|PAD APP

T

S
éi RtEE\NﬁA\FQIDIS s&ﬁﬁ@

MY MOTHERCARE

COMPANY:

Mothercare

ROLE:
UX/UI Designer

TEAM:
1 Product owner

1 UX/UIl Designer

2 Frontend developers

3 Backend developers




"BEING THERE FOR PARENTS
AND THEIR FAMILIES. ALWAYS.

BRAND VALUE STATEMENT

PROBLEM

My Mothercare is an exclusive club
for customers that register for free,
and are entitled to receive benefits,
advice, promos and rewards
before/after parenthood.

The current customer journey to register
with My Mothercare is too long and
complicated - having to commit

to register in-store only, or online
through a unique URL sent via email.

OBJECTIVE

To design a new user interface for
an iPad application that customers can

use to register to My Mothercare in-store.

The application will have to be user
friendly for both store staff and
customers that are willing to register
on the iPad versus the website.

The interface will be clear and simple
to use, featuring large buttons, easy tap
options and data fields/forms. If the
adoption by store staff and customers
find this helpful, and we get enough
people registered in-store, then the new
designs will roll out across the web also.

STRATEGY

Customers registering to My Mothercare,
generates an average of 2-3 million
pounds a year. In order to attract,
engage and retain customers of My
Mothercare, we want to make the sign-up
process simple and fast. This is to entice
customers and help them to save money
by receiving benefits, promos, offers,
discounts and exclusive rewards.

The interface must be user centred

and be easy to understand for both
store staff and customers. Over the next
2-3 months, we will have to conduct
customer interviews, go in-store and talk
to staff that use the current iPad app,
and build an entire new journey.
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WHEN AND HOW IS OUR PRODUCT USED?

Upon launch, it will be used in-store first by store staff - getting

First time/current parents, or adopting benefits as they shop

Grandparents are signing up fo receive benefits to share Customers can use My Mothercare club rewards either online or

with their elder children who are expecting.

INn-store

Friends of the expecting and/or have children carer(s) Customers will be taking through a flow that allows them to

Q+her re|0’reo| fo ’rhose exoechnq or hove ch||o|ren enter information such as: their name, email, how the users are
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'}- vl WHAT PROBLEMS DOES OUR PRODUCT SOLVE7 "' ~— related to parent or child/children, child or children’s names and

s b ' 2 ages, due date of the baby, standard GDPR and opt-ins
Reduces stress of signing up at the cash tills or ||n|ng j :

up to pay

Offers discoun’rs, oﬁters, Promos, and more to he|p customers

HOW SHOULD OUR PRODUCT
LOOK AND BEHAVE?

save money

Helos parents to reaister fast in-store
It should utilise the current bronding of My

WHAT FEATU RES ARE |MPORTANT7 ‘ ‘ Mothercare - so we don't confuse customers

Design with all customer and user groups/segments

Able to select and choose who the user is i.e. parent, in mind (store staff, oarents, grondporenfs)

grondporenf, friend.
Able to enter the due date or expecfed date of child - so

Must be C|eor, easy to use and fast.
The Ul should be big, bold and friendly/playful to the

CRM can target the customer in certain stages of their vser, with the lesst intermeiicn en seeei - (& big

pOFQI’]H’]OOd or pregnancy CIHCI OHQI’ CICIVICQ CIHCI suppor’r. icons, bOlCJ COlOUI’S, Clﬂd ](QWQI’ TCIpS to ge’r to H,]e QHCJ

Capture child(s) details (upon consent), so we can target cesult (reducing cognitive overload)




PERSONAS
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HAS 1 CHILD | 16 WEEKS PREGNANT | EXPECTING A BOY

I'd like to walk in to Mothercare and be asked to sign up
to My Mothercare at a separate computer, not at the till
when | am comp|eﬂng my purchose. t's like that onywhere
you go; you are asked to sign up when you are paying,

which can be frustrating, especially when you have a child.

| am expecting my second soon, and would like to sign up
to receive discounts and special offers during the time
before my pregnancy. | usually receive special offers by
email, but ’rhey aren't catered to my needs or promofting
what | want. | also had to sign up through the website,
which was a slow and boring process.”

GOALS:

FIRST TIME PREGNANT - B WEEKS

“It's my first time pregnant, and this is all new to me. |
visited a Mothercare store once, and was overwhe|med,

despite staff being Frieno”y to me and helping me. still was

clueless and didn't know where to being. | re|y mos’r|y on
the Internet to tell me ’rhings or research eruﬁc, bu’r, the
information is too much or scary to read. need to know
specific details of my pregnancy, what to buy and when,
and what to expect when the baby is due’’

GOALS:

* To find more information out about pregnancy stages
* To take odvon’rqge of discounts and sales
* Getting help with what to buy

GRANDPARENTS | DUE IN 2 WEEKS | EXPECTING A GIRL

“We are expecting our first grandchild, and we want to get
our son and his partner some things for the baby when it's
due. We both shop around for discounts and offers on
onyfhing boby related, since it's not cheap. We want to
sign up to a store like Mothercare, to receive any promos
or vouchers which we can use on items to get for our
grandchild and the parents.”

GOALS:

* Sign up and receive discounts and offers
* To watch cost and spending full price on items

. He||o parents out with supp|ieo| and produc’rs when the
baby is due

ROBERT & JILL

* To sign up elsewhere than tills
* Receive email Promos and discounts on producfs
*| would need and benefit from

FRUSTRATIONS:

* Scared to research stuff online

FRUSTRATIONS:

* Find more information on certain producfs, and make . ,
. Everywhere Is expensive for boby produc’rs

comparisons

*Can't find anywhere to get discounts on products for me * Know what too buy
and the baby * Not many discounts or selected items or much

*Vouchers are for other items not related to pregnancy needed items

FRUSTRATIONS:

* Sign up is done online - website on|y
* Emails aren't catered to my needs & wants
* Sign up process is too long and tedious



GOALS
VS. NEEDS

BUSINESS GOALS

+ Acquire more customers
using my mothercare
benefits

.- To get 50% of parents
(new/curren’r) to register
with my mothercare
In-store

- To increase retention of
active my mothercare
users by targeting
them with more
communications
and morke’ring

* Increase engagement in
my mothercare rewards
and offers

CUSTOMER NEEDS

VS.

e To receive more

promotions, ofters and
rewards that increase
saving money

Gain value by registering
or signing up, and instantly
given access to exclusive
deals

To have everything in one
olace - i.e. advice, promos
and offers

To receive personal
information and

communications
day/night
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To have 30% of customers
register in-store to

My Mothercare, and 50%

sign up online within 3 months of
launching (12 stores in UK - then
roll out to all 75).

METRICS

02

Customers accrue £250
worth of rewards points
within 2 months of registering

(depending on avg. customer

spend of £50-100).

Customers refer at least
3 others to register to
My Mothercare with a month.




DEFINE

CUSTOMER
JOURNEY

LINDSEY'S IN-STORE EXPERIENCE
AND REGISTRATION

Lindsey, 33.
(8 weeks pregnant)

Meet Lindsey, o first time
parent, that is on her woy to
her local Mothercare store
with her mum,

She wanis to stan buying all
the essentials for her fiest child,
bulis on a budget. She wants
10 see if there are any offers

ond discounts available g mymothercare 1o receive through the app jeurney to
for her. offers, rewards, cdvice, and reqister.
benefits.
The night before, Undsey Whaen driving to the
first visits the Mothercare shopping centre, Lindsey
website in hopes of feels nervous and anxious
deals and offers. about what to buy, how
much and the cost.
s
=B = 5
Finishes registration Starts shopping in store Checkout Refer others to join
» After geing through the app, — Lindsey ond her mum now — Now ot the checkout, Lindsey — = After paying, Lindsey is )
and entering her detais, centinue to shop around the is asked by the il staff if she prompted on the checkout
Lindsey is now registered to Mothercore store. has cny discounts or screen, ond by the stoff
P My Mothercare. She can now promotions she would fke to member, if she would like to
! stan receving cll the benefits, She already has a an validate or apply. send an invite with a free gift
: rewords ond toke cdvantcge exclusive promoticncl offer of voucher to cncther friend or
1 of the latest promotions and £50 off any item, as a gift for Lindsey applies her exclusive famidy member whois a
: exclusive deals just for her. registered 10 My Mothercare. £50 promotional offer. parent or expectant parent.
|
| Lindsey can also invite or
: notify other expectant parents ’ .
1 cr parents to join and receive 1 )
' these benefits. | !
GO A V
-
ﬁ =
Before Lindsey registers to My :
Mothercare, she questions Lindsey feels happy and Lindsey decides to share the
the security of the app, excited having registered, love, and sends an email to
having entered personal - > g and is now looking forward her friend, referring them to
information about herself and to what else my mothercare also sign up with My

' Lindsey drives, and
relies on her car for

(=

work and other
essential journeys.

Arrives at Mothercare
store

’ Lindsey ond her mum arrive

ot the mall, and go to the
Mothercare stere.

Upon cerivel, they see lorge
posters advertising a sale,
ond many more offers,

—
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Welcomed

They are welcomed by a
Mothercore store employee,

They cifer to show Lindsey
and her mum cround the
steee, ond ossist them in the
right direction.

They also ask Lindsey and her
mum if they wont to sign up to

J

Prompted to register

Lindsey and her mum cre
presented with on iPcd by the
staff member, and cre
prompted to recd the screen.

They read the information on
the My Mothercare cpp.

Both Lindsey and her mum,
are intrigued, and continue

her pregnancy details.

The staff member
reassures Lindsey and her
mum, that it is completely

safe and secure - following
the latest GOPR
guidelines.

can offer her in the future.

Mothercare, and start
enjoying oll the benefits.

Receives SMS text

Upen leaving the Mothercare
store, Lindsey is notified on
her phone via SMS messoge,
that she is welcemed to the
My Motherecare club.

It also states that she can use
her benefits cnline as well in-
store.

A link to download the
Mothercare app, or 1o check
out the website, is embedded
in the text.

>

=

lindsey and her
mum travel home
together,

2

e

Receives personalised
welcome email

Now at home on her persencl
computer, Lindsey receives an
emai with her name, and a
list of benefits and rewords
thot she can cloim, just by
shopping with Mothercare.

The email also states, since
she last shopped with
Mothercare, she is entitled to
some rewards points.

My Mothercare rewards

Lindsey explores all the
rewords options and benefits
cvailoble for her.

These rewocrds con opply
to herself and her fomiy,
or be shared 1o others that
have registered with My
Mothercare as well

v
o2

Lindsey looks through all the
rewords she con cloim once
she has built up more points,
and can share these to others
My Mothercare club
members olso.



DEFINE

USER
JOURNEY

LINDSEY'S JOURNEY -
MY MOTHERCARE APP
& REWARDS

User Actions

Customer goals

Touchpoints

Emotions/
feelings

Thoughts

Pain points

Solutions

Lifecycle

AWARENESS

©® GP tells her to start preparing,
ond Buy essentic! boby 2ems,

@ Browses medtiphe boby reloler
and e-commerce websites

O Sees multiple ofters tom other
rerdors Lo Amazon, babesus,
Jobn Lewis, ord Debenhoms

O See blogs posts and artides on
social media chonnels cbout
motherdone ond mymaothaecone
rewards and cub,

> RESEARCH

© She rescarches where the best
places ore to buy boby clothes,
000 and gssenticls.

® Seorches chacpedt dedls,
borgins ond olfers, os wel os
cusiomer loyolty

© Sho secrches Dot Dobio ttaler
$0rvicos” « she wonis  good
CUSICIMET Cxpenience.

© Asis family and friends where the
best places to go are.

CONSIDERATION ’ SIGN.UP | REGISTRATION

® Compares prices of boby
srollers and cor seats, - The most
CAPONSAVG Toms,

O Looks 6t otters and promctions
0N the motherccres homepoge,

® Starts browsing Mothercares ste,
and so@ the otfers poge,

® Views My Mothercore poge ond
2008 how 10 regsta

® Makes on account with
Mothercare ardd $igns up 1o
10COND QMO

® Receives emal with ¢ bonner
coout My Mothercere

@ Folows theough on emad,
OO regrsters onlng for My
Mothercare.

ADVOCACY

© Goces online to daim first My
Mothecore fowaed

® Visits Mothercore store, ond
purthoLes in-14900e, oo
JoEnng reword points,

O Refers friends and o family
membDors thot CrQ OxXPDecIen
Poronts, 10 also rogister to My
Maothescare,

QO Sion preporing house 1o

O % got on ideo of assentic! things

O To compero prices, specs ond

O %o gat personoised

O Claim rewords and view Denafits

wWelcome a now baby 10 buy offors of cencin high priced CoOmMncotion from resasor «
products - Le, pushichains and car sugHesting products, and offer ;
5 > % personat f
O To be informed of when the baby O Search ond browse oround for sets 'Whom;‘m discounts ond O Getpe advice and offers
i cffers and discourts
LS 10 O Looking at other sites for best
O To find one site thot can bundie deals
eventhing
Mothorcore site;
9, Doctor (GF) oavico @ vomaot - Google . Mothercare website B4 tmol = « basket
*  landing page - checkout
@ Imemet ods Y socioireda boroers O sMSwa
+  Collous ™ in-sone
B ol (D Books/ articles | blogs +  Cnpogeods
O sMSwen
B3 ol
Woeriod, ponicking, onxiovs Overwhelmod, exhaustod Ceafident, ploased, colm Concarnod, Intigued Rocssured, distrossed

o

)
“I'm & weoks peegnant! « | need to “Ym on o budget « I must “There's @ kot of ofers on this site, “There's @ kot of perscnal "Waw, just by signing up, |
11021 préporing” COMmpore the best poices” ond | don't know wheee 10 look™ PomnCon | hove 1 gve.” cleady hove on exclusive

> promotion”™
. e 3 “Is this so'¢’
“There's 1o mach infeemation, “I howe to ston reseceching ond : -
and things % buy” otking peopie where ore the “This My Mothercare might be "How do 1 ciim mry rewards?
Derst PIaCos 1o shop” beneficial for me and my fomily - “Whas offers o promoticns con |
now ond in the fiturp” claim now?”

® Aot of soturation on the internet
o Be Ccogritive overtood

® Secrching for the fght prodiut
and prco con Do overahelming -
not knawing which i the best
0O

® Hove batwer paid promotions on
socrch engings kg Google

© Show more branded Mothescare
PEOUCts O AMaLen, Agos ond
Boots « with a dick out barner to
mothercare ste.

® | don't know where %0 fodus rmy
cuenticn

® Alor of produt images end
NBNSe COIOWNS ON $20

O Yoo much contert on a single
pOge - inchuding homepoge

@ Bower designed oy of
homopoge

® moeo prooninent secech Bar with
Vogestions

© Highiight recommonded” of
“most view” « or have sections for
frst lime poren

® What are the benefits? o how
con 1 find ot moce?

@ Sign-up peocess eems o ittle
oG - © 1ot of persencl info

® How fene 51005 10 $IGN LR

@ Sign up or gn in with Google or
ool medic

@ Highlight more benefits of My
Mothencore

© Hard 1o see and search for
1ewGds O promotions
avalabic now

@ Hove ¢ flter oplion - 10 e out
Dost rewards, or Dy xpianon
dote
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IDEATE

WIREFRAMES ,
USERFLOWS & MOCKS
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Thank you for joining my mothercare
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THE

UTCOME

The My Mothercare app was tested at three UK
stores. It was well received by both staft and
customers, and managed to register over 300

peop|e in its first week.

We also saw engagement with offers and rewards in
My Mothercare club up by 20%. After these soft
launch metrics (1 week after), we launched to all 70
stores in the UK, and online. After a month in, we
have had over 2000 people registering, and around
4 in 5 customers using their exclusive rewards and

Promos online and in-store.

my mothercare

o= @ @ @ @

Email Relationship to
child

What is your relationship with

*

mum or mum-to- dad or dad-to- grandpar
be be

M e &

family friend other relative carer / ott

£ previous)




EVALUATE

STAFF
REVIEWS

LI1ZZY

24 | FLOOR SALES STAFF | LEEDS

‘Really great app! This makes it so much easier to use and
get people signed up to My Mothercare. It's so colourful
and on brand, not like the older version we had through
the website. When greeting parents at the door, | am
excited to give them the iPad, and have them sign up.”

EASE OF USE DESIGN
1.2.0.0. 0. G 0.0 0.0
CLARITY VALUE

*dokkre  kokokokok

RACHEL

32 | TRAVEL DEPT. | MILTON KEYNES

“The app is really useful now to get people
signed up fast, and then continue their shopping in store. |
like how easy it is to walk them through out on screen, and
the large buttons mike it even easier to progress.”

EASE OF USE DESIGN
1.2.0.0.0 G 0.0 0.0
CLARITY VALUE

1.2.0.0.0 G ¢ .0 0.0

DOMINIC

40 | STORE MANAGER | WATFORD

"For our customers signing up to My Mothercare, this has
been invaluable. It is so easy to use, with visual appedl
and on brand. The big buttons make it simp|e for
customers to tap around, and complete the sign up
journey. I'm excited for this launch in more stores across

the country!’

EASE OF USE DESIGN
1.2.0.0.¢ IR ¢ 0.0, 9X¢
CLARITY VALUE

1. 2.8 SAOAGIER & & QRGNS



MY MOTHERCARE — —

REWARDS
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. < -

HMow do | have to do 1o redeem my v £33 5p0 Vouchar Free Sohoover Phosobook worh (G99 Enfoy ues: £99 off your Hoven
reward? ‘m | Holbdery

- fron \
Who da | contact if | have ory queries? N/
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voucher code?
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The My Mothercare app was really a unique project

to work on. | stepped out of my comfort zone from HQ,
to meet actual in-store emp|oyees at Mothercare stores.
| conducted user sessions and interviews with them

and customers, to get a clear undersmnding of the

task at hand. Save 5% on a Forest Holidays escape
@ Ends soon!
. . . . Qur friends at Forest Holids hove given us 0 5% saving for my mothercore
Designing for such a different demographic and persona, members. ESCOpe (O m:’rfﬂmm locations, choose oM Ixuios ,
cw 1s set deep inw xoociarn n the edge of mi _]hlv lochs, cr in bright To claim:
forest meadows and make yo h( day your own. 941 il -

was rec”y cho”enging, because not on|y parents and

'es and look at hr» 1 Flease recd the terms & cenditicns at the bott
store staff would use the app, but grandparents also. So, | i‘t‘)"“il ) Lol TR S my motherccbzre
had to make it easy and clear. | designed the Ul with big Y/ o aticoning ekttt e ek
3. Simply enter MOTHERCARE to save 5% al All rawoids ; - A
buttons and controls to avoid frustration with small o= — @@ 00— @ ?%22“2?fff.';'ﬁ'i-‘_fs."{i;“ Mooy by 31 May 0 ond snioy by 31 |
Teictong 1o 1 do, your

. making this the

components as parents are going through a lot mentally
What is your relationship with the child?

and physica”y (especio”y oregnant women). | wanted to
avoid too much cognifive overload. [§ ;zﬂ éﬁ
e |
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With the rewards pages, again | designed a simple Ul,

if needed. The Ul cards with images really sold the

reward in a visual sense - people were interacting more o o -
with rewards accompanied with an image. p—rn




