


Problem

Consumers need an easy way to make customized delivery orders to save time with the
confidence in reliable service.

Solution

ASAP is delivery app plataform that allows consumers to easily and quickly make courier
service or hand delivered, food delivery or groceries delivery orders while confidence in
delivery time and great customer service.

My Role

User Research, make interviews with Stakeholder, Development Team and Users.

Competitive Analysis Create Personas Empathy Map  User Journey Map

User Flow Information Arquitecture  Wireframes Design  Usabillity Testing



esign Process

Discover

Stakeholders interview
User research
Competitor Analysis

Visual concept analysis

Describe

User interviews
Personas
Empathy mapping

User journey

ldeate

Task Flow

Design

Wireframing



Design Strategy

Executive intent

The current app was developed in India, Stakeholders are establishing a new team in Panama
and want to renew the user experience re-designing ASAP App.

Target audience Technology constrains Cross-platforms
Individuals between nternet connectivity. 10s

age group 18 to 65+ Phone number Android

years. Requires 10s 10 or later. Website

Geographic location Requires Android 6.0 or later.

Panama



Design Strategy

General Task

e Sign-in
e Create profile

e Ma
e Ma

e one-way delivery order

e multi-way delivery order

e Food Delivery

e (Grocery Delivery

e Search and browse through
categories and products.

e Make the payment.

e Recieve order confirmation.

Critical Success Factor

e (Generate a order
Delivered to your door

e Shop and deliver everyday
essentials to customers
doors.

e | ocation accuracy.



Competitive analysis

Features/Apps

Mobile

Web

No logging access
Facebook login access
Google login access
Email login access
Phone login access
Courier orders
Restaurants orders
Grocery orders
Filter option
Squedule orders
Categorization
Product rating
Distance from user
Delivery Fee
Waiting time

Sent a gift

Leave a tip

Pedidos Ya

Merkapp

Doordash*

Uber Eats*

*not avaible in Panama



Research

Qualitative Research

| frame some questions and interviewd internal and
external user of the current app to help me in analysing
what the user thinks and the problems faced by them
while using the app.

Insights Internal user

After interviews with internal users of ASAP we can present some opportunities for
the future development of future versions and improvements to the current one:

e Boost the app's search engine (Al Suggestions)

e Facilitate the user the validation process

e Develop a help that guides the user in their first sale.

e Offer the possibility of displaying a banner according to location or zoning.

e Analytics on advertising ads. Visiting time in the App, clicks banners, number of
exposures (banners displayed).

e Swipe to pay is unclear to some users.

e Users get confused with the request for "details" after they have dialed or typed
their address.

e Some users generate orders in the Testfairy suggestion box.

Time of interview 30 min

e \What do you do for a living?

e \What does it involve?

e \When you are not working, what do you do?
e \Whatis yor age?

At what point did you start using ASAP?

W ithin your experiences could you mention a case of an
experience in which ASAP solved a problem? (Develop
according to answers)

What are the biggest difficulties when using the app?
(Develop according to answers)

Hint?

Do you have any suggestions or wishes that you think we
should include in the new ASAP?

#username, your comments are very important for the success
of our future APP, later we will be developing prototypes and
we would like to have your future participation. Thanks for
your time.



Research

Insights External user

After interviews users of ASAP we can present some opportunities for the future
development of future versions and improvements to the current one:

e More groceries store options.

e Cost and delivery time most be seen before ordering.

e Verify the number of items requested in the order vs items purchased by the
delivery person.

e Be able to create a list of Priority items, if they are not in stock, call me to replace

Interviews via Zoom

them with others or cancel the order. Entrevistador: JJ .
- - Michael Sanchez 42 af0S | orparom |
e Improve customer service support via chat. el Sa entrevista: 30 min

| HECh 0s. Experiencia lacnologica

Analista Ing. en Sistema, casado, con 2 hijas. Trabaja en un banco. Su esposa utiliza

ASAP para hacer super mercado. Le gusta jugar al fut y leer. Tampo Lzands AGAH
Link entrevista O O o
0-6 meses & meses-1afe 1 aho omés

Comentarios Positivo Comentarios Negativo Neutro

En su compra mas reciente, el pedido demord mas de lo
que se pensaba. Los productos frios, mantequilla y
marnscos perdieron la cadena de frio. Al preguntarle al
chico de la entrega nos comentd que habia tenido que
También el app ofrece mas opciones de hacer unas vueltas antes de entregar el pedido. También ;
compra (restaurantes y tiendas). pasa en otras APPs, pero pienso que este tipo de pedidos proceso diferente en las otras Apps.
|_=e debe entregar de manera inmediata.

Me gusta ASAF porgue no tiene restricciones
de distancia y puedo pedir algo en cualquier
local.

En el primer dia de uso, no sabia que para
hacer una compra con la tarjeta, primero
habia una autorizacion. Me comunique can
Soporte y fue alli donde me explicaron. Es un

Hicimos un pedido de compra en el REY, y
|deas o Soluciones: de la lista que pedimos, no se llegaron a
comprar todos los productos (de alguna
manera a la compra les faltaron productos
del listado, pero el monto facturade
correspondia con lo comprado). que
solicitaron. Por mencionar un ejemplo, los
Poder crear una lista de items Prioritarios, =i los mismeos no estin en stock, me llamen para reemplazar por diez ultimos productos de la lista no

otros o cancelar el pedido. llegaron a comprarse.

Mas opciones de Supermercados
Costo y tiempo de entrega (Pricesmart) se vea antes de hacer el pedido y no sea una sorpresa.
Verificar nimerc de item solicitados en pedido vs items comprados por el motorizado.




Research

Quantitative Research

| use some of the quantitative data analysis from our users database. An online survey was
conducted to get insights from a larger group of audience and to undertstand their needs
better. We were able to recieve 3/ responses through the survey. Some of the questions
have been listed below.

Age group What is your biggest concern using a delivery app?

W below 20 B Return issue
A W 20-25 Z B | ate arrival of the product
el e B \Vrong product delivery

H /5-40
m 40+ B Quality of the product

W hich delivery app do you use the most Gender

B Independent Messenger
B Pedidos Ya

B ASAP

B Merkapp

B Female
B Male




User Persona

On the basis of the research methods, | was able to define 2 User personas for detailed
understanding of their behaviour, like and frustation.

Personalidad Personalidad

Motivaciones

Femenino
Mercadeo

Casada /! 2 Hijas

Trabajadora

Motivaciones Extrovertida [l Introvartido Extrovertids [l Introvertido
Incantivas Detaccion l Intuician T Detaccion l Intuician
Miados Pensamisnio [ | Sentimiento Misdos Panzamisnio [ | Sentimianto
Logros Juicio [ | Percepcion Lagros Juicio Percepcion
oo Tecnologia Poder Tecnologia

o:Cla .| g (E——————_n8Ramee—
ITnternst . .‘ '.' O "':;" ITintarnet .‘ '.' . ":_:_:"

Objetivos stas @ @O O O — Software @000

. " .
*  Pagar cuentas. mebisAees @) @@ O O J Mobile Apps ('Y JOX®)
. Hacer Supermercado. Rades Sociales .
) . . . ¢ Pagar cuentas Redes Sociales
. Comprar para sus hijos. (Articulos escolares o juegos). . . . . C‘] g ) . . . '. (_}
e  Pedir comida familia y amigos. ™ Buscar documentos de clientes,

Frustraciones
. Mo encontrar lo que busca.

. Su privacidad.
. Que el pedido no llegue a tiempo. (Seguimiento rider)

Biografia

Raguel se levanta temprano para preparar &l desayuno vy las nifias parair a la
escuela, y luego va al trabajo. Durante el dia tiene que organizar las tareas
del trabajo y las de la casa. Si no lleva su almuerzo preparado en casa, pide
algo de comer a restaurantes. Muchas veces las hijas a dltima hora le piden
maleriales para |la escuela.

Trabajador

¢ Pedir comida para su equipo de trabajo, familia y amigos.

Frustraciones

e Seleccionar su metodo de pago.
e Que el pedido no corresponda con la orden.

Biografia

Juan Carlos tiene 3 afos en su nuevo proyecto, le gusta

levantarse temprano, va al gym de su casa, desayuna y va al
trabajo. En la mafana coordina las actividad del dia. Durante
los fines de semana pasa tiempo con sus amigos y familiares.

MARCAS

’

X

A
GARMIN



-mpathy Map
This process was donde to gather a deeper insight into the customers. This helped us in
undestranding and empathize with the users needs.

Says Thinks Says Thinks

e |t will be great if | can shop anything. - amene e sl miy @ e | would prefer to have a dinner at home with my
e |t would be great if i can now the delivery fees ' friends

s rropea | ot e | usually dont make groceries shop at home. S PP . _
etore 1shop. e | prefer to spend time with my friends and family * Friends and family are the most important

e \What happens if a product is missing? e \Want to explore options (Restaurants)

| wish i had more time.

| cannot find the exact product on delivery apps.
| am in charge of the groceries and the kids.
Family time is very important.

Does Feels Does Feels
Check diffrence in price of any product accoss e Hopeful to find ways to save time. e Share time with friends e Hungry.
plataforms. e Exited to try something new. e Read reviews before buying e Excited to try new things.
Read reviews. e |Insecure about her privacy. e Use app to make his life easier. e He whishes the order is complete with no
Use social media. e Stress about dont findind what she is looking for, e Use social media mistakes.

Use online apps for variety of options.



User Journey Map

ENTICE ENTER ENGAGE EXIT

Call from the nanny that

need something for
dinner Browse

sections of
the app

Spend time
comparing prices
of prodcuts

Check reviews

Recieve order

Set the order Iniatiate confirmation
payment

Rates and
review

Look for the
closer options

Check your email with a

Report any
ASAP Promotion

issues faced if
any

Phone
Validation

Touchpoints

Validation EXIT

Research Log In Select and order

ﬂ Set a delivery order for one or multi locations. . : -
c W hat ever you want Easy and quick sign-up Phone number login and Reward credits on giving
- : text message validation feedback.

.9 under a single roof. via Facebook. Google. Search for products, restaurants , shoppinig stores. J

E groceries stores and ser a delivery order.

(7))

9

o Send promotional messages / Tie-up with restaurant for special - ;
Recieve good reviews.

g emails to the databese gathered. promotions. Provide Chat and phone

e’ support. Negative reviews help in

B Build strong Tie-up with local influencers. improving the app.

Q.

Q.



User Flow

This is a representation of user’s journey while the are using the app. | use Whimsical to
Illustrate the diagram.

ida: punto inicial a punto final.
Ejemplo: "buscar llaves en mi casa y llevarlas a mi madre”

= SN

[—A Ingresa Monto dinero

Ll

Desea ingresar otro
— " PUNTO?

wi——  Direccién de entrega —— Confirmacian Mapa —+ Instrucciones de entrega

INICIO Tipo de servicio Direccidn de inicio ——  Confirmacién Mapa ~ ——— Instrucciones de orden —— FOTO Tiempo de Entrega — Tipo de Vehiculo Optimizar Ruta —_— Envia dinero 7 NO- Desea NO Tipo Cuenta — Métedo de Pago — Confirmacién — Pago

5l
Ingresa maonto x asegurar
(= menta dinero al enviar

dinero)

J

Calcule estimado de
segura



Information Architecture

The result derivades from the older app were futher refined to fit new goals of the
application.

Rest t set Delivery My locati Personal details
Search estaurants Order y location
Offers Groceries Set location from Address
the map
Restaurants Shopping Save Payments
Groceries Payments Orders
Shopping
Notifications
Payments

Lo que quieras




eframes

sketched low fidelity wireframes on paper followed by designing high fidelity wiref

rames

using Whimsical. These wireframes were then converted into actual app designs by the Ul

Team.
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CLIC INGRESAR DIRECCION

Lo que quieras ( Lo que quieras
(7 Direccion punto A:

7 Direccién punto A:

@ L/

Instrucciones: Instrucciones:
Asigna instrucciones pars tu orden. hsigna instrucciones pars tu orden.

Foto de referencia:
Cargsuna imagen de relerencia. Dptional

m Cargar imagen

( Lo que quieras
Detalles de Orden
Tipa de Cuenta
® Personal Comarcial
Privacidad

Deultar mindmero de teléfono

Uber campartida

Tiempo de entrega
@ Lo més pronto posible

Hoy

En dos horas
Manana
Programar enltrega

hora

Dia

Tipa de Vehiculo Recarrido: 10km

Cosle psmas.

L BIY.00

na disponible

na dispanible

Optimizar ruta o O

@ ;Envias efectiva? a

ngresa menl sl diners Sulistand Bps du

Moneda -

® Asegurar mi orden

B/.999.00

22-Confirmacion

( Lo gque guleras
Confirmacién de Orden
Tips du Cuanta
Personal o) dsYuells

L4

Tiwnps da Entregs Tipe du Vehiculs
45 min
Manio Direre: Manie Asegerido
B/.9,999.00 B/.9,999.00

Mitads du page

Wiea  Mastarcand  Clavs  Pago mn astin
CCTEE
CCTEE

CCTEE

B/.9,999.00

CLIC INSTRUCCIONES

( Lo que quieras

(7 Direccitn punto A:

4

Instrucciones:
Asigna instrucciones pars tu orden.

23-Confirmacion

< Lo gue quleras

Confirmacién de Orden

Tips du Eusnta

Comercial

L

Tiwmpa da Entrags
45 min
Manio Dirare:
8/.9.999.00

Mitada du pags

Wika  Mastareand

r

Tipe &a Wehicuk

Mame Asegerade:
B8/.9.999.00

8150
B1LETEA0

B1LETEA0

B/.9.999.00




Usability Testing

Finally, during the visual desing development, | was able to the design to test with real user
to see how user-friendly the app was. For these task | use Maze, allowing us to make

remote user testing.

In this example the task given to user were:
Try to set a delivery order.

https://t.maze.co/43054057

We was able to gather how the
user was interacting on the home screen
and make adjusment to improve the interaction.

La experiencia fue...
Opinion Scale

a . Como calificas la nueva imagen del...

Opinion Scale

:Cual fue tu primer pensamien...
Open Question

Alguna sugerencia para compartir?
Open Question

Entiendes la funcidn de esta pantal...

Yes/Mo

.Queé tipo de servicio ofrecemos en. ...

Multiple Choice

a ;Cuales son tus emociones al ver es...

Opinion Scale

¢ Qué entiendes por "Busca un punto...

Open Question

;Tienes alguna sugerencia?
Open Question

La experiencia fue...

SSSSSSSSS

sEntiendes la funcién de esta pantalla?

YES/NO

J esouses
I Es 0 U W
80% 20%
sQué tipo de servicio ofrecemos en ASAP?
LLLLLLLLLLLLLL 10
7/ responses
Mensajeria en Panama 40% 4 88
Mensajeria en la ciudad 20% 2 88
Other 20% & Display allresponses > 2 88
Mensajeria Internacional  10% 18R
Envios por DHL  10% 18R
Envios DHL 0% 0 /R
Envios internos de oficina 0% 0 8R
0% 0 &R



Sneak peek

Final Home screen Visual Design, MVP launch date Dec 15.
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1 hank for your time.



