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What is BYO?

 BYO is a tool that enables shoppers to build their 
dream vehicle. It is the most accessed page in 
mbusa.com and one of the most important 

features in the shopping process. 



The Results

 
The refreshed BYO experience resulted in 

more save builds and inventory visits.

+6% +75% +44%
Reached Summary Page Saved Builds Inventory Visits



An Intimate Collaboration of 17

 

Product Manager
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Data Scientist 
UX Designer
Creative Directors

DISCOVERY

Clients
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Visual Designer
Creative Directors
Product Manager
Senior Architect

DEFINE

Accessibility SME
Visual Designer
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Content Strategist
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Product Manager
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My Role

 
My primary role was to collaborate with an 
interdisciplinary team and clients through 
workshops, research, concepting, sketches, 

wireframes and user testing.



The Assignment

 
The brief was not to reimagine the 

BYO tool but to design incremental 
enhancements and updates.



The “Why”

 
As shoppers are getting comfortable 

purchasing vehicles online, an update was 
necessary to design a more efficient, 

streamlined purchasing process.



Primary Business Goal

 
Funnel shoppers to browse vehicles 

in new inventory.



The Problem to Solve

 
80% of shoppers are leaving the BYO 
experience midway and never getting 

to the end of the summary page. 



Design Process

 

Competitive analysis
BYO audit
Site analytics
Customer surveys
3rd party customer research

DISCOVERY

Jobs to be done
JTBD User Stories
Identify Customer needs
Core customer definition
Feature prioritization

DEFINE

Sketches
Prototypes
User testing
Wireframes
Visual Designs

DESIGN



Discovery

 
“If I had an hour to solve a problem I'd spend 
55 minutes thinking about the problem and 5 

minutes thinking about solutions.”

Competitive analysis / BYO audit / Site analytics / Customer surveys / 3rd party customer research



Discovery  

Starting with Data
Most shoppers only customize the exterior colors. 

Second most popular category is wheels which is 
also accessed from exterior.

Exterior

Interior

Entertainment & Convenience

Performance & Safety

Service & Care

Summary 
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Discovery 

Primary Destination from BYO

79%
Non-Summary 
View Class Pages

49%
Summary 
View New Inventory



Discovery 

Customer Surveys & BYO Audit

● Too many packages and options to choose from.

● Non-factory options such as accessories and service & care options seem excessive.

● Lack of guidance and unclear on next steps.

Customers are getting paralyzed with decision making
 

● Total build summary module is covering the vehicle.

● Shoppers lack the opportunity to view their build in various views.

● Lack of vehicle information which is causing significant drop-off.

The vehicle is not the main attraction



Define

 
Who are these shoppers and what are their 

goals and needs?

Jobs to be done / JTBD User Stories / Identify Customer needs / Core customer definition / Feature prioritization











Define 

Jobs to Be Done High Level Jobs

Help me to reliably commute to work to earn a living 
and provide. I need to care for my family and keep 
them safe. 

Camila - The Dreamer

Help me have a pleasurable driving experience, so that 
I feel more peaceful and secure from the outside 
world.

John - The Loyalist



Define 

Identify customer needs



Design

 
Simplify the vehicle configurator experience 
that guides shoppers to make confident choices 
to get them to purchase their dream vehicle.

Sketches / Prototypes / User testing / Wireframes / Visual Designs



Design

The Shift

Exterior 

Interior

Performance & Safety Options

Comfort & Convenience Options

Accessories

Service & Care

Current Experience

PURCHASE TOOL

Exterior

Interior

Options

Refreshed Experience

DREAMING & REALITY TOOL



1. Simplification of Categories
A streamlined flow for customers to quickly 
access BYO categories. This provides more 
context within the flow and manages their 
expectations. 

BYO - Exterior

3.  New Vehicles Controls
Provides customers with more control to view 
their builds. Customers can quickly switch 
exterior/interior views and view their builds in 
different environments.

2. Updated Vehicle Hero
Larger vehicles take center stage and allows 
customers to focus on their builds with no 
distractions.
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1. Optional Features
Updated the language to be more direct and clear. 
A link to view what’s standard allows customers 
to understand what’s included with the vehicles. 

This will help guide them in making better 
decisions on what options to add to their builds.

BYO - Exterior continued
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2. Package Thumbnails
Allows customers to quickly view and compare 
packages.



1. Total Build Module
This persistent expandable module allows 
shoppers to quickly access their total build 
summary and lease/financing options.

The next CTA provides shoppers with an instant 
way to make progress.

BYO - Total Build Module

1



1. Total Build Module Expanded
Quickly view your build summary and payment 
estimator at any moment of your build.

BYO - Total Build Module Expanded



Key Learnings

 

Make sure the team is focused on 
understanding the problems first rather 

than going straight to solutioning.  


