
A customer in Japan, completes a purchase by selecting a 
specific delivery date

B07.

The user lands on the checkout page with the Shipping 
accordion drawer expanded.

B08.

The user chooses delivery as an option with their preferred 
shipping method (e.g. Express), specifies delivery date and 
fills in the delivery address details.

B21.

The user sees a successful order confirmation message 
with the order details. 

B22.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Duis 
mollis at justo vel feugiat.

B23.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Duis 
mollis at justo vel feugiat.

B24.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Duis 
mollis at justo vel feugiat.

B25.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Duis 
mollis at justo vel feugiat.

Micro Use Case (N)

The user wants to buy a fragrance and ship it to Alaska. 
Due to shipping restrictions they are not able to complete 
their purchase.

B08.

The user enters Alaska as the shipping destination. They are 
notified that the fragrance cannot be shpped to this 
destination and is asked either to ship elsewhere or remove

B09.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Duis 
mollis at justo vel feugiat.

Micro Use Case (M)

A registered user completes a purchase in Italy using their 
credit card

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods. They notice that they are 
also asked to provide their Fiscal code or VAT number.

B13.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Duis 
mollis at justo vel feugiat.

Micro Use Case (L)

A user signs in using Apple ID and completes a delivery 
order using Apple Pay.

J01.

The user just added something to their mini basket and 
clicks on “View bag”

B02.

The user reviews their bag and clicks on ”Continue to 
checkout”

B05.

The user is asked to decide if they want to sign in or 
checkout as a guest. They decide to sign in and one of the 
options is Apple ID which he selects.

B06.

The user signs in with his Apple ID

B07.

The user lands on the checkout page with the Shipping 
accordion drawer expanded.

B08.

The user chooses delivery as an option with their preferred 
shipping method (e.g. Express) and fills in the delivery 
address details.

B10.

The user skips the Gifting option

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B13.

They select to pay with their Apple Pay

B21.

The user sees a successful order confirmation message 
with the order details. They are encouraged to sign up to the 
newsletter (but not to create an account since they already 
have one).

B23.

The user opts in to the marketing newsletter

B24.

The user is taken to the My Account landing page

Use Case (J)

A registered customer who is already signed in completes a 
delivery order using one of their saved addresses and 
cards

I01.

The user just added something to their mini basket and 
clicks on “View bag”

B02.

The user reviews their bag and clicks on ”Continue to 
checkout”

B07.

The user lands on the checkout page with the Shipping 
accordion drawer expanded.

B08.

The user chooses delivery as an option with their preferred 
shipping method (e.g. Express) and selects one of their 
saved delivery addresses.

B10.

The user skips the Gifting option

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B13.

The user selects to pay by credit card and selects one of 
their saved credit cards.

B17.

The user selects one of their saved addresses and hits “Pay 
now” to complete the transaction.

Use Case (I)

A registered customer without an address or cards record 
signs in and completes a delivery order

H01.

The user just added something to their mini basket and 
clicks on “View bag”

H02.

The user reviews their bag and clicks on ”Continue to 
checkout”

H05.

The user is asked to decide if they want to sign in or 
checkout as a guest. They decide to sign in and enter their 
login and password.

H07.

The user lands on the checkout page with the Shipping 
accordion drawer expanded.

H08.

The user chooses delivery as an option with their preferred 
shipping method (e.g. Express) and fills in the delivery 
address details.

H10.

The user skips the Gifting option

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B13.

The user selects to pay by credit card and enters credit card 
details.

B17.

The user selects billing address to be the same as delivery 
address and hits “Pay now” to complete the transaction.

B21.

The user sees a successful order confirmation message 
with the order details. They are encouraged to sign up to the 
newsletter (but not to create an account since they already 
have one).

B22.

The user opts in to the marketing newsletter

B24.

The user is taken to the My Account landing page

Use Case (H)

A guest user fails to complete a transaction as his payment 
is being declined

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B13.

The user selects to pay by credit card and enters credit card 
details.

B17.

The user selects billing address to be the same as delivery 
address and hits “Pay now” to complete the transaction.

B20.

The user is notified that the transaction has failed.

Use Case (G)

A guest user completes an order for collection in store F01.

The user just added something to his mini basket and clicks 
on “View bag”

B02.

The user reviews his bag and clicks on ”Continue to 
checkout”

B05.

The user is asked to decide if he wants to sign in or 
checkout as a guest. He decides to checkout as a guest and 
enters his email to continue.

B07.

The user lands on the checkout page with the Shipping 
accordion drawer expanded.

B09.

The user chooses collect in sore as his preferred shipping 
method and specifies which store.

B10.

The user skips the Gifting option

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B13.

The user selects to pay by credit card and enters credit card 
details.

B17.

The user fills in billing address details (since he doesn’t have 
the option to select the same as delivery) and hits “Pay 
now” to complete the transaction.

B21.

The user sees a successful order confirmation message 
with the order details. He is encouraged to create an 
account as well as sign up to the newsletter.

Use Case (F)

A guest user completes a delivery order and pays with 
PayPal

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B16.

The user selects to pay with PayPal

B18.

The user lands in the 3rd Party platform and fills in all 
necessary information. They complete their transaction.

B21.

The user sees a successful order confirmation message 
with the order details. They are encouraged to create an 
account as well as sign up to the newsletter.

Use Case (E)

A guest user completes a delivery order and pays with 
ClearPay

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B15.

The user selects to pay with Clearpay

B18.

The user lands in the 3rd Party platform and fills in all 
necessary information. They complete their transaction.

B21.

The user sees a successful order confirmation message 
with the order details. They are encouraged to create an 
account as well as sign up to the newsletter.

Use Case (D)

A guest user completes a delivery order and pays with 
Klarna

B12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

B14.

The user selects to pay with Klarna

B18.

The user lands in the 3rd Party platform and fills in all 
necessary information. They complete their transaction.

B21.

The user sees a successful order confirmation message 
with the order details. They are encouraged to create an 
account as well as sign up to the newsletter.

Use Case (C)

A guest user completes a delivery order using a coupon 
code

B01.

The user just added something to their mini basket and 
clicks on “View bag”

B02.

The user reviews his bag and clicks on the coupon code 
field to enter a promo code he has been given

B03.

The user enters a coupon code and clicks on “Continue to 
checkout”

B05.

The user is asked to decide if he wants to sign in or 
checkout as a guest. He decides to checkout as a guest and 
enters his email to continue.

Use Case (B)

On GV only 64% of the users that select a payment 
method will finally complete the transaction (vs 99% on 
JC)

On JC a visit to the delivery information page will not 
have a positive or negative effect on a checkout 
conversion

35% of JC users and 25% of GV users checkout using 
a desktop device in US and Europe ( - browsing 
desktop usage is much lower for both brands)

In general, both brands performance is not different on 
Mobile or Desktop except from GV’s shipping page. In 
this case 70% of mobile users will make it to the 
Shipping page, vs 85% of mobile users (- might be a 
usability issue with login)

On GV only 25% of the users that complete the 
shipping information page will land into billing (possibly 
a technical bug?)

A browser back button should allow users return to the 
previous accordion state rather than leaving the 
checkout page

Good UX practices suggest that you should map digital 
credit card fields with physical fields. This means the 
correct order is Card number, Expiry, Name, CVV.

The user is offered the option (selected by default) to 
use the same as delivery address

According to the brief, newsletter consent should be 
promoted more than the new account creation. If we 
can identify if the user has already opted in this module 
could be omitted

Currently when a transaction fails your are taken to the 
shopping bag page where you can see a message 
about signing up. Scrolling down you can see some 
product recommendations. The revised solution should 
not take the user away from the checkout journey and 
feel more empathetic.

Showing a newsletter sample increases the chances of 
a user to sign up

Asking user to enter a password only once is 
recommended at this stage. To avoid errors a “show 
password” toggle could help.

Card type can be auto-detected. Can we do this in our 
case?

Card number can be auto-formatted (XXXX XXXX 
XXXX XXXX) so users can easily review.

UX heuristics suggest that the main benefit of a single 
page checkout is political. Stakeholders are more 
reluctant to add extra steps or features as they all 
understand the limitation of space.

The repetition of the delivery address in the accordion 
and below the basket pricing adds unecessary 
complexity to the page

Form usability can be optimised to improve 
performance (e.g. mark both mandatory and optional 
fields to reduce cognitive effort, merge or skip fields 
whenever this is possible e.g. ask for full name instead 
of first and last name, tolls like address lookup etc.)

The majority of users prefer to see exact dates rather 
than how many days. E.g. Tomorrow, or Thursday-
Friday, rather than 2-3 business days

Use this address for billing requires the user to think 
ahead which means extra cognitive effort

Single page checkout has the benefit of being more 
forgiving to mistakes compare to a multi-step one. I can 
go back to previously entered information very easily 
and correct if I made a mistake. Based on this, we can 
reduce the number of clicks in some cases. E.g. Instead 
of selecting Express Delivery and then click Continue, I 
can simply select Express Delivery and be taken to the 
next step

Users do not always understand that they can only ship 
to the current locale. A message about this early in the 
page can be helpful

For certain types of users a checkout flow without an 
exit button seems too forceful (and often end up closing 
the window). We can consider testing a “Back to...” 
button and also make basket items linkable

Users do not always understand that they can only use 
billing address within the current locale. A message 
about this early in the page can be helpful

Number of steps is less damaging than effort needed 
from the user. We should aim to reduce form input and 
point-and-click as much as possible e.g. ask for Full 
Name, rather than First and Last Name, use an address 
lookup, auto-identify credit card etc. This also applies to 
cognitive effort. Clear labels, intuitive and conventional 
tasks contribute to a frictionless checkout journey.

Bolder messages about security, returns and delivery 
policy, customer support, supported payments 
throughout the checkout journey increase the chances 
for the user to complete a transaction

The gifting module should look and function in exactly 
the same way as in the shopping bag page.

If I have typed a message but accidentally uncheck the 
gifting option. The message should be saved so I can 
check it again without losing what I’ve typed.

Since the user will collect in store, confirmation 
messaging could be more tailored in this case e.g. 
directions to get to the store

A guest user completes a delivery gift order, pays by card 
and ends up creating an account

A01. 

The user just added something to their mini basket and 
clicks on “View bag”

A02.

The user reviews their bag and selects the gift option

A04.

The user adds gifting details and clicks “Continue to 
checkout”

A05.

The user is asked to decide if they want to sign in or 
checkout as a guest. They decide to checkout as a guest 
and enters their email to continue.

A07.

The user lands on the checkout page with the Shipping 
accordion drawer expanded.

A08.

The user chooses delivery as an option with their preferred 
shipping method (e.g. Express) and fills in the delivery 
address details.

A10.

The user sees the Gifting accordion drawer expanded. He 
can see the gifting information he has added.

A12.

The user sees the Billing accordion drawer expanded with all 
the different payment methods.

A13.

The user selects to pay by credit card and enters credit card 
details.

A17.

The user selects billing address to be the same as delivery 
address and hits “Pay now” to complete the transaction.

A20.

The user sees a successful order confirmation message 
with the order details. They are encouraged to create an 
account as well as sign up to the newsletter.

A21.

The user opts in to the marketing newsletter

A22.

The user decides to create an account so they enter a 
password.

A23.

The user is taken to the My Account landing page

Use Case (A)

(01. Mini Basket) (02. Basket) (03. Coupon Code) (04. Gifting Option) (05. Checkout Initiation) (06. Social Sign in Flow) (07. Shipping Drawer) (08. Shipping Option: Delivery) (09. Shipping Option: Collection) (10. Gifting Drawer) (11. Gifting Message) (12. Billing Drawer) (13. Billing: Option Credit Card) (14. Billing: Option Klarna) (15. Billing: Option Clearpay) (16. Billing: Option PayPal) (17. Billing Address) (18. 3rd Party Payment Flow) (Order Review / Confirmation)

(is this step necessary?)

(Transaction Failed) (Order Completed) (Newsletter Consent) (Account Created) (My Account) (...)

Login with Social

(...)

Login with Social

JC/GV Checkout Flow Map

A single CTA like “View Bag and Checkout” would be 
preferred to have here if we want users to start their 
checkout flow from the basket (so they can add promo 
codes or specify gifting)

More prominent delivery, duty calculation, returns and 
customer support information inspire users with 
confidence to proceed to a checkout (e.g. Jimmy 
Choo).

He can instantly see the price discount with the coupon 
code details which will remain visible throughout the 
checkout flow

The user shouldn’t see the shipping information part of 
the form once he selected to collect in store

Gifting option should be easy to notice and easy to skip

How collection in store ties with the gifting option? Is it 
safe to say that customers who collect in store do not 
buy gifts?

By default the user should be asked to enter billing 
information since he hasn’t provided delivery 
information

The user is currently asked to tick “write a message” in 
order to be able to write in the textfield rather than 
simply allowing them to type in.

The user should provide an email optionally if he wants 
to checkout as a guest

Other options that would appear in this page is sign in 
by typing email and password, or sign in using Google, 
Facebook, Apple ID, WeChat etc.

Some e-commerce sites like Louis Vuitton add also a 
3rd option which is Sign up. We can investigate this 
option as there must be some benefits e.g. a long term 
relationship instead of an ephemeral checkout 
conversion

Can the gifting module appear contextually as a new 
listed basket item rather than a popup?Shopping bag and Wishlist sit very close to each other 

and could potentially trigger procrastination of a 
checkout decision

Newsletter consent: Although I have signed up and I am 
signed in I am still prompted to sign up with popups and 
page modules.

The repetition of the “Checkout” button is unlikely to 
have a positive effect in checkout conversions.

Coupon code would feel more contextual if we moved it 
close to the pricing information box.

Currently, gift option feels like it’s not promoted enough

The shopping bag page might be a good place to 
promote the benefits of creating an account and allow 
them to follow a sign up journey?

Recommendations are currently very low on the page 
and the user can easily disregard

JC shows estimated delivery dates up-front. This works 
quite well if known that the delivery cycle is short.

Currently signing in is a 2 steps process. Ideally we 
should expose login and password fields together 
especially for users that save login details on their 
browser

Delivery options can already be prefilled based on the 
latest user behaviour. E.g. If last time I selected to collect 
from the Bond Street store, I should see this option 
already selected - at least for frequent users with a 
higher confidence that they would follow this 
purchasing pattern

The user in this case should be prompted to save their 
card details with the billing details in their account

We can take the opportunity of not having to ask for a 
sign up in this case and promote products or a feature in 
this occassion

The user in this case should be prompted to save their 
delivery address in their account

The user should be able via My Account to mark an 
address as default

In Japan the user is able to select when they want their 
purchases to be delivered

The user should be warned earlier that the fragnance 
cannot be shipped to Alaska.

The message remove the item or ship to another 
destination at this stage doesn’t feel very customer 
friendly. (We can consider other options like move to 
wishlist, but being proactive is key)

The confirmation message should take into account 
that the user has chosen their preferred delivery date

A good UX practice is to allow users reverse a 
potentially accidental item delete action by giving them 
for a few seconds the option to undo. E.g. Your item has 
been deleted (undo)

Some competitors used a scrollable scrolling panel /
drawer instead of a floating mini-bag box. The benefit 
of this is that it allows simultaneously browse and view 
what is in your basket (or wishlist), especially for types 
of users that use shopping bag for bookmarking.

Currently the Fiscal/VAT question is asked only when I 
select the same billing address as delivery. When I 
create a new billing address I am not asked.

Is there a recovery mechanism in place in case the user 
has mistyped an email?

Is it important to show the order summary at this stage, 
or it’s more preferred to fill the page with more sales-
oriented content and send the order summary by email? 

What happens in this case?

Will the user be prompted to enter his CVV code?

What happens if the customer is not an Italian citizen?

Does the user have to select an address here, or billing 
addresses are associated with their corresponding 
saved cards?

Billing address currently is asked before choosing a 
payment method as payment methods are linked to the 
billing country. From a UX point of view this is not a 
good idea (as in some cases, e.g. Apple Pay you don’t 
need to ask for an address).

Will the order be visible immediately in My Orders?

User journey snapshots


