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My name is Scott Halperin and | am a 4th year medical student at Yale. When | took the MCAT | used ExamKrackers for tutoring and

was very grateful for my experience. | then tutored for ExamKrackers for about 2 years.

0 Anna Hayward

5
This is an underrated resource! The mnemonics and graphics make for great memory hooks not found elsewhere. They cover all the
“must-know” topics while still keeping it a manageable amount to learn. They also dive into test taking strategies which | think made
the biggest impact in my score. | used ExamKracker: clusively to study for MCAT and did well enough I'm now an Orthopaedic

Surgery resident.
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| used Exam Krackers when | prepared for the MCAT, and it allowed me to far and away exceed my own expectations when | scored
in

the 99th percentil 'y MCAT score opened a lot of doors for me and | ¢ it the quality of the study materials from EK. | think so
highly of them that | eventually applied to work with them as a writer and still do so today, even as an IM resident at a prestigous

program. You won't regret using these materials!
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I've really enjoyed learning from Examkrackers and also have taught for them for a number of years since starting my MD/PhD

training. The Examkrackers books have great illustration: include a helpful review of important topics. Being a visual learner
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The setting: Characters

® Senior UX Designer (mel)

® Development team

® Product manager

® Client



The setting: The problem

Successiul textbook editor has launched MCAT prep e-learning platform
and Is falling to generate revenue. 1o change this, both his website and
oroduct are in need of investigation.




The rising action: UX investigation

N order to Identity the root cause, myselt & team performed the tfollowing:
e T Customer journey map

e | | Heuristic analysis

e 9 User interviews

e i Competitive analysis



? Customer journey map



The rising action: 1

What we did: Mapped the flow, intention, and steps ta

-
q

Customer journey map

Awareness —> Activation and peyono

Essential User Journey

Awareness
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PO

"é" e o——
User Evaluates
action Hears about EK what EK
has to offer
Page visits (non bounce)
Positive mentions of EK Video Try NtK content
UX plays (2, then email)
metrics R — Study guide  Play a game
(email) (email)
Newsletter 1/2 Trial exam
(email) (signup)
Q: s EK H: EK‘f”"'F"* Prop ma?/ H: EK differentiation
considered the TS EZ?;ZZ%&:;?ZS from competitors is
"cheap" option? Clear
Hypo’[heses p"op w/ EK brand

Q: Is EK considered H: addition of Al
the quality, high will drive interest
value option? & trials

= user receives value

Acquisition
SIgns Signs up for Verifies identity
up for : . :
a free trial & signs in
class

Completed sign ups

H: signup is too
lengthy, and
causing drops

Completed sign ins

H: (repeated) phone #
verification is not a
significant impediment

Gets familiar
with KrackU

Walkthrough
completions

Watch & complete
video

H: Video helps
orient to
KU's value

H: A guided intro XP
would lead to more
early adoption

H: Students are clear
on what to do after
video, onboarding

AN
€a
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Make initial
plan for study
(cal)

Acceptance of (auto)
90D plan

Completed 4Q
calendar setup

H: Can successfully
direct students to
a 90D plan

H: Cal will lead to more
clarity about time
commitment & effort

Orients
to dashboard /
help it can
offer

H: Dashboard lacks
directionality enough
to move forward with

confidence

Activation

Explores first
book/subject

Perusal of the book

Lecture -> Test -> Review

cycle observable

H: Users will
understand and
follow the LTR cycle

H: Users are not
overwhelmed by the
richness of the page

Engages with
course content
and tools

Watches of accompanying
videos

Answered content Qs

Interactions w/ Al Q&A

Interaction w/ other
elements & features

H: animations are a
delighter which
reinforces engagement

H: addition of Al
will drive study
time/engagement

ken from

Takes first
chapter exam

Exam starts

Understanding of the

'reading speed' measure

Exam completes
(within time)

H: salty bucks
are a motivator
to progress
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to do with SBs

Discovers a
paid feature

Interest in value-add
features
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The rising action: 7 Customer journey map

® What we found: Sign up, Home, and View Plans pages were most
mportant to get rignt as they determined top of funnel growth

PIRATE METRICS

The 6 steps of the Pirate Funnel form the typical journey
of a customer. Of course, the funnel will look different for
every business, so adjustd ] saeadding/

changing/reordg e steps!

Awareness

How many people do we reach with our
marketing? How do we get people to visit us?
Which channels are they using?

Acquisition
How do we define an acquired user?
Do they have to sign-up & leave personal info?

Activation

What is our WOW Moment (i.e., the
first great user experience)? What do
we consider an active user?

Revenue

How many people actually become custo-
mers and how much do they spend? What
are we doing to sell, upsell and cross-sell?

Retention

How many customers are sticking
with us? What are we doing to
ensure that users come back?

Referral

How many customers promote
us? What are we doing to
encourage virality?

MEANING IN OUR BUSINESS

What do the metrics mean to us?

How many people have our
JTBD and how efficient are we
in reaching those people?

Us@rs need to go through our

Mnels to become a custo-

We are currently lacking
pagner channels

People will only buy if they
have a great First-time expe-
rience with us that is superior
to their current alternative

We need to get to $5 million
in revenue by end of year

Customers are only becoming
net positive after 14 months -
so retention is key in our
business

Recommendations are key in
our business. We get close to
50% of our business from
there

POSSIBLE GROWTH DRIVERS

How can success be measured?

SEO and SEM, social media, blog,
e-mail, PR, affiliates, BizDev, apps
and widgets, TV

Ratings & reviews, paid advertising,
digital/traditional marketing, chan-
nels, cohort behavior, keyword ran-
king, CACs

One-step registration with email or
FB, customer on-boarding, news-
letter sign-up, brochure download,
meeting requests

Sales & promotions, downloadable
content, personalization, frequent
updates, ads, lead generation, Biz-
Dev, subscription

Proactive communication, push no-
tifications, re-engagements ads, e-
mails & alerts, time-based features,
blogs, content

Campaigns, contests, emails, wid-
gets, recommendations

OUR SUCCESS MEASURES

With which metrics do we measure success?
(Our key measure is highlighted in bold)

Unique visitors of our website(s)
Social media reach

Ad impressions & reception

New blog readers

% signing up
Downloads & installs
Customer Acquisition Costs (CAC)

Number of times a customer
reads key blog posts

Session length

Screens per session

Time between engagements

Number of new customers
Average Revenue Per User (ARPU)
Cust. Lifetime Value (CLV)

% subscriptions & upgrading

Monthly active users (MAU)
N-day retention
Session frequency

Net promoter score > 8.5
Peer recommendations sent

RESULTS

How many users
are we currently
getting?

100,000

CONVERSIONS

What is our current
conversion rate
between the steps?
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The rising action:

;

Heuristic analysis

What | did: Compared the site / product against known design standards
to identity opportunities

Findable: 1
How easy is it for
users to find what
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Can Users aanly 1o that which Ty are ssding
chavieh ans devces?

I8 ivorration formmatind with resbs

cooooeE
H
H
3
g
]
|
H

Accessible: 6

Does it meet ally

compliance for
disabled users?

Accessible

e et 2

O Does it meet el

b of sccess td ity corglunce
gheati i » e wase that + 20 o more of the work

b Used via ol axpectsd charnals and devioms?

rakrate of those 596 whh
pepdation s Sfwerly aties

Clear: 25
Is the path to task
completion
obvious?

Clear

2 It eamy 10 undeestand?

rget demagraphicy” gracin and reacing jewe] bair
shothon obwious and bes of dis
10 describe?

2 Wouk o user i 1 e

Communicative: 16
Is the navigation
and messaging
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tasks?
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without massive
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the target user?
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Q Ik desrathe 19 1 target User?

Do it makrah comoTmity with Sxzectsfions froughout e inienacion azoes charnds?

Q
O Can s user sasily descete e v
O How s 5uc0e9s boing moasured
T Does it kmpeows customer sty

3 E oantrbuse 19 the bomom | ine?

Learnable: 6
Can it be grasped
quickly?

Learnable

D Can ¥ v grasped quiady?
D Wst i ctlered 15 sass the s comed catad proosses?
O Is kmemo
3 15k sasy
D Dows & Sere

sty an0sgh 33 be poadiciatie?

Credible: 4
Is it easy to verify
your credentials?

Credible

vty your creaTisk?
ez ppart cortaet atars 41s reecdedT

What s growides i rraks the dedwered emlte mare used? chuady bisebeat?
NOIeat Uise 190 Dinsw 30828 Y £1498 (V) ) 103 SunTormsates o) OTw) Lvvhoga Prtent Live T Lusow 50029 fiv A998 01 ech 300 LerTarmance on e Sevuphe Notomn (5o 199 Dator SE90w W fuivs 08 G0 (9343 Davfinirasce 50 1V (Ve Moten: Liss (b Sekow 40000 137 1030 00 s8ch Sk’ Parmmance o I paecoe Ot whin ssking 1o¢ sersiive ponsondd du
Motes: Liss (he Bekow £0aca f3r 3188 60 S8ch ek’ BArITNcS 0n this princke Nateas Use 10 Devew 52008 f0r H008 O 0OCH 18ECS DOTEOTINICE O WS Sl Moses: Liss the Below 0aca fr 13988 60 S8ch Sk 's BArbATancs on this peincile — — Yook Yo Yoole P Tok s
Tawe: Tk Task: Taakc Tawc: Tk Tase: Taak: Toak Taak: T Task: Slaten: Use the belny spuce S nales an asch mk's pavmance
Tonke Task: T Task: Tawe: T Tash: Tenk Taak Tash:
D A —— ¥ Ikt Achechm Mt | Aty Conae © 2% tcusos Actech s | Aty Conae & 270 ¥ ietrsn Axhmcare e | Acky Covar & 58 5 Ietareton Achtncare Wesca | ALy Coret © 503 18 s Achemcase Hearkes Aty Comer & 3053 3 esenatoe Arnect M | Ascy Cove © 700 10 reance Attt | Aty Conae © 5270
war vauaeg
the kah Umemety
et
[
Cou b pavcrtead
ul Undlear e b 3 Nadec [ereyT—
e " B romang e i
o Brofinks Accessible Controls concepts or Epty ey
et e} - . Unnecessary S corater
—ee— e e ] use of Ul labefling features wotsang ot
cvema o e yi
o - — s
——— - controls states St miiogn [A——
[e— [—— [ — e folonw = - Semta o o, e mpearer
N iy e, o S e [ r— g — - e - petattes
A e 483 gl Caruicc — | r—— ——— —— e cart PO Hypartack: Hyperticok: — Hyperbock: [ep——" e
Cuatireons | Cleedac tngass RIIIS e cogy e T propedree Curgrgthe e ncE cuar what Hidden tooks eostumtin it do thase ol s o pms
oo T T Accessible el [Smstendtel| [t [t i o= > et Sttt == e r——— | Mtacessble  woviomaee oM dSWhat
2 ey e - — i L — o) b dewrw e = e wn e -
oo st <o " use of [y 2 3rraryactss e S v 3 RUpp— 10 user Snvanen 15 the value of
arwacy have an Sangrgman ————— or are ———— o oy thees?
MOAT ) Pl e - color Zarr i uncer i S o
-—-;—-— wha A uner B G s -———-.
g s o - Sgn Lp and Login - M’ﬁh‘ :__ 3 _:.—-:.
~ ———— " P — Conside P A S =
= — — a3 CTALn i -— Pt fyauis
—— - e ———— Headings do = R
Videox: BUG === e fenda ) ool o] nly Cantaton Mal_n Use of Too T s ——
1 cick one of the Sound ety e ot sy e — between offers offering much ———— e
toarts arxd then effects may e el —— correspond s undear . s
s o not be a11 1o value prop is unclear |l IMmages text
1 ot & 404 page. Y
compliant
Ottt T b Cactboart e b "‘:
itohdam—— e st 7e ety ———m——— ——— ey rars
e G i pptn o s s Rl ———— e
Naigaciore ] n-'tﬂ_u-‘v = o — e ——— = Coneiter Lol “":. — —— L)
popep ey » - ¢ s—— v Pachcard - v el ———— Nl —— - -
ey | St T T ey [ o — Coeerteme Ty - e we g e e
wrabiiry et it et G it aame i - o o of Svrc— Sve——— B
here 3 baser way -—w--‘:- AT AL ———— apohed [———
o aganie 0 s the vikune e
b Wit st
—— e
— - -~ —— S N33 ead B
of how e ket Lack of ...""..=—-.'._ = e s i
gvorrrimrt signifiers SImT ——— oy Tt e
. - [es——"
2k e tha for 1 i e el
Ty v P TV a -
——— interactivity pleet
=EE
——
T —— N [P — oy
- iy Pt el Unable to
P~ o8 po [— Lackof Usability
o — R o w— fiver t0 most wd
fratimire e Usability ey st ————— imporant Seraechy issues
- o - . s hram e ey logical page Fixes
X —— organtzation N
on sign on login
up form . ot Frarme it nct
[ —— : Farcass Thares — -
e [ - . o eany to fker by retertnh —e— 2 Gar anby e [ —
p— =) s v, - ——— oty =
— T —— - v v e, dppatanay . o ok o0 3 ack B8 Aapiebthagats . g
e v e o progree Tow takan v Conaster varg e ferkapmer [ER . -
ety —yy———— oo s which | havenrt. e [ — — o Canaidn . —-
—— ce ey =R ot foirtwmrend ey —
o = wantty - o rad ot
Videos: The
e —— tatie colimes - [~ v
- oy ot have - o - " — omns
i - e makes - e g — o~ — ey 2 o
Shu Gohayened et pates tties. Coneider ety e rurder e ey —vreanmt i)
[T m——— e ———r ot e
= ve— aan Cameider e— b B
1 it p— ez e I
g A



S |

The rising action: || Heuristic analysis

® What | found: Users were potentially unable to complete tasks without
massive frustration in 31 situations.

Communicative: 16 Useful: 31
Findable: 1 Accessible: 6 Clear: 25 s the navigation

How easy is it for Does it meet ally Is the path to task and messaging

Are users able to Valuable: 7 Learnable: 6 Credible: 4

: . : complete tasks Is it valuable to Can it be grasped Is it easy to veri
users to find what compliance for completion helpful and P grasp Y fy

: ' i ? ickly? ials?
they are seeking? disabled users? obvious? O oI E TR R without m.asswe the target user quickly: your credentials?
tasks? frustration?




® User interviews



The rising action: 9 User interviews

What | did: Conducted 4 rounds of interviews with dozens of current &
orospective students in order to find key pain points.

Unsure
about how
to describe "I'm not

KrackU

sure what

' "
Describe offer: Live on KraCkU IS. It's not too
o, e ey Closed  immediatel YRS
e both closes pop- Exited out
University popups up E||m|nate Ithe live
- - oniine popu
- — Bianca Dalton dIStra Ctlon p p p
o) ers
e
S
What do you do
next: Nav >
Homepage courses, click
Looking at both was most : _ around, Free Stuff
sides of the fusi MCAT L Looklng for
sz 5l conrusing Online gives you ,
N notsure what s live classes social proof
o clear B
, they are | guess? (externally)
point of — =
focus on the
homepage was unsure how would Jook at
to describe what the reviews would go to

Eye goes to W‘a[S[Ab_e-ng on the Reddit to



The rising action: 9 User interviews

® What | found:

® [he product description was unclear

e [he price point was great (and possibly too low!)

o Students had FOMO about needing to use a variety of resources

® [here were critical usabllity issues on the sign up form and tlow



f Competitive analysis



The rising action: @ Competitive analysis

What we did: Analyzed what other companies were doing well

Blueprint - Website == Blueprint - Offers Blueprint - Product = ..

MCAT home

MCAT diagnostic (half MCAT)

i
A




The rising action: @ Competitive analysis

® What | found: The client's product offered way more resources than
thelr competitors for a better price.

This indicated that students didn’t need more features, they needed
better access to existing features.



The rising action: Summary of findings

e T Customer journey map—> [op of funnel is key for acquisition

s

- | |
a1 XL J
P e
| ) )
- | o

® | | Heuristic analysis—> User frustration in simple tasks

——

e 9 User interviews—> Users don't understand offer, are frustrated

o i Competitive analysis—> \e don't need new features, just clearer
features



The conflict: Next steps

1. Reduce how frustrating it Is to sign in and pay
2. Make the offer clearer

3. Make the main product easier to use (and try to resist adding new
features!)



1.

Reduce how frustrating
it 1s to sign in & pay



The conflict: Reduce frustration

Sign-in: Major pain point eliminated

Before

e Slgn Ly Sign Up (6 fields) Sign In ' ' Email verification Redirect .to Tl SMS verification geadledilel
it Free s Subscribe page page

After

lick Si /T h Free Trial | ‘
It Free or account page




The conflict: Reduce frustration

Nteractions

Sign-in:

Before After

Create your account

No credit card required.

Get Started Free Today

No credit card required for the free trial

Username

Q) »n

W

exam
ARACY YRSt

First name
a ;é.:t‘\sation and Perception o
1.1 Seesation Versus percaption

pqurc i
\ [w M, { ‘&
Y

D /( Hf e Last name

Country phone prefix

CHEMISTRY REASONING

SKILLS
'H\i"ml:i' ¥

Cell phone (for authorization)

1

Password (must be 8+ characters)

Confirm password

| agree to Examkrackers

Receive news and promotions. | agree to Examkrackers

Receive news and promotions.




The conflict: Reduce frustration

Payment flow
Before

e \Nanting to purc
content] = 5 min

® 10 screens
® 3 forms

® [\WO verifications

h

]

ase| —> [seeing
es

® 1.5 minutes of loading

® 3 pain points

After

o \\Va
content]

® 12 screens (-4)

e 2 forms (-1)

® [\WO verifications

® Si
CO

1.5 minut

MImur

catl

es of loading, but w
on of how long it wil

® 12 pain points removed (-11)

Nting to purchase|] —> [seeing
= 3.5 minutes (-1.5)

th

take



2.
Make the offer clearer




The conflict: Make the offer clearer

exercised my marketing / UX writing muscles by exploring better value
oropositions & CTAs with my team.

Before After

Trusted MCAT test

Introducing the MCAT Prep Platform!

prep for over 25 years.

¢ \\\nat is Krack University and why should | care” e 05 vears communicates credibility

e Doesn't pass accessipility standards e Better color contrast



The conflict: Make the offer clearer

Before After

Choose between flexible
coursework or live, interactive
lectures.

KrackU MCAT

3 MCAT 4.1 Anaboliam and Ca
What if... m.’m

e 9
t'}.:.’-k = 1’1-.?

m $495/90 days

A self paced, online course
with everything you need
to prepare for MCAT.

Introducing Krack University with Hyperbooks, The best MCAT course
New State-of-the-Art Interactive Software Now comes with the best software.

Designed to Increase Your MCAT Score faster. Start studying now!

Learn more about KrackU View plans

Try it today. No credit card required. Master teachers are ready to raise your score!

T
‘ mﬁ ii ‘l“ Eu il (VTN FTVYCLILEY $2.595 $1,895/full year

i'rf' - A full year of live online
‘. 1] courses and KrackU.

The names of the products are the headers. Unfortunately the
names of the proaucts don’t mean anything to students yet.

Here the value of the products are the headers, which directly
adadress user needs.



The conflict: Make the offer clearer

~eedback after mprovements

"It | saw this, Yeah, | like this
| wouldn't buy it page. It gives you
because it's | everything you
nothing special" need to know.




The conflict: Make the offer clearer

Before

Books ¥ Aboutthe MCAT VY Free Stuff Y Reviews

What if... - MCAT Prep

h‘ ) ; A

Content in Greater Depth

Interactivity that Motivates

Bic CORPORATE = exam
PRICING " KRACK UNIVERSITY

This page is supposed to outline all the features of the core
product, but the value is hidden behind vague terms like
"Comprehensive” and “Innovative”

rackU

We did the research. -, What if...

Here’s everything you T

need for a 515+ MCAT 1
{t@

score. o
-~ 14
KrackUniversity is the most comprehensive online MCAT prep o
CoL u need to prepare
r the test and t yvour high COor¢

-
L=

Start your 7-day free trial

Seven unique ways to make
your learning more effective.

SELL THEORY
L ]

In the redesign, | focused on tangible examples and
numerical benefits (7 ways, etc.)



The conflict: Make the offer clearer

~eedback after mprovements

“I'm not

sure what
KrackU is."

————————————————

Described KrackU as
"online asynchronous kind
of course, where you can
watch videos and read the
books and go over practice
qguestions and things that
seems useful."

Ph2-R1-P1



The conflict: Make the offer clearer

Before

~~ exam

For your best score, take the MCAT only once.

Choose the Comprehensive Plan

Free Trial Cram Refresher
areful. If you try it, you will buy it Review a subject Not enough f 1 full review

$0 $95 $275
7 days 30 days

Buy Now Buy Now

Comprehensive Juggling-too-much Excessive study

$495 $945 $1745

90 days 180 days 365 days

Buy Now Buy Now

The subscription tier descriptions were

vague, mildly insulting, and the amount

of tier options caused the products to
canibalize each other in pricing.

There was also no reinforcement of
the value stuadents would receive
before purchasing.

Meet your new reliable
study partner.
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The conflict: Make the offer clearer
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The conflict: Make the product easier to use
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The conflict: Make the product easier to use

VVWe then identitied 4 core guiding statements to inform our new designs:

1. Help me know what to do
2. Help me to do 1t

3. Show me my progress

4, Make It Tun



The conflict: Make the product easier to use

Jsing those insights, we each came up with a re

MOost valuaple.
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The conflict: Make the product easier to use

combined all four designs Into a refined, high-fidelity prototype that we
tested with users.
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The conflict: Make the product easier to use

~eedback after mprovements

Dashboard Side nav is Would go to
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away from it
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Results & learnings



The resolution: Results & learnings

VVebsite engagement 14 surveyed users 14 surveyed users
ncreased by said they would pay said they would rank
the redesignec

30/, 2X more procct
—or the redesigned 3Xx higher

Oroduct

against competitor
oroducts.




The resolution: Results & learnings

VWhat about revenue’?

Althougn pranc

reputatior

significantly increased at t

and engagement improved, revenue has Not

ne time of writing. This actually makes a ot of
sense, since the designs released by development so far focused on top
of funnel metrics only (flows & wepsite screens).

The redesigns for the product itselt are currently being developed, ano

while my Involve
| completed will

Mment on this project is i

1S

ead to a revitalized proc

Ned, 1t IS expected that the work

UC

- once officially released.



The resolution: Results & learnings

Learmings

® Just as thorougn design leads to quicker development, thorougn UX
iNnvestigation leads to quicker and more eftective design.

® | isten to your users! [hey will supply aimost all the design inspiration you
need.

® |ncreasing customer interest was not a matter of adding new products,
out refining existing ones.




