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Chapter 1
Background



Timeline

Targeted sign-off date: TBD

11 Nov

18 Nov

Sep 13 - 25 Nov
Sep 2021 Oct 14 10 Dec Dec 15
Product Research & Base Camp 1
Scoping Survey Camp 1 (part 1)

Jan18
2022

Camp 1 (part
2)

Mid Jan
2022

User
Testing

End Jan
2022

Camp 2

End Jan
2022

PDA spec review

57

Launch



P

.hUIjCLreS of -
-:SIZG'd'deVICG




What problems are being solved?

= High order volume efficiency Back office access
e Once you go above 50 ongoing orders, it e Back office staff are using laptop and
gets increasingly difficult to manage it desktop for daily work.
from a phone sized screen android e No portal access to live order data
device.
g., Large orders editing . Troubleshoot customer
— e Inefficient to edit from a phone = problems quick|y

sized screen. e Cumbersome for merchants that manage

customer complaints from the back office
to get order info from the store.



Target Consumer Segments

GrabFood & GrabMart

ﬁ] GrabMart merchants with
Marketing and operations

high order volume and large

orders managers

760+ Mart merchants operating out of a Back office staff who need access to order
warehouse, supermarkets and popular data to troubleshoot customer issues, to
merchants. Includes Grab’s Quick identify improvements for the business and
Commerce upcoming darkstores. to track the real-time operations across

stores.



Vision, Mission, Value

Product Vision
Enable merchants to manage orders efficiently
with minimal error

Product Mission

Provide a best-in-class order management system
that works effectively on the web browser to
handle orders from GrabFood, GrabMart and
future business models

Customer Value Proposition

Manage orders efficiently from your preferred
device

Orders




Breakdown of JTBD

- Mex Portal MVP - 1H22 PHASE 1 PHASE 2
*Existing Mex app features

ﬁ 2 View orders Smart packing for large orders

Cashier Role 3 Print receipt manually (bulk)
4 Merchant order ready (bulk)
5 Merchant edit order

6 Merchant cancel order

7 New order notification

8 Set store status

10 Order Search

11 OOS handling

* 12 Other special scenarios

Download historical order as csv Order insights
Manager / Owner

Role Aggregated live orders for all stores
(add-on)




Chapter 2
Design



Design Goals

@' Increase efficiency of order ?3 Increase accessibility
= =

B Allow multiple cashiers, managers or

manager
Decrease the average order processing owners to manage the orders at the same
time time.



Mex Order Manager Portal -

Prototype

Orders Chinatown Point ~

ol GrobhMerchant
Try out the prototypes here for a . A ancreen ——
W Imaigh
better experience.y S L s © w— oo
S Lt Order B Foance E F— 3 rina E M Coohke
i GF-124 o Bonady GF-119
Figma Prototype =
vrm«ummu& B employees B s Ciséomnd P Mark order a8 resdy w
2. Chaak ather 3 1abs in table view Mok s a5 -'.e-:d,. o Thesyre
. GE-133 Bnsdy prepaced for defrveny
Figma Guide: e B oo
B Setings GF-1H
1. Open the Figma Prototype above
(Log in with your Grab email) GF-120
1. Navigate the flow outline on the left panel.
2. The instruction is on the left, below the flows. B e
3. Each prototype has 1 success flow only, limited
areas can be clicked. BT G
4.  The clickable area will be highlighted if you 0 .
F-115

click on the dumb buttons.



https://www.figma.com/proto/vDysyt8OjiLSGw3LXCJH4F/Mex-Order-Manager-Portal?page-id=1302%3A51024&node-id=1960%3A393054&viewport=241%2C48%2C0.14&scaling=contain&starting-point-node-id=1960%3A393054&show-proto-sidebar=1

DESIGN

Design Flows

First time user of order manager on Portal &

1.

2. View Orders

3. Mark Order as Ready
4. Edit Order

5. Cancels Order

6. Search Order

7. Switch Store Status

8. Prints Receipts by Bulk
9. Multi Store Use Cases



1. First time user of order manager on Portal

Insights

GrobMerchant

Overview

i

Here's how your business has been doing

Gross sales (S5) Net sales (5$)

0 0

Number of payments Average payment amount ($$)

0.01




1. First time user of order manager on Portal

crobMerchane  Orders  Chinatown Point v

Cingoirg {24)

D Preparing (@ Ready © Upgoming O

£ 2 e iy C ooeon
Mew! Qrder Management Portal B v
gy o) Conld FURIGE yOUur

coders on Merchant Postal and

Merchant app iogether!

o




First time user of order manager on Portal

crobMerchan | OFders  Chinatown Point

Ongoing (24)
Insights

Preparing (@ N it Ready © Upgoming O

E. ora € " 3 rens H Mawing

GF-124

£
Mark oroer as ready

Mark crders as resdy cnce they're
prepaned for delivery

Employes E- Elowa
Preafile
Help conter

3 Settings




First time user of order manager on Portal

crobMerchane  Orders  Chinatown Point v

Ongoing (24)
Insights

Preparing (@ N it Ready ©
3 wiirw e

PR Change 1o tatde view dnd munage
H- Eliwa 1 H Ml C kit Teara orders by bulk.

GF-124
Employees E- Elowa
Prafale
Help conter

3 Settings




First time user of order manager on Portal

crobMerchane  Orders  Chinatown Point v

Freparing (M)

0§ Insights

SHONT GROIR S CAGDE vaLDE GRIVER AL ARRIVE TIE PRINT STATUS AETHON
Gl L4150 Fhra €crona 3 Wl
R
Lo g ]

Employees

G

Pyl
Help coanes

1 Settings

Bl acthons
Salect more than | iems, print of
mark them ready by bulkc




DESIGN

Design Flows

1. First time user of order manager on Portal

2. View Orders
a. Switch between List/Card view &

b. View order details
Mark Order as Ready
Edit Order
Cancels Order and mark an item as out of stock
Search Order
Switch Store Status
Prints Receipts by bulk

w O N o U AW

Multi Store Use Cases



2. Switch between List/Card view

Orders Chinatown Point

Gngoing (25§

GF-123

User clicks
on the view
mode toggle
button



2. Switch between List/Card view

Orders Chinatown Point

User Clicks Ready Preparing (14}
tab

SR 00



2. Switch between List/Card view
User Clicks Upcoming
Orders Chinatown Point v tab

DRIVIA MaME AEAYE Tisi



2. Switch between List/Card view

Orders




2. Switch between List/Card view

Orders Chinatown Point

Summary

2 300000

SHOAT DACE ID ORDER VALLT LT S — ORDERATATS




DESIGN

Design Flows

1. First time user of order manager on Portal

2. View Orders
a. Switch between List/Card view

b. View order details &
Mark Order as Ready
Edit Order
Cancels Order and mark an item as out of stock
Search Order
Switch Store Status
Prints Receipts by bulk

W o N O U AW

Multi Store Use Cases



2. View Order Details

Orders Chinatown Point

Gngoing (25§

| Rirki Medan

User Clicks on
order GF-125 car

GF-123



2. View Order Details

Orders Chinatown Point © ="

Diriver

E:’ ::-Jr.lu-:dill

Cingodng {25}

PBreparing (0

Cirder Summary

L] Tl Fl CUANTITY




2. View Order Details

Orders Chinatown Point

Freparing (1)

User Clicks on
row of order GF-
124



2. View Order Details

Orders Chinatown Point © ="

Diriver

E:’ ::-Jr.lu-:dill

Freparing (14)

SHORT ORDIR B GG R VALK

Cirder Summary



2. View Order Details

Orders Chinatown Point © ="

Diriver

E: ::‘ur.m-.-mu

Freparing (14)

Cirder Summary

User scrolls up
and check the
order details



2. View Order Details

GF-125 B

Orders Chinatown Point

Becomes

preparing (1) e | : sticky header
items below
are longer
than 1 screen.




DESIGN

Design Flows

1. First time user of order manager on Portal
2. View Orders

3. Mark Order as Ready
a. Card/Table view &

b. Future
Edit Order
Cancels Order
Search Order
Switch Store Status
Prints Receipts by Bulk

3000 N OV o1 R

Multi Store Use Cases



3. Card view - Mark as Ready

Orders Chinatown Point

Cingoing (24)

Praparing @

User clicks
on the
Ready
button in
GF-125 card

.....

GF-123



3. Card view - Mark as Ready

Orders Chinatown Point

Cingoing (24)

Praparing &

GF-125 moves to
Ready column

GF-121



3. Table view - Mark as Ready

Orders Chinatown Point

Freparing (1)

User clicks
on the
Ready
button in
GF-123 row




3. Table view - Mark as Ready

Orders Chinatown Point

Freparing (1)

GF-123
disappears
on Preparing
Tab and
moves to
Ready Tab.



DESIGN

Design Flows

1. First time user of order manager on Portal
2. View Orders

3. Mark Order as Ready

a. Card/Table view
b. Future &
Edit Order
Cancels Order
Search Order
Switch Store Status
Prints Receipts by Bulk

v 00 N o U b

Multi Store Use Cases



3. Table view - Future

Orders Chinatown Point @
' Show shopper
- Preparing ) el - .8 status instead
e " - of Print status,
User clicks - - once the
Ready tab S

completed the
o ' o ' orders, it goes
. to Ready

o " automatically.



3. Table view - Future

Orders Chinatown Point

Ready [3)




DESIGN

Design Flows

1. First time user of order manager on Portal
2. View Orders

3. Mark Order as Ready
4. Edit Order &
5. Cancels Order

6. Search Order

7. Switch Store Status
8

9

Prints Receipts by Bulk
Multi Store Use Cases



4. Edit Order

Orders Chinatown Point

Freparing (1)

User clicks
order GF-
125



4. Edit Order

Orders Chinatown Point © ="

Diriver

Eli Bkl Mlelan

Freparing (14)

SHORT ORDIR B GG R VALK

Cirder Summary

T T P CUANTITY FTaL FRICT

User clicks the
Edit button

Haney ul

=0



4. Edit Order

o - < GF- >
Orders Chinatown Point on

Driver

B; ik Medan
r S

Preparing (M)

SHORT ORDLR 1O OROLR VAL

G 39120 b door, don't use bed

bady is sleeping

Order Summary

M Pt QUANTITY ACTIONS

User clicks the
modifier group




4. Edit Order

GF-125 B

Orders Chinatown Point

Dt [AE TN
Freparing (14} E:‘ Rkl blegian Hadta

SHORT ORDIR B GG R VALK

Order Summary

iTed ITEM FESCE QEARNTITY

L Moy Oal

User changes it
to Wholemeal



4. Edit Order

¢ GF-125

Orders Chinatown Point

Driver

Preparing (M) SR
skl an

A

SHORT ORDLR 1O OROLR VAL

G S

Order Summary

QUANTITY

ACTIONS

User increases it
to 2.



4. Edit Order

GF-125 B

Orders Chinatown Point

Freparing (14)

Cirger Summary

Saibicital

User clicks
review order
button



4. Edit Order

L GF-125 B

Orders Chinatown Point

T PRI QUANTITY TOTAL FRICE

Freparing (14)

SHORT ORDIR B GG R VALK

Whobemeal

Ehabi-is

Subtotal

User confirms
Total S528.00 the edit-




4. Edit Order

Orders Chinatown Point

Freparing (14)

SHORT GROER 1D CRGEE VAL o BRIVIR MM ARRIVE TIWE FENT 31T
[TEHTERTY

B Py

(=1 Theupdated order detail has been A SucceSSfUI

whared with cusicmer and driver.

- system
feedback.




DESIGN

Design Flows

First time user of order manager on Portal
View Orders

Mark Order as Ready

Edit Order

1.

2.

3.

4,

5. Cancels Order &
6. Search Order

7. Switch Store Status

8. Prints Receipts by Bulk

9.

Multi Store Use Cases



5. Cancel Order

Orders Chinatown Point

Freparing (1)

User clicks
order GF-
125



5. Cancel Order

Orders Chinatown Point © ="

Diriver

Eli Bkl lelan

Freparing (14)

SHORT ORDIR B GG R VALK

Cirder Summary

T T P CUANTITY FTaL FRICT

User clicks the
Cancel button

Haney Oul



5. Cancel Order

User selects the
Cancel reason

Conlirm Cancellation



5. Cancel Order

User confirm the
Cancellation



5. Cancel Order

Transitscreen
(2s)
Cancellation
system feedback

]

Order GF-UTE has been cancelled successfully,



5. Cancel Order

User chooses
00S item in this
order

Beverages.

Cica-Cols Original Taste (Coke] 150

_ oplain Petin Mis Strawbedry Yoghur TOG



5. Cancel Order

 Chaww's Feesh Browe Egs wath Viessin £

Beverages.

. Cora-Ciola Orignal Taste (Coke] 150

Coca-Coly Terg Sugar (Coke) 150

 opkait Pecit Mism Srawbey Yoghurt 10G User confirms
00S items




5. Cancel Order

Orders Chinatown Point

Freparing (14)

SHORT ORDIR B GG R VALK [ § DRIVIE MaME AEAYE Tisi FENT STAT
B i)
LAt

Successful
system

() Items are marked as unavailable

successfully. § feedback




DESIGN

Design Flows

1. First time user of order manager on Portal
2. View Orders

3. Mark Order as Ready

4. Edit Order

5. Cancels Order

6. Search Order &
7. Switch Store Status

8.

9.

Prints Receipts by Bulk
Multi Store Use Cases



6. Search Order

Orders Chinatown Point

Freparing (1)

User invokes the
search function




6. Search Order

Orders Chinatown Point

Before the user types,
Grab generated search
queries are shown to
help the merchant user
solve for typical use
cases. (P1)

4 Recent Searches
N (PO)




6. Search Order

Orders Chinatown Point

Freparing (1)

— As the user
types, relevant
search results
are shown.




6. Search Order

Orders Chinatown Point

Freparing (1)

Wil T
SHORT ORDIR B GG R VAL J " SE——— Ml Milk 70




6. Search Order

< Search Result

CADER VAL ORDIR STATUS  PRINT STATUS ACTION

i User clicks on
the order

Meiji Milk 2L

Melji Milk 20



6. Search Order

GF-125 ©

Orders Chinatown Point

Driver

BOOKING 10 o B, :xw«:...

Order details
Y- T Pleas on door, don use bed opens in Side
panel.

Order Summary
10 Meiji Milk 2L

v ¥ TOTAL PICE

ADR-0FOTIS- 39937

1 Melji Milk 20




DESIGN

Design Flows

1. First time user of order manager on Portal
2. View Orders

3. Mark Order as Ready

4. Edit Order

5. Cancels Order

6. Search Order

7. Switch Store Status &

8.
9.

Prints Receipts by Bulk
Multi Store Use Cases



7. Switch Store Status - Normal to Busy

Orders Chinatown Point

Cingoing (24)

| User clicks the
Normal button

GF-123




7. Switch Store Status - Normal to Busy

Orders Chinatown Point v

Set store status
Ongoing (24)

& MoEmal
Praparing @

User selects
Busy mode

.....

GF-123



7. Switch Store Status - Normal to Busy

Orders Chinatown Point v

Set store status
Qingoing (24)

& MoEmal

reparing @ S User sets 25
mins
preparation
time

GF-123




7. Switch Store Status - Normal to Busy

Orders Chinatown Point v

Set store status
Ongoing (24)

& MoEmal
Praparing @

User confirms
the selection

GF-123




7. Switch Store Status - Busy to Paused

Orders Chinatown Point

User clicks the
Gngoing (24) : 3 : status button

Praparing @

B ricsi wecan

B oonac

GF-123




7. Switch Store Status - Busy to Paused

Orders Chinatown Point

Cingoing (24)

Praparing @

GF-123

Set store status

& Mormal

25 min
& Pauded User selects

“K Paused mode
¥

GF-136 R -



7. Switch Store Status -

Orders Chinatown Point

Cingoing (24)

Praparing @

GF-123

Busy to Paused

Set store status

& Mormal

& Pauked

User confirms
selection



7. Switch Store Status - Busy to Paused

Orders Chinatown Point v

Q Incoming orders paused until 15:06, 09 Feb. User cou Id
resume

orders here

Ongoing (1)

Preparing Ready ©

8 Marna Cooke

Tip: Keep marking orders as Ready!




DESIGN

Design Flows

1. First time user of order manager on Portal
2. View Orders

3. Mark Order as Ready

4. Edit Order

5. Cancels Order

6. Search Order

7. Switch Store Status

8.
9.

Prints Receipts by Bulk &

Multi Store Use Cases



8. Prints Receipts by Bulk

Orders Chinatown Point

Freparing (1)

User clicks on
the print
status filter




8. Prints Receipts by Bulk

Orders Chinatown Point

Freparing (1)

User selects
Not printed
status




8. Prints Receipts by Bulk

Orders Chinatown Point

Freparing (1)

User selects
Lo s : IR . all the not
— | orders

& hoa Primed




8. Prints Receipts by Bulk
Orders Chinatown Point v

Freparing (14)
& Mot Prinsed

PRHNT STATLS,

4.

1. ]

A

=
=
=
=
=

User clicks
print order
button




8. Prints Receipts by Bulk

Transitscreen

Loading
preview




8. Prints Receipts by Bulk

GrabMart
GM-123

Pickup at 14:38
Placed at 115, T 7

User confirms
printing




8. Prints Receipts by Bulk

 Printer printing 10
orders...




DESIGN

Design Flows

1. First time user of order manager on Portal
2. View Orders

3. Mark Order as Ready

4. Edit Order

5. Cancels Order

6. Search Order

7. Switch Store Status

8. Prints Receipts by Bulk

O.

Multi Store Use Cases &



9. Multi Store Use Cases

Orders Chinatown Point

. User clicks
Sl AY the store
name




9. Multi Store Use Cases

Orders Chinatown Point

Freparing (1)

User selects
Tanjong
Pagar store




9. Multi Store Use Cases

Orders Tanjong Pagar ¥ User clicks the store
name drop down

Freparing (0]

Dt BeenGeram: Auag 19 At 10:00 am




9. Multi Store Use Cases

Orders Chinatown Point

Freparing (1)

User selects all
stores




9. Multi Store Use Cases
Orders

All Stores (18)




9. Multi Store Use Cases

Orders

&
All Stores (18)




DESIGN

Appendix

I. Item summary

II. Card view: Ready and Upcoming order details



1. Item summary

Orders Chinatown Point

Qingoing (24)

Praparing @ 3 ibane Upcoming O

B

B

GF-121

GF-121




1. Item summary

Item Summary

Freparing (18)

Taps the item row to expand the
item breakdown by order number



1. Item summary

Item Summary

Freparing (18)




1. Item summary

Item Summary

Upscosmireg {13)




DESIGN

Appendix

[. Item summary

I1.Card view: Ready and Upcoming order details



I1. Card view: Ready and Upcoming order

Orders Chinatown Point

Cingoing (24)

Praparing @

User clicks on
B ooacoos B tawina Cooke s Ll the order GF-
119 (Ready).

E. Wgncker Moo

GF-121

B uets

GF-121



I1. Card view: Ready and Upcoming order

Orders Chinatown Point ™"

Driver

B; ik Medan
r S

Ongoing (25)

Ready ©

Order Summary

mim QUANTITY TOTAL PICH

Scrolls left and
right to navigate
the 3 columns.



I1. Card view: Ready and Upcoming order

Orders Chinatown Point

User clicks on
the order GF-
134.

.....

GF-121



I1. Card view: Ready and Upcoming order

GF-134 E

Orders Chinatown Point

B Dont prepace this onder yet
Cingodng {25}

Upcaming 0

Today

Lat, 31 5ep, 530 PM
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