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Google Express

Google Express was a dedicated 
shopping experience on web and mobile 
apps that offered same day delivery of 
everyday essentials from local stores, 
saving users from making a weekly trip to 
the grocery store. 



Google Express

However, at an average session time of 
30-45 minutes to build a cart, meet order 
minimums, checkout and set a delivery 
window, it wasn’t actually saving them 
time and effort.



Google Express

The product director approached the user 
experience team with an ambitious ask:

Leverage Google technology to create an 
assistive, predictive shopping experience 
and reduce time to mere minutes.



Discovery



To tackle this ambitious and 
ambiguous ask, I collaborated directly 
with our lead product manager (PM) in 
a series of iterative whiteboarding 
sessions over the course of a week.

In these sessions, we defined the 
product requirements, assessed 
technical capabilities and explored 
high level product features and flows.

We established a weekly collaboration 
session with myself, the lead PM, 
technical lead and product director 
throughout discovery.

Discovery

Ideation



Once we had a general direction for 
the product feature, we drafted user 
stories for two personas:

1. A long time user
This user would have a rich history 
of repeat orders. Modeled on our 
average user, who was a 24-40yr 
old female with high income.

2. A new user
This user would have no existing 
data on our product. They were 
modeled on an average Google 
search user with mid-high income..

Discovery

User stories



Discovery

User story 1



Discovery

User story 2



After reviewing and refining the user 
stories with our team, I quickly 
translated our recommended 
approach into a series of prototypes. 

I recruited our user research team to 
conduct testing with small groups of 
target users to test and validate key 
hypotheses.

While users were generally receptive 
to an assisted experience, they 
expected a high level of clarity, 
transparency and control over the 
process. They were not ready for a 
fully automated shopping experience.

Discovery

User research



With clear user feedback and 
alignment across the team on a 
recommended product vision flow, we 
were approved to design and build a 
product feature for launch.

I summarized our insights in a set of 
principles to guide the development 
of the feature and collaborated with 
the PM on a product requirements 
document (PRD) to define the 
minimum viable product (MVP).

The key finding for the initial ask was 
that we needed to build user trust 
through iterative assistive features.

Discovery

Outcome



Product design



I reviewed our work with the product 
management and engineering team 
leads and determined that the optimal 
integration for an near-term assistive 
feature would be in our existing 
mobile app add to cart flow.

Reaching order minimums for free 
delivery was a well-documented pain 
point for our users, and the feature 
could be integrated into a single 
controlled surface to launch quickly 
and assess user engagement. 

Working with my cross functional 
partners, I prepared an MVP flow.

Product design

Overview



Product design

Initial MVP flow



Over the next few weeks, our team 
proceeded to build out the back end 
capabilities while I refined the design 
and tailor it for iOS and Android.

We continued user research and 
found opportunities to further simplify 
and sharpen the interaction and visual 
presentation.

I also coordinated reviews with 
partner teams, particularly on our 
privacy and personalization efforts, to 
align this feature to the overall 
patterns and frameworks across the 
experience.

Product design

Detailed design



Product design

Final MVP flows

iOS app Android app



Delivery



I supported the engineering team 
through launch with documentation, 
build reviews and approvals.

The final feature launch showed a 
small improvement in lowering cart 
abandonment, but was most impactful 
in improving the data quality of our 
recommendations and related product 
results. 

This was critical as we transitioned our 
product into the main Google 
Shopping experience, where the 
focus was on single product discovery 
instead of cart building.

Delivery

Implementation and impact



Thanks!
See more samples of my work at 
www.stationzero.org/kylehoyt


