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ENgagement
Analysis

Customer engagement as a
technique for selling customer
engagement.

That’s so meta!
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Behavioral personas S S
-« Heuristic analysis s

* Competitive comparison

Strawman concept



BERAVIORAIL
PERSONAS

Focus on what’s relevant and
differentiated about the people
living in your “problem space”.

If it’s really a problem space,




Ted: the Veterinarian

Ted is veterinarian whose practice sees pets as well as
livestock. He needs access to important clinical
information like dosing and drug interactions, and will also
want to learn about new products.

Clinical Information I N S N —
Administration and Handling  m e e e —
General Animal Health —

Reviews I —

Purchasing I N N . —




Gary: the Experienced Pet Owner

Gary has had pets his whole life and cannot imagine living
without one. He has always been the main caregiver of his pets,
a dog and a cat. As his pets age, he will need to know how to
store and administer medications to keep them healthy.

Clinical Information r— -
Administration and Handling s e m—

General Animal Health I N —

Reviews I N N

Purchasing I —



Sarah: the New Pet Owner

Sarah just adopted Buddy from a local shelter. She’s never
had a dog before, so she wants to know how to keep him

happy and healthy not just with medication but also with a
good diet, a safe environment, and lots of exercise.

Clinical Information —
Administration and Handling  m e
General Animal Health I N e D S—

Reviews I N

Purchasing



AEURISTIC
EVALUATION

Use a standard rubric and
put your findings in context.

Everybody sounds smart
when they say “rubric”.
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SEARCH

Each of the competitors earns top placement for their brand

Searching for organic keywords such as ‘bike’ did
not return performancebicyces.com in the search
results.

GO gle performance bike

All Maps Shopping News Videos More v Search tools

About 3,670,000 results (0.56 seconds)

Performance Bike Official Site - 2016 Bike Liquidation

All three competitors display both a paid search
listing and an organic search listing. P, Toaly Froo St To St

Lifetime Guarantee - Low Price Promise
Brands: Diamondback, Castelli, Giro, Thule, Zipp Speed, Mavic
9 Glades Rd, Boca Raton - (800) 727-2453 - Open today - 10:00 AM — 8:00 PM v

Road & Mtn. Bikes On Sale Learning Center

AI I I |St| N gs Offe r ’S |te I | n ks ’ Bikes From Fuji, Diamondback, GT, Browse Buyer's Guides, Product
* Schwinn On Sale, Shop Now! Review's, How To Guides & Tips
Lifetime Guarantee Free Ship To Store
We Stand Behind Every Free Ship To Store

Product We Sell For Life No Overweight Charges.

R T - ~ = N —

The organic search listing is more relevant,
because the ‘sitelinks’ are personalized to the
user’s location, unlike the paid search listing.

|

Performance Bicycle

www.performancebike.com/ ¥
Shop now at Performance Bike - Best price, best selection and best brands for bikes,
cycling apparel, cycling equipment and much more. Lifetime Guarantee ...

Q

Boca Raton Store Locator

! Since 2013, Performance Bicycle in Performance Bicycle - Florida -
i Boca Raton has been ... Washington - Locations - Oregon
L____ Eaort L auderdale . - s eenaCloseaui-Riliasablias

MacBook
I


http://performancebicyces.com/

NAVIGATION

The navigation on performancebikes.com is similar to competitors

e Performance Bicycles uses e

fad Aullowen

A / =]
n Glop )
. ’ wets - Y can

Ouidoor Recrestion  Campng & Hkng - Cying-  Cobing-  Skaws, Shaleboards & Scools - WintarSpods - Wake Spors -+ Cimbing - Ouldoor Dual

CYCLING

a vertical flyout mega
menu.

* Dick’s Sporting Goods uses
a mega dropdown menu.

* Amazon uses a
combination menu that
includes a static primary
menu with flyout mega
menus for subcategories.
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LABELING

Each competitor labels products in a way that appeals to different types of customers

PERFORMANCE BICYCLES DICK’S SPORTING GOODS AMAZON

) . b Cycling 6
Bikes & Cycling Kids' Bikes (1,295)

Complete Cruiser Bikes (923)

Shop by Category

Bikes & Frames :
Blkes Hybrid Bikes (345)
Bike Parts & Components » Bike Helmets Road Bikes (810)
Bike Racks & Storage Fixed Gear Bikes (596)
Tires, Tubes & Wheels ) Mountain Bikes (960)
| | Bike Parts & Tools Bikes (7.771)
S Hydration Packs & Bike Lighting Parts &
Accessories Accessories (4,571)
Shoes & Pedals :
Bike Trailers Headlights (8,996)
. R Adult Folding Bikes (361)
Uses technical terms that Uses simple, straightforward Uses relatively straightforward
appeal to serious cycling labels grouped by user labels in groupings informed
enthusiasts. behavior and activity. by analytics.
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+ Page Layout
. Mobility

« Usability




PE|
BICYCLE

LI FORMEE D ¢

ooy comser [ S——r

PERFORMANCE BICYCLES

Ride with us | FREE SHIPPING
ForA Grest Couse | Tobrns 43 | To Soes o s Mo Dveweight

PAGE LAYOUT

Product Detail layouts follow conventional eCommerce Patterns

nnnnnnnnnnnnn

[ —————
e SHOPBY SPORT ~ FOOTWEAR ~ APPAREL  ACCESSORIES ~FANSHOP  FEATURED  CLEARANCE e)o Dismondback Bicycles 2015 26 Complee Hard Tat o emEOYE
ao FREE SHIPPING WITH NO MINIMUM PURCHASE ! Bike =
+ FREE IN-STORE RETURNS. e z [ —
S STonE ReTume &b e S L —— [ P
e Srep by Soue Dae & Crcig Okme. ?_ e $141.00 & PREE Shpping Duiate :
Diamondback Adult Axis XE 27.5" NOW: $449.99 :occny  You May Also Like: ” = e e
Mountain Bike Was: $599.99* 3 ﬁ ok o
Fede e deod 241 covios | Wt 8 v - ¥ i gty e Cin e
Setcone i 1
525 Fist Rate Shipping an a8 Bikes! Online Only. O ~ o T
X COLOR: shr s Ak Puabt < | o b
P 0w " e v S0
LS e —
SIZE: Size Chart & 2
N FRAME 181N, FRAME 20N FRANE 228 FRAME 1
[EXTENDED SERVICE CONTRACT (cptionsf) 0 A g —
erded erves Carract B “oka Halmat -
>k
7 J $39.99 -
BET. AW > amwa - P

e Calls to action are below the e Calls to action are below the « Calls to action are never

fold.

fold. below the fold.

« Additional product images « Additional product images  Additional product images

fall below the fold.

e Lists 3 confusing prices.

are above the fold. are never below the fold.

o Lists 2 prices. « Lists a single price.
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http://www.performancebike.com
http://www.dickssportingoods.com
http://www.amazon.com

SMALL FONTS
Base font size is too small
and content needs to be

simplified.

READABILITY

Small font sizes lead to generally poor readability on all sites

PERFORMANCE ide with us | FREE SHIPPING

BICYCLE

For A Great Cause
CLICK FOR MORE INFD »

| seanc d

(7> e

Fuji Roubaix 3.0 LE Road Bike -2016
n

VISUAL HIREARCHY
Users understand the
importance of information in

one glance.

8

NEEDS WHITESPACE

Users feel overwhelmed by
the crowded pages. Too
many items compete for

their attention.
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RELEVANCE

All competitors offer filtering to allow users to narrow their search for relevant products

* Performance Bicycles has = 6

GENDER Men
1) Uni

filtering functionality, but o B
the user interface design is e N

clunky and not as intuitive =l E

Urban/Street(1) 0 H ot

L 850
dS comp etitors. Brand o e | R

Gender = Criser
Road g” """"
Unisex (388) SMX{?
Training Wheel rand
H
Women's (78) s
. WHEEL SIZE Takara
— e GMC
s Girfs (31) T
&‘ p— (1) arthw
? Boy's (29) Somir
S [t NG Hufly

“It took me long time to find the right replacement part for my bike. It would

have been faster if there were an easier way to narrow my search.”

- Ted, the Aspiring Racer




ENGAGEMENT

Competitors use creative and articles to increase engagement

 Performance Bicycles educates users through The
Learning Center, a section of the site that houses
Buyer’s Guides, Product Reviews, and How-To-Guides
and Riding Tips.

* Dick’s Sporting Goods uses banner adds with well-
designed graphics to promote online savings and
deals. All the creative integrates well with the site’s

style guide.

* Amazon provides visual relief to online shoppers with
large photos of cyclists in nature.

“I wasn’t sure what size bike to buy my growing son. | found a buyers guide on the

TN Performance Bicycles website that helped me make the right choice.” Karen, the Family Shopper




PERSONALIZATION

Personalized resources and services are the core elements of competitors’ online experience

* Amazon offers personalized recommendations
based on past browsing experience. g
pired by your Wish List

e There’s usually not enough data to make
Amazon’s recommendations relevant for cycling.

. . lated to items you've viewed see m
S, * Performance Bicycles would benefit from a @ ik
- Vi

personalization engine. S @E @ >
‘ i Quick look I

e Cycling enthusiasts will place frequent orders,
N generating many opportunities to collect data on
" their preferences.

“I bought my bicycle from Performance Bicycles. It would be so useful if their website
could recommend the complimentary accessories and parts to that | would hear about
at a specialty shop.”

- Sarah, the Serious Cyclist



IMIARIKET
ANALYSIS

e Showcase areas of
> opportunity and need.

The three most important
things in business are



Transactional vs. Value Added

Each competitor had different strengths

Helzberg differentiates itself with
enhanced customization.

Michael Hill offers good transactional
experiences, but lags in value added
content.

Kay offers excellent value added
content, but lags in providing a smooth
transactional experience.

Zales is purely transactional, and lags
in user experience.

TRANSACTIONAL

HELZBERG

VALUE ADDED

MICHAEL HILL

KAY
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How People Shop

The best online gift retailers focus on online experience

Shop by price Shop by holiday Shop by price _
: : : * Shop by price
Shop by popularity Shop by occasion Shop by popularity _

* Shop by popularity

« Stocking Stuffers
* Military gifts

Shop by holiday Shop business gifts Shop by holiday
Shop by occasion Shop last minute gifts Shop by occasion
Military gifts Shop by theme

ia, F sy &Daaed EEEETOLY | TheSuissColoriy

stius GIFT BASKETS

HICKORY FARMS

America’s Largest Handcrafting Bakery
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S TIRANAWIAN
CONCEPT

N Deliver a vision of what the
Vot solution can achieve.

‘ ‘I | love straw!
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Search '»7-'\ H ICKORY FA KM S 1.800.753.8558 Stores  Account @

GIFTS SAUSAGE & CHEESE FRUIT & NUTS GOURMET FOOD & WINE SWEETS SHOP BY PRICE SALE

BIRTHDAY; GIFTS

Sy =
¢ »
¢

Home / Gifts / Holidays & Occasions / Birthday Gifts

MOST POPULAR v R = 12 RESULTS

GIFTS

Gift Boxes

Gift Baskets and Towers
Personalized Gifts

Gifts with Wine

Military Gifts

Business Gifts

New!

Best Sellers

Gluten Free

Holidays & Occasions

Tailgating

Gifts for Her

Gifts for Him Signature Birthday Gift Basket Hickory Farms Birthday Cravings Assortment
Birthday Gifts

$50.00 $30.00
Thank You Gifts

Weddings & Showers




Guiding ideas

What can help her find the right gift to fit the
recipient and the occasion?

* Imagery focused on the occasion

» An endorsement/testimonial from a celebrity or
trusted spokesperson

» A promoted or featured product that is “on trend”

« Away to see products that fit the personality of
the recipient

» An expanded product grid that makes it easier to
scan and compare options

» Simplified price filters

N




Click or tap

Search 2 HIC K()]{Y FA IKMS 1.800.753.8558 Stores  Account go

GIFTS SAUSAGE & CHEESE FRUIT & NUTS GOURMET FOOD & WINE SWEETS SHOP BY PRICE SALE

$5 STANDARD DELIVERY* - NO MINIMUM PURCHASE.

HOW DO YOU FIND THE RIGHT BIRTHDAY GIFT FOR
THE MAN WHO HAS EVERYTHING? YOU CAN'T GO
WRONG WITH MEAT AND'CHEESE.

Rachael Ray's Featured Item:
top picks Hickory Fireside
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SUMIMIARY

* Focus on your customer’s
customers

* Demonstrate where they
need to do better, and why

* Articulate their position in






