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Instashop

Fictitious grocery franchise in the U.S.

Market shares have been decreasing
by 8% each year

Decline is probably due to the increase
in online grocery options

If they enter the online market, they
believe they can expand their
customer base and market shares
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Author: Razel Agustino
Stakeholder: Investor

Research plan i S
There is a large market for online grocery shopping and the client would like to enter this market. To create a

successful solution, we need to understand both the customers and the competition. The purpose of this
research is 1) to gain insight on customers” attitudes, behaviors, needs, and experiences relating to online
grocery shopping, and 2) to identify competitors’ strengths and areas we can improve upon. The information
gathered will inform the design of the product.

e Ask and answer key
. , Research Questions
queStIOnS about UserS 1) What are the customers’ shopping habits?

2) What are the user (customer) flows?
b h 1 r n d 3) What makes existing online grocers successful?
e aVI O a 4) What factors determine whather a customer chooses to shop in persen versus online?

decision-making process Methodology

1) Competitive analysis - Evaluate sirengths and weaknesses of competitors

2) Survey - Collect both quantitative and qualitative information by asking a series of closed- and

. S u rvey, i nte rv i eWS' a n d 3 Intonrlaw:i—.:::‘::tl::s:::::::\s:::::rocess feelings, and metivations behind behaviors
competitive analysis

Participants

For survey: People who shap for groceries either online or in person
For interviews: People who represent one of the main personas that arise from the survey

Schedule

Day 1: Conduct competitive analysis. Organize key ir

ion. Write survey i and launch survey.

Day 2: Use survay results to narrow in on user base and as a screaner for interviews. Schedule interviews.
Write interview guestions.

Day 3: Conduct interviews. Summarize results, present findings, and make design recommendations.



5 STAGES OF DESIGN

Empathize Define |deate Prototype Test



EMPATHIZE

Survey

Initial discovery

Understanding
demographics and behavior
(high-level)

18-44 years old, living and
working in large cities, do
in-person grocery shopping
but are open to alternatives

Research Survey
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3, Wha typically daes the grozery shopaing in yaur hausehald?
& 1da
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EMPATHIZE

Interviews

Interviewed target users

More in-depth
understanding of behaviors,
motivations, thought
processes, and emotions

Convenience and saving
time are major drivers; cost
and delivery errors are pains

"Jennifer," age 26, dentistry student in San Francisco

How did you get started shopping for groceries online?
"It was super convenient and | don't have time to go physically shopping for the stuff.
| heard about it from friends who also grocery shop online."

What did they refer you to?
"Instacart and Google Shopping."

What keeps you using it?

"| was using Google Shopping when they were in the beta phase so they had free
shipping, which was nice, but they don't have that anymore so | use Instacart now,
which is still expensive but | just use it because it's convenient."

Is Instacart your preferred one?
"Yeah."

What do you like about it?

"| like that | can see what the shoppers are doing. So while they're shopping they can
say 'oh, we had to substitute this for this' and they'll do it in live time. If they do that, |
can tell them right away 'oh no, | don't like that substitution’ or 'ok yeah, that's fine.”

What don't you like?

"l don't like how some shoppers substitute weird things for the items that | want, or
sometimes the orders get mixed up, or they forget something, or the prices are
different than what | was quoted on the internet."

What device do you use for online grocery shopping?
"Phone."

How would you describe your shopping style online?
"| am very specific. So when I'm grocery shopping, | already know what | want
beforehand so | just go to those items."

How satisfied are you with Instacart?
"l would say moderately satisfied because of how many times they've messed up in
the past. So moderately satisfied."



EMPATHIZE

Personas

e Based on interview
responses

e Representative of key users

e Josephine: on-the-go
professional, busy lifestyle,
looking for hassle-free ways
to save time and money

Clignt: Investor
Project: Instashop

PERSONA BIO

ine graduated a year earty and
went s¥raght ta mecical school antsy 1o starl &

SAUCID SPANMENt O Iha OUlSIiNg of he City, SNe's
exhauster. Betwaen classes, werking on

arders ake-out 0o often, not ko menticn il isnt
always the heaimiest apson, e she g 10 §o
shepping on the weekends.

Sne biings & list and shops efficently. pausing
ta check that e produce she picks is fresh but
never lingering long. Grocery shopping is a chors,
and while she warnis 1z de it well, she also wanis io
get It aver wilh =0 she car get on with har lile. As
ANNoYeC a3 she gets Wlh UNRingG ermancs, she
hasn't lourd & good allermative ta dairg things
herself if she wants e done 185! and dana right.

Josephine Vera

“| just want to do the AGE

26
thim i OCCUPATION Meadical Stude
without any hassle.” i o
STATUS  Single
LOCATION  San Francisco, CA
GOALS /NEEDS PERSONALITY
* Have more Iree time Extrovert Introvert
- Mo oeraccos E—
+ Seve mangy
Sensing Intuition
FRUSTRATIONS / FEARS ==
g Thinking Fesling
*» ing _
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* Onvarpricad fees Judging Perceiving
|
MOTIVATIONS
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Achievement

Incentive a
| Fear |
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Creator  Razel Agustino
Modified 19 February 2017

GENDER  Famale

ARCHETYPE  The Perfactionist

TECH KNOWLEDGE

Internat

Software

Mobile Apps

Social Networks

o |

DESIGNLAB 09-08-15
Page 1 of 1

Inspired by Fake Crow's Provisional Persana
hitpderydesignlab.can hitpclitakecrom: comitren-persona-lemplate!



EMPATHIZE

Empathy ma

Understand Josephine’s
needs on a deep level

What she would do, think,
feel, see, and hear

Her pains and gains

Ciient: Invastor
Projact: Instashop

DOING | e

THINKING & FEELING

Creator  Razel Agustine
Modified 19 February 2017
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SEEING

What s yeur user's environment Bke?

DESIGNLAB

tp itryeta geat com

HEARING

What influences your user?

PAINS

a1 obstacies or chalenges does yOur Lser nave?

09-08-15
Page 10f 1

GAINS

WAl 508 your USer hape 1o seeve?
How Might your user measure sucoess?

Inspired by Innovatizn Games Empathy Map

Do O IGAMES, €SSty Mape



EMPATHIZE @

Storyboard

[llustrate a typical scenario
in Josephine’s daily life

Identify opportunities where
Instashop can meet her
needs




DEFINE

Client: Investor
Project: Instashop

HIGH

Competitive

@8® search
@ ®® Re-order option
@ ®® snopping can

[ ]
@ 8@ sionupsianin
@ @O srowse by category
09 sotffiter

VALUE

e Examine and compare g
features in existing soe o

O O® reteratriend

competitor services 006 v

® Checkout as guest
e Organized based on value
and ease of implementation il i

Low

for later prioritization

DESIGNLAB

T —

Creator  Razel Agustino

Modified 20 February 2017

EXPENSIVE, HIGH VALUE

Magic s costly i you arly have faatures hora, MUP it

@ ®® Scheduied delivery ] Same-day dellvery
@ ®® rayment options @  Hourly delivery

@ Large product selection @  Local grocery stores
@®® organic options @ Personal shoppers
@®® voalsipromotions

@ © Own brand of groceries
@  © wonthly delivery passes

@B Recommended ems
@8® contact
@® Recipes
® Product reviews
@ Community blog

EXPENSIVE, LOW VALUE

#vsid this sector

DIFFICULTY / COST OF IMPLEMENTING ® amaz‘n
® 4" instacart

09-08-15
Page 10t 1 @ freshdirect

HIGH



DEFINE

Instashop: Business Goals

Business goals lesringg el

professional growth and leisure

-Maintain customer satisfaction SHARED e .
. . -Enter onlin_a market and GOALS ;'r;yav;;‘us;,f;a Zymmnvm e
e Easily see both business recte ey e Minimize stress and improve
-Expand customer base -Customer satisfaction quality of life
and customer goals and e it e Geographic availabiity “Flxtiity wih  product tat
pa I n pOintS -Learn and launch in other cities :::“:at::;v e srendinel sehede
-Quality online experience
PY | d e n-tlfy areas | n Wh | C h BUSINESS PAIN POINTS :um“ﬁ"tﬂm that saves CUSTOMER PAIN POINTS
-Decreasing market shares -No time to go grocery shopping
Instashop can meet the S eost of en Tied atter work
n eed S Of b O‘t h -Increasing competition -No one-stop shop for items
-Changes in technology -Inconvenient store hours

-Pressure of time

-Entering a new market



IDEATE

Home

X Y v ¥

°
S Ite I I I a p Help/FAQ Products Account ) Cart

FAQ Dairy & Soy

Address info

b ~ 7
e Visualize hierarchy of pages Baking S (Cheskout ]
on Instashop website Brealdast (Gonfrmaton )

Dessert

e Show relationships and bt
connections between pages Fruits

Vegetables

Payment info
Order history
Order tracking
Snacks
- Settings
Drinks

More
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Product pages —




IDEATE

User flows

Visualize the route a user
may take to navigate
through the site and
complete a task

Browsing, adding items to
cart, and buying them
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IDEATE

Login | SignUp
INSTASHOP
l [a]
$0.00 Logln | SignUp
INSTASHOP
Dairy v Dessert » Produce » Dry Goods Snacks = Other = ‘ [ ‘ ‘
Q

$0.00

[ )
Wireframes e

Home > Dairy > Cream cheese

Philadelphia Original Cream
Cheese 8 oz.
Hem descrption goes here. Text Bbout he product

case you are not realy sure what cream chesse is. This
part s here to help.

e Rough draft of each
webpage o B e e

| Addtocat | | Addtocart | | Addtocart | Addto cart

$2.99

Add to cart

e Layout, structure, basic _— ’
functionality before any
stylistic choices are made A IR . : . .

Item Name Iltem Name Item Name Iltem Name
SHXX $XXK SHXX SXXX
Addtocart | | Addtocart | | Addtocart | Addto cart — — — Folow Us

— — — Follow Us



PROTOTYPE

Prototype

e Link wireframes to simulate
a working website for
testing with users

e Low fidelity mockup using
Marvel (paper prototyping)

e Mid fidelity with InVision

Logln | Sign Up

INSTASHOP

Featured

Item Name
XXX

Add to cart

Popular




Usability test plan

e Define and organize testing
process

e Objective: Assess the
design’s product discovery
and checkout process for a
first-time user

Instashop Usability Test Plan

1. Test Objectives

The abjective of the usability test is to assess the design's product discovery and chackout process for & first-t
user who creates an account just before checkout

2. Test Subject

The subject is a wireframa pratotyse of the online grocary shapping website Instashap. Screens includs hame,
individual product. cart. signup, checkaut. and confirmation.

3. Test Methodology
The participants recruited will be representative of one of two personas (Josephine or Travis).
They will be i
using the website protatype. Following the task promet, no further instruction will be given

formed of the general nature of Instashop (orline grocery shopeing) and asked to carry out a task

Participants will be asked to think aloud
Tha faci

tator may occasionally interject to ask about train of thought, expactations, atc, but will otherwise be
hands-off. The participants will attempt to complete the task on their own

The faciitator or {ideally) an assistant wil taka notas dunng the seszon.

The session will be recorded {either screenshare and audio or video)

Following the usakiity test, participants wil be asked questions to furthar explora their thought processes,

emations, and understanding.

4, Participants
Thera will be 4-5 participants and a facilitator. Ideally, there will also be an assistant for taking rotes, and the
participants will be as similar as possible to ore of the personas (Josephine or Travis)

For Josephine's persona, the participant is & busy student or professional with little leisure time and almast no
time for errands. This person typically views grocery shopping as an unenjoyable chore but a necessity. This
persan may not have a lot of disposabie income, but his/her time constraints can overpower the desire to save

money (chaosing to fuffil 2 need ovar a want}

For Travis' persona, the particpant is a professional with disposable income who views grocery shopping as a
task that takes time away from mare impartant or mare enjoyable tasks. This persan is tech-savvy and would do

maost things onvine if s/ha coud

5. Recruiting Plan

Participants will be recruited both in persor and orline. They will be verbally screened prior to participation to
determine whether they fit the personas.



Usability testing

Observe and take notes on
user behavior and “think
aloud” comments

Special attention to areas
where users are confused or
behave in unexpected ways

Users often tried to skip
ahead before finishing steps



Affinity map

Compilation of notes from
usability testing

Categorized into successes,
errors, and potential
improvements

Users found overall flow
straightforward, but
checkout could be clearer




INSTASHOP

Next steps

Incorporate changes based on
feedback from usability testing,
particularly in checkout process

Work on branding, style, colors, and
other visual details

Further testing with higher-fidelity
prototype



INSTASHOP

Thank you



