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Background

Mart - a new feature on the Robinhood application

is tentative to be launched by July 2022. The purpose is to understand the major pain points that users are
experiencing while using our application by implementing usability testing to follow the user’s experience of
application and the obstacles they encounter leading up to the assigned tasks.

Why ‘Usability testing?’

e Usability testing will expose biases and help the team to see things from the user’s perspective.

e |tisimportant to be sure that Mart feature is easy to navigate and that tasks can be completed with ease

e |tis the method that we can gather the data needed to identify usability issues and improve an
application
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o Objective & Scope
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o Usability testing result task 1-7
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m Task Success rate
m System usability scale
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o Feedback summary
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Objective

1. Measure users’ performance from real users on a given set of tasks.
2. Gather users’ feedback before launching Mart feature and for the further
improvement.

Scope

Implement usability testing method to these 7 following tasks

Application registration

Mart landing: entry point, preference page,
change location

A Merchant landing: add favorite, search in
shop, add to cart

Checkout: apply promotion
code, change payment method
Activity status

Order history

Save address

u
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Measurement 1 - Task Success Rate

Task Success Rate

Number of tasks completed correctly

Total number of attempts

To measure the number of
correctly accomplished tasks

Measuring the TSR is fit for the
user who are performing the task
for the first time

Tasks to be accomplished

Entry point

Search function

ltem ordering

Expand activity status



Measurement 2 - Net Promoter Score

Net Promoter Score

Number of promoters — number of detractors

(Number of participants) x 100

To see how likely is it that users
would recommend product to a
friend or colleague

Several studies have also
confirmed that the NPS is
statistically relevant and
correlates with a company’s
growth



Measurement 3 - System Usability Scale

10

| think that | would like to use this system
frequently.

| found the system unnecessarily complex.

| thought the system was easy to use.

| think that | would need the support of a
technical person to be able to use this system.

| found the various functions in this system
were well integrated.

| thought there was too much inconsistency in
this system.

| would imagine that most people would learn to
use this system very quickly.

| found the system very cumbersome to use.
| felt very confident using the system.

| needed to learn a lot of things before | could
get going with this system.

Strongly
disagree

O000 000000

O 000000000

O000 000000

O 000000000

Strongly
agree

O 000 00 D000

The System Usability Scale
(SUS) is a questionnaire that
measures the usability of product
and how easy it is to use.

The minimum score of the SUS
Score is 68 points.

Measure usability scale of overall
Mart feature
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Participants Criteria
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INSIGHT

5 Participants '

80%

Majority

. 10%

Heavy User
INSIGHT

40 Farticipants : 5 Participants

« Turgdusz:aumsailumstdysnis
Delivery ddgciovlagdannso :

1AEtSUDUWAELAGU Robinhood tunsdvaHs « 13 Robinhood 0utauwatAguxaniu
IAYIEUSMISdFUAKIULDUWAELATU 7-11, Lotus ! Asdv Food delivery
H3DFVFUAWILUSANS Mart DINUDUWAELAGUSU L. JUszaumsailumsdodaumadewions
(Grab, Line Man) GJgcdiovagolpe 1-2 : Mart WiuuaUwatagudu a ogholiog 5
ASvcpduaH ! psvdaduaH



Persona

Meen

Age: 28

Occupation: Reception
Location: Bangkok
Education: Graduate

Status: Single

Tang

Age: 36

Occupation: Project Executive
Location: Bangkok
Education: Bachelor's degree

Status: Married

Tawan

Age: 30

Occupation: Programmer
Location: Bangkok
Education: Graduate

Status: Single

Majority user

More

Details

Click Here :D



https://www.figma.com/file/svFrS6CpPc7n5N3668P99u/Mart-Usability-test?node-id=0%3A1
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Participant Profile - Demographic

29 Internal participants | 21 External participants

Gender Age

it 257
6.0%

35-551
24.0%

VTN
65.3%

25-351
70.0%




Participant Profile - Behavior

Shopping behavior

Delivery

2.1%
aaulaiivindu
nnumly 26.0%
22.9%
FNETIHEUAN
s 46.9%

Favorite app

Shopee Food
10.0%

Line Man

Food panda

Robinhood
30.0%

30% of participants said that Robinhood
is their favorite delivery application.



Participants

Unmoderated

3 5 participants gon User g/lzajority I;Ieavy User
Moderated

1 5 participants EO” User ;"ajority g'eavy User

The Magic Number 2129n13%i1 User Testing 19n°ld uaswanu

agnwsatalulrvnisuay UX/UI Design

More

Details

Click Here :D



https://www.figma.com/file/svFrS6CpPc7n5N3668P99u/Mart-Usability-test?node-id=0%3A1

Research Methodology

Unmoderated Session: 35 participants complete tasks online via Maze
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Research Methodology

Moderated Session: 15 participants take 1:30 hr session via MS Team

PART 1 (20 mins) Introduction & Warm-up
questions about the usage of
delivery application

PART 2 (60 mins) Tasks
Application register
Mart landing
Merchant landing
Checkout

Activity status
Order history

Save address

NOoOOAWNRE

PART 3 (10 mins) Conclusion




Interview Structure

Introduction Behavior Usability Testing

Feedback

|ntroducti::1bmhood Validate current personas Assign tasks to be

accomplished by using
prototype and run on
Maze

Explain the session goal Understand users’
behavior of using

everyday goods delivery

service Measure task success rate

Measure time-on-task

Measure system usability
score (SUS) of overall
Mart feature

Measure Net promoter
score

Collect other related
feedbacks
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Task 1 COMPLETION RATE

u
Onboarding 100%
Complete with no issue
(43pp)
SITUATI O N Complete with minor issue
(7pp) There is a little issue with the application.

5uﬁtﬂu5uﬂn% 1781 10.00 . finniudndryfinn n Complete with majorissue
siavlglusudrsfuasqaulunautdu wazaolil

funsarnlasdaniadusnaanlldaiasle At
gavnisdavatluual Robinhood wusnaueialitme e

uuadilunnan AsavinnIsamadisuiiad e AVERAGE PERCEIVED
JuLlal Robinhood EASINESS (SEQ)
TASK 6.34/7

4

5 6 7
Very Extremely
easy easy

1 2 3
awmzidaulgnlgerual Robinhood




Task 1

Onboarding

High priority Low-Medium No issue
|SSU€ Found . issue ‘ priority issues .

Enter Enter phone Phone . Email Splash
Robinhood number OTP Consent Fill info OTP Consent screen

o 6 6 6 6 6 O ¢



Task 1

Onboarding

Yy <
Robinhood

AstuInsansHa OTP

dolugvdiua tanwaegmail.com
910899 W3RRCX

OTP
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Task 1

Onboarding i1 1y

Tiaus

fav OTP bt
dav521

ﬂuiﬂl'ltj
A1U1NUE Aav L&I’azﬁﬁvll'lfl
aananwally

ualfiaudaniu . . .. aa vin 'y
Jndatnaun D1 avEUHUR
nauunldluuayl Wadnsau
aan lugaiav
ANI

AstuInsansHa OTP

dolugvdiwa tanwa@gmail.com

91099 W3RRCX

Heavy User
3

OTP 9 of 15

participants

Non User Majority
3 3




Task 1

Onboarding

Recommendation

from UX

1.Verify OTP email nnavaviiailasnunns
dropoff 31nn15 switch luidar1srdnivaiua

AstuInsansHa OTP

dolugvdiwa tanwa@gmail.com

91099 W3RRCX

2. v1n15 Verify OTP email aan'liannnns
Register s user £96a4 input email

OTP address LHuLiu



Task 1
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Majority
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participants 0




Task 1

Onboarding

Recommendation

from UX
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Participant
AULA SIS
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https://docs.google.com/file/d/1QsTRQJ77tWK7_NjqSv8TgzvZXXLHZpAb/preview
https://drive.google.com/file/d/1T-dAOZDC72vW-IIQTxQjJKn-253XU1Yp/view?usp=sharing

Moderated session

Task 1

Onboarding

This i like This can be improved
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Task 2
Superapp landing

SITUATION

udsnfinaamafisudousasudd nauinuiide
aajﬁm’h Super app landing Atuns1uiuay
Robinhood tisiin1susuilasumitanuaviay qo
lufninazldinandnag adsiaminaavas
Super app landing ﬁﬂmﬁﬁé’qaﬂﬁtﬁuﬁalﬂﬁ 313
arlswduuluriav

TASK

1. §1573auu1 Super App Landing
2. innLdi Mart Landing

COMPLETION RATE
100%

Complete with no issue
(49pp)

2% Complete with minor issue

(1pp) There is a little issue with the application.

Complete with major issue
There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
6.4/7

4

1 2 3 5 6 7
Extremely e Very Extremely
e ==




Task 2

Superapp landing

Issue Found

. High priority
issue

Low-Medium
priority issues

. No issue

Entry Mart
Point Preference landing

® O ¢




Task 2.1
Superapp landing
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Task 2.1

Superapp landing

This i like

~

miausn super app #dudravin
Araduradalaualuy 4 suusn
- AnuANdu (Non user) -

rugaun)sldAmadl Audn
fiu uuutiue q friendly & i
dantiuntnisatn Sulsenu
2M15 U5 ar'lsuuuil

- awdudl (Heavy) -

___________________________

Tumiln super app Juf
dalaufi 919zvinarls
- Aak Max (Majority) -

d’mmiﬁn’nﬁ'lﬂ formal # 48n
-1 brand perception uuﬁlu_’
caretaker e ldlamuiuaud
ugqﬁ'lul.ﬂau dianiufigiiiu
Wauiuf

- Anuldag (Heavy) -

___________________________

__________________________

e~

Moderated session

This can be improved

“aandn Ad waziiulyl

aunWdousumuie”

fni1 Wallet fa‘l

Top-up g1l

" dqududnefiitiu ad
L dwguaniullgd3ndinsiany ad
Juwmdsn q Wvua Aasddnia

____________________________

vinluhiinTaveuldouu 19
fivusn super app flunas
usiagjdrouuiag

- AW (Majority) -

____________________________

MLiddanruddey
- AURSVFS (Heavy),
v Awiie (Heavy) -

______________________________

____________________________________________________________

:' Wallet (fun1sianidudinll wmilau grab pay wallet

| i top up Rwdly

i - aaw'ld (Non user), aauaudu (Non user), Aaulay (Majority), Aol
' Sunothai (Heavy user) -



Task 2
Superapp landing

Recommendation

from UX
Writer
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Task 2.2
Mart landing

SITUATION

AunuINLallintsauAauinliaauuanaluaay
WA INAUTAUTDUDILUY IUU AOULRENALADN
“gflasunsian” was “illadn)”

TASK

1.9 uniin Preference
2. 41979 Mart Landing

COMPLETION RATE
100%

Complete with no issue

Complete with minor issue

There is a little issue with the application.

Complete with major issue

There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
6.56/7

4

5 6 7
Very Extremely
easy easy

1 2 3
Extremely e
Very difficult




Moderated session

Task 2.2
Mart preference

- Aew Kijja (Non user) -

This i like This can be improved
e o . U Layout
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Moderated session

Task 2.2 This can be improved
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Moderated session

Task 2.2
Mart landing

This can be improved
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Task 2.2

Mart landing
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Moderated session

Mart Landing

“FoNAa1anvnnia Preference”

Post task feedback - What | Expected

| meniviniusuandefiisudanun i
L wiunewTududuusn
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Task 2.3
Mart landing

SITUATION

Aondanauiuin fiaguasnmfivsanglumitusnaas
U3n1sdauaviu (Mart) linseAuiaguasniiuan
Andiavn1siazidsuiiagidutinuuasnm Taafiag
aaviinuALAa 33/98

MYUIUNYNBI|R 63/2

TASK

1. Wlsunag

COMPLETION RATE
100%

74% Complete with no issue
(34pp)
26% Complete with minor issue
(13pp) There is a little issue with the application.
Complete with major issue
There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
6.02/7

4

1 2 3 5 6 7
Extremely e Very Extremely
e ==




Task 3
Mart Merchant Landing

. High priority Low-Medium . No issue
I SS u e Fo u n d issue priority issues

Change Back to
Address Mart Landing

® O



Ta= S COMPLETION RATE
Favourite 100%

Complete with no issue

SITUATION

Complete with minor issue

There is a little issue with the application.

ADLEIDINTNALLANSIU Gourmet Market 1Tlu
s1an15 156 Lilavanaaudauavaniniiiuilszdn Complete with major issue

There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
6.02/7

4

TASK

1. 815231119 1UAN

1 2 3
2. s udtiusianisldse

5 6 7
Very Extremely
easy easy




Task 3
Add to Favorite

Issue Found

. High priority
issue

Low-Medium
priority issues

. No issue

Enter Merchant
Landing

® O

Favorite



Task 3.4
Merchant landing

SITUATION

naINNAaLANNS U Gourmet Market 1flusianisldsaige
J081a7 AR N1awaIs1U Gourmet Market AtugiadIng
dalfiladilasvnannsean WeliasannsUTFUAITIUIUNIN AOLLAE

idan AurAudiniaWwsuiddedadn “ila” wauganm
“winiin iiladTasanannszgn” Arudainis sediandndivu
A1 nudasnisiiafifitiuios aoudasniste usanlad ndn 1
s10ms audwnistnusantad 1 v avllWwsaduaage

TASK

1. Aurdua1n1alusun
2. 9212aAUTITIUAN
3. tANAUA18n 1 agv

COMPLETION RATE
100%

70% Complete with no issue
(35pp)
309% Complete with minor issue
(15pp) There is a little issue with the application.
Complete with major issue
There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
6.43/7

4

1 2 3 5 6 7
Extremely e Very Extremely
e ==




Task 3
Mart Merchant Landing

. High priority Low-Medium . No issue
|SSU€ Found issue priority issues
Enter Merchant  gearch Select Add i In cart - Add another ~ Checkout
Landin ) \ dd item .
g in shop item add note item

® © 6 6 6 o ¢



Task 3.1
Add to favourite

Juilving Favorite
ligaadnnale Ay
WINNASY AN step
AEAINULALITU 019
3% fav Az leing

e o

o wWugauLIailoyuiil
. o
‘QUM’ﬂQ iphone fiuasdiAvdnvuu
BILINDEUE waIWNzLa1Y
. assistive touch udiu

4
HNULEIAIUIU Yinlineala

Auuasliau

all T -

< L e

Gourmet Market
ywasusina

@ swa:dsadum > Pay with Point |

MRT axaw3 ©15min 09km

Walriusmsaguru:d - 20:00

4 of 15 Non User Majority Heavy User
participants 0 3 1




Moderated session

Task 3
Merchant Landing

This i like
“Clhuljuia 1 hemn 3 o N
FoUE” srauNinfivsrudn

014l feature 1&@Uuanan
Favorite azaniil wishlist (notify
me) ud? noti lJudufiauinfuavan
samaddnvinucasy

- atw Max (Majority) -

28y Mart flssToeniluu use case 61
FuudfiundaunainTsenuuds Al
fitlseTaanivinlug w3aa199sidisudin 61
hififdaardua fa1vafidseTaml

- Aowiie (Heavy) -

[

____________________________________

~

1u food panda fil4f Favorite i'l&
search nansau Wufunction Nhise fi

! f3unsavavandunfdn
Us=Tamminuau usive food panda w1 i

@i biun wudaf
Futudmiuingiu Afinausaiu
- AtuNick (Non-user) -

gInnNIN
- Audu (Non user) -

____________________________________



Moderated session

Task 3
Merchant Landing

Others feedback

Lhulaqmnwdudn

This can be improved 1N rider Huaundudiudn

“d'mmﬁanuﬂanunumu
dunm Binseil dausiaavdu

numeflusesunisalil Lidnaud
Tasidndtness udarldvavliasela
151 Anifantavéinidn

- AautAv (Majority) -

weis Liwlad1lsimasituaun
fanu3as1uan
ﬂuﬂutﬁan wrzllusudn

Juzaguudgn ”

__________________________________________________________

| \ 1
' dnnayBuluy seach box 817 9 Waa | Aadnlsimesidanesr il v amlszRunsningn q avde .
i ﬁﬁlﬂullﬂﬂﬂﬁﬂﬁa\’“"ﬂmm"“'-‘""'l“lﬂﬂﬁﬂﬂﬁ ! | amBanla |1 dmsaiwed uneawBany ureaudll !
: flvimseilAadas search ur sz llidoLLRD i . Wonuuufiisnasnlédade q : ' 189n e Wirasday |
| Hdandn q n%mimﬂs'maﬁwuuwh‘lm ! ' - Kittisak (Majority) - | | - AaMing Ming (Majority) - ;
- o Kittisak (Majority) - E : bl ;

______________________________________________________________

_________________________________________

i 4ani WiauduhliBandagasWiiuenn insrsiufll4emduas s '
mianuidn laawiu search agldng i Wis dndalilda wladvedndalugl !

- At Kijja (Non user) - - AtuKijja (Non user)
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Moderated session

Merchant Landing

Post task feedback

This can be improved

“fiuarsiifinasiuuuitdrTlidaudillvvia

gh'ly uariidandn Llwas wia Tnsuadu”

“J5eviu1Q Rider”

! ﬁ‘.ﬂa'\'lﬂq\'l‘lﬁ'\uﬁw%a'lsma%mmsnmuiﬂmm‘lﬁﬁﬂﬂuﬁu

'I, 1 ) ' a v i
- lnasTsdugasalimrausuiinn 4 o 2199l ddavummuunlng aung

n1sNNNME 1s193nAny lsinasuay

_-

i . . - Audnsainluu i

! Tsﬂu”ﬂﬂmnm'\ i ' - Ao Kittisak (Majority) - ]

| - aouday (Heavy) - i T e
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—_——————
N

Auaringiug M@t 19U uAaa0S Su
wunaY Midliauins lliwdanuavae
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\ \ - Aoulas (Heavy) -

_

auldseviulausnfalsimasuisaans
- Atw'ld (Non-user) -
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Task 4.1
Checkout

SITUATION

Aoudvdia iladTasvnannszgn uas UsanTAd uasAndvazdny
31 Wuad Robinhood Taafiagjuanituamda 33/98 1y
tuwgne13ad 63/2 DHuiiagidaudredndududan Ao
nd111 Rider azubign AnuSvldsnuaziduaiuiiavan
Rider 91

‘Yiaulauii 33/98 arae 10 viatiungnu1Iad 63/2 aumuna

ivjtinuladszIaundnaadie ulseasfuag o
wadnwIun 1N laaaasy’

TASK

1. tNganI11u89 Rider

COMPLETION RATE
100%

90% Complete with no issue
(45pp)
109% Complete with minor issue
(5pp) There is a little issue with the application.
Complete with major issue
There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
6.48/7

4

1 2 3 5 6 7
Extremely e Very Extremely
e ==




Task 4
Checkout-Add note to rider

. High priority Low-Medium . No issue
Issu e FO u nd issue priority issues
Order Add note
Summary to rider




Task 4.1
Add note to rider

wiflaunaudi
ANWLFSALAITU
Urasflijuling
ANAVFNI LWL
SN PPV K
Aana 'l

LH5ALLA"
laigsiav

Winssavduaiivaudy
WALNANLFSALA?

g1 davnaacls
duaaldazyindane
enter Nuilu dafiluisneg
HivAurzfnugndn
Ws1ztana13e ligqn
favna enter

ARy 19

Non User

Majority
1

7 of 15 Heavy User
participants 2

4

IinaHsunuLiu

amnanfi mgumﬂﬂm ot
muna dhmdhuseesc
l:!‘lm'l‘-llm Us=gdsddui
Ichaondy




Task 4.1
Add note to rider

n1571lu Done agjluAduasn User
21992 LUNUFILAGLIEU LU TR AN

1luigsa luszas selecting dedasy
timezones wavuiinlaiiaia —

oooooooooo Buuanldlan:

Recommendation

from UX

Mock up



Task 4.2 COMPLETION RATE
Apply Promo Code 100%

Complete with no issue
SITUATION

Complete with minor issue
. n - o . - . (6pp) There is a little issue with the application.
Aauftavagnuiit1seiiuvadial Robinhood way

AUNSIUN1I1 walfidruan 100 un dusunisda n Complete with major issue »
¥ - & o - e o nere is a possibility that it will stop being used or go wrong direction.

aavasILsnluusnistavainu AauIvnndIsnasle

duaniiu

AVERAGE PERCEIVED
EASINESS (SEQ)

TASK 6.32/7
1 2 3 4
1. ¥1A51Fduan

5 6 7
Very Extremely
easy easy




Task 4.2

Checkout-Apply Promo Code

. High priority Low-Medium . No issue
Issue Fou nd issue priority issues
Order Search Apply
summary Addpromo promo promo

o © 0 ¢



Task 4.2
Apply Promo Code

FivRnTUs Tudm
Juldn vaenn
fianmdasfiacg
1299 Wwazun

w4

waziuindiuag)
ALAUALTINDY
415z ARAIINA L6
Aiaavna

A5 Lika

W T 5 Tudu

1LINILAEL mv‘?am
Aadiulagnivage
Unfaragidauaun

nauthiuaglndnudiuiu

o1

. Budunsdatia

M50RP

Wutinly 151a1eragu
J1uUzianaanNNI 1511 i
AULAEUEAD LS
WSz RIUNAUAU
AN

5 Gourmet Markes
&) 328 A Cuwe
thuaof 3386w |

asudﬁgﬂ-a VRUSIITS

iadiFsananns:gn Jiminans
200N

PRIt
arua ldvuaias wrilo .
119198090 i usanind 15000
a1an1 LaLduan il
Alauldasu
Tl lasluuu

198 BI15EIU fo0.co)
MIEIDALEAN Aa
Auatfnnu

6 of 15 Non User Majority
participants 5 1

Alae Il a1
Heavy User aay
0




Task 4.2
Apply Promo Code

1
=]

LWy Session 1199 aaNANNUIVIAT
fna i uar anduIudnivinlisdn
AUMNIAY Aol user nad LA 6
Jedu

Recommendation

from UX

9:41

ull T -

< gusumsdodo

msdadv

(2 510 J1DHYUAY - HYNSDU

(#) Phaholyothin 5, uudv awiautu wawedl.

® WWuswa:dsafivaudu

asudadodo

gl

dutiay

uAty

gHiba

uAly

SOUAIDIHIS

Avadvans
Avadound
PROMO SR23BLU

® 13 Robinhood coins
(100.00) 1 coin = i1

© 15 Wallet
(100.00)

WBuAdavts:

38misds:ou

. uaU SCB easy

Wus19Ms

x2  200.00

x1  100.00

300.00
5.00
10.00
-5.00

-100.00

193.00

1@2n38MsHs:1oU

UIJUIHaa

9:41

T

< gusumsdodo

msdadv

% 8§10 T19HYUAY - HYNSDU

wll T -

Phaholyothin 5, uyav awtautu wawail.

® Wuswa:dsafivaudu

asudadodo

gl

Jutioy

uAly

goHiba

Aty

SOUANDIHIS

Avadvans
Adadouna
PROMO SR23BLU

® 5 Robinhood coins
(100.00) 1 coin = B1

© 15 Wallet
(100.00)

1BuRdavts:

38nmisds:ou

- uayU SCB easy

[ERETGED) dhs:

Mock up

Wus1IIMs

x2  200.00

x1  100.00

300.00
5.00
10.00
-5.00

-100.00

-100.00

93.00

1@n38MsHIs:1oU



Task 4.2
Apply Promo Code

This i like

____________________________

/ \
1

____________________________

sEAnTsTuswbike AfauTdaun

| gauldTdanaunds arlg§dafsn | | : \i
! davavlasuuda - wlefLifnals :
i A1 1Aala ! i - AunAS (Heavy) - :

- At Sunothai (Heavy) -

________________________________________________________

____________________________________________________________

WnTanfviulddaau daqiiudfiagudsie duilitenn
- Aouldae (Heavy) -

Moderated session

This can be improved

“agnTiivminTus Tudu

wariulaalas”

/i eamiem q Wllstdu
{anirfiunsnaidriduTals Tudu
11 suggest wa Bhiuladid

! : L owe TAaf ld I udniuvan
i LlagnWldudanlan duiuitiu I !

e wiblldvaninnstzarls
dneaa Lifivar ladwiu wiasuil
LI ldaz1dldausu van
iaeh
- Atu Keng(Heavy)

mbhanatheifaain
s tludasTuifila
. - At Kittisak (Majority) -,

| @l TAadunWinadiaefiasi uwy lazada finw sincere flaz1uTdn L
| ¢iaew1 959989 food panda faxfidumn Witudaqas lufifiisnesds
| - Atw Sunothai (Heavy) -



Moderated session

Promotion Code Post task feedback

__________________________________________

nafiaudaion 4
aalar q aululs

dmsunudiuaniing 100% 6151 “Lidensan 200 &1

fiafisulsiAsiauLAgIUan

. o ner fuenawdud
atiwn e Grab (Hhulszdn uddn Lindeundounefif
Juilfiuaudindn sy LlanAnuds w
i j v «ow . a dunnning il ldiezavindas o
aun’ldTAnand12Mm158INNTN Wildaenividasnsninddoifion fauduaniiuan

\Ylu Grab @nin experience il
fnu a1 l1Fenusianeasiszuan
iG]

way usi make
ienfevﬁuﬂaluag
duneiY attu
#1 200 usanua 30
Um .

\ - aawduil (Heavy) -

wiflaulduasiuiu ac'le

wadiing dauandramisu e
lafulaas q

WinRsuanndnAd

. - aaw'ld (Non-User) -
Tanlidauaradefld usian 20 : ( )

umainlue an 5 umllian
- aawANdU (Non-User) -

asnaanindramis usen
w29 Grab nauflazfidiuuiiain
dmSudvamig Wumia
package f¥a 10 vwidiau A
arlgquawn 5 W mflauda

'S

_______________________________
7
————————————————————————————— 7

ddolidavan |

-
’

_______________________________

sTudfu Wil dndruandn

| TsTuduanldunuiaenen | amannnh inssiuaadiu Auasudfasiiviainadonise I faefBind dnda |
| athalo 15% vlaamion q Adedan | | WeSldudaavdiamnsfies 1 Aavditerraudouare | wesudniiuandtiy |
L aauuudy LW ey L1 ladauaaunnda ud¥midnnde 2m15 W ludn | WeSudian :
' - qou Kittisak (Majority) - L duayindun q ; - At Kittisak (Majority) - i - ;
: , v - AawikA (Non-User) - /,' J ‘ - Aautfae(Heavy) ,:
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Task 4.3
Change Payment

Method

SITUATION

ALADINISTITEIUMLTNSLIASAS WUty
Wuldusin1sgisziiuaianal SCB EASY Atudvniia
H1LNUAIETRTLATAR

TASK

1. LANLIRSLASARLLAY
WasuliiflugasnivgiscIunan

COMPLETION RATE
100%

86% Complete with no issue
(43pp)
149 Complete with minor issue
(7pp) There is a little issue with the application.
Complete with major issue
There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
5.98/7

4

1 2 3 5 6 7
Extremely e Very Extremely
e ==




Task 4
Change Payment Method

. High priority Low-Medium . No issue
|SSU€ Found issue priority issues
Order Change Add card Change Back to
summary payment primary  order confirm

o o o o



Task 4.3
Change Payment Method

SEnsths-au

- e Tiwiladngne
YAIINNLNNUND back wasiululru

tuazdaunaulumiia

LLﬁ’]‘ﬂﬂé’] Tinsantinsdniilan

nn < andy dne back

NV ERPAGRERING g ladniu
i 3 n19NANAL AT
Nnsanazving 1l Lilddanasls

Uasyavdu

WU3EHIS:OU

Non User
2

4 of 15
participants 2 0

Majority ‘ Heavy User




Task 4.3
Change Payment Method

AISIANIINANAY )
nININNALAANIT AR5 ULAD TTU
Ut uniin Bottom sheet 11nvin
1815 50N UaY 1Y

Recommendation

from UX

Mock up



Moderated session

Task 4.3
Change Payment Method

This can be improved

i v al

“QINMTI5LUNADINITINNLAN”

____________________________________________________

[ 3 \

uanINgaInn 2 agvil UreiitAu true money g INs1E |
1

wmflauauarlduay !

- aauAndu (Non-user)- !

1

1

weisudioualuavsuinisiu
e inszaaunsndassuruuey SCB EASY wimfu ud
wiau LisanlHdiwszdaneven
- AOURSVFAS (Heavy) -

____________________________________________________

]

! Urasfidrudrauatuavsurnrsdu

| lddan Insznauusadavituniuual SCB EASY winiu uda
i WauLisandnsre4nesuan

! - ALRSVFS (Heavy) -

____________________________________________________

“gIunuvravtisealsnaaldn”

1 \

» ] L3 !
L vithnealdngeblag ludanisnnsdrseduas idhleduiuda
! atdnaauall :
| - Aauwan (Non-user)- i
I\\ /II
72 \\

asvErszRUAEIaaLEnd s mudriuwlanqutszuansanun |
#1ann A1 ErsEatI9aldin il tab Widaniauinuen |
EASY Wallet w38 1insiAsHin |

- Ao Max (Majority) - i

_____________________________________________________

adllAsavataseiiue nsrrinduiidaeissivagdredn fian E
Jdrldiinaniaalinfaumdavinusilihinandu siumlauas |
Whhadasdu lunszithadvilivea |

- Aau LAy (Majority) - i



Checkout Post task feedback

g “arudnniudavdrdade”
~

20 U
1-10 AlaLes

laaANNIUAN

! Adv 20 uma1usu 0-10 nu. luyngn@a ‘faﬂllW\'l i
i sz Al ddoas uddinduisusd 0-5 nu. 10 vm udr !
r uavantuidu 20 Alawe wadiuiiu 20 uwAldiasunnay |
:‘ - aowie (Heavy) - ’I

____________________________________________________

wsidn 20 v ARAMILAUE drAuauLien 81 400 Wm3s 20 UM
W6 A253¢ 10 v usuwAdfiaualauisiaays Advusiands
WA Aniiaufiauuigignisanas
- Aautay (Non-user) -

___________________________________________________

AN Tsiudatu 10 uvmnn ldauladnlndlnaua luuilaia el

wa 20 umfsdninlnduciiias 'lﬂquaﬂduﬁm'ﬁ
- 1A (Majority) -

____________________________________________________

Moderated session

Aoy ld@Adae 20
uwi 1-5 Alaf LiasiAu 10

- aowie (Heavy) -

_______________________________

1

| 3 Aladn 10 un Lidiv 15 U

i positioning wavTsdugaiuniands wa
i AdsunIAfiduasiuasuiae

! - Aawilm (Non-user) -

_______________________________



Particigant
Khun 13ag

a17uiivi
small order fee

98171 RBH yinyiav
story fiav lvuvanii
Pre5uan udarludnay

TIIAUANANTITUIAU
vavuALTa

Click to watch full video



https://docs.google.com/file/d/1v875bI_kYsJ5p_qnajAGRNZZPcVpqdF2/preview
https://drive.google.com/file/d/12zfjysdAnWW8-OqrAv2AmvzFwVd8S_S3/view?usp=sharing

tasi o COMPLETION RATE
Activity 100%

Complete with no issue

SITUATION

Complete with minor issue

There is a little issue with the application.

AU ERUALAEE15IULTLUTDUUADY ADLADINTS
n3daUFDULAFITaaIN L Complete with major issue |

o , & " here is a possibility that it will stop being used or go wrong direction.
Jinavadludunan Tuan

AVERAGE PERCEIVED
EASINESS (SEQ)
6.52/7

4

TASK

1. m92daudnIuzA1dvTa

5 6 7
Very Extremely
easy easy

1 2 3
Extremely e
Very difficult




Task 5
Activity - Order status

. High priority Low-Medium . No issue
I SS U e FO U n d issue priority issues
Mart Click to see Back to
Landing detail Mart landing

® O O



Moderated session

Task 5
Activity- Order status i canbeimproved

“atIn1visl Chat iy Rider”

“Map fififi a'ldid31atinge

Tuu”

( a1 (chat with rider) 1971 Vo | { haufinaasnis tracking Inmauilagnseluuudr veiideaulali
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| - mou Kittisak (Majority) - . jority : | Sl sl :
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Task 6
E-Receipt

SITUATION

AL lASUDIMNNSLZ SR
ALAIN19A3Fa L TULESIS U UTNASY
J1gnaavndala

TASK

1. p57dauluLd59

COMPLETION RATE
100%

98% Complete with no issue
(49pp)
2% Complete with minor issue
(1pp) There is a little issue with the application.
Complete with major issue
There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
5.78/7

4

1 2 3 5 6 7
Extremely e Very Extremely
e ==




Task 6

E-Receipt

. High priority . Low-Medium . No issue
I SS U e FO U n d issue priority issues
Mart Floating Select Select Check Back to
Landing button activity completed list e-receipt Mart landing

o 6 & 6 o ¢




Task 6

E-Receipt

Urslldrr@uiudnquusranisudaniag
wiafinvduar gl lsiviui
- Audu (Non user) -
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Task 7

Save Address

SITUATION

AAATU1a91 Tuauranmusiaslgdual Robonhood
1iael § Aoulaaziiuiiniatuavans
Wata 1l luasesiall

COMPLETION RATE
100%

74% Complete with no issue
(37pp)
26% Complete with minor issue
(13pp) There is a little issue with the application.
Complete with major issue
There is a possibility that it will stop being used or go wrong direction.

AVERAGE PERCEIVED
EASINESS (SEQ)
6.24/7

4

1 2 3 5 6 7
Extremely e Very Extremely
e ==




Task 7

Save Address

. High priority . Low-Medium . No issue
I SS u e FO u n d issue priority issues
Mart Click on Select Add details Set as Save Back to
Landing address bar address default address landing

O 6 6 6 6 0 ¢



Moderated session
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* Minor issue = N5Aadian71uUn bidiwasanisldu

Ta S k S u Ccess Rate (TS R) * Major issue =fiTand# user 3¢ drop off LHunaa T,

19i11afin431 task d1159, waa ldRatdunis

Complete with Complete with Complete with
Task Success Rate no issue minor issue major issue
1. Register 100% 86% (43pp) 14% (7pp) -
2. Mart Landing
- Entry point 100% 98% (49pp) 2% (1pp) -
- Preference 100% 100% (50pp) - -
- Change address 100% 74% (37pp) 26% (13pp) -
3. Merchant Landing
- Favorite 100% 100% (50pp) - -
- Search in shop 100% 70% (35pp) 30% (15pp) -
- Note to shop 100% 96% (48pp) 4% (2pp) -
- Add item 100% 100% (50pp) - -
4. Checkout
- Note to rider 100% 90% (45pp) 10% (5pp) -
- Add promo code 100% 88% (44pp) 12% (8pp) -
- Change payment method 100% 86% (43pp) 14% (7pp) -
5. Activity Status 100% 100% (50pp) - -
6. Order History 100% 98% (49pp) 2% (1pp) -
7. Save Address 100% 74% (37pp) 26% (13pp) -




System Usability Scale (SUS)

The System Usability Scale (SUS) is undoubtedly the
most frequently used questionnaire to measure usability.
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Net Promoter Score (NPS)

The Net Promoter Score is an index ranging from -100 to
100 that measures the willingness of customers to
recommend a company’s products or services to others.
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Feedback Summary

TASK SCENARIO USER LIKE THIS CAN BE IMPROVED BETTER THAN OTHER
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Feedback Summary

TASK SCENARIO USER LIKE THIS CAN BE IMPROVED BETTER THAN OTHER
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Additional Feedback
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