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Beef + Rice Organic Chicken
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Liked by 1200+ others! Liked by 1200+ others!
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THE ‘WhY, What’ & How

Problem Statement Process

How might we eliminate revenue leakage User Research
Iterative Design
Usability Testing
through our online channels? | Impact

with improved customer conversion

Strategy
A personalized e-commerce Outcome
platform powered by a Pet Compatibility - Increased User Retention
: . Higher Conversion Rate
Score to offer tailored pet care packages, | . User Validated Design Decisions
expert guidance, and a smooth shopping - Reduced Drop-off at Checkout

experience simplitying pet parenting.

Image Source: Unsplash
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Targes AUdIeNGe

Urban Busy Pet Owners Tech-savvy Pet Parents Health Conscious
Owners

Image Source: Lottie Files
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GCMPEGIGIVE ANAIYSTS

Stores

Expert Guidance

UX Problems

Personalized Pet Profiles

Pet Compatibility Score

Pet Supply Packages

'@ PAWPUTrer

PETSMART
Physical + Online

In store

Low Contrast
Excessive Empty Screen Space

X

X

X

Only Online
Only Online

Usability Bugs
Difficulties in reaching few pages

X
X




JSEI INGErViEWs / Primary Research

[ interviewed 9 cats and 5 dogs

(i.e. 10 pet owners).

Cats & Dogs.

Age of Owner Homepage Search Product Inventory
21 - 68 years

Occupation

Special Preferences
Features Customize Cart Payment

High Maintenance Breeds
Allergies & Dietary Restrictions
Convenience

Image Source: Unsplash
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INGErVieW INSignes & PErstNas

Out of the several concerns and pain points that were raised, we decided to focus on the following:

Background and Context
Richard is a busy young career oriented business
consultant with barely a few hours of free time every day.
This makes it even difficult for him to dedicate extra time

Theme 1: Trust & Quality Concerns CrERREERSEEE

Goals and Motivations

He likes to own rare dog breeds and likes to pamper them

Theme 2: LaCk of PerSOnalizatiOn a lot with toys, clothes and the fanciest food. Has an

instagram profile for the dog.

Gender: Male

. . . : 30 Pair Points and Challenges
[ ] = - . :
I h e m e 3. M ISSI n g EX pe rt G u Id a n Ce Derumntion Busiiess Copsuisnt Too busy to pick out_ products ca_refully. It is hard for him to
choose the appropriate from various kinds of products on
Car owner: Yes balte So b - : B o
B/t Amulsunlsemrss LiFban websi .e. o he pr-'e ers algori .mlc rec:foml.ﬂtla-n a |ons.;.
Sometimes he will chose the higher price if it saves time.
Pet type: Dog

Theme 4: Customer Convenience “l have an unusual breed, so | have to be

very careful to pick the best item for it. So Behavioral I“Sights

once | have a good shopping experience, . : ; 2 :
) g PPINg P Often relies on the previous experience and algorithmic
then | will trust the brand and will keep : < :
buying harer recommendations on website. Once he decides to buy a
' certain product, he will buy a large amount for 3-4 months’
needs.
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The process that we followed ahead:
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Information

Architecture Wireframing Prototype Testing

Source: Lottie Files

'@ PAWPUTrer



LCW Fidligy WirePrames

Product Catalogue Account Dashboard Subscription Options Checkout System

Your Cart Checkout

Your order

Hi, (name) ° 0 0

Italia wet food 40lb Shipping Payment Review
Italia cat food

-1 + Choose a payment

Italia wet food 401lb method

@ Italia cat food You will not be charged until you review this order
- n on the next page

Notifications

Most Liked

Order Histor Favorites
y @® Delivery PayPal

20740
Arrives Thur, 11 Apr to Fri, 12 Apr @ Card

My Pets Payments

Pick Up Afterpay

Find a store

Name on card

Orders

Order History Gift card or discount code
Favorites

Best Sellg F AUtOSllip S”btota
Dellvely 5 Card Number MM/YY Cvv &

Card Information Use saved card

Clothes Account

Toys Settings Total (2 Items) My billing address is same as my shipping
Addresses Including $3.50 in taxes address

- Payments

Notifications
Brivacy Checkout

[ | [l rA (| [ | A A [ | [ |
9 LJ LJ LJ LJ LJ LJ LJ o LJ
wJ

Set this card as default

Review your order

Label Label Label Label Label Label Label Label Label
Account
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Hi-Fi I6Erab

Homepage Account Dashboard

Treat yourself
right.

Shop from one of our highly curated

pet boxes featuring a wide range of ;
the latest food and toys collection ‘ M a x

Cocker Spaniel

July 25 3 yrs 10 lbs
Birthday Age Weight

Shop by categories ‘ Preferences

Toy Features  Squeaky, Bouncy, Teething

f \
EJ ﬁ @ 2 Toy Flavors Chicken, Cheese, Pepperoni

Breed Size Small, Medium
Food & pharmacy Food bowls Pet beds Clothing

10% off on food

Just for Max

Healthy Pedigree

Shop Now Shop Now

Dog food Chicken

B w3
SUBSCRIPTION «
e DT =T

$19.99

Chat with a Paw-fessional

6 Flavor Packs Dog Treats

by TipsFoods by Chewwy
Liked by 1200+ others! Liked by 1100+ others!

Get persongt ammendations

Go Back Up

Create Account Now

T aa— | T c— |

A @ 9 =

k Account ) Account
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Subscription Options

CRAFTEDWITH.
PROTEIN, PRODUCE AND
A BLEND OF WHOLE GRAINS
¢ <=2

Home > Catalog > Dog Food
Merrick Classic Healthy Grains Real Beef + Brown Rice
Recipe with Ancient Grains Adult Dry Dog Food

7 267 ratings

S 12.99

Save 20% by enabling subscription

Q10 S 12.99

Add To Cart <7 Subscribe

Checkout System

o PaWPUrPer ~ =

Checkout

Shipping Payment Review

Review your order

You will be charged when you click place order

Your order

Beef + Rice
by TipsFoods
SUBSCRIPTION

Remove

Save for later

Chicken & Rice $12.99
by TipsFoods
SUBSCRIPTION

Remove

Save for later
Shipping Address
7014 Wake Forrest Dr. College Park, Maryland 20740

Billing Address

7014 Wake Forrest Dr. College Park, Maryland 20740
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Filal DESiaN DEGISIONS

Product Information Customer Support

- Hi Max! P
-~ We got somethinfss
< you might like 2%
‘.}_‘,Shqg'fmm one of our highly curated
pet boxes featuring a wide range of

E%tﬂ?ﬁ%ﬁl& HEEIFt . : the latest food and toys collection
WITH ANGIENT DRAINS (550 i =

E*.- 45 ==

Shop for Pet Boxes

Just for Max

AT W T

A LALL ALRRR RALELT® SR e
FRUTEH. PRICUCE RRE FRITEIH. PRI OLCE RND
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Only 1 left in stock.

tome == Gaion. = Liogfieo Beef + Rice Organic Chicken
Merrick Classic Healthy Grains Real Beef + Brown Rice
by TipsFoods by TipsFoods

Liked by 1200+ others! Liked by 1200+ others!

@ 1 @ $ 1299 Chat with a Paw-fessional

| nnlkinA far norcnnalizad accictanca? Ohir nnline

/ K Chat Account

Recipe with Ancient Grains Adult Dry Dog Foo

¥ 267 ratings

'@ PAWPUTrer

Quick Checkout

LIt MA el

N

Shopping Cart

You have 2 items in your cart.

Beef + Rice $12.99
by TipsFoods
SUBSCRIPTION

Remove

Save for later

Subtotal

[ Swipe to Buy

@ D &
hat Account

v: C /

Order Confirmation

a PAWPUrPer o =

Checkout

Shipping Payment Review

Review your order

You will be charged when vou click place order

Your order

Beef + Rice $12.99
by TipsFoods
SUBSCRIPTION

Remove

Save for later

Chicken & Rice $12.99

by TipsFoods
EUBSCRIFTICN

Remove

Save for later

Shipping Address
7014 Wake Forrest Dr. College Park, Maryland 20740
Billing Address

/014 Wake Forrest Dr. College Park, Maryland 20740




USabilioy TESEING

Scenario 01: Buying & Checkout

What kind of
product information
IS Important?

|deal checkout

How do users search
for products?

Start on the product
catalog

process?

Scenario 02: Pet Personalization

What do users Where do users look How helpful is the Any missing
associate with for help if they get personalized Information or
profile creation? stuck? compatibility score? functions?

'@ PAWPUTrer



USability TESEiNg / 2 Iberasie

P1 Pet Profiles
1. Creating pet profiles is not easily accessible.
2. The benefits of creating a Pet Profile & the score

are not clear.

3. Personalized results should be displayed upfront.

P2 Product Information
1. Need inventory and nutritional information for
products

P3 Customer Support
1. Need quick access to the chatbot

P4 Checkout

1. Provide a faster way of buying and checking out
with products.

'@ PAWPUTrer

“The Pet Profile ceems butied, should be
surtfaced on ham.&kag&“ Pl-|

‘Maybe adding a tutorial For First-time uscets
would help’ PI-2

"“The pemanalized touch was nice howevet
too Far away for the usetr to reach’ Fl-3

‘It should display products specifically suited
For Max's needs Fight wpfront” PI-3

T often struggle with readihg small labels and
finding detalled nutttional inFormation” pP2-|

‘What if I am buyihg something and have a
4ui&k doubt that needs to be resolved? P3-

o

I value an easy checkout ptocess’ P4




USabilioy TESEING

Major Problem Areas

Pet Profile & Personalization
 Creating pet profiles is difficult to find

 Benetits of profile score were not clear.

e Personalized products should be
marked upfront

Our Solution
e Making the profile creation easily
accessible
» Showcasing personalized products
upfront
» Highlighting benetits of the Pet
Compatibility Score

'@ PAWPUTrer
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Size: 20-1b Bag

20-1b Bag 15-1b Bag 10-1b Bag 5-lb Bag
Hi. Matt!

Merrick Classic Healthy Grains Real Beef + Brown

Hi Max!

/ ~" A T 4 4@l Rice Recipe with Ancient Grains Adult Dry Dog
We got somethlng U L Y T &3 Notifications Food offers a nutritious blend of high-quality beef
( you mlght like * ; / ; \ | i and wholesome grains to keep your adult dog happy
.: Shop from one of our highly curated %, FaR" \ and healthy.
~ petboxes featuring a wide range of - | |

Il thetatestfood and toys collection

oo i Shop Pet Boxes. } y ,} ‘./
T )\ (e
st ' ‘A / (e Bps Phantomw y
| |
Just for Max
i o *‘ .

Suitable for Spanie WMo Known Allergens
Create your pet profile
- “erfect for A 5 : i
to See ol custom recommendations Perfect for Adults Preference: Chicken
. —

Kibble Size: Slightly Large High Energy Food

Pet Compatibility

Max
" Cocker Spaniel 80 Good
Birthday Age ‘Weight Fitl

July 25 3 yrs 10 lbs

Beef + Rice Organic Chicken <{ Overview Specifications Usage Instructions »

by TipsFoods by TipsFoods
Liked by 1200+ others! Liked by 1200+ others!

Chat with a Paw-fessional @ 1 @ $ 1299

| nnkina far narennalized accictanra? Miir nnlina

e..




The IMPACT

lad -}
20 34 88

<

Improved Click-through Users used Quick Users said they prefer
Rate on Personalized Checkout ensuring higher PawPurrer over its
Recommendations conversion rate competition
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What did I I6arn?

Agile Collaboration

Co-designing can be very tricky. Effective

communication fuels collaboration.

Marry the User, Divorce Your Design

No feedback is worse than bad feedback. You are not

what you design.

Svynthesizing User Feedback

Contflicting feedback made it difficult to narrow down

enhancements frOm Iteration to iteration. Long Press with two fingers to activate the

Frototype menu

L
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