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The Amazon Prime Video app is an app used to watch and download
movies and tv shows both online and offline.
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The problem

The app was receiving some negative feedback post update.

The goal

To analyse user experiences with the app and to explore potential new
features for it.

My role

User research
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BRAINSTORMING
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Everything is working fine but there is
“=*==~ " think to be improve and
ble tap to fast forward and
and also should have option
x-ray thing.

vals o ) Tv app is useless
Initial analysis into the Amazon Prime N

Video app showed a large number of negative
reviews following the recent update of the app.
Users generally indicated that there were

some technical issues and that the

navigation of the app was not very

accessible or functional.

Your new tv app on my Lg tv is
absolutely useless, tonight I've gone to
my Discovery sports and
entertainment packa
searched for more tk

the discovery chann
without any success, Laaias
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New update ruined it

The navigation in this new app on
Apple TV is simply awful. Covers
expanding while trying to navigate,
only one row of thumbnails on screen
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In order to carefully consider all of the issues old e

raised, | created an affinity map to group Kttt

when there used to be 3 or 4. Top

it

the issues into relevant categories. This
helped me to analyse which sections of
the app were mostly criticised.
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Affinity map of all issues raised in reviews
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banner unrelated to what | select.
Gone from a 5 star to a 1 star

Could be easier to navigate...
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Love Amazon. But all they are
interested is in making more money
but charging to watch movies and tv
shows.

Their system is not easy to navigate.
Functionality needs to be better. Given
they are Amazon, this really su

App Store Reviews

RESEARCHING

Focus Group

To gain a deeper insight into user issues
surrounding the app, | decided to conduct an
informal focus group, allowing me to further
analyse user feelings and needs.

After defining the purpose of my focus

group, a group of 6 participants were selected
based on their understanding and experience
of the app.
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To find out how
users perceive the app
and why.

Key Issues Raised

«Difficult to navigate & find continued shows
«No option to switch between light & dark
mode for accessibility

-Too many adverts between episodes

New Feature Ideas

By reflecting on the focus group findings, | was
able to brainstorm all of the ideas discussed in

order to decide on some new features for the

new update which would help address the most

user pain points.

«Episode shuffle on tv shows
-Swipe to rewind gesture
«Customizable layout
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To explore what users
believe are the most
important features of

the app.
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Focus group script
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To understand what
problems users
experience with

the app.
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«Continue watching at

the top of the app

*Customizable layout

*New content
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*New content
not updated

*Takes a long time
to load content

*Watchlist hard to find

«Cannot find the continue
watching tab

*Too many adverts

*Swipe gesture on *Smart search bar

video rewind

+Points system to

SSphece Shisiic unlock paid for shows

=Choice of light/dark

*Personalised mode

suggestions i §
+Visual settings

Amazon
Prime

Video App

*Hard to navigate around app

«Frustrating navigation
on app

*Connectivity issues «Dark mode by default

during playback
«Settings not very

i customizable
*Too much going on :

in app layout
*Not very accessible

*Prices too high for or easy to use

what is offered

Brainstorm of Findings
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REFLECTIONS

Upon reflecting on my research and findings, | learnt that a focus group can be very beneficial for collecting a large
amount of qualitative data long after the implementation of an app.

One thing that | found challenging was that individuals in the focus group would become influenced by eachothers
answers. However, the group did generally make it more comfortable for the participants to open up as it felt like a
more informal discussion compared to a one-to-one interview.

In order to enhance the findings of this study, | think it would be a good idea to take a step forward and to conduct a
survey as users may be more willing to open up if they feel like their answers are anonymous.
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