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Toys “R” Us - E-commerce Website Project for the Japanese Market

Project Detail

Toys “"R" Us sells a variety of toy and entertainment products through their retail locations worldwide and
online. They asked btrax to redesign the Japanese e-commerce site in order to promote their site in Japan and
iIncrease conversion rate. We needed to redesign the website while keeping their friendly branding. We
uncluttered the overall presentation, increased the ease of browsing, discovering, making wish lists, and
created a seamless experience between desktop and mobile.

My Role
Conduct the entire website design as a Lead Designer

Members
Project Manager, Web Designers, Front-end development team (outsourced to Japan), Back-end engineering
team (outsourced to Japan)

Problems

- Overwhelmed with information with a lot of contrasting colors and banners.
- Not clear what information is important and what the best products are.
- Poor usability.

Goals

- Optimize the site for the local Japanese market.

- Redesign the user interface to be cleaner, more friendly, fun and useful as well as brand appropriate for easy
shopping for new and repeat users.

- Improve user flow especially for checkout and registration.

Target Users

- Parents and grandparents of kids from O to 12 ages and newborn babies .
- Figure and hobby items collectors of all ages

Client Return

- Improvement on all metrics related to customer experience for Toys "R" Us and Babies "R" Us
- Increased site traffic by 83%

- Boosted new visitors by 27%

- Grew mobile revenue by 3x

- Increased overall revenue per user by 1.5x

- Better positioned Toys "R" Us e-commerce against growing competitors in Japan

Website
http://www.toysrus.co.jp/
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Design Process

Gather : : : . Implement
: Research Analysis ldeate Ul Iteration Visual Design
Information y &N and test
Questionnaire - Problem finding Analyze Brainstorm and IA Wireframe and Create mockups Design quality
- Analyze Data competitors Annotation checks
- Online Survey and references
1. Gather Information - Questionnaire
We gathered important information from the client questionnaire. |
Through this, it became clear what the issues were. T ———
- Near-impossible usability (dated standards, T s e o e
confusing flows, dead-ends, required registration). T
- No consistency in layout throughout pages. e trmam— w—t s

- No means to display and locate bestselling products.

2. Research - Problem Finding

We went through the existing website deeply to identify more issues. It was cluttered, there was no
priority in the order of information and it was not user friendly on interface and functionality.

Online Survey (70 users) conducted by our team
Purpose of this online survey was to listen the real user’ s voice and find out the best way of shopping for

all the target users. At this point our team clearly found there were many usability and Ul issues.

Here is the Survey Results about Negative Areas of improvement

Hard to find the product unless Areas of « Website information cluttered and hard to
| know the product name improvement understand

Onsite search tool didn't help me - Site design prevented me from
find what | was looking for accomplishing my goal

Hard to see the availability

It is annoying that | have to click the link to
see the photos.

Reviews of the products help me when |
purchase
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3. Analysis - Benchmark Competitors

From the online survey, lots of users picked up Rakuten, Amazon and Yahoo shopping as a favorite online
store. We also found our benchmark competitors such as Yoyo.com, Diapers.com, Target.com and some
Japanese online stores. They had a good search functionality, user-friendly interface, easy navigation, fun
shopping experience, cheaper prices and better selection. We focused on improving usability and interface
design to differentiate ourselves from our competitors.
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4. l|deate - Brainstorm Usability

We brainstormed how to improve usability, organized layout and find the best visual design solution. Some
branding restrictions and questions about design and functionality came up from our side; what is
possible, and what is a must have or not. We had a weekly meeting with Toys"R"Us team to ensure

all the possibilities. Through our discussion and research, new features were approved to be added to the
site for a better user experience.

Product-comparison: Compare items side by side

Product reviews: Get an accurate idea of a product or service by existing customers
Allow guest checkout

Shared shopping cart between Toys” R" Us and Babies” R" Us

5. User Interface Iteration - Wireframes and Annotations

Based on our suggestion and research, we put everything together in wireframes. We included annotation
to explain interaction and function for the client. We had daily review sessions with stakeholders of the
TRU team and our team to get quick feedback for iterations.

Header

Home > My Account

Hi, Keiko! Welcome back to Toys"R"Us / Babies"R"Us.

If you are not Keiko, click here.

Everything you need to track your orders, update your address book, edit your account information and more is right here.

My Account My Wish List °

Email: keiko@btrax.com (edit) = 7
Password: = (edit N /

; N 8 7

Sign Out \\\ \\ //
%

yd . d N

Rewards"R"Us /// AN // \

You have not provided a member- - o

ship number yet. Product name Product Product name Product Product name Product Product name Product
name Product name name Product name name Product name name Product name

Home - Registration (v1)

Custom welcome message that greats the user by name. If the user is on the wrong account, directly below is a link that signs
them out and takes them to the sign in page.

My account menu where links to all preferences and management pages.

" Product name Product name Product name Product name
Enter your membership number _ -
Enroll now I i o 1 | | I | o | 1 | |
Original Price: ¥1,900 Original Price: ¥1,900 Original Price: ¥1,900 Original Price: ¥1.900
Now: ¥1,100 Now: ¥1,100 Now: ¥1,100 Now: ¥1,100

Personal information shows the user their account email and password with the option to change them by clicking on edit.
Clicking edit takes them to an email/ password reset page.

Loyalty Rewards section. Displays membership number if the user has a membership. Clicking either link will take the user to the

Order Status & Tracking loyalty rewards page.

Order Status / Tracking
Emails About Your Order

\\ / | X
Delivery of your items >< \ \\ //
L / N

Order and status section. Contains links to all pages related to seeing order history and managing orders.

Cancellations .

// \\

Links to basic account management pages and address information.

Account Features Product name Product Product name Product Product name Product Product name Product

name Product name name Product name name Product name name Product name
Product name Product name Product name Product name

Edit Email Preferences - - -

Edl Ema 1 Preferences 6] ]
Original Price: ¥1,960 Original Price: ¥1.900 Original Price: ¥1,900 Original Price: ¥1.900

Cancel Account Now: ¥1,100 Now: ¥1,100 Now: ¥1,100 Now: ¥1,100

Edit A
dit Addresses Wish list section displays all products the user has added previously to their Wish List while browsing. Displays product photo,

title, rating, and price.

A delete button will be displayed in the corner of each item in the Wish List so that the user can quickly and easily remove
anything they don’t want anymore.

Recommended item section based on the user’s browse history.

Recommended for you:

Bbtrax

<

Product name Product name Product name Product name Product name
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6. Visual Design

Our visual design challenge was to make it fun, friendly and easy to navigate for new and repeater users.
We followed the corporate global standards for some of the elements such as font, color and graphics.

About look and feel, the existing site design was geared towards kids but not parents. Since parents,
grandparent and adults are most likely the key users of the site, we tried to organize the elements to
accomplish their goals successfully without distracting them by the site design and color.

7. Implement and Test

We outsourced a front-end and back-end development to Japanese companies. Since we needed to
prepare the design specifications in Japanese, | translated all the annotations from English to Japanese.

Final stage was to test and design quality checks. We collaborated with the Japanese development team
until the site went live.
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Conclusion

Because there were so many issues and needed to be improved in user interface and user experience,
we focused on research and ideation phase to find the best solution. It took more than 6 month to
launch.

As a result, ToysRus increased site traffic, new visitors and revenue per user, also better positioned their
e-commerce against competitors in Japan. They were satisfied with our work and asked us to develop
their mobile app later.

Even though this project was tough and time consuming, | enjoyed challenging and learned how to
organize my tasks in a limited of time.
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Finding products from navigating category
pages takes too much time since top page
only has header navigation.

Search bar should have more attention.

Left-side and right-side bars have too many
ads and those are distracting main contents.

Contents are too busy and there are no eye
focus points.
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Make it more noticeable.

Add whitespace around
search bar and.

Having category section
on left side might be a
good option to consider.

Left side bar should be
more lighter design so
main section can stand
out more.

Good example from Amazon.co.jp

eo0o Amazon.cojp : i - 7

FyYyay, REHSARKET [RHEE]
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Registration section should
go to inside header, not
body section. (Not only for
this page, but for all pages.)

Right side-bar can be
moved to the footer. This
way main section can
stretch horizontally and
product section can have a
enough space to breath.
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Solution

Made it simple as much as possible by rearranging information.

Usability Improvements:
1, Autocomplete search box on the header
2, Category list in search bar
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TOYS "R" US - NEW DESIGN
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BABIES "R" US - NEW DESIGN
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KEIKOHANAWA

Product image and description are not
standing out enough.

Side-bar is taking too much space.
Side-category section is not specific enough.

"Add to cart” button is not standing out
enough.
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Recommendations
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SUBCATEGORY - BEFORE SUBCATEGORY - AFTER
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KEIKOHANAWA
SHOPPING CART

Issues

8006 YB3 WEITN—

= Usercannot putitem in the cart as a guest
user.

e W OFFSOTE = Babies"R"Us logo is missing on the header.

Lsn—t D SRI-SSBVSEER > CEXASER > CExsT S

va ey sh=t = Product thumbnail is missing.
[1nE | vl (BEiR) ;1]

B) Price  Qty. Total Remove
BRMBT—r Ay =X WERE—D— ) —X06 ¥408 [1 #| ¥498 il
Ly FHRAY— HAU—FhASL
WEEHAEET S HASI ., ERoFy y A0HETEE "O d 11] b 1 I . ff .
x : raer button's placement is not errective.
i F v AT RS REROY 22Dy 2 L REREID ¥498
TLFEE e,

CIDEEETI 1 e

ZAhmRbETTSTT < Recommendation
e = This page needs to be rearranged as a whole.

=  "New customer buy process” takes Ssteps

which is too long.
login —

T&C agreement — -
registration / error < -
confirmation

email confirmation
shopping cart page
billing and shipping info
confirmation

shopping done

OLoNOULEWN=




KEIKOHANAWA
Recommendations

GENERAL

= "New customer buy process" should be
simplified as short as possible.

b Y5R-vavydh—k

FSUICIER

=  Guest user should be able to use "add to
cart" function.

step:] step:2 5_1'5£:3 s_1'e£:4
vawEydh—F F SEF-SEHVEEERR ) CEXASESE 2 CEXRT

vayEyFh—F

(72 IRFERR Bt AHER) i1 3
i2)

AR — Ay — X BRE—0— ) —2Z06 ¥498 [1 +] ¥498 Bk

Ly FRAS— HRO—FHRAPL R

MR EETSESICR. EROFy 7 AOEFEE T . WISh Llst
FES Y /LT ARSI RARO Y v 2y Y v s L &I ¥408

TLHEE,

WL, "HHE 85 &7 097 LT(ES,,

Q

Both Toys"R"Us and Babies"R"Us logos
on the header to indicate the shared
shopping cart/checkout

CALRERLETTOHTT

HOBRS AP R  HORL— AP
AFsO4 Fel=202 AF404 Feu=x03
S e LR

Have a product thumbnalil

an option to move products to a separate
list in the shopping cart)

Good example from www.happinetonline.com

Slider recommendation is good option
(Slider recommendation ) _ - g P

to consider.

» CEBOFP A TAEELRENTEY

T
3. ; Y4 b
s - By -~
o : . :
FREN v g .
B & 8 ™ X r
=5 o e a3 |

M—hL—k-#7-  figmaCOBRATHESPA J<#1P—YZERO M&AHJ3Y30%F figmaY—RKF—h -5
A L= TwE—2 CE... DT —A v—HF—_. MiERE SRS 49, vIAwFUR
D

"Order" button's placement need to
be closer to product description.

@ Wish list button (good to give customers




KEIKOHANAWA
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CHECKOUT PROCESS

ToysRus Japan | Japan Market Redesign

972px

1: Sign in to Checkout

KEIKOHANAWA

2: Billing & Shipping - Store Pick up

972px 972px 972px
logo
<< Continue Shopping
Header
m Gift Wrap & Message Payment Review Receipt
Billing & Shipping Information
Secure Checkout 9 ppIng
° CMs
Shop With Confidence Returns | Secure Shopping Guarantee | Privacy Policy Enter Bl"lng Address
Returning Customers New Customer and Guests Pl‘ease enter your billing addre§s in the.forr.n below. .This address will a_llow us to_ contact you if any issues arise
with your order. Your personal information is safe with us. Read our Privacy Policy. Order Summary
Enter your email address and password below to sign in. You are not required to sign in; you may check out as a Guest. * Required information ¥3.200
You will have the opportunity to register during Checkout. Subtotal '
. . i * & i KH BT ET << Shippi ¥590
Email: | email@domain.co.jp | Lorem ipsum dolor Name (kanji): Last | (e.g)#BK | First | (e.g.)KEB | KEAXFTAALTEEN ipping
o + Lorem ipsum dolor Promotional Discount - ¥500
Password: | -------- | + Lorem ipsum dolor *Name (Furigana): Last | (e.9)AXF | First | (e.g)yO | KEANINFTAALTLEEEWN Tax ¥ 800
e Forgot password? D Remember me * Lorem ipsum dolor
Not registered yet? *Postal Code - Postal Code Search » HAAEHF TANLTHIES D TOTAL ¥4,090 52
e Glick Here to sign up. Sign In ° Guest Checkout > o Put the first 3 digits to search
600px 600px
*State / Prefecture: | Please Select | v]
<< Go Back to previous page *City/Ward: | N == XK = HT |
600px 600px
*Address 1: | 1310%& |
Address 2: [ 32—t FSL57—25F - 26F |
3: Gift Options
*Phone: | 0123456789 Why? A CEEEFTAALTEEL
972px i ° 972px
®
Iogo BAB'ES”US *Email: | email@domain.co.jp |
<< Continue Shopping
- L . . *Confirm Email: | email@domain.co.jp |
0 Checkout Billing & Shipping Payment Review Receipt
D | would like to receive emails about the hottest products, promotions, and sales from Toys”R”Us and Babies”R”Us
Gift Wrap & Message
D Save this information to my account
Lorem ipsum dolor sit amet, consectetur adipiscing elit. Curabitur vitae purus vitae enim placerat vehicula et eget nunc. CcMs
Suspendisse nec nulla metus, a accumsan risus.
R R Select Shipping Method
| Gift Options °
Order Summary
) ) Q Ship to the billing address
e FBEE Gift Mes.saglng . Subtotal ¥3,200
This message will be sent with your whole order. O ship to a different address
Shipping ¥590
[0 Yes, | want a FREE Gift Message Promotional Discount - ¥500 @® Store Pick up
. . R HPEZ-RE=HSIORIEICEARZREIT!
200 charact i Gift Wrappin ¥500 .
(200 characters maximum) i rapping SRR TLEEIRD W T,
A Tax ¥200
Message text
. 1)Select a store to pick up and fill out recipient information.
TOTAL ¥3,790 Hiid Credit card and CVS payment available. (L3 M— KA ¥ E=FHALA SRR ET,)
) AVIAVARNTERTEY Y — DS EXDEREEHRICHRETLET,
) B DEHNERDEEE T,
v Address A EEXLSBRITMDERDRY VI SENERIER (BT OEBEFSAERVLET,
5)ENFET X—ILE SR ANRERBTEZ B (EERIL. RREELE) /S0 L CEEDERHICIRELZE NI
600px Select Gift Wrapping Billing Address (edit) 600px
Mayu Yamamoto * Required information
3-8-2 Higashi-Azabu, .
Choose the wraps you would like on your items below. Each item will be individually wrapped. Minato-ku, Tokyo, 106-0044 Store Information
03-3443-3781 *Store Location
Huffy Disney Pixar’s Cars: The Movie 16” < ~ < ~ N ~ (prefecture): | Please Select | V]
Boy’s BMX Bicycle; Red DS DS DS
SKU# 42345 < < < Shipping Address (edit N
. Ve S . Ve S . Ve N Akira Yamamoto Store Name: | Please Select | v]
ke Mok Mok A 5-3-6 Nishi-Azabu
o Gift Wrap 1 o Gift Wrap 2 o Gift Wrap 2 Minato-ku, Tokyo, 106-0044 TOYS R US - SAN MATEO [5845]
03-3443-3781
o ¥590 ¥490 ¥490 2270 BRIDGEPOINT PWY, SAN MATEO, CA 94405
(650) 345-4475
Hours: 10:00-21:00
Huffy Disney Pixar’s Cars: The Movie 16” ~ ~ ~ ~ s ~ More information »
Boy’s BMX Bicycle; Red A <7 A <7 N <7
SKU# 42345 < < <
7 7 7 . )
- N - N - N D Save this information to my account
L >Nk Mok A
Q GiftWrap 1 Q GiftWrap2 Q Gift Wrap 2
¥590 ¥490 ¥490
<< Go Back to previous page CONTINUE CHECKOUT
Huffy Disney Pixar’s Cars: The Movie 16” N it Wi ing Availabl
Boy’s BMX Bicycle; Red (®) No Gift Wrapping Available
SKU# 42345
4: Payment
<< Go Back to previous page CONTINUE CHECKOUT 972px i 972px
logo
<< Continue Shopping
g Billing & Shippin Gift Wrap & Message Review Receipt
ToysRus Japan | Japan Market Redesign 5: Review Checkout g pping p g p
972px - . 972px
oYSyJUS BABIESHJUS Payment
<< Continue Shopping
CMs
n o ; Points Card Members  what's this? A
Checko Billing & Shipping Gift Wrap & Message Payment Receipt
Enter your Points Card membership number to receive credit for this purchase.
Points Card Membership Number | 88888 |-| 8888 |-| 88880 |-| 88880 |- Order Summary
Review Your Order e Forgot your POINTS number? Call 1-800-999-9999  Nota member? A
SUBMIT ORD! 9oty O Subtotal ¥3,200
CMs Shipping ¥590
Item Price Qty Subtotal Edit Coupon Codes Promotional Discount - ¥500
Gift Wrapping ¥500
o Coupon Codes - ¥200
Product name ¥1,100 1 ¥1,100 Edit Addresses . . i . . Coupon Code
Product name e Promotional codes need to be entered one at a time. Adding more than one promotional code can void ¥200
Billing Address (edit promotions that have already been applied. Any promotional discounts will be reflected in the Order Details Surcharge COD/CVS
Gift Wrapping and Message — 1234567 section on this page. You will need to re-enter your credit card information and Rewards"R"Us number after Tax ¥ 800
= - o « »
JBHERAZE 13105H# clicking the “Apply” button.
Gift Message: =1 —H)IlEE> M SILYT—25F - 26F TOTAL ¥4,590 #x
Merry Christmas! | stumbled upon this toy and immediately thought of you... #87K KEB Online Coupon Codes
Merry Christmas! | stumbled upon this toy and immediately thought of you...
Merry Christmas! | stumbled upon this toy and immediately thought of you... Shipping Address (edit) Coupon Codes | m Address
Same as billing address
+Add more Billing Address (edit)
Mayu Yamamoto
Shipping Method 3-8-2 Higashi-Azabu,
Product name ¥2,100 1 ¥3,200 Edit Minato-ku, Tokyo, 106-0044
Product name Standard Shipping Edit Payment Method View Payment information @ 03-3443-3781
600px 600px .
- @ Credit Card Shipping Address (edit)
Payment Method == @ 41111111 About this Credit Card A @ Akira Yamamoto
U dif t Credit Card 5-3-6 Nishi-Azabu
Credit Card: ************ 1234 O Use a different Credit Car e Minato-ku, Tokyo, 106-0044
o Order Summary . @ Available Credit Card 03-3443-3781
Credit Card Type:
Subtotal ¥3,200 o VISA VISA VISA VISA VISA VISA VISA VISA
. : Expiration Date: 9/14 Your purchase is secure
Promotional Discount - ¥500
Coupon code - ¥200 * Required information
Security logo Security logo
Gift Wrapping ¥500 * Card Number | |
Shipping ¥590 *Name | |
Tax ¥200
* Expires | I ] (mm) / | I ] (yy)
TOTAL ¥4,000 * Card Security Code What's this? @ 0
Save this information for the next purchase @
SUBMIT ORDER Sample Image
Back of Credit Card
ToysRus Japan | Japan Market Redesign 6: Receipt @
@ o =
972px . 972px COD surcharge will apply
oys () s BAB.ES US® BREBIBIC. BREBACRSERS THTAVNNVEESET,
<< Continue Shopping BEA£%890,000M CHER R UEELAR) T T TeKEE 1 ETBEFEIDNRA—DBEDHFIBWEFET,
FHRERA—H—BEEROBTIWITFSFIBWEFEEA,
Billing & Shiopi Gift Wrap & M P o o s, —EPEESHIEE. KB ERAIDBEDHDETDTTTHRIZE N,
m iling & Shipping ift Wrap & Message aymen eview RIZDBA. BXIVAHSBECHDDEF, | DOREICHLT—E300M (B52) Db TN FHRA DD DET,
0 @® Convenience Store Payment (CVS)
CVS surcharge will apply
Recelpt | Select CVS store I ]
i is i ion?
Thank you! YOUF order has been placed. Do you want to create an account withthis information? . Seven Eleven

Received on 3/8/2013 at 19:50 JST

Order Confirmation Number: 822499100138

We will email a copy of your receipt to email@domain.co.jp

+ Lorem ipsum dolor
+ Lorem ipsum dolor
+ Lorem ipsum dolor
« Lorem ipsum dolor

- Seven Eleven
- Seven Eleven
- Seven Eleven
- Seven Eleven

HCBAFRER TAMUAICIYEZ IV AR ICTHIIANEE W, BE. LEEXIWBEREBE XL, TEXE

PRINT CONTINUE CHECKOUT CREATE NEW ACCOUNT
1
Become a POINTS card menber! Lorem ipsum dolor Lorem ipsum dolor Lorem ipsum dolor Lorem
ipsum dolor Lorem ipsum dolor Lorem ipsum dolor Lorem ipsum
dolor Lorem ipsum dolor.
600px Points Card Logo
ENROLL NOW SIGN UP NOW
Iltem Price Qty Subtotal Edit Addresses
Billing Address
Product name ¥1,100 1 ¥1,100 Edit T 123-4567
Product name NEHEX =R 1310%FH
22—t ~ZILYT—25F-26F
Gift Wrapping and Message 57 N N:
Shipping Address
Gift Message: pping
Merry Christmas! | stumbled upon this toy and immediately thought of you... Same as billing address
Merry Christmas! | stumbled upon this toy and immediately thought of you...
Merry Christmas! | stumbled upon this toy and immediately thought of you...
Product name ¥2,100 1 ¥3,200 Edit
Product name
Order Summary
Subtotal ¥ 3,200
Promotional Discount - ¥500
Coupon code - ¥200
Gift Wrapping ¥500
Shipping ¥590
Tax ¥200
TOTAL ¥4,000

600px

<< Go Back to previous page
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KEIKOHANAWA
NEW CHECKOUT DESIGN - BILLING & SHIPPING : STORE PICK UP
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NEW CHECKOUT DESIGN - GIFT OPTION
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Lorem ipsum dolor sit amet, consectetur adipiscing elit. Curabitur vitae purus vitae enim placerat vehicula et eget nunc.
Suspendisse nec nulla metus, a accumsan risus.
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ARAER (BEY D)

Mayu Yamamaoto

3-8-2 Higashi-Azabu,
Minato-ku, Tokyo, 106-0044
03-3443-3781

BT (REY D)

Akira Yamamoto

5-3-6 Nishi-Azabu
Minato-ku, Tokyo, 106-0044
03-3443-3781



NEW CHECKOUT DESIG - REVIEW
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