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Tipps is a rewards app, where users can leave 
feedback and comments about their favourite 
venues, and in return they get coins, which they can 
redeem in any partner venue. 


Feedback is private and transparent and never 
made public like feedback on Tripadvisor.




Why Mystery Shopper

Back in the day, there were no app based alternatives to 
conduct Mystery shopper missions. All of them involved 
either taking paper forms to the venue, and trying not to 
blow the cover, or going to the mission, and filling a web/
paper form, trying to remember as much information as 
possible, hence real time updates weren’t possible, such 
as triggering certain events on demand. 

At the same time, there was no way to manage the 
mission, without interaction via email with the company.
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Discovery

• The quality of customer service


• The stock levels


• If up-selling questions were asked


• If any staff approached you during your visit


• The quality of food served in a restaurant visit
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Problem Statement

"How can we use the feedback platform we 
already have to improve the mystery shopper 
experience, so that the process from onboarding 
to rebooking or cancellation is easier".

A UX/UI Case Study


Overview: What’s Tipps


Mystery Shopper


Discovery


Problem Statement


Project Objective


Measuring Success


Role and Responsibility


User Research


Persona


Competitors


User Journey


Design elements and process


Outcome




Problem Objective

Enable Tipps users to go undercover as mystery shoppers 
to different venues around London, providing feedback in 
real time for both customer and business, but also the 
ability to manage the entire process from a single place, 
without having to interact with people via email or phone 
calls.


Since this was a Unified App, due the Team size, it was 
decided to design only 1 experience for both Platforms, iOS 
and Android.
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Measuring Success
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As a Tipps Partner

Impact : Seriousness of issue, and what impact it will have on clients' and their capacity 
to effectively utilise the item or administration

Reach: Extent of influenced clients, which could range from a few outliers to entire 
population 

TCT: Task fulfilment time, how long it required for the client to finish their assignment or 
accomplish their result.


As a Tipps User

CSAT: Customer Satisfaction, how fulfilled the client is with their experience and result 

CES — Customer Effort, how much effort the customer felt their experience took to 
achieve an outcome

NPS — Net Promoter Score, how likely the customer is to recommend the product or 
service to others



Role and Responsibilities

CONCEPT MVP TEST FINAL PRODUCT

MONTH 1
April 2017

MONTH 2
May 2017

MONTH 3
June 2017

MONTH 3
July 2017

Research (Problems, existing Apps, Business)

Strategy (Challenges, goals)

UX (User Journey, Wireframes, First designs and Prototypes)

UI (Final Visual Design)

Visual Design and Style Final content copy
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User research

Google Survey format, distributed among the users living the 
in N1 post code in London. Information taken from the email 
address. Purpose was to determine the basic pain-points of 
the users while performing mystery mission. Learning about 
the problems of potential users is a great way to be inspired 
and motivated. 


Working with real world data is a good staring point to help 
avoid guesswork and preconceptions. Using this information 
provided a better chance to discover the root of the problem 
and how to solve it.
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User research: Quotes

- “I like Mystery Shopping, but is usually an endless 
loop with recruiter companies on the phone, 
answering emails and chasing them to get the 
reimbursement” 


- “The biggest headache is to rebook the missions”


- “I’m worried about taking notes, being caught 
and blow the cover”
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Persona
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User Journey

Up until now I had a vague idea of how the app 
will function. Mapping the basic flow of the app 
section forced me to figure each step on the 
path the users will take throughout the solution.
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User Journey
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Users



Wireframes

This visual guide represents the skeletal 
framework of the app. It helped me arrange the 
interface elements while I focused on the 
functionality rather than what it looks like. 
Moreover, the simplicity of wireframes allows me 
to quickly test ideas without diving into the details

A UX/UI Case Study


Overview: What’s Tipps


Mystery Shopper


Discovery


Problem Statement


Project Objective


Measuring Success


Role and Responsibility


User Research


Persona


Competitors


User Journey


Design elements and process


Outcome




Wireframes
A UX/UI Case Study


Overview: What’s Tipps


Mystery Shopper


Discovery


Problem Statement


Project Objective


Measuring Success


Role and Responsibility


User Research


Persona


Competitors


User Journey


Design elements and process


Outcome




Wireframes
A UX/UI Case Study


Overview: What’s Tipps


Mystery Shopper


Discovery


Problem Statement


Project Objective


Measuring Success


Role and Responsibility


User Research


Persona


Competitors


User Journey


Design elements and process


Outcome




Wireframes
A UX/UI Case Study


Overview: What’s Tipps


Mystery Shopper


Discovery


Problem Statement


Project Objective


Measuring Success


Role and Responsibility


User Research


Persona


Competitors


User Journey


Design elements and process


Outcome




Visual language: Colours
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Primary

Secondary and accent colours

#004574

#3378A7#00579

1

#00A4A4

#33D7D7#01CD

CE

#C84820

#FB7B53#FB5B2

9

#909090

#C3C3C

3

#B4B4B

4
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Visual language: Icons
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Rewards Buy 1, get 1 Time Out

TippCoins

Venue

Leave Feedback

Leave Feedback

My Location

SuperStar

Free reward

10% Off 50% Off
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Visual language: Noel the Panda
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Final UI Design
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Outcome
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App went live with different venues on board. We 
managed to cover different venues, such as 
independent coffee shops, chain restaurant, and 
Universities Cafeterias. By August 2017, Tipps was 
nominated to the Customer Experience Award in 
the Tech Innovation Fair 2017. On September 2017, 
Tipps won the Award for its contribution to the 
hospitality industry in London. 
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