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The delivery step page on Decathlon checkout funnel is not performing as expected. Not enough people go to the payment step (about 10% less than 
our benchmark).

On desktop, 80.2% of sessions which viewed the delivery page included a click on at least one delivery option, whereas 59.1% of sessions include a 
click on the ‘Go To Payment’ button. If we assume that all of the users who clicked on the payment button are users who selected an option, then 
this means that the completion rate is 59.1/80.2 = 73.7%.

Therefore the dropout rate was 26.3%. (highest in the class)



On mobile, 84.7% of sessions which viewed the delivery page included a click on at least one delivery option, whereas 66.2% of sessions include a 
click on the ‘Go To Payment’ button. If we assume that all of the users who clicked on the payment button are users who selected an option, then 
this means that the completion rate is 66.2/84.7 = 88.2%.

Therefore the dropout rate was 11.8%.

Stakeholder’s Request: To find out usabiliy issues on the delivery step and recommend solutions to improve conversion rate.

Evidence - Quantitative Analysis Findings
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Heuristic Analysis of the Current Delivery Page

Visibility of system status

The design fails to keep users 

informed about what is going on, 

through appropriate feedback.

Users don’t know what step they

are at currently.

Irrelevant Information

It’s irrelevant to show the delivery

price here as it is not the same for

all the other delivery speed options.

This price is only for the standard

delivery which is the least out of all

delivery speed options.

Inconsistent and defies Jakob’s

Law

The design fails to maintain

consistency with respect to its

competitors which increases the

cognitive load by forcing them to

learn something new.



Heuristic Analysis of the Current Delivery Page

Violates Hick’s Law

The time it takes to make a decision

or time complete a task increases 

as the number of options or actions 

increases.

The design fails to follow the hick’s

law as the user has access to all

the 3 delivery methods at the same

time. Whereas, it should just be one

at a time (using radio button, or

dropdown menu or tabs)



Heuristic Analysis of the Current Delivery Page

Irrelevant Information

Having an address reference field is

not essential. But if we wish to keep

it, it shouldn’t be a required field.

Any extra piece of information

diminishes the relative visibility of 

other relevant information.

Non flexible and Non efficient

Finding an address is a tough task 
here.



Wheres a features to find address

can be incorporated here, where

users just need to type in their 

postcode and addresses are 
suggested.

Poor Error Prevention

The error can be prevented from 

occuring in the first place by providing

relevant feedback while user tries to

enter the phone number with the 

country code. This can help user 

diagnose and recover from errors.



Heuristic Analysis of the Current Delivery Page

No User Control and Freedom

The Home Delivery section does not

provide freedom to the users to edit

their address after saving it.

Though the users can edit the address

once they have chosen the speed of

delivery.

Defies Visibility of System

Status

After adding their address, users see

different speeds of delivery options

without being informed about what

they actually are.



Heuristic Analysis of the Current Delivery Page

Poor Visibility and Unaesthetic

The Edit link has poor visibility with

respect to the other elements. 

User needs to freedom to edit their

address at any time, therefore we

should minimize the user’s memory

load by making it more visible and

prominent.



Use of a CTA with an icon can improve

the experience.

Poor User Control and Freedom

Users don’t have a choice or freedom

to uncheck the selected preferred 

address once selected.

Irrelevant CTA

This CTA isn’t required here as there’s

a lot of white space available on the

right which could have been used to

put other addresses as well with radio

buttons for the users to pick one out of

all.



And underneath that there could be a

“add new address” CTA.



Heuristic Analysis of the Current Delivery Page

Inconsistent and Unaesthetic

This section fails to maintain 

consistency with users expectations

which may increase user’s cognitive

load.



Users would have to wonder what this

section is for untill they open it or it

might go unnoticed sometimes. 



The heading used is irrelevant as it 

does not matches what the dropdown

consists of.



It is actually the basket.



Heuristic Analysis of the Current Delivery Page

Unaesthetic and Non-minimal

This section contains information which

is irrelevant or rarely needed.



Users see a big list of all the decathlon

stores in the UK. Whereas, users would

expect to see only the stores nearest to

their home.

 The experience can be improved by

asking user’s postcode at first place

and filtering the results based on that

 Providing a map view with the list

view can help users visualize the exact

location and distance of the stores

 Users should see the distance to the

stores in miles sorted according to

distance

 After selecting the store, there’s no

CTA to got the payment step. The “Go to

Payment” CTA is on the right below the 

order summary section

 Making the order summary section

sticky can help users going to the next

step easily.

Defies Recognition rather than recall

The user's memory load increases as the

order summary section is not visible to

them all the time while they purchase an 

item. Whereas, it should be visible and 

easily retrievable when needed.



This section contains information(basket 

items, delivery methods, delivery speed 

option and the order total.) which is 

extremely important for the users to be

visible at every point while the user is 

shopping.



Heuristic Analysis of the Current Delivery Page

Unaesthetic and Non-minimal

This section contains information which

is irrelevant or rarely needed

 Users should see the distance to the

stores in miles sorted according to

distance

 After selecting the store, there’s no

CTA to got the payment step. The “Go to

Payment” CTA is on the right below the 

order summary section

 Making the order summary section

sticky can help users going to the next

step easily.



Key Takeaways from Heuristic Analysis 

 Highlight the Delivery Step

 Use Radio Buttons to provide delivery options

 Add “from” before estimated delivery prices.

 Optimize the address form and remove irrelevant text fields.

 Work on Error prevention, Error diagnosing and Error recovery

 Give users control and freedom to edit address details 

 Work on reducing the clutter and make it look more aesthetic and minimal.

 To have address finder feature for C&C and Asda.

 To have “Go to payment” under the delivery options and remove from order summary.



Research Question / Problem Statement

To study and identify the Usability issues in Decathlon’s delivery page leading to poor conversion rate. 



Method - UT

Type of Test:Moderated + Online (Userinterviews.com) + Assessment Research

 Most controlle
 Excellent for collecting In-depth Dat
 Though Resoure Heavy

Method: Usability Testing



Participant Sampling

Sampling Method
Purposive Sampling mixed with Quota Sampling works best for design research within the Agile environment.

Recruitment Process
 With the help of Data Analysis Team, customer data for the recurring and non-recurring customers (in past 3 months) was found

 Those customers were targeted and reached out via emai. They were invited for usability testing and inturn offered incentives 


(offers, discounts, coupons, etc.).

Sample Size

Type of Research Purpose / Method Sample Size

Qualitative Usability Testing (for statistical significance) 8-10



Participant Sampling
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Devise Tasks

Task Scenarios Reason for creating the task / Completion Criteria

Imagine today is Friday and you’ve been selected into your university’s 

cricket team for the Sunday match. You have to arrange yourself a pair

of Cricket Shoe for the match.



Find any cricketing shoe of your choice that fits you well and get it

delivered at your home address using decathlon’s website.

The Home Delivery method is the primary delivery method for any

customer on an e-commerce website. Therefore, as a researcher I

want to test how easy is it for the participnats to add their delivery

address and get it delivered to their doorsteps after completing the

payment.

Most of the visitors could have different preferences for delivery

method depending upon how quickly they can get the product in their

hands. Therefore, as a researcher I want to test how easy it is for the

participants to choose the nearest decathlon store for collection if

incase the home delivery method and the Collect at ASDA takes 

longer to deliver.

Most of the visitors could have different preferences for delivery

method depending upon how quickly they can get the product in their

hands. Therefore, as a researcher I want to test how easy it is for the

participants to choose the nearest ASDA store for collection if

incase the home delivery method and the Click and Collect at 

Decathlon takes longer to deliver.

Imagine you’ve been looking for a TRIBAN RC 100 ROAD BIKE since a 

week for your son to gift him on his birthday tomorrow, but it seems it is 

out of stock in almost every decathlon store. But you found the 

bike online today available in 3 of the stores in London and wish to 

collect it asap.

Find the store that’s nearest to your house and book your bike asap by 

completing the payment.

Imagine you and your family have decided to go hiking on Wednesday 

and the weather forecast predicts that it is going to rain on that day. You 

suddenly realise that you lost your waterproof hiking jacket the last time 

you went on a trip.

Find any waterproof hiking jacket of your choice that would fit you well 

and choose “collect from ASDA” as your delivery method as other

delivery methods are taking longer. Book your jacket asap by completing 

the payment so that you don’t lose it.



Ethical Review

Q. Are there any Ethical Issues being raised by this usability test?
Yes, Ethical Issues were raised as we used humans as subjects and process their personal information. 

This was solved by asking the participants to sign a consent form.

Q. Does this usability test require special ethical measures?
No, thankfully Decathlon won’t require any special ethical measures as

 It did not require to test any vulnerable participants (>65 or <18)
 It did not require to test participants who have special needs
 The test did not take place in unsafe conditions
 The test did not expose participants to vital, sensitive or extreme content.



Measurement Metrics

Metrics

Effectiveness

 Time to complete the task

2. Number of Errors

Subjective Rating (SUS)

Task Success rate

3. Number of Assists

Effeciency

Satisfaction

How Measured?Indicators

Effectiveness = 



((No. of tasks completed successfully) / 

(Total no. of tasks undertaken)) x 100 % 

1. Time to complete the task = 

Task End Time - Task Start Time

2. Noticing the mistakes, slips,

unintended actions, or omissions

3. Noted when the participants asked for 

some help, hints or clues, explanations, 

or elaborations

SUS (System Usability

Scale) score is calculated



Analyze Performance  Data



Customer Journey Map

Link: https://miro.com/app/board/o9J_ksSlvFY=/?moveToWidget=3458764519731336680&cot=10







Wireframing and Paper Sketching



Hi-fidelity Design



2. DELIVERY

from 

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

GO TO PAYMENT

Highlighted the Delivery step to show current status

Used radio buttons for delivery method options

Sticky Order Summary column

Placing the Payment CTA below the methods

Added “from” before price



2. DELIVERY

SELECT A DELIVERY METHOD

Delivery Speeds

Estimated delivery 22/09/2021Tracked Delivery

Estimated delivery 23/09/2021Saturday Delivery

Estimated delivery 22/09/2021

Estimated delivery 22/09/2021

Estimated delivery 22/09/2021

Sunday Delivery

GO TO PAYMENT

Home Delivery Method Selected

Different home delivery speed options

Placing the Payment CTA below the methods

Sticky Order Summary column



2. DELIVERY

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Standard Delivery Change

ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

* FIND MY ADDRESS

Start typing your address or postcode

Enter address manually

2. DELIVERY

HOME DELIVERY - ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

07424257380

Samir Kher

* FIND MY ADDRESS

SE19 3LY

SE19 3LY, Beulah Hill, London - 15 addresses found

Enter address manually

GO TO PAYMENT

As soon as the delivery speed is chosen the option collapses and the form opens

Option to change the delivery speed

As soon as the delivery speed is selected, the add delivery address form opens

Address Finder using postcode Enter address manually

Placing the Payment CTA below the methods

Address results are shown on clicking

Sticky Order Summary column



2. DELIVERY

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Standard Delivery Change

ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

* FIND MY ADDRESS

Start typing your address or postcode

Enter address manually

2. DELIVERY

HOME DELIVERY - ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

07424257380

Samir Kher

* FIND MY ADDRESS

SE19 3LY

SE19 3LY, Beulah Hill, London - 15 addresses found

Enter address manually

GO TO PAYMENT

As soon as the delivery speed is chosen the option collapses and the form opens

Option to change the delivery speed

As soon as the delivery speed is selected, the add delivery address form opens

Address Finder using postcode Enter address manually

Placing the Payment CTA below the methods

Address results are shown on clicking

Sticky Order Summary column



2. DELIVERY

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Standard Delivery Change

ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

* FIND MY ADDRESS

Start typing your address or postcode

Enter address manually

GO TO PAYMENT

HOME DELIVERY - ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

07424257380

* FIND MY ADDRESS

SE19 3LY

SE19 3LY, Beulah Hill, London - 15 addresses found

Flat 1, Cintra house, 11 Beulah Hill, London, SE19 3LY

Flat 2, Cintra house, 11 Beulah Hill, London, SE19 3LY

Flat 3, Cintra house, 11 Beulah Hill, London, SE19 3LY

Flat 4, Cintra house, 11 Beulah Hill, London, SE19 3LY

Flat 5, Cintra house, 11 Beulah Hill, London, SE19 3LY

Enter address manually

GO TO PAYMENT

2. DELIVERY

Samir Kher

Address results

Placing the Payment CTA below the methods

Sticky Order Summary column



2. DELIVERY

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Standard Delivery Change

ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

* FIND MY ADDRESS

Start typing your address or postcode

Enter address manually

GO TO PAYMENT

ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

* FIND MY ADDRESS

SE19 3LY

SE19 3LY, Beulah Hill, London - 15 addresses found

Enter address manually

GO TO PAYMENT

HOME DELIVERY - ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* TOWN/CITY * POSTCODE

* PHONE NUMBER

07424257380

Samir Kher

Flat 4, Cintra House

* ADDRESS LINE 1

11 Beulah Hill

London SE19 3LY

* ADDRESS LINE 2

Find address using postcode

Use this address as billing address

GO TO PAYMENT

2. DELIVERY

Placing the Payment CTA below the methods

Checkbox (inactive)

Find adddress using postcode



2. DELIVERY

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Standard Delivery Change

ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

* FIND MY ADDRESS

Start typing your address or postcode

Enter address manually

GO TO PAYMENT

ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

* FIND MY ADDRESS

SE19 3LY

SE19 3LY, Beulah Hill, London - 15 addresses found

Enter address manually

GO TO PAYMENT

HOME DELIVERY - ADD DELIVERY ADDRESS

* FIRST NAME * LAST NAME

* TOWN/CITY * POSTCODE

* PHONE NUMBER

07424257380

Samir Kher

Flat 4, Cintra House

* ADDRESS LINE 1

11 Beulah Hill

London SE19 3LY

* ADDRESS LINE 2

Find address using postcode

Use this address as billing address

GO TO PAYMENT

2. DELIVERY

Checkbox (inactive)

Placing the Payment CTA below the methods



2. DELIVERY

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

FIND A COLLECTION POINT

* ENTER POSTCODE

Start typing your address or postcode SEARCH

GO TO PAYMENT

2. DELIVERY



2. DELIVERY

GO TO PAYMENT

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

FIND A COLLECTION POINT

* ENTER POSTCODE

SE19 3LY SEARCH

Collection points near you

Your details

Croydon 1.6 miles

1.8 miles

2.8 miles

3.6 miles

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Surrey Quayes

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Ealing Broadway

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Brighton

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

Someone else will come to collect my order

2. DELIVERY



2. DELIVERY

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

FIND A COLLECTION POINT

* ENTER POSTCODE

Start typing your address or postcode SEARCH

Collection points near you

Your details

Croydon

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Surrey Quayes

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Ealing Broadway

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Brighton

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

Someone else will come to collect my order

GO TO PAYMENT

1.6 miles

1.8 miles

2.8 miles

3.6 miles

2. DELIVERY



2. DELIVERY

GO TO PAYMENT

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

FIND A COLLECTION POINT

* ENTER POSTCODE

Start typing your address or postcode SEARCH

Collection points near you

Your details

Croydon

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Surrey Quayes

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Ealing Broadway

Unit 78 Southside SC, Wandsworth, SW18 4TQ

Store details and opening hours

Brighton

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

1.6 miles

1.8 miles

2.8 miles

3.6 miles

Someone else will come to collect my order

Decathlon Croydon

Telephone: 020 3837 4558

Monday 9:00 - 19:00



Tuesday 9:00 - 19:00



Wednesday 9:00 - 19:00



Thursday 9:00 - 19:00



Friday 9:00 - 19:00



Saturday 9:00 - 19:00



Sunday 11:00 - 17:00




* Opening hours may differ on public holidays.

2. DELIVERY



2. DELIVERY

GO TO PAYMENT

SELECT A DELIVERY METHOD

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

Estimated Delivery 21/09/2021

FIND A COLLECTION POINT

* ENTER POSTCODE

Start typing your address or postcode SEARCH

Your details

* FIRST NAME * LAST NAME

* PHONE NUMBER

Enter your phone number here

Someone else will come to collect my order

2. DELIVERY

1.6 miles

1.8 miles

2.8 miles



Thankyou :)


