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Problem Statement
Retailers face challenges in order management due to inefficient 

tracking systems, lack of real-time updates, and complicated 
fulfillment workflows. This results in delayed deliveries, 

miscommunication with customers, and operational inefficiencies.

Objectives & Goals

� Order Tracking: Provide a 
dashboard where retailers can 
view all orders, filter them based 
on status, and track real-time 
progress.

� Order Fulfilment: Enable retailers to 
update order statuses (e.g., processing, 
shipped, delivered) seamlessly.

� Shipping Integration: Design a 
system that allows retailers to 
manage delivery logistics, assign 
shipping providers, and generate 
tracking information.

� User-Friendly Interface: Ensure an 
intuitive UI/UX that simplifies the order 
management process.

Our Process

Discover Define Ideate Design

Research & Insights
We conducted user interviews with small and mid-sized retailers to identify pain points. Key findings 
included:

Difficulty in tracking real-time order statuses.

Lack of automation in updating order fulfillment progress.

Inconvenient integration with third-party logistics.

Need for mobile accessibility.

Product Users
Mr Deliver has been of immense help to 


streamlining our product deliveries to our 
customers.

Quantitative Metric for Order Management 
System

 Why It Matters?

� Helps measure how efficiently orders move from placement to 
fulfillment�

� A low OPER indicates bottlenecks in tracking, shipping, or status 
updates�

� Can be improved by automation, better shipping integration, and 
real-time tracking.

To measure the effectiveness of the new order management 
experience, we can define the following key performance indicator 
(KPI):


 Order Processing Efficiency Rate (OPER)

Formula:

OPER=(Orders Processed on Time​)×100
Total Orders

User Needs

Centralized Order Management – A dashboard to view and manage all 
customer orders in one place.

Real-Time Order Tracking – Ability to track order progress from placement to 
delivery.

Status Update System – Seamless process for marking orders as "Processing," 
"Shipped," or "Delivered."

Shipping & Delivery Integration – Capability to select, assign, and manage 
shipping providers.

Automated Notifications – Alerts for order updates, shipping status, and 
delivery confirmation.

Status Update System – Seamless process for marking orders as "Processing," 
"Shipped," or "Delivered."

Features & Functionalities
To resolve user needs

User Friendly 
Interface

Streamlined Delivery Easy Payment

Product User Challenges

Order Tracking Issues – Users struggle to track real-time order status, leading to delays and 
confusion.

Inefficient Returns & Refunds Management – No structured system to handle 
returns, refunds, or disputes, creating friction.

Data & Performance Insights – Lack of real-time analytics makes it difficult for 
businesses to optimize operations.

Multi-Device Accessibility – Users need a mobile-friendly system to manage 
orders on the go.

Competitor Analysis

Seamless integration with Shopify stores Limited customization options for 
non-Shopify usersReal-time tracking & automated status 

updates

Built-in shipping label generation

Can be expensive for small businesses

Features/Strengths:

Features/Strengths:

Weaknesses:

Shopify

Competitor 1

Multi-channel order management

Limited delivery partner integrations

Automated tracking & low-stock alerts

Steeper learning curve

Affordable for small businesses

Zoho Inventory

Competitor 2

Emma Johnson
Owner of an Online Boutique

About
34 New York

MBA Employee

User Persona

Description

Emma Johnson owns a growing online boutique, starting on 
social media before expanding to e-commerce. As orders 
increased, managing them manually became overwhelming, 
leading to struggles with tracking shipments, updating 
customers, and coordinating deliveries.

Goals and Needs

� Streamlined Order Management – A centralized system to 
track and update order progress efficiently�

� Real-Time Tracking & Status Updates – Ability to update 
orders with ease and notify customers automatically�

� Seamless Shipping Integration – A feature to assign 
delivery partners, print shipping labels, and track shipments�

� Mobile Accessibility – The ability to manage orders on the 
go using her smartphone�

� Better Customer Experience – A way to communicate order 
updates and estimated delivery times effortlessly.

Pain points

� Time-Consuming Manual Processes – Switching between 
multiple platforms to update orders�

� Lack of Real-Time Updates – Customers frequently ask for 
tracking details, but Emma has no automated system�

� Delivery Management Issues – Coordinating with shipping 
providers is inefficient and error-prone�

� Missed or Delayed Orders – Orders sometimes get lost due 
to miscommunication with logistics.

Maslow Pyramid

Self Actualisation

Love Belonging

Safety

Physiological

Esteem

Task Mapping

View Orders

User Tasks SubTasks System Features Required

Track Order Progress

Update Order Status

Manage Shipping & Delivery

Handle Order Issues

Customer Communication

Design  Opportunity

- View real-time status updates 
- Check estimated delivery time 
- Monitor shipping status

- Mark orders as "Processing," "Shipped," 
or "Delivered" 
- Notify customers automatically

- Process returns/exchanges 
- Manage failed deliveries 
- Resolve customer complaints

- Access dashboard via mobile 
- Update order status on the go

- Access dashboard 
- Filter/search orders by status, date, or 
customer

- Send order confirmations 
- Notify customers about shipping 
progress 
- Provide support for order inquiries

Automated Email/SMS Notifications, 
Customer Support Tools

- Assign delivery partners 
- Generate shipping labels 
- Update tracking numbers

Shipping Integration, Delivery 
Partner Management

Order Management Dashboard, 
Search & Filter Functionality

Order Tracking System, Real-
Time Status Updates

Status Update Feature, Automated 
Notifications

Issue Resolution System, Return 
Management

Mobile-Optimized Interface, Cloud 
Sync

Eisen Hover Matrix
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nt � Updating order status (Processing, 
Shipped, Delivered�

� Tracking order progress in real-
time�

� Assigning shipping provider�
� Resolving failed deliveries and 

customer complaints


� Generating shipping label�
� Sending order notifications to 

customer�
� Responding to basic customer 

inquiries

� Improving system UI/UX for better 
usabilit�

� Enhancing mobile accessibilit�
� Expanding integrations with more 

delivery partner�
� Implementing automated customer 

support/chatbot

� Manually updating order statuse�
� Manually tracking deliveries without 

automatio�
� Sorting orders manually instead of 

using filters

Taskflows

Retailers wanting to track order status from 
placement to delivery

Scenario 1 :

Splash Screen

Update Customer

Login

Select Order

Check Status

View Order List

Dashboard

Login

Update Customer

View Order List

System Confirmation

Update Status

Order Status Update Task Flow

Scenario 2 :

Login

Generate Shipping Label

Update Tracking Info

Mark as Shipped

View Order List

Choose Shipping Provider

Select Order

Shipping & Delivery Management Task Flow

Scenario 3:

Login

Process Return Customer Support Contact

Confirm Resolution

Reattempt Delivery

View Order Issues

Choose Action:

Select Order

Handling Failed Deliveries Task Flow

Scenario 4:

Sketches

Major Screens

Home Screen

Search bar

Active 
Shipments

Menu

Recent Shipment

Navigation bar

Order Details

Order details

Navigation bar

Live Location

Map

Ride 
Details

Navigation

Screens

Onboarding

Home

Order History

Onboarding

Navigation

Live Location Notifications

Login

Order Details

Resolution ConfirmationResolution

Overview

Today, millions of retailers are seeking efficient ways to manage and 
fulfill customer orders via their online channels. The goal of this 

project is to design an intuitive and seamless experience that enables 
retailers to view, track, and mark orders as delivered while 

incorporating shipping and delivery management.
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