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mMatching keywords or phrases.

Customer Questions & Answers

airplay

v/ "airplay” Edit Delsie

Most Relevant Search Results

Question: does it have airplay
Answer. Yes
Jon Jon

See more answers (2)

Question: does it have AlfPIay technology

Answer: Yeah! | connect my iPhone anc iPad with the spezker when | tum on the bluetcoth
lecnology, and then there il s, Bul it doesn'l have wili.

Jon Jon

Question: What is Soundlink?

Answer: They both sound very similar, The only real difference is that the Soundlink 2 plays louder

and 's betler suited for bigger moms and outdoors. The mini is more for personal lislening
and small rcoms. | own noth and | use the mni when taking showers or watch TV on my
laptop. The 2 | use for outside, washing my cars, o going to the park. The mini see™a to
be more impressive sou~ding because of its small size. | ~ope this helos with your

dec sion. And oh yeah besides Soundlink it 2lso supports AlrPlay.

Jon Jon

HISTORY LESSON INSTANT ANSWERS

One of the first projects | was assigned on this team was a project called “Instant Answers”. It was a

simple update giving customers the ability to search previously asked Q&As by searching for

eocou T-Mebile Wi-A & 10.28 PM 9 53%W

¢ = amazon Q W

Show all 96 items
Customer Questions
2, Is this better than fire tv?

Don't see the answer you're
looking for?

Q: Which Is better fire stick or fire box?

Q: . .i have rmultiple tvs, would it bz bett. .

Q: s it better than direct tv? ...

Better than Catlc TV!
Review by |lewis on December 3, 2016

Fire TV Ferforms Better Than Fire Stic«
Review by Mark on November 25, 201€

Fire TV for better TV watching.
Review by Meg on December 6, 2016

AsK n
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THE PROBLEM:

With some Amazon product pages containing upwards to

thousands of reviews, guestions & answers, with highly
detailed descriptions/specs, how can we design a search

feature that is intuitive to use and easy to parse through?

GOAL:

Create a product page search feature that allows
customers to find information relevant to their gueries.
Feature ingress needs to be easily discoverable and the

search itself easily navigable.

ssasass T-Mobile Wi-Fi & 1:16 PM - 93% .
e Q w
Customer Questions

Q. Netflix

Don't see the answer you're
looking for?

Q: ...a fee to netflix?
Q: Can you watch Netflix
Q: ...support Ycutube and Netflix?

Great for Netflix
Review by Alastair Dallas on Decamber 2, 2016

Got rid of Netflix

Review by Priscilla Mullins Duckworth on Dece

WORKS GREAT WITH NETFLIX
Review by DEE on December 9, 2016

Customer Reviews

14,952 customer reviews

AAAAAA

AsK

sssan T-Mobile Wi-Fi = 1:16 PM - 92% W
< = amazon Q
Customer Questions

Q. Netflix

Don't see the answer you're A
looking for? =

Q: is there & fee to netflix? A

A: Yes. If you already have a Netflix account,
sign into the FireStick with it. Otherwise you
will need to start a new paid subscription.

Q: Can you watch Netflix v
Q: ...support Ycutube and Netflix? v
Great for Netflix A

Review by Alastair Dallas on December 2,
2016

“My use is pretty one-dimensional so far. |
don't use the voice command, and | keep it on
Netflix, but it makes a very nice Netflix
device.”

See full review

(ant rid ~nf Nlatfliv LY
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ESTABLISHING
SUCCESS METRICS

- Search Ingress variability and discoverability

- User engagement of 15% + current instant answers
experience within the first quarter

- Results returned on search queries covering over 31%

. A/B testing: Inline versus secondary view search
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MY ROLE:

- Primary UX Designer

- Project owner from inception to the official V1 launch. (This includes
running the various web labs and A/B testing periods prior).

- Held weekly design check-ins with my business team and also had
bi-weekly presentations with stakeholder teams.

- Worked in conjunction with my user research team and also my dev
team which was located in India to design various protocols for
testing.

- Was responsible for all the design and feature proposals.

© Deliver to Nikkd - Seattle 98102

 Limited-time offer All-new Kindle Paperwhite +
Wireless Bluetooth Headphones + Audible 3
© Month Free Trial $255 $139. Learn more

Amazon
All-new Kindle Paperwhite - Now
Waterproof with 2x the Storage

) {1,063)

List Price: $149.95
With Deal: $115.37 vprime

or S monthly payments of $23.07
You Save: $34.62 23%)

FREE Deliver y by Menday, o

Get it Thursday if you ceder within 20 hrs and
choose paid shipping at checkout. Details

Digital Storage Capacity:
8G8

Offer Type:
Without Specia. Offers

Connectivity:
Wi-Fi

Arrives before Chriitmas.

Example of a mobile
product page's length

This is a gift, do not link to my account.

Additional Items

Kindle Power Adapter (not
included) >
$19.99

Amazon Lrather Cover (Black)

$39.99

Amazon Water-safe Fabric Cover
{Charcoal Black) >
$29.99

CHALLENGES FACED S

$23.07/ma ($11537 /5 ma)

One-time payment:

® $1s5%2

- How do you display dozens of search results that are easy to parse 1 Stock.
Ships from U\d‘ wid by Ammte?iqiw
through without adding even more length to an already long product ————
age?’ —
p g AddtoCm

- Design iterations and changes needed to be approved by the detall
page team who were often difficult to get buy off from.

- We also needed to aid in the discovery of this new feature by testing
mMultiple ingress locations.

- Lack of dev resourcing also made design buy off difficult at times as well
due to inability to build certain “wish list” items. O v poitote

£

Frequently bought togeths-

Add to List >

ADD TO YOUR DASH BUTTONS

New (1) from $1°5.37 >

™M n ,  Share >
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PERSONA

TARGET USERS

Amazon customers with or without Prime memberships that read Q&As and customer
reviews. Also, establishing new users to discover and use our search feature to help make a
purchase decision. Example Persona:

Reusing my persona | created for my “instant answers” project, Lean Minton is an example of a

typical Amazon shopper. Designing for Leah helped in making informed design decisions as |

had the end user always in mind.

BIO: Leah is a Physical Therapist who lives in a

ranch house in the suburbs of Phoenix, AZ. She

shops for most things online and likes to read

reviews pefore purchasing anything.

, GOALS: [eah wants to buy a new tv, but wants to make
NAME: [eah Minton
sure it's a quality TV that will last for at least a few years.

RESIDENCE: Phoenix, AZ

OCCUPATION: Physical FRUSTRATIONS: Not being able to find answers in the
Therapist mobile app about the HD quality television without having

to browse the entire product description



expPLoRE THIS pProDUCT \\ USER FLOW

Mobile Detail > Enter Keyword <
Page - Start or Query

l

Search Product
Description, Q&A's, » No Results
& Customer Reviews

Ask a
Question

No
\ t
Results from DP | > Found what you
| were looking for?
; ' ! [
Results in Product Results in Q&A's Results in v
Description & Features Customer Reviews Yes
—» Expand Top Q&A's inline —»  Expand Top Customer l
Expand Top Product 7 Reviews inline Purchase Item or
Results inline ¢ l Searches/purchases
similar product
* See all matching (and non- imiiar proct
: : See all matching (and non-
See all matching (and non- matching) resu.llts " F— matching) :sfjlts in
matching) results in secondary view g :
. secondary view
secondary view |
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EXPLORE THIS PRODUCT

SKETCH EXPLORATIONS

PROGRESSIVE DISCLOSURE

With most product pages lengthy to scroll, many of my
initial designs involved progressive disclosure. The
proposal was to allow customers to receive a “peak” of
information that they could choose to explore further if
they wanted to learn more.

SECONDARY VIEWS, BOTTOM SHEETS,
CONTEXTUAL NAV SEARCH, VOICE

| also extensively explored designs involving secondary
view pages, bottom sheets, contextual search and voice
search. | ran usability studies to test several designs
INnvolving a more immersive experience. | wanted to
understand mindsets when customers were researching
products and whether immersive experiences made
sense for an in page search.

USER FLOWS

Using my persona, | created user flows of what should
happen if a customer was searching for a specific review,
Q&A, or spec but also various other scenarios such as
wanting to read multiple reviews or multiple Q&As.



EXPLORE THIS PRODUCT

| ran multiple usability studies and worked with developers, PM's and presented at
mMultiple VP reviews that tested various iterations. The limited space on mobile
Inspired me to research what information customers found valuable and whether

various designs aided were easier to use than others.
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eee00 Verizon ¥ 10:10 AM

< amazon

~)Prime

Have Questions? Find Answers

Q, Search product info, Q&As, & reviews

Q: Can the speaker be charged via a USB
cable?

jack that | use for my bedroom TV when |
can't stand t...

andrew demiar

100% (-

Q

WHAT WORKED:

10:10 AM 100%

Q

eee00 Verizon ¥

( = amazon

"] Prime

Have Questions? Find Answers

Q_ Isearch product info, Q&As, & reviews ]

Q: Can the speaker be charged via a USB
cable?

123 & 0 space

PROGRESSIVE DISCLOSURE

10:10 AM

amazon

) Prime

e0000 Verizon 100%

Q

=

Have Questions? Find Answers

[ Q. weight X

Product Description & Details v
ltem Weight: 1.6 pounds

123 & J space

10:10 AM 100%

Q

eee00 Verizon ¥

K = amazon

) Prime

Have Questions? Find Answers

Q. weight X

Product Description & Details v
ltem Weight: 1.6 pounds

A: Yes, that's one of the great advantages > A: Yes, that's one of the great advantages >
g;:geezli/p 2 over the original Flip. It :;:rgeeI;l:/p.)"Z over the original Flip. It Customer Questions & Answers v Customer Questions & Answers v
ChicagoRudy ChicagoRudy Q: How much does it weigh? Q: How much does it'weigh?
2 years ago 2 years ago A: About 1 !aou.nd. It's an awesome sound A: About 1 !DOU{WCI- It's an awesome sound
speaker for its size. | bought for my daught at speaker for its size. | bought for my daught at

Q: About how long does a freshly Q: About how long does a freshly college and she loves it. college and she lovesit.
charged battery last while in constant charged battery last while in constant
use? > use? ? Customer Reviews v Customer Reviews v
A: about 3 hours A: about 3 hours Yr<rrv7v7 Graat Rattarv | ifall Yrirrvrir Great Battery Life!!

: . . This thing is great! It lasts forever and onl
sl:er:: Zg.;o q w € r t y Uu I O p g w ¢ r t y Uu I O P w.eighs a?oouf a pound. Very convenient tg bring

with me ... Read full review

Q: Can i plug my device into the JBL a s d f g h j k | a s d f g h j k |
flip? Or is it only bluetooth acceptable. Don’t see the answer you're looking for?
A: Yes, it has a headphone sized input > > Z X C V b n m &) > Z X ¢ V b n m X

Ask the Community

WHAT DIDN'T WORK:

- Study participants generally had no affinity towards the Lots of scrolling once results were expanded. There was no way to easily collapse

A - PD, QRAs, Reviews no particular preference for containers except at the top of bucket
order

No way to anchor to section, made the product page even longer
Felt the “preview” was enough to decide whether to

expand and learn more



EXPLORE THIS PRODUCT \\ BOTTOM SHEET

ee000 Verizon 10:10 AM 100%
¢ = amazon Q X X
© 24" high . . .
Answers for this product Answers for this product Answers for this product
Shipping notification , , - : o :
Q |Search product info, Q&As, & reviews Q, Does this suitcase qualify as a carry-on?| X Q, Does this suitcase qualify as a carry-on?| X

This item'’s packaging will indicate what is

inside and cannot be hidden. 5 results within this page Filter v 5 results within this page Filter v
Does this suitcase qualify as a carry-on?

Have Questions? Find Answers What are the dimensions with wheels? Q: Can | use this suitcase as a carry-on? Q: Can | use this suitcase as a carry-on?
. - A: Yes, It is a very good carry-on bag and so A: Yes, It is a very good carry-on bag and so
Q, Search description, Q&As, & reviews What is the weight: no need to check it in. Been using it from last no need to check it in. Been using it from last
about 4 ... about 4 ...
How long is the warranty?
Customers who bought this also
bought Yt Perfect for a business man!! Yrrveveve Perfect for a business man!!
Love this bag. As a frequent flyer, the Love this bag. As a frequent flyer, the
Samsonite Luggage Fiero HS appropriate carry-on bag is a must if you appropriate carry-on bag is a must if you
Spinner 28 want to save time and skip baggage claim. want to save time and skip baggage claim.
Zero issues so far getting it on a plane...
352 reviews qwe T r ty uil op qwe T r t yuil op

$127.99 - $179.99
Yrvrveveve Perfect for a business man!!

Samsonite Luggage Fiero HS a s d f g h J k I a S d f g h J k I | was super happy to get this! It's perfect as a
Spinner 20 carry-on! Super high quality! No scratch
WY > Z X C V. b nm < > Z X ¢ V. b nm < coating is great! Nice wheels and | like the

542 reviews lock that's ...

¢179q9
123 & J space 123 &

FEEDBACK:

O

- Compared to the progressive disclosure flow, customers instantly found this much easier to use and parse through.

Mostly universal understanding that users were still on the product page and that they needed to only “swipe” or “X" to return
- Wanted a general hierarchy of information. Users didn't want to manually filter content

Liked the preview of information that was shown in previous design
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10:10 AM 100% 00000 \erizon =

00000 \erizon =

Q [search this product page X

AMAZON PRODUCTS

THIS PAGE RESULTS

Q |Search all of Amazon

AMAZON PRODUCTS

CONTEXTUAL SEARCH

o~

00000 \erizon = 10:10 AM 100%

10:10 AM 100%

AMAZON PRODUCTS

THIS PAGE RESULTS THIS PAGE RESULTS

How long is the battery life? X

Can the speaker be charged via a USB cable?

What is the weight?

How long is the warranty?

qwe T r ty u.i op q w e

a s df g h j k | a s d

& zZ X ¢ Vb nm & &z X
WHAT WORKED:

- Because of ingress discoverability, users actually told us
they would often go to global search to search the page.

- Users liked the hierarchy of information and the labeling
letting them know they could see more

- Users understood how to change search depending on
what their goal was

jbl speakers

PRODUCT INFORMATION

ltem Weight: 1.6 pounds

CUSTOMER QUESTIONS & ANSWERS

Q: How much does it weigh?

A: About 1 pound. It's an awesome sound speaker
for its size. | bought for my daught at college and

she loves it.

See all 2 matching Customer Q&As >

CUSTOMER REVIEWS

Yrrvririr Great Battery Life!!

This thing is great! It lasts forever and only

weighs about a pound. Very convenient to bring

r t y ui op qwe r tyui op

f g h j k | a s df gh j k I
C Vb nm & zZ X ¢ Vb nm &

123

@

0 space

space

WHAT DIDN'T WORK & WHY IT WAS NOT USABLE:

- Still needed to take users away to view or see all results.
- Ultimately, global search team said “No" to incorporating with them.
- A'lot of work to ultimately take you away to another page anyways
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T-Mobile Wi-Fi = 7:44 AM v 97% -

& — amazon

— S——Tprime

Q Q

Buy all three: $59.97 v

Have a question?

Find answers in product info, Q&As, reviews

. |

About this item

STREAM ON THE
315 SCREEN

with Alexa
Voice Remote

Just plug Fire TV Stick into your HDTV
and start streaming in minutes. With the
Alexa Voice Remote, press and ask to

by FlmA uaiie Frutmarita smmossieon mea TYL

2

Search ! = 7:28 AM < 99% ()

Q Q

& = amazon

Tprime

Have a question?

Q. Netflix

Netflix and hulu freezed and the soun...
Netflix included

Search results for Netflix

N Done

uwv

Search mi! = 7:28 AM < 99% )

< = s, QOw

Have a question?

Q. Netflix

All results Product Info Cus rQ

Product Information

Launch and control content with the Alexa Voic
Remote. Watch favorites from Netflix, YouTube,
Prime Video, STARZ, SHOWTIME, or CBS All Access,
plus stream for free with Pluto TV, IMDb TV, and
others.

See all 1 matching results from Product Information >

Customer questions & answers

Q: Netflix included
A: No you will need to subscribe to netflix

See all 20 matching Customer Q&As >

Customer Reviews

77 97 Y7 97 ¥ Netflix
Watching Netflix

See all 20 matching Customer Reviews >
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4

Search mi! = 7:28 AM < 99% )

— damazon

— ST prime

Q O W

Have a question?

Q. Netflix

Customer Q&As  Customer R s  Ask a quesi

Customer questions & answers

Q: Netflix included
A: No you will need to subscribe to netflix

Customer questions & answers

Q: Netflix included
A: Netflix requires a paid subscription to watch but
you can do it on a fire stick

Customer questions & answers

Q: can | watch Netflix?
A: Yes. Netflix is available. You just have to
subscribe.

Customer questions & answers

Q: Can you still access Netflix?
A: Yes you can watch netflix

Customer questions & answers

Q: | currently have a netflix account. if i get the

O

& = amazon

ST prime

Have a question?

Search | = 7:28 AM 5 99%

Q 0w

Q. Netflix

omer Q&As  Customer Reviews Ask

Customer Reviews

Yoy o vr Netflix
Watching Netflix

Customer Reviews

77 77 ¥7 77 ¥¢ Netflix
It pretty much did what its supposed to do.

Customer Reviews

¢ ¥ 9 ¥ 3¢ Netflix
Needed to get Netflix.

Customer Reviews

Yorvrvr Yo vy Netflix
Netflix

Customer Reviews

7 7 ¥ 77 77 Netflix issues

Some issues with Netflix app requiring reset....

more

estion

see

Search ' = 7:28 AM

& amazon

S——Tprime

Have a question?

5 99%

Q QW

Netflix

omer Q&As  Customer Reviews

Ask a question

Don't see the answer you're looking for?

| Ask the Community
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Have a question?

Find answers in product info, Q&As, reviews

| Q battery life

Don't see what you're looking for? Ask the Community

All Product Information Customer Q&A's Customer Reviews

Product Information

Batteries 1 Lithium ion batteries required. (included)

See 1 matching Product Information »

Customer questions & answers

Q: Does the standard box come with a charger?
A: This unit comes packaged with:

DMW-BLG10 Li-ion Battery

AC Adapter

USB Cable

Lens Cap

Lens Cap String ... see more

By Cameta Camera on October 31, 2018

See 1 matching Customer Q&As >

Customer Reviews

Yr Y7 vrvri7 Great camera, but a few comprimises
By John Carlin on November 4, 2018
...The perceived downside is that you need to buy a separate charger if you want to charge a second battery while using the camera.... see more

See 1 matching Customer Reviews >
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Ultimately, my final solution was to launch with a secondary view tabbed search. My final solution is
easy to understand and adapts Amazon patterns in a cohesive way to bridge today's patterns and
olans for the future. In our final lab-based user study, 5 of 6 customers came back to it multiple
times without prompting, showing they found it valuable the first time and sought it out for the

next task automatically.

Some quotes from the study: “Being able to look up exactly/specific information is really
helpful!”; “It was easy to use even though it didn’t catch my eye.”

Within one month of launch, 5.7M searches conducted by 3.6M customers across 2.1M ASINs, with
customers instantly getting their answer 72% of the time.



