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Customers are confused by:

Licenses
••

•

•

What licenses are and how they differ 
(standard license details hidden)
How licenses differ from plans (used 
interchangeably)
Unclear on how licenses come into play with 
plans

Allotment
• How long they have to download images / 

when images expire

Billing
•

•

Auto-renewal is unclear and results in 
unexpected charges; feels “scammy”
One-time vs Monthly vs Lump Sum Annual 
Payment

Background



From Usability Testing

Standard License

For 1 Year
Images per Month1 Year / 1 Month

Easy-to-miss:

Prices will vary by
number of users

“So 4 or more is a fixed price at $499/month?”

I thought it was $199 for the year, 
not for a month.



From Usability Testing

Buried details:

Standard license details buried

Enterprise features buried

“I found [the licenses comparison summary], but 
I cannot find information about the basic plan….
Does it have equal rights as professional?”



Background

How this impacts us

Revenue
Refunds (~$2.6m in February)
Unexpected charges
Getting the wrong plan
Distrust

•
•
•
•

Product Testing
With the current design and it’s lack of clarity, 
we’re not able to test new products with 
confidence in the resulting data

Call Volume
Questions about packs, subscriptions, and 
billing form majority of support cases



Goals

Clearer Products
The new design should make products easier to:
• Understand “what you get”
• Scan, distinguish, and compare

A New Baseline for Testing
The new design should serve as:
• A framework, to accommodate new products
• A new control, to better serve product testing

Background

How this impacts us

Revenue
Refunds (~$2.6m in February)
Unexpected charges
Getting the wrong plan
Distrust

•
•
•
•

Product Testing
With the current design and it’s lack of clarity, 
we’re not able to test new products with 
confidence in the resulting data

Call Volume
Questions about packs, subscriptions, and 
billing form majority of support cases



• Audit
• Competitive Research
• Existing Customer Interviews
• Design Concepts

• A/B Test Designs
• Iterate Based on Data

*ALSO:
Research to determine new products to test

Using new baseline design, 
test new product configurations 
and offerings

Research & Design A/B Testing Test New Products

Design Options for A/B Test New Baseline Design New products!

WE ARE HERE

Timeline
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WE ARE HERE NEXT: UPDATE DESIGNS, THEN A/B TEST

Timeline

Success Metrics
• Reduced refunds
• Reduced support cases
• Increased retention & improved NPS
• Flat-to-improved conversion



Pricing Page
Research Findings



Testing Round 1

•
•

•
Tested new designs focused on scannability and comprehension
Basic, Enhanced, Professional, Team -> Packs, Subscriptions

Confirmed current confusion and usability issues



Round 1 Winner
Based on 5 usability tests

Pros
Can see and compare all options at once
Top headers and subheaders easy to scan
Won in round 1 usability tests (against current 
design and round 1 variations)

•
•
•

Cons
Overwhelming and some strong negative 
reactions from users; too many options at once
Some didn’t see enhanced or monthly plan
Doesn’t answer all licensing questions

•

•
•

Round 1



Testing Round 2

•

•

•
6 new designs exploring framing options
• Persona based (3 variations)
• Team based
• License based
• Round 1 ‘winner’

Language updates for clarity

1:1 interviews to understand their situation and image needs
Free browse, on-demand, refund customers



Testing Round 2 - Winners

License-based Team-based2-up

OLD WINNER NEW WINNERS



Round 2 Winners

LICENSE-BASED TEAM-BASED



License
details

Round 2 Winners

LICENSE-BASED TEAM-BASED



Teams

Round 2 Winners

LICENSE-BASED TEAM-BASED



Round 2 Winners

LICENSE-BASED TEAM-BASED



Round 2 Winners

License-based
Based on 11 user interviews and 6 usability tests

Pros
Easy to scan and self-select
Easy to digest options within section
Empowered users to choose the right product, 
with more clarity around licensing
The overall favorite from user interviews

•
•
•

•

Potential Business Impact
Increase in enhanced license pack purchases

Cons
Disregards other options once they see 
Standard License meets their needs
Teams deemphasized

•

•



Round 2 Winners

Team-based
Based on 11 user interviews and 6 usability tests

Pros
Easy to scan and self-select
Easy to digest options within section
Self-identifies as team sooner
Listed team benefits are appealing

•
•
•
•

Cons
Wanted to see the cost per additional user
License deemphasized

•
•

Potential Business Impact
Increase in team subscriptions



Design

H1 acts as the starting point & leads into the options below it



H1 acts as the starting point & leads into the options below it

3 buckets help users get situated,
before we reveal more detail down the page

Design



768 Fold
16% of Total Sessions

(as of 6/8/2016)

1) buttons represent sections on the page, and know to scroll
2) buttons are clickable, and will jump them to the respective section

Users understand…

Design



Some detail,
to get situated...

…then more detail,
to understand and compare

Design



1 1
“So there are these 3…”
Recognize 3 Buckets to Pick From

Design



1

2

1
“So there are these 3…”
Recognize 3 Buckets to Pick From

2
“How do these sections differ?”
Compare Buckets

Design



1

2

3

1
“So there are these 3…”
Recognize 3 Buckets to Pick From

2
“How do these sections differ?”
Compare Buckets

3 Pick a Bucket & Compare Options
“I need more images than that…”
“This is good, but too expensive…”

Design



1

2

3
4

1
“So there are these 3…”
Recognize 3 Buckets to Pick From

2
“How do these sections differ?”
Compare Buckets

3 Pick a Bucket & Compare Options
“I need more images than that…”
“This is good, but too expensive…”

4
“This will work for me”
Pick an Option

Design



…only the options most relevant to 
the user are in view...

After picking a bucket...

…and the options least relevant to the 
user are eliminated from the 
comparison

Design



Testing Round 3

• Test checkout flow with consistent product detail language
• Test round 2 winners for usability, with design updates based on round 2 learnings

• Test comprehension of plans within a checkout flow
• Pricing Page
• Order Summary / Payment
• Confirmation Page



Checkout



“Don’t remember if I chose 
annual or monthly…

...expected to pay for the year 
upfront, but this says monthly 
payment…

…looks like I picked a monthly 
subscription.”

“I expect to go to a billing page, 
which would bill me for the 750 
annual plan…

...not sure what the total amount 
will be for the year, but I expect 
to pay for the year upfront.”

Picked the 750 annual plan
& expects to pay the year upfront

Needs to sign up Forgets his selection
& assumes it was a monthly subscription,

based on what’s displayed

From Usability Testing

Review & PaymentSign UpPricing Page



Selected a 1 year subscription, and expects to pay upfront for the year

“Don’t remember if I chose annual or monthly…

...expected to pay for the year upfront, but this says monthly payment…

…looks like I picked a monthly subscription.”

“12 months at $199/month?”

“Amount due today…”

From Usability Testing



Checkout Flow

Current state has inconsistent language
throughout checkout flow

Confirmation PagePricing Page Order Summary



New design uses more consistent language to repeatedly 
communicate what the customer is buying, in the same way

Confirmation PagePricing Page Order Summary

Checkout Flow



Annual Plan

CURRENT DESIGN NEW DESIGN



CURRENT DESIGN NEW DESIGN

Pack



Auto-renew is noticed right away, and users understand:

How auto-renew works1

2 When auto-renew will happen

3 That they can turn it off

Annual Plan

Packs

1
2

3

1
2

3

Auto-renew



Users were either unsurprised by auto-renew,
or felt strongly against it:

“Yes, I’d expect this.
It’s like other subscriptions I have.”

“This feels scammy…
I would always turn this off right away”

• Expected auto-renew and felt it was familiar 
and similar to other subscription services

• Expected packs to be a one-time purchase, but 
felt auto-renew could be helpful if you have 
frequent or regular image needs

• Prefer auto-renew turned off by default, with 
the option to opt-in

• Prefer to be contacted before auto-renew 
happens, and given the option to turn it off

• Some tried to turn it off immediately, upon 
landing on the page (for packs)

Auto-renew



Pack Annual Team Plan



Consider having receipt on-page, ready to print or download

• “We sent you a confirmation email”
• “Thank you for your purchase!”

When asked what they expected to see on this page, we heard:

When asked what they’d do next, we heard:
• “Print or download PDF of my receipt/confirmation details, for my records”
• “Make sure my order was processed and that my login details work”
• “Start finding and downloading images”
• “Find out what music is…not sure what music would be. Sound effects? Tracks? 
     Music made by other users?”

Confirmation Page



Next Steps



Timeline
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