Empowering MCL Employees with PAM
for Efficient Customer Application
Checks

W “ppiicant Detais

Internal tool created for Morses Club, with intent to replace external tools for additional
customer application checks. Its implementation resulted in a 75% increase in acquisition
journey leads while reducing dependency on third-party tools, leading to cost savings for
the business.

View Full Prototype -»

Details
Scope Full-time work, creation of new internal tool
Role Concept, research, UX & Ul design
Tools Figma, Figjam, user feedback

Problem


https://www.figma.com/proto/lkFi4IzOTT4JCdLZPHmFfz/?scaling=scale-down&show-proto-sidebar=1

Previously, the customer application-checking process was fragmented, time-consuming
and limited to specific managerial levels. This resulted in an unnecessarily prolonged and
inconvenient journey for the customer.

Key Question

How can we reduce form-fatigue while still essentially keeping the same number of
questions that we had before?

Proposed Solution

We proposed to create a unified process, enabling all necessary internal staff to conduct
customer check-ins through streamlined question-and-answer forms. The aim was to
simplify the process for increased accessibility and efficiency.

/)(Bustomer Service Agent (OSA)))

‘ Pam determines necessary Q8A forms
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Management
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Old Flow Proposed New Flow

Resedadrch

Investigated the original MAP solution architecture to determine what features could be
kept as is and what could be improved, cut or conglomerated.

Conducted Figjam-based Q&A sessions with Morses employees to prioritise essential
customer information and features. This collaborative approach ensured alignment with
user needs, enhancing the efficiency of feature prioritisation and ensuring a user-centric
design focus.
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Ideation

Developed two initial web-tool designs — a single-page solution and a multi-page solution.

View full board -»

The single-page solution was determined to be too overwhelming, so we opted for

navigation between multiple pages to answer the necessary forms.

Implemented iterative enhancements until all necessary features were incorporated. This
iterative process allowed for continuous improvement, ensuring the final design included
all essential features while refining usability and functionality based on users’ feedback

and their evolving needs.
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https://drive.google.com/file/d/11HI8dvwmusc43lFd3lcat1b8zaybblBL/view?usp=sharing
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Single-Page Solution

Visual Development

As an internal tool, the design did not require the same “flash” as that of the website.
Simplicity was the aim from the start. The reduced need for strong branding was
acknowledged, but there was still a desire to align with Morses’ colours.

Orange took on a primary role here, rather than its usual use as a secondary colour. This
helped to maintain alignment with the brand, whilst differentiating it from what we would
present to customers.

Consulting with employees throughout ensured strict prioritisation of necessary
information and actions, enhancing clarity and usability within the interface.
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Component Library

Established a Figma Component Library post-wireframe development, housing reusable
elements for consistency and scalability across current and future designs.

This approach streamlined implementation for programmers and QA testers by ensuring
cohesion across current and future designs. The library's creation promoted design
consistency, easting implementation and facilitating efficient testing and development
without extensive oversight.
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Please Note: This is condensed. This does not cover the full extent of the library.



Conclusions

PAM empowered MCL employees to aid customers with applications and bolstered risk
investigation, ensuring alignment with Consumer Duty and FCA guidelines. Its
implementation resulted in a 75% increase in acquisition journey leads while reducing
dependency on third-party tools, leading to cost savings for the business.

View Full Prototype -»

Screens


https://www.figma.com/proto/lkFi4IzOTT4JCdLZPHmFfz/?scaling=scale-down&show-proto-sidebar=1
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PAM

Applicant Details

@00 @ rwn sz x|+

CAP Customer ID ABCDEF123456
€ 2 C 0 @& auth.apps.morsesclub.com/abcdef123456
First Name(s) Alyssa PAM
Surname Jiminez Appllcant Details
CAP Customer ID ABCDEF123456
Posicode 542 6DY
First Name(s) Alyssa
141 Queen Victoria Rd. . i
Full Address New Tupton wneme iminez
Chesterfield
Postcode 542 6DY
Date of Birth 05/27/1986 ol p 141 uueenmcn;_ria th.
ull Address ew Tupton
Chesterfield
Email hllam@comcast.net - 051271085
Mobile 07837 035965 Emall hllam@comeast.net
Mobile 07837 035965
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Responsible 5 m Responsible Lending >
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CRA Review
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) o | Validati >
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Homepage - Mobile and Desktop
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PAM

Applicant Details

CAP Customer ID ABCDEF123456

First Name(s) Alyssa

Surname Jiminez
stcode S42 6DY

141 Queen Victoria Rd.

Full Address New Tupton
Chesterfield
Date of Birth 05/27/1986
o ) t
& Vulnerable Customer
Mohila 07837 N2K0RE
AA & auth.apps.mor... &

< > M m (m]

Vulnerable Customer Toast
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Cancel Application?

What is the reason for cancelling the
application?

9:41 all T (.

Cancel Application?

What is the reason for cancelling the
application?

Select reason

Applicant as obtained credit from
another source

Applicant no longer requires the loan

Applicant found better loan options
elsewhere

Offered loan amount does not meet
applicant’s needs

Application process has taken too long

Applicant does not want a loan from
Morses Club

Select reason v
Notes
Write customer notes here...
Cancel Application
Return to Homepage
AA & auth.apps.mor... &

< > M M

Notes

Write customer notes here...

AA & auth.apps.mor... ¢

< > M M O

Cancel Application
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Decline Application?

What is the reason for declining the
application?
Select reason v

Has the customer’s application been
approved?

® N I
\\\O Yes / <O No j

Notes

Write customer notes here...

(1) Decline Application

Return to Homepage

AA & auth.apps.mor... e

< > M M
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Decline Application?

What is the reason for declining the
application?

-

Select reason v
Applicant failed CIFAS review
Applicant failed fraud review

The loan is not suitable for the applicant

Applicant indicated that taking the loan
will cause them financial difficulty

Applicant indicated they have provided
inaccurate information on the application

Applicant indicated they have no
intention of repaying the loan

Applicant has displayed rude or
aggressive behaviour

Applicant declined to provide additional

information

Has the customer’s application been
approved?

- N\ - N\

AA & auth.apps.mor... &

< > h m

Decline Application
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PAM

CRA Review

Borrowing

Reasons for credit applications over the last
6 months?

[ Select v ]

You must select an answer

Reasons for borrowing over last 6 months?
(Including MCL)

[ Select v ]

You must select an answer

Do you use Buy Now Pay Later?

() No )

() Yes 1!
\\_\”/ '/F‘ W y.

You must select an answer

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

[ Select v ]

You must select an answer

Are repayments being made to clear the
arrears?

- ~,
KF\/ Yes Y (O No )

) )]
- '/; \\,J J

You must select an answer

Sustainability

Do you rely on your credit cards/overdraft
to pay for regular household bills or
groceries?

™ VL
() Yes ) No |
N AN /

You must select an answer

Has your financial situation improved
sufficiently to allow you to meet the
repayments for this loan and all your other
financial commitments?

— - ~
() Yes Y () Ne )

(O ) )

\= iy \\C"

You must select an answer

Do you anticipate any change to your
circumstances over the next 12 months,
that could impact your ability to meet
repayments?

/- ™
'k (J Yes. ] ) No

NG -

You must select an answer

S

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit CRA Review

® 08 @ pau-ancsenzasss x

@ auth.apps.morsesclub.com/abedef123456

PAM

CRA Review

Borrowing

Reasons for credit applications over the last § months?

[ Select v ]

You must select an answer

Reasans for borrowing over last 6 months? (Including MCL)

{ Select v J

You must select an answer

Do you use Buy Now Pay Later?
- ™
(O Yes ) (
(C

You must select an answer

No )

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

= 3

You must select an answer

Are repayments being made fo clear the arrears?

= N OO
( e ) (
) e J A

p
QO o

\_/

You must select an answer

Sustainability
Do you rely on your credit cards/overdratt to pay for regular
houtahGidtbills or graceries? paylorred
- N - B
:\ \(7) VYes /) K() No )

You must select an answer

Has your financial situation improved sufficiently to allow you
to meet the repayments for this loan and all your other
financial commitments?

G Yy(o o oW )
fes. ) O lo
&~ AN J

You must select an answer

Do you anticipate any change 1o your circumstances over
the next 12 months, that could impact your ability to meet
repayments?

U ) )

g e
(O Yes ) (O No )
N

N

You must select an answer

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit CRA Review



CRA Review - Example with Errors
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PAM

Responsible Lending

Borrowing
for credit ap over the last
4 months?
© 0@ @ ram-anccenzaass x |+
Select v <« G O @ auth.apps.morsesclub.com/abcdef123456

Reasons for borrowing over last 6 months?
(Including MCL)

Select N

Do you use Buy Now Pay Later?
) I/f\rj- No ‘j
A \\ - A

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

Select A

Are repayments being made to clear the

arrears?
- ™ B} ™,
Yes ) No |
S S/
Sustainability

Do you rely on your credit cards/overdraft
to pay for regular household bills or
groceries?

e

Has your financial situation improved
sufficiently to allow you to meet the
repayments for this loan and all your other
financial commitments?

Do you anticipate any change to your
circumstances over the next 12 months,
that could impact your ability to meet
repayments?

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit Responsible Lending

AA & auth.apps.mor... &)
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PAM

Responsible Lending

Borrowing

Reasons for credit applications over the last 6 months?

Select ~

Reasons for borrowing over last 6 months? (Including MCL)

Select ~

Do you use Buy Now Pay Later?

Yes ) (O No

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

Select ~

Are repayments being made to clear the arrears?

Yes ) (O No

Sustainability

Do you rely on your credit cards/overdraft to pay for regular
household bills or groceries?

)

Yes ) (

Has your financial situation improved sufficiently to allow you
to meet the repayments for this loan and all your other
financial commitments?

Yes ) (O No

Do you anficipate any change to your circumstances over
the next 12 months, that could impact your ability fo meet
repayment

Notes

Write customer notes here...

Mark customer as Vulnerable

Submit Responsible Lending



Responsible Lending




PAM

Underwriting
CRA Review

TransUnion ID 123456

Requested Amount £Amount

Income & Expenditure m

Borrowing

Reasons for credit applications over the last
& months?

Select v

Reasons for borrowing over last 4 months?
(Including MCL)

Select ~

Do you use Buy Now Pay Later?

Yes

Historical & Current Issues
Why did you default on [INSERT PRODUCT]?

Select ~

Are repayments being made to clear the
arrears?

Sustainability

Do you rely on your credit cards/overdraft
to pay for regular househeld bills or
groceries?

Has your financial situation improved
sufficiently to allow you to meet the
repayments for this loan and all your other
financial commitments?

Do you anticipate any change to your
circumstances over the next 12 months,
that could impact your ability to meet
repayments?

Yes No )

Notes

Write customer notes here...

Mark customer as Vulnerable

Decline Applicatio

2A & auth.apps.mor... ¢

)@ @ ran-avctenzsass x

@ auth.apps morsesclub.com/abcdef123456

PAM

Underwriting CRA Review

TransUnion ID 123456

Requested Amount 123456

Income and Expenditure m

Borrowing

Reasons for credit applications over the last 6 months?

Select ~

Reasons for borrowing over last 6 months? (Including MCL)

Select v

Do you use Buy Now Pay Later?

N
Yes. 1O No |
)L

Historical & Current Issues
Why did you default on [INSERT PRODUCT|?

Select ~

Are repayments being made to clear the amears?

p N/ ™~

Sustainability

Do you rely on your credit cards/overdraft fo pay for regular
household bills or groceries?

O Yes 1O No

Has your financial situation improved sufficiently to allow you
fo meet the repayments for this loan and all your other
financial commilments?

No

Do you anficipate any change to your circumstances over
the next 12 months, thaf could impact your ability fo meet
repayments?

— \

~N \
(O No |

Q

Notes

Write customer notes here..

Mark customer as Vulnerable

Decline Application
Submit Underwrifing CRA Review



Underwriting CRA Review
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Income and Expenditure B Save & Close

Income
Employment Income

per month

Benefits Income
per month

Child Benefits

per month

Housing Benefits
per month

Pension Income
per month

Other Income
per month

Total Income After Tax
per month

Expenditure
Mortgage
per month

Morses Club Loans
per month

Loans
per month

Home Credit
per month

Credit Cards
per month

Other Credit
per month

Rent/Property Maintenance

Cancel Save
£ XXXXXX
£ 000(XX
£ XXX
£ XOMXXXXX
£ XXX

£Amount

Edit
£Amount
£Amount
£Amount
£Amount
£Amount

£Amount

£Amount
per month
Council Tax £Amount
per month
Utilities, Phone, TV & Internet F£AmMount
per month
Groceries £Amount
per month
Childcare £Amount
per month
Recreation & Leisure £Amount
per month
Insurance £Amount
per month
Travel £Amount
per month
Total Expenditure £Amount
per month

WA & auth.apps.mor... ]

< > M

m

0@ @ ru-acunzs x|+

C O & authappsmorsesclub.com/abcdef123456

Underwriting CRA Review

TransUnion ID
Requested Amount
Expenses Proof

Pre Referral Answers

Income and Expenditure

Borrowing

Reasons for credit applications over the last 6 months?

Select

123456

£Amount

Hide b

Reasons for borowing over last 6 months? {Including MCL)

Select

Do you use Buy Now Pay Later?

~

Vs N

Historical & Current Issues

Why did you default on [INSERT PRODUCT]?

Select

Are repayments being made to clear the amears?

No

Sustainability

Do you rely on your credit cards/overdraft to pay for regular

household bills or groceries?

No

Has your financial situation improved sufficiently to allow you

1o meet the repayments for this loan and all your other
financial commitments?

(O Yes No

Do you anticipate any chan?e to your circumstances over

the next 12 months, that cou
repayments?

d impact your ability fo meet

No

Notes

Write customer notes here.

Mark customer as Vulnerable

Submit Underwriting CRA Review

o Decline Application

Income and Expenditure

Income

Employment Income
per month

Benefits Income:
per month

Child Benefits
per month

Housing Benefits
per month

Pension Income
per month

Other Income
per month

Total Income After Tax

per month

Expenditure

Morigage
per month

Morses Club Loans
per month

Loans
per month

Home Credit
per month

Credit Cards
per month

Other Credit
per month

Rent/Property Maintenance
per month

Councll Tax
per month

Utilities, Phane, TV & Internet
per month

Groceries
per month

Childcare
per month

Recreation & Leisure
per month

Insurance
per month

Travel
per month

Total Expenditure
per month

Underwriting Income and Expenditure Review

X Close

Edit

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

Edit

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount

£Amount



PAM

Income Validation

Income Record

Is the proof of income received valid?

Type of Proof of Income received

Select type v

Payslip

Pension statement

Benefit statement

Multiple - see notes

Notes

Write customer notes here...

Is the customer Vulnerable?

(O Yes > (O No )
Submit Income Validation

AA & auth.apps.mor... ]

< > 4 m O

© 00 @ ram-anccen2aiss x 4

<

> C 0

@ auth.apps morsesclub.com/abcdef123456

Income Validation

Income Record

Is the proof of income received valid?
7
® Yes (O No )
\
Type of Proof of Income received

Select type v

Type of Proof of Income received

Select type v
Payslip

Pension statement

Benefit statement

Multiple - see notes

Notes

Write customer notes here...

Is the customer Vulnerable?

e ~ ~
(\‘O Yes ) (O No )

)
N e

Submit Income Validation

Income Validation




PAM

Housing Benefit &
Council Tax Proof

Housing Benefits Proof
Is the proof of income received valid?
Type of Proof of Income received

Select type v

How much does the customer pay?

£ 0000

Council Tax Proof

Is the proof of income received valid?

G

Type of Proof of Income received

_/

Select type ~

How much does the customer pay?

£ 0000

Notes

Write customer notes here...

Is the Customer Vulnerable?

(e N (7 N
\O Yes j \O No /

Submit Hou Benefit & Council Tax

AA & auth.apps.mor... ¢

< > ) m

© 00 @ pam-abccen2aass x4

<« C O & authapps.morsesclub.com/abcdef123456

PAM
Housing Benefit & Council Tax Proof

Housing Benefits Proof
Is the proof of income received valid?

N

® Yes (O No )

\ /

Type of Proof of Income received

Select type v

How much does the customer pay?

£ o00.00

Council Tax Proof
Is the proof of income received valid?
P
® Yes (O No )
Type of Proof of Income received

Select type v

How much does the customer pay?

£ 0000

Notes

Write customer notes here...

Is the Customer Vulnerable?

- N N

(O Yes ) (O No )

N 2N /

Submit Housing Benefit & Council Tax

Housing Benefit and Council Tax Proof




PAM

Vulnerability

Reason: Action Triggered

What condition does the customer suffer
from that makes them potentially
vulnerable?

Select condition v

Are you confident the customer is able to
make a fully informed lending decision?

o= ~ ~
( () Yes ) No ]
S / /
N J S/
Is there a potential for the customers
Vulnerability to change?

o Ve ™

Does anyone else manage the customers
finances for them?

Does the customer receive, or are they due
to receive, any specialist care (for
example, from a healthcare professional)
due to their vulnerability?

[~ ™
( () VYes No )
W ) Y,
Can the customer communicate clearly
with us?
~ ~
{ Yes No )
. )
Does the customer understand the Terms &
Conditions of the loan?

N

Privacy Notice

Please read out the Privacy Notice
statement to the customer.

Notes

Write customer notes here...

Submit Vulnerability

AA & auth.apps.mor... ¢

< > 0 m

© 00 @ pau-anccenzass x | +

C O & authapps.morsesclub.com/abcdef123456

Vulnerability

Reason: Action Triggered

What condition does the customer suffer from that makes
them potentially vulnerable?

Select condition v

Are you confident the customer is able to make a fully
informed lending decision?

Yes ) ( No

- /

Is there @ potential for the customers Vulnerability fo change?
O Yes ) ( No

Does anyone else manage the customers finances for them?

No

Does the customer receive, or are they due to receive, any
specialist care (for example, from a healthcare professional)
due to their vulnerability?

Yes ) ( No

No

Privacy Notice

Please read out the Privacy Notice statement fo the
tomer.

Notes

Write customer notes here...

Submit Vulnerability

Vulnerable Customer Review
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PAM

CIFAS Review

MCL Application ID 123456789012
CIFAS ID 123456
Requested Amount £Amount

Select CIFAS Review Category

Select category v
Select CIFAS Case Type

Select case type v
Select reason for review

Select reason v

Approved
<O Yes

Fraud?

ko Yes

>&Q No
)@
PICEE

)C@ No

Suspected?

<Q Yes

Credit Risk?

<O Yes

Notes

NN N N N

Write customer notes here...

Submit CIFAS Review

AA & auth.apps.mor... ¢

< > 0 m b

© 0@ @ rav-abcdenzass x |+

& > G 0 @& auth.apps.morsesclub.com/abcdef123456

CIFAS Review

TransUnion ID 123456789012
CIFAS ID 123456
Requested Amount £Amount
Select CIFAS Review Category
Select category v
Select CIFAS Case Type
Select case type v
Select reason for review
Select reason v

Approved?
N ™

(O s (O w )

\\J . N e

Fraud?

— R

(O Yes Y (O No D

\ J A\ /

Suspected?

<(\ Yes No \/
- e

Credit Risk?

e '~ N

< O Yes ) O No )
Notes

Write customer notes here...

Submit CIFAS Review

CIFAS Review
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PAM
i°4

<« C O @ authapps.morsesclub.com/abcdef123456

PAM

Fraud Review
Fraud Review

Notes Notes

Please write in fhe reason for referring this application
Please write in the reason for referring this fo the Financial Crime Team

application to the Financial Crime Team
Write customer notes here...

Write customer notes here...

Submit Fraud Review

AA & auth.apps.mor... e

< > 0] m

Fraud Review

Testimonials

Dorian has a remarkable ability to capture not only what you want but what you need
through design. ... They can consistently back every design with customer data,
competitor analysis or best practice so you know that every detail has been thoughtfully
created in a way that keeps user experience at its heart.

- Sidonie Lawrie, Head of Product at Nurtur.Tech, Former Digital CX Product Lead
at Morses Club



During our time together at Morses Club, Dorian consistently demonstrated a deep
understanding of industry standards and trends in UlI/UX design space. ... Dorian's talent,
professionalism, and commitment to delivering top-notch work make them a valuable
asset to any team.

- Troy M, Business Analyst at CMAC Group, Former Business Analyst at Morses
Club




