HEYI WANG

NEXT APP Payment
Redesign

[J Mobile (® 3 Sprints (6 weeks)

Reduced user’s payment time from 12 days to 3 days




Overview

Understand Define ldeate

OVERVIEW

Context

NEXT Empowers drivers to secure jobs through @
dedicated marketplace.

Despite being a traditional industry, truck drivers
currently rely on paper documents as proof of work to
ensure timely payment.

My Role Time Line

Sole Designer + PM 6 weeks design + 2 weeks iteration

Product Target Users

B2C mobile app Owner Operators

Design

Review

lteration




OVERVIEW

“DoorDash” for truckers

“food” ready
e



OVERVIEW

“DoorDash” for truckers

“food” pickup




OVERVIEW

“DoorDash” for truckers

delivering
L



OVERVIEW

“DoorDash” for truckers

arriving
L J
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Qverview

OVERVIEW

My PM left the company right before | joined...

iiiil 7SchittsC reek




_ Understand Define ldeate Design Review Iteration

CREDITS

Our Team

SENIOR PRODUCT DESIGNER + PM
ENG LEAD
PMM

PAYMENT TEAM

CPO



Qverview

THE PROBLEM

| noticed that...

Our Net Promoter Score is only 4.3 NEXT Trucking Overall NPS

The metric is based on customer responses to the question:
"On a scale of 0 to 10, how likely are you to recommmend the

product to a friend?’

20% 0% 80%

Promoters Passives Detractors



Overview Understand Define j ideqate Design Review Iteration

THE PROBLEM

ol NEXT = 9:41 AM % 1009 -

Payments A

Drivers didn’t get paid
getp
as soon as expected

If eligible for QUICK PAY, you'll receive your
payment in 3-5 business days.

lvalar ¥V

' Thank you for submitting the required documents.
Our Promise > Actual If eligible for QUICK PAY, you'll receive your

payment in 3-5 business days.
3 -5days 7-12days

Invoice PENDING >
from Los Angeles, CA 07/22/22
to LBCT, CA

e ABeOr (s PAYMENT PROCESSING
J=ABCOO000

"“Why am | not getting paid for 28 days!?”

$600 1INVOICE A

" o N @ =

Home My Jobs Book  Payments Settings

rr
!

“NEXT never pays me



Overview

THE PROBLEM

Losing customer’s trust

Due to the declined credibility, some clients have expressed
reservations about collaborating with our organization. Regrettably,
we have experienced a shortfall in securing several contracts valued

INn the Mmillions of dollars.



Qverview

OVERVIEW

Goals

Iterate the mobile app to help drivers getting paid on time.

Current Goal

Payment Time 7-12 days - 3-5days



Overview

Understand

PROCESS

Define

Ideate

here’s how it's done

Ist week

2nd week

I
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i User Interview
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Competitor
Research

Stakeholders
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I
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|
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|
|
|
I
| meetings
|

3rd week

Test Options

User Journey

Damgn

4th week 5th week

High-Fidelity
I
|

6th week

Final Review

Review Iteration

7th+ week

Research + Iteration J

Ilteration



Understand

DISCOVER

Stakeholders Resedrch

(4 2 stakeholders (© 2days

Accounting Team

Payment PM We didn't get all the docs

Users upload document late 200+ documents are missing in 2021.

40% of our drivers didn't upload all the
required documents within 24 hours.

Some docs are not approved

24 docs are rejected in this month.



Overview Understand Define Ideate

DISCOVER

Persona (imagined)

(¥} 3users ( 2 hours

Sal

55 years old

Not tech savvy

Dcsign Review Iteration

Assumption 1

Users can't upload documents on time
while driving and then forgot to do so.

Assumption 2

Users wouldn’t know when their document
was rejected until a few days later.

Assumption 3

Users don’t know where to upload the
supplementary documents, so they were
waiting for operators to ask.



Understand

RESEARCH

Directions

(4 4 Opportunities ® 1day

»~ Transparency

Intuitive Flow



Understand

RESEARCH

Proposals

(4 4 Opportunities ® 1day

Remind users to upload the
document & submit invoices as
soon as possible

Make the accessorial documents
uploading more intuitive

Remind users when there is a Allow users to update and replace
rejected document the rejected documents



Qverview Understand Define ldeate | Design Review lteration

RESEARCH

Proposals

(4 4 Opportunities ® 1day

Remind users to upload the
document & submit invoices as
soon as possible

Make the accessorial documents
uploading more intuitive

Remind users when there is a Allow users to update and replace
rejected document the rejected documents



DISCOVER

Simplified the user journey

Current
Book Loads Start Driving Hook Chassis Mount Container Drive to Destination Drop Container Upload Proof Of Delivery Review & Submit Invoice Upload Accessorial Docs Updated Rejected Documents Get Payment
Proposed
Hook Chassis Mount Container Drive to Destination Drop Container
Book Loads Start Driving Upload Proof Of Delivery Updated Rejected Documents Review & Submit Invoice Get Payment

Upload Accessorial Docs



Define

DEFINE
Payment team PM

Pr0posed Prioritizqtion Payout team needs 2 sprints to

support the “rejected doc” tickets

(4 1 Stakeholder (® 1days
low hanging fruit + first step most impactful
Remind users to upload the Remind users when there is @
document & submit invoices as rejected document

soon as possible

across teams tech heavy

Allow users to update and replace Make the accessorial documents
the rejected documents uploading entrance more visible



Overview Understand I}Eﬂl'ie Ideate Design Review Iteration

DEFINE

Revised Prioritization

(4 1 Stakeholder (© 1days
1 sprint 2 srpints
Remind users to upload the Make the accessorial documents
document & submit invoices as uploading entrance more visible

soon ds possible

payment team support

1sprint 1-2 sprints

Remind users when there is @ Allow users to update and replace
rejected document the rejected documents




Overview

Understand Define ldeate

DEFINE

Technical Constraints

(4 1 Stakeholder (O 1days

can identify the rejection reasons

Remind users when there is a
rejected document

Demgn

only adding, no editing

Allow users to update and replace
the rejected documents

Review iteration

Eng Lead

Yes, but...

can‘t choose the document type

Make the accessorial documents
uploading entrance more visible



Define

DEFINE

The success we would like to see

Current Goals
Upload time 4 hours <1 hours
after job is completed
Payment time 12.3 Days <5days

Rejected documents upates 7 days 3days



IDEATE - DASHBOARD REMINDER

Ol NEXT =

9:41 AM

Welcome Back, Andy

Dashboard

Feburary Overview

10 Loads

Completed

Current Jobs

2 Loads

Booked

Terminal Tools

Maps

Recommend Jobs

Past lanes $290

LECT Terminal - Long Beach, CA

Lynwood, CA

Home

My Jobs

Book

$5.2K

Earnings

$400

Booked

Live Cameras

-
1] 1T

$

Payments

Settings

ldeate

Missing Documents
1 POD for Job 000000,

Rejected Document
Flease upload the updated
document for xxx

3 days ago

Missing Invoice

1 invoice for Job 000000,

9

LPLCHWALD

9

REFLACE

9

SUBMIT

questions for Eng:

1. Can we display whaot type of
documents are missing?

2. Can we display the job number?

3. Are we able to replace the rejected
documeant directly from app

questions for PM:

1. Direct users to which page?

2. Sort by time or urgency levels?



laeate

IDEATE - REJECTED DOCUMENTS

9:41 AM $ 100% =
Payment Details <
Job #J-AAATZZ4
Rejected Document
Please upload the updated 9

document for xxx

HEFLACE

3 days ago

Documents

£ Interchange In

(O Proof of Delivery

| PORT | | FREEFLOW |

Load Number:L=1009415

2 Locations . 3 Actions

Load Details questions for Eng:

1. Any edge coses

questions for PM:

1. Whaot's the maximum characters for reQsons

2. Which page to land

View Invoice




Ideate

IDEATE - UPLOAD ACCESSORIAL

9:41 AM ' ol NEXT = 9:41 AM B 100%, -
. Upload Documents
Load Details < P
-
1. Hook
Documents 2 Required v Interchange Out Edit
(O Interchange In Add >
APM Terminal
O Pproof of Delivery Add >
2500 Navy Way (O Proof Of Delivery Add
Los Angeles, CA 90731 Accessorial
[ Terminal Map }[ Live Cams }
Apr 9th 10:00pm PDT €@ Interchange In
= [ [ D 1|' T=1al .Iﬂud'd }
O Proot of Dellven, Accessorial Add
Accessorial —

Add Chassis Number

This is a 1:1 DC - distribution center. An

empty must be pulled when delivering
a container for AMAZON

questions for Eng:

Can we define the types at this step?
Chassis Hooked




Overview

Understand

IDEATE

First Review

[ 1 stakeholder © 1days
Tasks
Missing Documents
E | POD for Job 000000. é
2 hours ago UPLOAD
Rejected Document
E Please upload the updated 9
document for xxx REPLACE
3 days ago
Eng Lead Missing Invoice
$_Li.mr.ﬂic:ﬂ_[ﬂ.r_.lﬂtt 000000. 9

£ Adys ago SUBMIT

Edge case: multiple
accessorial documents

Ideate

Dcmgn

Rejected Document

Please upload the updated
document for xxx
3 days ago

Review
— rejection reason in

EPLAGE the job details page
= Documents 2 Required

@ Interchange In
Q Proof of Delivery Add >

Accessorial {Dptinnul}

© Interchange Out Edit
Accessorial Add

optiona

Iteration

Payment PM

Internal Drivers




Overview Understand

DESIGN

More economic real estate

Before

ol NEXT = 941 AM £ 100% =
Welcome Back, Andy

" Tasks

g Missing Documents
1 POD for Job 000000,

£ NMOLUrs ago

g Rejected Document
Please upload the updated
document for xxx
3 days ago

$ Missing Invoice
linvoice for Job 000000.

< CIOYS Q0

\.

-

LPLOALD

...)

HEFLACL

_)

SUEMIT

Dashboard

February Overview

10 Loads $5.2K

Completed Earnings

Current Jobs

U T P i A Mmmn

Design Review Iteration
After
ol NEXT = Sd] AM 3 100% =) .
Wl NEXT = 9:41 AM 3 100% (-
Welcome Back, Andy £ Tasks
Tasks
é A Missing Documents
g
~|  Missing Documents | Rejected Document )
1 document is missing for Job
1 document is missing for Job document POD is rejected for Tiny J-LMEHD462. Please upload to get paid.
J-LMEHO04E&2. Please upload to get paid. job J012345 [blurry document] sub
UPLOAD —»
UPLOAD —» REPLACE =
\ 4 | Rejected
Dashboard Rejecteda Document

February Overview

10 Loads $5.2K

Completed Earnings

Current Jobs

2 Loads $400

Booked Booked

Next Load

document POD is rejected for
job J012345 [blurry document]

REPL ==

ACE

~  Missing Invoice

1invoice for Job 000000 is missing. Please
submit to get paid.

SUBMIT —)



Overview Understand

DESIGN

Better Information hierarchy

[ Terminal Map J [

Live Cams

Before
Wl NEXT = 9:41 AM 3 100%, - Wl NEXT = 9:41 AM $ 100% -
¢ Load Details | £ Upload Documents
]
1. Hook 2. Mount 3. Drop
. © Interchange Out Edit
= Documents 2 Required
@ Interchange In p—
(O Proof Of Delivery Add
I O Proof of Delivery Add >
Accessorial |
J Chassis Photo Add
Address optional
APM Terminal
2500 Navy Way Accessorial Add
Los Angeles, CA 90731 .
optional

Design
After
ol NEXT = G4 AM 3 100% m—
¢ Load Details L
1. Hook 2. Mount 3. Drop

2 Documents
& Interchange In

(O Proof of Delivery

Arrive at

Apr 9th 10:00pm PDT

Appointment Number

1234

E

2 required

Add >

Address

APM Terminal
2500 Navy Way
Los Angeles, CA 90731

[ Terminal Map } [

Live Cams }

Arrive at

Apr 9th 10:00pm PDT

Appointment Number

1234

Master Bill Of Lading

Review

Wl NEXT = 9:41 AM

Iteration

3 100% =

< Upload Documents

© Interchange Out

O Proof Of Delivery

Edit

Add

Chassis Photo

upload to get paid sooner

Accessorial

accessorial documents

Add

Add




Design

DESIGN

Edge case added

Wl NEXT = 9:41 AM # 100% - e o ; Sy : Wl NEXT = 941 AM £ 100% -

< EX T <

Upload Documents Upload Documents

. Fragaa =Ty
L IS TP TS

[ e CUSICMER RSER M TENDTE. - |
© Interchange Out Edit o © Interchange Out Edit
: | _MEIh-w

(O Proof Of Delivery Add i e e (O Proof Of Delivery Add

| & { o O /
| j a
efoE Cogy

Chassis Photo Add Chassis Photo Add

Have a photo? Select it.

Accessorial Add € Accessoriall Edit

Vv

e

Accessorial 2 Acd
Submit




Design

DESIGN

More intuitive components

Before
Al NEXT = 241 AM 3 100% -
< Payment Details <
Job #J-AAAI234
Load 1 Load 2
1

o Documents

£ Interchange In review >

© Proof of Delivery replace >

(—) @

[PORT | [FREEFLOW |

Load Number:L=1009415

2 Locations . 3 Actions v

Load Details v

After
Al NEXT = 9:41 AM 2 100%, -
4 Payment Details L

Job #.J-AAAIZ234

Load 1 Load 2

1 document is rejected. Click to learn more.

= Documents

£ Interchange In review >

© Proof of Delivery replace >

[

[P-::mT| [FnEEme|

Load Number:L-1009415

2 Locations . 3 Actions W

Load Details W



Overview

Understand

DESIGN

Design

Refined visual hierarchy

Before

= Documents

© Interchange In

(O Proof of Delivery

After

2 required . B Documents

@ Interchange In

Add > O Proof of Delivery

Before
2 Required . all NEXT = 9:41 AM $ 100% -
Edit > ¢ Upload Documents
Add >
Required

© Interchange Out Edit
(O Proof Of Delivery Add
"
Chassis Photo Add
upload to get paid sooner
Accessorial Add
accessornal documents

Review Iteration
After
Wl NEXT = 9:41 AM $ 100% m—

{  Upload Documents

1
2

€ Interchange Out Edit
(O Proof Of Delivery Add
Chassis Photo Add

upload to get paid sooner

Accessorial Add

accessorial documents



Overview Understand Review Iteration

REVIEW

Final Review

CPO PMM

Copywriting &
marketing strategy

Eng Lead

1

Accounting

Re-prioritize the tasks

to shorten the
Payment team PM payment time

Missing Invoices
I ‘ Rejected Documents

Missing Documents



Overview

Understand

REVIEW

Final Revision

Before

~  Missing Documents

1 document is misging for Job
J-LMEHO462. Please upload to gE."L' pt.'iil::l.

UPLOAD =—>

F Y

| Rejected Document

docurment POD is rejected for
job J012345 [blurry document]

REPLACE =

Ideate

“  Missing Invoice

linvoice for Job Q00000 is missing_ Pleasa
submit to get paid.

SUBMIT —>

After

~  Missing Invoice

1invoice for Job 000000 is missing. Please
submit to get paid.

SUBMIT =>

| Rejected Document

document POD is rejected for
job J012345 [blurry document]

UPDATE =

I

~  Missing Documents

1 document is misging for Job
J-LMEHO04&2. Please upload to get paid.

UPLOAD =>

Before

B Documents

O Interchange In

© Proof of Delivery

After

B Documents

O Interchange In

© Proof of Delivery

Review

iteration

~  Rejected Document

document POD is rejemed for
job J012345 [blurry document]

Add >

REPLACE =—>

replace >

~  Rejected Document

document POD is rejemed for
job J012345 [blurry document]

Add >

UPDATE =

update >




Overview Understand Ideate Design - Review Iteration

REVIEW
24px 12px  24px 24px 24px
ot NEXT = 0:41 AM $ 100% = ol NEXT = 9:41AM $ 100, =
- - .
anao Welcome Back, Andy < Load Details ¢
H 16px
1. Hook 2. Mount 3. Dro
48 P
Tasks -
12px
24px
Pages + 16
1 document is missing for Job docun Interchanae In
Cover J-LMEH0462. Please upload to get paid. job JO - 20px
) Proof of Delivery -
-- Ready for develope - & UPLOAD —» Bpx.
24px
UAT o . 56px Address
Qs Qar .
v ¥ Jobs - Major Flow — APM Terminal
Feburary Overview 2500 Navy Way
Case - Accessorials Los Angeles, CA 90731
20010 Loads e $5.2K  20px g 8px
Case - Rejected docs Completed Earnings [ Terminal Map ][ Live Cams ]
. i 8px 12px
----- Exploration ------ Arrive at
Current Jobs 12px
%, Case - Add notes Apr 9th 10:00pm PDT
2 Loads $400 B 16pX
“. Case - Dispatcher Notes Booked Booked PPOTINETE Smoe! 12px
- 8px 1234
------ Others -------- 16px
Next Load Master Bill Of Lading
Pre Pull 12345 2P
$290 16px
Invoice Chassis Number 12px
LBCT Terminal - Long Beach, CA \
9 Add Chassis Number
reference

16px
------- REIEESE - .
Home My Jobs Book Payments Settings



Overview Understand ldeate Design Review lteration

REVIEW

Event Tracking

ME
B Documents 2 Required
DE.lSthl{.]l'd cards (O Interchange In Add >
conversion rate
& Proof of Delivery Edit >

| Rejected Document
Document cards

usage in each step

document POD is rajac:tad for
job J012345 [blurry document]

REPLACE 9




REVIEW

Prototypes

(4 10 Screens (O 4days

all NEXT = S:41 AM

Welcome Back, Andy

Missing Invoice

linvoice for Job 000000 is missing. Please

submit to get paid.

SUBMIT 9

10 Loads $5.2K

Completed Earnings

Current Jobs

2 Loads $400

MNext Load

| PORT |

LBCT Terminal - Long Beach, CA

i m N S

Home My Jobs Book Payments

=

settings

First Launch

Gl NEXT = 9:41 AM

< Load Details

B Documents 2 Required

(O Interchange In Add >

(O Proof of Delivery Add >

APM Terminal
2500 Navy Way
Los Angeles, CA 90731

[ Terminal Map }[ Live Cams }

Apr 9th 10:00pm PDT

Add Chassis Number

Review Invoice

Review

Second Launch

Welcome Back, Andy

A Rejected Document

document POD is rejected for
job J012345 | blurry document |

UPDATE 9

»

10 Loads

Completed

Current Jobs

2 Loads

MNext Load

| PORT |

$5.2K

Earnings

$400

LBCT Terminal - Long Beach, CA

My Jobs

S u

Payments Settings




UAT & Launch - 1 - -

X X
What's New? What's New?
You can see tasks including "missing New "Documents” card allows you to upload
documents”, “missing invoices" and required documents simultaneously while
“rejected documents” in the dashboard driving. Click on the card area to see "Upload
now. Click on the card to upload guickly. Documents” page.

| HEXT ¥ [ AT B AW

Welcome Back, Andy Load Details

B pocuments 2 Reguired

Migging Invales
2} Intarchangs in Add ¥
1 Irneodes Tar Jab 0O0O0D [ s i

{ to gt paid & Proof of Dalivery

BoEras

APM Terminal
2500 MNavy Way

Skip Skip
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ITERATION

The data we tracked

Furage Torrernian v

92.3%

Laat 13 Waakn
AE@agr Coanarar rirk dcioas 1Fw las] 12 wenks 220 cormgbete_lsitrustios_seconis o sebr_dec_weccans [rowsal, rarmall o oor pl etod withm & vpratin,

_-_h_-_-_
nam, _-_'_'"—-—-—-___...--"""'HF._._

the data | proposed to track

— :

e
E
§ 5%
Ferorags omarien o
38.9% -
s AT ek

Exwrage oot sn rase acrous tee lasl 12 weaas o click_lash_card |HISSDNG_DODOS ST 48 subrsH_Sioe_soceess [Hastbaard] sxmziaied wibes 10 rmaroies.

Mgy 15 - Fry 31 Hry 12 - May 28 Moy 2% - Jund Junfi-Junll Jun 13 - Jum LB Junl¥- Jun 35 JundE-Jul 2 Jull-Jel @ Juld0 - 2ol LE Jul 17 - il 33 Jul 34 - Jul 33 Jul 11 - Feag s

B Ertisa Dol A0 Uk

oy B - Hry 14 Mg 15 - Hy 31 Miwy 33 - B Mg 39 - Jus 4 Juni - Jun 11 An 13 - Jun LB Jun 19 - Jun 38 Jun 3 - Juld Jul ¥ -2l 3 Jul 10 - I LR Jul 17 - Juil 33 Juil 24 - Jul 30 Jul 1 - Mg &

i Ertirs larrsd AL Users



ITERATION

Important message got hidden

“note” got pushed down to the bottom that requires scrolling. We got

feedback from the shippers said drivers miss their notes.

requires scrolling

all NEXT = 9:41AM $ 1003 ==

£ Load Details -

1. Hook 2. Mount 3. Drop

B Documents 2 Required

O Interchange In Add »

& Proof of Delivery Edit >
Address
APM Terminal
2500 Navy Way

Los Angeles, CA S073]

[ Terminal Map }[ Live Cams ]

Arrive at

Apr 9th 10:00pm PDT

Appointment Number

1234

Master Bill Of Lading

12345

Chassis Company

AlM

Chassis Number

Add Chassis Number

Mote

This is a 11 DC - distribution center. An
empty must be pulled when delivering
a container for AMAZON

Iteration
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ITERATION

The space is wasted

Data shows that only less than 30% users used the document
card before job was completed.

the data | proposed to track
Which job status is preferred for document card usage —

Bnvomialy + Forecast S W o¥ e Siacked bar ~ Elaily » 7 | B | a0d il @~

T [T i il 1% 17 Jul B

[
(™)
(]
[
[
-
(=]
[
[
-
-]
et
(=]
[
[
[ ]
5]

-

:
a
§
S

[
i
L
g
=
.
.



Overview Understand ldeate

ITERATION

But users like it

However, the click rate was high at 90%.

B Documents 2 Required
O Interchange In Add >
& Proof of Delivery Edit >

Design Review

users indeed required a reminder about the specific

documents needed for each job

However, users hadn't yet formed a habit of uploading

documents before completing a job.

Iteration



Overview

Understand Define

ITERATION

User Interviews

ldeate

Re-prioritize
Which information is more
important in each step?

Design

Review

Address

Appointment Time

Notes from shippers

Chassis Info

Terminal Info

Document




lteration

ITERATION
Before larger font while viewing from distance
After
all NEXT = 941 AM E 1000, - il NEXT = 9:41 AM F100% .
all NEXT = 9:41 AM 3 100% -
Load Details < Hook Info
< - < Hook (3 <«— changed the flow for
assistance
1. Hook 2. Mount 3. Drop . Container Number
Hoo
e ABCD123457
| move down and close
B Documents < Raquired documents in a drawer Address
I_':ET TErI"I"Iir"it:ll } .-':'-.[]F]Dir"tr'ﬂf}r‘lt NUTT1bEr
O Interchange In Add » 4301 East 208th Street 1234567
& Proof of Delivery Long Beach, CA
" 5 \ :
( Live Cams ] ( Terminal Map Pin Number
Address 12345
APM T . | Appointment Time
ermina
Dec 28 - 11:00 AM PDT <+— add status |
2500 Navy Way Message
Los Angeles, CA 93073l Chassis Number
This is a 1:1 DC - distribution center.
) _ Please add later
[ Terminal Map }[ Live Cams ] An empty must be pulled when
Chassis Company Chassis Size . . | I I
pany . I combine chassis info delivering a container for AMAZON
et N/A 40 ft, Tri Axle
Apr 9th 10:00pm PDT
LCBT Terminal Info v ¢ addterminalinfo
Appointment Number
1234 :
> Documents 2 Required w

Master Bill Of Lading

highlight “note” & other
12345

important info

dispatcher message:

Chassis Number > please arrive on time

— (o) O

Aldet fHhFcoic Miuimbhor




lteration

ITERATION

Current

afl NEXT = 9:41 AM £ 1003, -

4 Load Details | 9

1. Hook 2. Mount 3. Drop

E Documents 2 Required

O nterchange s ~ N Restructure the information hierarchy

& Proof of Delivery make document information easily accessible without

T ———— consuming excessive mobile app real estate.
Address

APM Terminal

2500 Navy Way
Los Angeles, CA 90731

[ Terminal Map }[ Live Cams ]

Arrive at
Apr 9th 10:00pm PDT

Appointment Number

1234 Are these equally important?

Master Bill Of Lading

12345

Chassis Number

Alniet: fHhTeoic Miuimbhor




DESIGN

UAT & Launch - 2

Version 2.5.0

What's New?

We will let you know the reason for why the
document needs to be updated. You can
resubmit a document.

el Ak {100

Payment Details LN

Jals W - AAKEXT

Lesgacd 1

1 document is rejected. Click to learn mone.

B Documents
& Intarchangs in rewiow

@ Froof of Delivery reploce *

\PORAT! | FREEFLOW

Skip



Overview

Understand

RESULT

What happened

Submit time
after job is completed

Payment time

Rejected documents upates

l[deate

Goals

< Thours

<5days

3 days

Design

Review

Result

5 min

3 days

> days

1

1

®

lteration



Overview Understand Iteration

ITERATION

User Interviews

(4 5Tours (O s5days

immersive reseach

user interview

How weak is the reception at
the terminals?

Why the users won't update
the rejected documents

What other pain points
during drving




lteration

ITERATION

More intuitive CTA & flow

Before After
& the basic load info is in 2
1I||NEHT = .41 AM * 100%, - thE’ dﬂcument ﬂ“’E‘ﬂdY
< Payment Details N
Job #J-AAA1234 Upll:ll:ld Documents 4
1 Load 1 Load 2 1
- ~ Blurry Document. Add a new photo to resubmit.
Rejected Document | A Rejected Document
Documents
document POD is rejected for N document POD is rejected for
job J012345 | blurry document | ° Interchange In job J012345 | blurry document | Bl of Lading ——
) Proof of Delivery replace > "l"”“" ""”"””""I|
UPDATE == UPDATE —) v T

= i O

HILE

| PORT | [FF:‘EEFLEJW]

Some users got confused by the

_ _ Load Number:L-1009415
similar Ul of “uploading” and

“rejected” cards. , )
2 Locations . 3 Actions v

Load Details v




IMPACT

User impact

Submission time
after job is completed

Payment time

Rejected documents upates

Goals

< Thours

<5days

3 days

Result

5 min

3 days

2 days

1

1

1



IMPACT

Business Impact

A few months subsequent to the introduction of the
new features, owing to the restoration of our
reputation, we secured one of our most significant

clients, consequently facilitating the influx of 30,000
loads into our marketplace.

= L



TAKEAWAYS

Whatl learned

don’t expect users to read Rejected Document

Refrain from depending on written text to document POD is rejected for
convey crucial messages. :
Y J job J012345 [blurry document]

UPDATE =



TAKEAWAYS

Whatl learned

Accounting Team

Data is the best teacher
Payment PM We didn't get all the docs

Users upload document late 200+ documents are missing in 2021,

Don’t take stakeholders’ input literally. 40% of our drivers didn't upload all the

ﬂ|WUY5 validate design with data required documents within 24 hours.
Some docs are not approved

24 docs are rejected in this month.



Any Questions?
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