VIVA - Can software improve the user
experience for customers and employees of a
milk subscription service?
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Aims and Objectives

Client

Research Topics — Milk Industry, e-
commerce, payments, platforms and
user experience

Research Methodology — Philosophy,
approach, strategy and methods

Design



Aim &
Objectives

Aim

To determine if the use of software
can improve the subscription process
of ordering milk for users in the
Bridgend area in the context of user
experience.

Objectives

e Conduct a literature review

e Development of an application
based on research

e Evaluate user experience (UX)
through qualitative data
collection methods.
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Client

Sells to local customers
and businesses
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Milk Delivery Industry

Delivery Supermarkets
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Milk Delivery Industry - Resurgence
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E-Commerce & Subscriptions

Types of e-commerce Subscriptions

Business to Consumer (B2C)

[ Access ']

Business to Business (B2B) -

' Replenishment




E-Commerce Payments

Customer
(Card Holder)

=

& HH Payment
—
-

Service/Gateway
, Provider
Batch
Merchant \

Merchant Bank Acct.

141
- -
Credit Card 7
(Card) Network (Merch ant)
Issuing Acquirer
Bank Bank

mmmmm Authorization Cycle
= Settlement Cycle
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Merchant must be Payment Card Industry Data
Security Standard compliant.

Compliance is dependent on the implementation of
the payment system.

Why use 3" party?

 More payment options for customers for cheaper.

* PCl compliance is easier as more duties are shifted
to the 3™ party.

* No interchange rates.




3rd Party Payments - Stripe vs PayPal

[13,14]
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Current Subscription Applications

Milk Basket

My Subscriptions

DAILY DELIVERY between 5:00AM-7:00AM

Subscription: Daily

Slim N Trim
500 ml

Quantity: 1

MODIFY [ DELETE

Subscription: Daily

AMUL
Amul Cow
500 ml
Quantity: 1

MODIFY T DELETE

Subscription: Alternate Day

AMUL

Slim N Trim
500 ml
Quantity: 1

MODIFY [ DELETE

%19

(i) PAUSE

%22

(i) PAUSE

%19
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1) PAUSE

Blue Apron

‘ 2‘;‘;‘ ON THE MENY

2 SERVING

Signature

Explore our Menus

2 GERVIMNG 2 SERVING

Vegetarian Wellness

L SERVING

Sigaature for Four

WEEK OF JANUARY 10TH

Pancetta & Beef Bolognese

wobh My

sooms & Spinach

) 1% Mib

Cheose fom an ever-changing miz of maat, fish, Beyond Meat™, Wiwm™

Recommendead, Clabetes Frendy recipes and heath-conse

Pan-Searcd Scallops & Caper Butter

with Red Ree & Dlood Orange Sala

1ous oferingy

EASY PREP & CLEANUF
- . -

One-Pan Spicy White Bean &
Spinach Shakshuka

with Tormatoes & Capers
[OFPLLEE J



Mobile VS Web

[19,20]



Web Security

Attacks

SQL injections, price
manipulation and session
hijacking

Defence

Authentication,
encryption and payment
gateways




User Experience & Usability

View 2

User Experience

UX - “Person's perceptions and responses
User experience (UX) resulting from the use a_nd/or anticipated use of a
product, system or service.”

Usability

View 3

Usability

User experience “The extent to which a product can be used by
(UX) User specified users to achieve specified goals with
+ Hedonism satisfaction® Pragmatism effectiveness, efficiency and satisfaction in a

* Subjectivity * Objectivity specified context of use.”

* Performance

Pleasure

[23,24]



Research Methodology



Philosophy - Phenomenology

Phenomenology

“The study of human
experience and of the
ways things present
themselves to us in and
through such
experience”. [25]




Approach - Inductive




Strategy -Phenomenological Analysis

What?

Phenomenology

Qualitative research strategy used
to study how people experience a
situation.[27]

Phenomenological
Analysis

Why?

 Used in UX research before.
 Research question is about people's
experiences with an application.




Strategy -Phenomenological Analysis

Qualitative data collection

|

Analysis of qualitative data
(coding)

Themes

Interpretations




Time Horizon - Cross-Sectional

Why?

Phenomenology

e Data will be collected once not
repeatedly

* Time horizon short [28]

Phenomenological
Analysis

Cross sectional




Data Collection Method - Semi-Structured Interview

* Collecting qualitative data
about user experience.

* Flexibility / Exploration

e Structure [29]

Phenomenological
Analysis

Cross sectional

Qualitative

Semi -Structured
Interview
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Design



Selected Technologies & Tools

Front-end Payment API Back-end

[13,30,31]
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Ul - Homepage

Fresh Bridgend milk delivered to your doorstep! Subscribing is as simple as

Skimmed, semi-skimmed and full fat options




Ul - Store

(e

Owens Dairies Home Subscribe About Contact Us E @

Products

Skimmed AT Add to ca
Semi-skimmed ‘ AP0 car
Whole ‘ Add to cart

0006



Ul - Checkout

* Payment form using stripe will
look similar to the right.

= ® K.
Card Afterpay Klarna

Card number

* Additional address, mobile and visa [ o=

email field added within the EXpiry cvC
checkout session.

Country Postal code

o Payment, United Kingdom

[32]



Ul - Account

Account Details

Subcription

Edit Subscription Cancel subscription
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Stripe - API

User Interface PHP Stripe Integration
Subscribe Now * Create Checkout Session
Read Session Id T
Redirect to Checkout =
Success / Cancel Page <«
Webhook endpoint
Read response
Update database

Stripe

Return Session JSON

Receive & validate card

Redirect to Callback

Webhook events

customer created
customer subscription created
invoice created




Database

Customer

CustomerlD

MName

Address

Postcode

Email

Phone

e
Product OrderProduct

ProductlD OrderlD
Product Name ProductlD
UnitPrice ‘-—‘-—‘__—_é Quantity
Description Unit Price

LS

( Order

OrderlD
PaymentlD
CustomerlD
Delivery Address
Fostcode

\

(

Payment

PaymentlD

Name




Thank you for listening
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