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Content design

Through collaboration with design, a11y, UXR, 
and product, content designers work to deliver 
content at the right time, place, and format for 
our customers.

Content design considers user needs, 
business goals, and content research to 
ensure users have the information they need.



Content-​led design

Content-​led means implementing a strong content discovery 
phase to get into the user's head before bringing in UX to 
design/solve problems.

We'll walk through each of the steps involved in discovery, 
and how each of them informed our final proposed design



Business goals & 
objectives
User needs
Functional requirements
Technology constraints

Content audit
Competitor analysis
Customer journey 
mapping
User research

User flows
Information architecture
Content hierarchy
UX writing

Usability testing
User feedback
Metrics & analytics

Requirements 
Gathering

Content 
Design

Research & 
Analysis

Content 
Testing

Test & 
Iterate

SOLVE THE RIGHT PROBLEM SOLVE THE PROBLEM RIGHT

DISCOVER DEFINE DEVELOP DELIVER

Content Design Double Diamond



Design Status - Discovery

PROCESSING JUST SHIPPED IN TRANSIT DELIVERED EXCEPTION

When an order is placed on CVS.com, a customer receives email and SMS updates about their order through Narvar, 
linking them to a tracking page that shows a full history of shipping events.

Customers are eager to know when their packages will be arriving, but default carrier tracking pages often lack detail, 
providing a less than stellar customer experience.

Opportunity

Context

Narvar's upgraded tracking solution would allow us to create branded tracking pages based on delivery status -- 
providing customers the most up-​to-​date and contextual information around delivery of their order

Case Study: Narvar Track Page



Case Study: Narvar Track Page

Requirements Gathering

Customer needs

Understand the existing online order to shipping/delivery 
journey flow

Explore what information customers want, need, and/or 
expect at different stages of that process

Business objectives

Consider what solutions already exist for CVS and other 
companies

Determine what capabilities the Narvar system has for 
dynamic content and design



Competitive Analysis

Key findings
Dynamically updating the tracking page isn't common and leaves users wanting information
Building a tracking page from scratch has limited benefits for the work it requires, compared to a 
customizable solution like Narvar

Case Study: Narvar Track Page

Custom-​built



Empathy Mapping Workshop

To better understand the our end users, we collaborated with our colleagues to consider the steps a 
package might take to get from CVS to the customer, and at what points a customer might want to 
know more.

Workshop Instructions
Map out the timeline of a package, from the package point of view. You can include all potential outcomes.
Imagine how the customer would experience this journey- what they would be aware of, how they would feel, what they would do, 
what actions they might take, etc- and map that experience out below the line.
Now place what you imagine to be the ideal touchpoint for the customer in this journey, using green for happy and red for sad.

1.
2.

3.

Timeline
Package

ships

Sees 
package 

will arrive 
when gone

How easy
to return 

item

Order is 
purchased.

package
in 

transit

proof of
delivery

Shipping
label is 
made

delivery 
is 

delayed

package
is 

shpped

early 
delivery

Customners check
more emails and 

see when the 
package will arrive

customer may 
get anxious if 
the package is 

delayed

carrier 
delivered 
to wrong 
address

carrier 
lost the 
package

Items are 
damaged 

during 
shipping

customers 
are satisified 
when receive 

a package

customers 
receive email 
notification of 

shipping 
status

only 
receive 
partial 
order

refund and 
replacement if 

package is 
damaged or 

lost

Order 
confimation

customer 
service for 

delivery 
questions

Shipping
status

Package 
created at 
warehouse

Package is 
set to arrive 
on X date by

X time

Package is 
delayed and is 

expected to 
now arrive on 

X

Package has 
been picked up 

by courier and is
en-​route to your

destination

Notify me 
when my 

package has 
been delivered
to my address

Package is
filled by 

inventory

Is there a way I 
can change my 

delivery address
after order is 

submitted

Notify me the
minute there 
is a specific 

delay

Provide me with 
specific return 
information in 

case wrong items 
are shipped

Package 
prepped, 

label made

Package
ordered

Package 
shipped from
warehouse or

handler

Package brought 
to/picked up by 
shipping service; 

label scanned into
system

Item 
boxed

Box picked 
up by 

delivery 
partner

Package
moves 
to truck

Order is 
submitted
/received

Package 
moves to
airplane

Package
has 

shipped

package 
moved from 

delivery/distrib
ution centers

Package moves 
to ship or train 

or bicycle or 
moped or or or

Courier has
package in 

route

Payment 
issues/ 
need to 

resubmit

Package 
delivered

Package 
moves to truck
in destination 

area

package 
is 

delivered

package en 
route to 

destination

Package has 
been retrieved
from customer

Package
out for 
delivery

Package 
delivered

Customer 
has opened

package

Package 
set on 

doorstep

Package 
handed to
customer

item out
of stock

package at 
final 

destination's 
town/city, out 

for delivery

Item not
picked 

up

Package 
left with 
neighbor

Package
stolenItem 

delayed

Item 
lost

Item 
delivered 
to wrong 
address Shipping 

delays/issues

Package 
thrown out of 

window by 
disgruntled 
employee

package 
delivered

Package's
label is 
made

package is 
damaged. 
returning 
to sender

Order 
delivered/ 

notification 
sent

Inventory
issues

In country delivery example, happy path

Order cannot be
delivered due to

address 
incorrect/ Notify

customer

delivery
delayed

package 
rerouted 

for 
inspection

Customer is 
content they

got their 
order made.

package 
waiting to be 
brought to 
shipping 
service

Customer 
sees an 

email saying
it shipped.

unhappy things

Order is 
fulfilled/ 

scheduled 
for delivery

Order is
fulfilled

Order out 
for 

delivery/ is 
tracked

Excited 
about 

new item

Hoping it 
gets 

delivered 
quickly

As a customer 
I would like to 

know when my
item will be 
delivered

Customer has 
order 

confirmation, 
waiting to see that

it has shipped

Customer 
checking 

their 
tracker

satisfied they 
found what 
they were 
looking for

I would want 
to be notified 
when the item 
is en-​route to 

my destination

Customer 
wanting to get 
their delivery 

off their porch 
so no theft

Make sure 
home when
item will be
delivered

customer sees 
that package is

on the way, 
gets tracking 

number

Hoping it 
gets here in

a timely 
manner

Customer is 
ready to get 
their items 

opened

Confirmation 
Order was 
received

Notification 
of a payment 
issues/ need 
to resubmit

Shipping 
delays/issues

Order 
delivered/ 

notification 
sent

Inventory 
issues (Notify
customer? Or
cancel order)

Notification 
order cannot be
delivered due to

incorrect 
address

Notification
order is 

scheduled 
for delivery

Notification
order is out
for delivery

Unbox
item

I would want 
to know when 
my item is out 

for delivery

[Positive] 
Customer is 

happy they got 
their items in 

good conditions

keeps 
checking in at 

link to see 
shipping 

progression

customer 
keeps 

checking 
tracking

Item not 
what 

expected, 
might return

I would like to 
be notified of 

any delays 
right when 
they occur

I feel calm 
when I am 
informed

Item delayed 
or damaged, 
complain to 

company

Why the 
heck is it 
in limbo?

[Negative] 
Customer 

didn't receive 
a missing item.

customer 
wants to be
present for 

package

I feel confident
when I am in 
control of my 
item in-​transit

Item is 
perfect, 

start using 
it!

bad weather, acts of
god etc-- customer 

insecure about 
when package will 
arrive, how secure 
the info is that they 

are seeing

I hate it 
when this 
happens, 
it's pants

[Negative] 
Customer 
received a 

different item.

Leave a 
review 
about 

experience

[Negative] 
Customer 

received the 
correct Brand but 

wrong product.

Check order 
tracking to 

make sure its
still on time

A visual 
representation of 
the tracking status
helps me visualize

where the 
package is

more 
checking to

see if 
delivered

Check order 
status to see
its progress

[Negative] 
Customer 
received a 

damage item

Anxious 
for item 
to arrive

customer 
can't get to 
front door 

easily

disappointed, 
but it happens 

(or not chill 
period)

Won't arrive 
in time, may

cancel or 
complain

package
is heavy

[Neutral] 
Customer 

received a good 
condition product 

but no longer 
wants the product

packages
can block

door

packages
can be 
stolen

Let's rip
it open!

customer
has 

package

Customer 
sees order

delayed

Searching 
around outside 

to see where 
they put the 

package?

customer 
opens 

package, not 
what customer

ordered

Customer sees
a different 

timeline for 
delivery item 

broken

package doesn't
arrive, customer
calls customer 
service to get 

refund

I would want 
to know when 
my item has 

been delivered

[negative] 
Customer 
does not 

find package

unhappy things

In country delivery example, happy path

Details of 
where the 

package was 
placed at 

destination

Delivery 
order is not

on time

Missing
item

Package
damage

Item(s) 
cancelled 

ordered after
out of stock

Package
Arrived

Order 
Placed

Received 
order 
confirmation

Order 
confirmation

Order 
altered, 

edit 
notifiication

Arez Jeremy Tess Jean Tegan Shannon Lindsay Wade Victor

Received
order 
tracking

Received order
tracking 
update 
through SMS

Received 
notification 
around the 
package

😄

Where is
my 

order

How can 
I update my 
order after it
was placed

where 
to track 
package

follow 
tracking 

#

check for 
updates 

on the app

not 
fresh

Order 
Confirmed

Shipping 
confirmation

Tracking info 
provided and

options for 
notifications

order is
placed

Knowing exactly
when the item 

has left the 
warehouse and 

is in-​transit

items are 
designated

items are 
packaged 
and ready 

for delivery

order 
tracking 
is sent

Item is 
being 

shipped

Info about 
package being 
ready to ship 

and waiting on
handler

Customer 
service

Info about waiting 
for one last item, 

anything that went 
wrong that is 
delaying the 

shipping 
confirmation

Here's how 
you find 

your item

Notifying me 
when the 
expected 

delivery date 
has changed

Item 
delivered, 

how was your
experience

Providing an 
indication of on-​
time delivery 24 

hours before 
delivery

😄

We want
to hear 

from you

User has 
option to sign 
up for detailed

updates

Delay in 
fulfilling order 
and what the 

issue might be

It's out 
for 

delivery!

Item is out of 
stock, may 

not ship right
away

Packaging

Providing an 
update when 

the item is out 
for delivery

info 
about 
delays

Item is 
delayed,

Notifying me 
when the item 

has been 
delivered

daily 
update on
progress

Shipping 
confirmation 
information 

available
😄

We are having 
trouble finding

package

Order 
was 

cancelled

delivery 
confirmation 
with photo of 

where package
placed

We had 
trouble 

delivering 
package

Where to
find my 
order

Shipping 
progression, 
approximate 
arrival date 

defined

Providing 
details of 
where the 

package was 
placed

Did they 
receive my

package

🙁

taking 
too long

Item is in final 
destination's 
area and out 
for delivery

No indication
that the 

product is on 
its way

Leaving the
customer 
unclear of 

status

🙁

🙁

check for
email 

updates

🙁

🙁

🙁

Notifying the 
customer late, 
not providing 
live updates

🙁

Item is at final 
destination, 

order 
complete

Excited

Notification 
of payment 

issue and link
to resolve

Waiting

Customer 
no longer 

wants their 
order.

Confirmed

🙁

opportunity 
for user to 

request special
needs directly 
with fulfillment

Confused

Notification 
of shipping 

issue and link
to resolve

Surprised
Customer 
is kept in 
the loop

Process 
is shown

items set 
for delivery 

are
Limited 
shipping 

information, 
only know it 
has shipped

🙁
Post order 

issues

Order 
delivered
😄 arrival 

date 
extended

Shipped
😄

Can i 
modify my 
order after 

placing

Order 
confirm
😄

Item will be
delivered 

late

🙁
Change/return

order

Tracker 
page for 

more info
😄 Shipping 

information
never 

provided

Case Study: Narvar Track Page



Timeline

Order is 
purchased.

Package is
filled by 

inventory

Package
has 

shipped Courier has
package in 

route

Package 
delivered

Package has 
been retrieved
from customer

Customer 
has opened

package

Package's
label is 
made

Customer is 
content they

got their 
order made.

Customer 
sees an 

email saying
it shipped.

Customer 
checking 

their 
tracker

Customer 
wanting to get 
their delivery 

off their porch 
so no theft

Customer is 
ready to get 
their items 

opened

[Positive] 
Customer is 

happy they got 
their items in 

good conditions

[Negative] 
Customer 

didn't receive 
a missing item.

[Negative] 
Customer 
received a 

different item.

[Negative] 
Customer 

received the 
correct Brand but 

wrong product.

[Negative] 
Customer 
received a 

damage item

[Neutral] 
Customer 

received a good 
condition product 

but no longer 
wants the product

Customer 
sees order

delayed

Customer sees
a different 

timeline for 
delivery

[negative] 
Customer 
does not 

find package

Tess

😄

Customer 
no longer 

wants their 
order. 🙁

🙁
Post order 

issues

Order 
delivered
😄

Shipped
😄

Order 
confirm
😄

🙁
Change/return

order

Tracker 
page for 

more info
😄

😄

😄

😄

🙁

🙁
🙁

🙁

🙁

🙁

🙁

🙁

And here is an example of the results:

Case Study: Narvar Track Page

Empathy Mapping Workshop



Order is 
placed

Order 
confirmation

Order can't 
be fulfilled

Modify order

Order is 
fulfilled and 

packaged

Cancel order Order is shipped 
via shipping 

partner

Shipping email 
sent with 

tracking info

Item is traveling 
to destination

Order gets to 
local area

Order is 
delayed

Order is split 
into multiple 
shipments

Order is lost

Shipping info 
update

Order is out 
for delivery

Order has 
new schedule

Shipping info 
update

Order is 
delivered

Order is 
undeliverable

Package is 
opened

Package is 
damaged

Item is 
incorrect

Item is as 
expected

Information 
on how to 

return

Item is not 
as expected

Information on 
how to returnInfo on how 

to fix

Information 
on how to 

return

Rate/Review/
Reorder

Info on how 
to fix/refund

Shipping info 
update

Creating the User Journey

To ensure we captured all steps in the 
order process, we held a workshop to 
gather feedback on the journey and 
order process.

This helped us better understand:
User goals
What success looks like
Potential pain points

Case Study: Narvar Track Page



Place 
order

Order 
confirmation

Order can't 
be fulfilled

Modify 
order

Order is 
fulfilled and 

packaged

Cancel 
order

Order is 
shipped via 

shipping 
partner

Shipping email 
sent with tracking 

info

Item is 
traveling 

to 

Order gets to 
local area

Order is 
delayed

Order split 
into multiple 
shipments

Order is lost

Shipping info 
update

Order is out for 
delivery

Order 
has new 
schedule

Shipping info 
update

Order is 
delivered

Order is 
undeliverable

Package is 
opened

Package is 
damaged

Item is 
incorrect

Item is as 
expected

Information on 
how to return

Item is not as 
expected Information on 

how to return

Info on 
how to fix

Information on 
how to return

Rate/Review/
Reorder

Info on how to 
fix/refund

Shipping info 
update

We aligned the user journey to Narvar's predefined tracking pages to determine 
content needs for each page

Case Study: Narvar Track Page

Mapping the User Journey

PROCESSING JUST SHIPPED IN TRANSIT DELIVERED EXCEPTION

Existing email touchpoint

Potential email touchpoint



Global navigation
Estimated delivery date
Delivery status

Delivery details, including carrier 
and tracking number
Highlight if this has changed 
from original estimate

Items in shipment
Click to view product page

Shipping FAQs

Our discovery work and collaboration helped us:
Determine the flow and information hierarchy of content
Create text-​based outlines for each tracking page
Make recommendations that support the delivery of content in the right place and format

1.
2.
3.

Global navigation
Explain what's gone wrong
Delivery status

Delivery details, including 
carrier and tracking number

Items in shipment
Click to view product page

How to get refund or redelivery
Customer service information
Leave feedback/review

Global navigation
Delivered date
Delivery status

Delivery details, including carrier 
and tracking number
Photo of delivery

Items in shipment
Click to view product page

Customer service information
How to return
Leave feedback/review
Buy something new?

Design outlines
Case Study: Narvar Track Page

IN TRANSIT DELIVERED EXCEPTION



IN TRANSIT

Case Study: Narvar Track Page

Carrier tracking

Global navigation

Estimated delivery date

Delivery status

Delivery history

Items in shipment



What did we learn?

Using content as our starting point, the content led design process provided 
real findings that helped determine design

Collaboration with all stakeholders provided the necessary perspectives to  
align the product direction, helping avoid unnecessary and potentially costly 
revisions

Biggest takeaway: understanding what information and content the customer 
needed at different points in the journey informed the page designs in a way 
that working without a content led process could not

Case Study: Narvar Track Page



 Empathy 
mapping 
workshop

Conduct 
competitive 

analysis

Create user 
journey 
flows

Advise on 
info 

architecture

Establish 
content 

hierarchy

Requirements Gathering Research & Analysis Content Design

DISCOVER DEFINE DEVELOP

Content Discovery Roadmap

Confirm 
business 

objectives

Understand 
customer 

needs

Case Study: Narvar Track Page



Takeaways for supporting a content-​led design approach

Engage content early 
and often at every 

stage of the design 
process to help 

identify key areas for 
improvement of the 

customer experience.

Plan ahead for 
content led design 
during PI Planning, 

alloting time for 
content research 

and testing.

Align with design 
partners before 
presenting to 

stakeholders, using 
draft copy instead 
of lorem upsum in 

Figma when 
possible.

Collaborate to 
ensure a shared 
understanding of 
the customer and 
product through 
regular working 

sessions.

Let's get this party started!



Comments? 
Questions?


