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User testing findings

After the initial explorations, I tested the flow by having 5 different 
real users interact with the prototype. The goal of this research 
was to gather user feedback on how we’re surfacing Family plan 
for discovery. Does our flow match user expectations for learning 
about Family when they are already a Plus subscriber?



The big questions we had were:

Do users understand what Family plan is when going 

through this flow?


How do users know which plan is right for them?


Do users understand how to interact with the flow to view 

different plan options?
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Defining the Problem

Manage Plan

Initial explorations

Accessing through prompt

How Might We...

The insights and findings from the user testing 
guided me to which part of the design needed 
to be improved based on user expectations. I 
pulled out some major takeaways from the 
results and turned them into HMW (How might 
we...) questions to tackle them individually. 

A/B Testing Variants for Entry Points

In the current live product, we have a ‘Manage plan’ page (shown 
in Variant 1 below) where users can see their current plan, manage 
billing period, and cancel the plan. However, I realized that this 
page may contain duplicated information, as the Plus plan value 
propositions are shown in the next page. I wanted to test out 
whether this page was necessary, and whether this page should be 
removed to reduce the steps to get to the plan comparison page.

So, I provided two variants for the entry points to A/B test.

Plan Comparison

Swiping left and right navigates the users through all plans, 
including the current plan (Plus), Family plan, and the Pro plan.  In 
order to minimize the steps, I came up with the idea of including 
the plan settings inside the ‘Current plan’ card. 

Tackling the problems

Then, I tackled the HMW 
questions individually to ensure 
that all the goals were met, and 
that the user needs were fulfilled.

Banner & Family Plan Up-sell

Learnings and Retrospects

value propositions

As the Family plan is newly launching, I wanted to find a way to introduce the 
users about the Family plan in a special way. I was able to utilize the global 
prompt to guide users to a newly designed standalone Family Upsell page.



The only difference  between the Plus plan and Family plan is that the Family 
plan allows users to add up to 6 accounts. My initial design had a similar 
approach as Plan Comparison - having a list of . 



However, the users were curious about how the plan actually works. For 
example, do all 6 users each pay the monthly price? Or, will all my files be 
deleted once I upgrade? Or, can my family members see my files?



I quickly realized that showing the value props wasn’t providing the information 
that the users wanted. I decided to discard the value props and show 
information that users were actually curious about by replacing it with a FAQ 
section.

During the entire process, I went from showing the same information in the 
‘Plan Comparison’ page and the ‘Stand-alone Family Upsell’ modal to showing 
different but relevent context, depending on what the user expects to see in 
each scenario.



Despite the user testings and early exploration being insightful, it might have 
been more straightforward if I conducted the user testings on earlier stages - 
even if the designs were not pixel-perfect. My assumptions in the beginning 
were that those two flows need to be somewhat consistent, but after interacting 
with real users, I realized that users come into these two scenarios with 
different mindsets and expectations. This caused a slight delay which could 
have been avoided.



At the end of the day, creating a way for users to access all three paid plans and 
helping them understand before they buy has been the highest reward of all.



Initial exploration with value props
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