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Journeys Automation Tool / Branching by Product Data



Goal

Create a more robust and advanced filtering for targeted messaging for clients. Allow
for more flexibility and control on who receives what messaging within Journeys.

Increase CVR & CTR of messages
Increased overall revenue for clients
Increase Journeys overall adoption (reduce CSM involvement)

Overview

The previous version of journeys had 3 basic triggers. Abandoned cart, purchased,
and viewed product. Clients had no true ability to target specific users or repeat
customers with advanced filtering of their product suites. This was one of the most
requested features from clients in their calls with CSMs.

Process

Gaining a clear and direct understanding of how clients intended to use this new
feature was key. Branching can be complex and it was important to simplify this
feature as much as possible.

Internal/External Discovery

1) Calls with CSMs to understand what they were hearing from clients

2) Direct discovery calls with clients to understand use cases and painpoints with
Journeys

Competitive Research

1) Klaviyo: Understanding how they branch off product information (name,tags,
availability). Examine trigger filters and filtering of products and how they display the
branch and subset branches.

2) Postscript: How are the products selected and displayed to users? What is the

architecture of the branching from what triggered the journey vs. what product data the
user wants to branch on.

Lo-Fis
1) Review sets of lo-fi wireframes internally as a design team

2) Engage CSMs who use Journeys frequently to gain feedback

3) Present lo-fis to business stakeholders (PMs, Eng, PMMs)



o Fidelity Wires

Lo-fi wireframes were created for exploration. Enhancing the current dropdowns and
filtering of the branches.

Specifically the selection of the products would be a possible new component introduced

into the library. Explorations were made to determine how usable and digestable the
display of the products would be in a modal vs. a dropdown.

Dropdown Product Selection

Modal Product Selection



High Fidelity Comps

A few options for Version 1 comps were designed after internal feedback from all key
stakeholders, a couple calls with CSMs and superuser clients. Explorations on the initial
condition selection were designed to determine how clear the path chosen is to the end
user.

A modal was selected for product selection as product names and descriptions can get
pretty long. It was also proven useful for clients to have the ability to see in realtime what
selections they had made and remove them instantly.

V1 condition selection V2 condition selection

Conversational copy for branch editing and breadcrumbs to navigate back to branch type

Return to branch editing after product selections



Research/Testing Calls

Research and testing was setup for a few of our clients. A prototype was created in Figma
to see how users interacted and completed the tasks at hand. Feedback was gathered at
the end of each call and findings were applied to the next version of the designs and
testing.



High Fidelity Comps v2

After a round of testing and some additional internal feedback the designs for the product
condition selections were altered. We werent able to get as many clients to test in R1 as we
would have liked. There was some friction and confusion from CSMs as to branching by
product data or branching by the historical/past activity of clients. Cards were presented in
this design to offer more context to the end user.



Pre-Beta Usabillity Testing

Research and testing was setup for a few of our clients. A prototype was created in Figma
to see how users interacted and completed the tasks at hand. Feedback was gathered at
the end of each call and findings were applied to the next version of the designs and
testing.



Solution Post Beta

Although the V2 designs tested really well with the client pool there was some friction when
the product was released into Beta. During our testing we were unable to get responses
from some of our users who weren’t as advanced with our product. Overall the beta
performed well with increased CTR, CVR, and revenue spikes for a few of our clients.

We decided to pivot on the designs one more time before we GA’d it as internally we
werent comfortable with the set of clients who still had difficulty grasping the difference
between branching by product data (triggered item) vs. the historical shopping habits of
their customer.

The goals that were set were to ensure:

1) Initial product condition and path of selections were clear and concise

2) Reduce the amount of copy or tooltips needed

3) Lead the user down a desired path by telling a story of their customers Journey

4) Reduce the amount of time clients spent with CSMs for onboarding or help with setting
up Journeys



Final Solution

After internal discussions with key stakeholders and discovery from our Beta designs we
landed on the below final designs. These designs were tested with some of our less tech
savvy clients and performed very well. In order to ship a product feature that is usable by
all levels of users we landed on this as the best case solution. There is a clear
conversational tone when setting up your branch that was easily digestable by all levels of

clients.



Conclusion

The MVP was shipped with conversational tone and dropdown approach to product data
selection. Clients on average within the first month saw their clickthrough rates increase by
54% and their conversion rates by 36%. Our short term data did show a spike in clients
who were setting up their own journeys/branching without CSM assistance.

Feedback was positive from the users who are using the MVP version. We setup several
calls to gain additional insights as to what was working and how we could continue to scale
the feature.

Weaknesses

| would have liked to explore the initial designs in more details with a larger pool of clients.
We weren’t able to get the feedback we wanted early on because of this. One of the
technical issues we had was the code did not allow for us to setup a trigger filter on initial
launch. So therefore in essence a repeat layer of filtering was added on. Additional time
and resources to explore and code for this enhancement would have been welcomed.



