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Goals and Methodology

- Gather feedback directly from customers on:
- Awareness and marketing of Shared Cart
- Shared Cart set up process
- Overall usage and reaction to Shared Cart

- 12 Contextual Interviews were conducted with local Quill
customers (in-person)



Customer Overview

* 9 total Active Quill Customers

- 5 are currently using Shared Cart as the Admin

- 1 Shared Cart Users was included as part of the interview with their
Shared Cart Admin

-4 were NEW to Shared Cart and are the Admin

- 2 were NEW Shared Cart Users were included as part of the
interview with their Shared Cart Admin



Customer Descriptions

HD Catty Corp — Printing and Packaging

FS Grain — Seed Broker

Bettenhausen Motor Sales Inc - Car Dealership

Sandrock Insurance — Farm Insurance Broker

Interwork Architects Inc — Architectural Engineering Firm
Steven Fink Law - Law Firm

lllinois Process Equipment — Specialty Liquid Processing Equip.
Dial Tool Industries Inc. — Specialty Tool Manufacturing
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High Level Summary

- Overall very positive initial feedback on design and concept
- Users were confused by the sign-up email

- Users were not clear which cart to use

- Admins want users to only be able to ‘Add to Shared Cart’

- Admins either want to always have to ‘Add items to Shared
Cart’

- Some Admins wanted to give users direct access to their cart
- Confusion between the ‘Cart’ and ‘Shared Cart’ in the header

- Admins missed the on-site notification and prefer to receive an
email.

- There is a desire to create multiple carts with different shipping
addresses



Findings — Awareness
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* When asked, no customers could recall how they found out about
‘Shared Cart’
* Only 2 customers saw the ‘New Shared Cart’ treatment in the header
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Findings — Set Up

— - “— |+ Feedback on the marketing page was
very positive.

« Most immediately clicked the ‘Get
Started’ button and did not scroll

 Those that scrolled and read the
content commented that it answered
questions
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Findings — Set Up

« Email was confusing to most users
« Users did not know where to click to

GUI”JM start the set up process.
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Findings — Set Up

» All customers questioned why they had
to name the cart.
» All understood the Privacy Settings
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Findings - Set up

Enter email address(es) below

» Larger customers wanted to be able to
import a group of user emails
* Most liked and used the comment field
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Findings - SC User

« There was confusion around the 2 carts in
the header D 11K

« Grey was seen as not active or disabled
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Findings - SC Admin
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Findings - SC Notification
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Findings - SC User creating SC
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» Users trying to create their own SC
had issues adding and finding
Shipping and Billing Addresses

« Users did not know what to click.

* Once added Addresses were added
they were not showing up directly on-
screen.




Recommendations

- Create on-site awareness strategy and standards (in process)
- Make the set-up SC option more prominent in the email.

- Change the cart name to be an optional field

- Allow customers to import email address from a file or click and drag
from email client

- Create a stronger visualization showing the difference between Cart
and SC

- Allow SC Admins to set user accounts as Shared Cart Only accounts
- Always require the Admin to ‘Move Items to Shared Cart’

- Create the ability to set up multiple SCs with different shipping
addresses

- Enhance the design interaction for NEW SC users setting up their
own SC

- Add email notifications to Admin of items added to SC



