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The Challenge

We were required to understand the problem and 
identify the issues leading to heavy cart abandonment 
on the app. 

43% 
Users complete their 

order on the app 

4.5%
App sessions lead to a 

purchase



App Ratings

Google Play - 2.4 
App Store - 2.56

1644 Ratings on Google Play; 51 Ratings on App Store  



Main Goal

Research based detailed design recommendations to improve the 
customer’s journey for new users in order to reduce cart 

abandonment on the platform. 



Process



Phase 1: Research

1. Literature and Analytics review 

2. Task Analysis 

3. Competitive Analysis 

4. Field Studies 

5. Online Survey 

6. Contextual Inquiry



Literature and Analytics Review

Top 10 pain points identified from app reviews 
(Using Qualitative Coding and Sentiment Analysis) Digital Analytics provided by the company

234 comments on Google Play; 23 comments on App Store



Main themes
What did we learn from Literature and Analytics Review?

Length of the 
sign-up process

Customization 
of orders

Order  
Tracking

Most repeated pain points 



Task Analysis

User Flow Diagram



Task Analysis

Hierarchical Task Analysis



Competitive Analysis

Ordering AnalysisOrdering Analysis

Checkout Analysis Onboarding Analysis

General Analysis



Division of Competitors

Core Competitors

Aspirational Competitors



Field Studies
Observation session at Jamba Store in Tech Square, Atlanta

Session in Progress

Observation notes (with Rationale)



Online Survey
To understand the space of order-ahead applications

Structure of the Survey



Online Survey
Survey Question Rationale

Sample of analysis of a question on the survey



Online Survey
General Details

53 
Responses Distribution Plan

ONLINE

Text link to the survey

OFFLINE

Flyers with Barcodes to the 
survey in academic buildings and 
Jamba Stores

Text link to the survey

Age Gender



Contextual Inquiry

Contextual Inquiry Process



Contextual Inquiry

SUS consists of standard usability questions



Personas



Empathy Maps



Journey Maps



Consolidating Research Findings

Clustering of specific pain points



How were the themes formed?

We used a combination of three Thematic Analysis methods to generate 
themes from the large quantity of qualitative data

Skimming through 
data manually and 
generating codes

Qualitative Coding 
using Dedoose.com Affinity Mapping



Thematic Analysis of Data 
We gathered a lot of Qualitative Attitudinal and Behavioral data from the methods

Major themes



Wireframing



Mockups



SUS Score Comparison



Testing Mockups



Final Prototype



Final SUS Score



Prototype Evaluation
Heuristic Evaluation with Experts

Results of Heuristic Evaluation



Prototype Evaluation
Unmoderated Online Testing at UserTesting.com

Results of Online Testing

Tests defined for 6 users 
across the world



Prototype Evaluation
Moderated In-Person Testing at Jamba Store

Results of In-Person Testing



Critical Findings
Menu Page Visibility



Critical Findings
System Visibility



Critical Findings
Label Predictability 



Critical Findings
Consistency



Critical Findings
Dynamic Information



Thank you


