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The team and stakeholders

My partners:

Designers: UX and Content

Design manager

Content manager

Project manager

Legal

Production

My role and goals: 

As a content designer, I have a goal of 
clear, concise, and consistent copy that is 
on-brand and inclusive. I also want 
content that is simple and easy to 
understand. 

We’re confident helpers, but we also 
know when to shut up. 

How can I align design goals with 
business and PM goals? How can I 
collaborate while also meeting goals?



Customer problem and additional context

I am a self-employed tax filer

Trying to get an understanding of how my business 
will be impacted by taxes, and my total tax liability

But, I have no clue how to calculate what I owe

Because I am unsure how my business income and 
expenses translate into what I will owe

Which makes me feel apprehensive at tax time. 

This project only pertains to sole-proprietors  

Business goals:

Helping customers get organized year-round and 
be successful during tax time. 

Getting them into the tax habit loop. 







1st round design goals: What we want to 
learn and hypothesis

Help users get started in the tax tab. 

Prioritize education and guide customers to 
categorize their transactions. 

What do users think about taxes they may owe?

What existing knowledge do they have?

Where do they need help the most?

How can we best lend a hand?

Do QuickBook tax filers understand how their tax 
bill is calculated and what goes into this 
calculation?

Self-employed tax filers are interested in seeing 
how different income and deduction amounts affect 
their tax bill. 

Seeing an interactive change between different 
values makes taxes more approachable and 
illustrates the relationship between all tax-related 
elements. 

If we allow users to add known upcoming 
transactions, they can make more accurate 
predictions for income and expenses. (Flag sellers 
make more in June/July, which they can add and get 
a more accurate projection)



Customer interviews

Testing “playground” concept

Mobile 1st design

RITE - Rapid Interactive Testing and 
Evaluation (RITE)

Usertesting task oriented testing (mobile)



Discovering where we went wrong

We explored different concepts using sliders to help users 
better understand the correlation between future income and 
deductions and their tax bill. 

Customers had difficulty projecting future amounts when they 
didn’t have a solid understanding of current/past amounts. 

Users don’t see planned projections as accurate. 

“I don’t want to play around with fake numbers. For projecting 
deductions, that’s something I expect the software to tell me.” 

“I’m hoping this system will walk me through this projection.”

“I don’t like thinking about something that is not actually in my 
bank account - until it is, it’s not real to me.”

Users do not want to deal with theoretical numbers when 
calculating their taxes. 

Most participants did not feel comfortable or confident enough 
to make their projections and preferred QuickBooks to make 
projections for them. 

Users found it difficult to differentiate between projected 
transactions and planned ones. 

People don’t view planned transactions (flag sales) as “real,” 
Therefore, there’s some cognitive dissonance between what’s 
in their books and their planned transactions. 

They like real-time data. When users were allowed to project 
upcoming transactions, they expected these transactions to be 
in their books (which was not our intention)

Users saw the “playground” as a waste of time when it was 
not real. 

They wanted the software to do the work for them. 



Another insight: The real problem 
uncovered

After doing this round of research, we discovered the real problem: Users see QuickBooks as 
a place to run their business, but their taxes are highly personal. 

Personal information such as tax filing status and other sources of income were being 
ignored. But these factors can significantly change their tax bill. 

Customers were not seeing how this data was factored in.



Iterations made based on insights: 
                        AKA Pivot! 

Because we saw that users wanted QuickBooks to make projections for them, we iterated to 
bring more transparency into the QuickBooks projections and what’s happening on the 
backend. 

We saw that the more playful we made these tools, the more users were confused about 
how their estimated tax bill was calculated. 

We decided to move away from this feature completely. 



Back to the drawing board - with a new 
goal! 

How can we better help customers better understand their tax bill estimate?

Our new goal:

Increase transparency of the back-end calculation to strengthen users’ perception of 
accuracy, usefulness, and trust. 



New customer problem

I am a small business owner

Trying to understand how much I might owe in taxes

But, I’m unsure of the tax numbers I’m seeing

Because it’s difficult to comprehend tax laws 

Which makes me feel like I’m not in control of my fiances



Transparency is 
the key

Our customers really want more 
transparency around how QuickBooks 
uses their information to get estimates. 

We want to show them that we 
understand their tax needs, without 
complicating it with everything happening 
in the background. 



New design 
approach

Because tax calculations use mostly data 
from a user’s personal information, we 
focused on the redesign of the tax profile 
flow. 

We created screens showing the 
back-end work being done in a 
user-friendly way, that allows them to see 
how projections and estimates work. 



The PM ask

Getting users to complete their tax profile was a massive push from the PM because 
measuring users' habits while completing their tax profile is how we will drive success 
metrics. 

How can we help drive the ask?



Solving for 
discoverability

The tax profile was  buried under the top left corner, and it takes users 
to their settings, and users then have to click Tax profile, which is also 
hard to follow, and the benefit of filling it out is unclear.

There's no link between the tax profile and what a user is asked to fill 
out. 

I wanted to redesign the tax profile to clarify exactly how their data 
was being used to calculate their bill. 

The purpose of filling out the tax profile is to get your estimate, so I 
made the tax profile a call to action within the estimated tax page.





ADD here about content and what I wrote down 



Making Tax Profile 
comprehensive - 
and easy to 
follow/use
After updating the tax profile and more 
testing, we saw that users are more 
confident that the tax estimate is accurate 
and personalized. 







Continuing the 
journey: the issue 
with “review”

After conducting user testing sessions for 
the new tax tab:

We asked: “What action would you take 
here?”

They answered: “There's not going to be 
any action here." 

Why did the big green button not make it 
obvious there was an action to take? 











Hey all, I just checked in with the TurboTax content team on the deduction 
type capitalization, and they gave some great feedback! Apparently TT 
capitalizes Standard Deduction everywhere because they treat it as a proper 
noun (there's only one of it vs. itemized being a collective group). To enforce 
consistency here we'll be following that pattern. I've updated the designs we 
were looking at to match this.

Other things I learned:

 Rather than "a Standard Deduction", IRS/TT says "the" Standard 
Deduction

 You can claim a limited amount of "certain expenses" -> "qualified 
expenses"

 We can remove "type" in the header, and just say "which 
deduction will you take?"

 they also gave a suggestion for the last bottom line explaining 
that itemized may give you a better deduction ("this can be more 
beneficial...")

Aligning with other 
teams/products & 
leveraging what we 
have



Is there room for 
moments of delight? 
Will talking about the 
UI be tedious?

Content doesn’t always need to spell 
everything out. 

People come to our products to get things 
done, not to read about menus and buttons. 

Language about links, navigation, and 
general UI might not always be accessible. It 
can sometimes be strategic to not say 
something (content be a fix for UI issues). 



Aligning with 
business 
constraints

Problem: We need to be careful with 
promising that features will be delivered 
in the future. For legal revenue recognition 
reasons.

Answer: I think that would make sense if 
the functionality wasn't available at all, 
but it is ready on the web. 

Solution: Helps us measure the interest.



Next steps

Aligning web with mobile

Planning for gathering feedback data, viewing retention, drop off rates, conversion rates

Possibly more customer research 



How we measure success

Completion of tax profile

Banks linked/added

Transactions and trips categorized

Percentage of work done during tax season

Customer feedback in interviews or surveys

Analytics of drop offs, retention



Strategy added: Word lists



Thanks! 

Any questions? 


