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About the project

Project overview

The project streamlines the tire purchasing journey by tackling 

guidance gaps, unclear pricing, fitment issues, and scheduling 

inefficiencies, ensuring a seamless and user-friendly experience.

Brakes stop your wheels.

Tires stop your car.

Find the right tires for your vehicle

Year*

2020

Make*

Audi

Model*

A3

Sub Model*

Premium

Tire Size*

255/55R15 100H

Search by tire size

Where do I find my vehicle and tire information

Find tires

Saved vehicles

2012 Ford F - 150 2012 Chevrolet Silverado

9:41

Goal

The goal of this project is to enhance the end-to-end tire 

shopping experience, from discovery to installation to ensure 

a seamless, user-friendly, and efficient process for customers.

Team

1 Designer 
 (Me:)

4 Product
4ITB

(4 In The Box)

5 Business40+ Devs

User Research

Session recordings

Primary research

Secondary research

Tire buying behaviour

Why do buyers prefer our competitors?

Deciding factor

How do women navigate the process of buying tires?

When to replace tires?
Type of tires

Tips and tire care

Competitor analysis

 What drives tire purchase?
Guide and decision

User interviews

Surveys

User feedback analysis

Data analytics

Online Shopping vs. In-Store Shopping: Pros and Cons

User survey

39% Have never purchased from our retail while 
36% have, 1-2 times

52% Decide to replace tires based on advice from 
a mechanic

52% Purchased tires from Discount Tire followed 
by our retail, 49%

84% Prioritize price when selecting tires, 
followed by 77% who consider quality

Data analytics
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Goodyear 
47%

Michelin 
26%

Pirelli 
4%

American tire 
20%

Simple tire 
3%

Sales distribution by tire vendors

Survey return reason (800 responses for 2021)
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Time spent waiting

 for assistance

Ease of scheduling

 appointment

Amount of time it took

 to complete the service

Assortment of tire 

and battery items

Value for money

Helpfulness and

professionalism of employee

Quality of

service provided

Appearance of

employees

Insights

Platform
Members preferred buying 
tires on larger screens

Channel
In-store purchases were 
significantly higher than 
online sales

Brand
Goodyear was the top 
preferred brand, followed 
by Michelin

Detractors
Wait time for installation 
and ease of scheduling 
were the top two factors

Finding the problem

Looking for specific 
tires but need to 
look through 1800 
+tires.

Lindy
Hairstylist

I don’t know if it’s 
the right time to 
replace tires.

Brian
Software developer

Having to wait long 
hours while tires 
are getting 
installed.

Tracy
Designer

I was trying to 
compare tires but 
can’t do it.

Steve
Doctor

01
Ambiguity
Lack of knowledge on when to 
replace tires and unclear perks

I don’t know if it’s the right 
time to replace tires

02
Cumbersome
Lack of guidance and time-
consuming research and process

Trying to reach out to someone 
for help. 

03
Reliability
Uncertainty about tire quality and 
service

I am not sure if the mechanics 
are well trained.

Discovery and Research

Post-purchase and Installation

07
Hassle
Scheduling inconvenience and lack 
of customer support

“No option to schedule an 
appointment to install tires.”

08
Inconvenience
Lack of communication and 
excessive wait times at club

“Having to wait in hot sun while 
tires are getting installed.”

09
After care
Inconvenient follow-ups and

lack of maintenance guidance

“Cannot reach out for faulty 
service.”

Evaluation and Purchase

04
Overwhelming
Unable to filter options and unclear 
fitment information

Looking for specific tires but 
need to look thru 1800 +tires.

05
Uncertainty
Confusing pricing and fear of 
making the wrong choice 

“I was trying to compare tires 
to see specs.”

06
Obscurity 
Lack of transparency and 
unexpected additional costs

“Too many add on costs 
shown while purchasing.”

Insights

Feeling 
Intimidated

Lack of 
Awareness

Process 
Fatigue

Photo credit : www.unsplash.com

Reduce cancellations

Reduce customer support volume

Increase digital engagement

Improve trust and transparency

Drive sales growth

Drive conversion

Business Goals

Solving the problem

01
Motivate

� Build trus�
� Personalis�
� Display deal�
� Highlight perks

04
Convenience

� Ease scheduling proces�
� Reduce wait tim�
� Visibility to in-club inventory 

05
Assurance

� Fitment chec�
� Guarantees & Warrantie�
� Product and service quality

06
Empathy

� Vehicle maintenanc�
� Advice and suppor�
� Complimentary services

02
Assist

� Tire buying guid�
� Enhance searc�
� Guidance in decision-

making

03
Transparency

� Clear proces�
� Transparent pricin�
� Order updates

Let’s get 
Rolling

Persona

The user we are designing 
for...

Chris says

“I want the best quality and price for tires and services for my cars.”

Pain points
� Overwhelmed by the proces�

� No help with selecting the right tire�

� Dependecies on customer support for the installation 

California
Speed. Affordable. Convenience

Goals

� Wants an easy way to find the best tires at the best pric�

� Wants easy scheduling and minimal wait tim�

� Expects rotations, alignments, and warranty service

Meet  Chris Johnson
38 years old. Married

Photo credit : www.unsplash.com

Problem

The tires landing page lacks clear instructions and fails to highlight product perks, offering little motivation for users to buy—leading to low 

engagement and conversions.

Motivate

Solution
Redesign the tires landing page with clear step-by-step instructions, prominent 

product benefits, and persuasive messaging that builds user confidence and 

encourages action.

Impact
Higher engagement and conversions through a clearer, more persuasive buying 

experience.

Brakes stop your wheels.


Tires stop your car.

Find the right tires for your vehicle

Year*

2020

Make*

Audi

Model*

A3

Sub Model*

Premium

Tire Size*

255/55R15 100H

Search by tire size Search by license plate

Your vehicles

2012 Ford F - 150 2012 Chevrolet Silverado

Find tires

Where do I find my vehicle and tire information

Unsure what to select?  
Our experts can help you. Call (631) 447-0227

See buying guide

Save on top brands when you buy 4

$40 off*
Plus member offer

$80 off*
Everyday value

$80 off*
Everyday value

$80 off*
Everyday value

$70 off*
Ending  May 4, 2022

How it works

Shop online
Use our tire finder to find the best 
automotive tire

Schedule appointment
Schedule appointment during 
purchase

Visit club
Visit the club at the scheduled time 
for installation

9:41

Our services

Free lifetime services

� Tire repai�

� Tire rotatio�

� Lifetime tire repai�

� Wheel remova�

� Tire inspection

� Tire balancin�

� TPMS rese�

� Mountin�

� New valve syste�

� Damage analysis

Learn more

Our range of tires

Explore all our tires

We have tires for every environment

Top quality

products

Manufacture’s 

warrenty

Genuine

products

All-season
Enjoy year-round cruising with 

reliable grip on any surface

Winter Tires
Navigate snow and ice safely 

with deep treads.

Performance
Accelerate faster and have better


control at every turn

All-terrain
Easily tackle dirt roads, gravel 

trails, and more.

Why us?

Dare to compare

We offer the best “all-in” price in the country and we’ll prove 
it. If you find a better "all-in" price on tires , we'll match it!

Learn more

No charge services

Have an an active Club Membership? Avail free service even 
if you haven’t purchased tires from us. 

Learn more

Emergency roadside assistance

Ran out of fuel or stuck in mud? Ours service  includes 
towing, flat tire assistance, fuel delivery service, jump start, 
winching and extraction

Learn more

Discount Tires Online at 
our Tire Shop
When it comes to safety, maintaining quality 
tires is one of the most important things you can 
do for your car, truck or SUV. If you've been 
shopping for automotive tires but you're not 
sure where to buy, you're in luck. Not only will .

Show

Unsure what to select?  
Our experts can help you. Call (631) 447-0227

See buying guide

Guide and decision

When to replace tires
Try the tread test

All you need is a penny!

Place the penny in the shallowest 
groove with Lincoln’s head pointing 
down. If you see the top of his head, 
the tires should be replaced.

See buying guide

Be aware
Consider replacing tires when 
driving in the following conditions

� Wet road�
� Snow covered road�
� Extreme temperature

Shop all tires

Stay true to size
New tires should always match the 
size of the original tires on your 
vehicle. Find the size in your owner’s 
manual or the sidewall of your tire.

Shop all tires

What our members have to say

We purchased new tires for our 
vehicle. Was absolutely the best 
price and ordering on my phone was 
exceedingly easy. Well done!

Loved service I received with my 
automobile when purchasing tires.

Increase your tire’s lifespan

Measure your air pressure
at least once a month to ensure 
they’re properly inflated. Have 
TPMS checked when you get your 
tires serviced.

Check your alignment
every 6,000 miles to ensure tire is 
straight and not wearing down the 
edges

Rotate your tires
every 5,000 to 8,000 miles. This 
means swapping front and back 
tires for more even wear

Did you know?

6497 number of tires were installed 
in the past year

Waste tires are recycled and 
converted into mats

It’s always good to replace all 4 tires

Motivate

Create a statement that 
emphasises the urgency

Assis�
� Aided searc�
� Search by license plat�
� Saved vehicles

Assis�
� Contact

Transparenc�
� Clear step�
� Simplify the process

1 of 3

2 of 3

Motivat�
� Offers and discounts

Motivate, assis�
� Highlight different types 

of tire�
� Help members choose 

the right type of tire�
� Show trust signals


Motivat�
� Highlight perk�
� Free services

Aid with research

When to replace tires


What to purchase

How to purchase

Social proof to build trust

Assurance

Show we care

Why choose us?

Highlight unique 
features

Call out services

Facts 

Assistance

SEO

3 of 3

Solutions
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Dallas, 9AM-8:30PM 0

tire

“tire” 150results

43” and below 48” - 58” 60”- 70” 75” and above

Related searches batteries wiper

Prices may vary in club and online

Find the right tires for your vehicle

Year*

Select year

Search by tire size

Buy 4 & Save $100 $150.50
$125.50/ea when you buy 4

$502.00 after $100 off
When you buy 4 See details

Goodyear Assurance All-Season 
-255/55R15 100H Tire

376

Pickup

Problem

Users can’t easily make quick changes to their tire selection on the PLP and PDP, often having to navigate back to the landing page, causing 

frustration, slowing decisions, and reducing conversions.

Convenience

Goodyear Assurance All-Season 
-255/55R15 100H Tire

Goodyear Item # 980374419

Model # 1095119-BTOL-10

4.7 (10)

$150.50 $125.50/ea when you buy 4

Price may vary in club and online

2020 Audi Q3 Premium 
These tires fit your vehicle

Change

Add tire installation package
$20 per tire Includes free services

See details

Add to cart

Each Set of 4

9:41

tires 0

Find tires for your vehicle

Search by vehicle Search by tire size

*Required field

Width*

Select Width

Ratio*

Select Ratio

Diameter*

Select Diameter

Continue

Search by vehicle

Shopping for your

2020 Audi A3 Premium
Tire size : 255/55R15 100H

Change

Search by 
tire size

Search by tire size

Shopping for your
Tire size : 255/55R15

Change

Solution
Integrate tire finder widget within the PLP and PDP, allowing users to make 

quick changes.

Impact
Boosts efficiency, reduces frustration, and speeds up decision-making, 

leading to higher conversions.

Collapsed state

The widget collapses after 
changes are made, preserving 

screen space.

Find the right tires for your vehicle

Year*

Select year

Search by tire size

Buy 4 & Save $100 $150.50
$125.50/ea when you buy 4

$502.00 after $100 off
When you buy 4 See details

Goodyear Assurance All-Season 
-255/55R15 100H Tire

376

Pickup

Available for installation today

Additional $40 off Install when you 
buy 4 with 

 
Plus

Add to cart

Buy 4 & Save $100 $150.50
$125.50/ea when you buy 4

$502.00 after $100 off
When you buy 4 See details

Goodyear Assurance All-Season 
-265/50R18 98V Tire

376

Pickup

Available for installation today

Additional $40 off Install when you 
buy 4 with 

9:41

Dallas, 9AM-8:30PM 0

tire

Problem

The product displays the price of a single tire before the discount. Since 4 tires and 4 installation packages are added to the cart by default, 

members must calculate the estimated total themselves. The total is only displayed in the cart, causing a delay in decision-making.

Assistance

Solution
Display the estimated total and breakdown for 4 tires and the installation package 

in PLP and PDP

Impact
Enhances transparency, reduces uncertainty and speeds up purchasing decisions.

$150.50 $125.50/ea when you buy 4

Price may vary in club and online

2020 Audi Q3 Premium 
These tires fit your vehicle

Change

Add tire installation package
$20 per tire Includes free services

See details

Each Set of 4

Tire $150.50 $502.00 
After  $100 off

Installation $20.00 $80.00

Est. total $582.00 
After $100 off

Additional Fees and Taxes may apply at checkout

Add to cart

9:41

tires 0

Price breakdown

The price breakdown is displayed along 
with membership offers.

Each Set of 4

Tire $150.50 $502.00 
After $100 off 

Installation $20.00 $80.00

Est. total $582.00 
After $100 off

Additional $40 off Install when you buy 4 with  Plus

Additional Fees and Taxes may apply at checkout

See details

Problem

Tires that don’t fit the vehicle can be added to the cart without a fit check. If the purchased tires don’t fit the vehicle, installation is denied at 

the club, leading to order cancellation and wasted effort.

Assurance

Solution
A fitment check is conducted to ensure the tires fit the vehicle and assist users in finding the right tires if they 

don’t.

Impact
Instills confidence by ensuring users buy the right tires, reducing order cancellations and wasted effort. 

It also guides users to the correct tires, creating a reliable and seamless shopping experience.

Goodyear Assurance All-Season 
-255/55R15 100H Tire

Goodyear Item # 980374419

Model # 1095119-BTOL-10

4.7 (10)

$150.50 $125.50/ea when you buy 4

Price may vary in club and online

Check if these fit your vehicle

Add vehicle

Add tire installation package
$20 per tire Includes free services

See details

Add to cart

9:41

tires 0

9:41

tires 0

We need your vehicle information

To proceed with installation, we need additional  

information of your vehicle to check the fit.

*Required field

Year*

2020

Make*

Audi

Model*

A3

Sub Model*

Premium

Tire Size*

255/50R18 98V

Where to find vehicle information

Save

Goodyear Assurance All-Season 
-255/55R15 100H Tire

Goodyear Item # 980374419

Model # 1095119-BTOL-10

4.7 (10)

$150.50 $125.50/ea when you buy 4

Price may vary in club and online

2020 Audi Q3 Premium 
These tires fit your vehicle

Change

Add tire installation package
$20 per tire Includes free services

See details

Add to cart

Each Set of 4

9:41

tires 0

$150.50 $125.50/ea when you buy 4

Price may vary in club and online

2020 Audi A3 Premium Change

Looks like these tires don’t fit your vehicle.

Note : Your vehicle manufacturer recommends a tire size of 
255/45R17

Find tires that fit

Add tire installation package
$20 per tire Includes free services

See details

Add to cart

9:41

tires 0“tire” 150results

43” and below 48” - 58” 60”- 70” 75” and above

Related searches batteries wiper

Prices may vary in club and online

Shopping for your

2020 Audi A3 Premium
Tire size : 255/55R15 100H

Change

Buy 4 & Save $100 $150.50
$125.50/ea when you buy 4

$502.00 after $100 off
When you buy 4 See details

Goodyear Assurance All-Season 
-255/55R15 100H Tire

376

Pickup

Available for installation today

Additional $40 off Install when you 
buy 4 with 

 
Plus

Add to cart

Buy 4 & Save $100 $150.50
$125.50/ea when you buy 4

$502.00 after $100 off

9:41

Dallas, 9AM-8:30PM 0

tire

Fits vehicle?

No

Yes

Problem

Tire installation requires in-person or contact support booking with no update notifications, causing delays, uncertainty, and frustration.

Assistance

Solution
Enable online appointment scheduling with automated notifications and rescheduling 

capabilities.

Impact
Reduces call center volume, improves convenience, enhances transparency, and minimizes 

missed appointments, leading to a smoother user experience.

9:41

Dallas, 9AM-8:30PM 4

tire

Cart (4 items)

Installation at Tire & Battery Center
Concord Club Schedule

Goodyear  

Assurance...

$150.50 per tire

$502.00
$602.00

$100 off

See offers 

$80.00Premium Install 
package for 2020 
Audi A3 Premium

See details

$20 per tire

Qty 4

4

Estimated total (4 items) $682.00 $582.00

Begin checkout

Subject to terms and conditions

9:41

Dallas, 9AM-8:30PM
0

tire

Cart (5 items)

Installation at Tire & Battery Center
Concord Sam’s Club Schedule

Goodyear  

Assurance...

$x.xx per tire

$X.XX

$XX.XXPremium Install 
package for 2020 
Audi A3 Premium

See details

$20 per tire

Qty 4

4

Don’t forget your usuals

Bought 1 time

Add

$3.38
2.6¢/fl oz

Great Value 0% Fat 
Free Milk, 128 Fl Oz

Free delivery with
Pickup today
Delivery today

Bought 1 time

Add

$3.38
2.6¢/fl oz

Great Value 100% 
Orange Juice, 128 Fl 
Oz

Free delivery with
Pickup today
Delivery today

Bought 1 time

$3.38
2.6¢/fl oz

Kellogg's Frosted 
Flakes Breakfast 
Cereal, Kids Snacks, 

Free delivery with
Pickup today
Delivery today

Schedule tire installation

Concord Club

3472 Park Ln, Dallas, TX 75220

3/30

Today

4/1

Tue

4/2

Wed

4/3

Thu

See more dates

9am

10am

11am

12pm

Please note

When you drop your vehicle off, a garage associate will 
let you know how long it'll take. Please pick up your car 
no later than  closing time of the Tire & Battery Center 
(7:00 pm Monday-Saturday, 6:00 pm Sunday).  

For any questions, call the Tire & Battery Center at 
(856)-853-0219

Save

9:41

Dallas, 9AM-8:30PM 4

tire

Cart (4 items)

Installation at Tire & Battery Center, 

today at 10am
Concord Club Change

Goodyear  

Assurance...

$150.50 per tire

$502.00
$602.00

$100 off

See offers 

$80.00Premium Install 
package for 2020 
Audi A3 Premium

See details

$20 per tire

Qty 4

4

Estimated total (4 items) $682.00 $582.00

Begin checkout

Subject to terms and conditions

9:41

Jan 21, 2025 4

Order 213513352

Installation at Tire & Battery Center

Today,9am

Appointment 
scheduled

Ready for 
installation

Installation 
complete

Reschedule

Concord Club

1225 Concord Ave. Concord, CA 94520

Tires appointment instructions

Go to the Tire & Battery Center to get your 

tires installed. To reschedule, call us at 

(856)-853-0219

Vehicle

2020 Audi A3 Premium

4 items

Goodyear Assurance All-
Season -235/55R18 98��

Qty 4

Save $80.00

$550.50

$80.00Premium Install package  
for 2020 Audi A3 Premium

Installation at Tire & Battery 
Center

Today at 9am

Concord Club
1225 Concord Ave. Concord, CA 94520

Item details See details

4 items

4

Payment method Add

Cash: $12.00
See terms

Apply

Ending in 3456 $630.50

Change payment

Total (4 items) $630.50

Slide to pay

Subject to terms and conditions

9:41

Checkout 4

9:41

Dallas, 9AM-8:30PM 4

tire

Thanks, Sam! You’re all set.
We’ll email details to sam1234@gmail.com

Order #213513352 | $630.50

Installation at Tire &  
Battery Center

Today at 9am

Concord Club
1225 Concord Ave. Concord, CA 94520

4 items

4

Payment method

Ending in  3456 $630.50
Continue Shopping

$150.50 $125.50/ea when you buy 4

Price may vary in club and online

2020 Audi Q3 Premium 
These tires fit your vehicle

Change

Add tire installation package
$20 per tire Includes free services

See details

Each Set of 4

Tire $150.50 $502.00 
After  $100 off

Installation $20.00 $80.00

Est. total $582.00 
After $100 off

Additional Fees and Taxes may apply at checkout

Shipping
Not available


Pickup
Available today

Delivery
Not available

Pickup

Tires will be installed at Concord Club

Change

Add to cart

9:41

tires 0

Problem

The Inclub inventory is unavailable for online purchase. Members miss out on great deals on in-club tires, leaving the tires piled up and 

abandoned.

Convenience

Your club
Concord, CA

88 results
Sort & Filter

Michelin Defender XT - 
235/65R16 103T

123

$124.98/ea Add

Pickup

Available today

Michelin Defender XT - 
235/65R16 103T

123

$124.98/ea Add

Pickup

Available today

Michelin Defender XT - 
235/65R16 103T

123

$124.98/ea Add

Pickup

Available today

Grandma’s Cookies Variety 
Pack (36 pk.)

123

9:41

Dallas, 9AM-8:30PM 0

tire

Home Scan & Go Reorder Savings Account More

Sort & filter Clear all

Sort

Relevance

Available

Available today (43)

Available in 5-7 days (78)

Category

Product type

Brand

Savings

Product rating

Delivery options

Price
Show results

Solution
Show in-club inventory for online purchase as “available today”

Impact
Enhanced online engagement, availability of a larger inventory, reduced over-

stock and wastage

Buy 4 & Save $100 $150.50
$125.50/ea when you buy 4

$502.00 after $100 off
When you buy 4 See details

Goodyear Assurance All-Season 
-255/55R15 100H Tire

376

Pickup

Available for installation today

Additional $40 off Install when you 
buy 4 with 

 
Plus

Add to cart

Key results

Appointment scheduler - Released in October 2024

58%
in Nov

63%
in Dec

Member adoption

1% ↑
in Nov

2% ↑
in Dec

NPS

8% ↑
in Nov

12% ↑
in Dec

Visits

20% ↑
improvement

Order conversion

35% ↓
reduction

Abandonment 
rate

14% ↑
improvement

Ordered GMV

20M
topline

6M
bottomline

Projected revenue 
Pre-pay

20M
topline

5M
bottomline

Projected revenue 
In-club inventory

80% ↓
reduction

Order cancellation

33%
in Nov

35%
in Dec

Checkout rate 
with scheduler

29%
in Nov

31%
in Dec

Checkout rate 
without scheduler

70%
in Nov

75%
in Dec

Appointment 
slot utilisation

2%↓
in Nov

31%↓
in Dec

CS volume 

99 hours
per week in Nov and Dec

Time saved

2.5M
in Nov

3M
in Dec

Cost saved

In-club inventory and Pre-pay - Released in July 2024

Happy customers :)

“Excellent convenience for ordering, 
scheduling appointments, tracking, 
notifications and installation of tires. 
Great customer service, care and 
support. Thank you .”

“Tire selection was simple. Also 
scheduling your appointment before 
you pay was awesome.”

“Entered make and model on the 
app Then all I had to do was choose 
and set up a time for installation. 
Couldn’t have been easier.”

Thank you


