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User testing background



Research objective

Gather design insights & actionable findings from
usability testing the 2079 Model Page & Build and
Price experiences on desktop & mobile.
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Methodology

* 15 one-on-one moderated interviews:
* Desktop testing with 10 participants on December 7,10, & 12, 2018
* Mobile testing with 5 participants on February 21, 2019
* |nterview was broken into 2 parts:
1. Interview about research habits & experiences shopping for a new car

2. Usability testing of the 2079 Model & Build and Price pages on the Volkswagen Canada site
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Participant criteria

e / men, 8 women

* All participants were planning to buy a new 2019 car (Volkswagen or other) in the next 6 months

» Participants were recruited against their interest in a specific Volkswagen model to ensure that the
2019 model pages for SUVs, sedans, wagons, compacts & convertibles were covered during

testing.
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New car purchases



What triggers a new car purchase?

MOtivatiQn J[O First-Time Buyers

ourchase differed for
first-time car buyers
VS. repeat car buyers.

Participants without a car used Uber, ZipCar, rentals, public transit or
borrowed cars from friends & family.

hese participants wanted to buy their first car to make their lives
easier, mentioning: taking road trips, driving their children to school &
after-school activities, running errands, going grocery shopping &
driving to work.

Repeat Buyers

r Tribal Worldwide | Volkswagen Canada

Current car owners did not cite convenience for their upcoming
purchase, instead mentioning mounting repair costs for aging cars,
life events |(graduation, getting a new job & teenage children reaching
driving age) & interest in new technology & safety features.



Expected date of new car purchase

January 2019 March/April 2019 Summer 2019

(2 participants) (7 participants) (6 participants)

» These purchases were » Most participants wanted » These participants were
urgent and time- to wait until springtime still in research mode.
sensitive. to purchase. » They were waiting for

» One participant mentioned » They cited not wanting to “tipping point” or life
his current car was drive a new car in snowy event, ie. when repair
beyond repair, while conditions, along with costs no longer became
another needed a car to saving more money for a worth it or they got a new
drive her child to a new downpayment to lower job.
school. monthly payment costs.
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Expected payment method for new car purchase

Lease Finance Cash

(6 participants) (8 participants) (1 participant)

» Participants were hesitant » These participants also » High interest rates for
to dip into their savings, cited the benefits of leasing & financing were a
preferring the ease of monthly payments, but deterrent.
monthly payments. were Iinterested in

» The participant believed
» Leasing guarantees a that paying in all cash
maintenance-free car would net a better deal
with no stress about at the dealership.
selling at the end of the
lease period.

keeping the car after it
was paid off.
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Usability testing findings for
2019 Model & Build and Price pages

10



Questions about cars

We asked participants to list their must-nave
features for their upcoming new car purchase,

and show us how they'd figure out if a particular
model had that feature.

The goal of this activity was to create an open-

ended user test that would yield more genuine
results.

r Tribal Worldwide | Volkswagen Canada
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All Wheel
Drive

1. All participants started with a
search query on Google, entering
queries like “VW Golf 2019 backup App

1 ‘T C Connect/
camera’” or “Tiguan all wheel drive Bluetooth

Good
performance in
snowy
conditions

Fold-down
2. Participants looked through the seats for

Google results for the VW Canada storage Real leather
website, stating that car BEEIS

manufacturer websites are a Good gas M H A feeling of
trustworthy source of factual mileage ust-Have spaciousness
information about car features & Features
SPEecs.

3. If participants weren’t able to find an PESISEISERS I
answer on the manufacturer website, system
they returned to Google to look for Digital A powerful
answers on 3rd party auto sites. entertainment car (good

system Low spe_ed on the
maintenance highway)
costs

USB ports Emergency
brake assist
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MOdeI page: naVigation @ - Negative = Neutral @ = Positive

@ Overview/Features/ W/
Specifications menu was not Volkswagen
discoverable:

Explore 2019 Tiguan Overview Features Specifications

The darkness of the menu

Explore 2019 Tiguan W

——_
0

caused it to blend into the hero
image, making it unnoticeable.

Participants immediately
scrolled down the page, and
the menu currently disappears
on page scroll. “/ sort of
missed this altogether.”

Recommendations: $29228 . The weekend warrior.

o

The weekend warrior.

-
(2]
m R

Est. fuel consumption L/100 km

Explore a more distinctive 80 10.7
design for the menu & pin the
menu to the window on scroll.

_~ e . Est. fuel consumption L/100 km® _
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@ - Negative = Neutral @ = Positive

Model page: trim selection

Participants relied on the

Colour Trim

Warranty Special Offers Reviews

trim section for features:

This section tested positively
as long as participants could
find the feature. Otherwise,
participants became frustrated
and returned to Google.

“I genuinely don’t know where |
would look to see where ['d
find the backup camera.”

Recommendation:

Addressing navigation issues
on the model page will
iIncrease the visibility of the
Features & Specifications
pages.
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o
3 trims more
( ) options

Trendline HE

From $29,225*

i) 2.0 TSI 180HP

‘I-é-l 8-speed automatic with Tip ¥ ’

Standard Trendline key features

~ App-Connect smartphone
integration (Android Auto™,
Apple CarPlay®, MirrorLink®)

~ 6.5" touchscreen radio
~ LED daytime running lights

~ 17" Montana alloy wheels 7J x
17

~ 40/20/40 split-folding rear seats

See Trim Overview

)
i 4

Sta
fea

Y.
il
/

<
~ (5 r~ " m

L« L«

Trendline

From $29,225*

2.0 TSI 184 HP

8-speed automatic with Tiptronic ¥ |

ndard Trendline key features

\pp-Connect smartphone integration
Android Auto™, Apple CarPlay®,
AirrorLink®)

.5" touchscreen radio

ED daytime running lights

7" Montana alloy wheels 7J x 17
0/20/40 split-folding rear seats

ee Trim Overview

Comfortline
From $34,675*

i) 2.0 TSI 184 HP

8-speed automatic with Tiptronic®
4MOTION®

Standard Comfortline key features

~ App-Connect smartphone integration
(Android Auto™, Apple CarPlay®,
MirrorLink®)

~ 8.0" touchscreen infotainment system
with proximity sensor and CD player

~ LED daytime running lights
~ 17" Tulsa alloy wheels 7J x 17
~ 40/20/40 split-folding rear seats

~ Front Assist - Autonomous Emergency
Braking

~ Pedestrian monitoring

Highline

From $39,575*

i) 2.0 TSI 184 HP

8-speed automatic with Tiptronic®
4MOTION®

Standard Highline key features

~ App-Connect smartphone integration
(Android Auto™, Apple CarPlay®,
MirrorLink®)

~ 8.0" touchscreen infotainment system
with proximity sensor and CD player

~ LED headlights with Adaptive Front-
light System (AFS)

~ 18" Nizza alloy wheels 7J x 18
~ 40/20/40 split-folding rear seats

~ Front Assist - Autonomous Emergency
Braking




Featu res: images & Safety @ - Negative = Neutral @ = Positive

@® On desktop, the Features
page tested positively (once

.. i Adaptive Cruise Front Lane Area View Rear Traffic Blind Spot
participants were directed to Control Assist Assist 360° Alert Detection
the page): -

Interior images of the vehicle

were well received, as Available
participants could see the Adaptive Cruise
finishes & get an idea of Control with Stop
spacing/storage. & Go'

The Safety features section iy
also tested very well, your ideal speed and following distance
particularly the videos which ~ oot up svtomatcaly depandin on
explained features like Front the trafficaroundyon > 0:00/008
Assist (which were not S
immediately clear from their

labels).
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Features: images & safety

@® On mobile, participants found it difficult to make out the
details in images on the Features page:

Participants ended up clumsily pinching and zooming to view
more details of key images (such as interior and dashboard

shots), and expressed frustration at how small the images
were.

Recommendation:

Introduce the functionality to enlarge images on mobile in a
light-box or something similar.
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@ - Negative = Neutral

‘ = Positive

3

Available power liftgate with
Easy Open function

The power liftgate can be easily opened with
your key fob or by kicking under the bumper
when your hands are full. Fun for kids,
function for everyone else.

N

Available third-row seating

The Tiguan is so versatile it even offers an
optional third row, so vou can turn 5 seats into

16



@ - Negative = Neutral @ = Positive

Features: gallery & video

On mobile, participants were interested in getting a Mighlights _ Standard Features _ _ Seating
snapshot of the car immediately: L H-MEC AN

Scrolling through the Feature page was burdensome due to
the excessive page length. The image gallery was not

discoverable. Participants expressed a desire to see video & Looking for more
Images as soon as they landed on the model page. features?

From standard features to available
"I like videos, a way to see the interior and exterior. | don'’t IR

read, it's too much. Videos are the easiest thing.”

Recommendations:

Make the image gallery more accessible by moving it to a
higher position on the Features page.

Explore introducing a short video that serves as a model
highlight reel for the model on the Overview page. The power of personal
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SpeCifi Cations @ - Negative = Neutral @ = Positive
@ Specifications page tested .

positively (once Amplifier 400W

partiCipantS were directed CD player glove box mounted single

to the page):

Participants understood the
different between features &
specifications, and looked
for very specific information
on the specs page (such as
the sound system in the car).

“In my mind, features is more
the highlights, whereas
Specs IS more detailed
information about certain
things.”
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Entertainment

1st row LCD monitor

Amplifier

CD player

CD-MP3 decoder

Diversity antenna

Navigation system

Radio

Radio data system

Radio theft deterrent

Smart Device
Integration

Speakers

8.00"

400w

glove box
mounted single

v

v

yes with voice
activation

AM/FM/Satellite,

seek-scan

v

v

App-Connec t
(Android
Auto/Apple
CarPlay/MirrorLink)

8 Fender

.D-MP3 decoder

Jiversity antenna

lavigation system

ladio

ladio data system

ladio theft deterrent

ymart Device Integration

peakers

peed compensated volume control

v

v

yes with voice activation

SiriusXM AM/FM/Satellite, seek-scan

v

v

App-Connect (Android Auto/Apple
CarPlay/MirrorLink)

8 Fender

v




@ - Negative = Neutral @ = Positive

Navigating to Build and Price
0

Volkswagen

Build and Price in the main . Build your Volkswagen
ﬂaViga'tiOﬂ menu links to the @ =" € Msvire g Load Y Filter your Search
old' experienge, while the B ld v“lk e  my,
Build and Price GTAs on the ore me Q é ﬂ D 0
mOdel and |aﬂdiﬂg pageS Y Filter your Search 1E Ic:;:)l; $22,5001 ggl;iglo,sasl g::)lrfniaz,msl :fn:lgab,nol
ink to the new experience. A 5 @
PaI’tIClpaﬂtS fOUﬂd |t rom sz onne N i Golf SportWa?en Golf Alltrack 1 Beetle 1 Beetle Converltible
COHfUSIﬂg .to nav'gate - m» § ) From $24,400 From $31,200 From $24,475 From $28,475
between these experiences. P a f

_ _g‘__’ g r = & £ S S %R
Recommendation: ly i Solf lrack | | i?;:$20,9951 ::grl:wagzc),zzs 1 E?os;a;32,9951 ?:::10;47,995 :
Integrate the redesigned i oiulp =
Build and Price experience

throughout the site.
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B”ild and Price: SeleCt a trim @ - Negative = Neutral @ = Positive

On desktop, selecting a trim
was a mostly positive Step 1 Choose a trim
experience:
Trendline Comfortline Highline
The majori-ty Of partici pants From $29,225* From $34,675* From $39,575*
were not entirely familiar with
: i) 2.0 TSI 180HP i) 2.0 TSI 180HP i) 2.0 TSI 180HP

the word “trim”, but |
understood that the available [ St oo ot = ||| ] et o L omone e TR
mOde|S Weﬂt from baSIC > Standard Trendline key features

d | | « App-Connect smartphone integration Standard Comfortline key features Standard Highline key features
ml lne > uxury' (Android Auto™, Apple CarPlay®, v App-Connect smartphone integration v App-Connect smartphone integration

MirrorLink®) (Android Auto™, Apple CarPlay®, (Android Auto™, Apple CarPlay®,
. ! v 6.5" touchscreen radio MirrorLink®) MirrorLink®)
PartICI pants alSO u nderStOOd v LED daytime running lights v 8.0" touchscreen infotainment system v 8.0" touchscreen infotainment system
" ~ 17" Montana allov wheels 7J x with CD player with CD player
Wh ICh featu reS Came Standard P 1(7)/:;/&; split-“fonin'; relar7sJeatls7 v LED daytime running lights v L.ED headlights with Adaptive Front-
With eaCh -tri m | i ne, and used See Trim Overview v 17" Tulsa alloy wheels 7J x 17 :Z:‘tNS'YSteflTl‘ (AFSr: -
v 40/20/40 split-folding rear seats v 1Zza alloy wheels /J X
-the ‘COm pare trl m featu reS’ for v 40/20/40 split-folding rear seats
a deeper d Ive Into thel r m USt_ . ;‘;Eitn/;SSiSt - Autenomous Emergene v Front Assist - Autonomous Emergency
4 Padacicim cmmmlbm el Rrakinn

have features.
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@ - Negative = Neutral @ = Positive

Build and Price: select a trim

@ On mobile, participants had difficulty selecting a trim to Step 1 Choose a trim
begin the build and price flow:

< 3 trims More

options

The ‘Select this trim’ CTA was buried off page and

undiscoverable by participants. Most participants attempted to Trendiine
click the trim header as a way of starting the build and price P
flow.
2 2.0 TSI 180HP >
Recommendation: | |
|I.§.I 8-speed automatic with Tip » | I+.I

Surface the ‘Select this trim’ CTA on the mobile experience.

Standard Trendline key features

v App-Connect smartphone Stal
integration (Android Auto™, feat
Apple CarPlay®, MirrorLink®) v A

v 6.5" touchscreen radio ir

v LED daytime running lights A

v 17" Montana alloy wheels 7J x v 8
17 S!

v 40/20/40 split-folding rear seats vL
See Trim Overview v

v 4
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Build and Price: exterior colour

@® On desktop, selecting an
exterior colour was easy &
intuitive:

Participants were easily able to
switch between different
colours and pan for the 360
degree view of the vehicle.
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@ - Negative = Neutral

@ - rositive

Step 2 Choose your exterior colour

Habanero Orange Metallic - No additional cost

22



Build and Price: exterior colour

@® On mobile, participants had difficulty panning through the
car exterior image:

Having to use a finger to drag the car image in a circle was
frustrating, as the finger itself obscured the image.

Recommendation:

Explore an alternative functionality to allow users to pan
through images on mobile.
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@ - Negative = Neutral @ = Positive

Explore Tiguan ™

2 Exterior colour

Step 2 Choose your exterior colour

Habanero Orange Metallic - No additional cost

23



B Uild a nd Price : next Step, button @ - Negative = Neutral @ = Positive
' On deSktOp, the ,NeXt Step, 1 Trim 2 Exterior colour 3 Interior 4 . 5 6 7 Payment
bUtton was not d|Scoverab|e: v v v Packages Accessories Maintenance Options
All participants had difficulty “

navigating from Step 2 to Step Step 2 Choose your exterior colour
3 because they could not

locate the ‘Next step’ button
on screen.

Payment Options

Cash Finance Lease

2 2
$39,575 $135.18 $113.66
MSRP Weekly Weekly

“It's a weird spot for it. [ didn’t
see (tatall”

Your current buying location is ON

@6 change location
"It feels so awkward to go in Include sales tax? »
the corner to go to the next T —— Trade-in value |
step. | $0.00 |
Habanero Orange Metallic - No additional cost

) Total Price $39,575

Recommendation:
I

Revisit the placement of the
‘Next step’ button on desktop.
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Build and Price: ‘next step’ button

@® On mobile, the 'Next step’ button was easily discoverable:

Participants discovered the ‘Next step’ button at the bottom of
the page and were easily able to navigate to the next step Iin
the Build and Price flow.
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@ - Negative = Neutral @) = Positive

Explore Tiguan ™

2 Exterior colour

Step 2 Choose your exterior colour

Habanero Orange Metallic - No additional cost

Cash
$29a5225 Payment Options Next step

25



BUiId and Price: Carousels @ - \egative = Neutral @) = Positive

@® On desktop, participants had
difficulty navigating through
the carousels on the & 7 accessories P MO
Packages and Accessories
tabs:

Step 5 Optional Accessories

It was unclear that the ‘More
options’ link functioned as a
next button to view more

options. Participants did not
realize .th ere Were m Ore Op.ti Oﬂ S giizaterlnterior Protection Package 5-Seater Total Protection Package $553 ;igezaterlnterior Protection Package 7-Si

\ Monster Mats® with Tiguan logo (for 5-seater) - Mon
h Id d en Oﬁ_ SC reen . Monster Mats® with Tiguan logo (for 5-seater) - black - $125.00 Monster Mats® with Tiguan logo (for 7-seater) - blacl
black - $125.00 MuddyBuddy® trunk liner (for 5-seater) - black - black - $125.00 Mud
MuddyBuddy® trunk liner (for 5-seater) - black - $121.19 MuddyBuddy® trunk liner (for 7-seater) - black - $10°
. $121.19 Hood deflector - tinted - $157.14 $107.14 Hoo!
ReCOm mendatlon: Splash guards (front) - $75.00 Spla:
Accessories available individually. Installation Splash guards (rear) - $75.00 Accessories available individually. Installation Spla:

extra. Please see dealer for details. extra. Please see dealer for details.

Accessories available individually. Installation Acce

Explore a different design for
carousel navigation on the
Packages and Accessories
tabs on desktop.
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Build and Price: carousels

@® On mobile, participants were easily able to scroll through
the Packages and Accessories carousels:

Participants were able to intuitively scroll through the carousel
by swiping left with their finger. No one tapped the arrows or
the ‘More options’ link.

Because of the ease of scrolling, all participants easily
discovered all the options in the carousel.

r Tribal Worldwide | Volkswagen Canada

@ - Negative = Neutral @) = Positive

Explore Tiguan W

3 Interior

Step 3 Choose your interior

< 2 interiors More
ERSSREEHS options

Titan Black Rhombus cloth <

< 3 interior More
interiors options
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B”ild and Price: paCkageS @ - \egative = Neutral @ = Positive

Package options made
some participants second- Step 4 Optional Packages
guess their trim selection:

For example, one participant NS @ tages P Mere
was confused by the Driver
Assistance package, as the
Highline trim also came with
similar safety features.
a8 rd Row $750 Driver Assistance $1,295
Recommendation: Driver Assistance §1295 JRou s ot or e pea View 360 o ey e
Area View 360° vill Adaptive Cruise Control with Stop & Go
Explore additional messaging Kot wnsops o oAt futomatc i beam contel View Package
to clarity which features are - I
available in a trimline vs. - select select
package-only. - .
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Build and Price: maintenance

Value of prepaid
maintenance vs. warranty
was unclear:

Participants assumed the
services In the prepaid
Maintenance package were
also included in the warranty.
Participants also mentioned

Step 6 Prepaid Maintenance Package

negotiating with the dealership
. Prepaid Maintenance $1,049 Prep
for free oll changes as part of . _ .
year / 60,000-km plan 5-yei
their Origina| car purchase Covers factory-recommen ded Cove
) maintenance for up to 48 months, or main
60,000 km, whichever occurs first. 75,0(
= e Enj f mind k i e E
Recommendation: v s propany ettt | | v
Volkswagen Original parts and Vo
factory-trained service technicians. fac
gy ' « Save time and money, as compared o Sa
Explore additional messaging o po-ae-you-g0 maiternce :
plus the convenience of predictable plt
. . i . Valid Il F
to C | arlfy Wh at Se rVI CeS are ?JLZSZZZ:\::?:?S aacrlosastcaanada. \To

included in a pre-paid

maintenance package. y
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@ - Negative = Neutral @ = Positive

Step 6 Prepaid Maintenance Package

Prepaid Maintenance $1,049

4-year / 60,000-km plan

r ffffff "\rfnr\:_rnrnmmnnf’lnr‘

Prepaid Maintenance $1,149

5-year / 75,000-km plan

r AAAAAA ‘—\rfnr\:_rnrﬁmmnnﬂnﬂ




B”ild and Price: payment options @ - \egative = Neutral @ = Positive

@ Payment options
calculator tested very

Your current buying location is ON change location | Include sales tax? C)

positively: “ash Finance $135.18 Lease sise
PartiCipaﬂtS ||ked hOW the le-in value | Additional fees (click for details) $2,572 Additional fees (click for details) $2,572
7 Payment Options ).00 ’
" : Total Price $42,147 Total Price $42,147
total costs updated In real - 39,575

1 L] P . -
't I m e a S 't h ey ad J u S-t e d ayment Options B foes (o less S Financed over how many months | Length of Lease Term

Cash - | 84 Months | Finance Rate 4.99% ¥ | | 60 Months | Lease Rate 2.99% ¥ |
ﬂ u reS $29.225 4l eight and fees $1,885 " ' ' '
g . o - C Tax $100 How often would you like to make payments? Annual driving distance |
o , e Tax $20 | Weekly v | | 16,000 KM v |
] our current buying location I1s change location \ / \ )

C O m p a rl n g Wee kly p ay m e nt Tncdu _e Sales e B wic $10 Down payment Trade-in value Down payment Trade-in value
. rade-in value :aler admin fee $499 ' 1 | ~ : 1 [ -

' 0.00 0.00 0.00 0.00
amounts between leasing & | S K NERRE IE |
: : Ll $29,225 Total obligation $49,894 How often would you like to make payments?
financing was helpful, along s Costofborrowing 7005 | | [ Weekly v |
. e reight and fees : ~ ,
with the abill |ty to enter a e $100 Total obligation $30,238
Tire Tax $20

Dealer admin fee $499 Residual Value 41%

downpayment.

o Balance to pay $31,739
these costs were estimates,

and planned to use these
figures at the dealership.
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Summary of recommendations

31



Page

Model Page

Model Page

Model Page

Model Page

Navigation

Build and Price

Build and Price

Build and Price

Build and Price

Usability recommendations

Breakpoint

All

All

Mobile

All

All

Mobile

Mobile

Desktop

All
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Recommendation

Explore a more distinctive design for the menu & pin the menu to the window on scroll.

Introduce the functionality to enlarge images in a light-box or something similar.

Make the image gallery more accessible by moving it to a higher position on the Features page.

Explore introducing a short video that serves as a model highlight reel for the model on the Overview
page.

Integrate the redesigned Build and Price experience throughout the site.

Surface the ‘Select this trim’ CTA on the mobile experience.

Explore an alternative functionality to allow users to pan through images on mobile.

Revisit the placement of the ‘Next step’ button on desktop.

Explore a different design for carousel navigation on the Packages and Accessories
tabs.
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Page Breakpoint
Build and Price All
Build and Price All
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Usability recommendations, ct’d

Recommendation

Explore additional messaging to clarity which features are available in a trimline vs. package-only.

Explore additional messaging to clarity what services areincluded in a pre-paid
maintenance package.
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