
Redesigning 
SmartWealth
ID Verification

UX/UI Case Study

From technical frustration to seamless trust-
building experience. How user-centered design 
transformed NBK Wealth's digital onboarding flow.
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The Challenge
Users abandon NBK Invest's ID 
verification because they can't see 
progress, struggle with unreliable auto-
capture, and encounter surprise 
requirements. This anxiety transforms 
an exciting investment journey into a 
technical battle.
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The Solution
A transparent verification flow with 
manual controls, clear progress tracking,
and upfront disclosure. Transform 
frustration into trust through user-
centered design that respects both 
platform guidelines and human 
psychology.

What was I responsible for?

UX Research User Personas Journey Mapping Wireframing UI Design

Prototyping iOS Guidelines Android Material Accessibility

Research & Analysis
Direct observation of the existing NBK Invest "Verify your ID" flow revealed critical usability 

issues across five key areas.
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Heuristic Evaluation
Direct observation 
and documentation

2

User Testing
Real user interactions 

and pain points

4

Synthesis
Key insights 

and opportunities
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Competitive Analysis
Sarwa & Wahed 

Invest benchmarking

Critical Usability Issues Identified

Visual Design Flaws
"Pending" status has poor contrast, 
inconsistent spacing disrupts hierarchy, 
weak step indicators lack prominence

01 High Impact

Navigation Problems
Hidden sub-steps create unexpected 
complexity, missing total step count, submit 
button failures require app refresh

02 High Impact

Camera Functionality Issues
Slow/unreliable auto-capture, no initial 
manual option, users forced into fallback 
flows after failures

03 Critical

Information Architecture Gaps
Non-obvious clickable elements, poor 
instruction timing, weak visual hierarchy on 
key actions

02 Medium Impact

Progress Communication
No remaining screen indicators, inaccurate 
time estimates, users feel lost in process

05 High Impact

Verification flow suffers from poor visual communication and unreliable technical execution, 
creating user frustration and abandonment risk. 80% of users nearly abandoned the process 
entirely during testing.

Key Research Discovery

Competitor Analysis
Understanding how leading fintech apps approach ID verification to identify opportunities 

and best practices for SmartWealth.

ID photos with full user control
Manual Capture Button

Immediate retry after capture
Clear Retry Options

Red line guides for positioning
Visual Scanning Guides

Reduces auto-capture dependency
User Control Focus

4 document types with requirements
Document Flexibility

Guidance appears before camera opens
Instructions Before Actions

Skip non-critical steps flexibility
"Do This Later" Option

Strategic Insight
Both competitors prioritize user control and transparency. Sarwa excels in manual controls, 

while Wahed leads in progress visibility and flexibility. These insights directly informed 
our design decisions for SmartWealth's improved verification flow.

Empathy Map
Understanding the emotional and psychological journey of users struggling with the 

current ID verification process.

SAYS

How many more steps are there?

Why won't it capture my ID?

I didn't know I needed to record a video

What does 'Pending' mean? I can 
barely see it

I just want to start investing, not deal 
with tech issues

THINKS

This is taking longer than expected

Maybe I'm doing something wrong

Other apps must be easier than this

I might lose my progress if I stop now

Why didn't they tell me everything 
upfront?

DOES

Repeatedly attempts ID scanning

Refreshes app after submit button fails

Looks for manual capture options

Searches for progress indicators

Nearly abandons the process

FEELS

Frustrated by auto-capture failures

Anxious about unknown remaining 
steps

Confused by poor visual hierarchy

Trapped without skip options

Annoyed by technical glitches 
requiring restart

Core User Pain Point
Users experience overwhelming anxiety when they can't predict what comes next in the 

verification process. The combination of technical failures and poor communication transforms 
what should be a trust-building moment into a barrier that nearly causes complete abandonment.

User Personas
Two primary user types identified through research: tech-savvy professionals frustrated 

by poor UX execution, and moderate tech users overwhelmed by unclear processes.

Sarah Khalil
Recent computer science graduate working remotely for a US tech 
company. Earning in USD, she wants to invest her savings wisely 
but is new to investment platforms.

23 years old Software Developer US Company Beginner Investor

Goals
• Start building wealth through 
   smart investments

• Complete onboarding quickly 
   to begin investing

• Understand each step clearly 
   before committing

• Get a professional experience 
   that matches expectations

Frustrations
• Tech products with poor UX 
   despite technical knowledge

• Wasting time on inefficient 
   processes

• Unclear instructions that 
   assume prior knowledge

• Apps that don't respect user 
   control

Needs
• Transparent process with visible 
   progress

• Efficient, working technology

• Clear error recovery options

• Professional experience that 
   builds trust

Nick Haddad
Marketing professional at a tech startup who has saved money and 
wants to start investing. Comfortable with apps but not highly 
technical.

32 years old Marketing Manager Beirut, Lebanon Beginner Investor

Goals
• Open investment account without 
   complications

• Feel confident about security 
   and verification

• Start investing journey smoothly

• Get reliable support when 
   needed

Frustrations
• Vague instructions and hidden 
   steps

• Technical issues he can't 
   troubleshoot

• Feeling lost without progress 
   indicators

• Comparison with better 
   competitor apps

Needs
• Step-by-step guidance with total 
   visibility

• Manual controls when auto-
   mation fails

• Flexibility to complete at his 
   own pace

• Reassurance through clear 
   feedback

Improved User Flow
Redesigned 9-screen journey that transforms the frustrating 3-screen experience into a 

transparent, user-controlled process.

ID Verification Overview
Requirements and security 

messaging upfront

1

Document Selection
Civil ID/Passport/Driver's 

License options

2

Manual-First Camera
User-controlled capture with 

visual guides

3

Photo Review
Quality check with immediate 

retake option

4

Back ID Capture
Consistent interface with 

progress indicators

5

Back Photo Review
Same review pattern for 

consistency

6

Selfie Capture
Oval face guide with 

positioning tips

7

Selfie Review
Final confirmation before 

processing

8

Verification Complete
Success state with realistic 

timeline

9

Key Design Solutions
Each solution directly addresses a critical pain point identified through user research and 

competitive analysis.

Primary manual capture button with optional auto-
capture reduces 80% of camera-related frustrations. 
Users maintain control over the photography process.

Manual + Auto-Capture Options

Impact: Eliminates forced dependency on unreliable auto-

capture technology

"Step X of Y" indicators eliminate anxiety through 
clear progress visualization. Users always know their 
position and what remains.

Transparent Progress Tracking

Impact: Reduces abandonment by providing predictable 

user journey

Document type selection prevents format 
incompatibility issues and sets clear expectations for 
required photos.

Upfront Document Selection

Impact: Eliminates surprise requirements and reduces 

user confusion

Requirements and guidance appear before 
camera opens, not after users encounter 
problems.

Proactive Instructions

Impact: Prevents user errors and reduces need for 

help/support

Review screens after each capture allow 
immediate retakes without restarting the entire 
flow.

Immediate Retry Options

Impact: Maintains user momentum while ensuring photo 

quality

Accurate processing times and clear next steps 
prevent user uncertainty about what happens 
after completion.

Realistic Expectations

Impact: Builds trust through honest communication and 

follow-through

High-Fidelity Prototypes
Complete redesigned flow showcasing improved user experience across iOS and Android platforms.

Main Onboarding Flow

Camera Interface & Photo Capture

Photo Review & Confirmation

Completion & Success

Platform Compliance & Accessibility
Ensuring inclusive design that meets both platform guidelines and accessibility standards.

SF Pro typography, 44pt minimum touch targets, 
native blue (#007AFF) CTAs, 8pt grid system, and 
safe area considerations for modern iOS devices.

iOS Design Standards

Roboto typography, 48dp minimum touch targets, 
Material Design 3 components, 8dp baseline grid, 
and elevation principles.

Android Material Design

4.5:1 contrast ratio (#1D1D1F on white), color + text 
labels for colorblind accessibility, 17pt/16sp body 
text for readability.

WCAG 2.1 AA Compliance

Multi-modal feedback using color, icons, and text 
ensures all users can understand system states 
and required actions.

Inclusive Error Handling

Project Outcome
A research-driven redesign that transforms frustrating onboarding into a smooth user journey, 

prioritizing control and transparency while meeting platform guidelines and accessibility standards.

4 steps visible with progress tracking
Complete Process Overview

UAE-based 
robo-advisor

Sarwa

Halal investing 
platform

Wahed Invest

Before
Main onboarding screen with unclear progress, 
vague time estimates,and poor visual hierarchy 

causing user confusion.

After
Clear progress indication, completed states, 

and detailed requirements for each step with proper 
visual hierarchy.

Overview Screen:
Upfront requirements disclosure, security 

reassurance, and clear expectations before starting 
verification process.

Document Selection:
Flexible document type options with specific 
photo requirements for each ID type clearly 

displayed.

Front ID Capture:
Manual-first camera interface with 

visual positioning guides, 
prominent capture button, and 

optional auto-capture.

Back ID Capture:
Consistent camera interface 
with progress indicators and 

encouraging messaging 
about completion.

Selfie Capture:
Face-specific interface with oval 
guides, positioning tips, and final 

step messaging to maintain 
momentum.

Front Photo Review:
Automated quality confirmation 

with user control to retake or 
proceed, eliminating conflicting 

messaging.

Back Photo Review:
Automated quality confirmation with 

user control to retake or proceed, 
maintaining consistent review 

patterns for document verification.

Selfie Review:
Final review screen with 
completion messaging 

and clear next step 
communication.

Verification Complete:
Celebratory success state with summary of completed 

items, realistic processing expectations, and clear 
next steps.

Continue Setup
Return to main onboarding flow with Step 1 marked 

complete, guiding users to the next phase of 
account setup.


