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Project Overview 

In my role as Lead UX Researcher at VisionGrid Technologies, I led the user research phase for 
a retail mobile app. The project aimed to enhance the shopping experience by identifying pain 
points and improving user engagement, particularly focusing on reducing high user drop-offs 
during the checkout process. 

 

Project Background 

The client, a major retail brand, noticed a significant abandonment rate at the checkout stage, 
which was severely affecting conversion rates. To address this, I was tasked with uncovering the 
root causes of this issue through detailed user research. 

 

Research Methodology 

I conducted a series of in-depth qualitative research activities, including: 

1. User Interviews 
 

○ Conducted 15+ one-on-one user interviews to understand user behaviors, 
frustrations, and preferences. 
 

○ Focused on understanding specific issues users faced during product discovery, 
cart management, and the checkout process. 
 

2. Observational Studies 
 

○ Shadowed users while they interacted with the app, observing their natural 
behaviors and identifying friction points in real-time. 
 

○ Noted areas where users hesitated, dropped off, or seemed confused during the 
shopping journey. 
 

3. Surveys 
 



○ Distributed surveys to collect quantitative data on user satisfaction, preferences, 
and common issues faced during the app’s usage. 
 

○ Analyzed data for recurring patterns related to search functionality, product 
filtering, and checkout flow. 
 

 

Key Findings 

● Pain Points Identified 
 

○ Checkout Drop-Off: Users frequently abandoned the process due to a complex 
and confusing checkout flow. 
 

○ Product Discovery: The app’s search feature was often too broad, causing 
frustration as users couldn’t easily find products. 
 

○ Cart Management: Users were uncertain about their cart contents, leading to 
second-guessing and unnecessary exits. 
 

● User Preferences 
 

○ Users wanted a more streamlined, intuitive checkout process with fewer steps 
and clearer instructions. 
 

○ Personalized product recommendations based on browsing history were highly 
requested. 
 

○ Clear, concise cart summaries helped users feel more confident about their 
purchases. 
 

Design Changes Implemented 

1. Enhanced Checkout Flow 
 

○ Simplified the checkout process by reducing the number of steps and adding 
clearer instructions. 
 

○ Introduced a progress bar to help users track their place in the checkout process. 
 



2. Optimized Search and Filtering 
 

○ Refined the search feature, ensuring that it was more intuitive and provided 
better results. 
 

○ Implemented advanced filters to help users narrow down their options quickly. 
 

3. Improved Cart Management 
 

○ Introduced a dynamic cart view that updated in real-time, offering users a better 
understanding of their selected items. 
 

○ Added a more prominent cart summary with visual cues to boost confidence 
during the decision-making process. 
 

Results 

The user research findings directly informed the app’s redesign, resulting in: 

● Increased Conversion Rates: The optimized checkout process reduced drop-offs, 
leading to higher completed transactions. 
 

● Improved Customer Retention: By creating a more intuitive shopping experience, 
users were more likely to return to the app for future purchases. 
 

● Enhanced Usability: User satisfaction increased, as reflected in both post-launch 
surveys and user feedback, especially with the more personalized product filtering 
system. 
 

 

Conclusion 

This retail app user research project was an essential part of the redesign process, as it enabled 
the team to make data-driven decisions that improved the app's usability and increased 
conversion rates. By focusing on the critical pain points of the user journey, we were able to 
provide an enhanced shopping experience, optimizing key touchpoints such as product 
discovery, cart management, and the checkout process. 

This project highlights the importance of user research in informing design decisions and 
creating an optimized user experience. 
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