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What?!

YES, EXACTLY...
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Product Designer & Design Manager
Trust | Understanding | Joy

“Help customers have access to empathetic, human-centered digital shopping
experiences that fulfil their needs, and guide business in the process”

“Different people from all around the world”
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MARLETY GARCIA

“Designing for people, with people”
New experiences | Learning | Reading | Traveling | Animals

& Reach out through LinkedIn: linkedin.com/in/marletygarcia
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“You best grown and self-achievement come from the greatness of the people around you”
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What is Design?




ex Gluten Free
Breakfast Cereal

5.3 0z| 14 more flavors

Add to Cart

5319 s440

Kellogg's Special K Red
Berries Breakfast...

1.7 0z

41)) OptUp Rating Add to Cart

6} Buy 5 or More, Save... View Details

P8 Featured

$299 $290

Honey Nut Cheerios
Gluten Free Breakfas...

10.8 0z

49)) OptUp Rating Add to Cart

D Coupon: Save $1.00 on 2 View Details

i'm lovin’ it

s —

T —r

Planet Friendy Products -



https://www.pexels.com/es-es/@branding-empathy-98487820/collections/

ADDRESSES
NEEDS &

GOALS
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DESIGN...

OFFERS EXPRESSES
SOLUTIONS TO EMOTIONS &
PROBLEMS TELLS STORIES

.finds solutions

HAS AN INTENTION
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“Design is not just what'it looks like and feels like.
Design is how It works”

STEVE JOBS
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Why is inclusive design important?
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WHEN DESIGN MEETS PEOPLE

Design finds... solutions
Product Designers... help people

impact the world

have a big
responsibility

If you design for everyone, you design for no one
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How do we take on this responsibility & ensure
inclusivity meets joy”

DESIGNING FOR

EVERYONE...
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eCommerce has opened up a world of opportunities,
BUT...

OF WORLD'S

o POPULATION

o EXPERIENCE
SIGNIFICANT DISABILITY




EMPATHY.CO

eCommerce has opened up a world of opportunities,
BUT...

OF THE
0 INTERNET IS
o ACCESSIBLE
(2022)




® Chrome File Edit View History Bookmarks Profies Tab Window Help
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Trending
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¥8 Kroger : Shop Groceries, Finc

~ milk
* bread
~ banana

~* chicken

~ tomato

* end of list

https:jfwww,
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T CALENDAR
Tal UsoerZoom study
Today at 5:00 PM

& Pickup at Germantown Square SC + .
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Feedbac...on Users

Ella

Blind | Uses screen reader

ACCESSIBILITY USER TESTING

Groceries Store, 2021

V.

\
4

/


https://docs.google.com/file/d/1aPrbngMFEwNLLuO4Mm9txAQ2n6gGJuha/preview
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eCommerce has
opened up a world

of opportunities,
BUT...

ADULTS
IN THE US.
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SKIPPING THE NORM-AL = ¢ & ¢

OPENING BRANDS TO THE ENTIRE SPECTRUM OF AUDIENCES

Eau de Parfum

.
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eCommerce Product Designers have the
power to make eCommerce a better, safer,
more inclusive place.

B
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How do you design inclusively?
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How do we ensure we target individual needs,
contexts, abilities & priorities?

Personalisation

Towards a conversational, human, ethical digital world
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3 WAYS TO DESIGN INCLUSIVELY

BUILDING
SOLVING THE CORE FLEXIBLE DESIGN
OF EACH CUSTOMER SYSTEMS THAT

ADOPTING
A HUMANITY-
CENTERED
APPROACH

PROBLEM EMBRACE
CUSTOMISATION
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®
Solving the core of each customer problem

SYMPTOMS / SOURCE

“Wisdom begins with wonder”

SOCRATES

RESEARCH & TESTING: WIDE SPECTRUM
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TEST PARTICIPANTS

e Moderated interviews e 15 participants
e 1hour each o All ages, genders, abilities & incomes

DIVYA
Interview clip

Purchase History Digital Coupons Weekly Ad My Lists Find a Store Payment Cards Gift Cards

f | 2 2
( oat milk Q) Q Delivering to 60640 + o

Jagriti s Cart

Popular Try Pickup and Delivery Departments In-Store Savings Our Brands Discover Pharmacy and Health Payments and Services

Home > Search: oat milk

oat milk 138 resuits

5% Filter Products
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https://docs.google.com/file/d/1boc8dRpW-ain58mzmOrFwWXd_kUcHQet/preview
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About Divya's interview

WE KNOW SHE SAYS WE OBSERVE
e No partner e Cares for product quality e Would benefit from quick access to
e [s raising her nephew e Thrives inspiration for recipes recurrent items
e Works full time e Not interested in what others buy e Needs to build basket fast
e Shops organic produce e Finds it frustrating when items e She does not use filters...

e Buys same items all the time shown don’t match her intent e ..but types in more specific terms
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What should Divya's shopping experience ook like?

All departments v

@ oat milk X
D organic banana X
@ couscous X
eggs
strawberry
bread

You Previously Bought

.
|

§ 7
—_

SOZB 5423 e 5489 $329 o

Organic Frosh Banana - Each Planet Oat Unsweetened Bob's Red Mill Golden Ducktrap River of Maine Simple Truth Organic™ Baby
Vanilla Oatmilic Couscous. Scottish Style Spruce Point Spring Mix
Smoked Atlantic Salmon
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®
Building flexible design/development systems

INCREASED IMPROVED
DESIGN & COSTS, TIME TO

DEVELOPMENT MARKET &
EFFICIENCY MAINTENANCE

EASY
CONFIGURATION
&
CUSTOMISATION

DYNAMIC,
WITH BETTER
UX QUALITY
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Sunshine ready

sunglasses (7132) >

- -

YO~ 00

STUDDED SUNGLASSES
Summer - 2020

CAT EYE SUNGLASSES OVERSIZED ROUNDED S
Winter - 2021 Summer - 2021

rada Eyewe Vale yowea Jucci Eyewea
614,00 € 323,00 € 43t00€ 596,00 €

Summer dresses by Marni

marni summer dress (50) —

ie

XDS

Dynamic

Design flexibility

Rich in component variants
Different layouts to choose from
Customization improved

Better adaptation to customer
needs


https://docs.google.com/file/d/161r_RgjIHaI8SYvK88MHE9kcOIhxgzxO/preview
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@
Adopting a humanity-centered approach

UNDERSTAND SHOPPERS ECOSYSTEM: THEIR CHALLENGES,
ENVIRONMENT, PROBLEMS, NEEDS & CONTEXTS

Act on each individual’s intent towards personalised,
intelligent experiences that respect them

READ & INTERPRET THEIR INTENTION
RESPECTING THEIR PRIVACY
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ROGER

Lives with partner, Pepe
Co-owner of a bookstore
No children

Cat owner

LIFESTYLE
e Works full time
e Allergic to gluten & lactose intolerant

HOBBIES

e Practising sports

e Cooking

e Experimenting with new recipes
e Entertaining friends at home


https://www.pexels.com/@branding-empathy-98487820/collections/
https://www.pexels.com/@branding-empathy-98487820/collections/
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What does Roger's current What should Roger’'s shopping
shopping experience look like? experience |look like?

S CENCDEY-) seaen procucs @) & 8
sl Delivering to 72801 - Hi Roger! How can we help today?

Home > Search: beef roast Summer
Recipes
A Difference oY @ For a fresh twist -
From Day ONE™ |4 S in the kitchen. : =
s A
GetInspiced ) Shop Ingredients Shop Ingredi
47 results for "beef roast"

+ packaged deli

Grill Up a Father's Day Feast

Treat Dad to all his cookout favorites, like ribs,
2 save to List

fresh veggies and more.
s11%

@D SNAP EBT Shop Now -
Private Selection™ Angus
Roast Beef Fresh Sliced... g

11b
o 1
"/ ncan

about [ save to List

$977 e

(& SNAP EBT
Beef Choice Chuck Roast

$7.99/Ib
Add to Cart

Set for Summer
Featured (%2 save to List

Qutdoor furniture for every need.

7 = Get Inspired ->
L. 3% Sort &Filter
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Customers = individuals with specific
needs & characteristics

Experiences that solve each one’s particular problems
in a customised way that moves away from the norm.

RESPECTING SHOPPERS & LEARNING FROM THEM
we get closer to a...

21ST CENTURY DESIGN CULTURE that CHANGES DESIGN:
° WHAT IT IS APPROACHED (the individual)
e HOW (in a tailored, respectul, objective way)



SO, IN CONCLUSION...
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T ABSOLUTEL CAN!
Y.

WHAT IS WHY IS INCLUSIVE
DESIGN? DESIGN IMPORTANT?
Finding personalised solutions to It takes us closer to creating ethical, = We have to understand our customers,
clients’ needs while creating an trustworthy experiences in have flexible structures that allow us to
elevated, joyful shopping eCommerce, that help customers adapt & worship a respectful
experience that respects all search and find what they need, humanity-centered approach that
customers in an inclusive way. wherever and whoever they are. fulfills shoppers specific goals.

Design as a way of thinking.

One that empowers us to forge respectful, powerful, human solutions, that
solve individual needs in a personalised, ethical way.
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change

Create awareness, design with willingness, and
leave a stamp on the world that really makes a difference.



Q&A

EeMPATHY.CO

LONDON | NEW YORK | ASTURIAS | GALICIA

info@empathy.co

www.empathy.co


mailto:info@emapthy.co
http://www.empathy.co
https://twitter.com/empathyco_
https://www.instagram.com/empathy_co/
https://www.youtube.com/c/EmpathyTV
https://www.linkedin.com/company/empathyco/
https://medium.com/empathy
https://github.com/empathyco

