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Frustrations Goals

Peter J. McCallister
Entrepreneur, 44 

� Become more efficient at organizing 
his finances with his limited schedule�

� Become more aware of the 
subscriptions of he’s paying fo�

� Minimize recurring payments that 
aren’t necessary

� Canceling subscriptions only add to 
the time he doesn’t have to manually 
complete task�

� He makes mistakes when going over 
finances because he has multiple 
bank statements to go over�

� His normal habits of managing 
everything isn’t as effective as it use to 

Peter has been a small business owner for a number of years and is use to 
handling finances while juggling multiple other endeavors. He has multiple  
accounts with different banks for specific aspects of his business and family, 
which consist of his wife and two kids. Despite being a seemingly organized 
person, he just doesn’t have enough time in the day.  He suffers from two 
financial obstacles: basic necessity overload and lifestyle overload.  



Peter’s list of necessities needed to run a successful business is longer than 
ever. Mainly subscribing to premium marketing apps and multiple financial 
tools that should make his life easier. The basics are starting to cost more like 
luxuries, and with his tight schedule he sometimes losses track of how many 
subscriptions he’s paying for. In addition to that, his family life is needing more 
and more attention. Having to attend school events for the kids in the evenings 
and also some weekends. He has stretched himself too thin.

Elli Woods
Junior Software Engineer, 27

Frustrations Goals
� Stop using so many subscription�

� Organize her finances in a single location�

� Decide which subscriptions are actually 
necessary.

� Tired of finance app making mistakes�

� Overwhelmed with too many solutions�

� Its too hard to stay with just one solution.

Elli is a huge tech enthusiast who loves to learn and is always looking for ways to 
simplify the mundane task in her life. She has a lot of pride in being a very good 
friend to those she cares about and also strives to maintain a healthy work-life 
balance. In order to accomplish this balance she fully believes in paying for a 
service so she can free up as much time as possible . She has multiple meal and 
budgeting subscriptions. Elli also has subscriptions for fitness tracking, gaming, 
deliveries, security, cloud storage, learning, and music.



Because of her love for learning she finds that there’s always a potentially better 
tool that she needs to try. She suffers from media overload and choice overload. 
Each day there’s a very persuasive advertisement that begs her to sign-up for a 
free trial. This constant in flux of choices causes her anxiety, so she often signs-up 
for multiple trials at a time. The problem comes when she forgets to cancel them 
in time. Combine that with the fact that these subscriptions are charged on 
different dates and her finance tools might miss one. Another issue is that with so 
many subscriptions rolling in and out her account she doesn’t know which ones 
are canceling or how much she is actually paying a month.

Journey Map

Recurring Payments 
Improving the Bill Pay service in Navy Federal’s 
mobile banking app

Overview

Role

Challenge

Solution

The bill pay service in a mobile banking app is supposed to offer convenience and organization when handling your expenses. 
However, managing finances has become more of a hassle now than ever. A big factor in this issue is the rise of subscriptions. 
These small monthly payments are often forgotten and go under the radar. That makes it so frustrating when a surprise 
expenses throws off our budget. Financial institutions have taken notice of this and are attempting to provide solutions, but 
not all have been effective. I propose designing a feature in the Navy Federal banking app that tracks these recurring 
payments. This will assist their users in awareness and organizing their finances more accurately.

The challenge is to incorporate a feature in Navy Federal’s mobile bill pay service that helps track subscriptions and recurring 
payments. This tracking service is an extension to the bill pay section, but has a different goal and function. It should be design 
so that it’s very easy to use and not confused with automated billing.

By getting explicit permission from the user to monitor specified accounts, Navy Federal can create an ongoing list of 
recurring payments in a separate area of the Bill Pay section. This list will bring awareness to what subscriptions their users are 
paying for while also providing details of the total monthly cost that is being charged each month.

Product designer 
UX researcher 
2023

Verify the Problem
Right now Navy Federal has provided a solution for handling recurring payments  by suggesting the answer is their 
automated billing feature. It even states “From streaming subscriptions to gym memberships” in the article. The idea is you 
don’t have to keep up with your recurring payments because we’ll pay them automatically. There are two problems with this 
solution. One, most subscription services have you enter your payment information when you sign up, so the automated 
billing is already taken care of. Two, automating payments can’t help with tracking subscriptions that  users aren’t aware of.



Another service Navy Federal has implemented is the snapshot feature. It works by using a predefined catalog of popular 
streaming services and sending an email to their users with how much they’ve spent in streaming over the past 3 months. 
However, not being able to view the catalog is an issue because the information can not be confirmed as accurate. This 
includes the analytics they provide.



here

User Research
I started my initial research of learning the issues people have with managing subscriptions, recurring payments, and finances 
in general. After that I decided to give a survey focusing on subscription usage and management. The goal was to gain insight 
in subscription usage and how well people keep up with them. The survey consisted of only 6 yes or no questions. I got 
responses from 22 individuals who have at least 3 subscriptions already. I didn’t want to survey people who didn’t really use 
subscription services to begin with. The questions and results are below.

The first thing I learned from this survey is that they aren’t very organized when it comes to keeping up with subscriptions. 

The most significant issue centered around awareness. Especially around services or items that people wouldn’t normally pay 

with a monthly subscription. There are common expenses most people know they pay for each month like WiFi and rent. 

There are even common subscriptions people keep in mind like streaming and music. However, when it comes to services 

that are outside the norm, people will often forget that they subscribe to them. 



Another issue is organization. These small and sometimes similarly priced subscriptions are easy to mix up. If one factors in 

these payments coming out of different accounts and the overlap in billing cycle it only complicates the situation. This 

explains why so many have a hard time keeping up with subscriptions.

One of the first problems I came across while working on this case study is the confusion that could arise from talking about 

subscriptions and recurring payments. Even though I primarily wanted to focus on the issues that subscriptions had on 

finance managing, but I knew that every recurring payment wouldn’t be a subscription. I often thought about if using both in 

the project would cause issues. Another issue with this design is how to handle paused or canceled subscriptions. As of now, 

any subscription that’s not being charged would have to be removed manually. I’d want that process to be more automated

Although I like my approach of a tracking tool instead of a full subscription management service, there are other features I 

believe would significantly improve what I’ve done so far. If time and budget allowed, I’d would like to find a way to 

incorporate accounts outside of Navy Federal. A downside to this current design is that it mainly works when all the recurring 

payments are tied to Navy Federal accounts. If a user has three subscriptions that are being paid with three different financial 

institutions, then it won’t make a significant impact.  


I created two user personas to help illustrate the data I collected from my research. I wanted to demonstrate how the issue of 

managing recurring payments affects different types of users, whether they are organized or not.

My initial wireframe sketches aimed for the ui to be as simple as possible. It consisted of the 

name, category, and cost of the subscription. Each subscription would have it’s logo attached 

for clarity and the total cost of all the subscriptions located at the bottom of the screen. After 

thinking it over, I realized this approach would take away from the consistency with the rest of 

the bill pay section.  So when it came to the mockup I made them similar what’s there 

currently. The key differences are in the titles and the alert feature which tells the users of 

potentially new recurring payments monitored in the account. 

I created this journey map to capture how a user could discover and use my tracking tool. It also illustrates the thoughts and 
emotions  throughout the experience.

�� Do you know exactly how many 
subscriptions you have?


Yes

No

4

18

�� Do you know how much each of 
them costs or how much you pay 
in total?

Yes

No

2

20

�� Do you pay for a subscription that isn’t 
for tv streaming,music, or delivery?

Yes

No

9

13

�� Have you added a new subscription 
in the past 3 months?


Yes

No

8

14

�� Do you pay for all your subscriptions 
from the same account?


Yes

No

6

16

�� When you cancel a subscription 
do you ever add it back? 

Yes

No

10

12

Recurring Payments

Add your first recurring payment 
by tapping the  + icon at the top

All payments

Recurring Payments

All payments

Spotify

Netflix

Amazon Prime

Average Expenses

$18.22

$16.14

$15.22

$49.58

music

streaming

delivery

per month

Recurring Payments

All payments

Spotify

Netflix

Amazon Prime

Average Expenses

$18.22

$16.14

$15.22

$49.58

music

streaming

delivery

per month

alert: 2 new recurring payments found

Potential Payments Add

Bespoke Post

FreePik

Total Expenses

$49.50

$12.00

$61.50
per month

alert: 2 new recurring payments found

New Subscription

Add Spotify

Name

Categories Select

Cycle

Due date

Description

Continue

Cancel

New Subscription

Please review the information for the subscription 
you entered and update if necessary

Name

Categories Music

Spotify

Cycle

Due date

Description

Add Subscription

Cancel

Monthly

23rd of each month

Bill Pay

current ebills

pending payments

ADD A Biller

View payment history

To get started with Bill Pay,

You currently don’t have any pending payments.

See which payments have been processed.

view/add 
Biller

recurring 
payments

make 
payment

passcode 

contact

sign in help

atm/branch

Our  subscription 
tracking service

NEW Saving for vacation has 
never been easier

Good Afternoon
~

Reviews current subscription 
tracker vs previous budgeting 
and other finances apps.

Decides that unless he pays 
for the premium services in 
previous apps  they would 
not be worth it.

Comparison

The recurring payments 
screen alerts him to a 
number of new payments 
that could potentially be 
unknown subscriptions

The page shows how much 
these new subscriptions cost 
in total, and gives the easy 
option to add them to his 
current list of subscriptions

Decides to wait for 30 days 
to see what the app notices 
from his account.

Observation

Signs up for the tracking tool 
by giving permission for his 
account to be monitored.

Clicks on the pop up 
prompting a short tutorial of 
the new feature

Enters information for  
subscriptions that are 
easier to remember

Attempt

A friend recommends using 
a free subscription tracker 
from his credit union app.

Opens mobile app and 
notices the promotion for it 
on the sign in screen.

Navigates to the recurring 
payments feature within 
the Bill Pay section

DiscoveryStage

Doing

Thinking

Feeling

“Hopefully this new feature 
is easy to use”

“using too many apps makes 
everything more complicated”

“As long as the expenses add 
up right this should work”

“I’ll just add the ones I know off 
the top of my head”

“I thought I canceled this!”

“This is way easier to read” “I need to cut down expenses”

“This is great value for a 
free service.”

Mildly Exhausted Skeptical Shocked Very hopful

Add Payments

Create custom payment

subscriptions Bills

Spotify

Netflix

iCloud 

Audible

Amazon Prime

Hulu

Playstation Plus

YouTube TV

https://www.navyfederal.org/makingcents/savings-budgeting/manage-recurring-payments.html

