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U S E R  I N T E R V I E W S

Two shoppers, deliberately different motives

PG
Anjali Gupta
Finance background

Shops for cosmetics & trend-tracking

PK
Shivam Thakur

Engineering background

Shops almost only to gift his girlfriend

Interview guide (same six prompts for both)

1
General experience  how often, and for what?

2
Biggest like, and biggest frustration, and why?

3
Is search easy, and do results feel relevant?

4
Do product descriptions & reviews help decide?

5
Was checkout smooth? Were payment options clear?

6
Any time you almost bought and didn't why?

Method: informal, open conversation — not from a product/design background



C L OS I N G

Key takeaways

1 Discovery and product trust are Nykaa's strongest muscles  AI-summarised reviews and clear product pages are what actually convert.

2 Onboarding and checkout are where trust leaks  stacked pop-ups on entry, a silent add-to-cart, and a coupon that doesn't fit the order.

3 The app-store rating (4.7★) and long-form review sentiment (1.6–2.6★) diverge sharply — delivery and support are bigger risks than any single UI flow.

4 Users aren't loyal to the app — they're loyal to whatever is convenient for their specific reason for opening it that day.

Thank you
Varun Kumar  |  Nykaa User Experience Analysis
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