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The MECE issue tree - Find out the causes and how we see them comprehensively  

There are 2 reasons why this product is still not optimal, the reasons are hypothesized as follows:�

� Pop up of VIP feature ads is not optimal in reaching users, it maybe not access to user flo�
� Service plan are not suitable/responsive to user needs 

Find  the issue in detail through user flow ,which are the most influential factors 

Pop up of VIP feature ads is not optimal in reaching users


The VIP features just only appear when user click on download or search the songs have The VIP license .

When user was asked for noticing the VIP versio�
� Most users do not know the existence of the VIP feature (62%�
� The rest they know and then forget because they don't pay much attention

36%

62% Don’t know

Don’t care

Don’t remember

3%

Find  the issue in detail through user flow ,which are the most influential factors 

Service plans are not suitable to/ meet user needs

There were 4 services for user to choose, it could be not suitable for them?
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Most people rate 2 and 3, which shows that the variety of service 
versions is still not attractive enough.

Define the issue - Users are missed the announcement of the VIP’s ads feature, playing game, working and doing chores when listening music 

Someone who just listen without

on screen

Just approach with user who be on screen

Who does household chores

Studying

Surfing web, playing game, 

just listen for chilling

Segmentation
Target users

Pop up has not appeared much for people who simply turn on music and switch to another screen with other jobs. 

This is really not optimal because it is difficult to reach this group, and it is possible that this group will not notice or know the existence of the VIP feature.

Empathize Define Idea Prototype Test

Pop up of VIP feature ads is not optimal in reaching users
Pop up of VIP feature ads is not optimal in reaching users


Define segmentation and target user

Empathize Define Idea Prototype Test

Find out our segmentation and who is target customer. Actually they are potential group can be served

Segmentation

Geographic - Where Demographic Psychographic Behavioral

Someone who just listen without

on screen

Someone who is sensitive with price

Who want to be discounted more

Pop up of VIP feature ads is not optimal in reaching users


Service plans are not suitable to/ meet user needs

User Persona - Alex Nguyen

� Listening to music at work, this helps Alex focus and enhance work performance.�
� When Alex goes for a run, Alex listens to podcasts to save time, and plays music to stay awake and energized.

Behaviors:

Alex Nguyễn
� Office staff�
� Lots of work to do�
� Need high concentration and peace of mind�
� Listen to random music in style but care about the quality of the music, which affects 

Alex's work performance

Pop up of VIP feature ads is not optimal in reaching users


� Listen to high-quality music, a variety of music types and recommendations suitable for each desired time

Goals:
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User Persona - Tuan Nguyen

Tuấn Nguyễn 
� Sophomore�
� Like to listen to US-UK music�
� Concern about finances�
� Want to listen to music with good quality�
� Want a discount, or join a friend package to reduce unnecessary expenses

� Listen to music to relax comfortably, discover new music.�
� Listen to music while surfing the web, playing games, creating a vibrant atmosphere.�
� Listen to music while doing housework to make fun of what you don't like.�
� Listening to music at work, this helps Tuan focus and enhance work performance

Behaviors:

� Listen to quality music at a cheap price for students�
� There are promotions, student deals or trial versio�
� Get a variety of services to choose from, invite more friends to listen together, share good music

Goals:
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Service plans are not suitable to/ meet user needs

Define the issue - Users do not feel satisfied cuz they have struggle with kind of services and concern about the price

But not maximized

Someone who is sensitive with price Students Just for individual not student 

ServedListen with friends and their family 

or groupsWho want to be discounted more

Does Vip Zing Mp3 maximize?

With the hypothesis in flow number 2, the unsatisfied users (group of students) may be the price is not fantasy so they completely have other means to replace and solve this problem.

Besides many people want listen together just to save money compared to them having to listen alone

Segmentation Target users
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Service plans are not suitable to/ meet user needsService plans are not suitable to/ meet user needs

Representative User

Alex Nguyễn Tuấn Nguyễn 

Portraits of two representative users are filtered from Target customer and 
selected the target group where Zing can best serve�

� Alex Nguyen - Worke�
� Tuan Nguyen - Student

Why should we serve these 2 groups of customers�

� Most of their opponents did not do well�
� Belongs to Zing's target customer segment, and Zing can serve it well

Empathize Define Idea Prototype Test
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The most viable ideas will be collected and fully implemented
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How we understand user  and which is the issue they have

Key metric- Evaluate the success of the feature, this result is based on the goals set out when building product.

Awarness

Acquisition

Activation

Retention

Revenue

Referral

R

A

R

A

R

A � Number of people who clicked on trial suggestions


� Number of people who see  the VIP suggestion

� Number of people who click on the VIP suggestion

� Number of people who continue to use after trial

� Number of people upgrading other services�
� The number of groups of members who continue to use more

� Number of people registered with the membership group

The metric will be measured every 3 - 6 - 1 year to test the success level after the change

Hypothesis 1: Based on user flow  - change the appearance to notice user attention for calling to action 

 Increase the revenue

 Missing information 

about VIP version

Do not know Find the alternatives

Drive user to the VIP 
registration interface Be called to action RegisterUser can capture the 


information of the service

If we

Consequence

Change the appearance 

of this Pop Up section

For a group of users who only play random music and are not onscreen missing information about VIP subscription. If we change the appearance of this Pop Up section, it will help them capture the information 
of the service lead them to the VIP registration interface, this motivates them to make a decision.
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Pop up of VIP feature ads is not optimal in reaching users


 Users play random music

 and not onscreen

Hypothesis 2: Based on user’s behavior and goal - Give user the trial version and having the new version for student

Users with free version 
have a lost of choices for 

listening 

If we+ Give them trial VIP version
Do not understand 


what they receive when using 
VIP vesion 

Do not want to action Use trial version

Attract them in 

the 1st step

Increase usage rate and 
retention rateFind the alternatives

Consequence

 Increase the revenue

The ordinary user of Zing, not fully understanding what the VIP feature will give them, beside, there are so many alternatives, so they do not want to make a decision. If they have the trial version for the 
1st time, it will be a premise for them to decide to continue using the VIP version for the next.
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Service plans are not suitable to/ meet user needs

Hypothesis 2: Based on user’s behavior and goal - Give user the trial version and having the new version for student

Student has low income If we +

Give them trial VIP version

VIP version for student

Concern to buy

Attract them in 

the 1st step

Find the alternatives

Consequence

 Increase the revenue

Be called to action Register

Users are students with low income, so they concern to buy. If we give the “student version”, besides having a trial version for them to experience first, it will make it easier for them to be convinced after 
using service. This attracts new interactions and increases the number of users converting from free to VIP.
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Service plans are not suitable to/ meet user needs

Hypothesis 2: Based on user’s behavior and goal - Change the rule of VIP family version helps them easy to register and keep using 

The current VIP user of Zing 
wants to register for a group to 

reduce costs

If we
Do not find partner

Take times

Be unfulffiled

Hard to meet  

MP3 reequipments

Let them be flexible to 
register

Save time and money

Be satisfied 

Keep using

Attract their friends

Consequence

They are VIP subscribers with their group, but to register it takes 6 members, finding 6 people takes time. Changing the service's mechanism will give them more flexibility in registering and saving their 
time and money, so they will be atisfied and keep using this service.

Change the rule of VIP Family 
version

+

+

+ Increase the revenue

Find the alternatives

Service plans are not suitable to/ meet user needs

Hypothesis

Hypothesis

Idea

4

Idea

Change the service mechanism

1

Idea

Change the appearance of 
VIP upgrade suggestions 
(Pop UP)

2

Idea

Add trial version

3

Idea

Add VIP version for Student
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4 main ideas are found based on user flow and user habits

Idea - Change the appearance of VIP upgrade suggestions (Pop UP)

This POP up will appear when the user listens to music in a random group, and when clicking on the selected group, the POP UP section will be suggested.

It section only appears for new customers, and has a habit of listening to random music. 

There is no any disruptions in user flow, when users click” PHÁT NGẪU NHIÊN” the music start playing, after that the POP will be still occured.


Solution

Trải nghiệm trọn vẹn danh sách nhạc với tính năng VIP

VIP

Để sau

Xem Thêm

Bạn cần tài khoản VIP để tải nội dung này

VIP

Để sau

Xem Thêm

Change the content of POP up Ads

Idea - Add trial version

This trial  will be free for the first 7 days, this service only applies to individual version ( VIP 1 month) and users can completely cancel it if they want.

Idea -  Add VIP version for Student

VIP Sinh Viên
đ29.000/tháng

Miễn phí 1 tháng

Bạn cần ít nhất 3 thành viên để đăng kí 

Add a service for students, the price will be cheaper than the regular individual version. 

Students will be got 1 month free trial for first registration and then if they want to use more they have to pay more.

Idea -  Change the service mechanism

VIP Sinh Viên
đ29.000/tháng

Miễn phí 1 tháng

Bạn cần ít nhất 3 thành viên để đăng kí 

TIẾP TỤC

Bạn cần ít nhất 3 thành viên để đăng kí

VIP Gia Đình

đ59.000/tháng, cho 3 thành viên

đ69.000/tháng, cho 4 thành viên

đ79.000/tháng, cho 5 thành viên

đ89.000/tháng, cho 6 thành viên

VIP Sinh Viên
đ29.000/tháng

Miễn phí 1 tháng

Bạn cần ít nhất 3 thành viên để đăng kí 

Bạn cần ít nhất 3 thành viên để đăng kí

VIP Gia Đình

đ59.000/tháng, cho 3 thành viên

đ69.000/tháng, cho 4 thành viên

đ79.000/tháng, cho 5 thành viên

đ89.000/tháng, cho 6 thành viên
TIẾP TỤC

The family package will be changed in mechanism, if the old package needed 6 people, now only 3 people can be activated, minimum 3 and maximum 6 members, the 
money decreases as more people join the family version.


