PRODUCT TEARDOWN ON USER ONBOARDING JOURNEY




USER PERSONAS
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KOOLESHWAR ROZANA ROZA RAM SINGH
BACKGROUND BACKGROUND BACKGROUND
Kooleshwar works remotely from a small Roza is a frequent solo traveler who often Ram is an elderly person who may not be
town but is quite cool as he is updated with relies on such services to navigate new technologically savvy. He wants to maintain
all tech trends and hence expects smooth cities. Affordability and safety are her top his independence and mobility despite
commute. priorities. limited mobility options.
GOALS GOALS GOALS
He mostly stays indoor but requires As she travels frequently to new cities, she Ram desires an accessible and user-friendly
convenience, hassle-free and competitive looks for affordable and safety as she onboarding experience that allows him to
prices which Uber normally offers. travels alone in night, Driver identification book rides easily and receive assistance if
and other safety features are a must. needed.
BARRIERS
Staying in a small town, Uber riders are very BARRIERS BARRIERS
less as many times they do not get enough Surge pricing and difficulty in verifying Complex app navigation, small text size, and
rides and incentives due to which he suffers. driver are her pain ponts. difficulties in setting up payment methods

are some of his concerns.



User Onboarding Journey
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{5 Continue with Google

By selecting 'l Agree’ below, | have reviewed and
agree to the Terms of Use and acknowledge the
Privacy Notice. | am at least 18 years of age.
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Allow Uber to access this device's location?

Receive Uber’s discounts
and news

Learn more

Precise Approximate

Unsubscribe

While using the app
Only this time

Don't allow
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Data is mandatorily Allow Location Access Accept/Decline Promotional
collected. No option to Offer Notifications
avoid.
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Skip

Get out and about

Please select your
preferred payment method

KORAMANGALA
Christ
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Ride with Uber =

Credit or debit card <
Q Where to? © Now v

Gopalan Innovation Mal'

_ Haldiram's »
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Choose a trip or swipe up for more

* Choose asaved place

@ Setdestination on map

H Uber Auto 23 2114.77

15:36 - 3 min away

Uber Go ¥192.30

s
Q\Q_, 15:36 - 3 min away

Moto
15:36 - 3 min away

Add payment method >

Confirm Uber Auto

Payment method can be Select Location an Destination Select type of Uber Ride
selected (optional)



Critical Reviews
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& we Uber - Easy affordable trips 4.4*

Ratings and reviews

' Critical Most relevant

gp revathy Ganesan

16/06/23
Everytime | book a cab or an auto in uber even to some
nearby places, all the drivers are asking for extra money
than what is showing in the app. If | refuse to pay that,
they are simply cancelling my trip. Some don't even
cancel the trip and | had to do it and should pay the
cancellation charges. It has happened quite a lot of times
and | made it late to all the places because of their trip
cancellations. | am really frustrated by this and this made

me to not use uber at all. Hate Uber.

Was this review helpful? Yes No

'S Shayana Mukherjee
11/06/23

Uber has been cancelling many rides booked, after 15

or 20 mins of booking. They never really seem to find
drivers nearby any time. Worst if you want to book a cab
urgently, cause it's never available. Drivers cancel right at
the last minute and I've also had times where they wanted
to negotiate the fare. No proper support communication
system. Drivers cancel even after being so close to the

pickup point. Overall, horrible.

Was this review helpful? Yes No
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& we Uber - Easy affordable trips 4.4

Ratings and reviews

work. So yeah, it's useless for long rides.

ew helpful? Yes No

‘\3 Abubakkar Siddique

23/05/23
The user interface is good but the only thing that irritating
is when we enter all details and it's searching for drivers,
at that time if we cancel the search request, Uber is
considering that as cancelling the trip. Only when the
booking is confirmed and if the user cancelled the trip,
that should be considered as cancelled. Worst user

experience!

Was this review helpful? Yes No

Sy
-2

. ¢ ¥ Ruth Chinzah

It was good at the beginning but now it's been months
there isn't one single ride which went well, whenever |
book a uber, it will change the driver multiple times and

it always makes me late. it's has become a regular thing,
and not only the uber driver's cancel it and give me other
one, but none arrives at there's always an issue w8th the
price. It's a horrible experience for me who is using uber
for so song, it's disappointing.

Was this re

2w helpful? Yes No
VAY Aishwarya Anand
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Pain Points

1. Drivers are asking for extra money mostly in
smaller cities as drivers do not get return trip
passengers and hence have no incentive to
provide for the same price.

2. Lots of ride cancellations by drivers. Many
times it happens even when quite close to the
pickup point.

3. If a trip is canceled during the search, it is
considered cancellation of the trip and hence
sometimes even deducting a cancellation fee.



Positive
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. . Uber - Easy affordable trips 4.4 *

Ratings and reviews

customer support pickup location payment ir

Positive Most relevant

m William Austin |l

20/06/23

Uber has been very convenient for me. As long as your
phone has a signal, it is quite easy to set up for an Uber
ride. The tracking system is good, and the drivers are
usually quite friendly. No matter where | am, Uber is a
trustworthy service and an excellent tool to use in your
travels. The Uber Eats option is also quite handy as well!

e

Was this review helpful? Yes No

@ Barbara Reel-Allen

13/06/23
The app is easy to navigate, and | love that you can
communicate with the driver. My favorite feature is the
ability to watch the vehicle and know the location of
travel. | also appreciate the drivr and vehicle photo, which
helps ensure you're entering the correct vehicle. You can
select the size vehicle that suits your needs and whether
you're riding with guests or sending the Uber to pick up
someone. The features are great, and I've never had any

issues.
Was this review helpful? Yes No
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Reviews
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e Uber - Easy affordable trips 4.4

Ratings and reviews

e Jim Shea

15/06/23

Connected well, allowed me to choose a pickup point
before | arrived there. | waited less than 10 minutes. The

last three or four uses went just as smoothly. | appreciate
the timely feedback and the location map showing the
driver's location. Also, knowing the description of the

driver's car is useful.

Was this review helpful? Yes No

@ Eric Ford

19/06/23

Great team of drivers in my area! Very thankful for that

@ . The application itself is very accurate when it comes
to the pickup times and gpa driver location. There are
always safety reminders that pop up and ways you can
set up safety features such as a code for you and the
driver to match. Furthermore | don't know of any other
company or app that will spot you a ride if you are low on
doe and need to go. If you are a loyal customer UBER will
ds &8. Thanks to all my drivers and UBER. Great Job!

v i

helpful? Yes No

{{' Johannes Marks

20/04/92
20/06/23

Exceptional. Extraordinary experience. | am loving it. Very

sweet account to find oneself, it can be recommended
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Top Highlights

1. Quite easy to use and has a good tracking
system as well for drivers and even is robust
when connectivity is weak.

2. An accurate pickup point helps make the
experience more convenient

3. Driver face and vehicle details shown are a
great feature for user to verify and make the
overall experience safer.



Key Performance Indicators

L1 Metrics L2 Metrics
1. Gross Bookings 1. Trips per Rider
2. Net Revenue 2. Average Revenue per Rider (ARPU)
3. Active Riders 3. Rider Acquisition Cost (RAC)
4. Market Share 4. Driver Acquisition Cost (DAC)
North Star Metric

Active Riders . Represents the total number of unique users who have completed at
least one ride on the Uber platform within a specific time period.



Observations and Feedback

1. Pain point of uber riders and drivers in small cities as suggested in user

persona was also reflected in one of the app reviews.
A. THIS MEANS UBER NEEDS TO TAKE STEPS IN THE DIRECTION OF INCENTIVIZING DRIVERS

IN TIER-2 AND TIER-3 CITIES SO THAT ACTIVE RIDERS INCREASE.
2. In Tier-1 cities, lots of cancellation happens especially the ones which are
very close to pickup point cause the most nuisance as it wastes a lot of user's

time and efforts.
A IT REFLECTS UBER SHOULD NOT ALLOW DRIVERS TO CANCEL A RIDE IF HE/SHE IS VERY

CLOSE TO RIDER'S PICKUP POINT.
3 THE CANCELLATION FEE SHOULD ONLY BE DEDUCTED ONCE RIDE IS CONFIRMED
4. A lot of the positive reviews on play store are from uber riders outside India.
This could strongly suggest that Uber needs to fix the issues highlighted for
Tier-1and even Tier-2 and Tier-3 cities of India above.



U B E R

EVERYONE'S PRIVATE DRIVER™



