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“We have entered the Age of the Customer, where empowered
buyers have endless choice, but limited time  and attention, and

demand a high level of user experience”
-Manish Madhvani
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Marc Fontijin said ”When you have two coffee
shops next to each other, that sell the exact same
coffee at the exact same price,service design is
whatmakes you walk into one and not the other”.

Introduction
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This quote is what inspired the topic for my
assignment. My local Walmart does not have the tap
funciton on their card readers. This does not help us 
 minimize contact with people and objects, like we
have been advised to do due to Coronavirus

I decided to observe people in the regular checkout
line to see how they would react to having to
unnecessarily touch a surface in a public place.



Observational Research

After observing shoppers at
Walmart in Richmond, BC, I noticed
that majority were wearing masks
but not rubber gloves. There is a
hand sanatizing station at the
entrance which shoppers are
encouraged to use for their hands
and shopping carts/baskets.

There are two options for checkout:
regular and self-checkout. I
decided to wait in line at the
regular checkout because I wanted
to avoid touching the screen. There
were 10 other people in the
checkout - 5 women (1 with two
children) and 3 men.  Only two paid
with cash; the other 8 shoppers
paid with card.

Unlike the most other large chain
stores, the card reader did not have
the tap function. I noticed shoppers
hesitate before putting in their PIN;
it seems inconvenient considering
Coronavirus has made everyone
more cautious about what they
touch in public. Paying with cash is
discouraged, making tapping one’s
debit or credit card the most
sanitary option during these times.

 2. The checkout1. Walmart 3. The card machine



GOALS

To continue shopping at
Walmart for their
competitive prices

To keep both her family
and herself healthy during
Coronavirus

FRUSTRATIONS

Walmart does not have
tap function on their card
machines so she has to
manually input her PIN

She does not carry cash

PROFILE
Name: Sarah
Age: 30
Occupation: Freelance consultant
Marital status: Married
Children: 2

Salary: $70,000/year
Education: Bachelor of Commerce
Interests: Cooking, baking, taking
trips with the family, watching
movies

BIO

Sarah is a 30-year-old mom of 2 girls;
aged 3 and 1. She has worked from home
part-time as a consultant for two years.
She frequents Walmart because of their
competitive prices. In addition to
groceries, she also buys clothes for her
daughters and toiletries for the family.



Walmart has 408 stores across Canada. They sell groceries,
electronics, household products, cosmetics, clothes and
shoes. They also have a pharmacy. Walmart is known for
being committed to offering their customers the lowest
prices.  The store in Richmond was about 60% full, with most
people being in the grocery and electronics sections. There
was a mix of genders and ages.

When and where

WHERE
Walmart in Richmond,BC

DATE
July 15, 2020

TIME
14:00
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How
Understanding a shopper’s user experience through Design Thinking

Curiosity
Asking questions
after you observe
your customers,

maybe in the
form of a survey 4

Needfinding
Ask yourself if you
would be happy
with the current

product if you were
a shopper5

Shadowing

Observing your
users needs, even

if they’re not
articulated 6



The What
STORY

Sarah is a 30 -year-old part-time
consultant who lives with her
husband and 2 daughters in
British Columbia. They live in a 4
bedroom house in a nice suburb.
Sarah drives an SUV and has
rarely taken public transportation.

Not having the
option to pay with
tap at Walmart, so
she can avoid
touching surfaces,
especially in public
places.

BARRIERS GOALS
To continue running
errands and taking
her kids out safely
without having to
touch surfaces in
order to avoid
contracting COVID



Journey Map
Sarah is driving to Walmart

with her kids

The parking lot is a little busier than
usual. Sarah worries the lines will
belong and she might not make it

back in time for her meeting

She finds a parking spot and is happy  
there is a hand-sanitizing station; she

uses some and puts some on her
daughters’ hands, then puts on a

mask

Sarah finds everything she
needs within half an hour, and
is pleased to see the regular

checkout line isn’t long

Since Coronavirus, Sarah has
avoided using cash. She is

surprised and disappointed to
see the card machine doesn’t

have the tap function



Executive Summary

Find out why the card machines
didn’t have the tap function in
the first place.

Gather feedback via social media
or surveys. Information can be
printed at the bottom of the
receipt.

1. 2. 3.
Research ways to make the
store more COVID friendly.
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