Enhancing Checkout

Experience

A Case Study for Local Online
Clothing Store

Exploring user research and usability testing to
improve checkout flows and increase
conversions.
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Objectives and Approach

Enhancing the Checkout Experience Through User-Centric Design Strategies

Main Objective

To enhance the checkout experience by reducing
friction points

User Interviews

Remote interviews revealed frustrations over too many
checkout steps and unclear details.

Heuristic Analysis

Highlighted excessive form fields and errors, particularly in
address inputs.
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Usability Testing

Participants provided feedback through tasks, revealing a
60% faster completion time.

A/B Testing Results

A/B tests showed a 38% conversion rate increase and a
15% reduction in cart abandonment.
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User Research Insights

User Research: Identifying Pain Points

Insights from User Interviews and Journey Mapping for Checkout Optimization

Remote User Interviews

Explored frustrations around lengthy checkout steps and
unclear payment details.

Heuristic Analysis

Identified excessive form fields and common errors in
address inputs affecting user experience.
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User Journey Mapping

Mapped key personas to uncover friction points like casual
shoppers and first-time visitors.

Testing & Validation

Conducted usability tests to validate findings,
demonstrating a 60% reduction in task completion time.



Usability Testing & Think Aloud Protocol

Insights from Usability Tests Revealing Checkout Flow
Improvements

Participants completed tasks

60(y 60% faster with the

(0 redesigned flow,

Faster Completion Times demonstrating that a
streamlined

80(y The new checkout flow led

0 to an impressive 80%

Reduction in Form Errors reduction in form errors,
indicating that users faced

Ten usability tests were
performed, allowing real-
1 O time feedback through the
Think Aloud method, which
Usability Tests Conducted helped uncover confusion

points during the checkout

process.



Research Stage 1

User Interviews & Journey Mapping

10 User Interviews: Remote user interviews revealed frustrations over
too many checkout steps and unclear shipping/payment details.

Understanding

Heuristic Analysis: The analysis highlighted excessive form fields and
Checkout Pain Points errors, especially in address inputs.

This research phase, aimed to deeply understand the issues users faced during the checkout process. We conducted 10 remote user interviews to get a detailed look at
user frustrations, especially over the number of steps involved and unclear shipping and payment options. Our heuristic analysis supported these findings by highlighting

problems with address input and excessive form fields. Using these insights, we mapped out the customer journey for key personas, helping us identify key pain points
and opportunities for streamlining the checkout flow



Research Stage 2

Usability Testing & Think Aloud Protocol with Real-Time Testing

* 10 Usability Tests: Participants completed tasks using the existing and
redesigned checkout flows, providing real-time feedback.

! e Think Aloud Method: Participants verbalized their thoughts, helping identify
N b confusion points during the checkout process.

* Key Findings: 80% reduction in form errors, 60% faster completion times with

Q ' 3»[! the new flow.

* In this phase, we used usability tests with a Think Aloud protocol to validate the design hypotheses. We observed 10 participants as they interacted with
both the original and redesigned checkout flows. The "Think Aloud method allowed us to capture real time feedback and identify areas of confusion Results
were promising-30% fewer errors and a 60% faster task completion rate with the redesigned flow. This validated the improvements we made and
highlighted how a simplified process can greatly reduce friction



Research Stage 3

A/B Testing Results

Comparing Original and Redesigned Checkout Flow

01 02 03

30 Users

split between the original and flow saw a 38% conversion rate
redesigned checkout flows to gather compared to 28% in the original flow.
statistically significant data.

Conversion Rate Increase Redesigned

15% Cart Abandonment Reduction A

major success was the 15% reduction

in cart abandonment, attributed to a
streamlined user experience

The final phase involved running an A/B test with 30 users, split between the original and re designed checkout flows. This gave us statistically significant insights into which
design performed better. The redesigned flow demonstrated a clear improvement, with a 38% conversion rate compared to 28% for the original flow. Additionally, the

redesigned process reduced cart abandonment by 15%. This confirmed our hypothesis that simplifying the checkout experience would lead to higher conversions and fewer
drop-offs



User Experience Design

Design & Test 1 - Wireframes and Prototypes

Iterative Design Based on User Feedback

Low-Fidelity Wireframes:
Created multiple versions of

wireframes focusing on simplifying
the checkout process.

At this stage, we focused on rapidly generating design concepts through low fidelity wireframes. Three versions of wireframes were created, each
with varying levels of simplification in the checkout process We conducted user feedback sessions with a small group to understand which elements
of the design resonated best. Generative Improvements were made, leading to a final wireframe design that balanced simplicity with clarity.

)

1 [|5l/ &),

|

%
—

@) [16e) |13
HOYUD,




Desigh & Test 2

High-Fidelity Prototypes
Final Design with Company Branding and Ul Guidelines

High-Fidelity Prototypes
Created detailed prototypes
using Figma and Adobe XD,

integrating feedback from

wireframes.
Welcome! Welcome!
Visual Design Clear and Intuitive Flow
The design was aligned The final checkout
with the company's design was simplified
branding and Ul and easy to navigate.
guidelines for Improving user
consistency. satisfaction.

In this phase, we transitioned from wireframes to high fidelity prototypes using tools the Figma and Adobe XD. The final designs incorporated the feedback gathered
from previous testing, ensuring a clear, streamlined checkout process. The visual design adhered closely to the company's branding and Ul guidelines, resulting in a
professional and cohesive user interface. Users reported a clear and intuitive flow, significantly improving their overall experience.



Flow Comparison

Before & After Flow Comparison

Evaluating the Impact of the Redesigned Checkout Flow

Original Flow

The original checkout process had
Multiple steps with unclear
instructions.

High cart abandonment rate of 35%.

Conversion rate at 28%. Complex
payment and shipping options.

Excessive form fields leading to
errors.

Redesigned Flow

Streamlined steps for improved
clarity.

Reduced cart abandonment by 15%.
Increased conversion rate to 38%.
Clear payment and shipping options.

80% reduction in form errors.

The before and after comparison highlights the stark differences in user experience between the original and redesigned checkout flows. The original process
involved multiple confusing steps, resulting in a high cart abandonment rate of 35%. The redesigned flow was streamlined, reducing the number of steps and

improving clarity around payment and shipping options. This led to a 15% reduction in cart abandonment and a significant increase in conversion rates from 28% to
38%. The results showcase the positive impact of a user-centric redesign.



Cart Abandonment Trends

Current Trends in Reducing Cart Abandonment

Insights on Enhancing User Experience and Boosting Conversions

Guest Checkout Options

r Facilitates purchases without account creation, particularly
beneficial for small businesses.

Global eCommerce Growth

O 1 Projected to hit $6.3 trillion in 2024, emphasizing the
importance of optimized checkout.

Third-Party Payment Solutions

U 4 Incorporating services like PayPal and buy-now-pay-later
can reduce friction and enhance user trust.

Mobile-First Design

O 2 Essential for user engagement; checkout processes must
be seamless on mobile devices.



Next Steps

Post-Launch and Future Optimizations

Post-Launch Analysis Guest Checkout Optimization Continuous Testing & Improvements
Gather user feedback and monitor key metrics such as Refine the guest checkout process based on the user Conduct additional A|B tests and usability studies to
conversion rates and abandonment post- launch. feedback to further reduce friction. optimise remaining pain points.

After the successful launch of the redesigned checkout flow, the focus will shift to post-launch analysis. Monitoring key performance indicators like conversion rates
and abandonment metrics will help us understand the impact of the changes in a live environment. Next, we'll refine the guest checkout option based on the

feedback gathered, ensuring even more streamlined user experiences. Finally, the team will continue running A/B tests and usability studies to fine-tune the process
and resolve any remaining friction points.



