
Project Summary
I led a research study and the 
creation of a prototype for a new 
client-requested feature from 
research through launch.

Responsibilities

• Product Strategy 

• Qualitative and quantitative 
research study 

• Experience design 

• Prototype & usability testing

Company: Blaise Transit

Timeline & Team
5 weeks start to finish, with 
person fully remote team spread 
across 3 continents. 

Results
In the first 2 months after launch, 
40% of users purchased at least 1 
monthly pass.

Mobile App and Dashboard 
Design for Monthly Transit 
Pass Feature
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Blaise is a startup that provides transit agencies 
with universal, AI-based software that enables 

them to run on-demand services, which reduces 
carbon emissions and impacts the environment.

COMPANY OVERVIEW

For passengers
Blaise Transit

For drivers
Blaise Drive

For transit operators
Blaise Engine
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We fulfilled Client expectations and saw this 
opportunity to drive engagement and acquire new 

clients through enabling additional payment 
options - Monthly Pass …. and it worked!

PROJECT SUMMARY

Using Blaise Transit 
app to request a trip

Purchased monthly 
pass

Increase in wining new 
RFPs

70 % 40 % 10 %
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I led this 5-week remote project from research 
through launch and collaborated closely with 2 
engineers, the feature owner and the product lead.

PROCESS

Research & 
Discovery

Product 
Strategy

Prototype, Test, 
& Iterate

Experience 
Design

Scheduled 1 on 1 meeting with the 
project manager and the product lead 
and reviewed previous 
documentation to understand the 
client's needs.

Created a 32-screen mockup using 
Figma.  

Conducted remote usability with 3 
participants and design sessions with 
developers to see the feasibility of the 
design.  

WEEK 3WEEK 1

Identified and prioritized the critical 
features related to the monthly pass. 

Collaborated with the product lead 
to map out the specifications for the 
feature.

WEEK 2 WEEK 4

Mapped and designed key user flows of 
requesting trips with purchasing a 
monthly pass, purchasing a monthly pass 
through the wallet and Blaise Engine.  

Brainstorm and outline edge user 
scenarios with possible solutions to 
discuss with the feature owner and 
developers.

WEEK 5
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I planned and conducted 1 on 1 interview with the Project 
Manager and the Product Lead and reviewed meeting 

documentation to understand the client’s background, the 
purpose, and challenges with the monthly pass feature.

RESEARCH

Product LeadProject Manager

• What is the current bus service 
system for the transit agency?  

• Why are they requesting this 
feature?  

• What is some general feedback 
regarding payment methods? 

• What is the current workflow with 
the developers and project 
manager? 

• Are there any clients’ constraints, 
limitations, or both accepted or 
rejected ideas or requirements? 

Meeting 
Documentation

SAMPLE QUESTIONS SAMPLE QUESTIONS LOOKING FOR INFORMATION RELATED TO 
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The interviews and the meeting documentation revealed the 
client’s expectations of the monthly pass feature.  

30-day definitionNo refund
• Passengers cannot get a refund 

after purchasing the pass

• Passengers can buy future-dated 
passes.

• The pass will last 30 days, starting 
at midnight in the TA timezone on 
the start date specified.

Future dated

RESEARCH
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Through competitive analyses, all competitors have a monthly pass as a 
payment method option. I saw the opportunity to increase winning RFPs 
by adding monthly passes.

RESEARCH
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I met again with the product lead for asking doing user interviews 
and concluded the following constraints and limitations.

Un-MeasurableUn-trackable

• The person in charge of the 
previous feature requirement 
gathering meeting with clients is 
not with Blaise anymore. 

• The meeting took place before I 
was on board and could not reach 
out to the clients for follow-up 
questions. 

• The 5-week timeline is included the 
implementation and QA.  

• This was the first project when I 
was on board, and I was not yet 
fully understand the product. 

• The metrics tracking system is not 
developed, lacking much data to 
measure success.  

• For example, How many 
passengers are using monthly 
passes currently? 

Limited Time Un-reachable

• This is a client request feature for 
the RFP.  

• No survey or interviews are 
allowed to understand that region 
of passengers' needs and pain 
points regarding the payment 
options. 

PRODUCT STRATEGY
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Understanding the needs and pain points of passengers who use a monthly pass 
is important. I went ahead and interviewed 10 friends who used transit regularly, 
which revealed…

Passengers purchase a monthly pass when they know 
they will use transit for at least 4 days per week.

RESEARCH

Note: Because the interviewers are not Blaise users or live outside the agency's region, I 
acknowledged that their needs and pain points may not be relevant. 

Passengers feel not worth getting a pass in the mid of 
the month if the pass is starting on the 1st day of the 
month.

Passengers feel inconvenienced to count how many 
days are left for the active pass and always forget to 
renew it.
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Acknowledging those constraints and limitations, I reviewed 
Blaise’s products to encounter all platforms with use cases 

related to payment methods.  

PRODUCT STRATEGY

For passengers

Blaise Transit
For transit operators

Blaise Engine

Request a Trip 
Users can purchase a monthly pass and select it 
as a payment method when they request a trip.

Wallet 
Users can purchase a monthly pass in their 
Wallet. 

Call-in request 
Operators can help the passenger to purchase a 
monthly pass when they call in to request a trip.
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What is the current trip requesting process? 

Passengers enter their origin.1
Passengers can either select the address 
of their origin or locate it on a map.

2

EXPERIENCE DESIGN
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What is the current trip requesting process? 

Passengers confirm their origin's location 
on the map and submit the address. 

3
After entering the origin and the 
destination, passengers select the time 
they would leave the origin. 

4

EXPERIENCE DESIGN
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Passengers modify their passenger type 
and select accommodations or add new 
passengers.

5 Passengers review the summary of the trip 
fare and the trip route on the map.

6

EXPERIENCE DESIGN

013



Bonnie Lo

The user flows for purchasing a 
monthly pass start from here. 

EXPERIENCE DESIGN

Passengers can select the payment 
method.

7
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First, I mapped out the experience of how monthly pass would be created through 
requesting a trip use cases.

EXPERIENCE DESIGN
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I used screenshots and add-on elements as a low-fidelity wireframe to communicate the flow 
with the product lead and developers. I created multiple designs, asked for feedback and 
checked if it was feasible. 

EXPERIENCE DESIGN

With limited time for implementation, the 
dev team chose design 2 to keep the 
same layout as current “Select 
Payment.” 

1 Select Payment Screen

Design 1 Design 2
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Using cards to represent each 
monthly pass

Same layout as current selecting 
payment screen
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EXPERIENCE DESIGN

To set the right expectation for the 
passengers, I suggested that to include 
details about what is included for the 
monthly pass and also the rules upfront 
before they purchase.  

The team agreed to my suggestion and 
confirmed the design was feasible 
(Design 2). 

However, one of the developers pointed 
out that the renewal functions would 
need more time to implement. With the 
tight deadline, we decided to remove it 
for now as a trade-off. 

2 30-day Pass details screen
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Design 1

Purchase screen without any 
monthly pass details

Design 2

Purchase screen with monthly 
pass details and restrictions
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Next, I mapped out the user flow of passengers who purchased the monthly pass-through 
“Wallet.” However, the current “Wallet” screen is the same as “Select Payment.”

EXPERIENCE DESIGN

With adding a monthly pass, there will be 
many payment options which will cause 
confusion and overwhelm.
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Current design

1. Passengers select menu and 
choose “Wallet”.

2. Passengers open the "Select 
Payment”. 
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 I suggested creating a new wallet screen with proposed design and asked for the estimation of 
time for implementation. The team agreed, which led to the following design for passengers to 
purchase a pass on the new “Wallet” screen. 

EXPERIENCE DESIGN
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Proposed design

1. Passengers select menu 
and choose “Wallet”.

2. Passengers add a 
monthly pass.

3. Passengers purchase 
the pass.

4. Payment method are clearly 
listed in each category. 
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Third, I mapped out the user flow of passengers who call in to request a trip and 
purchase a monthly pass in the Blaise Engine. 

EXPERIENCE DESIGN
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1. After operators enter the trip details for passengers, they will ask how 
passengers would like to pay and select to proceed. 
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EXPERIENCE DESIGN
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2a. If passengers do not have a monthly pass, operators 
can help them to purchase one.

2b. If passengers have a pass, the system will show their pass 
details and select the payment method. 
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With multiple rounds of design sessions with the developers, 
we got into some technical problems. 

Solution

Problem 1

Developers estimated it would need more than 3 weeks to 
implement the future passes. 

As a compromise, we backlogged the feature of purchasing a 
future pass, but the monthly pass’s start date depends on the 
purchase date of the passenger. 

Why? The research insights indicate that monthly passes that 
begin on the 1st of the month present friction for passengers 
hoping to purchase them mid-month. 

EXPERIENCE DESIGN
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Solution

Problem 2

Passengers can only use the pass for single-passenger trips.  

With the second solution, it leads to some strategic problems.

The current backend system cannot allow 2 different types 
of payments (transactions) in the same requesting trip 
flows. 

• What if passengers want to purchase a pass for their 
accompanying passengers?  

• Workaround: Limited 1 monthly pass per profile 

• How about booking trips for accompanying passengers using 
the same pass? 

• Workaround: Passengers cannot use the monthly pass 
as a payment method for the same trip

EXPERIENCE DESIGN

Added alert message to better communicate the 

workaround solutions with passengers
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SolutionProblem 3

Operators can only purchase a monthly pass on behalf of 
passengers by requesting an empty trip. 

Passengers’ profile in the Blaise Engine does not include 
their payment methods.

EXPERIENCE DESIGN

The screenshots shows the current passenger profile in the Blaise Engine. It did not save the payment method that passengers has used. 
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 The final design had tradeoffs due to the limited 
time and team effort. 

PROTOTYPE, TEST, & ITERATE

While budget and resources did not allow for real-time user testing, I improvised 
and sought user feedback from 3 colleagues to complete task-oriented testing. 
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The objective of the usability testing 
is to ensure passengers understand…

1. A monthly pass is for a single passenger 
trip. 

2. A new trip request is needed for 
additional passengers with an alternative 
payment method.

All 3 participants completed the tasks 
successfully and validated that the pop-up 
message indicated the restrictions clearly. 

Note: Although I could not perform usability testing with end-users, I still 
see this as valuable for validating the design. 

Using success metrics as 
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PROTOTYPE, TEST, & ITERATE
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Passengers can request a ride using a 
monthly pass as a payment method.

PROTOTYPE, TEST, & ITERATE

Having everything happen in the Blaise Transit app eliminates any 
additional cost of issuing a monthly physical pass.
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The monthly pass feature is proving to increase Blaise's 
competitiveness in getting clients. 10% increase in 
getting new clients and retaining existing clients 

requesting the monthly pass feature. 

OUTCOMES & LESSONS

IN THE 60 DAYS SINCE LAUNCH OF THE FEATURE

Using Blaise Transit 
app to request a trip

Purchased monthly 
pass

Increase in winning 
new RFPs

70 % 40 % 10 %
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End-users feedback is a crucial lens for insight and 
ideas about potential opportunities and 
optimizations in any product experience. 

OUTCOMES & LESSONS

Next step

• UI polish is needed for accessibility. 

• Multiple payment methods can be used at the same time 
during the request process for multiple passengers.  

• Taking a proactive approach to getting client feedback on 
the monthly pass feature.  

• Optimizing the Blaise Engine's Passengers Profile makes 
buying monthly passes more accessible. 

What I Learned

• With a tight time constraint, it is better to set a “must-
have,” “nice to have,” and “wishlist” for the feature and 
acknowledges not to include everything in one version. 

• A design decision needs to balance user feedback and 
research with the business goals, but end-user feedback 
and research are essential. 

• For everyone to stay on the same page, all stakeholders 
must be informed of every design decision. 
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