MOBILE USER EXPERIENCE DIAGNOSTIC

A mobile user experience diagnostic is an evaluation of a mobile presence to
identify potential issues with the user experience.

SCOPE
Evaluation of the USPPS Mobile iOS app

METHODOLOGY

» Expert evaluation of the USPS iOS app user experience simulating a persona
completing Rey scenarios

 BenchmarR the app against documented user experience standards using the
mobile ux frameworR

« High level rapid competitive scan, review of relevant industry research

 Document findings and develop recommendations

The avafmﬁov\ ]arimri&zr focused on ianﬁqc\&iv\g UX ISSles, not gtrav\gtL\%



MOBILE USER EXPERIENCE

A user’s perceptions and feelings before, during and after their mobile interaction
using a mobile device
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EXEC SUMMARY

The USPS iOS app has a lot of room for improvement and in some cases is a step
down from the website.

Issues

» A big concern is the consistent crashing of the app, which will turn away users.

* [Key functionality (location services) does not work as expected

* The app lacks expected functionality (expected delivery, notifications)

* Too many steps to complete Rey tasRks (likRe find location) and too many taps to
get to basic information

* LacR of “information scent” caused by mismatching labels, missing screen titles
and missing navigation cues

Recommendations

* Investigate and address app crashes

» Streamline locator functionality to minimize taps and display information
contextually

* Prioritize the UX recommendations on the slides that follow based on severity of
the issue and the impact to users



Scenario: Find Location

Mary Jane was on her way to pick up her Rids from school when she realized
that today was the deadline to postmark one of her rebates. She wants to find
a nearby attended post office location or a drop-off location with a late pickRup.
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LW Locations
sl | he first feature shown to the user is also the weakest in the app
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LW Locations (continued)
el | he first feature shown to the user is also the weakRest in the app
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Locations

Peachtree Center

Distance: 0.18mi

n Blvd Address:
240 PEACHTREE ST NW BSMT
: ATLANTA, GA 30303-2250
Get Directions

Call (800) ASK-USPS®

Services:

All sarvices use the retail hours unless otherwise shown,
Business Reply Mail Account Balance

Photocopier in Lobby

O Pickup Accountable Mail -
Pickup Hold Mail v
PO Box Online

QOOO6O 0 0

No reminder to turn on
location services

Does not remember user input
between searches

No indication of user’'s address
or location

No indication if the location is
open or not

Option not apparent and was
overlooRed

Extra tap to expand retail hours

Extra tap to expand Last
Collection Time



Recommended redesign of locator flow

Reduce number of steps to find a location
Results show additional contextual information (e.g. open /close, hours)
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High Priority: Users cannot use the app if it does not work. The constant crashing (when
going back to the start screen) is a technical issue that should be investigated and debugged




