Introducing you
zomato community!

Do Good, Get Treats, and Feel
the Warmth of Giving Back!




Goal: Increase the number of ratings and reviews on the platform

What is Zomato? What is the current food ordering experience? (User Journey):
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Click Here for Data Source
— Business Problem: Monthly, the number of new reviews on the platform is significantly lower
compared to the number of users who visit the platform.

Users Problem: Users lack the motivation or perceived need to write reviews.

Methodology Used: Design Thinking -> Empathize, Define, Ideate, Prototype (Wireframes)



https://blog.zomato.com/q2fy24

Problem Discovery

Increase reviews/ratings

Foster Community Engagement

Improve User Motivation

Create FOMO (Fear of Missing Out)

Communicate Value

Enhance Communication and Education

Provide Guidance

Facilitate discussions among users about the value of
reviews.

Create forums or groups for review enthusiasts to share
experiences.

Highlight benefits or exclusive opportunities linked to
active reviewers.

Showcase limited-time offers for frequent reviewers.

Emphasize the importance of reviews in shaping platform
experience.

Educate users on how their reviews benefit others and
the platform.

Offer prompts or guidelines for writing reviews.

Educate users on the impact of detailed and constructive
reviews.
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Generally, users don't feel the
need to leave a review on Zomato.
Over 70% of users read reviews
without adding their own.
83.4% of people find the "add
review" page boring and tend to

User Pain Points

Opportunities

Increase the need to open the app (e.g., via push notifications about frequently visited restaurants).
Create motivation or solid reasons for users to add reviews.
Enhance the "add review" Ul by incorporating gamification.
Raise awareness among users about the types of review systems available.

\ leave without reviewing. /

Validating the business issue
reveals a lack of user motivation
to contribute reviews despite 59M
monthly users. With only 114m
reviews over 15 years,
incentivizing users to "Add
Review" is crucial. Addressing this
boosts review quantity, accuracy,
user trust, and future revenue

k opportunities. /

Why to solve it?




User Persona

Sam Alia Reframing the
Age: 19 Age: 27
Location: Delhi Location: Mumbai problem Statement

Occupation: Student Occupation: Working Professional
e Users often lack the motivation

to provide ratings and reviews
User behaviour and needs: User behaviour and needs: on the platform as the

P y
perceive it as a waste of time

e Mostly open Zomato at the time of e Mostly search about new restaurants on without tangible benefits.

ordering from restaurants. the platform.
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different users. e Curious to see what kind of reviews her

, can submit, leading them to
favourite restaurant has on the platform.

abandon the idea of providing
Pain Points: Pain Points: ratings and reviews altogether.

e Often finds lack of need to write e Finding accurate insight about her The user interface for adding
reviews on the platform desired food items is hard. ratings and reviews is not

e Confused between various types of * She is not feeling inspired to write a engaging, causing users to leave
reviews and ratings on the platform. review for recently visited restaurants. the platform before completing

the review form. /




Prioritising Solutions
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Facilitate discussions among users about the value of - "
reviews. z N /
Foster Community Engagement > <

Create forums or groups for review enthusiasts to share

Increase reviews/ratings Improve User Motivation SPEEREE
Highlight benefits or exclusive opportunities linked to
Create FOMO (Fear of Missing Out) active reviewers.
Showcase limited-time offers for frequent reviewers.
#P1 Best Restaurant #P2 Zomato #P3 Give a Review to
to Work Awards: Community: See All Reviews:
Motivates restaurants to encourage Establishing a Zomato in-app Users can access reviews for free for
customers to leave reviews. Provides Community, encouraging revieWS, the first three per restaurant.
users with insights into the best and rewarding participation fosters Subsequently, they must give ratings
restaurants for ordering. engagement, driving a substantial and reviews to view more content,
InCrease in user reviews, enhancing encouraging participation_
platform interaction and diversity.
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In above, green text header is ideated solutions to the problem statement.



Introducing Zomato Community (Wireframing) zomato
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Value Generated

For Zomato Business: For Zomato Readers:

e Increased ratings and reviews due to genuine motivation. e Access to more ratings and reviews enhancing the
e Enhanced advertising revenue potential. reading experience.

 Improved trust among users due to more accurate e Increased trust through more accurate content.
content.

For Zomato Writers: Explanation about Virtual Zomato Coins:

e Genuine motivation through rewards like Zomato coins. e Rewards like discount coupons hold significant value
e Sense of accomplishment leading to diverse reviews. for Zomato's user base.
e Providing real money would escalate costs; curated
rewards have a more substantial impact.




Key Metrics

Type Priority Metrics
Engagement Med Click-through rate (CTR) of the Rewards tab.
Percentage of users writing reviews after clicking the "write review" button.
Conversion Hioh Average time spent on the rewards tab per user per month.
5 CTR of the "Write a Review to Redeem" button.
Retention High Percentage of reviews by previously inactive users per month.
Referral Med Number of users sharing rewards news via the share button per month.




Potential Pitfalls

Pitfalls

Mitigations

Users creating fake accounts or submitting
dishonest reviews.

Use robust security measures like account verification, IP
tracking, and Al algorithms to detect fraud. Promote genuine
participation with clear guidelines and fair rewards.

Technical glitches disrupting user experience
during challenges.

Test thoroughly before launching challenges, ensuring
platform stability. Provide dedicated support for quick issue
resolution and transparent communication with users.

User fatigue due to continuous or frequent
challenges.

Maintain a balanced schedule and variety in challenge
themes, durations, and types. Gather user feedback to gauge
tolerance and preferences for challenge frequency.

Competitive challenges fostering negative
interactions among users.

Cultivate a positive community by nurturing healthy
competition and stressing constructive feedback. Encourage
learning from others' experiences rather than solely focusing

on winning.




