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UX Playbook for 
Form Optimization
Collection of best practices to delight your users
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Creating frictionless experiences across the funnel

FORM OPTIMIZATION  PLAYBOOK AT A GLANCE

Forms & Form Fields Common autocomplete issues Sign In/Sign Up forms

After looking at several hundred sites, we realized that there were certain universal UX elements that helped create a 
frictionless form experience, whether e-commerce or finance. This list aims to expand on the 25 Retail Principles and 
provide a checklist for improving your mobile site experience across 4 key site areas:

Additional form conversion 
principles
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Creating frictionless experiences across the funnel

FORM OPTIMIZATION  PLAYBOOK AT A GLANCE

Forms & Form Fields Common Autofill Issues Sign-In/Sign-Up General Conversion Principles

Reduce the number of fields

Label and name inputs properly

Use placeholders

Use autofill

      Name & autocomplete attributes

Use in-line validation

Make location entry easy

Don’t use dropdowns for > 3 options

Use the correct keypad

Use the easiest date input

Forms can be fun

Display a value prop at every stage of 
the funnel

If calls are important, prompt in your 
forms

Show progress bar to guide the user

Limit exit points, or consider limiting 
to calls, FAQ, how it works

Use descriptive CTAs

Show the security of your site to build 
user trust

Clarify why personal info is needed

Facilitate x-device

Fake placeholders

CVC vs CSC

Add value prop around why create an 
account

Don’t make the user confirm account 
info

Give password hints, view password

Sign up with social

Consider one-tap sign-up/sign-in



Proprietary + ConfidentialProprietary + Confidential

What can we learn from 
“Best-In-Class”
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Ecommerce: Warby Parker

Problem to solve: 
1) How do I help users pay quickly and easily?

❏ Reduced number of fields -- First and last name consolidated, 
no second address line

❏ Don’t make user input password twice

❏ In-line validation (green dots)

❏ Notification if a field is skipped

❏ Auto-fill used

❏ Address info uses Google Places API to autofill 5 shipping 
fields

❏ Credit card field doesn’t expand until clicked into

❏ BIlling is shipping by default

❏ Customer service contact capabilities at the bottom
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Finance: Lemonade
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Finance: Lemonade

Problem to solve: 
1) How do I help users pay quickly and easily?

❏ Makes form conversational by breaking up into single 
questions, personalization, and adding an avatar

❏ Uses address validation

❏ Limits exit points except “how it works”

❏ Uses correct input method (buttons for less than 3 options)

❏ Uses numeric keypad for birthday input
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Finance: Nerdwallet

Problem to solve: 
How do I reduce friction at point of sign in or sign up?

❏ Value prop around why sign up
❏ Sign in/sign up with social
❏ Don’t make users repeat personal info
❏ Give password hints
❏ Clear option to also Log In
❏ Only use information absolutely necessary 

(reduced fields)
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Auto: Toyota

Real-time 
validation

Correct 
Keypads x2

Reduce fields 
w/full name on 

single line

Labelling inside field 
saves space (minimizes, 

remains visible)

Pre-populates closest dealer 
using previously entered 

zipcode

Auto-fill 
available

Uses labels, 
placeholders and 

animation 
correctly
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Travel: Rentalcars.com

Problem to solve: 
How do I help users book quickly?

❏ Order summary, ability to change currency
❏ Pagination
❏ Forms with labels
❏ Uses autofill
❏ Uses in-line validation
❏ Gives descriptive validation prompts
❏ Mark required forms with asterisk
❏ Uses correct keypads
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All recommendations 
should be A/B tested!
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Forms & form fields
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Typing on mobile is hard
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of cart abandonments 
due to “too long/complicated 
checkout process” 

Source: Baymard Institute: 
https://baymard.com/lists/cart-abandonment-rate

28%
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Reduce the number of fields

WHY:

27% of ecommerce users abandon orders due to a “too 
long / complicated checkout process”. 

Best performing e-commerce sites have 6-8 fields, 
total of 12 form elements. Average retail checkout flow 
has 14.88 form fields. 

TRY:

● Remove all optional fields

● Consider using full name instead of first and last

● If collecting shipping information, have billing as 
shipping checked by default and hide fields
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● Always use labels on form inputs, and ensure 
they're visible when the field is in focus.

● Use placeholders to provide guidance about what 
you expect.

● To help the browser auto-complete the form, use 
established name's for elements and include the 
autocomplete attribute.
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Use placeholders

The placeholder attribute provides a hint to the 
user about what's expected in the input, typically by 
displaying the value as light text until the the user 
starts typing in the element.

<input type="text" placeholder="MM-YYYY" ...>

Caution: Placeholders disappear as soon as the user 
starts typing in an element, thus they are not a 
replacement for labels. They should be used as an aid to 
help guide users on the required format and content.
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Use autofill

Users appreciate when websites save them time by 
automatically filling common fields like names, email 
addresses and other frequently used fields, plus it helps 
to reduce potential input errors.

Browsers use many heuristics to determine which fields 
they can auto-populate based on previously specified data 
by the user, and you can give hints to the browser by 
providing both the name attribute and the autocomplete 
attribute on each input element.

Note: Chrome requires input elements to be wrapped in a <form> 
tag to enable auto-complete. If they're not wrapped in a form tag, 
Chrome will offer suggestions, but will not complete the form.

https://support.google.com/chrome/answer/142893
https://support.google.com/chrome/answer/142893
https://support.google.com/chrome/answer/142893
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Use autofill

For example, to hint to 
the browser that it should 
auto-complete the form 
with the users name, 
email address and phone 
number, you should use:

 <label for="frmNameA">Name</label>

<input type="text" name="name" id="frmNameA"

  placeholder="Full name" required autocomplete="name">

<label for="frmEmailA">Email</label>

<input type="email" name="email" id="frmEmailA"

  placeholder="name@example.com" required autocomplete="email">

<label for="frmEmailC">Confirm Email</label>

<input type="email" name="emailC" id="frmEmailC"

  placeholder="name@example.com" required autocomplete="email">

<label for="frmPhoneNumA">Phone</label>

<input type="tel" name="phone" id="frmPhoneNumA"

  placeholder="+1-555-555-1212" required autocomplete="tel">
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Use autofill

name 
attribute

autocomplete 
attribute
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Use autofill: Autocomplete attributes

g.co/pay/autofill

Autocomplete 
attributes

http://g.co/pay/autofill
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Use autofill: Credit Card attributes

g.co/pay/autofill

Credit Card 
attributes

http://g.co/pay/autofill
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Use in-line validation

Modern browsers have several built-in tools to help provide 
real-time data validation and may prevent the user from submitting 
an invalid form. Visual cues should be used to indicate whether a 
form has been completed properly.

TL;DR

● Leverage the browser's built-in validation attributes like 
pattern, required, min, max, etc.

● Use JavaScript and the Constraints Validation API for more 
complex validation requirements.

● Show validation errors in real time, and if the user tries to 
submit an invalid form, show all fields they need to fix.
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46% Did not implement error 
messaging in real-time

2018 mSite Benchmark study, e.g. UK report: bit.ly/msites-benchmark-uk-2018

http://bit.ly/msites-benchmark-uk-2018
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Use in-line validation

Use these attributes to validate input

● The pattern attribute
● The required attribute
● The min, max, and step attributes
● The maxlength attribute
● The minlength attribute
● The non-validate attribute

Learn more here

You can also

● Use JS for more complex real time validation
● Set custom validation methods
● Prevent submission on invalid forms
● Show feedback in real time

Learn more here

https://developers.google.com/web/fundamentals/design-and-ux/input/forms/#provide_real-time_validation
https://developers.google.com/web/fundamentals/design-and-ux/input/forms/#use_javascript_for_more_complex_real-time_validation
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Make location entry easy

Consider the Google Places API 
for address input.

Learn More.

Or use zip or postal code to 
populate city and state.

Example: HomeDepot

https://developers.google.com/places/web-service/autocomplete
http://homedepot.com
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VS.

BEFORE AFTER



Proprietary + ConfidentialProprietary + Confidential

Always use the correct keypads (phone, zip, card)

VS.
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Ensure that the correct input type is used
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Always use the easiest date input (typically typing or 
calendar)

VS.
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Forms can be fun

Ladder and Lemonade 
do a great job of making 

forms feel personal-- 
either like talking to a 
real person willing to 

help, or even like filling 
out mad libs.
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Common Autofill mistakes
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developers.google.com/we/updatesb/2015/06/checkout-faster-with-autofill

Faster form completion when using autofill

30%

http://developers.google.com/we/updatesb/2015/06/checkout-faster-with-autofill
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Use autofill: Common mistakes, “fake placeholders”

Placeholders
Use placeholder attribute

A user experience best practice is to label 
form fields outside the field, so that 
there’s a permanent reference for the 
user, of the type of information that is 
needed in that field. 

Form fields also have placeholders - text 
that is shown in the field, that typically 
give examples of the data that would be 
placed there. We’ve seen developers use 
“fake placeholders” instead of using the 
placeholder attribute and then use 
javascript to remove the value. This 
makes makes it hard for autofill to 
determine if the user had inputted the 
value verses it being default text in the 
field - and this results in fields not being 
autofilled. 

source: Google Developers Web Fundamentals

https://developers.google.com/web/fundamentals/design-and-ux/input/forms/#avoid_common_patterns_that_break_chrome_autofill
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Use autofill: Common mistakes, CVC vs CSC

source: Google Developers Web Fundamentals

g.co/pay/autofill

CC-CSC

Credit Card 
attributes

Don’t use CC-CVC,
It won’t work!

https://developers.google.com/web/fundamentals/design-and-ux/input/forms/#avoid_common_patterns_that_break_chrome_autofill
http://g.co/pay/autofill
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Sign in, login & passwords
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  123456

Which one?

Usually!

  What does this do?

Can I skip this?

Sign-In
Is Friction
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Add value prop around why create an account

novica.com paypal.com nerdwallet.com
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Don’t make users confirm account info

VS.
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Give password hints. Instead of making users confirm 
password, instead give them the option to view

credible.com transferwise.com nerdwallet.com
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Allow users to sign in with social
transferwise.com

92% of users give 
up if they don’t 
remember a 
username or 
password. 

Source: Blue Research, The 
Value of Social Login, 2013. 
N=600

asos.com
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Consider integrating Google one-tap 
login

Benefits

How it Works

● Streamlined conversion UX - no 
typing/buttons

● Enable instant personalization on page 
load

● Passwordless account security

● New Users: 1-tap Sign-up anywhere
● Returning Users: Auto sign-in across 

devices & platforms
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Consider integrating Google one-tap login

10X
account creations

Hotel
Tonight

23%
higher purchase rate conversion
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General Conversion Principles
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Homepage Product detail Conversion Funnel
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Homepage Product detail Conversion Funnel
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lifelock.com loandepot.com progressive.com

If calls are important, prompt calling at every stage of the funnel
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29% Do not allow users to navigate 
back and forth in a form 
without losing information

2018 mSite Benchmark study, e.g. UK report: bit.ly/msites-benchmark-uk-2018

http://bit.ly/msites-benchmark-uk-2018
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geico.com credible.comjuniqe.com
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Pagination best practices

Label each step to help prime the user 
for what data is next.

If a large number of steps, used a 
progress bar that moves forward 
toward completion.

geico.com credible.com
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Research: Use upfront progress instead of starting at zero

source: https://goodui.org/#42 

There is more motivation for getting things done 
the closer we are to completion

https://goodui.org/#42
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confused.com zuto.com petco.com
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works” lendingclub.com creditkarma.com progressive.com
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nerdwallet.com lendingclub.com lifelock.com
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transferwise.com experian.com robinhood.com
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Thank you!


