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Best Practices & Recommendations

This review is a scan of the industry to illustrate best practices (and am azon

some pitfalls) on commerce B2B & B2C websites that serve as a

guide for future design and development.

We analyzed online commercial experiences in terms of the site

features, navigation, page layout, and content for usability and visual

style.
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PRODUCT SELECTION

Customer goal / issue / need:

“I would like to be able to re-order from past orders

to speed up my shopping”



Best Practice

OFFER AN ABILITY TO QUICKLY RE-ORDER ITEMS USERS BUY THE MOST

Todays shoppers, in both B2B and B2(C worlds, expect fast
shipping, seamless cross-channel experiences and real-time

tracking information. And need for speed does not only

L)

Quickly reorder your essentials

All of your Faverite tams at your fingartips

° ) ) ° ° ) mmm&d
involve fast shipping, but options for quick purchasing as
Frequently Ordered by Customers
well. avently '
7
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-l |™"® .m = E
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e QUICK ORDER
Quickly reorder one of : :
TOIT FEaE ordars Find your Everyday Essentials by Category
=P DELIVERY | 2
o o Have your order delivered : .
directly to you
Food Oaky IHealth Viellnezs Parzonal Care

A quick and seamless experience resonates well with customers

who are looking to maximize their productivity online. Delivering
on these expectations can build trust and loyalty.



Recommendation

OFFER AN ABILITY TO QUICKLY RE-ORDER PRODUCTS USERS BUYS THE MOST

Betty

Barista

Responsible
Ralph

Both Betty Barista &
Responsible Ralph would
benefit from having a quick
re-order button solution,
promising to streamline
their routine, frequent or
repetitive purchases.

Two Days Deal | Start off sprindhulth 20% Off Pods. Use coda SAVING20. Detalls Shap New

!( E U R I G Quick Recrder - Register Coffee Maker - Support - Signin - =

COFFEE, TEA & MORE COFFEE MAKERS ACCESSORIES GIFT GUIDE

KEURIG.COM =XCLUSIVE

K-Elite™ Elements
Coffee Makers

Inspired by natural materials.
Meant to complement your . ;
design sensibility. Xz

LEARN MORE

WROUGHT IRON PURE SLATE CHROME

— 11 PAUSE

“+. ) :
. AUTO 25% off bevercges and select accessories,
] Your Coffee. Convenlent].Yo 2130V 3:48 | it's always our best offer.” LEarRN MORE

° Keurig offers shoppers an option to make an instant re-purchase of
previously bought products literally almost as simple as the click of a button.



PRODUCT SELECTION

Customer goal / issue / need:

“I don't have time to browse product categories,

I need a fast search to help me find what I want”



Best Practice

ENSURE THAT ON-SITE SEARCH IS PROMINENTLY DISPLAYED AND

Despite users’ desire
to search, on-site
search isn't always
easy to find. Being
unable to easily locate
the search freld causes
hesitation at the
earliest stage of
product browsing.
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{} @ https.//m.staples.com [1]
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nstant order history. Quick, easy
reorder. Extra convenience.

el
$659

Windex Original Glass anc

surtace Wipes, 28/PK

Nearest Store More

g Q

e Failing to offer a
prominent search

treatment causes users
to hesitate before
product exploration can
begin.

HIGHLY VISIBLE ON DESKTOP AND MOBILE

MR =-,0100% W16:36

tps://www.adidas.com 1]

BRANDS
CUSTOMIZE

= MY ACCOUNT

Q STORE LOCATOR

MOBILE APPS

FEEDBACK

6 When all elements are of
equal contrast and
prominence, users can
have difficulty finding
search.
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Q Strong visual treatments
of the search field speed
up both user recognition
and engagement with
search.
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Poor UX

Good UX



Recommendation

ENSURE THAT ON-SITE SEARCH IS PROMINENTLY DISPLAYED AND HIGHLY VISIBLE ON DESKTOP AND MOBILE

Betty Responsible ~ Corporate =~ Marketing Sales
Barista Ralph Carla Mark Saul

The strong user preference for search, highlights its importance
in product exploration, making it critical that Betty Barista,
Responsible Ralph and all other personas are easily able to
locate it.

N ALD =

www.target.com

S
G t = L% PN & A 30-DAY FREE RETURNS Kusr whol yoe love, relurn vl you don't. Sxe D, —>
t ‘ CONVERSE+> Wwomen Nean Kids Custom Limited Eciicn Sale signin 2 O T
exira &

Get our lowest pr
clothes all s

In Elozm Collection

Placeholder text provides a supplementary visual cue to users inviting them to

search. When placeholder text uses sufficient contrast, it helps draw attention

to search.




PRODUCT SELECTION

Customer goal / issue / need:

“I prefer to find products to order via a guided

search with minimal typing”



Best Practice

SUGGEST SEARCHING WITHIN RELEVANT CATEGORIES / INCLUDE SEARCH SCOPE IN SEARCH AUTOCOMPLETE SUGGESTIONS

Without scope a =

overstock.com <

suggestions in the - = -

Your Amazon.com Today'sDeals GitCards Help

Search Movies&TV » i
autocomplete results, platiorm bad s s,
. | steven spielberg
the user 1s forced to e Videos ——
| steven spielberg in Movies & TV
_ _ twin bed ayer
Pre OrPOSlL 56[&7‘ | anywhere steven spielberg in Movies & TV Trade-in
. bedding i
their search scope. | ve steven spielberg in Books
snfa beds
= Done steven spielberg in Amazon Instant Video
oid steven spielberg blu ray
QWERTYUIOP free today :
= steven spielberg movies
Software
ASDFGHUJKL :s steven spielberg collection
Z X CVEBNM steven spielberg taken
steven spielberg biograph
123 @ space R p rg biograpny
B R From $199 > Shop now .

° Overstock does not
suggest to “Search
Within” a category scope

° By including scope suggestions in the autocomplete
results, Amazon prompts users at just the right time.

-—

Poor UX Good UX



Recommendation

INCLUDE SEARCH SCOPE IN SEARCH AUTOCOMPLETE SUGGESTIONS

Users often overlook manual search scope selectors and don’t
always understand how they work or exactly what their relation
is to the search field.

B Parsonal finance © Store Finder & Craate Account/Sign In My E2autvC ub

Betty Barista & Responsible DEBENHAMS | summe W v WBowvoe
Ralph (along With all Other summer dresses in All Departments (2070)
. \Wemen Becauty Homeo Furniturc - e Ioliday chop Wedcings ElucCross
peI'SOnaS) WOU.]C] beneﬁt summer dresses In Wemen (1131)
. W YRy B 2\ A L summer dresses ir Kids (321) 1. V7 -
from having search scopes \’»]“\‘S %‘ /| } | R l/ ///
. . . N Al S summer dresses in Designes (73) - / . /
included in their J / % et i o5 | RN yar
. i | 7 T AN 4
autocomplete suggestions to X% \( laci a5 summer drasses (es) |1 AL %’
Betty RCSpOﬂSiblC Slmpllfy and Speed up their :": ' I\AA KE |_| ': E / womens summer dresses (165¢) | [, {l] ;
1 . . i’ gifs summer dresses (357) - i
Barista Ralph finding of the relevant ‘ OC CAS | C 147 B =
summer 1y
products to order. Be the best dresse summer sadis
with our chic cutfit s¢ smmermaadesses
All occasion & evening wear » s -.j.}'
‘i \
Dresses » e \
Wy \
Debut » 2 .2
No.1 by Jenny Packham » 7

\
.
\\

° An important aspect of the search scope selector design is keeping it
visually secondary to the search field. It's a good idea to style scope
suggestions in a distinct way to differentiate them from any other

autocomplete suggestions.



PRODUCT SELECTION

Customer goal / issue / need:

“I would like to know when products are available or

if they are out of stock”



Best Practice

ALLOW USERS TO PURCHASE TEMPORARILY ‘OUT OF STOCK’ PRODUCTS BY INCREASING THE DELIVERY TIME

If the product is
replenished regularly,
1t 15 advisable to
allow users to place
an order for the out
of stock product and
simply increase its
delivery time.

1t is advisable to also provide an

explanation near the Add to Cart”
button that clarifies why theres an
extended wait time for the product.
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Cart” button, brings them to a

Telling users a product is out of
stock and removing the “Add to

complete halt and prevents them

from purchasing the item.

Poor UX
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° The guitar at Musician’s Friend is listed as
“Temporarily out of stock” yet users are still allowed
to add the product to the cart and proceed to the
checkout. And there is a clear expectation date.
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Good UX



Recommendation

ALLOW USERS TO PURCHASE TEMPORARILY ‘OUT OF STOCK’ PRODUCTS BY INCREASING THE DELIVERY TIME

Recommendations for the temporarily out of stock products:

o Allow users to purchase the products and simply increase the
delivery time, and

o Prominently display product alternatives for users that aren't dead-
set on this particular item but are time-sensitive.

Betty Barista & Responsible
Ralph would benefit from
knowing the exact dates
when their products will be
available.

Betty Responsible
Barista Ralph

Office pEPOT
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Office Supplies Paper Ink&Toner Breakroom Cleaning  Technology & Services  Furnlture  SchoolSupplies  Print & Copy S Deals
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W
Shopping Cart

The item you requested is currently sold out anline. Shop below for
similar items.
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Office Depot allows users to purchase the out of stock chair but
also promotes alternatives for users to consider. Users are given
multiple options for adding a suitable product to the cart and

finding a chair they like on the site.



PRODUCT SELECTION

Customer goal / issue / need:

“I would like to be able to chat with an expert online

if I have any issues or questions”



Best Practice

AVOID NON-USER-INITIATED LIVE CHAT DIALOGS

Site-initiated live
chat dialogs are
disruptive as they
require active
dismissal before users
can continue, and
sticky’ chat elements
often block key page
content on mobile
devices.
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Site-initiated live chat is experienced by most users as
an annoying interruption.

Sticky elements for live chat often block key page
content on mobile sites. Given the already-small
interface on mobile, sticky live chat elements are often
much more disruptive on mobile than on desktop.
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@ On desktop, it’s less likely that sticky chat
elements will overlay key content, given the
additional space available. Including live chat in

the footer helps users quickly access it, as many
users expect to find it there.
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Poor UX

Good UX



Recommendation

STANDARDIZE THE STRUCTURE AND DELIVERY OF CUSTOMER-SERVICE CONTENT

The hub-and-spoke model for the organization and delivery of
customer-service information shows what important customer

service pages should exist and the most effective hierarchical
relationships between them. Gustorer

Service

Betty Responsible ~ Corporate ~ Marketing Sales
Barista Ralph Carla Mark Saul

A customer-service-delivery model includes main hub pages that

serve as catch all links for all service-related information along with

lower-level granular links with direct paths back to hub pages.
In addition to the live chat, having a clear structure to the

customer service-centric information would ensure that every
persona is successful in getting the support they need.

D Cuitar Center Mcbile App
Hub Account Services Features Support

Order History Lessons Rebates :Sorvico & Support :
Spoke Returns Repairs Layaway -A;Jul- ------ ~

Wish List Rentals Pro Coverage Careers ~

-~
Email Preferences Workshops Affiliate Program Site Map BBB
Business Accounts Press Room Locations iy

Mobile Site

Copyright © Gettar Cacter, Inc. - Al Foghts Rmserved. - Terma of Use | Your Privecy Rights | Purchuse Terms & Condtions Calforna Tramsparency In Supply Chains Act
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PURCHASE

Customer goal / issue / need:

“While I am browsing product lists, I would like to
understand what items are already in my cart

without checking the cart every time”



Best Practice

HIGHLIGHT ANY LIST ITEMS CU

Product recognition

and re-findability
are needlessly difficult

when items alreaa’y
1n the users cart are

not highlighted.
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have been added to the user’s cart, as well
e While Peet’s Coffee, provides an

excellent “Add to Cart” experience

as their quantity there.

directly in the list view, it lacks any
indication of the items already in the
user’s cart.

- e m e e — - _

Poor UX Good UX



PURCHASE

Customer goal / issue / need:

“I would like to see detailed product images before

making a choice”



Best Practice

HAVE MULTIPLE PRODUCT IMAGES FOR ALL PRODUCTS TO FACILITATE USER’S VISUAL EVALUATION

Users heavily rely on
product images to
inspect, evaluate, and
decide if the product
match what they are
seeking.

WOk Madia ¢
Spirit £-31C 3- Eume “'rcocr-"* Gad Gril (Featur ng

the Gourmet 330) System) in Slack wath Grcedle
NsSerts

3.
a2
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a

Having a selection of high resolution
images, does not compensate for not
having at least one of them “in context”,
to make it simple for users easily get a

precise impression of the product’s size.

Poor UX

ZARA

LIRS
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ooenoemn

COLLECTION
SSi16

EDITORIALS

D ST

° The scarf’s dimensions would be
hard to visualize without seeing it on
a person.

Good UX



Recommendation

HAVE MULTIPLE PRODUCT IMAGES FOR ALL PRODUCTS TO FACILITATE USER’S VISUAL EVALUATION

Save 25% on pods in every Auto-Delivery arder! Your favorites, on your schedule. Details Shop Now

There are three types of product images that should always be included XEURIG Quick Reorder + Register Coffes Maker « Support -
for most products:

COFFEE, TEA & MORE COFFEE MAKERS ACCESSORIES GIFT GUIDE

1. Images that show products “In Scale”,

@_, [T FREE STANDARD DELIVERY ON ORDERS OVER $39+ Detils

2. Images that highlight a product’s features, and

GREEN MOUNTAIN COFFEE ROASTERS®

Breakfast Blend Coffee

3. Images that show products from at least a few different angles. a 743 Revlevs
L]
i % Cun’ Pod Reaard Ve o
—— EQX SI1ZE:
n ¢ Count 24 Count 72 Count

PURCHASE CPTIONS

Both Betty Barista &
Responsible Ralph would
have easier time ordering
new products if they have
multiple product images
and in-context images to 7\ O 1o Puscham .

Ralph rely on when making a -
. . f":' A fou ars 337 cway horre FRZE SHEIPPING
purchasing decision. - .

@ Aute [In iVI‘l‘_:_ $11.24

Cove Z25% View Bunelics

1T - CREATE AUTC-DELIVERY

ec¢isring nurn cellvey >

Betty Responsible

Barista

Multiple product images including one “in scale” one and a few

highlighting the product features and showing the product from multiple
angels, make this product page a good fit for positive visual evaluation

by users.



PURCHASE

Customer goal / issue / need:

“I frequently need to narrow down my initial

search results to make a choice”



Best Practice

ALWAYS DISPLAY THE USER’S SEARCH QUERY ON THE RESULTS PAGE
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Intelligentsia both states the used search terms
e Revising a query is impossible and wasteful O J

of user’s time when it is not present on the and persists the user’s query so it can easily be

search results page. iterated upon.

Poor UX Good UX



Recommendation

ALWAYS DISPLAY THE USER’S SEARCH QUERY ON THE RESULTS PAGE g 0:41 AM © $ 100% =) +
& Overstock.com, Inc. X

Highly iterative search behavior is typical for b both desktop and mobile = ] | vecieesx Q \9
users. The most common scenarios in which users are likely to perform

. . . . . Luygzge & Bags [ Bags / Search: backpacks
multiple search query iterations include the following;: S

Backpacks

1. Too few search results.
2. Too many/too broad results.
3. Unexpected results. Luggage & Bags Sports & Cutdoors Clothing

Sort Filter

Shop by Calegcry

As a result, it takes longer for users to find products or other content, and
may nudge some users to abandon using search as a product-finding
strategy.

Everest 83045D 24-inch
Polyester Hiking
Backpack (5 options...
$3399 _$4009

M33> §63:95 §22.96 OFF

More Opticns 9 84

Amerileather Jumbo
Leather Backpack with

Betty  Responsible Corporate Marketing  Sales Distributor
Barista Ralph Carla Mark Saul Derek

On mobile devices, search query persistence is equally, if not more,

All personas would benefit from the ability to refine or re-
iterate the search string without wasting precious time

retyping.

critical in helping the search-iteration process flow smoothly. Overstock
displays the search query text as a header on results pages and provides
breadcrumbs - both of which help orient users as they search and iterate

on their searches.



PURCHASE

Customer goal / issue / need:

“I would like to see prices of the products”



Best Practice

ENSURE THE PRODUCT PRICE IS HIGHLY VISIBLE AND IMMEDIATELY OBVIOUS

The product price is

often one of the most O o Lemn B
. . . patagonia swor INSIDE BATAGONIA G ARt 2t 1wee Mpiing oo 1
important criteria for
) ;:L“g’;{‘:ze-mmo ir Coolung > Grills > Gos Grills
user‘s‘ wben fbey re :‘nn vens inless Steel/Black Chrome 4-
. st ) Liquid Propane Gas Grill with *499.00
evaluating a product. ——
P Fr et 82 (202 Roviews) Lowe's Extended Protection Plans  Leam AMore
4 YEA): 336,97 | 3YEAN: $50.97
meemmn < .
daE =l
it , HT
” 1 a D SAVE CF AHARE
®
T (=5 1)
- FREE Store Pickup FREE Delivery
@ 2evalekiz pday & virgton @ Avellakie
Haghts Loma's

Price is an essential component of
the “Buy” section of the product
detail page, and if it’s difficult to find,
users will grow increasingly

Lowe’s uses enlarged bold font and

surrounds the price with plenty of
white space, helping it stand out.

frustrated.

E Good UX

Poor UX



Recommendation

ENSURE THE PRODUCT PRICE IS HIGHLY VISIBLE AND IMMEDIATELY OBVIOUS

SEFLAT RATE SHIPPING FVERNY DAY | FRET SHIFRING OM ORRBERS 5504* 5 Offur Datwils > o NEX Rronsdamy CFFL LIKTE SFM

DPeEtSCOffee SHOP SUBSCRIPTIONS LOCATIONS MENU REWARDS LEARN  JOIN OUR TEAM ) sianmm %7

ARANIA Y MOQCH M-8

o Arabian Mocha-Java
Betty  Responsible Corporate Marketing  Sales Distributor $17.95 /. khkdd O
Barista Ralph Carla Mark Saul Derek rLavoR NoTES
:;,.‘7 Ful' L:c-:j:_l. :.:.(r» .b;‘:;:ﬁ:- chacclate oo
e . ] . Peeb C(.:"rjl’.:’ FLAVOR CATEGORY ROAST LEVEL
Ability to easily locate and evaluate the product price is a - o
critical factor in making purchasing decisions. All personas m S—
would benefit from clear pricing guidelines readily available to 2 e |
them online. -

ADD TO CART

As essential information, it’s important that the price is highly visible and

that users don’t have to search for it.



PURCHASE

Customer goal / issue / need:

“I would like to compare prices for the products

sold in bulk”



Best Practice

DISPLAY ‘PRICE PER UNIT’ FOR MULTI-QUANTITY ITEMS

Multi-quantity
items actually have
two important price
points: the total
package price and

price per Unit.
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Q When packaging varies in quantity, the price
per unit will be essential as the product cost
is no longer revealed simply by reading the

product list.

Poor UX

nnnnn

’31’ Aow

VIEW DETALS

V' S0 oniew

BICE Lo Feal® Sick Pers.
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Flour, 5 Pound by King Arthuwr  Wheole Wheat Flour, 5 Pound by irg Arthur Flour

Fleur by King Arthur + our $4.99 190.36:0.nz¢)
$7.4D 21.50/2cund) $7.49 (31.50P0uns) PrimePontry

PrimePantry PrimePantry Fill3 £.4% of your Penty cox [ 7)1
Flile 1 1% of your Paniry box ' ?) Only 7 Izt In tock - oder ecor.

Fills 41.27% of your Pandry hes (7)

W - i)
ARAERR - O

glutenfree

Artacr =h
$4.99 %

PrimeFeoy

-z 24% 0

King Arthur Gluten Free Multi King Arthur Flour Premium King Arthur Almond Flour, 16 King Arl

Purpose Flour, 24 Qunceby  100% Whole Wheat Flour, 5  Ounce by Kirng Athur Flour

“irg Arthur Flour Pound Ly King Arthur Flour $9.99 (50.62/0.nze)
$8.14 20.26/0unce) $3.79 (3 7EPnuna) PrimePaontry
PrimePontry PrimePantry

Flile 3.8% of you~ Fantry bax (?) Unly 2. 121t n 3tock - o7der scor.

Fills 10.8% ol yuur Panliy bux (7)
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d ThE
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PrimeFeoy
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° Amazon displays a unit cost making it easy to

compare prices when buying in bulk.

Good UX



Recommendation

DISPLAY ‘PRICE PER UNIT’ FOR MULTI-QUANTITY ITEMS

When list item quantities vary, it is recommended to calculate and

display price per unit for each product.

Betty  Responsible Corporate Marketing  Sales Distributor
Barista Ralph Carla Mark Saul Derek

At any point, when quantities vary across items in the product
list, price per unit becomes relevant as users will otherwise
have to do a lot of calculations to evaluate the products and
determine which one represents the best value for money. All
personas would benefit from clear pricing guidelines readily
available to them online.

CECAF ESPECIAL K-CUP* FACK

Decaf Especial K-Cup*®
Pack

A bright, smools medium roast withoul the kick of

callving
$8.99 - $64.99

FLAVOR CATEGORY ROAST LEVEL
R LM CITRVS s'Whhi . MuP2IUM

CAFFEINE LEVEL

3o
o

3
.l,
]

R A ‘!;A'f
AEGA MEQUN TR T @ IECA

ORICGIN

Americas

v SELECT A EOX 1 +

10 COUNT $£B.29 - $0.9C PER CUP
3C CCUNT S25.99 - £0.30 PER CUP
GC CCUNT 54293 - 30.75 PER CUP
9C CCUNT 5€£,93 - §0.72 PER SUP
ONCE SUBSCRIEE

ADD TO CART

Display 'Price Per Unit' for any product where the quantities vary across
the list items and - ideally - allow users to sort by it as well.



PURCHASE

Customer goal / issue / need:

“I would like to know and compare the dimensions
of the products & their packaging, as | have limited

storage space in my store ~



Best Practice

PRESENT SPECIFICATIONS CONSISTENTLY

Users are very easily
mislead by product

specs when they are

presem‘ea’

inconsisz‘enﬂy ACross
the items being

campm’ed.

v

LapiopNGobook Adapier for Appde MacDook Pro 15* -enh
A1150 MAGEICHA MAEILA MASEIICGHA fits Pat Numders:
AT172 MASSTLUA 6813904- (85W)

$22.°°

Savr: A%
Froo 3hepir
Sod by Buinyded @
JAERTYS |

A0 10 WK LIST &)

% 4

BIW AT Magtor S Agpio MadDook o 15° -

$2400

Save W%

Feoe Shipoetg
Sold by Brénydea @

ASD TO WIS LIST %)

ACROSS THE PRODUCTS ON THE COMPARISON PAGE

Currys (@

9 Sors ‘ Resount

N Kichen Apgllances  Seall Appil
e Compare peoducts

3 Compare products

Hero are T prodcts You have chosen 10 compare -

fom hero you can ¥30 read reviews and add the
prochacts 0 your basket

Nood Mmoo help Seciding 7 You might aiso e 10 vist

cur Buing Geadas page for an explaration of the
avares Of pach pracuct

= Laptop Batteries / AC Adaoters
famng
In Stock Yot Yos HOTPOINT WDALSESOP Washer Dryer - Whine SAMSUNG ecosubble ™ WDIOSULSAGD Washer
Deyer - Geaphine
Rems SEMIKTOKV2830 SSIAIKTOPMM 7863
e M2 M2 AT Price £349.00 £639.00
ASd to basket
Ty:e AC Adapier AC Adasphe
Curpratilaty Aupie MasBouk, Pru 187 skrds A1150 MASBIGH/A MAGGLVA Appe MaSouk e 157 krds #1180 MASBISH Avalisbiiry ‘éo‘wmt’“‘-%“::ﬂf v Q‘“m"“““ﬂ’"g‘m“m‘“‘
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Omonsin 00°¢0" 28 Customer rating F——
Weight 235 " evess
Netes & Dsclainors A Viev Retun Polkcy View Retun Polcy
Voo Freostandng Froostardng
pa2% $245% Colour Wi Graghte
Sav MW Save M Manutacturer's warranty 1 yoar S yoars (3d yeur onwards by regisiration)
B by Rusrgdad @ Brld by Rrdirprianl @ Brying system Condenser =
Ao mTY © L ADEECANTS Washing capacity 8ky )
200 10 WK LIST &) 20 TO WISK LIST 5 Prying capacity Gkg 6ig
Inergy rating A A
Wash performance A A
Annvwsal sonswmplien with dryer 1080 WWh 1224 MWW
our Search Cuerie: - 21000 kres - 19800 Mres
Annwzal consumption without dryer - 208 K¥Wh - 204 KW
« 14N Bens « 150 Ivas

° Lack of “dimensions” of the first products, makes ° Currys allow users to Highlight Differences in the

the rest impossible to compare and diminishes comparison table, making it easier to spot differences in

the value of the comparison table. the long spec lists.

-

Poor UX Good UX



Recommendation

PRESENT SPECIFICATIONS CONSISTENTLY ACROSS THE PRODUCTS ON THE COMPARISON PAGE

When dimensions are important, product images may need also be
shown in scale - to allow users to see how big they are in relation to
one another. Showing the differences will make size differences easier
to understand and relate to.

Betty Barista & Responsible | ( ) A
Ralph would greatly benefit

from being able to quickly |
understand and evaluate the

(L

A

rf
dimensions of the items they ' A/ 4; |
/
are ordering, especially

Betty Responsible T :
Barista Ralph when limited storage is an

1ssue.

° Apple shows the size differences between the iPhones numerically and
visually, allowing the user to literally see the differences.




PURCHASE

Customer goal / issue / need:

“I would like to narrow down the product list to the

exact products I may be interested in ‘in one go’™”



Best Practice

HELP USERS TO SCAN, EVALUATE, FILTER AND SORT PRODUCTS WITHIN A PRODUCT LISTING PAGE

At e-commerce sites, the
filtering interface has
historically consisted of a left-
hand vertical sidebar.

However, over the last couple
of years a new filtering and
sorting interface has

become increasingly popular:
a horizontal toolbar which
combine both filters and the
sort tool.

Reasons:
1. Users overlook or ignore the

filtering sidebar entirely.

2. Users mistake the site’s sorting
tool for the sites filtering tools,
thinking they are the only ones

available.
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° Macy’s sorting tool’s central position grabs users’

attention, especially those who had engaged
with the product list (also centrally positioned on
the page).

Poor UX

- Ted Baker Londor, Tommy Bahama, Peter Milar anc mare.

SHOF: SWEATERS

CIFAR A "
it P EHe b Gelee o oPren » Bmrd P Erom Aveileniity b
Reguka M Gruw $100.5°30
Ot FALDEA )
1200-8300
SORT 3Y Foawred ~ 200 MEVIS FAGE 1 | 2| = >

ER ER
Cruwneuk Swealkshirl Culler Curdigan NEW! NEW!

SN S0

K111 Fmitroicerad ™oy rag & hone Auery Shawl [

Noristrom askmears
Crnanncie Sunamne

Fiamnnas ‘Moanacy’ Ehawl
C.nlar Do ann

° Nordstrom’s drop-down design repeats any
applied values outside of the drop-down, not just
making them immediately and permanently visible
to the user, but also providing an easy option for
disabling each applied value.

Good UX



Recommendation

TAKE FULL ADVANTAGE OFFERED BY THE HORIZONTAL FILTERING & SORTING TOOLBAR

Horizontal filtering & sorting can increase both the discovery and the
utilization of the site’s filters and avoid misinterpretations of the
sorting tool. It also opens up the possibility of removing the
traditional sidebar altogether, which frees up horizontal screen real
estate to be used for displaying either an additional product per row
or larger product thumbnails, as long as it is implemented along the
following guidelines—

ROAST CAFFCINC

Full Cateene (2)

® Filtering values are implemented as a custom drop-down interface, that ——
o Allow multiple filtering values of the same type to be selected,
o Auto-apply and live-update the product list as each value is clicked, and

® Display any applied filtering values outside the drop-down.

Distributor
Derek

Betty = Responsible Corporate Marketing  Sales

Barista Mark Saul

Ralph Carla

All personas would appreciate the time-saving value and
intuitive way to filter and sort products.

Mol Fopuar

RCG CN FLAYOR

Atrica ko Arabis (1) ®) Fruty FFlam 1F)

VIEW PRODUCT

S ghest Roted Mow Ay 3 Price low Lo negn

FILTER YOUR SELECTICON (3} X

HCW CO YOU BREW?

9. Orpd)
@ Pow Dver!

Peet’s Coffee combines filtering and sorting into a functional horizontal

° toolbar with a very intuitive interface.

=



Dehvery & Support


https://www.borngroup.com/

DELIVERY & SUPPORT

Customer goal / issue / need:

“I would like to know when my order is going to be

delivered”



Best Practice

ITIS RECOMMENDED TO USE ‘DELIVERY DATE’ INSTEAD OF

“Delivery Speed”
requires users to
investigate and
estimate themselves
when they can expect
to receive their order.

Q It is confusing whether the order arrives in
3-6 days or 3-8 days, because the page
mentioned both “3-6 business days” under
the shipping section, while further down the
page read “In stock: usually ships within 2

Shipping Method Edit

Standard
Estimated Delivery in 3-6 busincss days

Gift Options edit.
gift box: No

gift receipt: No

gift message: None

Bac< 1p mpmng Bag

Merchandise

Ine North Faze Jacket, Khumbu
TKA 300 Fleece Jacket
Color: Asphalt Grey , Size: XL

In Stock: usually shigs within 2
business days.

Pres 90 00 Oiv 1 Talal S 90 00

« e @

business days”.

“SHIPPING SPEED”

Choose a shipping option

Value

Arrives

Tue, Apr7
$4.97

Selecked v

Standard

Arrives by

Sat, Apr 4
$6.97

| Select

Expedited

Arrives by
Thu, Apr 2

$8.97

 Select

Rush

Arrives by
Wed, Apr 1

$10.97

 Select

It eases the delivery option selection, when a user sees

the exact impact of spending a few extra dollars on

shipping.

Poor UX

Good UX



Recommendation

ITIS RECOMMENDED TO USE ‘DELIVERY DATE’ INSTEAD OF “SHIPPING SPEED”

Because users are more likely to see the delivery date as a
promise by the site, it’s important that the calculation is as

accurate as possible.
Pickup is available

Choose from 20 Amazon Pickup Locations naar you

2 OTY United Choose a delivery option
. . el a A aia FREE Onc-Day Delivery c is Order: Getfast, free deivery on this order

Betty BaI'lSta & ResponSIble lela - \elson Mandela WL by se ecling 'FREE One-Day Delivey with Amazon Prime" below.
Ralph need tO be knOW the FREE Onc Day Dclivery with amazoalrime (1 pusincss cay) : get il :omorrow, Aoril 4
exact date When their orders © First Cass : got it by Saturday, April £
are g()lng tO be dellvered One-Day Celivery : get it tomorrow, Agnil 1
due tO the llmlted StOrage ) Exoress Deiivery : get it by 1pm tomorrow, Agril 1

. . Evl‘ung Deivaery : get it (Celivery betwaen 6pm-"0pm on weekdays and 4pm-8pm on

Betty Responsible space available and other wockonds) on April 1
Barista Ralph circumstances.

ContinLe

SHIPPING METHOD @

e L e Amazon offers a clear understanding of when users would receive their

 STANDARD 3-7 Business Days A $7.00 order without having to account for cut-off times, business dates, or

April 03 - April 09

current day of week.

TWO DAY 2 Business Days $15.00

April 02 It is important to notice, that the delivery date ranges may perform just as
OVERNIGHT 1Business Day $20.00 well as a single delivery date, as long as there are actual calendar dates
April 01

present which are easier for users to interpret than a “3-7 Business Days”

Sstatement.



DELIVERY & SUPPORT

Customer goal / issue / need:

“I would like to be able to track progress of my order

online after I place it”



Best Practice

HAVE MULTIPLE PATHS TO ORDER TRACKING

Users who don't start
the order tracking , S ——— e
. ) : - L = ' b Gt s e Crod i Carcs O Stews WP Stors Lacater
process by clicking an 05 11 T B e | St | srtirs Y
g—mai[ [in,é ‘ZUZ.[[ need o I | ) PRODUCTS BRANDS DEALS  SERVICES Visekiy Ad  Dasl of the Day  Gift Carde  Gikt ideas & Regietry
giant step fer iPhene.

ZLO ée dble ZLOﬁnd l('be A mcnumental leap for iPad. GREAT DEALS ON
_ APPLE DEVICES
trackin ’4 page on-site.

n=uding sebecl iPhane, Apple Watch, iPad,
MacBoak and merg,

° Users should be able to immediately identify ° Order tracking is easy to start on Best Buy.
a route into account functionality such as
order tracking from the main navigation area.

-

Poor UX Good UX



Recommendation

HAVE MULTIPLE PATHS TO ORDER TRACKING Sigr In

: .. - Recently Viewed
[t is recommended to have a path to order tracking in the utility

navigation or in the expandable "My Account” drop-down, and S
. . . { MOUNTAIN |
also consider fallbacks such a site-wide footers and search S

BREAKFAST
BLEND

results.

KEURIC

Ereakfast Blend Coffee

Betty Barista & Responsible © Firdastors - Customer Support: B44-901-BREW(2739)
Ralph would benefit from a
. Skop Felpfal Info Ascut Us Join Our Mailing List
way to easily check order
CoHos Vakors Registor Your Aoplior o Ahout Us Stay vp-to-dote with tha otest news
Status and make ER S [ Pt Vidoos e anc nev; arrva's d rect to vou* Iroox.
: accommodations in their o Your smol Sign U
Bett}, ResponS]_b]_e . . Orders Procuc: Rooall S stainohility
Barista Ralph StOI'e fOI' 1tS arrlval. Frock Your Ordes Business 5c utic"s Club <zurig
oot ar e Sitz Map

Select Country
Auto Rolvery Oider:

‘é Jeved St

v

If a user misses a link to the order tracking functionality at the top of the

page, they may scroll to the footer and quickly find the “Track Your
Order” link.



DELIVERY & SUPPORT

Customer goal / issue / need:

“I would like to be able to easily return the product

or get a refund if it’s not ideal”



Best Practice

PROVIDE AN ONLINE RETURN FLOW

In the absence af an
online return flow S

30-DAY RETURNS (FREE within 15 days)

ccount Detalls 1 t It t R turn Vigvs our Relurn Palic
users may Sfruggle fa A pranaid Rhipping labal is neludad in all crders Rhipped within the LS - Detal Se ec em(s) o e
Fird 8 Rep

You Gan submil your r@turn raguest anling up o 60 days after racaipl, lems aligible To
undersfdndbaw fa S 10 AT ou Gan submil your r@turn raguest anling up o s after racaipl, ltems aligible Tor

vrab retum are listac below. General returns recuested 31-60 days after recelptwil
Returns ) . .
receive store credit only. If an item has been recevied over 60 days ago call or ema

Z.n itiafe a refurn’ and R-nu@rr;vcs at Raturh arrkion ok Customer Support at (E00) 375-3403 see our return policy for additional details.

Shapbop within 16 Shopbao attor 16 Projects
° daye ct cato of rocaipt daye ‘rem the date of
may be left feelin horramvare o — st
'Ifﬂ‘)
[ J
Payments
Z nsecure aéa ut fbe Please Note: Packagss recaived at Shopbop  East Bane after 15 days will incu’ 3 810 fee. which will Le charged at tha time of your return -
eason”
° Recent Transacilons . ' '
S f a fu S 0 f b e Z 7,. Return Policy « | na longer want/nesd this product
. = PRI T Itis detfective i
- Mearchandse must be returnad within 30 days. S EZ.Sot RH35 Parts e missing from this produet

| am mssing 1h's preducet

r@filnd/credif Mearchand se must not be worn, altered, or washed. Quantity: Unit Total: e e Tt
[ )

savad Carts Prico: It viaas camaged in sipRing.
Merchandise must have all tags atieched and ba raturned in original packa "
u v 55 urned in original packaging. Accidentzl order
1 %309 £3.09 Baotler price avaiable

Arrved In addition to what waa ordered

° Confusing return policy may scare away users. ° Offering an online return flow is largely an e-

commerce web convention.

-

Poor UX Good UX



Recommendation

PROVIDE AN ONLINE RETURN FLOW

Your Account » Your Orders

Yo ur O rd ers Q, Search all orders

iS tO the SearCh fleld Orders Open Orders Digital Orders Cancelled Orders

Users often overlook manual search scope selectors and don’t
always understand how they work or exactly what their relation

26 orders claced in - past 6 months =

ORDER PLACED TOTAL SHIP TO ORDER # 111-6341321-4058538 Buy it
Betty Barista & Responsible D $280.67 Order Details | Invoice
—
Ralph are busy serving Delivered Friday )
Package was left inside the resicence’s mailbox Track package ‘

customers and running the
store, they don’t have time to

Sold by: Amazon.com LLC [3
figure out a complicated return oueniala st Leave package feedback "r i

Dansko Women's Professional Shoe, black cabrio, 39 M EU / 8.5-9 B(M) US Return ar replace items

Betty Responsible policy rules. They need a simple [Buyitagain Write 2 product review
Barista Ralph and easy_to-f01low process for ‘ Sanita Women's Professional Oil Closed Black Leather Clog - 8.5-9 B[M) US AV order
. . Sold by: Amazon.com LLC
the times when something goes e <
wrong with the order they S s
Buy it again '
placed. L.
Sanita Women's Professional Ol Closed Brown Leather Clog - B.5-8 B(M) US
Sold by: Amazon.com LLC
Return el.g ble through Nov 12, 2017
$74.5
P

Previous positive experiences with returning online orders can reduce

purchase anxiety.
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Retention & Loyalty


https://www.borngroup.com/

RETENTION & LOYALTY

Customer goal / issue / need:

“I would like to be able to rate and review products”



Best Practice

INCLUDE USER RATINGS IN LIST ITEMS, ALWAYS SHOWING BOTH THE RATINGS AVERAGE AND THE NUMBER OF RATINGS THE

AVERAGE IS BASED ON.

Many users rely on
ratings and reviews
to select products, but
find rating averages g
suspicious unless

they can see the —

number # rarin g5 T o ey —
z‘/yey are based on.

Best Sellers

N w‘»(:mn

weDR SN AR ,\ : geit

ch
p- O'Cl O
DARK \ . THE ORIG'NAL
- \s -

“Eamc

Greer Mo smaoin Cof'er Rodsie Grees Mouatcir Cotfer 200514 Tye Qeigira Conut $hop* Eight D'Cloek*
Breolifost Bland Coffee

e Users find rating averages much more
trustworthy when they can also see the
number of reviews they are based on.

Darh Magic®* Colfee The Or ginal Donut Shag™ The Origirml Colfoe

000 preegempr -
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; - sasedl df
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T
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2300 A NTCRE LT e acr b oe
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cae 1 il o v s ©
C roans
Miss 31189 0
e oS By W oy ™) VY D R ey
- (= SN
- »
-
e\
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° There is a clear user bias towards strongly
reviewed products with numerous ratings
over products with perfect reviews based on
just a few votes.

- s-m-e---—-—————-—----"

Poor UX

Good UX



Recommendation

INCLUDE USER RATINGS IN LIST ITEMS, ALWAYS SHOWING BOTH THE RATINGS AVERAGE AND THE NUMBER OF RATINGS THE
AVERAGE IS BASED ON.

amazon See what's coming

®© Detme |1 om ] Bk Y,
v el "N Dapartmangs - Aroavieg Metoey » NYour Reommeneon: Tedayn Dane G Carde Reghtry  Sod Hnin D~ Account&kLists ~+ Orders Prime ~ o= Cant

1-AU of over SU0UU rasults “ae Clathing, S=aes K Jewe.ry : " wal.at Lertby Balevinze LI |

Show results far

Amvan fahiban
Toz Crand SPONSOAED BY BELLAOY
ERETPTY Thewghtfully designed <lim
— be"m leathe- viallets SRR
o
2l

prime wardrobe: Shapmna :':lm arhe Nae S coa Wal ot Boawe Arlinog Lecrher s £ Secd wal e v " L e SEm Shwas Wl Cacere
1=

Yioon i o foe PREE &t houw T T
-;“'.. J ~N JL 4

AN

- Al fendnck
damy Dvcalremd

Betty  Responsible Corporate Marketing  Sales Distributor oo S0 .m0 Sy il 106 o S i ks A1 st

Man

Barista Ralph Carla Mark Saul Derek - - sast Sellar

um

Noulivli Mo w

s

Juilzme, Mok & Salwy
Srdumca & Aoz =
ot Jowdlry & mich
foaoaie:

All personas would benefit from the ability to deep dive into e 4.1l

=y

other users’ insights and ratings. retne

Anmaawn frime

s HISSIMO PASCACO0 o [T Gita¥on
Now herfaals
Lo 30 foys S30mEamet Spznzercd Spomeotd Scanzared ¥
Lo 90 fovs Woelbat far B s Qurrmiing Lwwover i1 0e Wl S 20 Walle. frurt Puchet Simell LiwtUn Viams Walle. Lauther Viorwy 1 p Thio Sn Mere W ot Gumud: o Luacing Walleo it 2
$15% ;i $13% P10 e S16%
Arne - g - e e ey 4 2 Yo ’
Maav
Yieme:

It's crucial to not only include the ratings average in list items but also to

display the number of ratings that average is based on.

Also, there is usually a strong bias toward products that had reviews over
those that don't.
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Explore Training Options
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EXPLORE TRAINING OPTIONS

Customer goal / issue / need:

“I would like to know the approximate time the

assigned training module would take before I start it”



Recommendation

INCLUDE COURSE LENGTH, RATINGS, NUMBER OF COMPONENTS INCLUDED ALONG WITH THE SKILLS THE TRAINEE IS EXPECTED
TO ACQUIRE UPON COURSE COMPLETION

Full course catalog

Cosdy n lnncvalive Bosione Mode s,

+1” Filters Ratings ~ Duration ~
Sart by Fopulariry ~ 551 conrsss
ot AR & Business Madel Innovarion: Differentiare & £12.909 What you'll lcam
el 00 - f : o
. _ ‘n EL LB i L nde~stand the Business Mcdel Canvas
v — SESTRIER D Cdl2ctures - dnours - Al Levels
(yetrt iy Feveux ! 45 Mesler Jwe Dilleren, Tyzes of hmural 2
H&.'. vy, Ul resee siemple innoation s shroleg s 'or your (20D relings)
3 5 "o

kus ness model o accalerate the grewth o° vour

viien

Betty Responsible Sales

Barista Ralph Saul The Complete Digital Marketing Guide - 17 $12.99 PR
Caursesin 1 £100 O Gl your Leam access 0
SESTEELLERD 1. lechimr o 52 Showas s Jdermy s Lop 3,000~
A1 Leayels 4.5 COUTSES
Operator Training courses for Betty Barista & Responsible Mt e Dl Mg, it ool Vi e R @rrees A
. . . Merkulirg, "sceblcok Ads. YouTube, SCO, Guoghe h
Ralph and Sales Training for Sales Saul would benefit from Aralyics, Gesgle Ads, Crateats | By Rok 1 & Jesge Try Ucemy for Business
having detailed information and course specifics included
. . ADVANCED Swing Trading Strategy -Forex $12.89
upfront so that the users could plan their study accordingly. T o 1298
1 lectures » 4.5hours « All Leves
44

Froftakle Meq2x Trading & Stock “rad ~g Strazegy
Wazter the sw ngs of Trends % Earn Consizten: “rofit
i Fowes & Slhack | By Syrd B e

(€71 ratings

{ritic A Wi T C = e B2 cimace
Critical Analytical Skills for Businass How To Write A Business Plan & A Winning $12.99

Business Strarepy!

% Penn

Business Analytics

5 COURSES
45
Excel to MySQL: Business and Financia Business Analytics a5 1008 anline

Both Udemy and Coursera provide well organized overview of each

Analytic Technigues for Modeling Un e rsiey of Peansy vana
Business Ur versity of Pemrsylvanis

R T 62 hours course components, their lengths, level and pre-requisites along with the

o Breriner Lewsl

TOP SRILLS YOU VALL LEARN: R
Business Analwdes, Analyties, Justomar U S e r ra tl n g S .

SFECIALEZATION (€ COURSES| SFECALIZATION [G COURSES) SPECIALIZATION |5 COURSES) )
A aes, I Trees airmalabien

Mozl Pooular Coursas



Recommendation

GAMIFY TRAINEES’ EXPERIENCE WITH BADGES OR COMPLETION

Betty

Barista

Responsible
Ralph

Betty Barista & Responsible
Ralph (along with all other
personas) would benefit
from adding a little fun
competitive component to
the required training.

CERTIFICATES

Mcst Popular Certificates

Data Sclence

John: Hopkine Universiy

SPECIALIZATION (10 COURSES)

e \ 'TP.
" N
b -

¥ JOHNE

FEM=ING
I VEREITY

o) |

Deep Learning Python for Everybody Machine Learning

deeplearning.ui University of Michigan Staniord University

SPECIALIZATION [§ COURSES) SPECIALZATION (§ COURSES) CCURSE

Knowing that you are rising up in levels (i.e. Bronze > Silver > Gold, etc)
or, will receive collectible badges upon completion of each course, may

encourage users to persevere with their training.



EXPLORE TRAINING OPTIONS

Customer goal / issue / need:

“I would like to be able to search and sort/filter
training modules to speed up a course building for

»
my team



Recommendation

INCLUDE VARIOUS FILTERING OPTION INCLUDING SORTING BY ROLE OR JOB TITLE

coursera m

Explore Arcs and Humanities HistOf)'

History

History courses investigate ancient and modern events and social trends. Explore themes such as war, imperi
and study the history of specific groups or time periods through cocurses on black history, women's history, an

Betty = Responsible Corporate Marketing ~ Sales Distributor Fiteroy:  Skills Lz = Sl L RIES IS ER

Barista Ralph Carla Mark Saul Derek

Joo Tite

.fuc'lseclogisl(Z) C/.)UI‘SBI’G Explore ~ Mbal d

All personas would benefit from the training options Architect (1)

. . . (e Camoszign Manager (1)
customized for their specific roles. Brand Advocate (1) ——

Art Director (1) CompLrer 5z ence

ArTs anc | lamanlties

Cd.a Science

Info maticn Technology

Feath

Math and Logic

Personal Develcpment

Physlical Science and Crgineering
Social Sciences

Languaze Learning

Filtering the training course database not only by topic, but also by “role” Uegrees and Cert/ficates

or “job title” such as offered by Coursera would be a time saving feature

for any B2B training program offering custom training options for their
employees.




EXPLORE TRAINING OPTIONS

Customer goal / issue / need:

“I would like to see the recommended training

modules for my account type/program”



Recommendation

PROVIDE PERSONALIZED RECOMMENDATIONS

Betty Barista & Responsible
Ralph (along with all other
personas) would benefit
from having personalized

Betty Responsible training approaches.
Barista Ralph

{A udemy Ext

What interests you?

Choose up to 5 categaries
C ol S cutepurivs ve wiled

J> @ a—

Dervulopmmen. Werkeung Of s Productaly

Q
I o

& Softeare Pesacnal Ceve opmant feaching & &cacem<s

n[][]l] @a

Udemy offers an option to personalize their selection of available training
courses to fit the user’s specific needs by asking them a few questions
about their interests and current skills upfront.



Recommendation

PROVIDE ACCESS TO VARIOUS TRAINING PROGRAMS IN ADDITION
TO THE ASSIGNED TRAINING, TO KEEP TRAINEES ENGAGED @  courses « programs & Degrees + Schaols & Partners edx for Business PR Register

Viewing 2548 results matching el 4 ’

Refine your search Featured Courses

Lvailability
Cur-en. 113
Starting Saon 214

Uptorming 144

Salf Faced 1468 VERIFED VERIFED
Archead 112 )% MITx ShGAzademy
Enterprise Data ntroduction to Prabability Age of Sustainable
Subjects Management - The Science of... Development
Betty  Responsible Corporate Marketing ~ Sales Distributor T -
Barista Ralph Carla Mark Saul Derek BioloRy & L Sciences s . .
Business & Manageme a3 Starks: A &9, 2099 u;vﬁhiﬁ-' Slarls: May 20, 2074 FIJ;--L:M-A-Nn-' Slents: February 14, 2079 - Se l-Pace

Chemistry 51

Commuanicalon i

All personas would benefit from availability of training courses S "
on a wide range of topics.

PYTHON

Courses & Programs BETTING STARTED

.
Al Courses 242 VERIFED ': _EIZH’F
137 smithsonani Micrezatt Michigans

MIEPCgrame

C 4 T Nal: n Dacaars D N
Credit-Eligible Star Trek: Inspiring Dala Science Research rogramming o

Culture and Technology ‘ethads: R Edition Everybody (Getting...
Masters Ce 4 s s
Sters Degrees
Miochozters® Programs
Pro‘eszwnal Cerlilicale
Professional Esvtation TAR Bos i co o
Starts: Februcry 18 2009 - Sl Paced SalrPoced Sallf Pocsd

Veritizd

CSorices,

Schools & Partnerss

03
165
3
Filter by SchoovPartner + | Submit |

-
Leval >
Introcuctore 1252

rogueton ‘ TUR» LE

edX offers a wide selection of online courses grouped by the starting e edete ¥  Lean Producticn Climate Change Science Dala Science: Visualization

Advanzs a2 and Negolalions

Hervardx

date, subject, level and language. Langucge

English 2073

Spanish a4 Self Paced SaIf Paced Solf Paced

=Lt a P




EXPLORE TRAINING OPTIONS

Customer goal / issue / need:

“I would like to brush up on recipes”



Recommendation

PROVIDE A WELL ORGANIZED, VISUALLY EXCITING RECIPE = 6 a ke e e =0
REPOSITORY TO ASSIST IN MEMORIZING THEM

Maba Hhare 400 = =an Sawmmwade wr asdy roer Barty sl TR ST
L et e

e e e TS S e

“

The more appealing and
memorable recipe
presentation is, the easier it
would be for Betty Barista
and Responsible Ralph to

LLLRLLA L BLO2EY ML CHAE ICrinee BP0 LENLY

Betty Responsible
Barista Ralph learn to prepare them.

aMen

ONNKS nnnnnnnn a
) ’ L b Mr . TR - -

TINATLLO HITHO./DA L0y A TPOT ELATOY MARY HENZ NARY'S

MABIMAZCS

MARINADES

r
Guln -

EEICN CANE CVINE BINTRS

CCOLANF CHDIRIT AN ANOEY LART SHEOME L e L

3}
Mo - sench LI L

WAL

MEALS e s :_.. ':..:.- .....
The impact of mouthwatering, detailed recipes cannot be 4 '
P 1 . S==~ -
underestimated for both B2B and B2C business worlds. e § %’,‘5 sl
o et WOURERR

Tabasco takes full advantage of well organized recipe categories, rich D —— e, Ammees  gmmo =

-

visuals combined with detailed instructions and nutritional information to

SNACKS S e —

e 3 P Yy y [ M-
o ~ L]
= 43 .l "! Trs—— RN RSN TR
. LAt " - A ‘ . ' !
il = 3 1 .
- - ‘ — % . RN ‘x.‘ -~ .
" o - ES Pkl TaCRL )

CEATN TANTI VAN FASY EBNEY SEFTH oD cePOra com CERAMY THCE a0 Caaer Fy
SAGINEHEAT BERER N L=l ) CHMataMm Y WANG rausr »

(3 |

get their customers coming back for more.
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TRAIN

Customer goal / issue / need:

“I would like to save some training modules to my

favorites and/or bookmark them to continue later”



Recommendation

OFFER “SAVE FOR LATER” OR BOOKMARK OPTIONS TO

CONTINUE THE TRAINING COURSE AT A DIFFERENT, MORE
CONVENIENT TIME

Betty Barista & Responsible
Ralph busy schedules may
prevent them from
completing each training
course in one sitting. Having
an option to start again
where they left off last time
would be very beneficial.

Betty Responsible
Barista Ralph

Business ~ CStrategy > Dighal Mar<ezing

The Complete Digital Marketing
Guide - 17 Courses in 1

Master Digital Marketing with Social Media Marketing,
Facebook Ads, YouTuhe, SEQ, Google Analytics, Google Ads,

Chatbols

EETETD A& h& 451,060 ralings)

Creared by Bohin & Jesper v | ast upedated 3/2079

5,562 studerls enrolled

® trelish =nglish [Avlo-generalec), Indonesien Aulo-generaled) 4 more

What you'll learn

Na Market Research to Sae Whar
Markals are Mosl Prolileble

Buld Landing Page & Starl
sending Out Fmai to Your
Targeled Audience

D-we Tra'fic e Your New
Websile

Creae Facebuok Messenger
Thathots

L3 -
=EEMC’E

Requirements
s No Knowledze Requirad

» AComauter with Intasrer Connartian

Serup Yaur Wehcite & Fost
Content ocn Your Blog

" Oplirie Your Websile &

YouTuba Videos with SFO
(Search Zngine CpUumizaion)

" Market O The Biggest B Socia

NMed a P atlenirs

* Creale Converling Facebook Ads

ﬁ Gift This Course *,,,__..4) Wichl =2

Preview this course

$12.99

‘ Buy naw ‘

30-Day IMoney-Eack Saérarez

This toursz imclades
LY 3z lwurs eoJenwe s dvideo

Jaarhitic s

- Ld

& 37 gown dacable resources
o Foll ifetene cowess
L access anmahila and v

%2 Cardf zate of Compledon

| lave a coupon?

™ Share

Training 5 or more
people?

Udemy offers various options to save the current state and continue with

the training course at a later date.



TRAIN

Customer goal / issue / need:

“I would like to be able to track my own

training progress as well as my team’s progress”



Recommendation

INCLUDE TOOLS TRACKING PROGRESS

Q0 Spanish
Spanish words learned
Word Part of speech Last practiced ¥  Strength
nina Noun 7/ months ago -
Betty Barista & Responsible hombre  Noun 7mMonths ago g
Ralph WOUld benefit fl' om mujer Noun 7 months ago o
easy to use Pprogress soy Verb 7 months ago ot
tracking tools to evaluate 5 S 7 months ago
Betty Responsible thﬂr_ own/ the.lr team un Determiner 7 months ag0
Barista Ralph leaning experience. ) S ot
nifio Noun 7 months ago -
una Determiner 7 months ago -
yo Pronoun 7 months ago -

Duolingo provides for organized learning and progress tracking with

game-like unlocking stages and skills development.



Tracking Journey

'
TRACKING




TOUCHPOINT

My Proﬁle / Account


https://www.borngroup.com/

MY PROFILE /ACCOUNT

Customer goal / issue / need:

“I would like to access/manage all features of my

account in one place”



Best Practice

PROVIDE PATHS TO ALL ACCOUNT FEATURES IN THE DASHBOARD

If some account
feature aren't
available in the
account dashboard,
they can be difficult
to find, as users rely
on the dashboard as a
“home base” for
managing their
account.

~ v . . . . 5
A amazon A - kindle paperwhite $119%¢
Frofile
E Halo, J
Depariments ~ Oromaang Hitory ~  Je Amszuncom looeys Uses Gk Garcs & Begsry  Sal v Account& Lists + Ovders Try Prime «
rdees B Purcheses Fersonal In“ormatior Login Informaticn T
J's ;
' 2recentorders TryPrime Reload $100, Get$5 2017
Amazon :
Nowrsar 2 eevmonfigrrad oo vt caders View benafis Wi derisl s
= ACCOAT. MfwImaen = Your Orders Login & security = Prime
) Saue Changes F T raek, retum, o buy trings agein Ecit bogir, neme, 2nd moble .g \'iee; benetits ord payment
‘ : ~umber =rttinge
e i e
Si )
o M1 -
" . - Addresses S Payment options Gitt cards
Edit sddrazees tor adiyrs and gits _ fdt ar 332 papmant mathad \'ae: halanoe ar redrem a card
¥ 5o
Jats
‘ My Store S ax Exam pr L Digital content and devices Emazil alerts, messages, and ads Mare vrays to pay
—
Amaaon Drivee AdvertiEdng preterences 1-Qlck zettirgs
Seitd 30 Zabs ?‘;’.‘; S C AT YA T et 05 1D Rk 2 favier theck 0. whes you 3008 oebe e Apps ané mare Communizatian preterences A oNaroes
Joy oy Ca 015 ',,ﬂ,,, ——L L L = Cortevt ond cevfees Email Amazon credit cads
Digtal gifts yofve reccivad Mezzoge conter Amazon Care

ian it rrtedan s e L malrcd sara

e If using sidebar navigation within the
account pages, ensure the sidebar is
styled to be highly noticeable, and the
sidebar links use an appropriately large
font size.

Rames and arfruan Shpmeet undaras o 3 e Amaan Pay
e s aanne caminsie e et e A s ad )

° Amazon’s dashboard provides an example of how some
account features are nested within broader categories
(i.e., “Prime”) on the dashboard. This way, users aren’t
overloaded with too much information, while at the same
time are provided access to specific account features.

- e m e e — - _

Poor UX

Good UX



Recommendation

PROVIDE PATHS TO ALL ACCOUNT FEATURES IN THE DASHBOARD

W\ Search for great gear & clothing (] wraceount B steses © o D
COOP  campHike Climb ‘ N

Cycle Paddle Run  Snow  Travel Yoga Men Women Kids Deals Mo REL

Hi, James Newman!

Link your REI membear number

Not @ member?

Purchase history Accountinformation Yourlists
\iew your purchase hisloeey Nour persora delails Savet lor lalur
Retvrn o replacs ilems Lsemame for prode: revieve viish lists

Betty ReSponsible Corporate Marketing Sales Distributor Loak up your Annual Dividend Manage your payrment imethocds Gift regisiry

Commuriztion preferecces

Barista Ralph Carla Mark Saul Derek Change pasenore

Lirk your REI member nomber

Billing & shipping addresses o Need help?
All personas would benefit from the ability of having quick
access to all their role-based account features in one place. Uncoming events

You have ne upcoming events.
Check gyl Classes & Dvernny i your ey w
legery rmiare

Howw arawe daing? Give ua foedback o this pooe

REI's “Cards”-based dashboard helps users to quickly spot the

account features they were looking for. The uniformity of the styling of
the same elements across cards allowing users to be able to get a
sufficient overview of the account options before scanning a particular

group of account features.



MY PROFILE /ACCOUNT

Customer goal / issue / need:

“I would like an easy way to track my order”



Best Practice

PROVIDE A FULL ORDER TRACKING INTERFACE WITHIN THE E-COMMERCE SITE

Order tracking and

order inﬁrmaz‘ian

NORDSTROM R
are the among most . o

LRSOreriedellons woeen mery ot HEINGS TSSO LNy 'esd [T Hone o e BTy N v Account Rensdar iteme pous ay the meoat b
SO ugb f_ aﬁer aCCO u n f Your Profile Fast pu-chases : i Recent orders Vs seder Nistory

Dardasse Rewer v Grdes jun 21, 2017

Rirna Nzt s 1

Order 14431761-732(4% See cetais

" nd:
ea Z/lj eS. Irfe 8 Centings >
e RIEL 5 i
KIEALS - Fr— ©
Ced Cach ‘ £ b Dnoaming

wlr 4 bre Ihpped

. .
L
Feater Gram:. Wommn s Aditor | Sanglawn Perives o Toe Jar 27
Tt s & A 040 e LOMYUNCIDONFTININCH ‘ 1000
{ —_— iy b 3 ’ o —art o
FNEEE e CHANEL S v v e 4 ‘ by W .
o [
T Orders X
Crder bl y
Order $44017261-422100 See catnis
NO COLOR ONE STE NOCOLOL. CME SIE PC B0 3 SAUNTI NI NINF R MO COLOR. OME SUE San aResun
UNIOT Nadn G0 P C.n“led
Exalates detals Pchas S Parshing SIma N bt ity
Tre Owders
Malkics far sactimsccsat, ‘ AL with SaainiltenasDuby) Laundey
Persorakned Ordess Drteryond, 05 Al
‘J ‘5.0
Phamacy Orden . S0 Y WAL
-

Photo Center Aczount

e Nordstrom displays “Past purchases” by
default on the account dashboard. Individual ° The “Order Tracking” graph makes it easy for users to

products in orders are represented by very understand at a glance the current progress of their
large thumbnails, which could be distracting to

users and make them miss the left-hand

order and its shipping status.

sidebar navigation due to the prominence of
the thumbnails.

Good UX

Poor UX



Recommendation

PROVIDE A FULL ORDER TRACKING INTERFACE WITHIN THE E-COMMERCE SITE

Arriving Jun 23 - Jun 28

Betty Barista & Responsible It's on the way

Ralph would benefit from a ——— O

Way to easily CheCk order Ordered Shipped Arriving Jun 23 - Jun 28
Jun 19 Jun 21 2125 CHESTNUT ST, SAN FRANCISCO

status and make
accommodations in their

Betty Responsible . .
Barista Ralph store for its arrival.

Get shipment updates with the free Amazon app Shipment details

Latest update: Wednesday, Jun 21
amazon Send adownload link to your email

Please enter your am: || Send 6:57 PM Package has left seller fzcility and is in
w transit to carrier
us
Carrier: FedEx, Tradking #:
898077015337831 M T T L TT T
= amajon_ Q40w
View order details » L
S Arriving teday by
S 8PM
n Orrerad Wadnasday, May 35
Best tracking screens include delivery date or date range,  RR—

carrier name, the delivery address, and a link to the full
order details. Especially useful, is the visual progress bar B out for detivery

sccall pdatee

that helps establish the overall order flow and how far the

order has progressed.

Shipped w th USPS

Tiar eiwy |V QRGAIFQETHCANATESITREG
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Use
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USE

Customer goal / issue / need:

“How do I access personalized features of my account?”



Best Practice

PROVIDE A SINGLE, CLEAR PATH FOR SELF-SERVICE FEATURES IN THE MAIN NAVIGATION

Users have difficulty
finding the account

feature theyre
looking for if theres
more than a single
Account” drop-
down, or if theres no
Account” drop-
down.

Pro ¥

=avorites

u can do,
) bettef. > Orders

& Account

P Signin

e Though the combined shopping bag
and account features may make for a
sleek design, it doesn’t provide users
with any hint that that’s where they’ll
find account features.

Credit Cards Order Status EStore Locator

® Hi Shopping History = Saved Items ! Cart
L

Weekly Ad Deal ofthe Day Gift Cards Gift Ideas & Registry

Saved ltems Recommendations @ Profile

Credit Cards
Shipping Agdresses
Prefesfed Stores

Store Pickup

listory
Y [ P E-Mail Address
Password
ChecK order sta _
info ahd previous ~ Account Settings rary

e Phone Numbers

Communication Preferances

e Having two separate drop-downs for account-related
paths increases the choice complexity for users, who don’t
know which drop-down will contain the path they're
looking for.



Recommendation

PROVIDE A SINGLE, CLEAR PATH FOR SELF-SERVICE FEATURES IN THE MAIN NAVIGATION

Have only a single, dedicated path or drop-down in the main

] ) ] ) o/ O OFFICE SUPPLIES & FURNITURE . -
site navigation for accessing all account features cet an aoomonar 2% OQFF S reciin bect S

FREE 3-DAY SHIPPING on qualiying$TSorder  FREEPICKUP INTHOUR WEEKLY AD  20- Empicy2e Businesses Chator Call +  Eusiness Selaect  Hi, John Logout

Office pEroOT Y
Search g Q N = 9 2O
eMax IDEAS - ACCOUNT.- STORES.  CART
Office Supplies Paper Ink &Toner Dreakroom Cleaning Technclogy Furnitur{ Welcome , John Services § Deals

Logout
SAVCUP TOD 5220

$299%

DESK & HUTCH My Account

My Rewards

Order Tracking & History

Betty = Responsible Corporate Marketing ~ Sales Distributor
Barista Ralph Carla Mark Saul Derek

Subscriptions Manager
Payment Options

Submit Ret
All personas would benefit from role-dependent features Submit Return

. . . (e Reorder
tailored to their specific needs and goals assembled under the O TR o L o e Pk & St .
“My Profile / Account” umbrella. |

° The “Account” drop-down is easy to spot in the expected upper right
hand side corner of the screen, and contains all primary personalized
options a user may need.



USE

Customer goal / issue / need:

“I want to see my purchase history”



Best Practice

ADD A QUICK RE-ORDER OPTION FROM PAST ORDERS

When viewing past
orders, users need
access to ceviain basic ==
information and "'?":?' | 8 =

actions so l‘/yey’re able H““ R B v oy ot U150 - ? m ﬂ
to get an overview of
their order history.

46,90 rerT 332.40 rerT $144.99

-

e Very limited product information in

Q Including product thumbnails along with product-by-
the order history may prompt users

product re-order buttons, speeds up finding items a user

to click around to get to the was looking for and increases a probability of on the

information they are looking for or
, , spot re-purchase.
leave in frustration.

- - _ _ m w0

Poor UX Good UX



Recommendation

ADD A QUICK RE-ORDER OPTION FROM PAST ORDERS

Betty Barista & Responsible
Ralph would appreciate the
ease of re-ordering directly
from their previous orders.

Betty Responsible
Barista Ralph

My Account

Track orders, monitor Club Keurig points or update your profile.

$ = 1N = = & . ®

Awto Ceivery  Profile © Address Beok Paymant Mecthods My Appliances  Rewares Cataloc Club Keurig

Avle-Delive v

Quick Reorder

To quickly add o past order to yaur shapping cart, click tha rearcar nuttor helow
To revlew a past order, click "Viow"

DATE PLACED SHIPTO ORDER ORDER SHIPDATE ORDER CcLUB ITEM(S)
NUMBER STATUS TOTAL POINTS
.I
July 77, 20175 Jordan B24247/05 Shipped July 74 $19.58 0 : VIEW REORDER
8:25 AM 20°E

° Keurig’s Order History offers not only a review of past orders,

but also a quick reorder.



USE

Customer goal / issue / need:

“I want to check if my delivery address is current”



Best Practice

PROVIDE CLEAR LABELS AND MUTUALLY EXCLUSIVE SELECTOR IN “MY ADDRESSES” TO USERS TO SWITCH BETWEEN ADDRESSES

¢ N (0) Youre shoping . ~
Users rel.y On fbe My & N7 st W What cen we help you find today? E Hells, ) 2 Cort | 0imms 7 mos ADDRESS BOOK
D [' Add ) AllDepartnems DAY Projects & Ideas Heme Senices Specials & Offers Local Ad e s ol w
e Z‘Zjery re‘s“ge‘s‘ Thousands of Items Avaibble for Buy Online and Pick Up in Stare, ~ BACK Acd naw adoress
0VeTV1EW Page 10 Address Rook " -
help both distinguish o My Addresses g
and designate the s |
¢ )
default’ addresses. S B e
<+ Add 1
e Home Depot didn’t clearly indicate which @ Sometimes the “assigning” checkboxes could be
address was selected as default and offered no greyed out and unresponsive, until a user applies the
apparent way to change the default. This type of default status to another address, which is, once again,
treatment is unclear and open to interpretation. not immediately obvious and may cause confusion.

Good UX

Poor UX



Recommendation

PROVIDE CLEAR LABELS AND MUTUALLY EXCLUSIVE SELECTOR IN “MY ADDRESSES” TO USERS TO SWITCH BETWEEN ADDRESSES

The 'My Delivery Addresses' overview page needs to explicitly
label the current default address, and have a clear mutually
exclusive selector for choosing a new default among the
addresses.

% Account Home Support Savedltems  Recommendations

Shlpplng Address + Add Another Acdress

3ave your shipping adrresses to make checkrut faster

Michael Graham Your Primary Shipping Address
1341 Avocace Lane

Berkeley. CA 90225 Edil | Remuve
Phone: 415-575-2545

Betty Barista & Responsible
. .« . J Smith i
Ralph need an easy intuitive 1912 Asoenlare A
. Denver, CO 80203 Edit | Rcmove
way to assign and update e aam a8
default shipping address.

Betty Responsible
Barista Ralph

Add Anothar Addrass

The “Shipping Address” page at Best Buy streamlines the default

address selection task with a clearly-labeled blue ribbon designating
the primary shipping address and a straightforward radio button logic
with large buttons for changing the default address.



'Thank you.
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