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Abstract. The purpose of this research is to redesign the X application with a 

primary focus on improving user experience, based on user reviews available on 

the App Store. The X application is an account-based digital financial service that 

enables users to independently conduct various transactions via mobile phones, 

such as paying electricity, water, telephone bills, installments, purchasing credit, 

money transfers, and e-wallet top-ups. It also supports fast and easy money 

transfers through the QRIS feature.This study uses the design thinking method, 

which consists of five stages: empathy, define, ideate, prototype, and test. This 

approach serves as a structured guide for the redesign process by utilizing 

publicly available user reviews to identify recurring issues. The collected reviews 

reveal several problems in application X, including confusing navigation, 

inconsistent interface elements, irrelevant features, and difficulties in accessing 

key functions. These findings highlight the importance of aligning application 

design with user needs. The design thinking approach helps uncover user pain 

points and supports the creation of improved design solutions for application X. 

This study also demonstrates that user-centered design thinking can be 

effectively applied in redesigning digital financial applications by analyzing 

around 60 user reviews that reflect real user experiences and issues. Overall, this 

research is expected to become a valuable reference for developers, enabling 

them to better understand the actual problems faced by users of application X and 

to make informed decisions in enhancing its design and functionality. 

Keywords: Design Thinking, Redesign, User Experience, Digital Financial, 

and User Reviews. 

1 Introduction 

Thanks to rapid technological advancements, companies in the financial services sector 

as a whole, and the banking sector in particular, are increasingly shifting to value 

creation through online and digital platforms [1]. The combination of digital technology 

and the financial sector has created a new model for improving financial literacy [2]. 

The emergence of various digital financial applications, both web-based and mobile, is 

one of the developments in information technology that aims to accelerate economic 

growth [3]. Many people use application X, which aims to provide more convenient,  
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fast, and easy financial services. As a result of the accessibility of these services, many 

geographic sectors can increase productivity and economic growth [4, 5]. However, the 

main problem faced by users when using application X is the inconvenience caused by 

all the features and services offered. Users often experience various problems with the 

application, such as features that do not work, unreliable navigation systems, and a 

somewhat confusing application design. 

Therefore, this study aims to redesign application X using design thinking methods, 

based on publicly available review data on the app store platform. This data is then used 

as the primary data source in the redesign process of application X. This aims to solve 

problems experienced by users in the application and produce new design solutions that 

are more responsive and in accordance with user needs. 

Previous research directly related to this study includes research that redesigned the 

Wastu Mobile application and showed that the research produced a prototype with an 

average SUS score of A, which was considered acceptable by users [6]. Another study 

that redesigned the BCA Mobile Banking application was also effective in creating a 

new design that satisfied customers, met their expectations, and received good com-

ments from them [7]. Furthermore, research that redesigned the e-commerce applica-

tion also proved to produce a new prototype for the RP2 e-commerce application, which 

was in accordance with user needs [8]. Furthermore, research on the SH-UPI applica-

tion resulted in a prototype of the SH-UP application with a significantly improved 

UI/UX, as evidenced by an increase in the SUS score of 83.625, thus obtaining Grade 

A or it can be said to be good for users [9]. The latest research that redesigned the PNM 

Digi Karyawan application also succeeded in producing a new, more effective design 

solution for existing problems, with a SUS score of 80.5, which means this category is 

included in Grade B and is acceptable to users [10]. By applying this design thinking 

approach, we can address all user issues and produce more effective design solutions 

that meet user needs. This research is expected to serve as a reference for developers of 

application X to identify the real problems faced by users and simultaneously facilitate 

the use of application X as a digital financial application. 

2 Literature Review 

2.1 Design Thinking 

Design thinking is an application development method that involves an iterative process 

in which we seek to understand users, question assumptions, and redefine problems to 

identify alternative strategies and solutions that may not be immediately apparent from 

our initial level of understanding. At the same time, design thinking provides a solution-

based approach to problem-solving,The following are the stages of design think-

ing.There are five main stages in design thinking: empathize, define, ideate, prototype, 

and test [11, 12]. 
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Fig. 1. Design thinking stages [13]. 

Empathy is the first step in design analysis, aiming to clearly understand user needs. 

This study aims to understand the explicit needs of users. Definition involves gathering 

information from patient data, which is then analyzed to identify potential problems 

users may face. Ideation is the process of generating multiple solutions to best present 

content while addressing multiple issues and perspectives. The prototyping process 

builds on existing references, particularly previous analysis to determine user prefer-

ences, known as prototyping. Testing is the final step in the design process, when users 

test the prototype to ensure it is user-friendly and compatible [11, 12]. 

2.2 User Interface (UI) 

A user interface (UI) is an interactive interface between a user and a computer system 

that combines design and technical elements to facilitate various device and software 

interactions. A well-designed user interface (UI) is crucial because it allows users to 

seamlessly interact with digital elements such as buttons, text, and images. Its primary 

purpose is to facilitate efficient and effective use of a product or service, contribute to 

the user experience, and be easily accessible and fully usable. In a digital context, user 

interface design encourages understanding user needs and the application of principles 

such as intuitiveness, effectiveness, learnability, and flexibility [14, 15]. 

2.3 User Experience (UX) 

User experience encompasses an individual's choices, perspectives, emotions, and feel-

ings, both during and after using an application. Improving an application's functional-

ity, usability, and accessibility is crucial to growing its user base. Analyzing user needs 

is also crucial for developing more effective user interface designs. When the interface 

is well-designed, users will have a positive experience when using the product, and 

when interacting with it, they will feel comfortable and at ease. By improving the 

product's usability and engagement, user experience (UX) is the secret to higher 

productivity [15, 16]. 

2.4 Digital Finance 

Digital Finance describes the general digitalization of the financial industry, encom-

passing all electronic products and services related to the financial sector, such as credit 

cards and chip cards, as well as home banking, electronic exchanges, home trad ing 

services, and most recently, automated teller machines (ATMs). This development is 
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influenced by structural developments. Digital Finance refers to existing financial ser-

vices, such as map-based banking or insurance, that respond to new developments from 

FinTech companies. At the same time, this offers new opportunities for market players 

to provide more convenient and technologically advanced services to their clients. Dig-

ital currencies are based on the internet and have a strong technological foundation for 

society [17, 18]. 

2.5 Figma 

Figma is a web-based vector graphics creation and prototyping tool that can be used 

offline with Windows and macOS desktop applications. Figma's mobile apps for iOS 

and Android allow users to view and interact with prototypes directly on their mobile 

devices. Figma's various features are designed for use in user interface and user expe-

rience design, with a focus on real-time collaboration. Figma is a popular design tool 

for creating system or application interfaces for desktop, mobile, and online platforms. 

Figma is often used by UI/UX designers and other design professionals due to its ad-

vantages over other design tool platforms [19]. 

3 Method 

This study uses a qualitative method with a Design Thinking approach, which consists 

of five main stages: Empathy, Definition, Ideation, Prototype, and Testing, This method 

was chosen in this study. The main data source used for this study is user reviews col-

lected directly from the App Store. Due to the large number of reviews collected, the 

author only used 60 reviews that explicitly discussed UI and UX issues experienced by 

users in application X. This data was then aggregated and evaluated to provide a com-

prehensive picture of the analysis and redesign process. 

It begins with the first stage of the design thinking approach, the empathy stage, 

where the author reads and understands each app user review and identifies various 

complaints, suggestions, and comments that reflect the user experience. Reviews with 

similar topics are then grouped into several problem categories [20]. 

Then, in the define stage, the data collected from the previous stage in the empathy 

process is evaluated, and various indicators a re compiled into a problem statement 

based on user reviews of application X. The goal is to determine the core problem that 

will be designed into a design solution for application X [9, 21]. Then, in the ideate 

stage, the author generates various solution ideas based on the previously formulated 

problems. The author uses an idea exploration process and initial sketches (low-fidelity 

wireframes) to develop several alternative interface designs and seeks design inspira-

tion from similar applications [22, 23]. 

In the next stage, the prototype, the author uses a visual design application like Figma 

to develop design ideas and implement them in the form of an interface prototype. This 

prototype includes a redesign of the application's main pages, such as the homepage, 

transaction menu, and feature navigation. The goal of this stage is to simulate the ap-

pearance of the new application design that meets user needs [23, 24]. In the final stage, 

namely testing, the authors tested the redesigned design to determine whether it met 
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user needs and solved problems. However, this testing was carried out using alpha test-

ing [24]. The authors used a thematic analysis approach to analyze the data with the 

aim of identifying common patterns in user reviews of application  X, to produce a the-

matic framework process that served as the basis for developing user problems and 

devising design solutions. 

4 Results and Discussion 

This chapter presents the results of an analysis of publicly available user reviews of app 

X and explains how this data is used at each stage of the Design Thinking method, such 

as Empathizing, Defining, Ideating, Prototyping, and Testing. These reviews illustrate 

the real-world challenges users face when using the app. 

4.1 Data Retrieval 

Table 1. Table captions should be placed above the tables. 

No Review Content Rating Star Time And Date 

1 Account verification via old email,  

email never arrived 

1 14 July 

2.  It's unclear why the OTP keeps get-

ting wrong even though I've entered 
it correctly from SMS 

1 5 July 

3 3 times failed to log in, thought it 

would reset again the next day, but it 

didn't 

1 27 May 

4. Having trouble logging in, suddenly 
my account has been blocked, and 

I've already topped up 

1 4 September 

5. The application is slow and the 

server is often down 

1 3 September 

6. Please fix it first, why is the applica-
tion opening things so slow, I get 

emotional every time I open it, but I 

need this application 

 
1 

 
3 September 

7. The application often errors, existing 

features cannot be run, top up is pos-
sible but sending balances to other 

accounts or e-wallets is not possible 

 

1 

 

4 September 

8. There are many menus, bills and 

credit purchases but the developer 

can't use them. Ask them to fix it. 

 

2 

 

9 October 

9. This BUMN application is better, but 

it needs to be improved. Sometimes  

it's not recorded in purchasing trans-

actions, so it becomes overthinking. 

 

5 

 

7 Febuary 

10. Oh my, I've created an account but I 

always fail to log in. 

1 4 September 
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Table 1 shows 10 review samples selected from 60 reviews of app X collected from 

the app store, which cover user issues within the app. The data includes the content of 

the review as well as the star rating given and the date the review was pub lished. 

4.2 Empathize 

The empathy stage is the first step in the Design Thinking process, which aims to fully 

understand user experiences, needs, and challenges. This study conducted a thematic 

analysis of 60 previously collected and discussed user reviews. These user needs were 

obtained from reviews of application X, which consisted of several user reviews, but 

the author only took reviews that discussed UI and UX issues. The review data obtained 

were Indonesian language reviews. After that, each review was read carefully and then 

grouped into several categories based on the most common or most frequent topics and 

problems. Then, the reviews were described into problem categories or problem state-

ments. Table 2 shows that the thematic analysis resulted in five main problem catego-

ries. 

Table 2. Main problem categories. 

No Problem Category Number of Reviews Review  

1 Verification and OTP is-

sues 

20 Reviews OTP Code Not Sent, Verifi-

cation Always Fails, OTP 

Delay Has Expired 

2 Failed to Login and Ac-

cess Account 

15 Reviews I've logged in but suddenly I

log out myself, login always 

fails. 

3. Bugs and App Perfor-

mance 

10 Reviews The application is very slow 

and often errors, the server 

is often down 

4   Features Not Working 

Optimally 

9 Reviews QR can't be taken from gal-

lery, many features but not 

working 

5 Transaction and Mutation 

Problems 

6 Reviews Already paid but status is 

unpaid, Mutation not rec-

orded, Transaction Failed 

This is the result of empathize from the previous table in table 1. Based on the table 

above, the most common problems are related to the verification and login process, 

which is the initial stage in using this application X. Failure at this stage can have a 

significant impact on the overall user experience and can even cause users to not want 

to use this application. 

4.3 Define 

After categorizing the problem in the Empathy stage, the next step is to create a problem 

statement that details the user's needs. This problem statement serves as the basis for 
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developing solutions in the next stage. Here are three key problem statements that were 

successfully formulated: 

1 Users cannot access features in the application because they encounter difficulties  . 

2 logging in even when using correct data. . 

3 The verification process often fails because the OTP is not sent or is sent too slowly, 

causing problems with the registration and login processes. 

. 

4 Most of the application's features do not function properly, causing inconvenience 

to users and eroding their trust in the application. 

. 

These statements highlight the key challenges faced by users and serve as the core 

stage of developing the design solution. 

4.4 Ideate 

In this ideation stage, the author will develop various innovative solutions to the previ-

ously formulated problems, as well as design ideas to improve the user experience. 

These include: 

1 Redesigning the login and verification pages to display the OTP delivery status in 

real time and include informative notifications.  

. 

2 Adding system status indicators, such as maintenance or service outage information, 

to help users understand the a pplication's condition. 

. 

3 Simplifying navigation by displaying active features and removing those that are not 

yet available. 

. 

4 Providing interactive guides (walkthroughs) or tooltips about new features to assist 

users during their first use of the application. 

. 

This solution focuses on making the application's functionality clearer, reducing er-

rors, and creating a smoother and more efficient user experience. 

4.5 Prototype 

Based on the ideas developed, the author then created a prototype of the user interface 

design using Figma. The redesign process was carried out in stages, starting with the 

creation of a wireframe as a sketch of the basic structure of the interface, then the se-

lection of color palette colors in the X application design, namely using the typical 

orange and white colors with a combination of black, these colors were taken according 

to the DNA or color of the X application which symbolizes the identity of the company. 

then after the author developed a mockup which would later represent the final appear-

ance with more complete visual elements. 

Wireframe. This wireframe displays several design pages based on user needs identi-

fied in the Empathy and Definition phases. The following image shows the login and 

OTP verification pages, the dashboard, transaction history, and navigation to assist us-

ers. The primary focus of this wireframe is to organize features clearly and concisely, 

provide easy navigation, and provide easily understandable information for users of the 

public finance application Fig. 2 below. 
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Fig. 2. Public Digital Finance Application Wireframe. 

Mock-up. After completing the wireframe or low-fidelity design stage, the next step is 

to create a high-fidelity design, often called a mockup. This mockup will then be pro-

totyped using Figma. The resulting mockup is shown below. 

Login Page and OTP Verification . This is a simple login page with OTP verification, 

making it easier for users to log in to the digital finance application using their mobile 

phone number and email address (see Fig. 3 and Fig. 4). 

 

Fig. 3. Login Page. 
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Fig. 4. OTP Verification Page. 

Dashboard and Transaction History. The dashboard has been redesigned to display 

several active features, such as balance top-ups, payments, transfers, and QR codes. 

There's also a transaction history page displaying recent transactions (see Fig. 5 and 

Fig. 6). 

 

Fig. 5. Dashboard Page. 
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Fig. 6. Transaction History Page. 

Navigation and Help Page. Navigation and help pages help users troubleshoot issues. 

The app provides guidance on how to use the digital financial app's features (see Fig. 

7). 

 

Fig. 7. Navigation and Help Page. 

4.6 Test 

The final step of the Design Thinking method is the testing phase, which aims to eval-

uate the suitability of the design to user needs. This study used an internal alpha testing 

approach because the focus of the research was to test the design concept in th e initial 

stage before being tested directly on users (beta testing). The alpha testing process was 

carried out by comparing the prototype design results from the Prototype stage with a 

list of problems and needs discovered in the Empathize stage. These problems came 
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from an analysis of 60 user reviews conducted on the App Store from January to July 

2025. The purpose of this testing was to ensure that the design solution created met user 

needs and addressed complaints discovered in the initial stage. The fo llowing five main 

redesigned pages were included in the testing scope: 

1 Login, this is to determine whether the interface is easier to use and understand. . 

2 OTP Verification, this is to check whether the verification process and status are 

clear. 

. 

3. Dashboard, this helps ensure important features are easily visible and accessible. 

4 Transaction History, this evaluates how clear and organized transaction information 

is. 

. 

5 Help Navigation, this evaluates how easy it is for new users to find guides and help  

features. 

. 

Testing was conducted using a clickable prototype created in Figma. Researchers 

ran usage scenarios for each page following the normal application flow while checking 

for readability, information clarity, design consistency, and ease of navigation. The fol-

lowing alpha testing results can be seen in Table 3. 

Table 3. Alpha testing results. 

No Tested Pages Problems at the 

Empathize 

Stage 

Redesign Solution Alpha Testing Re-

sults 

1 OTP Verification Verification and 

OTP issues 

Make OTP code verifi-

cation easier and real-

time with clear mes-

sage status and the ad-

dition of the OTP code 

resend option. 

Easy OTP code ver-

ification with clear 

message status 

2 Login Failed to Login 

and Access Ac-

count 

The login form is sim-

plified by entering the 

user's email or mobile 

number. 

Easy to understand 

login 

3. Dashboard Bugs and App 

Performance 

The dashboard is more 

simplified and intui-

tive, and displays the 

main features that 

work. 

Features are visible 

and easy to use 

4   Help Naviga-

tion 

Features Not 

Working Opti-

mally 

Create user help pages 

to help users under-

stand features and is-

sues they experience. 

Feature and issue 

help information is 

clear and easy to 

understand. 

5 Transaction His-

tory 

Transaction and 

Mutation Prob-

lems 

Clear display with 

complete month filter 

and transaction status 

Transparent transac-

tions and clear sta-

tus 
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The results of this test indicate that the prototype design has addressed most of the 

issues identified in the Empathize stage. Therefore, this prototype is considered suitable 

for live beta testing in the next development stage. These test results are also consistent 

with the findings of a journal [25], which explains that the results obtained from alpha 

testing show improvements in the healthy lifestyle (HLS) application "Surviving & 

Thriving." This testing was conducted internally by the research team by simulating the 

user experience (firefighters) to identify potential problems and development errors in 

the initial version of the application (Minimal Viable Product), or MVP [25]. 

5 Conclusion 

This study examines user feedback to demonstrate how well a  design thinking approach 

can be used to redesign a digital financial app. By reviewing 60 App Store reviews of 

the app, the authors identified several key problem areas related to the transaction pro-

cess, login, OTP verification, app performance, and non-functional features. 

The results indicate that the redesign addressed key issues and improved the app's usa-

bility and clarity, despite the research's strong conceptual foundation. The authors were 

able to understand real-world user needs, identify key issues, and create a more respon-

sive prototype using the Empathize to Test approach. Therefore, this study emphasizes 

the importance of considering user behavior when designing digital app interfaces, par-

ticularly for financial apps used by the public. 

This research demonstrates the effectiveness of applying Design Thinking in rede-

signing a public digital financial application. However, several points can be used for 

further research or implementation, specifically: 

1. Future research can effectively utilize more user reviews from various platforms to 

improve user satisfaction. 

2 Live trials with real participants are needed to validate the results of the redesigned 

prototype and to more accurately assess usability improvements. 

. 

3 Security and privacy aspects need to be examined in more detail as they are crucial 

components of any cryptocurrency application. 

. 

4 The redesign process should also consider accessibility features so that users with 

diverse needs can use the application without issues. 

. 

5 Collaboration with developers and relevant stakeholders will provide practical guid-

ance to improve the implementation of the redesign results in specific contexts. 

. 
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