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Chapter 1

Background



Current pre-booking flow (1/2) 

Express Home POI search Delivery type

BACKGROUND

Pick-up time

Figma prototype

https://www.figma.com/proto/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=10886%3A30077&viewport=7618%2C580%2C0.15&scaling=scale-down&starting-point-node-id=15908%3A67740&show-proto-sidebar=1


Current pre-booking flow (2/2)

Estimated price Delivery details 

Recipient  details

BACKGROUND

Delivery details 

Item category

Delivery details 

Total weight

Review order

Figma prototype

https://www.figma.com/proto/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=10886%3A30077&viewport=7618%2C580%2C0.15&scaling=scale-down&starting-point-node-id=15908%3A67740&show-proto-sidebar=1


What’s on a user’s mind? 

BACKGROUND

How can I find my address easier?

There are many roads with similar names, how can 

I double check so I put in the correct address?

Booking

Why the recipient address and details are separated?

I need to edit the recipient details but I need go to 2 places 

to change them. Aren’t they same?

Editing

The form is so long…

So many things need to be filled in the 

delivery details…

Booking



What’s on a driver mind? 

BACKGROUND

Sometimes upon arrival I see the item is too bulky…

I will only know the actual size of parcel upon pick-up, sometimes the item is 

bulky but I have to send it since I spend a lot of time on this order already.

Deciding



Hypothesis

BACKGROUND

Allocating vehicle type according to item size and weight

reduce users’ mental load to make a booking and reduce 

chance of Dax handling heavier or larger parcels that 

exceeds their capability. 

Hypothesis 1

Adding a map component to recipient details 

helps user to self reference the accuracy of POI 

selection 

Hypothesis 2

Helping users to manage recipient details related to POI at 

one page can help reduce the confusion and frustration of 

jumping to different places to change information

Hypothesis 3



Target customers

BACKGROUND

New and casual users

Ad hoc, only when there’s an emergency

Frequent users

At least 50 orders a month
Social Sellers or Corporate users



BACKGROUND

What do our users need?
User feedbacks based on NPS, Grabout interviews and prototype testing results

User-centric information

Users prefer user-centric approach: 

E.g. ask what kind of parcel users need to 

send, not let them choose from what service 

we provide

Cheaper options, of course

Users prefer see the accurate estimated 

price as early as possible, they like the 

promo entry prominence.

Bite-sized information

Users prefer bite-sized information rather 

than a long form to fill in. 

Lesser free input fields

Users prefer multiple choices option to 

open questions



Cupcakes 

1 2 3

Which vehicle type should I choose f rom?

GrabBike is the cheapest but I’m sending something fragile… Is 

it safe to use Bike? Oh wait, got size limit also?

Pax: Deciding

Why so many things to fill?

I just want to get the parcel sent and why so 

many details need to fill? 

Pax: Booking

Allocating vehicle type according to item size and weight reduce users’ mental load to 

make a booking and reduce chance of Dax handling heavier or larger parcels that exceeds 

their capability. 

Hypothesis 1

Why the recipient address and details are separated?

I need to edit the recipient details but I need go to 2 places to change them. 

Aren’t they same?

Editing

I don’t know what exactly am I picking up! Should I take this job?

I will only know the actual size of parcel upon pick-up, sometimes the item is 

bulky but I have to send it since I spend a lot  of time on this order already.

Dax: Deciding

Helping users to manage recipient details related to POI at one page can 

help reduce the confusion and frustration of jumping to different places 

to change information

Hypothesis 2

Taking a photo of large and extra large size items and sharing it with driver 

reduce DAX cancellation upon pickup.

Hypothesis 3

New changes

● Introduce users the bottom sheet of size & delivery 

instructions

● Reducing the length of review page

● Moving recipient details closer to 

recipient address

● Adding a map component on the details

● if user want to check price first, we take 

the user to estimated fare page with the 

cheapest option

● Nudge pax to take a photo if 

they are sending L/XL items, the 

photo will be send to DAX to 

increase DAX awareness about 

the delivery item and 

instructions



Chapter 2

Design 



Scan this or try interact with the 

Prototype

DESIGN WALKTHROUGH

https://www.figma.com/proto/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=10886%3A30077&viewport=19748%2C481%2C0.39&scaling=scale-down&starting-point-node-id=15892%3A91222&show-proto-sidebar=1


Improvements 

summary



1. Long form issue

Combined Delivery details form and 

review delivery into Overview

Design Solution summary

DESIGN WALKTHROUGH

Figma

2. Recipient POI and details separated 

issue 

Combined recipient POI and details into 

one step

3. No map preview issue

Added map view in the details
4. No item size issue

- Improved item details collection

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


Deliver to a new place



User taps on “Deliver to” for a 

new location (unsaved)

User searches for an address Next user chooses Delivery Type

Make a booking to a new place (1/3)

DESIGN WALKTHROUGH

Figma

Next user chooses Pick-up Time

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


User views estimated price User reviews delivery and adds 

missing details

Next user fill in recipient details

(Tap on map change POI on a map)

Make a booking to a new place (2/3)

DESIGN WALKTHROUGH

Figma

Next user chooses item weight 

and category

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


User reviews delivery and book In Transit

Make a booking to a new place (3/3)

DESIGN WALKTHROUGH

Figma

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


Deliver to a saved place



User taps on “Deliver to” for a 

new location (unsaved)

User searches for an address Next user chooses Delivery Type

Make a booking to a saved place (1/2)

DESIGN WALKTHROUGH

Figma

Next user chooses Pick-up Time

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


User views estimated price User reviews delivery and adds 

missing details

The recipient details are prefilled

Next user fill in item details

Make a booking to a saved place (2/2)

DESIGN WALKTHROUGH

Figma

User reviews delivery and book

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


Multi stops delivery



MULTI STOPS DELIVERY

User taps on “Add more stops” button User taps on “Add a stop” button User chooses the search result User taps on “Add a stop” button

3 New recipients booking flow (1/4)



MULTI STOPS DELIVERY

User chooses the search result User taps on “Add a stop” button User views estimated price

3 New recipients booking flow (2/4)

User reviews delivery and adds missing 

details



MULTI STOPS DELIVERY

3 New recipients booking flow (3/4)

User fill in recipient 1 details User fill in recipient 2 details User fill in recipient 3 details User fill in item details



MULTI STOPS DELIVERY

3 New recipients booking flow (4/4)

Review Delivery



User is recipient



User taps on sender POI for a 

new location (unsaved)

User searches for an address Next user chooses Delivery Type Next user chooses Pick-up Time

Make a booking to a saved place (1/2)

User is recipient



Recipient details



Recipient details

DESIGN WALKTHROUGH

Figma

Tap on map area of the recipient 

details form 

(or swipe down the form)

Opens the map feature, move the 

map around to change POI

Slide to the end

Scrollable

Minimum map 

size:

375 x 148px

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


Item details



Item Size and Weight, Category

User is recipient

Item size and weight is mandatory

Item category is 



Item Category



Item Category - default

Mutiple choices

Optional for user

Item Category

If user choose others, allow user to 

input the customised category.

Optional selection or editing item category 

DESIGN WALKTHROUGH

Figma

Others field

Keyboard 

Others field

example

https://www.figma.com/file/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736


Delivery Guarantee



Variant B - Review delivery screen version

DESIGN WALKTHROUGH

Review order

Tap edit 

for 

individual 

recipient

Edit plans 

and tap 

“Save”



Multi stops delivery



MULTI STOPS DELIVERY

Estimated price

Cupcake 1 new design

Multiple stops

No change

POI search

No change

Multiple stops

No change

Cupcake #1 - MSD flow (1/3)



MULTI STOPS DELIVERY

POI search

No change

Multiple stops

No change

Estimated price

New cupcake 1 design

Cupcake #1 - MSD flow (2/3)

Delivery details

No change



MULTI STOPS DELIVERY

Cupcake #1 - MSD flow (3/3)

Review order

Cupcake 1 design



MULTI STOPS DELIVERY

Estimated price

Cupcake 1 new design

Multiple stops

No change

POI search

No change

Cupcake #2 - MSD flow (1/3)

Recipient 2 details

Estimated price - recipient 



MULTI STOPS DELIVERY

POI list

No change

Cupcake #2 - MSD flow (2/3)

POI search

No change

Recipient 2 details

Estimated pr ice - recipient 1 - 3



MULTI STOPS DELIVERY

Cupcake #2 - MSD flow (3/3)

Estimated price

New cupcake 1 design
Review delivery -long screen

New cupcake 2 design



Appendix



Cupcake #2 - Recipient details with map (1/3)

DESIGN WALKTHROUGH

Express Home

No change

POI search

No change

Recipient 1 details

Separate the recipients details from the delivery detail s 

form



Cupcake #2 - Recipient details with map (2/3)

DESIGN WALKTHROUGH

Recipient 1 details

Fi lling the recipient detai ls

Item details

Design from cupcake 1

Pick-up time

No change

Delivery type

No change



Cupcake #2 - Recipient details with map (3/3)

DESIGN WALKTHROUGH

Estimated price

Design from cupcake 1

No more Delivery details

Removed 1 step, yay!

Review delivery

Update design of sender and recipients, insurance 

widget



Cupcakes 

1 2 3

Which vehicle type should I choose f rom?

GrabBike is the cheapest but I’m sending something fragile… Is 

it safe to use Bike? Oh wait, got size limit also?

Pax: Deciding

Why so many things to fill?

I just want to get the parcel sent and why so 

many details need to fill? 

Pax: Booking

Allocating vehicle type according to item size and weight reduce users’ mental load to 

make a booking and reduce chance of Dax handling heavier or larger parcels that exceeds 

their capability. 

Hypothesis 1

Why the recipient address and details are separated?

I need to edit the recipient details but I need go to 2 places to change them. 

Aren’t they same?

Editing

I don’t know what exactly am I picking up! Should I take this job?

I will only know the actual size of parcel upon pick-up, sometimes the item is 

bulky but I have to send it since I spend a lot  of time on this order already.

Dax: Deciding

Helping users to manage recipient details related to POI at one page can 

help reduce the confusion and frustration of jumping to different places 

to change information

Hypothesis 2

Taking a photo of large and extra large size items and sharing it with driver 

reduce DAX cancellation upon pickup.

Hypothesis 3

New changes

● Introduce users the bottom sheet of size & delivery 

instructions

● Reducing the length of review page

● Moving recipient details closer to 

recipient address

● Adding a map component on the details

● if user want to check price first, we take 

the user to estimated fare page with the 

cheapest option

● Nudge pax to take a photo if 

they are sending L/XL items, the 

photo will be send to DAX to 

increase DAX awareness about 

the delivery item and 

instructions



Cupcake #3 - Parcel photo taking (1/2)

DESIGN WALKTHROUGH

Item details

Cupcake 1 design

Item details

Cupcake 1 design - Add a photo feature appears

Photo taking

Parcel  photo tak ing 



Cupcake #3 - Parcel photo taking (2/2)

DESIGN WALKTHROUGH

Photo taken

Nudge user to make sure all the i tems are in frame.

Uploading photo Item details

Cupcake 1 design - Add a photo feature appears



Confidential  |  For  Internal Use Only

GE Easy Booking | User Testing:

Interviewers: Yuan Yuan(SG), Dwane Chin(SG), Wahyuni Humaedi (ID), Yuling Sun(CN)

Interviewees: Cici, Dian, Kevin, Echa (4 ID Grabbers who use GrabExpress)

Duration: 40 mins - 1 hour / session

Prototype link: ID option 1 | ID option 2

UT notes: Discussion notes

Key findings:

1. Pain points of production:

a. POI is always inaccurate

b. Hard to tell which is sender and recipient

c. Delivery form is long and users tend to skip the grey text fields.

2. 3 out of 4 users prefer option 2 because:

a. Option 2 information is presented in a bite sized form, easier to fill comparing with a long form.

b. Lesser free text fields, likes to choose the options upfront.

c. Option 1 - not much difference from the production. Delivery form is still relatively long.

3. What works:

a. Combining location note and delivery instructions into 1 field - note to driver

i. Concern: driver may miss the note to driver 

b. Like the preset messages  notes to driver.

i. Concern: in the prototype there’s only preset delivery instructions, we should include location notes 

too.

c. Like the new promo entry point on the bottom bar. 

4. What doesn’t work:

a. Concerns on removing the category - users are worried about driver need the category information.

b. Booking reviews - edit recipient address only, can’t edit name and contact number 

https://www.figma.com/proto/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736&viewport=9259%2C-7563%2C3.01&scaling=scale-down&starting-point-node-id=10258%3A18721&show-proto-sidebar=1
https://www.figma.com/proto/aQ8lAsou6nE1r8ym92J38J/Express-master-file?node-id=9660%3A15736&viewport=9259%2C-7563%2C3.01&scaling=scale-down&starting-point-node-id=10258%3A18727&show-proto-sidebar=1
https://docs.google.com/spreadsheets/d/1wtp41V7mjSVpNl1b104lOLj8zxBApLCKdlMJOAaY6_4/edit


Design Jam!

EDGE CASES



Cupcake #1 - Size & instruction UI (1/2)

DESIGN WALKTHROUGH

Instead of choosing vehicle type, user will see 

this item details bottom sheet. We wil l al locate 

vehicle type for user according to the size and 

weight.

Express Home

No change

POI search

No change

Delivery type

No change



Cupcake #1 - Size & instruction UI (2/2)

DESIGN WALKTHROUGH

Pick-up time

No change

Estimated price

Added item size and weight, delivery  instructions

Review order

No change

Delivery details

Removed item category, i tem weight and note to dr iver.



Cupcake #1 - Item details in different size - with human reference

DESIGN WALKTHROUGH

Small

Banana for  scale

Medium

Watermelon for  scale

Large

Human for scale

Extra Large (Future)

Human for scale

If the concept works, the illustration team will help on the final work.



Cupcake #1 - Item details in different size

DESIGN WALKTHROUGH

Small

Banana for  scale

Medium

Watermelon for  scale

Large

Human for scale

Extra Large (Future)

Human for scale

If the concept works, the illustration team will help on the final work.



Competitor Research

How are different components of info being presented? -Item size and weight

Lalamove Gosend Pickupp Meituan Pandago

BACKGROUND

Select size

S

Document, letters etc

Weight < 5 kg

Measures: 

30cm*30cm*30cm

Select item details

Item category

Food, document, fresh, 

cake, electronics etc

Item weight: <5kg; 5-

10kg, max 20kg



Competitor Research

How are different components of info being presented? - Sender/Recipient details

Lalamove Gosend Shansong Meituan Pandago

BACKGROUND
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