
Tracking 
number may 
not work/be 

found, has to go 
store’s website

Can only open 
one account 

at a time

Taji

Taji

Taji

Taji

Taji

Taji

Taji

Taji

Sometimes 
order tracking 

shows up like a 
return (yellow)

Grant

Grant Grant

Grant

Grant
Grant

Grant

Hasn’t had a 
need for 

transactions 
tab

Extending 
memberships

Extending 
memberships

Omar

View & 
change 

customer 
account 

information

Uses 
information in 

account details 
to ask security 

questions

Ask: Ability to 
find account by 
order number

If order number 
is mentioned in 
email, having it 
automatically 

pop up

Releasing 
customer 

email address

Member 
History tab 

takes too long 
to load

Doesn’t 
understand 
function of 

Shipment tab

Simplicity & 
clarity of the 
dashboard

Separating 
information into 
tabs is good to 

not get 
overwhelmed

Certain actions 
live in different 

tabs - requires a 
lot of clicking

Can’t see 
backend 

information 
(Member 
History)

Member 
History tab 

takes too long 
to load

Releasing 
customer 

email address

Viewing the 
order date 
and total

Isaiah

Search

Order Status/Details
General Functionality

Accounts

Observations

Observations

Observations

Pain Points

Pain Points

Pain Points

Lesser Used tabs

Suggestions

Suggestions

Suggestions

Participant #1

Most used: 
Searching for 
an account by 

email from 
ZD

Most used: 
Order Status/

tracking 
numbers

Inability to 
view order 

details

Tracking 
details not 

always 
available/
don’t work

Order status 
not updated 
(processing 

to shipped to 
delivered)

Enjoys the 
ability to 
change 
account 
details

Link to order 
status page 
on retailer 

website

Member History 
- only used to 

check if 
customer is 

receiving 
repeated emailsUses 

Shipments tab 
to see older 

orders 
(command+F)

Transactions - 
used rarely to 

refund 
customers for 

charged 
membership

Participant #2

Suggestion: 
Ability to see 

account details 
and dashboard 

at the same 
time

Dashboard is 
the best part 
of the CS App

CS App gives 
you what you 

need re: 
functionality

Non-
responsive 

design

Very zoomed 
out

Visibility of 
what tab 

you’re on is 
not clear

Doesn’t use 
View Shipment 

in Order Info

Never uses 
Source in Order 

Info

Member History 
- does not 

understand its 
function

Shipments tab - 
reskinned 
version of 
Dashboard

Shipments tab - 
did not realize 

you could 
search by 
tracking 
number

Transactions - 
not very useful 

with current 
business model 

(free 
memberships)

Doesn’t use 
search by CC

Doesn’t use 
search by 

phone number

When searching 
by Order #, uses 

order date to 
confirm correct 

account

Participant #3

Ability to look-
up account if 

email they 
reach out in ZD 
from isn’t in CS 

App

Only one 
tracking 

number but 
there are 
multiple 

packages

Participant #4

Shipments tab 
used rarely if 
order or label 

cannot be 
located in 
dashboard

Billing 
information 

when filled in - 
helps to look up 

order details

Member history 
on dashboard - 

shows when 
memberships 
were renewed 

or canceled

Searching by 
order number - 
if there are two, 

only pulls up 
oldest entry

Shipment date 
not trusted - 

usually wrong 
(label generated 
not picked up)

Ship to address 
is usually empty

Participant #5

Clicking on 
the tracking 

number 
automatically 

Googles it

Sometimes 
order tracking 

shows up like a 
return (yellow)

Buttons allow 
you to do 

what they say 
(i.e. cancel 

membership)

Participant #6

Can only open 
one account 

at a time

Search by order 
number, 
opening 

account doesn’t 
open to that 

order

Ask: Order 
number is 
clickable 

(automatic to 
retailer site)

ZD - Move five 
most recent 

tickets to 
below the CS 
app feature

Difficult to 
locate Apple 
ID accounts

Password reset 
button - 

important to 
have in ZD 

Can only open 
one account 

at a time

Grant Grant

Grant Grant

Defaults to 
issuing return 
labels in Acct 

Details, not 
with button

Membership 
status / 

expiration 
date

Uses 
information in 

account details 
to ask security 

questions

Customer 
account 

information
Customer 
account 

information

Can’t manually 
generate QR 

codes

Viewing the 
order date 
and total

Return labels/status Membership

Observations Observations

Pain Points Pain Points

Suggestions Suggestions

Most used: 
Issuing return 

labels

Most used: 
Return 
status/
tracking

Cancel 
membership 

doesn’t 
always issue 

refund

Generating 
return labels 

from dashboard 
can lead to 
duplicates

Return label - 
tells you if we 
handle their 

returns or not

Managing 
marketing 

preferences

Ease of 
canceling a 

membership

Isaiah

Most done: 
Canceling 

memberships

Most done: 
Resetting 
account 

passwords

Cancel 
membership 
with single 
(few) clicks

Forgetting 
retailer between 

copying & 
pasting order #

Provides 
email and pdf 

label every 
time

Membership 
status / 

expiration 
date

Extending 
memberships

Email return 
button (when it 

works)

Extend 
membership 

only max of 365 
days - requires 

lots of extra 
clicks

Wonders if 
extend 

membership 
can live on 
dashboard

Suggestion: 
Return label 
button is not 

clickable if we 
can’t provide 

label

Suggestion: 
Cancel 

membership 
button & reason 
code (for why)

Ability to both 
email and 

print return 
label

Leave & return 
to Acct details 
to issue two 
return labels

Can’t 
manually 

generate QR 
Code returns

Immediate 
access to 

membership 
details (doesn’t 
require clicking 

another tab)


