DIGITAL CUSTOMER EXPERIENCE

This diagram summarizes the shopping experience on UrbanStems.com. It highlights the
major steps that new and returning customers must take to complete a purchase. It also
notes alternate and supporting actions that are part of the UrbanStems digital experience.
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NEW
CUSTOMER

Unauthenticated users

New customers are encouraged to enter a
delivery address early on in their shopping
experience. This ensures products shown in
the storefront are available in the recipient’s
area.

RETURNING
CUSTOMER

Authenticated users

Returning customers are also encouraged to
enter a delivery address early in their
experience but are also shown recent
addresses. Generally, the checkout flow is
shorter for returning customers because they
have previously created an account.

SUPPORTING
ACTIONS

Actions outside checkout.
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ENTRY > PRODUCT SELECTION >
® >
Enters via ad
\ 4

® >
Enters via ad, URL
ENTRY >
o >
Enters via URL
o >
Enters via URL
o >
Enters via URL
o >
Enters via URL
® >
Enters via URL
o >
Enters via URL
o >

Enters via URL

Y

Y

Waits to enter delivery address

>

HOME
/

Select “Shop” or
“Just browsing”

Enters delivery address immediately

>

HOME

/ 4

Enter findable delivery
address

* Products change

Enter unfindable address

STOREFRONT
/products

Select product

 Alert bar shown

* Defaults to inventory
available in DC

>

STOREFRONT
/products

Select product

Not in that area

>

WE’LL BE THERE SOON
/products

Enter email address

PRODUCT SELECTION >

Waits to enter delivery address

>

HOME

/

Select “Shop” or
“Just browsing”

Enters delivery address immediately

>

HOME

/ 4

Enter findable delivery
address

* Products change

Sign in / Sign up

>

HOME
/

Select “Sign in”

Forgot password
>

HOME
/

Select “Sign in”

Gift Cards

HOME
/

Select “Gift cards”

Corporate

HOME
/

Select “Corporate”

Birthdays

HOME
/

Select “Birthday Flowers”

Weddings

HOME
/

Select “Sneak a peek”

STOREFRONT
/products

Select product

* Defaults to previous
address, today

>

STOREFRONT
/products

Select product

Not in that area

>

WE'’LL BE THERE SOON
/products

Enter email address

SIGN IN
/sign-in

Enter existing email
address

Enter new email address

SIGN IN

/sign-in

Enter existing email
address

GIFT CARDS
/gift-cards

Select amount

Select “Buy gift card”

CORPORATE
/business.urbanstems
.com/weekly-flowers
Enter full name, email,
phone number, event

BIRTHDAY FLOWERS
/birthday-flowers

Select “Set Reminder”

Select “Shop our stems”
or “Send now”

WEDDINGS
/business.urbanstems
.com/weddings

Enter full name, email,
wedding date

Select “l want to know
more!”

PRODUCT

/products/the-suez v

Enter findable address,
delivery date

Select “Add to cart” or
“Double the stems”

* Unfindable address
shows button with “Not
available”

» Unavailable date shows
button with “Sold out,
choose another date”

PRODUCT
/products/the-suez

Enter delivery date

Select “Add to cart” or
“Double the stems”

* Unavailable date shows
button with “Sold out,
choose another date”

CONFIRM
manage.kmail-lists.com

Confirm email and enter
zip, first, last name

PRODUCT
/products/the-suez

Confirm address, delivery
date

Select “Add to cart” or
“Double the stems”

* Unavailable date shows
button with “Sold out,
choose another date”

PRODUCT
/products/the-suez

Confirm delivery date

Select “Add to cart” or
“Double the stems”

* Unavailable date shows
button with “Sold out,
choose another date”

CONFIRM
manage.kmail-lists.com

Confirm email and enter
zip, first, last name

WELCOME BACK
/sign-in

Enter password

Forgot password

SIGN UP
/products/the-suez

Enter first, last, phone,
password, referal code
(optional)

Select “Continue”

WELCOME BACK
/sign-in

Select “Forgot password”

GIFT CARDS
/gift-cards

Enter payment info via
Stripe widget

CONFIRMATION
/business.urbanstems
.com/subscription-
confirmation

>

SURVEY
sendhappy.typeform.com/

Complete survey

CONFIRMATION
/business.urbanstems
.com/subscription-
confirmation

CHECKOUT >
> >
CART EMAIL SIGN UP
/products/the-suez /products/the-suez /products/the-suez
Select add-ons Enter new email Enter first, last, phone,
password, referal code
Select “Checkout” — (optional)
Enter exsiting email and
then password and skip to Select “Continue”
choose recipient
@
CONFIRMATION
manage.kmail-lists.com
CHECKOUT >
CART
/products/the-suez
Select add-ons
Select “Checkout”
« If delivery address is
saved, skip to delivery
@
CONFIRMATION
manage.kmail-lists.com
@
PROFILE
/profile
>
FORGOT PASSWORD RESET PASSWORD SUCCESS
/sign-in /reset /reset
Check email to rest Enter and repeat
password password Select “Sign in”
Select “Reset password’
@
CONFIRMATION
/gift-cards
@

CONFIRMATION
sendhappy.typeform.com/

RECIPIENT
/checkout/recipient

Enter new recipient first,
last, street address, city,
state, zip, phone; apt,
company (optional)

Select “Continue”

Choose recipient

RECIPIENT
/checkout/recipient

Enter new recipient first,
last, street address, city,
state, zip, phone; apt,
company (optional)

Select “Continue”

Choose past recipient

DELIVERY
/checkout/delivery

Enter 2 hour window,
special instructions
(optional)

Select “Continue”

Select “Change date”

DELIVERY
/checkout/delivery

Enter 2 hour window,
special instructions
(optional)

Select “Continue”

Select “Change date

”

MESSAGE
/checkout/message

Enter note

Select “Save note”

MESSAGE
/checkout/message

Enter note

Select “Save note”

PAYMENT
/checkout/payment

Enter credit card details,
promo code

Select “Place order”

PAYMENT
/checkout/payment

Enter credit card details,
promo code

Select “Place order”

SUCCESS
/success

SUCCESS
/success



