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Top Findings B e

Add a gift card Vv

From 10 unmoderated sessions with GM Walmart shoppers (who have a PayPal account) Crodiident e
@ Visa ending in 1234 Visa
Exp 06/24
Edit | Delet

Edit | Delete

Customers understand all of their payment options.

Other payment methods

PayPal O

affirm) Pay $24/month

Some of the icons/options cause customers to get curious
about what it is/how it works (e.g. icon between PayPal and e s

Chase Pay; Pay with cash) o

See item details -+

Apply promo code -+

Leave Feedback

Do Not Sell My Personal Information

Request My Persona | Information

© 2020 Walmart Inc.

Project Confluence Page

Est. total $272.03
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/.\


https://confluence.walmart.com/display/UXR/Payment+Redesign+-+Upleveling+PayPal

Link to guest checkout prototype

Method Link to return customer prototype

e [wo remote, unmoderated test on usertesting.com
o Scenario 1: Return customer flow; Payment methods = $40 gift card & credit card

o Scenario 2: Guest checkout flow; Payment method = credit card

« 10 participants (5 participants in each test):
e Primary shopper in the house or shares shopping responsibilities
o Shops online at least 1/month
o Use mobile phone to shop

o At least 4 orders online in past 12 months through walmart.com

o Has a PayPal account



https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/56A0S3I4YF3#/214296180_1_PDP_320

Detailed Findings
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Payment Page

Learnings found in both flows



Customers understand all of their payment options

Customers notice all payment options. Some scan over gift card but
always find it if they need to add a gift card.

Pay with cash is confusing to many participants. Some think it is a bug
because it doesn't make sense.

“Pay with cash is confusing cause I'm asking to have it delivered.
Obviously I'm not going to give cash to the delivery driver so that
should only be there if you are choosing pickup in store and even
then I've never seen this option to pay with cash”

No one was able to guess the SRC icon between PayPal and Chase Pay.

While this is a placeholder icon, make sure the real icon is recognizable.

Recommendations: Continue to have information about Pay with cash when a
customer clicks on the radio button for it. Make the explanation easy to
understand and behind only a single click.

\'/

/.\

3:( Checkout

@ Enter payment method

Add a gift card v

Pay with cash
Credit/debit cards
@) Visa endingin 1234 visa
Exp 06/24 Subtotal (1item) $249.00
Edit | Delete Delivery Free
Est. taxes & fees $23.03
(Based on 94066)
Visa ending in 7890 VisA
Pl Est. total $272.03

See item details -+

Add a new credit or debit card -+

Apply promo code -+

Other payment methods

POYPOI @) 0 Leave Feedback

Do Not Sell My Personal Information

affirm) Pay $24/month
Request My Personal Information

Pay with cash © 2020 Walmart Inc.

_ Review your order Est.total $272.03
Subtotal (1item) $249.00




Return Customer Flow

Payment methods: $40 gift card & saved credit card



Customers understand how to apply their gift card

All participants easily understood they needed to click the Apply
gift card CTA in order to move on to the next step of checkout.

- Checkout =

@ Enter payment method

Add a giftcard ~

Gift card number (required)
9999 9999 9999 9999 9999

A ~ DIA ‘'Cc o =10 ~nries Lresm - 1 )
4-d gIt FIN/security code (required)

Where to find your PIN

Cancel Apply gift card

Credit/debit cards

@ Visa ending in 1234 Visa

Exp 06/24
Edit Delete
Visa ending in 7890 VISA

Exp 12/22
Edit Delete

a new credit or del ard

Other payment methods

Add a new credit or debit card

Other payment methods

>

affirm) Pay $24/month

Pay with cas
Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 94066)
Est. total $272.03

See item details -

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.

Est.total $272.03




How to apply a gift card + credit card was understood

Participants all understood what amount they still owed after
applying their gift card.

Before applying their gift card, participants assumed they could
apply any payment method to cover the remaining balance.
However, after applying their gift card and seeing the payment
methods greyed out, they understood why this was not an option.

After applying their gift card, customers understood that their
credit card was pre-selected for them and they did not need to
take any action before clicking the review your order CTA.

3:: Checkout

@ Enter payment method

Remaining balance due: $232.03

=

Please use a credit, debit or gift card to cover

your remaining balance.

Gift cards
Gift card ending in 1234 3
Current value: $40.00
Amount applied: $40.00
Delete
Add a new qift card -+
Credit/debit cards
@ Visa endingin 1234 visA
Exp 06/24
Edit Delete
Visa ending in 7890 VIsA
Exp 12/22
Edit Delete

Add a new credit or debit card -+

Other payment methods

o>

Other payment methods

o>

affirm! Pay $24/month

Pay with cash

Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 94066)

Est. total $§272.03
Gift card -$40.00
Balance due $232.03

See item details -+

Apply promo code -+

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.
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Guest Checkout Flow

Payment method: credit card



Guest checkout task was easily completed

Billing address same as delivery

::: Checkout = address
850 Cherry Ave
@ Enter payment method San Bruno, CA 94066
All participants easily understood and completed the quest checkout
p p y p g Add a gift card v PayPal O

flow with a credit card.

affirm) Pay $24/month

@® Credit or debit card
Pay with cash

Card information *Required field
Card number”
Subtotal (1item) $249.00

4147 1234 5678 9012 De“very Free
o e m — Est. taxes & fees $23.03
— S — (Based on 94066)
Name on card’

Sam William Est. total $272.03
:f’ﬁ. 'L: ration fj ate’ ‘Z"E’: ur t"v' C ‘:‘:j‘f" '_' See |tem detalls -+_

12/22 43

Apply promo code

Billing address same as delivery
address Leave Feedback

850 Cherry Ave
San Bruno, CA 94066

Do Not Sell My Personal Information

Request My Personal Information

PayPal C») © 2020 Walmart Inc.

12

affirm) Pay $24/month

Pav with cash




Strategic Questions
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These findings can not
stand alone. More

What is that icon in the top right? participants

are still
needed.

As part of an initiative to add more strategic questions to each of our UX Research studies in Cart and Checkout, we will be

adding strategic questions to studies, when possible.

These strategic questions will be a secondary set of Research questions in the study and thus will not be fully answered.

Over time, as we gather data for these strategic questions, we will begin to aggregate across studies. However, any time this red

icon is on the top right of a

slide, please know that these findings should not be used as the base of a decision, YET. Instead,

these findings should help us start thinking of ideas and get our creativity going.

Example of why the findings should not stand on their own:

Study: Payment Preferences

Strategic Question: Do customers have a preferred method of payment? When, if ever, does this change?

Due to the primary, usability questions, this study recruited participants who have a PayPal account. Thus,

the findings on what
colored by the fact t
may not be true in a

to better understand

their preferred payment method is and how they decide when to use something else is
nat they all have a PayPal account. Thus, we heard a lot of answers about PayPal that
arger population. However, in the future this data can be combined with other studies

this question. On. lts own, however, the data is quite biased.




These findings can not

stand alone. More
participants
are still

Saving Payment Information

needed.

Research Question: How do customers feel about saving their payment information with Walmart?

Initial findings from just this study:

« Participants mention wanting to save their payment information (credit/debit cards) in a handful of situations:
« Places they shop often (not one off places or places they shop infrequently)
« Places they trust because they haven’t been in the news about credit and debit card information being stolen (ex: Target)

« At larger companies where they trust they can get reimbursed if something does go wrong (Walmart is often named as one
of these places)

« At specific stores that they have a rewards card (e.g. Target red card)

Even if they save a form of payment with a company, they may still opt to use PayPal as it is still seen as safer (remember everyone

in this study has a PayPal account).




These findings can not

stand alone. More
participants

Preferred Payment Methods are stil

needed.

Research Question: Do customers have a preferred method of payment? When, if ever, does this change?

Initial findings from just this study:

« Many participants mentioned the first payment option they prioritize is a gift card, if they have one for that store (remember
half the participants were told they had a $40 gift card for their flow so this was top of mind).

o Some choose their payment method due to budgets:

o A credit card with a low limit will help if the card is stolen

o A debit card so they can’t exceed a credit limit

« Any payment method where they have a positive balance (e.g. PayPal account or a gift card)
o Some choose based on fear of their card being stolen:

o PayPal works great for this as it is seen as extremely secure

e« Some won’t use a debit card in case their information gets stolen

o Some use credit cards so they can dispute it easier as the money hasn’t left their account




Preferred Payment Methods (continued)

Research Question: Do customers have a preferred method of payment? When, if ever, does this change?

Initial findings from just this study:

« When deciding between cards:

o Participants prioritize those with rewards at the specific store or the type of purchase

These findings can not
stand alone. More
participants

are still

needed.

« Participants prioritize PayPal for a variety of reasons (remember all participants in this study have a PayPal account):

o« |f they have money in their PayPal account

o Forsecurity reasons

o Because they don’t have their wallet near them and their card is saved in their PayPal account

« Some use PayPal as a way to finance large purchases




These findings can not

stand alone. More
participants

POS in Cart

needed.

Research Question: What information should be in Cart POS?

Initial findings from just this study:

When asked what, if any, information was missing in the Cart POS, participants didn’t have much to say.

It seems we need to approach this differently in a future study.




Thank you!

Project Confluence Page



https://confluence.walmart.com/display/UXR/Payment+Redesign+-+Upleveling+PayPal
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Link to guest checkout prototype

Method Link to return customer prototype

e [wo remote, unmoderated test on usertesting.com
o Scenario 1: Return customer flow; Payment methods = $40 gift card & credit card

o Scenario 2: Guest checkout flow; Payment method = credit card

« 10 participants (5 participants in each test):
e Primary shopper in the house or shares shopping responsibilities
o Shops online at least 1/month
o Use mobile phone to shop

o At least 4 orders online in past 12 months through walmart.com

o Has a PayPal account



https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/56A0S3I4YF3#/214296180_1_PDP_320

s'e — ! sy LN
C):) a\‘i. NextDay delivery © 94066
Re t u r n F I ow Earn 5% back with the Capital One
Apple AirPods P . . . . . . S
pple AirPods Pro Walmart Rewards Card. Sign in @ Delivery and pickup options @ Confirm delivery address
Apple Model: MWP22AM/A
oy Learn how
Walmart # 577856461 - o g g e e 2
Email address (required)
* kk*x 5l reviews
Est. total $272.03 sam.william@gmail.com Delivery Pickup Free @ Selected
. '
Check out (1) Password (required) .
Y, . | checkou) RN e e | som vt
L Y Congrats - you get free delivery! bbb thchahdahd Show 850 Cherry Ave
- F San Bruno, CA 94066
: Forqot password? ' (650) 555-5555
<o ) Apple AirPods Pro ¢ ’
: & . . N 4
s _ v, $249.00 Keep me signed in . / Preferred address
i : Uncheck if using a public device.
2-day delivery
— a0 —
$24/mo with affirm) Add protection for your device: None  Show less $249.00

Subtotal (1item)

Learn how
selected OR
Deliver Free
Add protection for your device: None Show less y Add new address +
Séiected Est. taxes & fees $23.03

@ | don’t need protection at this time No account? No problem. (Based on 94066)

I_i n k t O ret u r n @ | don't need protection at this time

Continue to checkout without an
@ Walmart Protection Plan account Subtotal (1item) $249.00

C h e C ko u t @ Walmart protection plan O 4-Year for $45.00 ESt total $272.03

Peace of mind with the best value for Delivery Free
device replacment O 3-Year for $34.00 Continue
: . . Est. taxes & fees )
prototype O 3¥earor $3400 See item details + 2503

() 4-Year for $45.00 @ AppleCare+ (Based on 94066)
Q AppleCare+ for Headphones for If you're using a promo code, sign in or

& Applecare+ $29.00 create an account. Applv promo code

Service & support from the people who £RRLy_PLOMO COCe + Est tOtal $272 03

know your product best ' )

Q AppleCare+ for Headphones for

$29.00

1 v See item details -
Remove | Save for later O
Apply promo code -+
LB Free 2-day delivery :
Arrives by Wed, Mar 25 Subtotal (1item) $249.00 ( /;\’ N
' \)/ L . }
[n] Free pickup today Sl Fisc g
In stock at Mountain View, 600 Showers Dr Est. taxes & fees $23.03
(Based on 94066) Fd ;\
More delivery & pickup options Est. total $272.03 K:/)
{7 Stock up on everyday essentials. See details Est. total $272.03
Continue Est. total o
$24/month with affirm) $272.03

3¢ Sold & shipped by Walmart Learn how

‘= Add to List df) Add to Reqistry

Check out (1)

Congrats — you get free shipping!

2 other sellers from $327.52

$327.52 + Free delivery Free pickup available.

Sold & shipped by Video & Audio Center Learn more



https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320

Ret u rn F I ow @ Enter payment method

Add a gift card v

Credit/debit cards
@ Visa ending in 1234 visa
Exp 06/24
Edit | Delete
Visa ending in 7890 VIsA
Exp 12/22
Edit | Delete

Add a new credit or debit card -+

Other payment methods

| ink to return PayPal (3

affirm) Pay $24/month

checkout

D rototvpe Pay with cash

| ] [ 4 | |
Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 94066)
Est. total $272.03

See item details -}

Apply promo code -+

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.

::: Checkout |=

@ Enter payment method

Add a gift card

Gift card number (required)

Where to find your PIN

Cancel Apply gift card

Credit/debit cards
@ Visa ending in 1234 Visa
Ex p 06/24
Edit Delete
Visa ending in 7890 Visa
Exp 12/22
Edit Delete
Add a new credit or debit card
Other payment methods
O»
affirm! Pay $24/month
Pay with cash
Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 94066)
Est. total $272.03

See item details -}

Apply promo code -

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.

Est. total $272.03

::: Checkout | =

@ Enter payment method

Add a gift card N

Gift card number (required)

9999 9999 9999 9999 9999
4-digit PIN/security code (required)

Where to find your PIN

Cancel Apply gift card

Credit/debit cards
@ Visa ending in 1234 Visa.
Exp 06/24
Edit Delete
Visa ending in 7890 Visa
Exp 12/22
Edit Delete
Add a new credit or debit card
Other payment methods
>
affirm! Pay $24/month
Pay with cash
Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 24066)
Est. total $272.03

See item details -+

Apply promo code -+

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.

Est. total $272.03

::: Checkout | =

@ Enter payment method

Remaining balance due: $232.03
Please use a credit, debit or gift card to cover
your remaining balance.

Gift cards

Gift card ending in 1234 EH
Current value: $40.00
Amount applied: $40.00

Delete
Add a new qift card -
Credit/debit cards
@ Visa ending in 1234 VisA
Exp 06/24
Edit | Delete
Visa ending in 7890 visa
Exp 12/22

Edit | Delete

Add a new credit or debit card -+

Other payment methods

%

affirm) Pay $24/month

Pay with cash

Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 94066)

Est. total $272.03
Gift card -$40.00
Balance due $232.03

See item details -

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.

\'I —

Thank you for your order
#6051710359462

C

Keep Shopping

(e

Check

Delivery

You'll receive an email with tracking

information when your item ships.

Delivery address

C g \AJ -
>am VW ||r.1[

e

(o Sp— A\ s
850 Cherry Ave

San Bruno, CA 94066

Arrive by Sat, Mar 28

See your item details 4=

your order status on Walmart.com

Order summary

Subtotal (1item)

Delivery

Tax

Total

$272.03

Payment type

Gift card ending in 1234
Visa ending in 1234

Billing address

Sam William
850 Cherry Ave
San Bruno, CA 94066


https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320
https://walmart.invisionapp.com/share/Y4A0S3FARD6#/214296197_1_PDP_320

Guest Flow

1.
1>
'C—):\' *—é’ NextDay delivery ® 94066

Apple AirPods Pro

device replacment

() 3-Year for $34.00

— [ S,
SearCh Q SearCh Q :::

Earn 5% back with the Capital One
Walmart Rewards Card.

Q AppleCare+ for Headphones for
$29.00

Checkout

\/
A

Checkout

@ Delivery and pickup options

Apply promo code -+

::( Checkout | =

@ Enter delivery address

Sign in
Apple Model: MWP22AM/A Learn how 9 *Required field
Walmart # 577856461 = f '
Email address (required) First name*
*x**x*  Silrevi i i R
reveus Est. total $272.03 Delivery Pickup Free
~
Check out (1) L
. Password (required) Arrive by @ Wed' Mar 25 Free mck
< ’ Congrats - you get free delivery!
\ Show i ‘0‘“‘0‘ ‘o’“'o‘ ‘o‘“'o‘ ‘o‘“'o‘ R “'o‘ ‘o’“'o
- 4 . Apple AirPods Pro ‘ - Email address for order notification®
e 0 $249.00 Forgot password? s s
2-day delivery . :
10of 3 Pickup heep m(.e gngm _ . Street addre
Uncheck if using a public device.
Add protection for your device: None  Show less .
$249.00 Yy Subtotal (1item) $249.00
selected
$24/mo with affirm) Delivery Free S mstenie oo
L h , etc. (optional)
S (@) 1don't need protection at this ti Est. taxes & fees $23.03
on’t need protection at this time OR
I_I n k to q u est Add protection for your device: None Show less (Based on 94066)
= selected i
Walmart Protection Pl City
h kout @ e No account? No problem. E<t total $272.03
C e C O u @  1don't need protection at this time Q 4-Year for $45.00 . . z z San Bruno
Continue to checkout without an
Dr Ot OtVD e () 3-Year for $34.00 . | | — R
§ — @ Walmart Drf)tection plarlm @ AppleCare+ See item details +
Peace of mind with the best value for CA - 94066

O 4-Year for $45.00 Email me about hot items, great savings, and

maore.
If you're using a promo code, sign in or

.'_ Applecare+

Service & support from the people who create an account.

Remove | Save for later PN _
know your product best 4\\Z ) Subtotal (1item) $249.00
5029 OAgpleCare+ for Headphones for - Delivery Free
A Est. taxes & fees $23.03
Subtotal (1item) $249.00 (/;\’ o (Based on 94066)
aiy 1 '~ Ak Delivery Free S’
D (Est. taxes &9 f%es ) $23.03 Est. total $272.03
: Based on 94066 :
g oo A8 ol $272.03
ohbhici A b b Fo oo See item details
[n] Free pickup today Est. total $272.03
In stock at Mountain View, 600 Showers Dr $24/month with aff@ Apply promo code -+
Learn how

More delivery & pickup options

{J Stock up on everyday essentials. See details

Check out (1) (3)
N
Est. total $272.03 |

Congrats — you get free shipping!
\'I :
>< Sold & shipped by Walmart Free pickup available.



https://walmart.invisionapp.com/share/56A0S3I4YF3#/214296180_1_PDP_320
https://walmart.invisionapp.com/share/56A0S3I4YF3#/214296180_1_PDP_320
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N

Checkout | =

\7/

::: Checkout | = ::: Checkout | =

Guest Flow

Link to guest
checkout

prototype

@ Enter delivery address

*Required field

First name*
Sam
Last name’
William
Phone number?*
6505555555
Email address for order notification®
sam.william(@gmail.com

Street address’

850 Cherry Ave

Apt, suite, etc. (optional)
San Bruno

State ZIP code’
CA v 94066

Email me about hot items, great savings, and

more.

Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 94066)

Est. total $272.03

See item details -

Apply promo code -

@ Enter payment method
Add a gift card Vv

@® Credit or debit card

Card information *Required field

Card number*

B O ) - O

Name on card®

Expiration date* Security code* (?)
MM/YY

Billing address same as delivery
address

850 Cherry Ave
San Bruno, CA 94066

PayPal

affirm) Pay $24/month

Pay with cash
Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03
(Based on 94066)
Est. total $272.03

See item details -+

Apply promo code -}

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.

@ Enter payment method

Add a gift card Vv

@® Credit or debit card

Card information *Required field

Card number®
41471234 5678 9012

A E] Visa

Name on card®
Sam William

Com - P . N\
Security code” (7)

Expiration date’

12/22 o

Billing address same as delivery
address

850 Cherry Ave
San Bruno, CA 94066

PayPal [

affirm) Pay $24/month

Pay with cash
Subtotal (1item) $249.00
Delivery Free
Est. taxes & fees $23.03

(Based on 94066)

Est. total $272.03

See item details -+

Apply promo code -

Leave Feedback

Do Not Sell My Personal Information

Request My Personal Information

© 2020 Walmart Inc.

Thank you for your order
#6051710359462

( Keep Shopping )

b Delivery

You'll rec

D

ive an email with tracking

information when your item ships.

Delivery address

Sam W 21
>am VW |1-;1[

San Bruno, CA 94066

Arrive by Wed, Mar 25

See your item details -}

Check your order status on Walmart.com

Order summary

Subtotal (1item) $272.03
Delivery Free
Tax $23.03
Total $272.03
Payment type

Visa ending in 9012

Billing address

Sam William
850 Cherry Ave
San Bruno, CA 94066

Est.total $272.03
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