created structures & copy 
that aligned with existing mental models. 

The Process of Design Squiggle by Damien Newman

Analysis

What problem were we trying to solve?
To identify that problem we had to get into the shoes of our users. So we started with going over the existing ‘happy’ flow:
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Deal Claimed
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Easy steps to use the Deal

Open Paytm Deals when you 
visit the oulet

Find outlet under 
 section

Claimed 
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Enter Bill amount & pay to use 
the claimed deal

Post loading

User scrolls through 
offers, claimed 
deals & categories

And captured it in a task flow
Where we could effectively ‘zoom out’ from the user’s shoes and get back to seeing whether the IA made any sense

As well as getting our hands on some top secret funnel data
That needed a lot of back and forth with product to make sense of. 

Screen

Sessions

Landing

Claims

Transactions

Action

Landed from homepage

Onboarding completed

% of users who completed onboarding / sessions

Users that claimed a deal

% of users who claimed deals / landing

% of users who claimed deals / sessions

Users that transacted on their claimed deals

% of users who transacted / claims

% of users who transacted / landing

% of users who transacted / sessions

Metrics

32,00,000

15,04,000

47%

86,733

5.77%

2.7%

11,639

13.42%

0.77%

0.36%

But make sense of it we did. And then we figured out a way to explain it to you better. So what did the data 
tell us after all?

So, if a 100 users land on our homepage

47 of them complete the 
onboarding and proceed
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And out of these 47...

Only 2 go on to ‘claim’ a deal  
(5.77%)
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And from these 2 claims

We still only get negligible 
transactions  

(13.42%)

definition

Right. So there’s got to be a problem. What 
could it be?
To uncover this we sat down and audited our current implementation. Here’s what we uncovered:

1 The term ‘claim deal’ violates recognition over recall

� As a first-time user on Paytm Deals, the word claim makes one feel like it is 
the last action one would take but functionally it only enables the user to 
save the deal before invoking it. The claim verbiage is also not used 
anywhere else in competitor apps.

1 Loopholes and a not-so-serious claiming process

It’s only when users claim a deal, they realise they can easily cancel the claim 
and find a loophole to extend it - by claiming it again right away.

  

This makes the flow look unserious and the deals plentiful. Users can use the 
‘claim now’ to select all the deals they’re interested in but will have to keep 
cancelling and reclaiming them to keep them in.

2 Steps to use the deal are outlined after claiming the deal

This is highly inefficient & adds to the user’s perception of a number of steps 
to be undertaken before getting to reap the value of the offer
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3 ‘Upcoming Deals’ are not very relevant to immediate user

� As a first-time user on Paytm Deals, the word claim makes one feel like it is 
the last action one would take but functionally it only enables the user to 
save the deal before invoking it

2 Reduced flexibility of use

� Existing design severely restricts user freedom and flexibility of use by 
forcing user to ‘claim’ deal before being able to pay. Conversion takes an 
additional step in the flow

And what are others doing that we could learn 
from? 
To see this through we did some competitive benchmarking to gauge consistency and industry standards

Zomato

‘Pay bill or book a seat’
Across our most used competitors, the experience was one click, 
optimising for users to make a transaction with just one click.

Swiggy Dineout

Zomato EazyDiner

Primary CTAs
Very clear CTAs giving user options between booking & paying immediately.

Swiggy Dineout

Eazydiner Zomato

Offers & Discounts
Offers took centre stage.

This brought me very close to articulating the 
generalised problem.
Writing it down as I saw it through the lens of a deal-watcher archetype

Paytm users tend to spend a lot of time comparing deals across multiple options. Because the copy 
makes it seem like the ‘claim’ process is time bound, these users often drop off from Paytm deals and 
compare elsewhere , unable to find their favourites if they do decide to return to the app. This is a 
problem as it affects conversions and stops the business from building a loyal and recurring user base 
for Paytm deals.

Which gave way to a more actionable HMW statement

How might we enhance user perception of deal availability and convenience to boost 
conversions and foster user loyalty for Paytm deals?

Problem Statement

creation

Now the fun starts. Time to start imagining 
things. 
By that I mean, imagine what the solution might actually be able to achieve:

Remove confusion related to the action of 
claiming a deal and then paying at the 
restaurant later

Clarity Simplicity

Simplify the way users explore the Paytm Deals 
landing screen and discover offers

Help new users understand what is Paytm Deals 
and how they can use it

Understanding Trust

Enable users to confidently share their location 
access, and provide an alternative to those who 
prefer otherwise

And the information structure that could help it reach these goals:

solution spotlight

With that being said, it’s time to finally show 
you what we changed 
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Offers up front
Categories displayed are only related to F&B stores with offers up front

Quicker brief on usage
From a thin banner taking users elsewhere to tell them how to use Paytm deals, we 
used the same amount of space to show all the steps upfront

Simplified the infinite scroll
Incorporated filters & simplified each restaurant card to adequately showcase the 
offer + high-resolution pictures + distance from user

30% OFF
GET UP TO

ON YOUR NEXT BILL

How to avail

STEP 1
Claim the deal 
on restaurant

STEP 2
Visit restaurant 
before deal expires

STEP 3
Pay bill via 
Paytm Deals

Restaurant Deals
Sector 18, Noida

Help

Search for restaurants, area or city 

Your Saved Deals View All

Amazing Deals Near You View All

FLAT 40% OFF
+ Movie Voucher

Domino’s

FLAT 20% OFF

McDonald’s

FLAT 40% OFF

Starbucks

+20

Open till 11 PM ₹1,000 for two

Cyberhub Social 4.4

DLF City Phase 1, Gurugram...

Contact  Direction  Share

Pay Bill to Avail

Save Deal for Later

15% Off Up to 10% Off 
Pay your bill to get an instant 

discount

On credit & debit Cards


Bank Offers

Clarity in offers
Getting rid of ‘upcoming deals’ ‘reviews’ ‘about’ helped us keep the focus on paying 
the bill with the offer in hand, taking conversions up 12%

Bottom sheet for faster browsing
Opening each offer card on a bottom sheet instead of a separate screen optimises 
for quicker skimming of all offers
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Bank Offers

‘Claim Deal’ is swapped for a more 
actionable CTA
Maintaining familiarity by keeping the copy similar to other competitors, we got rid of 
the word ‘claim’ completely and actioned users to pay their bills immediately, or save 
the deal for another time.

reflections & impact

And finally, what did all this actually manage to 
achieve?

Within a month of this change going live, we 
saw a 12% uptick in restaurant bill payments. 
Having reused existing UI components and 
identifying the right problem areas- it was safe 
to say that the big impact doesn’t always have 
to come from big changes.

Less can be more Design for the user, not other designers

In the name of innovation we had previously 
tried to create new mental models for the user, 
not acknowledging that the persona we catered 
to used a lot of different apps. Staying familiar 
and relevant to this user had to trump unabated 
innovation. 

Well, that’s it for now! But if you made it 
this far we should be friends. 

Say hi

Illustration by the amazing David Shrigley

https://www.linkedin.com/in/navya-yadav-a5425b129/

