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Background 1



Online & offline shopping have their own perks!

PREMISE

Touch & Feel

Examine Quality

View Dimensions

Talk to Sales Executive

Physical Documents for Warranty

Ratings & Reviews

Convenience of Shopping from Home

Large Product Catalogs

Better Discounts

Digital Payments



Amazon customers 
buying expensive 
electronics missed the 
experiential features of 
offline shopping.

PROBLEM

How big is this 
television ?

How do I get 
it serviced ?

How is the 
picture quality ?



New Retail is on the rise!

OPPORTUNITY

New Retail is the term coined by Alibaba to describe the blending of online and 
offline commerce through the digitization of the entire retail value chain for the 
benefit of both the merchant and the consumer.

Smart Carts by Sobeys Unmanned store by Amazon Shelf Monitoring Robots by Trax



Combines the best of both online 
and offline shopping.

Amazon Here

Customers buying electronics from local retailers can now 
make more informed buying decisions, get the right price 
and seamless delivery with Amazon shopping app.

SOLUTION
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Sam  Design Lead

Sourabh  Design Manager

Pallavi  Research 

Girish  Product Manager

Mahendra  Leadership

Team & My Role
I was part of this project right from the beginning till the 
launch of pilot. Worked closely with the product 
managers in crafting the pitch & getting the leadership 
approvals to start this project.

Pallavi & I partnered to do the user research which was 
a parallel track to validate the brief, designs & test the 
pilot. Designed the user flows & prototypes to run & 
test the pilot.

BUILDING THE PRODUCT
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Design Process
BUILDING THE PRODUCT

Just an Idea Ready for Pilot

21 3 4

PR FAQ Research Design Pilot & Test

Write press release & 
frequently asked 
questions

Partner with a 
researcher to learn 
about the customers

Sketches, wireframes, 
customer journeys, 
reviews, redesigns

Plan, and conduct 
studies with prospect 
customers



Write Press Release & Frequently Asked Questions
DESIGN PROCESS



 

Write Press Release & Frequently Asked Questions

DESIGN PROCESS

- Heading & compelling description

- One-sentence summary

- Customer and offered benefit

- Describe what you’re launching

- Problem & opportunity

- Solution & approach

- Quote an Amazon leader

- Describe the customer experience

- A customer testimonial

- Call to action



Brief summary of research, studies & surveys
DESIGN PROCESS

90%
customers prefer 
shopping offline for 
electronics

- Ability to Look and feel the product (29%)
- Better trust or after sales service (28%)
- Salesperson assistance (9%)
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22%
Lower prices or higher 
discounts

21%
Availability of better product 
info and customer ratings

25%
Convenience of shopping 
from home

Brief summary of research, studies & surveys
DESIGN PROCESS

Customers who shop online find these advantages:



Brief summary of research, studies & surveys
DESIGN PROCESS

48%
customers feel that sales 
persons have a product 
bias & try to up-sell

- While customers prefer talking to the salesperson to get help 
in deciding the product, customers are skeptical about them.

- Transparency stands out as the key problem area in offline 
shopping, across price and product recommendations.



Customer Journey 4



Meet Aditya
CUSTOMER JOURNEY

He wants to buy to television. Visits 
Chroma, a retail store that sells televisions 
from major brands.



Scans QR Code
CUSTOMER JOURNEY

Inside the store, he notices Amazon smile 
code & scans it.



Amazon Here Home
CUSTOMER JOURNEY

The scanned code redirects to the details 
page of that television on Amazon 
shopping app.



Shopping Assistant
CUSTOMER JOURNEY

Aditya taps on Shopping Assistant & experiences the television features by following the given instructions.



Product Details
CUSTOMER JOURNEY

Aditya taps on Product Details to view the media & specifications provided by the manufacturer.



Ratings & Reviews
CUSTOMER JOURNEY

Aditya taps on Ratings & Reviews to get a democratice view on the product performance.



Customer Q&A
CUSTOMER JOURNEY

Aditya taps on Customer Q&A to get information on obvious concerns.



Places the Order
CUSTOMER JOURNEY

Aditya taps on Buy Now, can buy add-ons & make seamless payment with Amazon Pay checkout flow. 



Schedules Delivery
CUSTOMER JOURNEY

Aditya schedules a delivery for a future date.
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Pilot at Kindle Stores
Pilot & Findings



Results

82% of the customers found 
detail page experience to be 
useful.

94% of customers felt the 
Smile code experience was 
intuitive.

91% of customers were 
satisfied with the overall 
buying flow.

Learnings from pilot at Kindle & Prestige stores
Pilot & Findings

Learnings

- Customers asked for product comparison information

- Most of them did not know that they can pay using any method & 
not just Amazon Pay

- Customers expected cashback processing to be faster

- Few customers tried to scan the QR code with their camera 
instead of Amazon shopping app



Thank You
Any questions?


