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Context

Sage Individual aims to
simplify accounting software
for self-employed sole
traders.

A cloud solution that simplifies
financial management by
offering clear visibility into
cash flow and reducing
administrative tasks.
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Context

The users we refer to are
small businesses and self-
employed individuals.

They differ significantly from
the typical target audience of
the company'’s other
products, which are primarily
designed for large businesses
and enterprise clients.
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Define and understand project boundaries

The initial phase focused on analyzing the brief and gaining a clear understanding of stakeholder expectations and user needs.

Alessandro Rocca | Principal Product Designer
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Discovery research

Due to limited time and resources, we couldn’t run an extended research phase. Instead, we began with a focused and efficient discovery

process, structured around three key streams to engage both users and stakeholders. This approach helped us to:

- ldentify primary user needs
- Define business goals
- Define a competitive strategy

- Study market standards & trends

To achieve this, we combined qualitative interviews, insights from customer service feedback, and a detailed competitive benchmark.

Alessandro Rocca |



Research activities

Semi-structured interviews

We conduct a total of 24 semi-structured interviews with key stakeholders
and 3 user groups to define the project's scope and understand the primary
needs and constraints guiding our design.

Essentials (Construction trade)

« When it came to gains, getting
IR B N paid on time was considered

Job importance (Ad-hoc invoicer)

Job importance Adhoc Invoicer

m . ﬂ * The most important job was ‘create invoice’,

fallawad hv éancannt far mu dailv falrinne

Frustrations (Digital freelancer)

« Regarding frustrations, ‘chasing late
payments’ was the biggest irritation,
followed by ‘following up on the payments
from customers’ and ‘chasing PO numbers
to attach to invoices for my corporate
clients’.

* Otheritemslike ‘sending recurring invoices
manually’, ‘different billing cycles for each
customer’ and ‘I have to manually relate a
payment to an invoice’ were similarly
weighted. There is slightly more volume across

P —— : : * Looking at the outputs from the value
proposition, ‘following up on late payments
from customers’ came up a lot higher than
originally ranked. Whilst, the other items in

the plots, though again the spread is broad.
the top 4 closely matched the outputs here.

Corresponding value proposition ral
ersta

My customer knows
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received my mu manually. own records sight of howmy invoice different
corporate clients billng,
invoice average income projects.
looks like
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Survey

We run a survey targeting 200+ of current and potential users to

gather both qualitative and quantitative data, aiming to understand their

overall needs and implications.

Invoicing using SBCA Start

How frequently do you create invoices for the same items?

Never
28%

Once a
year
4%
Once a
qu:;er Once a
’ month
22%

The majority of participants noted that
they create invoices with the same items is
never.

However when you take into consideration
the participants do invoice them with
varying frequency.

Invoice features

What is the most important feature/ piece of information within the invoice template?

What is the importance of this feature/ information?

Clear to read
* ‘Makes the customers job simple’

* ‘Making the clients business look professional and allowing their
customers to ready and understanding the invoice clearly’

* ‘To ensure customers can quickly review the invoice layout and find the
key information they need for bill payment and questions’

Company name
* ‘Sothey know who it is from’

Attachment
¢ ‘Makes it easier to look back on”

Bank details/ pay now
* ‘Easier to get paid’

Description

‘This is the most important part of the invoice’

* ‘Al relates to the vehicles’

* ‘Each customer requires detailed product information as our target
market work under very strict certification rules’

Customer Address

* ‘Clarity about who you are billing is paramount’
* ‘To ensure that it reaches its destination efficiently’

Logo

‘Gives the company personality and branding’
‘Allows the receiver to identify who the invoice is
from’

‘It's the public face of the business’

Aesthetic of invoice

‘It portrays the professionalism of the company’
‘Many of our clients think our invoices look poor’
‘Making it look professional for the user, making it
clear and precise’

Item list

‘It’s what the customer is drawn to. The invoice
options make it look insignificant’

‘Customers want to see very clearly the price and
% discount details’

The invoice total

‘Tells customers how much to pay’
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Users Insights

- Many customers fail to pay on time.

- Users are unable to create digital invoices

themselves.

- Creating and sending invoices takes too much time.

- Manually marking invoices as paid on spreadsheets
IS time-consuming and lacks correlation with

transaction lists.

Customer profile
Sole trade: Construction trade

Alessandro Rocca |

Customer profile
Sole trade: Digital freelancer

Stakeholders Insights

- Enhance user engagement & product adoption by
offering an easy-to-use, free tool for creating digital
iInvoices.

- The existing invoicing feature in other Sage products
was underperforming, with low user satisfaction.
Therefore, we needed to define new patterns to
improve the user experience to later adopt on
different products.

Customer profile
Sole trade: Ad-hoc invoicer




Brief Definition

The subsequent phase involved crafting the feature brief, which was a
collaborative effort between the Product Manager (PM) and the design team
(comprising Product Designers, Solution Designers, and Content Designers).

To achieve this, we conducted a five-days Design Sprint aimed at defining the
context, articulating the problem statement and the goal, leveraging data and
iInsights gathered from research, and outlining the initial high-level solution.

The comprehensive solution we've outlined involves establishing 4 main
features within the invoicing area for seamless accessibility, empowering
users to tailor their invoices:

- Create an monitor invoices
- Customize invoices

- Online payment integration
- Send invoice via emalill

9 Alessandro Rocca |

Journey Map
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(like a user journey).

The purpose is to get a high-level overview of the assumed system as a user interacts with it.
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Deine & Ideate Sege | Sole Trader

Invoicing
Manage invoices for your custo

All Draft Unpaid Paid

Feasibility check o

The subsequent step involved presenting the identified solutions to our
Architects and Developer teams to assess their feasibility and garner insights
into implementation.

Upon architectural review, the primary challenge that emerged pertained to

the organization of endpoints, as they needed to be stored in different services
Settings

Manage your preferences for Accounting Individual.

to ensure accessibility by the frontend and reduce errors and loading times.

INVOICING

Consequently, we needed to redefine our approach, breaking it down into a .

Customise invoices Default settings

more viable alternative, creating individual setting sections where each

Add your logo, brand colour and typography to make Set default payment terms, bank details and footer
invoices feel uniquely yours. notes that pre-fill every new invoice

Customise > Change settings 2>

Invoicing customization would reside independently.

APP CONNECTIONS

Connect Stripe

Let customers pay invoices instantly with a
m Pay Now button.

10 Alessandro Rocca | Principal Product Designer d'
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Roadmap & Solutions prioritization

During this phase, together with Product Manager and Development team, we
effectively prioritized all desired solutions and implementations, while also

establishing the timeline, requirements and constraints of the feature.

Solutions prioritized:

- Design a new dedicated section for invoicing that allows users to easily
create invoices, manage all created invoices and track payment statuses.
This release also includes the creation of default invoice template(s).

- Establish a setting section for invoice customization allowing users to
customize branding assets and set standard settings to ensure consistency
across invoices.

- Integrate Stripe for streamlined payment processing, enabling automatic
matching of payments with invoices and transactions.

- Enable dynamic links for sending invoices directly from the app, ensuring
efficient communication and accessibility.

Alessandro Rocca |

Accounting Individual:
FY2% Q3/Q% Roadmap
Prioritisation

Overview

A prioritisation matrix serves to identify the most important problems. This structured, objective approach helps
achieve collaborative consensus while satisfying the varied needs of the user and business.

Establish the items, criteria, and scale you will use
The initial step to creating a prioritisation chart. First, establish the items you are prioritising and write them on
individual sticky notes. These can be:

- Projects
« Ideas
- Features that you plan to implement

- User groups, customer profiles or
« Research activities

Next, you'll define the criteria according to which you'll perform the prioritization. For prioritizing different ideas,
the criteria could be impact on the user or feasibility. For prioritizing personas, they could be percentage of user

base and ROI. Regardless of what items you are prioritizing, the criteria should always be derived from the overall

goals of the project and business needs.

High - 100
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Low - O
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Low-fi Design

Design & Implementation phase

All subsequent designs across the listed releases were meticulously crafted to adhere to our
established design system, incorporating new patterns seamlessly integrated into our
guidelines when needed.

Upon the completion of designs, we conducted thorough reviews with architects and
developers to assess feasibility.

We then initiated the first round of usability testing with our users to swiftly evaluate our Dev/Arch reviews

solutions.

Once moved our designs into production, we maintained continuous alignment with developers Usability Testing

to ensure rigorous quality assurance standards were upheld.

The final steps involve measuring KPIs to initially gauge the success level of the feature and Quality Assurance

assess its impact on our customers and business.

Measurement

12 Alessandro Rocca |



Design solutions

Set the invoicing area [1st release]

The initial release established a foundation to help users easily create and manage invoices.

Alessandro Rocca | Principal Product Designer
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Create an invoice

The first feature regarded the creation of an invoice. Through endpoints calls
we have been able to automatically load all the clients datasets from
customer and banking area of the product, helping our users to don’t need to
write everything again and again, but just selecting a customer from the list.

Alessandro Rocca |

E] Invoicing

Invoicing

Sales invoice: SI-Draft

Create an invoice to send to your customer.

Invoice

Customer

Joe Bloggs Architecture Consultancy

Edit customer

Invoice date

20/09/2023 ]

Invoice summary

Due

14 days — 4 Oct 2023

This covers all parts and labour for your installation and service.

Items

Installation — Phase 1 labour

Materials & fittings

<+ Add an item

Payment information

Let your customers know how to pay you.
Bank account

Select...

Bank details

Account name:
Sort code:
Account number:

m Accept Stripe payment
Let customers pay directly from the invoice

Note

Add a message to your customer

Phone Email

07123456789 joe.e@architecture.gmail

Billing address

92-94 Station Parade, Harrogate, NN16 8RU, UK

Customer reference

Payment instructions

Please add your name as the payment reference

Thank you for choosing SH Energy Services Ltd. We appreciate your business!

Cancel Save as Draft Save Invoice

AN

£440.00

£199.00

£0.00

Total (3 items)

£639.00

€ Craig Smith

Invoicing

Invoice SI-047 . paid

= Send { Download e Edit Delete

° amara

Amara Services Ltd
siem@shenergy.co.uk
www.website.com
+44 7975 556677

Invoice

To: JS Builders

14 High Street
Leeds

LS14HR

United Kingdom

Invoice number: SI-047
Invoice date: 14 Sep 2023
Due: 28 Sep 2023

Invoice summary

Supply and installation of electrical systems — Phase 2 completion.

Item description Qty/hrs Price Total (£)
Electrical installation — Labour (Phase 2) 24 £55.00 £1,320.00
Materials & fittings 1 £650.00 £650.00
Site safety compliance 1 £135.00 £135.00

Payment information

Account name: Craig Smith
Sort code: 00-00-00
Account number: 1234567

stripe

Total £2,105.00
Due 28 € er 2023

e Paid
Note
Thank you for choosing SH Energy Services Ltd. We appreciate your
business!
Status o Paid
Invoice # SI-047
Customer JS Builders
Amount £2,105.00
Issued 14 Sep 2023
Due 28 Sep 2023
Paid 26 Sep 2023

= Send invoice



Good morning, Craig

Here's an overv iew of your business finances.

OUTSTANDING PAID THISMONTH  DRAFTS OVERDUE
- - - £7436 £6,734 192 £1145
I n vo I ce m O n I to r I n g 1 3 unpaid invoices ™ 12% vs last month Awaitin g action 2 invoices over due
Recent invoices View all Activity

® SI-041 paid by JS Builders
Joe Bloggs Architecture £338.95 Unpaid

The interface includes a table where users can view all invoice details,
payment statuses, and have quick access to actions such as previewing,

exporting, editing, voiding, or deleting invoices.

New draft invoice created
£4,312.99 e Paid

A table view was chosen over a list view to meet the need for comparing data
across different invoices and to provide easy access to actions within a web

€ Craig Smith

- New Invoice

viewport.

Invoicing

The table's responsiveness required horizontal scrolling on smaller viewports, which B .
initially did not seem very effective. However, testing sessions revealed no issues

with its usability. This confirmed that its effectiveness and accessibility were
guaranteed for screen-reader and keyboard users. B

15 Alessandro Rocca | d'
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Design solutions

Invoice layout

The final feature of the initial release was the creation of the invoice template
layout. To achieve this, we analyzed 30 invoices from various industries to
identify common patterns and information organization, ensuring a well-

structured template.

Invoice

siem@shenergy.co.uk Invoice date: 25 October 2023
Due date: 25 November 2023

Invoice number: SI-001

This is a 50-character reference without a label.

SH Energy Services Ltd

To: Harry Clark From: SH Energy Services Ltd

16 Vallum View, 34 Cromwell Court,

Hexham, Blaydon on Tyne,

Northumberland, Tyne and Wear,

NE47 9QQ NE21 4XA
Description Quantity/hours Price Total (£)
Large solar array (installation and first service included) 10000.00 1.000.00 10.000.00
Large solar array (installation and first service included) 1.00 1.000.00 10.000.00
Large solar array (installation and first service included) 1.00 1.000.00 10.000.00
Large solar array (installation and first service included) 1.00 1,000.00 10,000.00
Large solar array (installation and first service included) 1.00 1.000.00 10.000.00
Large solar array (installation and first service included) 1.00 1.000.00 10.000.00
Large solar array (installation and first service included) 1.00 1.000.00 10,000.00

Additional information
Payment instructions

Total £70,000.00

Please pay by bank transfer to: Due by 25 November 2023
First Direct
12-34-56
12345678
Page 1 of 1

Alessandro Rocca | Principal Product Designer

Due to a short release timeline, the initial layout
released was a basic black-and-white version
containing only essential information.

Enhancements were subsequently added to the
backlog and implemented later. These enhancements
included:

- Improved responsiveness

- Options to choose between different layouts

- Color and font selection

- Adding a business logo

- Adding personal notes and additional information

¢ logo|

Invoice

To: Customer
Address line one
Address line two
Town or city
Postcode

Invoice summary

SH Energy Services Ltd
siem@shenergy.co.uk
www.website.com

+44 7975 556677

Invoice number: SI-001

Invoice date: 1 January 2024
Customer reference: P0123456
Due: 1 February 2024

Add a summary of the product or service if your customer needs one.

Item description Total (£)
Product or service description one 50.00
Quantity/Hours: 1 Price: £50.00

Product or service description two 50.00

Quantity/Hours: 1 Price: £50.00

Payment information

Account name: Your account name
Sort code: 00-00-00

Account number: 12345678

Add payment terms or alternative payment
instructions.

Note
Add a message to your customer.

SH Energy Services Ltd

92-94 Station Parade, Harrogate, NN16 8RU, United Kingdom

Total £100.00

Due 1 February 2024

Page 1of1

’ logoi

SH Energy Services Ltd
siem@shenergy.co.uk
www.website.com

+44 7975 556677

Invoice

To: Customer
Address line one
Address line two
Town or city
Postcode

Invoice number: SI-001

Invoice date: 1 January 2024
Customer reference: P0123456
Due: 1 February 2024

Invoice summary
Add a summary of the product or service if your customer
needs one.

Item description Total (£)

Product or service description one 50.00
Quantity/Hours: 1 Price: £50.00

Product or service description two 50.00
Quantity/Hours: 1 Price: £50.00

Total £100.00
Due 1 February 2024

Payment information

Account name: Your account name
Sort code: 00-00-00

Account number: 12345678

Add payment terms or alternative payment instructions.

Note
Add a message to your customer.

SH Energy Services Ltd
92-94 Station Parade, Harrogate, NN16 8RU, United Kingdom

ar



Design solutions

Invoice Customization [2nd release]

The release focused on empowering users to effortlessly design invoices without requiring design expertise.

Alessandro Rocca | Principal Product Designer
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Design customization

We offered a pre-designed template, enabling users to customize colors,
fonts, and incorporate their company logo to align the template with their
brand. Additionally, users could preview these modifications in real-time,
enhancing their invoicing experience.

Users can now instantly customize the appearance of their invoices with a fast,
simple, and user-friendly solution.

Upon architectural review, the primary challenge identified was the organization of endpoints.
These needed to be stored across different services to ensure accessibility by the frontend,
reduce errors, and improve loading times. Consequently, customization options were stored and
accessed in the settings area.

Alessandro Rocca |

-0- Settings

Settings

Invoice customisation

Make invoices your own with your business branding.

To: Customer

ice if your customer needs one

Invoice number: si-001

Invoice date: 1Jan 2024

Due: 1 Feb 2024

Qty/hrs

Amara Services Ltd
siem@shenergy.co.uk
www.website.com
+44 7975 556677

Total

Product or service description two

Payment information

50.00

50.00

50.00

50.00

Total £100.00

Customisation settings

° amara

Change logo Remove

—

Select a preset or enter a custor

@ o073

Typography

SF Pro (System)



SOSG Sole Trader

Invoicing

Sales invoice: SI-Draft

Create an invoice to send to your customer.

Design solutions

Invoice
u Customer Phone Email
Defa u I t Sett I n g S E Invoicing Joe Bloggs Architecture Consultancy 07123456789 joe.e@architecture.gmail
Banking

Edit customer Billing address

Reports
92-94 Station Parade, Harrogate, NN16 8RU, UK

The second release focused on empowering users to streamline their invoicing 200912023 O Mdws—40% B ciness informations
process by allowing them to set default information and automatically see it Email address
This covers all parts and labour for your installation and service. Set the email address you want to show on your invoices
reflect during the invoice creation. Input ext
. A
Users can now select a default payment method and bank account, define s reymentinformations
. . . Default Terms Terms (days)
payment instructions and messages for customers, and configure default | — 7 [« ‘
business information. o
Materials & fittings Default bank account
Santender v J
As a result, when creating a new invoice, users will find all these details pre-filled, + Addanitm N
saving significant time and effort. Account nae: g Saith ‘
Sort code: 00-00-00
Account number: 1234567

Payment information

Payment instructions
Let your customers know how to pay you.
Bank account Please add your name as the payment reference
Select...
200 characters left
Bank details

Account name:

Sort code: .
Account number: Accept Stripe payment m

m Accept Stripe payment
Let customers pay directly from the invoice

Footer
Note
Note Add a default note for your customer. You can change this on each invoice as
needed.
Add a message to your customer
Thank you for choosing SH Energy Services Ltd. We appreciate you Thank you for choosing SH Energy Services Ltd. We appreciate your
business!

19 Alessandro Rocca | Principal Product Designer

200 characters left



Design solutions

Online payment integration [3rd release]

The third release focused on integrating Stripe into payment methods, enabling our customers to receive payments more efficiently.

Alessandro Rocca | Principal Product Designer



Design solutions

Stripe Integration

For doing so, we needed to create a integrate a Stripe account within the

banking area to connect with, as well as establishing direct links from invoices
to related transactions to automatically mark invoices as paid.

To achieve this, we closely collaborated with the Stripe team to understand
how to correctly integrate all the information and optimize the conversion of

feature usage, leveraging their knowledge and datasets.

& Guaranteed Safe & Secure checkout

‘ Powered by stripe J

After a round of tests we discovered that implementing the security

badge along with the Stripe integration below the "Pay Now" button
increased user trust in the feature by 60%.

21 Alessandro Rocca | Principal Product Designer

stripe
Connect your stripe account and help your customers pay
you more easily.

Invoice

To: Customer
Address line one
Address line two
Town or city
Postcode

Invoice summary

B Accept Stripe payment m

SH Energy Services Ltd
siem@shenergy.co.uk
www.website.com

+44 7975 556677

Invoice number: SI-001

Invoice date: 1 January 2024
Customer reference: P0123456
Due: 1 February 2024

Add a summary of the product or service if your customer needs one.

Item description Total (£)
Product or service description one 50.00
Quantity/Hours: 1 Price: £50.00

Product or service description two 50.00

Quantity/Hours: 1 Price: £50.00

Payment information

Account name: Your account name
Sort code: 00-00-00

Account number: 12345678

Add payment terms or alternative payment
instructions.

Note
Add a message to your customer.

SH Energy Services Ltd
92-94 Station Parade, Harrogate, NN16 8RU, United Kingdom

& Guaranteed Safe & Secure checkout

‘ Powered by stripe J

Total £100.00

Due 1 February 2024

ﬁ Guaranteed Safe & Secure checkout

Powere: d by stripe

B Stripe account

stripe
Account total

£12,345.67

View account details

Linked

Actions ¥

ar



Design solutions

To streamline the integration with Stripe and our architecture, we utilized a Service Blueprint. This tool helped highlight all the intersections, facilitating clear communication with our architects.
By defining the necessary endpoint calls, we ensured a smooth and efficient integration process.
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Results & Impact

Users can now effortlessly create invoices using
customized templates and settings, saving time
IN the process.

They can export or send invoices through a
dynamic link to final customers, monitor
payment statuses, and have invoices
automatically marked as paid when payments
are made through Stripe.

23 Alessandro Rocca | Principal Product Designer



Results & Impact

All Iimplemented solutions delivered
exceptional results, garnering
overwhelmingly positive feedback from
our users and significantly boosting their
approval rating.

+349% 56% +27%

Increase in invoices paid on time reduction in the time taken to increase in engagement within the first
create an invoice month after its release

24 Alessandro Rocca | Principal Product Designer



Behind the scenes

A quick shot on efforts not visible in the designs made for successful implementation

25 Alessandro Rocca | Principal Product Designer
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User Feedbacks and lteration

Conducted Extensive Testing
Before the release of any solution stream we’ve performed a total of four

testing sessions to validate design choices and gather user feedback.

Iterative Improvements

We continuously refined features by leveraging testing outcomes and user
Insights, systematically adding improvements to a backlog, where they were
categorized and prioritized during planning sessions based on the team’s
capacity and strategic goals. This iterative process ensured that the most
impactful enhancements were addressed first, optimizing the development

workflow and improving the overall user experience.
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Task eight

You have already created an invoice for a customer but want to check it. Where

would you go to do this?

Responsive Web

Correct and direct success answers:
Number of clicks required - 1
Correct first click - Invoicing
Correct end point- Invocing

Success
Direct Indirect 95% of RW participants
success - 85% success-10%  correctly located
— "Invoicing"
5% of RW participants
Direct fail - Indirect fail ~ did notlocate
5% -0 "Invoicing" as the
— —_ answer to this task
Directness
Direct )
1 click
success
Indirect Average of: 2 clicks.

success

Direct fail ~ Average of: 1 click

Indirect fail

Time spent

This task took an average of 50 seconds for each participant to
complete

Direct success Indirect success Direct fail Indirect fail
- Ave. 51 seconds - Ave. 42 seconds - Ave. 52 seconds .
First click

The most common first click for RW in this task was Invoices

Direct success ~ ndirectsuccess ?;:’\‘;Szd Indirect fail
- Invoicing Contacts/Invoices transactions o
End point

The most common end point for RW in this task was Invoices

Direct success  Indirect success BllCSiEL Indirect fail

| © T - Completed
- Invocing transactions -

Native mobile

Correct and direct success answers:
Number of clicks required - 1
Correct first click - Invoicing
Correct end point- Invoicing (Sales)

Success
Direct Indirect 80% of NM partici
success - 70% success-10% ~ correctly located
— — "Invoicing"
Direct fail - Indirect fail  20% 0TNM partid
not locate "Invoici
5% '—15% (Sales)"
Directness
Direct
1 clicks
success
Indirect Average of: 9 clicks
success

Direct fail  Average of: Abandoned task

Indirect fail  Average of: 8 clicks

Time spent

This task took an average of 64 seconds for each particip,
complete

Direct fail Ind
Direct success Indirect success e o[
-Ave.57 seconds - Ave. 74 seconds 3
task st
First click

The most common first click for NM-VA in this task was In

Direct success  Indirect success Bl Indil
o - - Abandoned
- Invoicing - Invoicing p— Inv
End point

The most common end points for NM in this task was Inv
(Sales)

i Direct fail Ind

Directsuccess  Indirect success
“Invoicing (sales) - Invoicing (Sales)  ~APandoned +
task trar

M SBS-62000 UK VAT 100

SBS-62001 VAT 100 Set Up

M SBS-62005 VAT 100 Authentication - web (end user) integration

M SBS-62006 VAT 100 Record Tax On Transactions

M SBS-62007 VAT 100 Details View

SBS-62599 XD Improvements and enhancements

2 SBS-63888 Notes improvements Q3 - WEB Ul

2 SBS-64957 Web SBCA Individual Improvements - Filters Q4

2 SBS-65440 Profit and loss KPI with Variance showing

2 SBS-65588 Web SBCA Individual Improvements - Banking Q4

SBS-66165 Reporting for Sales Invoices

M SBS-66234 Sales Invoice Customisation

M SBS-66284 VAT 100 Supporting Reports

M SBS-66289 VAT 100 Report Calculation

2 SBS-66291 VAT 100 Submission Management

2 SBS-66292 VAT 100 Report Submission

2 SBS-66293 VAT 100 Post-Submission Management

-

SBS-67482 Identification of ledger account types

M SBS-72323 SA103 Helper Report: phase 3 (web)

M SBS-73267 VAT 100 Authentication - SFA (accountant) integration

M SBS-73268 VAT 100 Authentication - iOS implementation

M SBS-73269 VAT 100 Authentication - Android implementation

2 SBS-75909 Analytics for Individual Notes

M SBS-77180 Pendo Tracking Reporting - Web

~

~

~

SBS-77552 Allow the user to choose the country of the customer

M SBS-66162 Prototype Auto-save flow (Web)

M SBS-86901 Smart Edit and Different Posting Methods

-

-

SBS-103823 Capability of Posting Multiple Ledger Entries at the same time

Task three

Where would you go to create a new invoice for a customer?

Responsive Web

Correct and direct success answers:
Number of clicks required - 1
Correct first click - Invoicing
Correct end point- Invoicing

Success
. . 100% of RW participants
Direct Indirect correctly located
success - 95% success - 5%  "Invoicing" as the correct
location for this task
Direct fail - Indirect fail Al participants
0 ) successfully completed
this task
Directness
Direct
1 click
success
Indirect Average of: 4 clicks.
success
Direct fail
Indirect fail
Time spent

This task took an average of 45 seconds for each participant to
complete

Direct success Indirect success Direct fail Indirect fail
- Ave. 43 seconds - Ave. 81 seconds - -
First click

The most common first click for RW in this task was Invoices

Direct success  Indirect success Direct fail Indirect fail
- Invoicing - Dashboard - _
End point

The most common end point for RW in this task was Invoices

Direct success  Indirectsuccess  Direct fail Indirect fail
- Invoicing - Invoices =

Native mobile

Correct and direct success answers:

Number of clicks required - 1/2

Correct first click - Invoicing

Correct end point- Invoicing (Sales)/ Add an invoice

Success
. . 84% of NM participants
Direct Indirect correctly located"Invoicing
success - 63% success - 21% (sales)" or "Add an invoice"
——— as the answer to this task
. : . . 13% of NM participants did
Direct fail - Indirect fail ° ,,pa i '
not locate "Invoicing
716% e -0 (sales)" or "Add an invoice"
as the answer to this task
Directness
Direct
1 clicks
success
Indirect Average of: 4 clicks
success

Direct fail  Average of: 2 click

Indirect fail

Time spent

This task took an average of 58 seconds for each participant to
complete

Direct success Indirect success Direct fail Indirect fail
- Ave. 51 seconds - Ave. 78 seconds - Ave. 52 seconds o
First click

The most common first click for NM in this task was Invoicing

Direct success  Indirect success Direct fail Indirect
- Invoicing glRYCCinE - Invoicing fail-
End point

The most common end points for NM in this task was Invoicing
(sales) or Add an invoice

Direct success I"d"?c{ success DirecF fawl Indirect fail
- Invoicing (ales) - Invoicing (sales) - Invoicing
or Add an invoice (Contacts) e

SBS-65061 SBCAI - Improvements/Enhancements Ideas & Suggestions | Web Parking Lot

SBS-77253 Design and Develop a Configurable Ul for View list of Invoices - Web

SBS-79147 Pendo updates required for IAP release to track events currently not being captured (web)

SBS-96085 Adapt Pay end point to make fields Mandatory - Deprecation of actions in endpoints for mobile

[ SBCAI - August23 [ = ]
3
(<)

[ couLD |

)

)

)

)

O

e
)

(&)

(%

[ SBCAI - October23 [ ]
®
(2]
(8]
SBCAI Invoicing - U... o
£

£

[}




Errors Handling and Edge Cases

Developed comprehensive error handling and empty state designs to ensure
a robust user experience. This involved identifying potential user errors and
system failures, crafting intuitive and informative error messages, and designing

clear, user-friendly empty states.
These designs aimed to guide users through troubleshooting steps, maintain

engagement, and reduce frustration by providing actionable insights and

easy recovery options.
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Happy Path end

Un-Happy Path end

""F;::&-"""-"-_-""-""-"""_-"""""—""

LINE ITEM
Desoription

Unit Price
Total Amount

Create/Edit Invoice end point

Failure points . tthe | ] RS .
1 \
‘ \
| _ .I
= | [ \
| P » \
Y Fail <how ermar — — \
) TSA user select Ul displayy cresie User Save N vaslicdastes ‘ - - - ‘ ‘7 ' e ‘ .. 7' show esrar ‘ show erroe ’
start peed T feeep T T T el enters the 2 " hedas o ctsmct e wpdubict (n e Sme ] o - o Invoice moves o
Add Sedes Invoios I ’ the datz . A
. tadata | | In Progress
| Pass Ul hits the Invoics - . "'. |
as cresselnvoios displayed ckon Save Ul varicate ~ |
= whcre Lonteg sprner whie end pant | 3s Draft nd marked PX tedets |
a  anower oo back-and. | oo ap o= nny | Paid | hits the |
3 e Lrw A : | oreasielnvoios |
E | ? | Pass end pant |
: : Invoice
ciick on Sav | | moves to
» (andis not — | Complets
marksd as Paid) |
- =1 f
\ | 1'
T T
= | ‘ \ ‘ /
v | | / A : JA
| | f
| |
— s
! | S— | Pass
g ‘ N | Yogreoos lnviece . f
: | : f
3 | |
z l | Fa [
2 P 'l
E nvoice entry e —— |
2 created in 1] |
= Transaction senvic |
3s Draft | c= ent ce entry
ted in ated in
Transaction service Transaction senvice
3z In progress 35 Complete
[
SOSG Individual ¥
o
2
g Menu
o
s
€
i Invoicing
e Get started with invoices
l Create and send invoices to your customers.
v
You can review and manage them from the
Invoi Actions menu.
~] |
50ch
Quantity/hours ~ Price (€)
l 00 50 9.00  : Actions
Quantity/hours ~ Price 000 ° Actions
Total (2 items) 338.95
y agai ‘

Add an invoice to
get started



Ensuring Accessibility

Conducted thorough accessibility testing to ensure the design was Our mission
adhering to WCAG 2.2 guidelines, implementing proper contrast Resolve all Axe issues across the entirety of all cloud products by 31 December 2024.

ratios, keyboard navigability, and descriptive ARIA labels, to ensure the " aoril 2024 S oon
feature is accessible to all users. Summary

In July 2024, we surveyed 3 pages in Accounting Individual.

0 0

No accessibility issues were found during the audit with the axe scan.

Average instances of Axe issues per page Unique Axe issues in the application
v| Down from 11.3 last month A | Up from 0 last month
Product Division average: 12.5 Product Division average: 5.1
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Behind the scenes

Design System Collaboration & Integration

Collaborated with the design system team to maintain consistency and coherence across all sections and

products of the company. This involved leveraging existing components and contributing new ones to the

design system repository.

Eg. Stripe branded components

B) stripe account T B Accept Stripe payment @

Account total

£12’345'67 & Guaranteed Safe & Secure checkout

‘ Powered by stripe

View account details Actions ¥

Alessandro Rocca | Principal Product Designer



Responsive Table component

Ensuring data remains
accessible at all times while
upholding high accessibility
standards.

Date

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

Date

20 Sep 2023

Customer

Joe Bloggs Arcr

Amount

€338.90

E Actions

oe Bloggs Architecture

oe Bloggs Architecture

oe Bloggs Architecture

oe Bloggs Architecture

oe Bloggs Architecture

oe Bloggs Architecture

Date

20 Sep 2023

Customer

€338.90

€218.00

€550.00

€346.70

€412.60

€218.00

€412.60

Invoice

SI1-012

Joe Bloggs Architecture

Amount

€338.90

E Actions

Unpaid

[«

[«

[«

[«
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01. Problem

The existing table presented a major challenge. While functional on desktop, it
lacked responsiveness on mobile and tablet devices, forcing users to rely on
horizontal scrolling.

This led to poor content discoverability, as many users failed to realize more
data was hidden off-screen. This created a high degree of friction: many users
failed to discover hidden data, leading to significant information loss.

Furthermore, the table was completely inaccessible, failing to meet basic
inclusive design WCAG standards.

Alessandro Rocca |

Date

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

18 Sep 2025

Invoice

SI-008

SI-008

SI-008

SI-008

SI-008

SI-008

SI-008

Customer

Joe Bloggs Architecture

Joe Bloggs Architecture

Joe Bloggs Architecture

Joe Bloggs Architecture

Joe Bloggs Architecture

Joe Bloggs Architecture

Joe Bloggs Architecture

Amount

€338.90

€218.00

€550.00

€346.70

€412.60

€218.00

€412.60

Status

Draft

Unpaid

Paid

Paid

Unpaid

Draft

Paid

Edit

Download

[«

[«

[«

[«

[«

[«

[«

Comment

o o o o ou o o

View invoice

View

View

View

View

View

View

View
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Date Invoice Customer

18 Sep 2025 SI1-008 Joe Bloggs Architecture

02. Adaptive approach

Desktop and mobile users have different needs. On larger screens, the design
supports "scanning and comparing" through a structured row-and-column
layout. On mobile, where vertical space is limited, the experience is optimized

for "deep-diving" into single elements.

To solve the responsiveness issue, we transitioned from a rigid table structure
to a fluid card-based layout. Using a Flexbox-driven layout allowed us to

seamlessly wrap and reorder elements across viewports.

We didn’t just resize components; we implemented content prioritization
logic, dynamically showing or hiding elements based on the device. This
adaptive strategy ensured a streamlined, mobile-optimized experience where

information density is always perfectly balanced for the user’s context.

Alessandro Rocca |

Amount Status Edit Download

€338.90 Draft V4

Date Invoice Customer

20 Sep 2023 SI-012 Joe Bloggs Architecture
Unpaid /Z Edit View
Date Invoice
20 Sep 2023 SI-012

Customer

Joe Bloggs Architecture

Amount

€338.90

E Actions

Comment View invoice

€338.90

Unpaid
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02b. Adaptive approach

On desktop, the primary user goal is data comparison. We focused on precise
alignment and visual hierarchy to facilitate efficient scanning across rows and

columns.

Conversely, on mobile, the focus shifts to the granular details of individual
items. To adapt to this shift in intent, we transformed table headers into

descriptive item labels within a card-based layout.
To maintain a clean interface, we implemented logic to handle empty states:

while empty fields remain visible on desktop to maintain grid integrity, they are

completely hidden on mobile to maximize screen real estate and reduce noise.
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Date
20 Sep 2023

Customer

Invoice

SI-012

Joe Bloggs Architecture

Amount

€338.90

E Actions

18 Sep ZBH -Draft

Draft
E Actions

Date
20 Sep 2023

Customer

JS Architecture

Amount

€338.90

E Actions

Invoice

SI-08

Amount

€338.90

E Actions

Unpaid

Invoice

SI-008

Customer
lvanM.

Paid

Customer

Joe Bloggs Architecture

JS Achitecture

lvamn M.

Joe Bloggs Architecture

JS Builders

Amount

€218.00

€550.00

€346.70

€412.60

€412.60

Status

Draft

Unpaid

Paid

Paid

Unpaid

Draft

Paid



Sage |

03. Results & Validation

Prior to launch, we conducted four rounds of usability testing to validate our design decisions and refine the invoicing experience. The resulting interface is clean,

intuitive, and highly optimized for user efficiency.
- Usability: 0 discoverability issues reported during user testing.

- Accessibility: Full compliance with WCAG standards.

- Scalability: The component was adopted into our Design System as the primary reference for all future product tabs and data-heavy interfaces.
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Key learnings and takeaways

Alessandro Rocca | Principal Product Designer
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Bridging the Gap Between Design and Architecture
Mastered a Service Blueprints when navigating complex
backend constraints. By shifting to a modular, settings-
based design approach, | kept the front-end customization
engine performant and stable, without requiring a full
backend overhaul.

Scaling Impact Through Systems Thinking

The best solutions benefit the entire ecosystem. By
partnering with the Design System team to create reusable
components like the mobile navigation bar and invoicing
elements, we improved consistency and quality across all
Sage products, not just a single module.
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Inclusive Design as a Business Requirement
Integrating accessibility checks into the workflow wasn't just

about compliance; it was about conversion. By ensuring 100%
WCAG 2.2 adherence for user-generated content (like invoice
branding), we reached a broader demographic of sole traders
and achieved zero accessibility issues during the final audit.

Leading design stream & Stakeholder Collaboration.
As Principal Designer, | led the design team and acted as the

primary point of contact for all stakeholders. | ensured smooth
communication across Product, Engineering, Architecture, and
Marketing, while orchestrating the team’s work to deliver
aligned, high-quality outcomes.




