Study Insight

Insight report: Checkout Flow Rework: Unexpected Drop-off at
Shipping Method Step
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During the moderated evaluation of the redesigned checkout flow (n = 12), we observed a consistent hesitation and partia
| abandonment during the Shipping Method selection step. While visual clarity was praised, several participants struggle
d to interpret the differences between shipping tiers and questioned whether pricing correlated with delivery time, return
policy, or tracking availability.

The checkout visually appears modern and minimal, yet decision friction emerged specifically due to ambigui
ty in shipping semantics rather than Ul layout complexity.

User Expectations and Mental Models

Participants entered the checkout with strong pre-existing expectations about how shipping tiers should map to speed a
nd handling. These expectations were not aligned with the names used in the interface.

“Priority sounds fast, but does it also mean more tracking? | don’t want to pay extra just for a label.” — P03

“Express... priority... I'm not sure which is faster.” — P07

Types of assumptions observed

e Some assumed Express = Fastest, Priority = Premium Returns
e Others assumed Priority = Fastest, Express = Discounted
e Mobile users assumed Priority = Airport Handling

e Desktop users used hover tooltips to compare tiers

Cognitive Overhead & Decision Friction

The Shipping Method step was the only step where participants:
¢ verbally rationalized tradeoffs

e triggered multiple tooltips

» scrolled up/down to re-check details

e paused before making choices

This behavior strongly implies semantic reasoning load, not input burden.

* Participants spent more time thinking than clicking, which is a classic sign of ambiguous category labels.

Impact for Stakeholders

This hesitation has downstream effects on:
e revenue (decision stalling / abandonment)
e confidence (lack of transparency)

e trust (fear of hidden tradeoffs)
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e brand perception (are we nickel-and-diming people?)

Behavioral Highlights

Participants repeatedly compared “Express” vs “Priority” despite identical delivery windows.

Highlight video Participant Highlight text

Emma
17:34 - 18:34

Emma
42:38 - 42:51

| guess this one is faster, but what if | need to return?

Does priority include tracking? | don’t want to risk it.

These highlights demonstrate that users were unsure about what exactly they were buying.

Participant Comparison

Participant video Participant Collaborators

Emma
emma@example.com Ethan Smith

Cross-Participant Patterns

¢ Desktop users hovered more to search for clarity
¢ Mobile users scroll-regressed more often
¢ All users tried mapping shipping tiers to mental models

e Two participants abandoned checkout completely

Time Analysis of Checkout Steps

Checkout Step Median Time (sec) Range
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Summary

Participant showed strong hesitation during the
Shipping Method step, repeatedly comparing
“Express’ and “Priority” options. They verbalized
uncertainty around delivery speed and tracking
availability, hovered tooltips multiple times, and
paused before making a selection. The decision
appeared driven by fear of choosing the “wrong”
option rather than by price sensitivity.

Notes
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Cart 124 8-21 Familiar pattern
Address Entry 27.9 20-44 Mechanical input
Shipping Selection 54.6 41-97 Conceptual friction
Payment 19.2 13-33 No major obstacles
Review 11.7 9-18 Confirmation only

Interpreting the Time Spike

The Shipping Method step demanded ~2x more cognitive processing time than Address Entry despite requiring fewer m
echanical interactions.

N Callout (Positive Insight): Contrary to internal hypotheses, the Payment step was not the bottleneck. Users trusted th
e payment interface and proceeded quickly.

Reel for Stakeholder Review

To demonstrate hesitation patterns for decision-makers, we created a synthesis reel:

Shipping Ambiguity Reel
Rating:
Description:

Demonstrates indecision, tooltip usage, verbal
reasoning, and abandonment.

Observed User Questions

These were the most common verbalized questions during the Shipping step:

Category 1: Time vs Cost Tradeoff

¢ “Which one is actually faster?”

e “Is priority worth it?”
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Category 2: Risk & Accountability

¢ “Does this include tracking?”

e “What happens if | return?”

Category 3: Hidden Policies

e “|s there something I’'m missing?”

¢ “Is this the cheap option or the safe one?”

5/7

Collectively these indicate that the checkout is forcing users to infer the policy model instead of showing it transparently.

Recommendations

1. Rename tiers using industry terminology

Replace ambiguous labels with standardized ones such as:

e Standard
e Express
e Same-Day

This eliminates semantic inference.
2. Show estimated delivery dates inline

Participants responded positively to explicit dates like:

“Arrives by Tues, Jan 21”

3. Add visual tradeoff cues

Use light iconography to signal differences:
o Delivery time

o & Cost

. Returns

e gl Tracking

4. Make returns transparent

Participants frequently asked about return policies. Inline messaging such as:

“Free returns with this option”
reduces uncertainty.
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Users praised the real-time delivery preview after selection, which increased perceived control and confiden
ce.

K

Interface Reference

Additional Notes

~ Additional Study Details

e Study type: Moderated usability + interviews

e Participants: n=12 (6 desktop, 6 mobile)

¢ Duration: 45 min each

e Platform: UXtweak Task Study + Video Recordings
¢ Metrics: task time, abandonment, verbal protocol

e Pre-survey: shipping expectation tradeoffs

e Devices: i0OS (3), Android (3), macOS (4), Windows (2)
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