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Who This Guide Is For

For online store owners (Co-Founder, Founder, and CEO, Business owner, Head of
eCommerce), CDO Directors, Project Managers, Directors of Marketing and Public
Relations, Digital Marketing Strategists, Chief Digital Officers, Senior Business
Analytics, and UX/Ul designers.

What This Guide Is About

This is a collection of practical tips on how to improve the UX/Ul of your online
store. With this guide, you can identify the most common usability mistakes and
growth points on key pages of your welbsite to increase your conversion rate.

Why We Decided to Write This Guide

™ Turum-burum, a UX/Ul and CRO company that has been developing and
designing interfaces for 13 years now. What do we actually do? We influence key
welbsite metrics to increase clients' revenue with the help of design.

12 out of Top 30 Ukrainian eCommerce projects have been designed and
launched by our team. Our portfolio includes over 300 design projects for the
markets of Ukraine, the USA, the UK, Belarus, Kazakhstan, Azerbaijan.

Also we are Google UX Partners and take part in Retail Development Programs
from Google in Ukraine. We do know how to increase the revenue of online stores
with the help of UX/UI solutions, and we have those insights to share with you.
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UX/UI for improving KPI
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What metrics can be influenced by usability improvements?
Here's a list of only a few metrics that you can dramatically alter by the UX changes:
e Bounce rate
e Session duration
e Average time on page
e Micro/macro conversion rate
e User return rate
e Traffic
e Average bill
e Average browse depth

e Desktop/mobile/tablet traffic ratio, etc.

For example, a high bounce rate can be a reason for poor navigation, slow page loading
speeds, and an unappealing home page. While the implementation of upselling and

cross-sell tools allows for increasing the average bill.

However, one of the key metrics was and always will be the conversion rate.

The conversion rate definition is the percentage of site visitors performing the desired

action the site owner intends.

. Number of visits per conversion
Conversion

fate Total number of visits to the website

For example:
The total number of site visitors is 100 people per day, and the number of subscribers

to the newsletter is 15. The conversion rate for the day is 15%.

VX, Ul for impraving KPI
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The best conversion rate for an online store is always the one that exceeds the

current one.

According to Forrester's research, each dollar invested in usability generates $100 in

return. In addition, Google keeps improving its search engine and already ranks

user-friendly sites higher in search results, says Fast Company.

Consequently, the first thing to do when you have a low conversion rate is to check your
site's usability. In this guide, we have gathered the most critical usability issues for

conversion that we most frequently identified on our clients' sites.

VX, Ul for impraving KPI
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2.1. Homepage

The homepage of an e-commerce website is the face of the company, its “shop window”
and entry point. This is the place where potential customers get acquainted with the
store and the products it offers. Remember the 3-second rule? This is exactly how
much time a user would normally spend on deciding whether to stay on the site or
leave. The main thing here is not to mess things up and properly place accents, arrange

blocks and slides.

Define the purpose of your homepage

The main purpose of the e-commerce website homepage is to distribute traffic by
sections and offer as many entry points as possible. Thus, the user is sure to move on
and take a deeper look at the products faster. Remember: the less time the visitor
spends on the homepage of your online store, the better. According to Denis
Studennikov, our UX/Ul department head, only around 2% of visitors scroll down to the

very bottom of the page.

Once on the homepage, the user either goes to the catalog for further product search
and selection or scrolls down. In the latter case, it is essential to arrange and prioritize

the blocks properly.

Depending on the marketing goals of the online store, there are 2 main tasks that its

homepage should pursue:
> Maximum concentration of entry points

If it is a big online store of household and electric appliances, the main task would be to
show the widest possible range of products on the homepage. Under the main banner
you can place a block with hot offers, promotions, discounts, popular products and

other items in the low- or middle-price segment that attract the visitor’s attention.

If the homepage is not the main entry point, then its role is not that significant, and the

main task would be to guide the user by categories and facilitate the search.
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Homepage of the JomaShop website

> Image component

If the goal of your online store is to build a brand, the homepage primarily plays a

representational role and only then addresses the issue of sales.

For example, the Intertop homepage is one of the most visited pages of the site. Itis a

famous brand, so people use a navigational query to get to the store.
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Homepage is the most visited page in the Intertop online store

In this case, it is important to show the image component of the online store and tell

regular users about new arrivals.

0800 30-99-19

Women Men Kids |NTERTOP Free calis within Ukraine <{‘)-. r':') .
Q

Create a Look New Clothes Shoes Accessories Spart Premium Care Brands Promotions

Home = Women

i-nncmzn. KORS
S g

CVHIN - KOMNP 2020

VAN eCcCh
Minre (¥ Pals B L

Visitors of the [ntertop online store always expect to see something new
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That is why we used a multi-banner concept in this project — to let the business owner

have as many opportunities to present new products and promotions as possible.

Use the crucial elements of the homepage

There are generally accepted rules for the homepage design, as well as key elements

that need to be taken into account when designing an online store:

> Header with a logo is a mandatory part of the website design that should

contain important information about the store (name, contacts, menu).

6,@}1’1 Frow shipping any 2+ itams or §50+! Sz Detais 18?“’““" Liva Chat & @ QfH

SHOES CLOTHING BAGS ACCESSORIES WOMEN'S MEN'S KiDs' CLEARANCE BRANDS

T AP — Q SPRING CLEARANCE UP TC) 70% OFF MSRP! | Shop tow

Summer New Arrivals

ant surmmer wardrobe is just a }
¥

Header with a logo on the 6 pm website

Above the header, a top banner can be placed for promotions and news, as it is done in

the Calvin Klein online store.

Top banner in the Calvin Klein online store

11
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> The main banner is a quick way to show what the store is selling in general, as

well as present the current promotions, hot deals, new products and sales.

)
carters Baby Toddler Kid Collections Hilary Duff x Carter's Sale Find your product o, W

new! now ready in 1 hour! curbside pickup or in-store pickup get the details

PXY A SUMMER s v
< CLEARANCE EVENT D

Main banner in the Carter’s online store

> Product block thumbnails or slides are entry points providing quick access to

top deals, new arrivals or promotional products.

i I 3
o
Gender Inglusive ide Women's Apparel
Shop Now ¥ Shop Now

Men's Un!ano\rem' Men's Apparel

Shop Mow Shop MNow

s

Example of product blocks on the Calvin Klein website

Don't choose just one way of presenting information, diversity is important. For
example, you can display new arrivals in blocks, and special promotions — in slides, to
avoid the “tunnel effect”, when the interface blocks look so much alike that the user’s

eye is focused on just one thing, and the other elements stay overlooked.

12
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> Unique Selling Proposition. Homepage is the place where you can
communicate with your potential customer. Make it clear for the user what your
advantages are, what makes you different from your competitors in the market, explain
what your unique selling proposition is. Avoid trivial things (fast delivery etc.), make an

accent on what really makes you stand out.

Katalog Oras  Wysylka | platnosé  Gezie kupit? N 6 6 : 0 o Do 0
YARO B

W czym jest wyjatkowosé YARO?

-

Maturalne stodziki Lukier z karobu Sktadniki roslinne

Unique selling proposition in the Yaro online store

> Marketing blocks. It is a good idea to place a contact request on the homepage
in the form of a subscription, a loyalty program or a special offer. To make it work, add

some value for the user: a discount on the first order, an individual offer or access to

closed sales.

SUBSCRIBE AND RECEIVE 10% OFF
YOUR FIRST ORDER

Gee axclusive offers, sneak peaks and traval guides)
CONFFM YOUVE F1.50 D0

BT SN LR YOU T
OO PARRE TTME TMAILS. 10 CAN U SUBTCRAE A3 L
AT THETOTION TF CUR PMAILS

LICY KD AR HAPFY FOR U5 TESTHD
BCHTNG THE UMSURSERIOE LONE

emall aadress JOIN

Subscription form in the Sunuva online store
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> Footer. The importance of this website element is often underestimated.
However, there is a certain pattern of user behavior, when they scroll down to the
footer because they are used to seeing useful links there. So place the elements familiar
to the visitors in the footer — for example, links to social networks, blogs, news

channels, contacts.

0O ©® <o - W | e = e
HELP & INFORMATION ABOUT ASOS MORE FROM ASOS SHOPFING FROM:
Helg Abaut us Mabila 4505 apps feu'rein ¥ | CHANGE

Careers at ASOS

Corparate respansibility Gift vauchers

Footer in the Asos online store

Segment the audience

Creating several homepages is no longer a new trend in e-commerce. It has been quite
effective, in particular, in the fashion niche (Yoox, LaModa, Pratik). In this case, during
the first visit to the homepage, the user can be asked to make a selection by key
parameters: for example, Women/Men/Kids. In this way, the homepage can be

personalized and offer the most relevant products to each target audience.

FIND A STORE TOMMY R HILFIGER Q sieniNn @

MEN WOMEN KiDs TOMMY JEANS HOME TOMMY STORIES EXTRA 40% OFF SALE

END-OF-SEASON SALE

EXTRA 40% OFF SALE STYLES

SHOP MEN | | SHOP WOMEN | | SHOP KIDS | | SHOP ADAPTIVE I

Example of the homepage optimization in the Tommy Hilfiger online store

Take into account specific features of mobile interaction

A mobile version of your online store is no longer a recommendation, it's a requirement.

Not only should the website elements be reduced and rearranged for it, but some
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blocks and features of the store should also be replaced. For example, in mobile the

main banner and other images should be redesigned for portrait viewing.

|:“' NEW WOMBN MATERMITY MEM TEEN GIRLS BOYS TODDLER BABY MATCHING: SHORTS SALE FACTORY Seaech: =3

LAST CALL

SALE — QUT v 1o Fommcons
BY TAKING EXTRA 50% OFF CODE SALE

Dew s

Workwear inspo in everyday form.
We're clocking in for a plans-on-plans
kind of summer,

SALE —OUT

75% OFF MARKDOWNS

BY TAKING EXTRA 50% OFF o

Example of the main banner redesign for the mobile version of the website
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Avoid common mistakes

Even if you choose the approach, strategy and arrangement of elements correctly, there
are still things you can do wrong that will prevent you from reaching your goals. Here
are some common mistakes you should beware of when designing the homepage of

your online store:

e Too many slides cause the "tunnel effect” with the user, produce sameness and

information overload;

ROZWIN

el (3 Bank Pekao

BIERE Z¥C

badi SMARTE

P".ﬂﬂf’ Q |i| Moje Allegre
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! Elektronika

| ©
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Kupul, spreedawal
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£

=3 Dom i Ogréd

Supermmarket Pobierz aplikacje i
zyskaj 5 Monet, a
Driecko kolejne 5 2a plerwszy

==l Uroda zakup

[F] zdrowie Powrat ooy Kupuj taniegw Dla fanow Laptop Acer 47%  Markowa bielizna
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Too many product photos on the website homepage
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e No description of the company, and/or the logo is not obvious;

L] English ~  Currancy UAH ~ !0 Login | Registration

= POLAND w

Products catalog ~ CLOTHES & FOOTWEAR POLAND

All rubrics Uniforms clothing Women's clothes Accessories and haberdashery Miscellanesus: Clothes and footw. ..

sl

All eategories 8§ v All categories 11 . All categories 14 . All categories ¥

Anti-example of the header design on the Allbiz website

e Irrelevant main banner that provides no understanding of what the store is
selling, or even misleads the user;

e The website structure is defective. For example, right below the main block the
Instagram block is placed, which takes the customer away from the official site. If
you want to present Instagram content on the homepage, it would be a good
solution to display a pop-up with a picture from the social network and a photo
of this product on the site when a product image is clicked upon. And then take
the user to the next stage of the funnel — the product card.

e Customer reviews about the products or the store are unnecessary on the

homepage, they can be annoying and even decrease the customer loyalty.

TORSTH - e

e %

™
eneEmzp Semyng UELL Haymin

The user doesn't need a dishwasher review if he/she has come to buy a TV. In such a situation reviews
cause mistrust.
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As a result of such mistakes, some customers leave the website within the first seconds.

Now you know what you should do to avoid it.

Things to remember about homepage

When designing the homepage of your online store, do all you can to quickly take the
users to the necessary section. Save their time on finding the relevant product card. If
the majority of visitors scroll down to the middle of the page and then go to other
sections of the site, it means you have managed to arrange your entry points properly.
Use the homepage to segment your audience, raise brand awareness and maintain

your company's online image, building on the core business goals.

18
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2.2. E-commerce website search

Do not underestimate search in your online store, because this feature is normally used
by the users who have almost made their choice or regular customers. If, on average,
only 5-10% of all the visitors of fashion websites use the search bar, for pharmacies,

appliance or book stores, this figure can reach up to 50%.

In general, regardless of the business niche, the website visitors who use search convert
much more often than others. When search is properly set up, conversion rates
increase by 20-100%. Today 30% of all the site searches end in failure, which makes this

feature a growth area and should be paid special attention to.

Example of how we optimized search:

While working on the Intertop project, we discovered that almost 3% of the users, which
is about 60 000 visitors per month, used search in the online store. However, it worked

incorrectly, which caused a high bounce rate.

Da00 30-93-1¢
Free reservation for &8 hours - Customer Serice Lwwe Freg cois within Uknaing E ':1 . BU tv
INTERTOIR Woman's Shoas Men's Shoes Kid's Shoes Accessories Chatlat Core Products Brards
nike i1 SALE
GUD Sergio Tacchini Serglo Tacchind
1301
GUD&= Sergio Tecchin Sergio Tacchini
1200 16915 458-rpu 1274145 2585 rp

W

Search in the Intertop online store before redesign
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Using the ESR approach, we went through the search algorithm and corrected the
errors. As a result of the changes introduced, the rate of transactions from search

increased by 74.64%.

0800 30-99-19
Women Men Kids INTERTOP Free calis within Ukiaine. &5 7 Il
Q

Create a Look New Clothes Shoes Accessories Sport Premium Care Brands Promotions Adidas
Women's Shoes Adidas a5
Home = Women
Men's Shoes Adidas E1)
I E Kid's Shoes Acliclas
Women's Clothes  Adidas 4
March
Mer's Clathes Adides a
Accessories  fAdidas 2
af
. y Boots  Adidas "
(o ¥
‘-..ta 3 Sneakers Adidas 82
Y, S
‘K ¥ Slides Adidas o
= T 1 1 G
Additional Discount [l
% e < - Show All %63
10% if you pay online with o
a card .
‘-ht:-_;!_ ) 'h\\‘

Search in the Intertop online store after redesign performed by the Turum-burum team

Steps to optimize search in your online store

Below are 5 steps that will help you optimize the website search and thus increase the

effectiveness of your e-commerce website and improve its KPIs.

Step 1. Customize your search algorithm

First you need to understand what parameters are important for users and what your
potential customers might look for. To do this, add Google Analytics tracking to your
website to analyze the queries that users enter into the search bar and understand
what types they are divided into: brand name, product type, item ID, specific model,

product parameters, etc.

After compiling the list of queries, you need to segment it. This will make the basis of

the proper performance of search in your online store.
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UNITED STATES ¥ CUSTOMER CARE FREE STANDARD SHIPPING ON ORDERS OVER $200 # BECISTER & LocIN
unny
WOMEN  MEN  KIDS DESIGN+ART NRE R
I WSS l O Q
Q boo %

BOOTS BOOKS COMBATBOOTS  ART BOOKS
ADIDAS BOOST

COWBOY BOOTS  ANKLE BOOT  LIUJO ANKLE BOOT  KNEE-HICH BOOTS

BODTS

L

MAISON MARGIELA 8 by YOOX FENDI LCI RO PLANA 8 by YOOX 8 by YOOX
nee hoot: Kries boots Hnee hoots noe -»r.-. Hnes b boa Knee hoots
55150 42% DFF : G4% OFF : % OFF 2 5 OFF % OFF £ 2T 50 B6% OFF
s 925.00 4 85.00 s 715 oo s sgs.ou s 195.00 479.00

BOOKS

ASSOULINE ASSOULINE ASSOULINE THAMES & HUDSOMN ASSOULINE ASSOULINE
Contemporary culture book Canfemporary culture book Contemperary culture baok Photography taok Contemparary culture bock At book

$95.00 $95.00 %9500 $33.00 $ 9500 $9500

Search in the Yoox online store

Step 2. Provide your users with an option of product filtering

After entering a query, the user can get a search results list of dozens or even hundreds
of items, which is not very convenient to view. That's why provide your users with an

option to filter and sort products by the parameters that are important for them.

Previously, online stores often used advanced or category search. But this approach
works better for big retailers like Amazon, with a huge number of goods. Very often

people don't know how to use such search or have difficulty working with it.

If we talk about trends in e-commerce, faceted search is gaining popularity. Its main
advantage is that users can narrow down the selection already after they have received
search results for their query, and not before — this facilitates the search for the

desired product.
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Search results page with faceted search results on the Firstcry website

Step 3. Give some thought to the search bar design

carter's
Sort by Best Seller

= o

|
o

P

W ¥
:B & {‘ .
) )

: e
Bestseller E Fools
Babyhug Advanced Pant Style
Diapers Extra Large - 56..
12 . comas with advanced
whileh hesps in

5

1836.5 £1195 (3
€ club Price: 8126 >

{#14.94 Pes Dimper)

-ADD TO CART

The design of the search bar should be chosen depending on the size and focus of your

online store:

e Ifit's a big retailer, search is a key navigation feature on the site and should be

accentuated. No matter how well your menu is structured and navigation

thought out, finding the right product is not always easy. Search solves this

problem.

Gaming accessories

o

Search bar on the Amazon website contrasts the header, is easily seen and attracts the user’s
attention.

Shop by Category
= I

— Hefio, Sign in
Q == -~ Account & Lists ~

Shop the Home store

Refresh your space

Dresses

Sign in for the best

experience

Returms
& Orders -\,-,, Cart
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e For smaller stores, you can make the search bar more compact, display it when
it's pressed upon or presents it in a separate pop-up, that is, have it expanded

when clicked upon.

Step 4. Use prompts and autocomplete

Give textual prompts and auto-filling. They serve as tips that help users engage on the

site, move on to the product list or product card, and may affect the decision to buy.

) o = Hello, Sign in Retums )
A sneal o - Account& Lists - & Orders -L.,f:an

.

! sneakers for men
sneakers for men in Men's Shoas
sneakers for women
sneaker cleaner
sneakers
sneaker storage
sneak peek gender test
sneaker cleaning kit
sneaker balls
sneakers for boys

sneakers for women clearance

Autocomplete and high-frequency queries in the Amazon search

There are two ways to influence the user with prompts:

1. Direct influence. You get the user to move on to the product card (or
micro-convert) faster.

2. Indirect influence. This is promotion of a certain product by displaying it in
prompts. This list should be regularly updated to stay as relevant as possible. For
example, if the user enters a query for sneakers, offer him/her the top 3 sneaker

brands first.

sivd

White Sneakers
Sneakers Women
Mike Sneakers
Black Sneakers
Flatform Sneakers

Adides Sneakers

Chunky Sneakers

Example of search in the Asos online store
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The format of the prompts and auto-fill you use in your online store search is also very
important. For fashion websites and online stores with diverse products it makes more
sense to display 3-5 matches and not just text, but also a product photo, item ID, full

name, full/discount price, etc.

When it comes to spare parts or some tools, where appearance is not that important, it
is better to show as many product parameters and characteristics as possible. This will

help the user find the right item faster.

Step 5. Add search by item ID

Offer an option to search by item ID. In this case, the user knows for sure what he/she is
looking for, and the purchase probability is very high. Chances for conversion will be

even higher if you add product photos and characteristics to search prompts.

Things to remember about search

Here are the main tips to optimize search in your online store from Denis Studennikov,
Turum-burum UX/UI department head:
1. Display truly important information and selection parameters, such as product
photo, full name, price, category, item ID.
2. Analyze search queries to suggest appropriate prompts. Keep them up to date in
order to anticipate your customers’ queries.
3. Searchis a good tool for promoting products and categories. Make good use of
this opportunity to give additional value to both the business and the customers.
4. Take into account false queries and typing errors. According to statistics, 20% of
the queries are entered in a free form, and 40% — in the Latin alphabet and
figures. Think through the key errors and process such queries correctly.
5. Don't get your users to make an extra click. When the search icon is pressed
upon, especially in the mobile version, have the cursor placed in the input field

automatically.

Optimization of e-commerce website search is more essential today than ever before.
Users are more and more often looking for a specific product, and if your search works

incorrectly, they will simply go to your competitors.
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2.3. Filters

Filters are a tool that simplifies your online store navigation, helps the user find the
necessary product, improves behavioral characteristics, and can make your site more
visible to search engines. A properly designed and customized filter shortens the user
path, improves the LTV, can increase the average order value and other project KPIs

that affect the profits of your business in general.

Design of your website filters — which one to choose?

Here are two most common approaches to designing your filter menu:
e in the left sidebar;

e horizontally under the website header.

You can combine these approaches to simplify and speed up search for the necessary

product.
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Vertical filter in the Sephora online store

If we are talking about a big online store with a wide range of products, there will be
many search parameters involved, so it is better to use a side menu. This option works
well for online electronics stores, as well as for retailers selling children’s products,

fabrics, and so on.
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In stock and

immediately available

D-Link

otd price ;99E
89
41,89 €
incl. VAT plus shipping costs
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Delivery time 1-2 business days

() Add to Wish List

.. Compare products

Another example of the vertical design of the filtering block in the Computer Universe online

electronics store

For fashion e-commerce websites, it is better to use a top filter menu, as there will be

much fewer search parameters involved. Such a menu takes up less space and lets you

add more thumbnails to the product list, which plays an important role in

decision-making.
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Horizontal filter on the George website

@ From

O

£16
Pokémon Pikachu Graphic Print
Sweatshirt and Joggers Outhit

Filter parameters should be prioritized in accordance with their popularity: for the side

filter from top to bottom, for the horizontal one — from left to right.

If there is a filter by brand, show 5 most popular brands first, and only then display the

list in alphabetical order.
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Prioritization of the filter by brand in the MakeUp online store

Add search by brand — it will speed up and simplify the task for the user, as he/she will

not have to scroll the whole list to find the brand he/she needs.
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Example of search by brand in the Amazon filter

Check-list of filter design and settings

> Correct filter performance

It is important that search results correspond to the specified filter parameters. Test the
performance of all the parameters to avoid the display of irrelevant items and “Zero

Search Results” message on the search results page.

> Accent on the filters

Make your filters noticeable, so that the user doesn't have to look for them. For
example, on the Zara website, one might not immediately see the filter button in the

upper right-hand corner.
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/NAWOMAN s -

Anti-example of the filter button on the Zara website

In the mobile version of your online store also make filters more accentuated and
visible to create more chances for the user to use them. In this way, you will narrow the
product list down to the most relevant items and make the user path to purchase

shorter.
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Filter button in the Baku Electronics online store


https://turumburum.com/cases/baku-electronics/
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> Adding new filter parameters

When new parameters are added, the filter results page should not be reloaded, with
the previously applied filters staying in place. It is important that the user’s focus
remains in the same place, and he/she doesn't have to search for the necessary

parameters again.

There are 2 ways to implement it:

e Ajax content upload — the page content is automatically uploaded from the
database, without visible reloading of the entire page. This approach lets the
user access the necessary product faster without having to click on pagination
links.

e Add a“Show" or “Apply” button to be pressed after a certain filter parameter is

selected for an informed decision to apply a filter or a combination of filter.
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v_—v
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LANCOME LAKCTAME CIVEMCHY ®EMIOD
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......

Concentration

Eau de parfum

In the Mon Amie online store of beauty products you can select all the necessary filter parameters and

only then click “"Apply”.
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On the Victoria’s Secret site the filter will not be applied unless you click the “Apply” button.

> Filtering vs sorting

Don't mix up product sorting and filtering. These are completely different features. The

purpose of filters is to narrow down the product list by a specific parameter, whereas

sorting simply changes the order of items on the product list by a certain criterion

(price, name, promotion, new to old, etc.). Make a distinction between these tools so as

not to confuse your users.
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Filtering and sorting in the Sunuva online store

> Parameters of filters for different categories

K SHOP INSTA

Filter parameters and their prioritization should correspond to the product category

and vary depending on the selected one.
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For example, if a user has entered the “TVs” category on the Amazon website, a list of
filter parameters, relevant for choosing a TV, is displayed. When moving to another
section, for example, “3D glasses”, the set of parameters will change according to the
specific features of this product group. In this way, the website filters are as useful for
the customer as they can be, speeding up and simplifying the search and improving the

website KPlIs.
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Parameters of filters for different categories on the Amazon

> Quick filters panel

Add a panel with the most popular and frequently used filtering parameters for a
specific product category so that the user could quickly go to the filter results he/she
needs. Being an additional source of quality targeted traffic, such filtering pages

contribute to your online store SEO.

31



+38 068 653 84 46 hello@turumburum.com

> Collapse and expand filter options

If we are talking about a big online retailer with a wide range of products and many
different filters, add an option of filter collapsing and expanding. Thus, your filters will
not look endless and frightening.

Even though there are many nuances to consider when designing and adjusting your
product filtering, if everything is done properly, filters can make your service more

customer-oriented and increase the conversion rate of your online store.

> Displaying the applied filter parameters

Show the user which filter parameters have already been applied. Offer an option of

resetting all parameters at once or changing individual ones.

LIMITED TIME. FREE SHIPPING & RETURNS ON $50+ ORDERS, DETAILS | VIEW OFFERS |

VIETORIAS PINK BEAUTY VSACOLAB F 2 M

L

! |
Example of displaying the applied filter parameters on the Victoria’s Secret website

Don't dwell on the standard techniques. For example, the Zlato.ua online jewelry store
provided users with the opportunity not only to view and reset the filter settings, but
also edit individual parameters without deleting and re-adding them. In this way, we

took care of the customer, making the service even more customer-oriented.

> Thematic filters

Do not limit yourself to basic filters, you can also add thematic ones. The main thing
here is not to overdo it and not make filter names too complicated. Remember, the
main task is to facilitate the search for the necessary product and narrow it down, and

not confuse the user.
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Thematic filters on the George website

Analyze your visitors' search queries. For example, if a user wants to buy a microphone,
you can add such filters as “iPhone microphones”, “microphones for singing”,
“microphones for conferences”, “microphones for video camera”, etc. This will speed up

the process of selecting products for your users.
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2.4. Product card

Now let's have a closer look at the product card. Here are some basic tips that will help

design this key page so that to increase the probability of the add-to-cart action.

> Use high-quality product photos and video reviews

One of the best ways to win customer trust and improve KPIs on the product page is to
place large, clear product photos and interactive videos there. If possible, add a 3D

review of the product to give your user a feeling of shopping offline.

With a limited budget, many new online stores neglect this aspect. However, despite the

costs involved, there is nothing that persuades the visitors to press the “Buy Now”

button better than high-quality product photos and videos made from different angles.

> Add social proof

You can spend all your marketing budget on ads on Google, Facebook and other

platforms, but they will never be as powerful as recommendations of real customers.

e 93% of customers read online reviews before buying a product.
e Positive reviews remain a key way for companies to sell their product, with

customers willing to spend 31% more on a business with excellent reviews.

e 72% of customers don't take any actions until they read product reviews.
e 84% of people trust the reviews they read on the Internet as much as personal

recommendations.

Posting reviews of real customers in the product card helps build trust and gives

potential customers the emotional information they need for making a decision.

Thus, for example, a review block is an absolute must-have for children’s products
online stores. It is crucial for new parents to understand the experience of other users
and learn from it. By providing an opportunity to post or read a product review you

enhance trust in the product and brand.
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Example of social proof in the Crocs online store

> Increase your website loading speed

A Google research showed that 90% of mobile users leave websites whose loading takes

more than three seconds. And according to a MachMetrics report, the loading time for

most of the sites is 8-11 seconds, which means they are losing potential customers.

Pay attention to the loading speed of the product card when the user navigates there

from the product list page, as well as at the speed with which the adding to the cart is

displayed.

To make your product page and website in general load faster:

Reduce HTTP requests on your site.

Compress files and website images.

Fix broken links.

Make sure that the site is optimized for mobile devices. This can be done with
the help of_Mobile Friendly Test.

Check the website speed using Google PageSpeed Insights, and then identify and

eliminate any additional reasons for slow loading.

> Think through the hierarchy of the elements in the product card

Thanks to such giant brands as Apple, Nike, Beats and many others, customers began to

appreciate and even expect minimalistic designs in online shopping.

In order to avoid basic mistakes in the product card design:


https://www.thinkwithgoogle.com/marketing-resources/data-measurement/mobile-page-speed-new-industry-benchmarks/
https://www.machmetrics.com/speed-blog/average-page-load-times-websites-2018/
https://www.google.com/webmasters/tools/mobile-friendly/
https://developers.google.com/speed/pagespeed/insights
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e Leave only the most relevant and important information about the product;
e Use the space rationally, so that the blocks could be easily distinguished;

e Prioritize the target actions. Have one CTA button that stands out with a

high-contrast color and make it available when the page is scrolled.

;[‘,-: 095 373-00-00

“touch e b Yo "

------------ o

Appia Watch Senas 1 MLCA2 42mm Space Biack Stainkss Steef Case with Slack Spor Band

2 23y
." FL T I T ST O LTS T4 R

0450 FpH.

{pcuur
i B2 e

KR S

Anti-example of the product card. There are so many distracting elements on this product page that
the CTA button is not obvious — the user can't really see it, which might result in a low add-to-cart

rate.
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Here is a good example of the product card design in the Mon Amie online store. Nothing distracts the

user from the product. The main accents are a big product image, the price and the only CTA button.
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> Make mobile conversions a priority

According to Statista, 72.9% of the whole e-commerce market is expected to be
generated through m-commerce in 2021. Therefore, if you want to increase the
conversion rate, firstly it is necessary to optimize the product card for mobile devices.
If the page is loading too long or displayed incorrectly on a mobile device, the user will
simply leave. Make sure that you can not only view the product, but also buy it from

mobile devices.

@ Contact Us 966

Forward ()

Set “Philadelphia”

399 2

489 2

You safe 302 on buying a set

& ¥ & 8 =

Meanu Prasents Cart My account Mare

Example of the product card on the 966.ua website, redesigned in accordance with the mobile-first

principle

Thus, when designing your website, use the mobile-first principle and follow the
patterns of mobile applications. That is, the interaction with the website should be

similar to that with a mobile app.
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e Use swipes.
e Use fixed CTA buttons, so that the user could add the product to the cart at any
moment.
e Dropdown windows and pop-ups should look like a separate screen, and not like
a modal window. Thus, the user can focus on the action the screen calls for

without being distracted by the background of the page.

> Use cross-sell and upsell tools

It is in the product card that cross-sell and upsell tools are most effective. Add a block
“Frequently bought together”, “Similar items you may like”, “Customers who bought this
item also bought”, etc.

Similar ltems You May Like!

CV'E Moschima A Klein GUESS Calsin Klen
Sudinn Printed Leoperd Mylen Cieas... Dorsa Jacquard Sarchel Hewae Bir Flap Crosibady Bhatia Tap Handle Flag Ele Signatum Top iz Savchiel
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Tk Kloin LCA

Wias this page helpful?

Vo () () e

Example of the upsell block on the 6 pm website

> Use nudge-marketing techniques

Users can be encouraged to make a purchase when they are informed that the amount
of the goods in stock is limited or the product is in high demand. Add such messages as
“100+ people bought this product this week”, “Only ... left in stock”, “This product is
viewed by ... people now”, etc. These are examples of nudge marketing encouraging

users to make fast purchasing decisions.

However, it is really important not to overdo it, so as not to drive the customer away

with excessive triggers.

38


https://cxl.com/blog/nudge-marketing/

+38 068 653 84 46 hello@turumburum.com

Donald J Pliner Doven DONALD,J o

$208.00
W Ships Free!

Navy v

Example of nudge marketing

Why is it important to optimize micro conversions in the

product card?

As our UX designer Max says, “It's better to eat your pie piece by piece”, which means
that it is much easier to understand and optimize user tasks at each particular step,
rather than try and change the entire funnel at once. Thus, it makes more sense to
analyze user experience and the arising problems “along the way” in order to be able to

address each of them in the interface later on.

Optimize your product card design taking into account micro actions, and you will

increase user conversion and, consequently, improve the KPIs of your online store.
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2.5. Cross-selling n upselling

Cross-selling and upselling are two different marketing approaches with different
principles.

The idea of upselling is to increase the average order value by demonstrating the
benefits and savings on a purchase. The customer is encouraged to buy a bigger
quantity/volume or a more expensive/upgraded/premium version of the chosen item to

make a better deal.
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Example of upselling in the Firstcry online store: by displaying the price per diaper in a smaller and a

larger pack the benefit from buying a larger one is shown.

Cross-selling is a sales tactic encouraging the user to buy an additional, complementary
and/or related product in addition to a requested item. It is used when the user has

already decided on the main order.

Do not be afraid to offer your customers additional products at the moment of

purchase. Cross-selling can accompany the user at all stages of the product selection,
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even at the point of the shopping cart review. If you do it carefully and properly, you will

be able to increase not only the average order value, but also the ARPU.
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Why use these tools?

Upselling and cross-selling are used to increase the revenue of an online store, but

there is actually more to them. Here are 3 main benefits of upselling and cross-selling:

e Theyimprove KPIs (average order value and ARPU)
e They increase customer engagement and page depth;
e They increase customer satisfaction rate through meeting customers’ needs and

showing care about them.

How to upsell and cross-sell effectively?

The effectiveness of upsell and cross-sell tools depends on how thoroughly and
competently their operational algorithm was defined, taking into account the product

characteristics, understanding of the target audience and the online store niche.
> Upsell offers in the product card

As we have already mentioned, upselling in the product card proves effective if
presented in accordance with a certain algorithm. Thus, there is no sense in offering
women's slippers next to men'’s boots. It's reasonable to offer products from the same

or related category and the same price segment (or 5-10% more expensive). Show the
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user that by spending more, he/she will actually make a good deal; this will make the
product more valuable for him/her. As the customers go from one relevant product to

another, they can mentally agree to buy a more expensive one.

Such an approach works quite well for fashion online stores, whereas for electronics
shops things are a bit more complicated. In this sector the difference in the price of
items is often too big, sometimes reaching 25%. Still, upselling can be applied here, too
— for example, the price difference can be bridged by the information about available

credits and installment payments.
> Cross-selling in the product card and shopping cart

Cross-selling works well in the product card and the shopping cart. Its effectiveness

depends on the proper placement of blocks on the online store pages.

Product card

For the product card on the fashion website the following arrangement of blocks should

be applied:

e Product photo
e Product characteristics that affect the choice
e Upsell block (“Related products”, “You might also like”, etc.)

e Cross-sell tools (“Complete your look”, “Frequently bought together”, “Package

deal”, etc.)

As a result, with the help of the upsell block we offer customers a choice and show care
about them, and then we motivate them for additional purchases using cross-selling

tools.

Thus, in the Pratik Ukrainian online shoe store, they offer a matching bag to the

selected pair of shoes. On 6 pm they offered similar items.
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Example of upsell and cross-sell blocks arrangement in the 6 pm online store

If it goes about the electronics store, a different approach should be applied: in this case
it makes more sense to place a cross-sell block right below the product photo and

description, and only then — upsell items. For example, when buying a mobile phone,
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one gets 15% off on a cable to it. The user understands the value and benefit of the
offer right at the beginning of the page, and the online store sells two items instead of

one.

(1= 5 T2 B[4 reviews)

TV Samsung UE-

43NUT192
Delivery Kharkiv - Wetrranty

Pickup focation Prospekt Gagarinag metro

staticn, Gogarina Ave. 17 Warry oM 61500 mortis

=

A

=
\

Cheaper together ™
‘”L”J‘j Ye + = 11 389 UAH
“ 1ot 77 ) ;

Example of the cross-sell block in the Denika online store

Shopping cart

When the customer has already made a choice and put the product in the cart,

additional service, warranty or related items can be offered.

i x
Accessories Your cart
Body protection ! .‘l\ ==

L e
de-iirpe
Wt 2 ' isesepm
L H
CERS . ‘\T;‘ | hove o promo code
Ll : Total 16 626 rpH

ey Proceed to checkout
L= o

+ More
Screen pratection &
| oy | =
A16 FpH e
\ Stitrpm S
P T H

Cross-sell block in the mini cart of the Tehno Ezh online store. When buying a mobile phone, the

customer is offered a case and a protective glass for the selected device that can be added to the cart

with one click.
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Once the customers get to the cart, they can be offered to add gift wrap or a related

product to the items they are buying.

Cart Continus snippins

43 410
GUCCI FLORA Eou de parfurn, 50 m| p
C - | Ehae B 13 023 .
< _ w, GUCT - S

P

Ny e - T ) Total 30 387 1.

| B FAT0SZ254650
- Add promo code
Gift boxes and wrappings /

B85 3B5 250 .

On the cart page of the_Mon Amie online store we used cross-selling techniques for additional sale of

gift wrap.

For example, while working on the Mon Amie project, we noticed that around 40% of
the customers were men making presents for women. Thus, not only did we solve the
business task to increase the average order value, but also addressed the customers’

needs.

In the cart multi-level cross-selling can also be applied: when the customer adds one
related product, the cart is updated and a list of the products from the next relevant

category is suggested.

One of the most popular cross-selling tools increasing the average order value is
gamification. Involve the customer into a game by offering to buy additional products in
order to get a gift or free delivery. For example, for 966.ua food delivery service, we

developed a slider that demonstrates benefit from buying an additional product.
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To come in

Biggest Philadelphia
B - @ 9.

A giftis waiting for you
Buy something soon

Buy another 141 2 and get
Free shipping

2592 |

Example of gamification on 966.ua

6 common upselling and cross-selling mistakes and how to avoid them

1. Absence of cross-sell or upsell blocks on your website. In this case, you don't make
use of the latent potential of the page, thus missing profit and depriving the customer
of sufficient service.

2. Cheaper products in the upsell block than the item picked by the customer.

3. Complicated and incomprehensible offer. The usefulness and benefit of the upsell
and cross-sell offers should be explicit and crystal clear to the customer.

4. The list of alternative products is too long. Instead of offering half of the assortment
to the customer as an alternative, limit the choice to 5-10 options. Otherwise, the
customer might stop searching at all.

5. Irrelevant products in upsell and cross-sell blocks. It's useless and might annoy the
customer.

6. Using upsell tools at the checkout. The customer might leave the cart page and never

come back.

Don't be afraid to experiment! Apply both upsell and cross-sell tools, use them on
different website pages or combine on one. If you set up the operational algorithm and
arrange blocks properly, you are sure to increase conversion and average order value.
For example, we managed to increase the average order value for the Mon Amie online

store by 1.7 times.
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2.6. Shopping Cart

Below you will find 5 steps to optimize the cart with illustrative examples and

mistakes to avoid.

Step 1. Choose the shopping cart design: a pop-up or a separate

page

There are two basic approaches to the shopping cart design: a separate page and a
pop-up.

A shopping cart pop-up has already become a trend, because in this case the number of
steps to checkout is reduced. Such a cart type mainly serves as a confirmation of the
customer’s actions. This option works well for fashion e-commerce websites, as well as

for online stores with a little number of products.

In the cart

Bonuses e

Boots Bronx 0 B e 1469 UAH
- 1
rifka-chunky BX2109 :

‘ Art.: BX2109

TOTAL 1469 UAH

BB onuses INTERTOP PLUS: &4

Shopping cart pop-up in the Intertop online store

The downside of such a cart design is that it doesn't always let you effectively present
your cross-sell and upsell offers. However, these tools are often implemented in the

product card and work quite well there.
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It is reasonable to create a separate page for the cart:

e When it's a big store with a large assortment of products. In this case, users often
purchase several goods at once, so they should have a chance to double-check
the order before placing it.

e When the goods are expensive. These are usually not one-click purchases, so the
shopping cart page should contain as much information about the product as
possible, in order for the user not to return to the previous step before
completing the order.

e When you want to implement full-featured cross-sell and upsell blocks with

categories, if there are related products.

Lipct C Lagin / Fegister
[ o L
l am
Shopping Cart (1) My Shortlist Net Loyalty Cash Eamed: 73 (7]
Q Delivery Fincode: APPLY | & s PAYTIM Jpro so
¥ C Y% OFF" on minimum
Babyhug Full Length Lounge Pant Shark 1512.71 purct g Uss Code:CART30
"% Print Pack of 2 - Blue MRP T648 21%OFF
/ “m- Size: 4-5Y € Club Frice € Jon Club & Save T 7198 with This Order
Fabric: Cotton haaa 3 Months 12 Months
ideal Weight (Kgs): 16.3- 18.4 MREP Includes all taxes 7294 7599
Eam Loyalty Cash: 23]
Enter Pincode 10 check Dellvery Infarmitian
Qty: 1~
Log in 1o zse It G riificate/loyalty cash
T REMOVE () MOVE TO SHORTLIST
Buying For Loved one?
Gift Wrap and personalised Message on O
Card
LOGIN TO PLACE ORDER e
Fayment Information
Vakue of Product{s) T649.00
SHOP WITH CONFIDENCE 5{»}_}@ %».J HanPised rourts g Snep s Bsscur
Sub Total T5BB.35
Final Payment $588.35
TRENDING ITEMS

i Curaved by 7 Dewlopes by
Early Learning Educatars Moy o Lrn 1s Spuniis Q Esperienced £
i

IR

| [l '.E 5 &S
o o
< " ’ [T — P =5 >
T Qo000 s ®
f;-: = A m S Ay, et -+ I & .
O« 2
Timics Mefts Whalegrain Preservative Babyhug Premium Baby Wipes - 80 inselliskills Little Board Bocks Sat 2 FirstCry PlayBees Play & Leam Kids inselliskills Magnetic Ny
free Kids Snacks Pack af 4- 50.gm Flenes | Pack of 7) Fack of 10 - English Speaker with Preloaded Rhymes, Symbels - Multicolor
T475.00 T168.20 7465.97 72502.50 7576.00
MRP 1350 (42% OFF MRP £B5 (45 18% OFF) MRP $3858 {25% 0FF) MAP £804 (785 OFF)
€ Ciub Prics T163.10 € Ciub Price - T448.97 € Club Frice - 22502.50 € Ciub Price - T560.(

On the Firstcry project you'll see a separate page for the shopping cart and present cross-sell offers

there
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Step 2. Define the essential elements of the shopping cart

Please mind these 6 elements and make sure to use them correctly when designing the

shopping cart for your online store.

e Product information

Information that should be provided in the shopping cart:

[J Product photo. The product image should be the same as in the catalog.

[J There should be an option of navigating to the product card from the cart.

[ Size, color and item ID. Ideally, there should be an option of making changes
right in the cart.

[ Tell the user about limitations and specify the available quantity of goods in
stock. Always display up-to-date information to avoid situations where, for
example, your customer orders 3 packs of razor blades, and there are only 2 in
stock. You don't want him/her to hear it from the manager, especially if the order

has already been paid.

Shopping cart

sosins BESt_coOins

//\ Ukraine 10 UAH 2019 - Honaring Participants
in the Armed Conflicts in Foreign Countries)

16 UAH

6 itams in stock

16 UAH

Continue shopping

Example of showing the quantity of goods in stock
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e Deleting/retrieving the products and Favorites

Provide users with an option of retrieving the deleted items in case the product was
removed by mistake. Give them a chance to get it back quickly without having to look
for it in the catalog again (for example, the product is not removed immediately and

there is a button to return it back to the cart).

When the user removes a product from the cart, offer an option of adding it to
“Favorites”. Maybe the customer decided not to buy this item right now, but will want to

get back to it in the future.

Shopping cart N25106513 ue st Empty cart

Total: 589 uaH

Design of this feature in the Pampik online store

e Easy-to-understand buttons

Make sure to have the "Continue shopping" button in the shopping cart. Maybe the

customer would like to add something to the order.

It is also a good idea to apply the principle of the expected result, i.e. instead of the
usual "Next" button better use the "Place Order" one, etc. Thus, the customer will know

exactly what awaits him/her at the next stage.
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1 — g UNI
A8,

‘You are $39.10 (excluding tax) away from free standard
shipping. No shipping fee for all in store pick up orders

Click "Checkout” to resarve Cart contents for 60 minutes.

Recently viewed

EENENRN
Ultra Light Down Vest

£549.90

CONTINUE SHOPPING

hello@turumburum.com

Uniqlo shopping cart: there is an option to continue shopping and an easy-to-understand button

taking the user to checkout

Bonuses, promotions and promo codes

If the product is purchased at a discount price, or bonus points/promo codes are

applied, provide detailed information about how the final order amount is calculated.

Specify where exactly the discount is applied and what is included in the set.

carter’s Baby

Toddler Kid

Ship to oddress |

Arrives in 3 to 8 Days

Corters Qg1 =

Flat-Front Chino Shorts

Doorbuster

This order is a gift

Gift recaipt will not digploy pricing informaetion |dato 1

Collections

Frea Pickup in Store

Hilary Duff x Carter's Sale

Find your product
| Delivery options

You're only $22.00 away from FREE SHIPPING!

[==——
Standard Shipping - $6.00
s13.00 wiihi b
SeEeTe
Ecit ats
Order summary
Promao code Apply
Subtotal $13.00
Shipping $6.00
Estimated tox S0.00
Order total $19.00

Example of a promo code field on the Carter’s website

] chuoi(uut

Q |

I'_____
W)
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Give your customer an opportunity to choose not to use bonus points or promo codes,
so that he/she could select the best deal in case there are several special offers

involving the same product, or he/she has a promo code with a bigger discount.

Cart

Shaver PHILIPS AgquaTouch B5420,/06
Activated: Buy a Phifips shaver and get a precision timmer as a gift!

"'l:-

Remove special offer discount

Continue shapping

Total, regulor price without discount 3548 UAH

Payment total: 2899 UAH

Prica 269% UAH
Remave

Discount: 847 UaH

Example of the option not to use the special offer

Specify how many bonus points the user will get for the purchase while he/she is still in

the cart.

NoGpuk geHb, Mapual Mk ckydunm)

CropucTaTmca

kS
Bawe 3amoBneHHa N28724801 MpomMokoacm/CepTrdikaTom
HKop3uHa 2
Cropueratiea MamMnikammu
EnexTpudHa 3ybHa WiTka 1 6381 rpH Ha pasyiy O FpH |0 namnikia |
[ ] COral-B iO cepia 8, 6inui Sotioo
- OopgaitTe go Nokynok 139 >
KoHcTpyrTop LEGO City 1 1BI6rpH =-_._-- __-_- Meuneo auTaye Fleur Alpine
] Community CyuacHuit 165 ren ==l  Opraxik3 BUHOTPAAHUM

s o e
+1316 namMnikia =22

ByauHox anA ciM'T, 388 per.
(60291)

ApTrmyn - 405873

cokom, 150 r

Apmiiyn - 112949

hello@turumburum.com

2 ToBapy Ha cymMy 9899 rpH
Brrona eia 3HMHOoK - 2202 rpH
Pasom 7697 rpH

| Hapaxyemao TEYT namnikie 3a nokyrky :""?‘} |

Information about bonus points in the cart on the Pampik website
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e Information about additional costs

Never hide additional costs (for example, for the delivery of goods). If shipping is free

for orders from a certain amount, provide this information to the customer.

1)
Carter S Baby Toddler Kid Collections Hilary Duff x Carter's Sale Find your product

CAIRESILE P ue UIIY I LG U O 0 3 IUE FHRGALUE SUPET IUSLT 06 WG L U

Your cart (1item)

Apply Now

E 30% off your first order when you apply for and use the Carter's® Cradit Card. ()

Save $3.90 on your cort!

ship to address: | Free Pickup in Store | DE“VEFY options

You're only $22.00 away from FREE SHIPPING!
Arrives in 3 to 8 Days ————

Standard Shipping - $6.00
Oty:1 ~ $13.00

SO0

Order summary

Information about delivery terms on the Carter’s website

e Cross-selling and upselling

You can and should use the cross-sell and upsell tools in the cart. Provide your
customers with an opportunity to add related products, additional services or
consumables without leaving the shopping cart. For more information, please see the

section Cross-selling and Upselling.

Step 3. Adapt the cart to mobile

The design principles and basic elements of the cart remain the same, but how to fit it
all into a small screen resolution?

The products take up the entire first screen and if there are more than two or three of
them in the cart, one would need to scroll down to the end of the screen to see the
order amount. Besides, with this format there might be some difficulties with cross-sell
and upsell tools. One way to solve this issue is to place a sticky menu at the bottom of

the screen.
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posz-40 & B =ealal B9%E
X @ ?L,LLSLT delivery Dnepr-"... ‘: o

@ H.ELLI'IEHEQIJH 966 ALl | UA | EN

Basket

:.{:--.'_: ; Salmon set

=

= A

%;,.-.1-4, - 1@ 199 2

a-; T 'ﬁ Set "5 Philadelphia”
Ayt
Ao

-1 @ 199

%& Set "6 Philadelphia”
a‘fg"’- et - 1 @ s e

you got the best gift

Total

3 products 2897

In the mobile version of the 966.ua cart there is a possibility to view your gifts in the sticky menu at the

bottom of the screen

Step 4. Avoid common mistakes

To reduce your cart abandonment rate, try to avoid common mistakes that are often

made still during the design process:

1. The product takes up the whole page, the customer can’t see the price and/or the
total order amount and has no idea what to do next.

2. To get information about the total order amount the user has to scroll down to the
bottom of the page.

3. The checkout button is not on the first screen.

4. The quantity of goods is not displayed and/or there is no option of editing the
quantity.

5. There is no price per unit, only the total amount.

6. No discount displayed.

7. The cart is not automatically updated.
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If your cart abandonment rate is high, this issue should be tackled. One way to get your
customer back is to remind him/her that he/she still has products in the shopping cart
via remarketing or email. Another way is to prevent him/her from leaving the page by

eliminating usability errors.

Step 5. Experiment!

There are many types of pop-ups and shopping cart designs that will help you engage

the customer.

e Visible add-to-cart actions

Add the animation of moving the product to the cart when the "Buy" button is
pressed to visually confirm the action and guide the customer to the next step.

e Creative animation

Unusual location or non-standard appearance of elements can attract attention
and speed up the checkout.

However, when experimenting, don't forget about usability. No matter how creative, the
shopping cart design should be in line with the style of the main site, clear and

easy-to-use for the customer.

So what is better — a pop-up or a separate page?

There is no definite answer to this question. If you opt out of a separate page for your
shopping cart, the user path to checkout is significantly reduced. If you look at the
Intertop case, you will see that this approach helped increase conversion by 55%. On
the other hand, by creating a full-featured cart page, you can increase the average order
value. In the case of Mon Amie, cross-sell and upsell tools presented on the cart page

increased the average order value by 1.7 times.

Both options actually work. Project analytics data and business goals will help you
choose the one that suits your website better. But regardless of the approach chosen
(separate page or pop-up), it all comes down to one idea: the cart should be so simple

and clear that the customers can get what they need as soon as possible.
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2.7. Checkout

According to our experience, the average cart abandonment rate is 69.57%.

We have distinguished 15 steps to optimize checkout that will help reduce the cart

abandonment rate and increase conversion of your online store.

Step 1. Analyze each stage of the sales funnel

Sales funnel analysis is a good way to identify bottlenecks and stages of the order
placement process where users leave most often. And checkout is the best place to
start, because if people leave at this point, your online store loses the most interested
customers. Thus, it is worth finding out what exactly prevented them from completing

the purchase.

This can be done with analytics tools and questionnaires. For example, when working
on the Intertop project, we did a survey and found that 48.6% of visitors left the

checkout form simply because they were unable to complete their order.

56
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il Resaairs

SO RESULTS ROk

Why are you abandoning checkout? L 1D s
Answer
A I couldr’t place the arder 6 2%5%,

| wi | maks o purchoss atsr

Othear

Results of the Intertop visitor survey

To identify the bottlenecks, we analyzed the 5-stage funnel.
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Funnel analysis

Shopping cart page
Login/Registration

Personal information
Shipping & payment

Order ploced

5-stage funnel on the Intertop website before redesign

After detailed work on each stage of the funnel, we reduced it to three steps for new
users and to two steps for registered ones, which helped us increase the conversion

rate by 55%.

New checkout funnels

Login/Registration
Checkout procedure

Checkout procedure

Order placed
Order placed

Optimized checkout funnels on the Intertop website
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Step 2: Break the order placement process into several simple

steps

Follow the user path yourself to understand how easy the process of order placement
is. For example, while working on the Dobovo.com project, we discovered that the
booking procedure was so complicated and time-consuming that by the moment the

users were reaching the final step they were forgetting the key points.

By splitting the process into three consecutive steps and adding reminders of all the key
parameters, we managed to decrease the bounce rate by 11.73% with mobile users and

increase the micro conversion rate by 35%.

You can also add a progress bar to let the user know where he/she is at the moment,
and how many steps there are left. Provide your customers with an opportunity to edit

the order at any point, with all the entered data being saved.

Step 3: Add a one-click “Buy” button

Not all visitors want to go through the checkout process, filling in all the necessary

forms. Take care of those customers and give them an opportunity to place an order in

one click.
Sceptre 24" Professional Thin 75Hz 1080p LED 116
Monitor 2x HDMI VGA Build-in Speakers,
Machine Black (E248W-19203R Series) rmiam o o

is beyond seller's shipping
Wisit the Sceptre Store

19,555 rati 680 answered questions : :
9,555 ratings | 680 answered question: choose a differant delivery

coverage for this item. Please
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in Computer Monitors by Sceptre location or purchase from
another seller.
o4 & 98

-10% 1 1 6 @ Deliver to Ukraine
List Price: $129:57 @ In Stock
Style: 24" 75Hz Q1w

24" 75Hz 24" 75Hz Blue Light Shift

$116.98 $139.98 Add to Cart
Specific Uses For Multimedia, Personal, Business By Now

Product
Refresh Rate 60 Hz
Brand Sceptre

@ Secure transaction

Example of one-click “Buy” button on Amazon

Ships from  Geness Official Store
Sotd by Genesis Official Store
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The speed of order placement is a definite plus of this approach, but it can have

drawbacks as well — for example, if in this case it is impossible to pay for the order

online.

Market changes and new trends should be taken into account — e.g. online or web
acquiring (increase in digital payments during the COVID-19 pandemic). Thus, you can
let the customer pay for the order online and complete all the other stages of the order
placement with the operator. This way you will take care of the user and make the

service more customer-oriented. As an alternative, see the method specified in Step 14.

Step 4: Make an accent on the main CTA

There can be several buttons and links on the checkout page, for example, "Back",

"Edit", etc. Accentuate only one main CTA in order not to confuse the user.

TWO DAYS ONLY. FREE SHIPPING ON ANY PURCHASE. DETAILS | VIEW OFFERS
Wf‘lir‘.;_“l'{“ PINK EEAUTY VELCOLOB E R @
& | Enouish | usp VICTORIA'S SECRET SR

NEW! BRAS PANTIES LINGERIE SLEEP SWIM SPORT & LOUNGE BEAUTY ACCESSORIES SEMI-ANNUAL SALE VSNOW

£ Back Victoria's Secret / Loungswear / Sweatpants & Joggers /

VICTORIA'S SECRET

Cotton Fleece High-Rise Jogger
k4 {45) 18 Reviews

Gmling Exclusiva

£44.95 11200215

Faded Denim Graphic
XY
- “a

XS 5 M L XL XML

= View Slze Chart >

="

ADD TO BAG

Try it at home, Don't love it? No wornies,
Free Returns on all U.S, orders
S

PRODUCT DESCRIPTION

Comfy, cozy, and secured with a drawstring waist, few things are more
relaxing than lounging in pants this plush.

+ High risa

+ Semi-rela

= Patch side pockets
+ Ribbed cutfs

+ 28" inseam

= Machine wash

+ Imparted

Composition 4

Checkout on the Victoria’s secret website
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Step 5: Motivate your customers instead of limiting them

If you have a minimum order value, be sure to inform the user about it and show the
benefit of buying products for a bigger amount. Just motivate the customer using
cross-sell and upsell tools, offer to order additional items to get free shipping or a gift,

give a discount when a purchase for a certain amount is made, and so on.

Step 6: Make it impossible to order products that are not in

stock

Show the quantity of goods in stock in the product card, in the cart and on the checkout
page. Make it impossible to add and buy products if they are not in stock. If the
customer added the goods to the cart, left, came back to complete the order later, and
during that time the products had already been purchased, make sure to inform the

customer about it and specify which item is no longer available.

Step 7: Don’t require registration before order placement

Do not make the user register to place an order. Give options: Guest Checkout or Sign

In/Register & Checkout.
My Bag (1)
Leia Organa FX Elite LIGHTSABER - Star $264.99 Order Summary
Woars: The Black Series
it Subtotal $264.99
45 Est. Shipping and Handling $40.95
L] Save | ate Eema
D 46106217243 Est. Sales Tax *TBD
Total $305.94

Guest Checkout

Example of Guest Checkout on the ShopDisney website
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If the user opted for Registration before checkout, follow these recommendations:

e Tryto simplify and speed up the checkout process as much as possible. For
example, generate a password automatically and send it to the email previously
provided by the user.

e Do not focus on the fields to fill in and minimize their number.

e Use placeholders and various prompts to make the user understand what
information should be provided and, ideally, why it is needed. Auto-fill would

also be a good idea, as it makes the user path to checkout shorter.

%?5!\‘8? account

Create Your Account

=a5e enter your first name.

Example of placeholders

e Visually highlight the required fields, and if the user has not filled them in or
entered incorrect data, report an error. Add explanations to the form fields using
an icon with the question mark to make it more clear for the user what

information should be entered and what it is needed for.

%?ENEP account

Create Your Account

Example of error notification and prompts in the ShopDisney store
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Step 8: Offer help or consultation to the user

Add an online chat button or customer service contact details on the checkout page so

that the user can get professional help or advice from the store employee at any time.

TWOD DAYS GNLY. FREE SHIPPING OM ANY PURCHASE, DETALS | VIEW OFFERS

AEEDELLS PINK BEAUTY VEEOOLAB
ADDRESSES Exit DELIVERY OFFERS & PAYMENT ORDER TOTAL
A
L Merchandise Subtotal
E g & Handling
Crder Total
PELIVERTOYOU  FiCKUF 1M 5TORE| HEV Payment Due
ADD AN OFFER GODE
Shipping Method Standard Delivery FREE |
Shipping Rates ¥ Est. Delf 19 A e e T
Shenmi Prafeiance VIEW SHOPPING BAG
Next Business Day Express a00
Est: Dedivery: Jul 13
2nd Business Day Express
Est. Delivery: Jul 14
3rd Business Day Exprass SR.00
Est. Deliveny: Jul 15
Saturday Dellvery
E=t. Dalivery: Jul 16
Gift Options
- lized card. (35.00) Fayinent vue
il AGD AN OFFER CODE

CONTINUE TO OFFERS & PAYMENT S

NEED HELP?

Victoria’s Secret checkout page

Step 9: Set up geolocation

If the visitor has already indicated his/her city, do not ask him/her to do it again on t
checkout page. At the same time give the opportunity to change the city, in case the

customer wants to make delivery to a different location.

$44.95

$44.05

$44.95

D TD

he
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ihyin Ukraese Aoyt u ! . @OB800TEETEL

Are you in Kharkiv?
Apple  Appie used tems Coses Accessories Audio Gadgats Promotions

iPhone 12 Pro

Ywe g Exe

During your first visit to the Tehno Ezh website your geolocation is determined automatically. The user
can choose another place if the city was determined incorrectly.

= Checkout (;’“’“‘r\ rexHo & @ 0 200 755 754

Sign in
Contact details

= ApoieiPhone 12 Pro 156 GG Pocific Bue
.c-..l\__-. personal ooos ond your contoct . 1 tben —ETh e AD495 UAH
Signin

424695 UAH
Elivary 0 UAH

0 UAH

Total 42495 UAH

/ -
/

Delivery to Kharkiv

If the user specified the city, the information about the customer’s location is automatically taken to

the checkout.

Besides, show the list of the available shipping options for the city selected by the user.

Step 10: Offer the most popular shipping and payment options

Make life easier for your users: analyze all the possible payment and delivery options
and offer the most popular ones (sort them by showing the most popular ones first).
Inform the customer about his/her options depending on the selected payment
method. For example, in the case of click & collect, the customer can pay for the order
both online and in cash on the spot.

Depending on the selected option, ask for more information. For example, if the
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customer chooses delivery by DHL, ask for the recipient’s name — thus the user will

understand the value and feasibility of providing such information.

Step 11: Inform the customer about further actions at each

checkout stage and after it

It is a good idea to inform the customer about what will happen after this or that button
is pressed, option is selected, or stage is completed. Thus, instead of the "Next" button,
better use "Choose the delivery method", "Go to payment", etc. If you use third-party
services for payment, for example PayPal, you should inform the user that after
selecting the option "Pay by card" he/she will be redirected to another site to complete

the purchase.

Also, after the order completion, not only inform the user that the order has been
successfully placed, but also provide a clear action plan. For example, if it is a food
delivery, instead of "Thank you for your order!" or "Order successfully placed!", display
one of the following messages: "Thank you for your order! Our operator will contact you
shortly for details" or "Thank you for your order! Our courier will deliver it to you within

two hours".

Step 12: Find out why the user interrupted the payment process

There can be several reasons why the user interrupted payment:
e Payment failed — not enough money on the user account;
e The payment form stopped responding during filling in;
e Incorrect data entered (the user made a mistake);
e Internet connection dropped;

e The user didn't receive the confirmation code, etc.

Set up the checkout in such a way that after the form is filled in, the order is
automatically formed. If technical errors occur during payment,

e Provide an option of changing the payment method;

e Send such contacts to the manager so that he/she could call the customers back

and clarify the reasons;
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e You can also send an email or sms to the user asking to try and pay once more.

Step 13: Work with uncompleted orders

Track uncompleted orders and abandoned carts and work with them. The user may

have simply been distracted and forgot to complete the order. By reminding him/her
about the abandoned products, you can get the customer back and thus increase the
conversion of your online store. In case a new user closes the window or browser tab,

use a lead capture form.

Calvin Klein Bxogsupe  You Left Something stch | 'ip Hooded Puffer Ja... 19 aHe 21

Example of dealing with abandoned carts on the Calvin Klein website

Step 14: Take care of mobile users

Today placing an order from any device should be as convenient as possible. Track and
analyze how comfortable it is for visitors to interact with the site on various mobile
devices and optimize the pages your customers usually leave. Provide a quick pay
option. Add Apple Pay, GPay, etc. buttons to checkout. This is becoming a new trend
and a modern alternative to the "Buy in 1 click" feature.

In the event that all the necessary data is entered in the phone, when the customer
selects one of the payment methods, he/she sees the payment process in the interface
of the operating system. In this way you increase the brand credibility and the chance of

online payment.

Step 15: Take care of security issues

When placing an order, the user shares personal information, so it is essential to ensure
the security of all the data and transactions. Not just use SSL and other security
protocols, but also tell your customers about it. Post information and logos of the
companies, services, tools you use to protect user data. In this way you increase loyalty
and trust to the brand.

As practice shows, errors in the checkout page design can lead to loss of customers and
profit. Using this guide, you can make the order placement process clear and easy for

the user and thus increase the conversion of your online store and retain customers.
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2.8. Personal account

If you are the owner of a large online store, a personal account is a must-have for your
users. This tool facilitates and automates the process of interaction between the store

and regular customers who represent the most loyal target audience.

Main components of personal account

e Registration

It is important for the online store that users register on the site and provide as much
information about themselves as possible. In this case you have much better chances to
get the customer back and make him/her a regular. However, for the user, the

registration process is often an unnecessary obstacle to the purchase.
Here are several rules that will help make the registration process effective:

[J It is a common pattern to use the upper right-hand corner for the
sign-in/registration button. You will not be too original if you follow it, but if you
do, the user is sure to discover this important element.

[J The registration form should be as short as possible to minimize the user’s
objections. You can encourage the user to fill in additional information later by
offering gifts and special offers.

[J Itis important to specify the benefits that the customer will receive as a result of
registration: fast purchase process, special discounts, promotions and offers only

for the registered users, etc.

e Personal account homepage

Personal account homepage can be presented as a dashboard. Even though it is not the
easiest thing to implement, it is very convenient when the user sees all the necessary
information immediately: details and status of the latest order, bonus points, promo

codes, shipping address, etc.
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BAXIT

Dashboard in the Antoshka online store

e Order tracking

A separate tab is usually created for order tracking and management (for example, "My
orders"). On this page the following CTA buttons are usually placed: next to the
completed order — "Repeat Order", if your products are on the way — "Track Order".
You can also offer "Postpone Delivery" or "Call the Courier" options for the situations
when the exact time of the courier arrival is indicated, and the customer realizes that

he/she will not be at home at that time.

Not only will such solutions motivate the customer to repeat purchases, but also save

time for both the customer and the courier.

The introduction of more sophisticated tools helps increase user loyalty. For example,
you can offer a feature of locating the courier on the map. This makes it easier for the

user to plan and control the delivery process.
e Personalization

"My Family" tab in the Antoshka online store is designed to fill in data about the
customer’s children. Once the user enters information there, he/she gets a chance to

quickly get acquainted with the selection of the best current offers for the age of his/her
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kids, as well as immediately see the items of the necessary size. For example, toys for
3-year-olds will be automatically filtered, or only boy shoes, size 27, shown. Simply put,

a user receives a personalized, relevant product list.

2 ]
IHDOPMALISA Most cim'A
7 BUrIgHI NPONO3MLI
MOl 3AMOBNEHHA
» MDA CIM'A
A 37N Burigsi npomazaid
APTEM,5PCKIE  # X " womicRUR
TIEPEFNSHYTE
OUIKYBAHE LMK MOLYN B KATAN0S
POZCUAKH Tosaps
MIR CTATYC
BOHYCHA NPOFPAMA NPOKOKO Ha 7% cury ko Qo Pariesian
X14D- capy
BHXIY

In the Antoshka online store, a user can monthly monitor good deals for the products that correspond
to the age of his/her child, carry out a quick search in the catalog and receive a personal discount for

the kid’s birthday

Such details form the customer attitude to the brand and demonstrate care for the

customers.

e “Repeat Order” feature

The user can repeat the previous purchase right from the homepage, without making
such unnecessary steps as going to the tab with order history, etc. This feature is

especially important for food delivery services.

Hi Yepenwosa 5
My Account L’

iHerl‘j Shop ~ Brands ~  Help With ~

n
25 MY ACCOUNT Orders

Dashboard

0

Orders All orders Al time

Address Book

Payment Methods View Invoice Share o

Messages

Picked Up
Lists ) l Order Details

Expected delivery November 03 - 10
oH REWARDS
Fungi Perfecti, Host Defense, exoedy rpededuarsid, Nognepsia NAMATA W HEPEHOR CUCTEMBI,

60 BETETAPHAHCKIY KAy
Overview

Qty: 2

e

Super Rewards
‘Write a review Buy again

‘Ei? MY ACTIVITY Promational Products, cpeactee anA BaHHel o7 (Herb, Boisegenke TokoHos, HaBop w3

i

In the personal account of the iHerb website the user can repeat his/her order in one click or simple

item
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This personal account feature significantly speeds up the order placement process and

makes the purchase more likely to happen.

e Favorites

Provide the user with the option to put the product in "Favorites", "Viewed" or "Wish
List", and you will save him/her the need to go through the search steps again if he/she
has forgotten where he/she saw this or that product. This will significantly increase the

probability of purchase for users with a long decision-making cycle.

(
a o - 0 (800) 306-063 -
OHTOWKQ L-‘-!'-f*ii".lui'llLlil:'—la_rw:_rmln| <E> ! 0 g \'-_! o

IFPALLIKM  OAOSF  B3YTTR  XAPYYBAHHS  T[INEHA | AOTNAA  KOASCKM  ABTOKPICMA  LEGO %6 AKLI

BubpaHe

IHDOPMALIA
MOT ZAMOBNEHHR
MOS CIm'e

» BMEPAHE 1 cTBOPHOW 2 OTPMMYA 3 PAObCH 4 wkynvia 5 PO3OPYKY#A
MEPErNRHYTE CMECKA Mpamorogu 2 plaHMa 3 FHARKOIO HeknleT anA

Banitane | Brmapsania NoKynok
CUIKYBAHE >

PO3CHUNKH
MIA CTATYE
BOHYCHA NPOrPAMA

MIF CAMCOK BAXAHB

BAXIO Cmacok BamaHs NOpoHHIH

In the Antoshka online store, you can create multiple wish lists, which can be shared with other users

or printed out.

For example, you can show the message "XX goods in Favorites" in the website header,

next to the shopping cart, to constantly remind the user about deferred purchases.

Even if the listed tools are present on the site itself, it is worth duplicating them in the
personal account, so that the information does not disappear after the site update or

re-opening.

The feature of adding items to the cart right from "Favorites" will serve as an additional

entry point to the checkout.

The shopping cart is often included in your personal account as a separate tab, too. This
is also a part of the user's personal space: he/she can put the goods in the cart and

leave the site, all the goods being saved and available when the user signs in again.
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You can prepare a list of gifts for the child’'s birthday and share it with the guests or
consult with another parent about the purchase. With this feature, the user will return

to the store more often.

e Discounts

Discounts and bonuses are a key tool to motivate regular users to buy, so this

information should be placed in a separate tab.

For example, in the personal account in the Antoshka online store we added the "My
discounts" tab where the user can see detailed information about all the possible

benefits he/she can use.
Online stores can use different loyalty programs and special offers:

e (Cashback system — the user makes a purchase, after which a certain percentage
is returned to his/her account.

e Accumulative system — the more the user buys, the bigger his/her discount gets.
The amount of all the user’s purchases is gradually summed up and after a
certain amount is reached, he/she is given a next-level discount for further
orders.

e Bonus program — every time a customer buys something, he/she receives bonus
points, which can be used to pay for the next order, partially or in full. Bonus
points can also be given on holidays: Birthday, New Year, International Women'’s
Day, Children’s Day, etc.

e One-time discount — for example, a discount on the first order.

e Seasonal discount — used to maintain demand in low seasons or to sell
off-season products (a fur coat in summer or umbrellas in winter).

e Multi-channel loyalty program — a discount card for the offline store also works
online in order to avoid issuing two different cards and maintain a unified

database.
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) o ] Marry 30
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System of bonuses on the George website
e Subscription management

A tab for managing subscriptions for newsletters, certain products and other website

elements is also important.

George.

Permissions ~

‘Yau can change vour permissions below
£ Back to my account

¥es, | want Asda and Gearge to contact me

Account settings
What can | expect to recelve? w
Personal details - ‘W will contact you by:
Email
Sign in details ~ SM5
Past
Address & phone book ~
Receive persanalised content based on your preferences!
Give your permission below - you can opt inor out at any
Wallet v time.
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24/09/198%

George customers can activate or disable newsletter subscription from their account
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What should a personal account design be like?

1. Access to the personal account should be easy and obvious, search for answers
— optimized. Visualization is also important (e.g. delivery timeline with a running
courier).

2. Apurchase in the online store is often associated with risks, so the customer
feels more comfortable when he/she knows the expected delivery date, where
the goods are at every moment, who to contact if there is a delay.

3. User-friendly loyalty system should be provided. Through the personal account
the online store offers personal discounts, bonuses and other promotions.

4. There should be options of customizing the newsletter subscription or
unsubscribing from it.

5. Despite the abundance of information on the Internet, truly interesting content
is a rarity. This is what newsletters offer. However, if the customer is not
interested in receiving this information, he/she will want to unsubscribe, and this
feature should be easy to find in the personal account.

6. There should be an option of returning to the selected product.

7. Blocks with the viewed items in the personal account save the user from the
need to search again for the products he/she liked.

8. A personal account can serve as an additional means of communication with the
online and offline store.

9. The customer can complain, make claims and communicate through the
personal account. He/she can also be offered an option to interact with the

supplier rather than the store.

What should the personal account be like for business?
Business processes are unique in every online store, so it would make more sense to

speak not about a universal personal account, but about what it can't do without. This
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includes personal data, information about orders, subscriptions, viewed, favorite and

expected products, loyalty programs, product and store reviews.

1. The more information about the customer you have, the easier and more
cost-effective the work of your marketing specialists is. One of the sources of this
information is registration forms and a section with personal information in the
personal account.

2. Inthe personal account the customer can be offered to personalize upsell
options — potentially interesting products at better prices.

3. Aproduct or store review is unique content. You can motivate customers to write
comments through their personal accounts — for example, as an element of the
loyalty system.

4. Inthe personal account there is also space for interesting thematic content —
articles, notes, explanations. This is an additional opportunity to increase
customer loyalty.

5. Quality newsletters enhance sales and expand the customer base. The customer
manages his/her subscriptions through the personal account, and the online

store receives information about his/her preferences and interests.

Thus, a multifunctional and flexible personal account is a must for a big business. It

helps establish business processes and build communication with customers.



Chapter 3

How to Continuously
Develop Your Online Store
and Increase Conversion
Rate
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The main problem in the worldwide market is that, usually, business owners see
eCommerce projects as a point-in-time static solution. After they get a new website,

they don't consider that they should work on its design anymore.

You should start to think about an online store as a product on a journey that evolves all
the time. That perspective means you need a roadmap of how it will be developing. You
should revise this roadmap as the market’s preferences evolve, the behavior patterns of
users change, and lots of other factors influence the project. That way, you could keep

eCommerce aligned with new corporate strategies, identify risks and opportunities, and

maximize the return on investment (ROI).

Here are a few questions to answer:
e Why don't you think about the interface?
e Why don't you keep analyzing your users' behavior and their needs, as well as
the reasons why they leave your website without buying anything?
e Why don't you improve your website’s design according to your user’s behavior,

so they can easily purchase your goods?

Meanwhile, all these factors influence the conversion rate and your revenue as a result.

Ignoring these factors, you lose clients.

To make the website more user-friendly and achieve business objectives, it's crucial to

choose the correct approach, that is based on figures and data.

Turum-burum uses the ESR (Evolutionary Site Redesign) approach — gradual
improvements of the online store interface and elimination of critical mistakes using

CRO tactics to increase site conversion.

We consider that the ESR approach combines UX/UI expertise and CRO tactics.
The advantage of this approach is that all the interface changes are based on the
analytics data, and website metrics and are subject to A/B testing. Besides, all the
changes take place gradually, without total redesign, so that the traffic could convert
better and generate larger profits. This allows to minimize risks, since the changes are
minimal, don't require significant investments, and pay off quickly. Thus, this approach

enables you to constantly optimize the efficiency of your online store.

UX,/UI for impraving KPI
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As a result of using the ESR approach over your site, you will get:

e Strategic optimization of your site, in line with current trends and patterns of

user behavior;

e Improvement of customer service, making it easier and more enjoyable for users

to shop on the site;

e Increasing the KPIs (key performance indicators) of the project.

Thus, all work is focused not just on increasing the conversion rate at a particular point

in time but on improving the level of user experience and service standards, as it brings

much better results in the long term.

All the ESR process looks like this:

Analysis of goals and tasks
Web analytics tools setup

Preparation phase

Analysis of GA and Google
Tag Manager metrics

Interface analysis

Development of
hypotheses

Priority 2

UX analysis

Priority 1

UX/UIl solutions UX /Ul solutions

A/B testing A/B testing

Follow-on supervision Implementation

Performance
measurement

For more details, look here.

Niche research

Analysis of the target
audience

Analysis of heat maps,
WebVisors, scroll maps

Feedback collection and
analysis

Priority 3

UX/UI solutions

A/B testing

The main idea is that all hypotheses and solutions must be based on figures and

analytics data. Therefore, the first step to the ESR is a usability audit.

UX,/UI for impraving KPI
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Chapter 4

UX-Audit — Plan for
Increased Revenue
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How to start improving the user interface

Everything has its start. Thus, before changing anything, you need to know what to
change. That's why the UX audit is the very first step on the way to improving the user

interface. You can either conduct the audit by yourself or reach out to the professionals.

This is a comprehensive analysis of website usability conducted by our experts, during
which they pinpoint less-than-perfect areas of your site that cause problems for users
and give detailed recommendations for handling them. A UX audit is a rational solution

for those who want to get a ready-made detailed plan for revenue growth.

The audit involves the integration of additional tools and a detailed investigation of web
analytics in order to obtain objective measures of the site's performance. Then, it will be
possible to compare the results "before" and "after" after implementing any changes to

the interface.

What's the use of UX audit:
e Thereis no need for a complete site redesign;
e There are usability issues that cause the site not to bring the desired revenue;

e There are growth areas worth developing.

Usability audits help:
e Draw the right decisions based on analytics;
e Better manage online channels;
e Not only receive expert advice but adopt some of their expertise in e-commerce

matters.

The goal of this approach is not the report or table as a result, but continuous product
progress. Therefore, the audit fits only a well-established business looking for a reliable

partner for online growth.
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What can you get after the UX audit?

As a result of the UX audit, you should get a ready-made detailed plan for the revenue
growth of your e-commerce project.
For example, our team usually prepares the results in a Google Sheets format. The

report usually contains the following:

e A list of 30-50 hypotheses with screenshots of the mistakes. We assign a level of

criticality to each mistake or growth point,

e Detailed recommendations for each mistake,

e The report could also include some analytics, screen recordings of users
activities, heat maps, and survey results,

e Data Studio Dashboard for easy disclosure of analytics.

We create dynamic dashboards and collect all the key performance indicators in one

place so that you can see the current data and track all changes.

These are seven simple steps that you can follow in order to conduct a UX audit on your

own that will help you find and eliminate some interface mistakes:

Steps

Make a purchase like you are the

1. Follow the user’s footsteps.
customer

2. Analyze micro and macro

. Using GTM and GA
conversions.

3. Conduct audience research. What is your target audience portrait?

Is everything working on your
website?

4. Conduct a technical audit.

UX,/Ul for impraving KPI
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5. Check heat maps and scroll maps. Hotjar and Plerdy could be helpful.

6. Watch session recordings.

7. Analyze feedback. (Hotjar, Survio)

After these steps are taken, establish several hypotheses on how your website could be
improved and prioritize them according to their impact on conversion. Following that,
start checking these hypotheses with A/B testing or measuring the changes in analytics.

This process can be endless.

Converting a user who has already visited your site can cost your business much less
than attracting new ones with the help of marketing tools. That's why you should
constantly improve the interface to meet new business goals, new market demand, and

new user behavior patterns. If you can't do this on your own, hire a team of UX/UI

experts regularly.

UX,/Ul for impraving KPI
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