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Challenge Uber is expanding its business into delivering anything (ie. grocery, clothing, household items, etc.) from anywhere (ie. Walmart, 
Costco, Canadian tire, Loblaws, etc.) on demand. Propose update(s) to the main Uber application to support this new initiative.

Why Customers are increasingly time-strapped and looking for efficiencies in their lives. When it comes to their shopping, it means: 
• Faster delivery times 
• Curated catalogues 
• Quick checkouts 

These are some of the key takeaways from a Deloitte University Press consumer shopping report1 published in Sept 2015. Uber has 
been successful in bringing efficiencies to the taxi and food-delivery industries, where customers now have both services available 
on-demand, with curated options, and no hassle of having to deal with cash payment.  

A similar opportunity presents itself with regards to on-demand shopping. Uber’s existing fleet of drivers can be utilized to bring the 
convenience of same-day shopping delivery to its users. In the same space, others have also stepped in to provide varying models of 
on-demand delivery within select markets in the US. These include, but are not limited to, Amazon Prime Now, Postmates, and Hello 
Alfred. 

From Aug 2014 to Jan 2015 Uber piloted Uber Essentials2, an on-demand delivery service that allows Uber users in select areas of 
Washington, DC to order from over 100 essential household items. Not much has since been shared about the results of the 
experiment, but for this challenge I will assume that the experiment yielded positive results and now will be expanding its catalogue 
to anything.

1 Paul, Alison Kenney & Hogan, Susan K. Understanding consumer behaviour shopping trends. Deloitte University Press. Sept 2015. http://dupress.com/articles/understanding-consumer-behavior-shopping-trends/ 
 2 Weber, Harrison. Uber cancels on-demand delivery service pilot, UberEssentials. VentureBeat. Jan 2015 http://venturebeat.com/2015/01/26/uber-cancels-on-demand-delivery-service-pilot-uberessentials/



What For my solution, I’ve made a number of assumptions to help limit the scope of the design challenge.  

1. Enhancement will be done within main Uber app. I will be limiting myself to a minimal viable product design. Uber’s own 
experience with UberEATS led them to creating a separate dedicated app to support it. Eventually, this Uber shopping on-
demand service could also live as its own app. 

2. Business model has been established. Uber has successfully worked out a business model with retailers that allows for an 
integrated view to their product catalogues. 

3. Design will focus on end-user. As with Uber and UberEATS, the drivers and restaurants each have their own view to these 
services. I will be focusing solely on the end user, the customer. 

4. Orders can only be completed from one store at a time. Similar to UberEATS, ordering from multiple stores at the same time 
is not in scope. However, a user can order multiple items from one store.

Who Interviews were conducted with 7 individuals in order to develop the following three personas (next page). These personas would 

potentially use Uber as a means of placing on-demand delivery orders.  Each outlines a set of job stories (goals) that the app 
enhancements will need to address in order to appeal to them as users.



Persona Young Professional Working  Parent Resourceful Neighbour

Sarah – 25 years old Erica – 37 years old Martin – 49 years old

Overview • A single professional living in 
downtown Toronto. Sarah thrives on 
being in the heart of the hustle and 
bustle of the city’s core. 

• Strapped for time, Sarah is always 
looking for ways to free up her time. 

• Does 80% of shopping online while 
on the go using her smartphone.  

• Remaining 20% are last minute in-
person she requires immediately or 
if it’s clothing purchases  

• Married with kids, Erica and her 
husband live in Whitby but both work 
downtown. 

• Both Erica and her husband juggle 
shopping and parenting duties 
between each other. 

• Erica browses catalogues online but 
70% of the time makes her purchases 
in person.  

• The definition of jack of all trades, 
Martin’s developed a knack for 
getting things done with his own 
hands. 

• Currently lives in a condo where he’s 
also part of the building 
management team. 

• Takes pride in helping out other 
residents with miscellaneous tasks in 
within the condo community. 

• Only 5% of his shopping is done 
online, primarily when there’s a deal. 
Otherwise he prefers to focus on 
shopping in person

! !!



Voice
  

  Aside from clothing and accessories, I 
usually do my shopping online. It’s 
convenient and saves me time. I mostly 
do my shopping using my phone, unless 
the online store’s website is not 
optimized for phones (which I can’t 
stand). In those situations, I’ll resort to 
my laptop. 

I’m an Amazon Prime member, I love 
getting my orders as soon as possible. It’s 
almost completely removed the need for 
me to go to stores, except when I forget 
to replenish my daily essentials. Things 
like toiletries, which tends to happen 
once or twice a month. 

More of my time is spent eating out. 
Sometimes I turn to one of the on-
demand food services such as UberEATS. 
But I find their delivery time can often 
take way too long. I’d be willing to pay a 
slight premium to have them make a 
direct delivery trip for me, instead of 
waiting for them to complete all their 
deliveries along the way.  

  Being a mother of three and having an 
hour commute to and from the office 
really limits the amount of flexibility 
Michael and I have in our schedule. We’re 
constantly juggling between picking up / 
dropping off the kids and all our other 
chores. 

Most recently I’ve switched to doing my 
grocery shopping online. I was skeptical at 
first, expecting a drop in the quality of 
groceries chosen and had concerns around 
potential tampering with any unsealed 
items. The appeal of saving time really 
pushed me to give it a shot. Now I’m using 
it weekly. I love the ability to save 
shopping lists under my Loblaws account 
for quick reorders. What typically took me 
an hour has turned into a 5 minute pick-up 
stop. 

That said, we still find ourselves forgetting 
things time to time. I can’t count the 
number of times we’ve forgotten to 
replenish diapers and the dread of having 
to travel to a nearby store just to buy 
some.

  In my daily experiences within my 
building’s management, I’m constantly 
exposed to the challenges other residents 
face. I’m not one to shy away from helping, 
so I do what I can. Sometimes it’s helping 
them with chores, especially for the 
seniors in our building. Other times it’s 
repairing or sourcing a part for one of their 
appliances.   

I care a lot about the community I live in. 
Unfortunately, there’s only so much I can 
do with the time I have. I do try to make 
trips to nearby stores to buy items they 
need if my schedule permits it. It would be 
great to have a helping hand that can run 
these errands to the stores though. It’ll 
help the community and save me a trip or 
two. 



Discovery Goals • How fast can Uber deliver items on-
demand? 

• Can I see a picture and description 
of what I’m ordering?

• Will using Uber save me time? 

• How easy is it to order using the 
service?

• What items and stores can I order 
from through Uber?

Tactical Goals • Help me get last minute essentials 
without having to go out of my way. 

• I want the ability to track my order 
and get a time estimate

• Ability to set a different delivery 
destination from where I currently 
am. 

• Ability to create quick/favourites list 
of items for re-ordering

• Ability to speak with the person 
making the purchases/delivery

Job Stories The following job stories were compiled based on the discovery and tactical goals of the 3 personas. The design of the app 
enhancements will focus on them: 

• When in need of a last minute item, I would like to see how fast it can be delivered to me so I can make a judgement on 
whether I want to order it. 

• When placing an order, I want to be able to track my order and if necessary contact the person that’s delivering it to me in case I 
need to give further instructions. 

• When ordering, I would like to see a picture and description of what I’m ordering to make sure its what I want. 

• When browsing or ordering, I want to be able to save items as favourites so I find them faster in the future. 

• When ordering, I want the ability to set a different delivery destination, should I need to deliver to an address other than mine.



Solution For the design, I used Balsamiq to build out low fidelity wireframes 
outlining the proposed solution. I’ve focused on staying true to the 
design pattern that Uber has for the main app and UberEATS. Based 
on historical enhancements done to Uber’s app, there’s two patterns 
to follow: 

1) Update the app’s scroller found on the bottom of the app to 
include a new option  

2) Add an icon on the top navigation bar, which is how one currently 
toggles between Uber and UberEATS. 

Given that this app will be residing within the main app it would be 
more appropriate to leverage the first method. In the wireframe to 
the right you can find the new option listed as SHOP.



Once a user has selected SHOP, a menu will slide up from the 
bottom and cover the whole map. This is consistent with 
movements that currently exist within the Uber app. When a user 
moves the bottom selector left to right, a small menu slides up and 
down depending on whether the option selected features sub 
options. Covering the map completely helps setup a canvas for store 
and product cards.  

1. The first new function the user on the menu is the search 
function. Users can either search for an item or the store, 
providing them a direct path to their point of interest. 

2. The second new function allows the user to cycle between the 
following three views: 

I. Stores 

II. Recently Purchased 

III. Bookmarked 

On the initial view, the user will see Stores. Businesses participating 
in the SHOP program are each given a card in this view. Users can 
scroll through the cards to view stores just as they would in 
UberEATS. Once they’ve selected a store, they will be given a view of 
all their product cards. I’ve opted to not clutter the interface with any 
other filtering functionality. Someone using uber for an order is going 
to be more direct about what they’re looking for, which they’ll reach 
faster by searching. 
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Using the toggle function, a user can quickly jump to the Recently 
Purchased view and browse through their previous purchases. The 
view here is composed of product cards rather than store cards.  

With each product card, a user can bookmark the product for quicker 
future re-ordering. 

To the right is a high fidelity construction of the wire frame done 
using Sketch to show what the the final design would like.



The ordering process is similar to the UberEATS in order to maintain 
the familiarity. Tapping on a product card will expand the view to 
provide the user with additional information and the ability to 
specify the quantity they would like to add to their cart. 



Once the user has added an item to their cart, the View Cart button 
will remain on the bottom of the screen until they’ve completed their 
order or emptied their cart. After selecting View Cart, the user will 
get to review their order prior to placing the order.  

This view begins the transition back to a map view. With the return 
of the map, the user can set a destination of their choice for the 
delivery before they place the order. 
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Once the order has been placed, the user is then given a full view of 
the map and the driver details are populated at the bottom of the 
screen. From here the functionality is the same as the standard Uber 
and UberEATS service. The user will get live tracking of the delivery 
vehicle. Should the user need to contact the driver, they can do so by 
clicking on the driver’s picture to bring up their contact button.


