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Customer Experience:
A real online differentiator

- Marty Carroll
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index.php?id=0&pid=0
/fanatic/home/
/
/
/index.asp

.;(5; Specific needs and access requirements Flease inform us of any specific needs
] ~=" graccess requirements by adding a request to your booking online or by calling
Easyj et the contact centre. Passengers with specific requirements should check in no
later than 20 minutes before the scheduled departure time. You can add a request
anline via the confirmation page after payment.

Reason for trip

At easyJet we are always looking to improve our service to vou. Please help us by telling
us the reason you are purchasing this trip?

Yisiting friends ar family and staving with them s

Payment details

Cardholder's name as written on card We accept Maestro / Switch (for Found
Marty Carroll Sterling fransactions only), Delta, Visa,
Card number Visa Electron, Mastercard, American
wxx OB RARRAR T EKDFESS, UJ:'LTP.'IAirD'US and Diners
Security code Club.
247
Type of card

w
“Wiza (FesL£4.595)

Maztercard (Fee £4.85)
American Exprezs (Fee £4.95)
Diner'sz Club (Fes £4.95)
Maestro / Switch (Fee £1.00)
“iza debit (Fes £1.00]

“iza Electron

UATP ! AirPlug (Fee £4.85)

Confirm purchase




ASES =

THE OMLIME FASHION STORE WERIFY *

Main Details Billing Address Shipping Address Payment Details Confirm & Pay

Add Hew Payment — If the card you are using is not yours, we will ask for authorisation from the cardholder before your order is processed

== & ]R3 =2
&) QO O O

® O
Card Number™ 5436 9994 5289 6612 (*required field)
Cardholder Name™  |Mmarty Carroll
End Date (mmiyy)* 05/08
Start Date (mmdfyy):
Issue Mumber:
Store these card details for future use:
st R

logout
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THE OMLIME FASHION STORE VERIFY &

The following errors have occured:

+ the card number contains invalid characters

Main Details Billing Address Shipping Address Payment Details Confirm & Pay

Add New Payment — if the card you are using is not yours, we will ask for authorisation from the cardholder before your order is processed

= @ S HE S @ =&
@] ® @] @] O

o

Card Number> 5436 9994 5289 5612 | Prequired field)
Cardholder Name:* |Mam, Carroll |
End Date (mmiyy)™
Start Date (mmiyy): |:|
Issue Number: I:I
Store these card details for future use:
mincio sty

logourt
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Choose an International Site

We operate a growing number of local websites around the world tailored to the needs of specific
countries. View information, relevant offers and book any Hilton hotel world-wide, all in local

language!

——]

———
Click here to go straight to Hilton.com

Bypass this page and set your brovser for
30 days

71)¥ %7 Hilton.co.jpic B

ETLEL COR—VEIIBEMETRLEL.

Click here to go straight to Hilton.co.uk

Bypass this page and set your brovser for
30 days

i

ier gelangen Sie direkt zu Hilton.de

Diese Seite in Zukunft zuslassen und die
Einstellungen 30 Tage auf meinem
Browser speichern

0 Internet




I wanna...

..Subscribe
..Bet
..BOOK
-.Find
..Register
...Download
..BUy



The Internet: the most inhospitable place on earth?
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Evidence abounds...

the stupid company

how Botish busnesses Trow away money by dienating consumes
by Philip Culluns

wrong )
complica

call centres

WICC Netional
Consumer Council

Pakreg o ey mee

80% of companies believe
they deliver a ‘superior
experience to their
customers but only 8% of
their customers agree

Bain & Company
Harvard Management Update




The disease of familiarity









Good Experience =
High Conversions

Poor Experience =
Low Conversions




Customer
Experience Ripple
Effect



Experiences
spread quickly
nowadays




high expectations

a ‘poor’ a ‘great’
experience experience

low expectations




a ‘poor’

experience

high expectations

a ‘great’

‘disaffected’

low expectations

experience




a ‘poor’

experience

high expectations

‘disappointed’

a ‘great’

low expectations

experience




high expectations

a ‘poor’ a ‘great’
experience experience

‘delighted”

low expectations




high expectations

‘devoted’

a ‘poor’ a ‘great’
experience experience

low expectations




Customers remember and value great
experiences that demonstrate deep
understanding and respect for their needs.

When companies learn how to deliver
differentiated experiences, they tend to
build strong, enduring customer
relationships and profitable businesses.
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Steps in managing the
customer experience






Make customer

experience your
differentiator
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Web Analytics
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Surveys
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Customer Generated Media

* Blogs, message boards and forums

* Public discussions (Usenet nhewsgroups)
e Online feedback/opinion/review sites

e Buzzlogic, Umbria, Cymfony, Market Sentinel




Usability Testing / User Groups




Eyetracking
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Ethnography @ ](OV|anC6




Ongoing
measurement is
critical




d August 2006

14,000,000

12,000,000 |
10,000,000 |

- Visits

Site Activity Pageimpressions 7,212,823
Avg. pages per visit 11.21
Avg. visit duration 7,212,823

© Visitors Commerce Total order value £4,829,631.29

No. of orders 14,212
Avg. order value £128.91

Site Purpose
: B Buy products
~ Just browsing

Track order

Corporate info

I Arrange return

|

Search (Natural)

Conversion

Add to basket
Commence check out
Payment information
Complete purchase

Visitor Satisfaction
iao

Conversion Trend
5.00

4.25

3.50

2.75

2.00

Technical Performance

Response time
Availability
Broken links
Avg. page size

11.32¢
99.98%
43
71.2kb




Making the business case

Conversion funnel Completion
Rate (%)

Visit to site

Add to basket
Commence checkout
Payment information

Completed purchase

Visits

Average order value Total order revenue
g120 (i) 7 £1,264,199
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Introduce a framework

to manage the
customer experience




Example Scenario & Persona

(o) foviance

Receives details of conference from Director in US O
via email. ﬁl
Don Edwards —
UK Marketing Manager % H Reviews timetable to determine if there is
| sufficient time to attend conference.

Emails conference details (including site address)
to his PA. The email includes details on preferred

airline and hotel.
@
/z\
ej;/

"~ X PA makes the required booking using Travel.com
and records the booking reference.

@ The site alerts Don that the trip details need to be
accessed prior to the trip

Q Don accesses the site and prints the details prior
\@ to the trip.

Don makes the trip.

Don attends the conference. ML

D Don provides a review of the itinerary using his

Q9 ) PDA.

Claims and receives cheque
reimbursement. = OB

Lars Knudsen, Business Consultant

Profile

» Thinks it might be usefd to have a workshop for pecple to
j2am a bt more about the Your.AZ website

= Tninks it wouid be great to know that he doesnt have to save
all files to his local drive/efoom to have any chance of finding
them again

Details

Role:

= Lars 5 seconded to business units as appropriate to help them
collect and prepare Information for business strategy

17 Skills:

= Average: comfortable with Office, emall and the Intemet

Attitude:

& Thevalue of an intranet to me & more about quality of content
than method of delivery

Special needs:

» Rellable and accurate search functionality

»  Qualty content representative of the whale business

»  Fadlity to easdy markup documents and share them with other
team members

"I am always

amazed at what

is hiding in the
Relationship with Portal

deepest darkest A"

»  Uses imited search functionality © find Information, either

depths of our cownloadng or bockmarking the resuiting files for future
reference

GRSl T Bl - Troubied by the way business units wehin AZ do not seem t
know what each other are doing, resulting in repetition

1In the future:

+ Woud Mke to see functionality that provides an ovendew of

swear you can afferent parts of the business each week, to raise awareness

of the whole company
smell the dust” . Ispirec Sy s e e

some places I

Tasks

+ Perform an information search
« Wiew weekly showcase of a business secion

Challenges - what can the Portal do for him?

Provide him with the best possible search tocl and ensure that related Information s clearty structured
and maintained to sifting and im eft




The cross channel experience @ ](OVianCB

“Which of the following have you used to research
and/or buy leisure travel in the past 12 months?”

High-street travel agency Web site

Travel supplier/travel provider
Web site

Web-based travel agency

High-street travel agency
(not online)

Web portal travel site

Travel supplier/travel provider

[
[
(not online)

[

A travel club

" Research
Other — Buy
0% 5% 10% 15% 20% 25% 30% 35%

Base: 1,184 European online leisure travelers between 18 and 26 years old
(multiple responses accepted)

Source: Forrester’s ECTAS Q3 2006 Media, Marketing, and Retail Survey

42731 Source: Forrester Research, Inc.




Example Wireframe @ fOVianCB

“ . ucnsen Eweer SIEE
@ DV | an C C Fir Ed1 Wlw  Fmuim T Hel
- @= - @-0 0 ~ Ol
ase [t [~] (2] e
Notes =l
1 Prie informistion added 50 the Lser i cear what B induded in the amount.
2 Links have baen sdded ko sllow the user to navigale & ard view sl the
avilable cars without having to view all of them st P — —r !
s g al once. o ¥ | (3 Praw ware B CHOOSE CAR FIEE ] conram Your Requested Itinerary
3 Best match’ car displayed first (hased on users input). This could Eiotrioee 3 Juces Tree ranes Isiad rapr ranes for -
prtertially Fave a mare expensie hire prics than cars below, TF more than Cancel 3 metsvgtion | 1 Tho Rrioe ehown Insludas any optionai ax 7 v u:
cre car matches, the first sk should show the best vsiue sar_ Visimadiy 3 Etration p: mﬂﬂ)‘m“r -
Roulbs 10 cwt of 17 1003 . N
4 The car type has been made a link to additional information about that car, Spocinl Offers e Lifzpiay ) wehici ilgt I Prevous 12 ped :
“The image should sleo remain a link ac it is cumently. The car bype and Lk e r A - cly &
LA A B I Ty e W | 3 Bestmatch for your criterial Frl 7% September, 2007
5 Abution i ‘Fleserve this car’ has been added to make it very desr to the EFord Focus 1.4 or simiiar 4 i0:00am
user what they need to do bo select a car_ & buiton s essier that selecting & Gompact, 2-4 doar,
radic butten and clicking subemit at: the boltom of the page. Manus, Na Alrzon
§ A button b 'Save & quote’ has Been added. This is addiional fundicnality 45.00 GBF Change your preferences: B
that would aliow the user to save a quote, IF a e limi, such as 24 hours, Image Change yoar praferences and sekt the
is enforosd this should be made very dear to the user on the "Save quots” “Update guote’ huthon f see new quotes.
screen. & [Reserve this car pr
7 Theright hand column begins by dearly displaying the pickup/return iy, & |Savequote Mg Freterence o |
clsbes and Himes.
A drapdon hias been added to allow & user to quickly change their Ford Focus 1.4 or similar
8 preferences withal having to go back to the Plan Trg" screen Compact, 34 door, FRa2arve this car e
Image Meancal Mo Almon Extras (optional): ]
g The Evtres’ functionaiity his als been added to the page to alow user's ta 43.00 Ga° Preazs make changes 1o your agdsony
updabe their quote based cn optional edras without having bo go back o - Pems and ssiect e ‘Uipdate quole’ bution 2
Faord Focus 1.4 or gimilar ‘Curment cost of etras.
10 | The ol st of the ives i ety dspliiped. 500 g S—— {echdedin quotey. 000 GBF 10
wiznial, Ha Alcen
1y The radio buttons fr hand cantrais should be greyed eut urkil the Lser 2200 GaF Chibd eeats .00 o)
activabs them by ssbacting the hand controls check ba. - Boocster Seals (500 BP) 7
Ford Focys 1.4 or similar Heriz NeverLost In-Car
magé Compact, 24 docr, Fiazarve this car e B System {2.00 GEF) L
s, K Alvcon [~ HandContrale & ¢ LeR P
£0.00 GBP e
(SIOSER) (41 o) Right
Ford Focus 1.4 of similar
Campact, 34 dacr, Ragsrve this car b L
764 Image Manual, Mo Alcon
75.00 GBP
Ford Focus 1.4 or simillar
Gampacs 24 aon.
Image Meanial Mo AlrTon
- 20.00 2P
Drawing Title:  Choose Car (1)
Ford Focus 1.4 or simllar
Client:  Hertz Project id: HRZ0001 Campact, 24 door,
izl M Alrzen
Awthor:  Ronan Tighe Version: 1.0
Date: August 2007 Page:4 of 9

© Foviance
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Create remarkable
moments




The Peak-End Rule
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Positive experience
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Duration of experience




Help | Security | Delivery Inforrnation | Free Returnsz | Home
. ilgleave S.com | .

UNITED KIMGDOM LOG-IM DELIVER GIFT BOX PAY CHECK ORDER
| contiue »
Gift Box?

Gift box charge £2.30 per arder

Choose your method @ Mormal
Marmal

G Blame it on us!
Far full details of the Blarme it on us! service click here

{:J Anonynous

For full details of the anonyrmous service click _here Iterns too large for Gift Box will be

gift wrapped with Figleaves
Wrapping Paper

Create your message

You have characters left

Customer Zervice | Contact Uz | Delivery Info | About Us | Site Map | Privacy and Security | Affiliste Program | Jobs | Awards | Catalogue

UK: 0270 49929 000 Intermatonal: + 44 161 444 0632
. 22005 Figleaves.com &ll rights reserved,



Act quickly







foviance @

Thank You

marty.carroll@foviance.com




