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Present content in a clear and consise manner

Improve brand representation and trust

Only present what is needed to allow user to move 
forward with order

Present content in a clear and consise manner

Increase AOV without changing focus of user
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Too many steps to go through

Pages both confusing and riddled with 
unnecessary content

Little trust provided

Too much content (much of it unnecessary) to 
digest on cart page

Confusing order summary

Presented with content and promotions that have 
already been seen

...

…
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Reviews order summary and 
submits order

Adds gift message and completes 
billing details

Reviews page and 
enters recipeint details

Continues to checkout

Reviews cart page and 
adds gold

Selects a category of products, 
views options, and adds item to 
cart

Searches FTD.com for birthday 
flowers via search or navigation

Selects FTD.com link via Google

Perform’s a Web search for birthday flowers
(via PC/Mobile/Voice)

Realization that relative’s birthday is in two days
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Purchase (Checkout)

Provide an order confirmation page with details 
user needs/wants

Make order confirmation page about order details 
first, then new purchases

Order confirmation page is more focused on 
making another purchase

Confirmation details do not provide everything 
user needs

Receives text, call, or email from 
relative about flowers

Receives email confirmation

Reviews order 
confirmation

Purchase (Cart)Before Purchase
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JOURNEY MAP:  Cart & Checkout


