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The setting: Characters

• UX/UI Designer (me!)


• Dev Team: Senior Engineering Lead, Front-end Developers


• Stakeholders: CEO, CTO, General Managers


• SME/User: Drivers



The setting: Driver App & Google Maps



The setting: Various feedback

We need better data on 
navigation! Why does my driver keep trying to pick 

me up in the alley behind my house?

I don’t want to have to switch between 
the Alto Driver App and Google Maps.

How can we  show the passenger 
where their driver is at in real time?

How can we improve safety? How can we use the Google 
Maps API?

Passengers want to add stops on their 
rides and there is no way to do this in the 
app.



The rising action: Discovery



The rising action: Discovery

Insights



The rising action: Discovery

As an Alto Driver, I need a navigation 
experience that is safe and accurate

Need



The rising action: Discovery

Hypothesis

Adding Google Maps navigation into the driver app will 
result in a safer, more streamlined driver experience



The conflict: Build & test

Didn’t know to scroll down 
to acknowledge notes

Likes that it shows the map/nav 
with info on the same screen



The conflict: Build & test
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The climax: Release to markets



The falling action: Results

• Positive: Reduced driver touch points by 12%


• Positive: Eliminated need for Google Maps App


• Positive: Improved value of Alto App by adding Google API


• Positive: Reduced navigation-related tech issues


• Positive: 93% of drivers liked redesign better


• Negative: Accidents went up! 


• Led to root-cause analysis and design patch 



The falling action: Continued feedback



The falling action: Continued feedback



The conclusion: Learnings

• Power of iterative design (test/build/test)


• Leveraging new technology is not enough, you must address 
true user needs


• Vehicle app design is different than normal app design 


• There is no such thing as “done” 




