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W birdsnest
What’s the problem?

Within the online return process, customers cannot specify which
product they may want to return for an exchange. They can only
notify they want to make an exchange, and then need to contact
Customer Service directly in order to provide further details.

As a result, Customer Service need to manually handle all requests
made for product exchanges. Immediately following peak shopping
seasons, these requests are higher and Returns staff struggle to
cope with this influx.

E ON 21l Oraers over 32uUu

~
Search birdsnest Q Hi MaryTEST log out * E

M birdsnest

wishlist — my bag

new clothing outfits brands shop by accessories lingerie gifts sale me
style recommendations my style profile about me iy reviews iy orders / return items email preference centre bag & wishlist
RETURN
PRODUCT COLOUR SIZE REASON PRICE QUANTITY  TOTAL

B 3G Freed RETURN OPTIONS
JJag reedom

jwsigBpbroidered Blouse  gienna 12 poorfit  $129.95 |1 $129.95 ) I'd like to receive a refund
sienndg-/W5166283 {only if you paid for this order by credit card, PayPal or
zipPay)

[#2Ha| handpicked by birds
22 | Tie Back Bell Sleeve

O !'d like a credit note (12 month expiry)
) I'd like an exchange

Spot 12 Poor fit 7995 |1 79.95
dp| Top po cort! - . {any amount left over will be refunded)
spc HAND-22-DP
Refund
Total $209.90 HOW WILL YOU SEND THIS TO US?

1'd like to print a pre-paid postage label
(Free for your first return using this method. Return will be
sent with Australia Post’s standard parcel service. You will
need a printer)

) I'll take care of postage myself

) I'm posting this with another return

Mote: If you are returning items from multiple orders in the same
parcel, select a "pre-paid postage label” once, and for the remaining
returns, select "I'm posting this with another return”.

captured February 2017
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Resolution

* Redesigned online return process to reduce amount of manual
handling required by customer service staff

* Designed new feature to enable customers to choose their intended
exchange without contacting Customer Service

* Separated each task into its own step in order to make the overall
process clearer and procedural

* Applied new design across desktop, tablet and mobile

Orders & Returns My Reviews

Returning for order What would you like to exchange this
#1234558 item for?

ATy
(.

(_) Replacement of the same

(") Different SIZE or COLOUR

—

() Different STYLE

1x If you would like to arrange a repair for your
boho bird faulty item please contact us.

Dancing With Birds Dress

$99.00

Tx
boho bird
Dancing With Birds Dress

Colour
Black

$99.00
What would you like to do?

Exchange _
8 Cofour

Black
Reason for returning

Faulty
What would you like to do?

Additional Comments Keep this item

design October 2019
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3 clear steps in process

User knows where they are and how much they have left

ACCOUNT ORDERS WISHLIST

Orders & Returns My Reviews

Returning for order #1234558

o Choose items > 2 Senditems

1%

boho bird

Dancing With Birds Dress
$99.00

Colour Size
Black 12

What would you like to exchange this item for?

() Replacement of the same
(@ Different SIZE or COLOUR
(O Different STYLE

If you would like to arrange a repair for your faulty item

please contact us.

Various ways to exchange

-wey STYLE PROFILE >

3 Review your return

What would you like to do?

Exchange A

Reason for returning

Faulty A

Additional Comments

boho bird
Dancing With Birds Dress

Select Colour Select Size

Black L 4 14

What would you like to do?

Based on most common reasons for exchanging

greetings@ashliewebb.com
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Returning for order #1234558

¥" Chooseitems > ¥" Senditems > e Review your return

You are returning

1% Reason for returning

bohe bird ltem is too small
Dancing With Birds Dress

Additional comments

$99.00
Unfortunately the seam has come apart and a button fell off
Colour Size
Black 12
1x Reason for returning
boha bird ltem is faulty

Dancing With Birds Dress
Additional comments

$99.00

Unfortunately the seam has come apart and a button fell off
Colour Size
Black 14

You are exchanging

1x Tx

boho bird boho bird

Dancing With Birds Dress Happy Me Crop Jeans
$99.00 > $119.95

Colour Size Colour Size
Black 12 Denim 12

Reason for returning

Item is too small

Additional comments

Hoping the larger size won't be so
tight around the waist

Old items value $99.00 @ Credit Card visA @
New items value $119.95
Delivery $7.95 Card Number
Total to Pay $28.90
Expiry Date

Name on Card

cow @

[] Save my card details for next time

O PayPal

< Back PAY NOW >

Clear return summary
Ensuring all entered information is repeated and easy to review
before finalising, especially when extra payment may be required.
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ACCOUNT ORDERS WISHLIST w1y STYLE PROFILE >

Orders & Returns My Reviews
Returning for order #1234558
v Chooseitems > v Send items > v Review your return

Success!

The next step is to prepare your items and send them back to us in the nest.

J— 00 #
I.L. ‘“..IJ e
: )

STEP1 STEP 2 STEP 3
Print your return form & Include your return form Attach postage label to the
postage label with your parcel outside of your parcel

. Separate form and label by Seal your parcel and drop it off
Print Return Form cutting along the dotted line. at your nearest Post Office.
& Postage Label

Pop your return form inside

If you don't have a printer, then your parcel.
please include a note with your
order number #1234558.

Next step instructions
A combination of visual, textual and scannable content designed to
make it simple to prepare and post the customer’s return.
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My Role

UX Designer

Leading workshops to explore and identify optimal user journey

Understanding business goals and requirements

Translating requirements into a usable Ul by means of wireframes,
interactive prototype and final design

ldentifying areas of improvement to overall feature usability

Team Timeline

Operations Analyst 3-4 months (over 3+ years)
Customer Service
Project Manager
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Design Process

 Map user journey
Understand the current journey in order determine how it could be
expanded upon

* Interview staff
In order to understand how to design the solution, | needed to
understand how operations for returned items were handled

» Conduct end-to-end return journey
| purchased some items and returned them in various ways using
the online process in order to understand how a customer might
perceive this experience
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1. 2. 3.
Refund or Exchange Finalise Return Send to the Nest

ORDER No. 3883787

PRICE QUANTITY SUBTOTAL What would you like to do?
boho bird Free Spirit Cardigan $45.00 1 $45.00 ‘ Refund
BOHO-40
‘ /' Exchange
Colour Size
KhakiStone 12
4. What would you like to exchange this item for?* SUMMARY OF NEWLY CHOSEN ITEM

(® Replacement of the same boho bird Free Spirit Cardigan

BOHO-40
(O Different SIZE or COLOUR
. Colour Size
(O Different STYLE KhakiStone 2

BACK SAVE

TOTAL  $135.00

RETURN SELECTED

Interactive prototype was created in Adobe XD to demonstrate how
the Online Return Process would be expected to work.

It also demonstrated the return options’ possibility of being developed

in stages, allowing iterative feature release rather than a single launch
of a completely new feature.
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Sketch notes to plan the
content displayed on
the final screen where
different instructions are
shown depending on
selections the user has
made during the online
return journey.
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Mobile-first Site Navigation MW hirdsnest

What’s the problem?
» Over 60% of website visitors are using their mobile phone

» Unfriendly layout design with a colour palette that makes the
content difficult to see and use

* Unclear path of navigation for mobile website
* Important features are not obvious, even unknown to mobile users.

Popular Wishlist feature is not accessible on mobile, and only
available if users are visiting on a desktop device

iPhone 7 —i0S 10.3 (14E8301)

Carrier = 9111 PM N Carrier 9112 PM N
& Birdsnest Pty Limited (& & Birdsnest Pty Limited ¢
N Express delivery 365 day returns ‘@ 1300 696 376 N Exgpress delivery 365 day returns G 1300 696 378
‘ first return free* ) first return free*
¥ birdsnest » Q@ MW birdsnest Q o
tap for menu log in log in

thi€adai, e, &2 / new open ¥
5 ! AT
20%:OFF ¥
%)ﬁ 3’“’& clothing open ¥
ALL THREADZ AN
CLARITY BY THREADZ.
outfits
capsules
brands
WINTER CETYOUR | SHOPFROM shop by open ¥
MAGAZINE FREE OWER 2000
OUT NOW! PERSONALISED STYLED e open ¥
SHOP > STYLE GUIDE OUTFITS
SHOP > SHOP > lingerie open ¥
Ly —1 h —
h m o < M M 3

captured July 2017
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Resolution

* Redesigned header layout and appearance to improve usability

* Reorganised content to minimise bulky appearance, as well as
reduce complexity

* Created two new groups within the menu to better define the
different ways to shop

* Applied new design across desktop, tablet and mobile

=[21) -free express delivery on orders over $150

X
g - O -

menu login birdsnest wishlist  mybag
SHOP STYLE ME
New

Best Sellers

free express
delivery

flying from our store to
your door daily!

Brands
SALE

R =57 R | Dresses

heckout. Extended limited time only!

r XC es international orders
Tops
SHOP NEW ——
Bottoms
Skirts
Jeans

Coats

Swimwear

captured May 2020
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snest Women's Clothing / =

‘dsnest Pty Limited [AU] https://www.birdshest.com.au ¥ &1 oo B ol
@ Over 250 fashion brands h‘ 1000+ styled outfits |r\.$|°ira.ﬂnn QF‘I’E& style guide * E}qﬂ'&&& delivery 365 day returns 8]300 696 378

FREE on all orders over $200 first return free*
* bird i

it
Search birdsnest Q‘ login ﬁ m

wishlist  my bag

new clothing outfits brands shop by accessories lingerie gifts sale me
dresses tops bottoms skirts jeans coats swimwear
short dresses tunics pants short skirts skinny jeans jackets separates
knee \emﬁm dresses kaftans shorts knee length skirts straight jeans overcoats one piece
calf length dresses shirts leggings long skirts bootcut jeans trench coats
maxi dresses blouses Jumpsuits flared jeans vests

tees blazers

tanks ponchos

camis

cardigans

jumpers

kimonos

CLARITY BY THREADZ ITEMS - U8 . mﬂ‘ﬁﬁﬁ?gfﬁfﬁ;ﬂ?

LONGLINE KNIT
$129.95 - $99.96 $79.95

llh

captured July 2017

+

[+ 365 day returns, first return free | -free express delivery on orders over $150 A, Contact us
1 goiy
* bl rdsnest Search birdsnest Q 8 O 7
Log in Wishlist My bag
'm,?//ﬁ?'(”
SHOP STYLE ME OUTFITS DRESSES RECOMMENDATIONS SALE
New
New
Best Sellers
wiarit All New
Back in Stock
SALE Just Landed
Dresses Coming Soon
Tops
Bottoms.
Skirts
Jeans
Coats
Swimwear

Shoes & Accessories
View

Lingerie COMING SOON ALL NEW

1 Gifts

captured May 2020
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My Role

UX Designer & Frontend Developer

» Leading workshops to explore and identify optimal user journey

» Understanding business goals and requirements

» Translating requirements into a usable Ul by means of wireframes
and interactive prototype

* |dentifying areas of improvement to overall feature usability

 Building the interactive navigation using HTML, CSS and jQuery

* Developing mobile-first, and as a responsive design for multiple
screen sizes

» Ensuring cross-browser compatibility

Team Timeline

Content Writer 4 months
Graphic Designer

Marketer

Project Manager

Outcome

Increased mobile conversion by 21% within 3 months
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Design Process

Began by identifying opportunities to reorganise and consolidate
navigation elements, in order to reduce the initial complexity.

» Several planning sessions

Looking at content breakdown, identifying customer journeuys,

identifying customer touchpoints and understanding user goals
» Card sortings

For main menu and account tab content
» Website traffic analysis, top visited pages

To assess and determine which items should be present in main
menu
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You're here > Dresses close X

Search Q

New -
Sale v

Best Sellers v
Interactive prototype

was created in UXPin to
Dresses e demonstrate how the
Tops v Mobile Menu, as well as
Bottoms - other features in the fly-out
Skirts _ tab, would be expected to
work.

Brands v

Jeans

Coats v
Shoes v
Accessories v
Lingerie v

Gifts v

X & Y

menu me wishlist bag

SHOP was created to group clothing categories, much like an index.
STYLE ME was created to group birdsnest’s curated offerings

e.q. Style Profile, Style Recommendations, Shop by, Outfits and
Capsules.
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