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What is UX Research
& Why It Matters

When starting a new project, jumping straight into design may feel
tempting. But before we create visuals, we need to understand who
the users are and what they actually need. That's where UX Research
comes in.

UX Research focuses on:

 Discovering real problems: |[dentifying user needs, goals, and
frustrations.

+ Validating assumptions: Testing ideas before investing in design
or development.

+ Analyzing context: Exploring how users interact with products and
competitors.

+ Guiding design decisions: Turning insights into a clear, data-driven
design direction.

Research is the first step that saves time, money, and effort. Strong
UX Research leads to:

+ Fewer design revisions and reworks.

+ Products that match both business goals and user needs.
- Higher adoption rates and customer satisfaction.

+ Lower development costs by avoiding mistakes early.

B Conclusion:

With the UX Research, every design decision is backed by real
insights — leading to products that is functional, effective, and loved
by users.




Project Overview @ Project duration:

1 month
Choice is a SaaS platform for HoReCa businesses, offering powerful tools

for communication between restaurants and their guests.

@ it3 .
«@h Team composition:

Key Features:
4 team members

- Online menu with table-side ordering and payment via QR code
+ Integration with courier services such as Uklon Delivery and Glovo

Methodolo
On Demand L ay

- Centralized order management from multiple channels (e.g., « Usability Audit, Desk Research,
marketplaces like Glovo and Bolt Food, and the restaurant's own Heuristic Evaluation, User Flow
website) — all on a single device Analysis, AARRR, Usability

- Advanced order analytics Issues List

/. Problems: « Competitor Analysis: POP & PoD,
Heuristic Evaluation

- Mistaken for a marketplace: Users confuse Choice with food delivery
services like Glovo or Bolt Food, leading to irrelevant sign-ups. - Research Plan, User Interview,

+ Unclear starting point: New users don't understand how the product User Testing

works or what to do after registration. . Solution and Prototype

. Check the website

+ High load on support and sales: Lack of onboarding results in frequent
basic questions and the need for manual guidance.

@ Main technology stack:
’ Figma ’ Figdam a Google Meet
@ Notion



https://choiceqr.com/uk/

Goals

- Clarify the user journey
Ensure every new user instantly understands
Choice's core value, how it differs from
marketplaces, and the steps to get started.

 Increase conversion to paid plans
Build a smooth flow from registration to payment
that removes friction and shortens the time to
activation.

- Show tariffs upfront
Present clear, transparent pricing with plan
benefits early, helping users choose the right
option confidently.

+ Optimize onboarding
Guide users step-by-step inside the platform,
answer common questions instantly, and reduce
repetitive support requests.
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Ready to take your project

to the next level?
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Usability Audit with Double Diamond

We started with a usability audit, using Nielsen'’s 10
heuristics to review the landing page and registration
flow. Our goal: find where users drop off and why.

Key Findings
9 usability issues found, 4 high-priority

Example of issue found

Currently, after registering, users are redirected to
their email to retrieve login credentials for the
platform.

This interruption negatively impacts the user
experience and increases cognitive load,

Conclusion:

This phase helped us generate a set of hypotheses,
which will be validated in the upcoming research
steps.
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Landing Issues

BAOKY Npo NPOAYKTH
oRHOMariTH, ix 3a6arato

OfIHOMAaHITHi CTOPIHKK
onucy npoayKTis

Mo6inbHa Bepcis
BXifL y KaBIHET NPUXOBAHO
ax BHU3Y naHeni

Mo6inbHa Bepcis He
apanToBaHa Ao Beix
6pay3epiB, 30kpema
Firefox (kHonku samani,
BXiA, MPUXOBAHO aX BHU3Y,
He MOXHa nofvBnTICH
naponk, Sk TV BBOAVLL,
eNeMeHTY HanasATb OfuH
Ha OIHOTO, HE BUAHO WO
aaaaaaa m

HeMae OH6OPANHrY Ha
aAMiH naxeni

MowTa
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Flow Issues

€ NoTeHLian A 3MEeHLEHHS KPOKi
peecTpauii

Hapasi nicna peecTpalii to3ep nok
CaWT Ta ife Ha NoLITY 3a Kpeaammu
NIOFiHY Ha NNaTGOPMY, LU0 NOraHo E
Ha [10CBifi KOPUCTYBaYa i KOrHiTUBE
HaBaHTaXxeHicTb. TOMy Kpalwe nicn
peecTpaii Binpasy BigkpusaTn
nnatopmy, a Kpean NPocTo BACKS
JINCTOM Ha nowTy A0AaTKOBO

y dopmi Bxoay dirypye “place.choi
riofie. He3PO3YMINO Lo TYAM BMCY
nnCTi yieT iHdopmaLyii Hemae. Hemal
3 NOACHEHHAM

Ha popMi BXOAly HapaeTbCA 3arasb
rMoMuIIKa “HeBipHI AaHI” , CUNbHO 3¢
nomunka




Cupmeny

Enter your restaurant det

Competitor Analysis

Try UpMenu free for 7 days. No credit card required . i webSite & UX ReView

- We studied 5 competitor platforms to see how they present
= their products, guide first-time users, and structure their
interfaces.

AND RZE] PELC- G

s g Using Points of Parity & Difference, Nielsen's heuristics, and
Ul pattern analysis, we identified best practices.

Key Insights

+ Seamless onboarding — immediate access after
registration

+ Login credentials sent directly via email

+ Pre-filled demo with sample data

-+ Educational resources (webinars, guides)

Traffic & Engagement Analysis
We analyzed competitor traffic to understand audience
reach and user engagement: Choice has high traffic (6.24M)
but low engagement — short sessions, high bounce rate.
Poster has lower traffic but strong engagement — deeper
interactions and better retention.

« Opportunity: Combine high reach with strong
engagement to improve conversion

Conclusion:

Competitor analysis highlights gaps in UX, onboarding, and
engagement, guiding our next steps for Choice.



USER'S FEEDBACK

Hypotheses

User Anna P.

. Hypotheses Formulation
O4. Hyp “There’s no example of what the

e wil ook e, ” &

User Pavlo B.

At the start, we formulated several hypotheses about
what might influence how users perceive and interact
with the platform.
- Website-specific — focusing on areas like the “l can't see how my site will look once |
form and redesign. . add the dishes...”

+ Platform-specific — covering entry/onboarding,

usability, interface logic, and more. User Anastasiia F.
“Every evening, | would lie down at
To build a platform users love, we started by home and watch video tutorials on .
understanding what truly impacts their experience. YouTube." &

KEY INSIGHTS

a

Users want
examples and
templates to
visualize their
venue.

Onboarding must

guide users step

by step, using
multimedia instead
of text alone.

Clear guidance and
inspiration reduce
confusion and

improve user's

engagement.




Solution

Once all validated hypotheses were gathered, we
began exploring possible solutions. We used the How
Might We method, where each team member contributed
ideas individually, followed by a group voting session to
identify the most promising ones.

Prioritization Matrix =
i o Do First All ideas were then prioritized on a Prioritization matrix,
e FEE ranging from "do first" to "do later," depending on
Implementation complexity and potential user impact.
]

Out of 154 ideas, a rigorous selection process led to 38
being chosen for further consideration — these were

& @ n g o = prioritized based on their effort to implement and value
i :_ﬁ for the user.
Don’'t Do Now o B B poNext Website Registration Form Login Form

T

Onboarding Support VIP Support



Solution

Website, registration and login forms

1. Navigation Labels Clarification
User interviews revealed that many non-tech visitors
misinterpret "“Products” as separate paid services.
‘Features” feels clearer, instantly signalling platform
capabilities.

2. Keeping Users Engaged
A strong headline paired with an embedded intro
video keeps visitors on the site, avoiding the drop-off
caused by redirecting them to YouTube.

CnpobyBaTtH 6€3KOWTOBHO Cnpo6yBaTH 6&e3KOLUTOBHO

Bam HagicnaHo 4-x koA Ha HOMep
380 67-89-00-554

Choice — eauHa nnatdopma ana
yrnpas/iHHA BallMM peCTOpPaHOM

OOMH iHCT PYMEHT — yCi pilleHHA I MeHIo, [ocTaBKa , @HaniTKa
1 MaPKETUHT yce B O4HOMY MicLli.

. Simplifying the Registration Process

Users struggled with the form, showing the need for a
more intuitive login flow. Quick access via Google or
phone reduces friction and keeps users engaged.

. Integrating Setup into Onboarding

Tasks like entering establishment data and creating
passwords are best included in onboarding. This
lowers the entry barrier and prevents users from
leaving to complete setup elsewhere.



Solution

Website, registration and login forms

IxHil1 pocBip — Bawi MoXknuBoCTi

@ PecTtopaHn O Mepea 3aknagis O Bapu Kviig

5. Highlighting Numbers and Partners 0 m ey wma 1708 (5)

Many respondents said that Choice was recommended to

them, so partners are important, and that numbers tell the o o
truth. So, let's move the analytics to the main screen and

allow everyone to familiarize themselves with all of
Choice's client partners. \We show how many cities Choice

covers and, of course, what people are saying about it.

>1000 3aMoBneHb Ha LOCTaBKy 3a MicsLb

> 300 3aMoB/ieHb Ha CaMOBMBI3 3a MicsAlb

— — 6. Improving Login Clarity
Lle noMeH, AK1I Balli KMIEHTU GaHMTMMyTb Lle noMeH, AKM1IA BaLli KNIEHTHN 63HMTMMyTb
4 riocinaHHi Ha Merio

ponen @ pomen @ The login form has several usability issues. Field labels and
placeholder text should both be present to improve clarity:.
For example, one field we internally referred to as “‘domain”

apons Napons was particularly confusing — respondents didnt understand

1234"344™"

Email a6o JloriH Email a6o JloriH

what it meant or where to find the required information.

i We recommend adding a tooltip with contextual guidance.
Alternatively, if technically feasible, consider removing the
G veinmuepes ryrm fleld altogether — reducing the amount of input makes the

process easier for users.

A6o
A6o

3 YBINTU yepes ryrn



Solution
Support and Onboarding

1. Tailored Onboarding Driven by User Insights

All of our ideas were designed to work both individually and as

part of a unified, high-quality onboarding experience. Our goal

is to make every user feel seen and valued — to show that their
experience with Choice truly matters.

We start with a brief 3-step questionnaire about their business.

Cratuctuka  Mews

a &% Crpasu

OctanHi 7 gHiB OcTanni 30 gHiB 06epiTb nepiog,

1/3 flkuin y Bac Tun 6isHecy?

M#u nignawTyemo no4YaTkoBsi HanawWwTyBaHHA, NigKaaku i iHTepdeic camMe nij Balw 3aknag — wWob Bu He BUTPadYani

yac Ha 3aviee.

Based on their answers, we personalize the onboarding flow.
For example, not every coffee shop offers delivery, but they still
have a place in the Choice family.

By tailoring the setup to each user's needs, we simplify the
experience and reduce the load on support — making
onboarding more intuitive and relevant from the start.

L0 Aonarox B cair UK » 1 Teer =

x
] 04.06.2519:00

Lie AonoMoxe WBWALLE 3aNYCTUTU MEHIO, JOCTABKY, ONNaTy Ta iHLWi BaXuBi dJyHPCLUI'

O i | Cono-pecTopaH

0avH 3aKnag, MeHIo CTabinbHe, NPUAMAEMO [OCTaBKy abo BPOHIOBAHHA

S---9BneHHA
. X = \ O = Mepexa
2/3 Yu nnaHyeTe NpUiMaTh JOCTaBKY? |
JBNEHb
Lle sonomoxe 0Apasy aKTMByBaTn HDTDiﬁH\ HanawTyBaHHA 1 NoKasaTu NinLLe Te

O = bap / kaB'ApHa
O Tak, pocTaBKa noTpibHa | =

O Hi, Tinbku camoBmBi3

O | jocTaBKa i caMoBuBI3

Kinbka nokaujii, cninbHe a6 oKpeme MeHio, KOHTPOAb NO TOYKax

Hesenuke MeHI0, 4acTi aMiHW, LUBMAKE HanalwTyBaHHA

ibopmauin
et BigkputTie Medik  3/3 AK BU NpaLjloeTe 3 MeHIo 3apa3s?

My Kpalue apanTyemo nnathopmy, SKIIO PO3YMITUMEMO, K Y BaC Y)Ke OpraHisoBaHO MeHHo.

et Bigrykie O MeHto Bxe € B POS-cuctemi (Poster, r_keeper ToL0)

a 06CNYroByBaHHA O MeHto € y BUrnsai Tabnuui / AOKyMeHTa / B ronosi ;)

acTpaB O MeHI0 Lije He roToBe — CTBOPIO 3 HyNs



Solution
Support and Onboarding

2. Contextual Help and Micro-Guides

We've already touched on the topic of onboarding — now show common mistakes users make in this section (which the
let's dive deeper into it. In our opinion, the simplest and most support team can share with designers). Additionally, a short
effective approach is to add small help guides to each specific checRlist could help users understand the recommended steps
part of the interface. For example, the system could explain to follow. This approach also introduces interactivity and a
what "zones" are, why they're needed, include links to a more touch of gamification, which can have a positive impact on the

comprehensive Help Center with articles and videos, and even user experience.

Ch fonatox B cair  uk ~ [}

@ Bepcia:  Ukrainian + 1O Imnopr v El EKCTIOpT
z e, |
HanawTyitTe 30Hy AOCTABKK, WG 30HM ({ (#) _I}.'J,l_'iuu
NOYETH MPHAMATH 3aMOBAEHHA N

* Main area
NonaliTe nepuy oHy

HazgiTk 30Hy

3anaiTe pagiyc AOCTERKK

HeamiTh 2apTicTE
MpwzHavTe cnocif onnata

3HepENiTE | YEIMKHITL 30HY

Lo Take 3oHa?

Le ofinacTs Ha mani, B sMexay Aol B9
MPHAMIETE JAMOBMEHHA 3 A0CTARKOK,
Mo Ha CTEORMTH KINBKE 30H 3 PIZHWMA
YMOBaNH,

Hagiwo ye noTpitHo?
B3 asTraH0i 3000 NNaTdopMa He NoKaxe
KORMETYRAWEE! MOWNMBICTE JOCTABKN,

K npauoe Mana?

MomiHa HATHCKETI HA Mamy, Wes GyRyBaTH
noniroH epyqeHy, 360 38aTH pagiyc Big
TOUKH,

[aHATHCA BnbLE NP FoHW]

MonHerTHCE NpYERSA 08|



Solution
Support and Onboarding

3. Guiding Users Through the Setup Process

Another key part of onboarding could be a general checklist
displayed on the main admin dashboard. Our hypothesis that
users feel lost and don't know where to start has been fully

CraTucTuKka

confirmed. That's why we can guide them step by step
throughinterface setup — essentially walking them through the
process. This way, they can configure everything gradually, one
step at a time, with clear direction and support.

LD Boparox [ cair UK ~ [}

og TUCTRRS
08 3aranbha ctatuctuka €% Crpasm

Cb‘ommll OcTaHHi 7 aHie OcTanni 30 gHie O6epiTb nepiog

LLiBuakum ctapt

MpongiTte Ui 7 Kpokig, Wob yce npautoBano sik Tpebal

v 1. JopaiiTe CBOE MeHIO

Cteopitk KaTeropii (Hanpuknag; «CHigaHku», «Hanoi», «Byprepu») i

@ AopaiTe xova 6 Kinbka No3uLii i3 Haseamu Ta LiHaMu.

MepeiTn go Merio

3aMoBNeHHA
KinbkicTb 3aranbHa BapTicTb 3aranbHa cyma
3aMOBNEeHb 3aMOBNEHb YaloBMX

2. OopaiiTe norotun saknaay

Lle Ak BuBiCKa ONA oHNaMH-KoOpUCTYBaYa.

Noau BnisHakoTb Bac 3a Noro.

Jopatu norotun

Becboro gofaTkoeMx
npogaxie

0

@O

YeimkHiTh SE

MeHIo noTpanuTh y

BE3KOLWTOBHWIA CIi @

3aranbHa iHpopmMmauin

(© 3arantHa KiNbKICTb BIAKPUTTIE MEHIO 0
£=) BpoHioBaHHA 0
* 3aranbHa KinbkicTb Bigrykie 0
ﬁ? CepefHs ouiHKa o6cnyroBysaHHs 0
QF cepeans ouinka cTpas 0



Solution
Support and Onboarding

4. Reducing First-Time User Friction with a Demo
Last but important: we suggest giving registered users (to avoid picture of how the platform works when everything is in place.It

losing their data) access to a demo platform.This way, they can helps avoid the intimidating “blank page” feeling and lowers the
explore a fully set-up admin panel — click around, see what barrier to entry by showing what a finished setup could look
kind of data appears in different sections, and get a clear like. In short, we help users feel more confident from the start.

L0 Aoaarok B caiir UK

Bepciﬂ: Ukrainian v -+ C?_) ImMnopt W I_El Exkcnopt W
¥ Menu ‘ (® HAonam cexuito
Menu . AKTHBHA / PeparyBaHHs cekuil
PeparysaTu onuc cexkuii

‘= Kareropii DOJATH

@ Canatv . AKTUBHa / PeparysaTtu KaTeropito
Peparyeatu 3aronosok Kareropil &
@ Canatu
® Pk MNosauuir Q @ [opaty nosuuio
* NacTa . Llesap UAH 160.00 @ B HasBHOCTI Vv
® Cywi
@ rpeuyskuit canar UAH 140.00 (v BHaseHocTi W
-+
i: HaGopw AonosHett @ RORATH . Tako-cnat UAH 160.00 @ B HasBHOCTI WV
BMKOPUCTOBYETLCA ANA LIIET CEKLI
o % @ opecbkuin UAH210.00 () BuaseHocti v
& ycu
o Fcige X @ nNepemora UAH 10,000,000.00 (V) B wasBHocTi v
® Mpubopu g

BCI JOMOBHEHHS (0)

c':') Flpusuauum AONOBHEHHA



Results & Impact

A

Increase in registration conversion Higher activation rate

Simplified forms and clearer labels Personalized onboarding flow

% &

Boost in user engagement Reduces support requests

Demo platform and contextual By users guided through setup
guidance without manual help

Ready to take your project to the next level?

@ Getin touch>



https://calendly.com/devit_group/presentations

Conclusions

- Understand Real Behavior

Even long-standing businesses dont always translate seamlessly into
digital experiences. As seen in our client's case, assumptions often fail —
because we don't think like real users. When conversion drops, we need
to investigate where, why, and fix it based on real user behavior.

— First Impressions Drive Activation

Especially in the HoReCa sector, business owners often assume

everything is self-explanatory. But while they know the service inside out,

users are seeing it for the first time. A well-designed onboarding flow can
make or break first impressions.

~~ Build What Users Actually Need

In our project, every insight from users helped us shape a more intuitive
platform. Investing in research early on helps you build what people
actually need — not just what you think they want.

~— Turn Insights into Results

Invest in research and intuitive onboarding early — it doesn't just improve
metrics, it builds trust and loyalty. Let's take your platform to the next
level.

@ Project duration:

1 month

@ it3 .
«@h Team composition:

4 team members

AR Methodology

= Usability Audit: Desk Research,
Heuristic Evaluation, User Flow
Analysis, AARRR, Usability
Issues List

= Competitor Analysis: POP & PoD,
Heuristic Evaluation

= User Interview, User Testing

= Solution and Prototype

. Check the website



https://choiceqr.com/uk/

research now!

Start a partnership with DevIT and achieve
great results together.
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