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C O N T E N T S

The process



Problem space1



Went from this:

Self-service. Figure it out.Catered for. Trained personnel providing 
answers and guidance.

To this:

• Excitement as the player handover their  
winning ticket to the retailer.


• Anticipation leading up to the retailer 
confirming the winning ticket.


• Guidance on amount won and how to 
claim it.

Peak-End Rule

People judge an experience largely based on 
how they felt at its peak and at its end, rather 
than the total sum or average of every moment 
of the experience.

• Player believes they are a winner - is eager 
to find out how to claim their prize.


• Driven to online channels, an alien 
environment for them.


• Greeted with an uninviting page with an 
overwhelming amount of information - 
most of which is not relevant to them.

P R O B L E M  S P A C E

The player’s claiming experience

Consider peoples’ 
cognitive bias:

https://lawsofux.com/peak-end-rule/



P R O B L E M  S P A C E

Behavioural change pain-point
The major shift in customer behaviour quickly turned into the 
second most frustrating parts of the end-to-end player journey.

Aware Search Choose Set Up Buy Play Anticipate Results Lose Win Manage Restart

Player journey impact ! !

*An average of 110,000+ complaints in April 2020, the beginning of lockdown in the UK 
due to Covid 19

2nd

Highest pain-point for the 
National Lottery player

Of average monthly 
inbound complaints*

9%



Goal setting2



Improve the players’ online experience by making finding out how 
to claim prizes of all tiers and stipulations easy and self-serving.


Transform the UX & UI by introducing a simple decision tree. 
Categorisation of content that is self-explanatory and guides users 
toward achieving their goal of finding out how to claim any 
particular tier/ type of prize.


Improve sentiment at the end of the player’s journey with The 
National Lottery and incentivise users to play again.

Goals

• Self-serving prize claiming experience


• Provided guidance and reassurance for players so they finish their 
online journey with the National Lottery with confidence; excited to 
enter it again.

Player benefits

1

2

3

G O A L  S E T T I N G

Initiative outline

Proven improvement
in the categorisation and 
findability of prize claiming 
information.


Successful implementation 
of a simple and easy-to-use 
decision tree.


Mitigation of the volume
of inbound complaints 
regarding how to claim 
prizes.


Better player sentiment 
toward the online ‘How
to Claim’ page.

Success Criteria

1

2

3

4

User-testing current 
experience


Competitive analysis of 
existing decision making 
user flows


Decision tree information 
architecture


Content definition


Ideation


Low-fidelity design


High-fidelity design


Validate new experience 
through focus group testing

Solution timeline



Empathise3



10
Participants

5
Questions

Areas of focus
1. Perception

2. Interaction

3. Scenario

4. Experience

5. Point of view

E M P A T H I S E

User testing current state
An unmoderated user testing session was 
formulated through UserTesting.com to 
understand user sentiment toward the 
‘How to Claim’ page.

http://UserTesting.com


E M P A T H I S E

User testing report



E M P A T H I S E

User research synthesis

Have a good look at the page 
and give your initial thoughts.

Perception

The lack of colour 
particularly stands out to 
users. Makes the page 
seem “uninviting” and 
“dull”


The page seems 
“text heavy” to users


The page has a 
“business like” and 
“terms & conditions” 
feel to it

Begin interacting with the 
page. Is it helpful in finding out 
how to claim?

Interaction

There is a lack of structure 
within the accordions


Users feel like they have to 
put a lot of “effort” into 
finding what they are 
looking for


The font size is too small

Based on your experience, 
would you you know how to 
claim the next time you win?

Experience

The page makes it 
“difficult” for some users 
to find what they are 
looking for


Some users prefer to seek 
advice from retail stores, 
as it is easier to get 
answers


Highlighted pain-points 
around excess 
information unrelated to 
users’ query

You are a winner of £109 from 
a ticket you bought in-store. 
Please find out how to claim it.

Scenario

The relevant information 
is displayed and 
conveyed to the majority of 
users in this scenario 
based task


The similar accordion 
headings create 
confusion for some users 
as they do not know which 
one to go into

What would you change about 
the page?

Point of view

Majority of users would like 
to apply more colour to 
convey the information 
better 

Users highlight that better 
structure is needed within 
the accordions to better 
categorise the information


More thrill and 
excitement needed on 
the page

Results showed great pain the user experience, with users highlighting they would avoid the page and seek 
assistance. Insights provide clear reasoning behind why there is an influx of inbound complaints. 



E M P A T H I S E

Competitive analysis
For the empathise phase, 7 end-to-end decision making user flows from different businesses were evaluated. 
Highlighted are 3 key takeaways that influenced the ideation phase later on in the study.

Large selection areas  
Clear indication of selections made

Thread - an AI driven personal stylist

3 courses of action 
1 key recommendation 

Apple - Get support

Clearly indicated recommended 
course of action

Farewill - Write your will

Imagery/iconography 
Guides toward executing quick decisions

Progressive disclosure  
Shows breadcrumb trail of decisions as 

user navigates through the tree



Develop4



D E V E L O P

Decision tree evolution
Phase 1 Covers business logic Phase 2 Refined business logic Phase 3 Simple & consistent

Collaborated with the Claims team to understand 
the ‘How to Claim’ decision tree logic.

Simplified the decision tree down to its simplest 
form to present and articulate convolution.

Reworked the decision tree to achieve simplicity 
and consistency in the experience.



D E V E L O P

Decision tree (before)

Too late to claim

Damaged barcode

Retailer unable to pay

Have you tried to claim in store? > No

1

2

3

Phase 1 Covers business logic

Potential errors when attempting to 
claim at forefront of journey

1

Users may be coming to the how to claim page 
inquisitively.


By surfacing potential blockers they may have 
experienced, assumes the visitor is a winner.

Duplicated prize tier information at end 
of journey

2

It takes users between 4 to 11 steps to uncover 
how to claim their prize.


Prize tiers within their respective sub-categories 
all have the same claiming process.

Edge cases to be mindful of3

There are 4 edge cases that alter the claims 
process that must be considered.



D E V E L O P

Decision tree (after)

1 Where did you play?
Online or Retail

The reworked decision tree makes finding out 
how to claim any prize as simple as 1, 2, 3.



D E V E L O P

Decision tree (after)

1 Where did you play?

What did you play?2

Draw game or Scratchcard

The reworked decision tree makes finding out 
how to claim any prize as simple as 1, 2, 3.



D E V E L O P

Decision tree (after)

1 Where did you play?

What did you play?2

How much did you win?3

Prize tier Low Medium High

The reworked decision tree makes finding out 
how to claim any prize as simple as 1, 2, 3.



D E V E L O P

Decision tree (after)

1 Where did you play?

What did you play?2

How much did you win?3

Additional help+

Error mitigation

The reworked decision tree makes finding out 
how to claim any prize as simple as 1, 2, 3.



D E V E L O P

Content definition
With the decision tree information architecture clearly 
defined, it was time to visualise the type of content that 
will display to users at each step of the claims journey.



D E V E L O P

Ideation (1/2)

Concept A Staged disclosure Concept B Progressive disclosure

Two concepts of information logic was presented to engineers and stakeholders to gage viability.



D E V E L O P

Ideation (2/2)

Concept B.1 Linear content flow Concept B.2 Dynamic content flow

A consensus was reached that progressive disclosure is the most time efficient for implementation. Further 
ideation was explored to gage levels of interactivity the team would like to bring to the experience. In the end, 
a marry of the two content structures proved to be most desirable, viable and feasible.



Deliver5



D E L I V E R

Low-fidelity design



D E L I V E R

UX optimisation
If you paid by Direct Debit or 
PingIt, all prizes up to £50,000 will 
automatically be paid straight into 
your bank account.

Online Draw game

i



D E L I V E R

High-fidelity design
Low prize tier Medium prize tier High prize tier



D E L I V E R

UX optimisation
There are multiple ways to claim prizes 
that have been played and won in retail.i

Retail
Primary way to claim

Alternative way to claim

Additional peak of interest



Validate6



Discussion guide

• Tell us about your claiming experience


• Let’s explore the claiming experience


• The ‘decision tree’ assessment


• National Lottery language


• Comparison and suggested improvements

30 Players

• 15 non-cash winners in the last 6 months


• 15 cash winners in the last 6 months


• 16 females, 14 males


• Ages ranging:


• 11x 18-34


• 10x 35-54


• 9x 55+


• 22 Weekly players, 8 Occasional players


• 12 online only, 3 in-store only, 15 
omnichannel

Objectives

• Comparison and suggested improvements


• General thoughts on the new ‘decision tree’ 
- would the redesign make the journey 
easier?


• Do they understand certain terminology, i.e. 
“Draw games”, “Instant wins” - do they 
understand the copy used?

V A L I D A T E

Focus group testing outline
Through PlayerHub, a community of National Lottery power users, a focus group test was conducted to 
compare the the new online claiming experience against the old.



”“Honestly think the new version is fantastic. So much more user friendly 
and would really encourage people to find out how to claim as it is much 

straightforward to use. It would save time scrolling through the small 
print, as it takes you where you need to go with simple questions. It is 

communicating a very clear and helpful way of claiming a prize.

V A L I D A T E

First impressions
Initial thoughts proved a great deal of progress in improving the claiming experience on online channels.



V A L I D A T E

Focus group testing synthesis
The decision tree gamifies the information, which makes it more 
exciting and a streamlined way to understand the claim process.

Love the interactive element of these new pages. Taking you 
through the stages was much easier. I felt it was much easier to 
understand, rather than reading lots of info to find what you needed.


This interactive page is much better and clearer than listing all 
possibilities. Online information is heading more in the direction of this 
simple approach.


Everything seemed clear. It made me feel more connected to the 
process of claiming. It was almost like playing another game :) It 
provided a clear and concise process for claims. The information was 
easy to understand and seemed complete.


Far more exciting. Look and feels more energised. 

Hear it from the National Lottery players

“
“
“

“

Players find the step-by-step interactive format fun to click 
through. This gamified approach makes it feel like a National 
Lottery game and encourages them to stay on the page and 
find out more. 


The information is broken down into simple bitesize chunks, which 
are easy to process, helping players to find the answer they need 
more quickly. 


The tone is positive and enthusiastic, making players feel at ease 
and excited about the claiming process. 


The colours and icons used enhance the design, making the page 
more engaging.  

Learnings about the new claiming experience



V A L I D A T E

Language evaluation
Overall, the language used strikes a balance between being clear and informative, but also light-hearted and 
informal. This is the appropriate tone to achieve, as it makes the National Lottery feel approachable yet 
professional. Some specific terminology was explored:   

I understand 'draw game' to mean a game 
or EuroMillions; a game with a ticket. I 
don't use this phrase, and I don't usually 
assign a phrase to games – I refer to the 
games individually.

Draw game

“
Instant wins

“ I understand 'instant wins' to mean the 
online Instant Win games, such as the 
Monopoly games. 

Retail

“ I assume retail to mean a shop-purchased 
ticket, as opposed to online. I wouldn't 
generally refer to this as “retail". 

Although the terms ‘draw game’, ‘instant wins’ and ‘retail’ are understood, 
they are not terms players use themselves. 



H O W  T O  C L A I M

The player’s online claiming experience 

Went from this: To this:



H O W  T O  C L A I M

Live product



Thank you
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