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Decibel by Medallia
Understanding the silent majority

o Prioritize issues affectin g the m ajority o B _~ o

of users eo N esions I e
7.3 V7 42 N~ 06 AN\ 317% — 8 g g

Form @ Technical & Navigation @

e Visualize root causes and resolve 04 —— 99 —— 10
quickly |

Domain:  www.deciswag, .com Time Period:  15t7 ful davs [excluding toda
° Increase on-page engagement & 1 A-
Potential Revenue Loss Potential Revenue Loss
$94,313 $60,382
Importance for Conversion:32% ~ Importance for Conversion: 29%

conversion at scale N

e Understand and optimize customer
journeys

Experience _ Session Replays Conversion & SNLM  Customer

Metrics '] & Heatmaps Form Analytics N Journeys
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Leveraging Revenue
Impact & Opportunity

How do | reduce time to insight using Decibel?



Revenue Impact & Opportunity
Step 1 - Identifying Your Page

— — =
DLC_' %—ill— Dashboard Define v Discover v Analyze v Connect v O ® & ~
By Medallia =

& Export <, Share & Edit =+ Add Dashboard

Dashboards Last month i i
Peak Dashboard ’ 05/01/2021 - 09/30/2021 Segment ¥ Compare ¥ Clear filters ¥ & Update View

Page with Top Potential Revenue Loss

Domain: All domains v Period: 7 days = 23/10/2021 - 29/10/2021
collections/decibags [checkout products/winter-hat n ..-drinkware-and-more E cart
Revenue potential Revenue potential Revenue potential Revenue potential Revenue potential

$226,000 $151,341 $137,926 $99,000 $78,441

Page importance: 18.3% Page importance: 74.63% Page importance: 27.83% Page importance: 33.64% Page importance: 48.25%

Show more

o« Potential revenue loss - if you fix these issues, this is how much revenue you could
gain back across a given period

« Page importance - how close to conversion this page generally is and hence how
impactful a change could be over BF
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Revenue Impact & Opportunity

Step 2 - Identifying Your Experience Issue

— — -
D'-—C[_I B1—|I|— Dashboard Define v Discover v Analyze v Connect v O @ & ~
By Medallia =

Revenue Impact / cart

Domain: | All domains Period: 30days = 30/09/2021 - 29/10/2021

Experience issues impacting: Shopping Cart (deciswag.com/cart)
Revenue potential: $281,005

Experience issue Non-converted sessions 0 v Count v Browser Operating system Session replay
Unresponsive Clicks @ 807 1.713 € Chrome: 92% E2 Windows: 75% [J Desktop 100% ©123
A - 204 - A A0z
. . . . . O w LuUyc. /7 /0 w 'viao. LI /V
Statistically significant: YES (1 1 /O) Q Firefox: 2% & Android: < 1%
Rap|d CUI"SOF Movements () 1,0 18 2'292 € Chrome: 89% 5= Windows: 84% [ Desktop 100% ©123
@ Firefox: 11% & Mac: 16%
i - ) 0
Statistically significant: YES (139 /O) ® Safari <1% & Android: <1%

e % of non-converted sessions - context on proportion of sessions you're likely to
impact by fixing the issue

e Count of experience issue - gives context on volume and also whether this
happened multiple times in a session
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Revenue Impact & Opportunity

Step 3 - Uncovering Root Causes

D E C I B E I_ By Medallia Session replay for 91.125.52.111 Captured 09/29/2021 9:51:30 AM

https://deciswag.com/cart

00:02:15 77 S U N TN 2 ST L I VOV - LN 0 1T 0 ] % ] TN
- "DECISWAG SHOP  EVENTS  BLOG  ABOUT US Q Q?‘@
v *w<o
- Coupon code will work on checkout page

DXS ]
7 . 6 /\//\\—/ ] Coupon code

Event stream

Coupon:

"E OKIPpEU NidLUvVe perivug (1us) UUIlVvIl .48 A~
= Form element changed 00:02:00 —
® Click (left) 00:02:02 ] Estimate Shipping
= Form element changed 00:02:04
Country Postal/Zip Code
v . R Q =
® Click (left) 00:02:12 1 o ¢
® Click (left) 00:02:19
= Error : zip is not valid for United K’Py-;i"l
® Click (left) 00:02:22 A
® Click (left) 00:02:23
T Text selected 00:02:23
& Click {left) LBl Recently viewed products
4 Mouse scroll (down) 00:02:26
e N\
¢ Mouse scroll (up) 00:02:27 ~ — {
¢ Mouse scroll (up) 00:02:28 ] ; \ ”
v

Mouse scroll (down) nn-N2:28

B
Filters: == gy e AII-. T v
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Revenue Impact & Opportunity

Step 4 - Save and share your findings

Using the session replay links, you will be 00:02:12 | = P e B B B
able to identify the element or area of the 1] B w0
page related to the experience issue. DXS
. , 6
Once you have found an issue, don’t forget R
. Favorite =
to do the following: {0 ettt
Favorite this session replay L Estimate Shipping
e Share with your colleagues Heasen | '
] . Favouriting because of unresponsive clicks on the - B ““mw
e Favourite the session Postal/Zip code submit button. theZip | | il I s A |
. t N /:
. Write comments Ir?can» © | P ——— i el
e Add atag, e.g., checkout
Retention
1 year v
Submit
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Example Use Case

STEP 1: IDENTIFY MY PAGE

Winter hat page, weekly revenue potential
of $137,926

STEP 2: IDENTIFY EXPERIENCE ISSUE
Unresponsive multi-clicking

STEP 3: UNCOVER ROOT CAUSES
Clicks were on the VISA logo which was
unresponsive

RECOMMENDATION
Make them clickable with a pop-up

informing them that they can choose the
payment method in the checkout section.

ANNOUNCEMENT We need your help!

VeClI3EL

By Medallia

Dashboard Define v Discover v

Analyze v Connect v

Segment ¥

[ Dashboards J [ Last month
Compare ¥

Peak Dashboard 09/01/2021 - 09/30/2021

Page with Top Potential Revenue Loss

Domain:  All domains v

Period: 7 days ¥

23/10/2021 - 29/10/2021

collections/decibags
Revenue potential

$226,000

[checkout

Revenue potential

$151,341

products/winter-hat
Revenue potential

4 )
$137,926

Page importance: 27.83%

Page importance: 18.3% Page importance: 74.63%

\. J

EEEEEES - o © ¢

<& Export

..-drinkware-and-more
Revenue potential

$99,000

Page importance: 33.64%

<, Share

Clear filters ¥

£ Edit 4 Add Dashboard

& Update View

cart
Revenue potential

$78,441

Page importance: 48.25%

7DECISW’AG‘ . o o o gFCIF EVENTS

me > Latest Products > Winter Hat

AP

BLOG ABOUT US

Winter Hat

$12.00
e 4 reviews

COLOR: PURPLE

@e

® ® (s [¢ra)

Ask a Question

&5 Accessories Accessories - Winter Hat, Latest Products

ags: hat, winter hat



Dashboards



DeCIBEL Dashboard

Define v

Discover v Analyze Connect v

& Export < Share & Edit + Add Dashboard
g LT g locudnaedn »  Segment v Compare v Clear filters ¥ © Update View
Page with Top Potential Revenue Loss
Domain: Al domains - Period: 7 days ~ 26/10/2021 - 01/11/2021
. collections/decibags a [checkout products/winter-hat n ...wines-drinkware-and-more H cart
Revenue potential Revenue potential Revenue potentia Revenue potential Revenue potential

$202,000

Page importance: 1769%

$160,389

Page importance: 74.42%

$117,612

Page importance: 27.33%

$103,690

Page importance: 33.11%

$83,406

mportance: 48.62%

Checkout funnel
CART® CHECKOUT @ SHIPPING @ CONFIRMATION @
SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS OVERALL COMPLETIC
(41.1%) (58.9%) (36.1%) 1,518 (37.6%) (1.71%) (37%) 37%

Segment discovery
AVERAGE ORDER VALUE

$13.00

$10.00

Average Order Value

50.00 +

10024 1023 1026 1027 10/28  10/29  10/20 1031

Page discovery
MULTI-CLICK/TOUCH (UNRESPONSIVE) @

Page discovery
SELECT AND COPY @

248

Form discovery
ERROR RATE

19.4%

s 100 2%
< s s :
g & 20%

H H
H e g
3o H 5
H ie Euow
§= 3
I. - -
E]
= s 0 0%
1024 025 | 1026 1027 1028 1029 1030 0731 w24 025 | 1026 w27 w0/28 | 1029 | 10/30 | 1031 1024 1025 w0028 w027 w028 1029 1030 1031
Performance summary Segment discovery
TECHNICAL EXPERIENCE SCORE @
Average wait time 9.9
10
:
Average load time
%8
10724 1023 10126 1027 1028 10723 1030 103
Worst experience sessions
Session Seen Device From  Channel Pages  Focustime  Events  Tracked Event Revenue DXS Time Actions
~ 1072772021
8525523552 - 0O B e 1 975 0ao - 07 7ocser | O®
= . 1012812021
8525523592 — O B o 1 975s OAoe - 07 75239PM (- O]
~ 1012972021
9525523592 - 0O B Drec 1 9755 0aoe - 07 e el O )
= 1013012021
8526523592 —— L1 BE D 1 975s 0Ao© 07 P [+1O)
o = Yesterday at
8525523592 - O B orc 1 9755 [ - 07 onm | O®

Building Your Black Friday Dashboard

Opportunity table

Checkout funnel
AOV
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Black Friday Dashboard

Monitor your funnel performance and revenue metrics

Segment discovery

AVERAGE ORDER VALUE

Checkout funnel

CART @ CHECKOUT @ SHIPPING @ CONFIRMATION @ S
126.02 a
SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS OVERALL COM -
14k 5,726 (39.9%) 8,628 (60.1%) 2,139 (24.8%) 6,489 (45.2%) 112 (1.73%) 6,377 (44.4%) 44.4%
$800.00 - =
2 5600.00 -
- >
- )
2 T 540,00 -
£ H
o E $200.00 +
£0.00 T /\/IX\I/\/\ T T T T

. Primary segment . Comparison segment

Comparison data

SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS OVERALL COM
16k 5,740 (35.7%) 10k (64.3%) 3,746 (36.2%) 6,602 (41%) 117 (1.77%) 6,485 (40.3%) 40.3%

o Quick identification of drop off points in your funnel
e Trending AOV over time to monitor for spikes and drops
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Dashboard layout

cCIBEL  pashboard Define v Discover v Analyze v Connect v

Last 7 full days fexcluding today)
g " o™ v || Segment v || Compare ¥

Page with Top Potential Revenue Loss

& Export < Share & Edit + Add Dashboard

Clear filters ~ ‘O Update View

Domain: Al domains - Period: 7 days ~ 26/10/2021 - 01/11/2021
collections/decibags a [checkout products/winter-hat
Revenue potential Revenue potential Revenue potent

$160,389

Page importance: 74.42%

$202,000

Page importance: 1769% Page importance: 27.33%

n Rev

...wines-drinkware-and-more H cart

ue potential

$103,690

Page importance: 33.11%

Revenue potential

$83,406

Page importance: 4862%

Checkout funnel
CART® CHECKOUT @ SHIPPING @ CONFIRMATIO
SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS
4034 1,658 (41.1%) 1,518 (37.6%) 26 (1.71%) 1492 (37%) 37%

N©@

OVERALL COMPLETIC

Segment discovery
AVERAGE ORDER VALUE

$3.50

$13.00

8

Average Order Value
8

10024 1023 1026 1027 10/28  10/29  10/20 1031

Page discovery
MULTI-CLICK/TOUCH (UNRESPONSIVE) @

Page discovery
SELECT AND COPY @

248

Form discovery
ERROR RATE

= 100 5%
< . s s
§
£ 20 80 20%

H H
H e g
- H 5
H £ w £
i L &
2o » =
]
= s o
1024 1025 | 1026 027 | o8 | w029 | 10020 | 003t 1024 | w0z | tos | oz | o2 to2 | o | o w02 sozs | w0z | 0z some | toas | som0 | w0
Performance summary Segment discovery
TECHNICAL EXPERIENCE SCORE @

Average wait time 9.9

10

:
s
1024 1025 1026 w27 1028 1028 10730 101

VVOTSTEXPETTETTCE SETSTOT

Session Seen Device From  Channel Pages  Focustime  Events  Tracked Event Revenue XS Time Actions
~ 102772021

8525523552 — 0O B e 1 975 0aoe 07 7ocser | O®
~ - 101282021

8525523592 — O B o 1 975s OAoe 07 75239PM (- O]
~ i 1072972021

9525523592 — 0O B Drec 1 9758 0aoe 07 e el O )
~ 10/30/2021

8526523592 —— L1 BE D 1 975s 0Ao© 07 S [+1O)
o~ Yesterday at

8525523592 —_— O B orc 1 9755 [ - 07 onm | O®

Opportunity table

Checkout funnel
AOV

Behavioural metrics
Form metrics

Technical metrics

Session replays

Unresponsive clicks (behaviours)
Select & copy (behaviours)
Error rate (forms)

Average wait time
Average load time
Technical experience score

Worst experiences
Best experiences
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Funnels



Building a Funnel

A funnel should represent the most desired
journey you want your customers to take

when visiting your site during Black Friday. BF LANDING PAGE @ PRODUCT PAGES @ ATC @
. . . SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS DROP-OFF
«  Start with your Black Friday landing 76k 27k (35.2%) 49k (64.8%) 48k (97.4%) 1,276 (1.68%) 1,260 (98.7%)

pages and then move into logical
page groups or other pages e.qg.,
Product Landing Pages or Checkout
Pages

e Consider using individual pages,
page groups, and tracked events to
build out your steps

Medallia © Copyright 2021. Confidential.



Analyzing Your Funnel Effectively

YOUI’ funnel ana|ySIS a”OWS yOU tO see Wh|Ch BF LANDING PAGE & PRODUCT PAGES © ATC ©®
StepS have the h|gheSt drop'Off or Wh|Ch SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS DROP-OFF
60k 19k (31.4%) 41k (68.6%) 40k (96.9%) 1,275 (2.11%) 1,259 (98.7%)

segments have the best completion,etc. =~ ===~ — 7 T T

Use the following features to get the most
out of your funnel analysis:

Above avg.
DXS

Primary data

e Segment comparison, for example:
o Desktop vs. mobile
o New vs. returning visitors
o Below vs. above avg. DXS

Below avg.

Comparison data

e Drop-off discovery

SESSIONS DROP-OFF SESSIONS DROP-OFF SESSIONS DROP-OFF
76k 26k (35%) 49k (65%) 48k (97.4%) 1,264 (1.67%) 1,255 (99.3%)

Medallia © Copyright 2021. Confidential.



Analyzing Your Journey Effectively

Journey analysis will enable you to
understand those journeys that customers
take that may not fit directly into your
‘prescribed’ funnel.

. BF landing page

« Watch out for looping behaviour - Cart
seen here between BF landing page Sale
> PDP > BF landing page . Homepage
e Compare DXS scores across your
. Account

journeys to see whether certain
journeys were better or worse

Medallia © Copyright 2021. Confidential.



Summary page

09:52 AM

Example Use Case: Travel
FUNNEL —— &

Flight booking funnel (Homepage -> Payment)

Search Outbound Inbound Passengers Payment

EXPERIENCE ISSUE Flight Details

High drop off on the summary page in the analysis and Outbound flight
journey analysis identified looping behavior between Flight details
summary and flight options

Date and time
Destination
Price

INSIGHT

>16% of unresponsive clicks on the summary page where
customers were trying to edit information by clicking on text
but not the ‘Modify’ CTA

Modify

Continue to Passengers I

RECOMMENDATION
Add a hyperlink to the text to enable

nbound ﬂight

customers to click and edit within the

summary page
Medallia © Copyright 2021. Confidential.




Forms



Form Analysis

Form groups help to aggregate form experiences

All forms Groups

Name Engaged FXS Engagement rate Time spent Completed Error Actions

. Checkout forms 50,350 9.5 61.1% 21.3s 93% 18.4% o o

Promo code forms 2,715 9.5 21.3% 17.5s 72.1% 34.6% a‘ o
Showing results 1 to 2 (of 2) Show perpage 20 w

Useful for you if your organisation wants to:

e Aggregate up form experience data across larger areas of the site e.g., checkout
. Understand form performance across the same form in different markets e.g., promo code form across UK, DE & FR

Medallia © Copyright 2021. Confidential.



Form Analysis

Form view helps to see performance at a high level

All forms Groups

Name Engaged FXS Engagement rate Time spent Completed Error Actions
" fsearch 84 - 2.18% 478s 0% 0% SmO
"] Careers - job application W 266 960 15% 1675 57.9% 105% Se N - )
"] Decibel contact us W 370 950 30.8% 17.7s 80.3% 50.3% o XN -)
Event registration W 1475 930 315% 3265 89.4% 213% 00
| payment W e 334 980 86% 6.08s 99.8% 1.68% L -
] shipping-address W€ 5015 9 0 44.4% 44.4s 84.1% 42% o XN -)
" shipping-method T 3387 970 83.4% 2.23s 99.2% 0% SmoO

This view is useful to understand:

o Individual form performance at a high level
. Comparing the same form potentially across different markets

Medallia © Copyright 2021. Confidential.



Form Analysis
Form field breakdown highlights the problem fields

Order Title Type Engaged ¥ Delay Complete time farlznge Ervor rate Abandoned Actions
1 Email or mobile phone number T 21k 1.83s 7.07s 2.89% 6.17% 4.24% (V)
13 Address T 20k 1445 6.175 694% ||228% || 0.62% (V]
18 Postcode T 20k 2.12s 7.88s 23.7% 31.46% || 0.77% (v ]
15 City T 19k 847ms 3.02s 3.37% 2.8% 1.22% (v
11 First name (optional) T 19k 1.73s 4.42s 4.92% 0% 1.09% (v
12 Last name T 19 728ms 2435 2.9% 0% 1.98% (V)

Change rate: the requirements for the field may be unclear
Error rate: the field is erroring and causing frustration to the customer
Abandoned.: this field is causing enough frustration to push a customer to abandon the form at this field

Medallia © Copyright 2021. Confidential.



Form Analysis

Form validation errors provide deeper understanding

Validation errors tracking will allow you to

FORM EXPERIENCE SCORE ENGAGEMENT RATE ABANDONMENT RATE
understand: 9.5 61% 7.04%

e Whatis the error rate on a particular i \

form? i
« How often are error seen? 08

. ERROR RATE COMPLETION RATE COMPLETION TIME

e What was the completion rate for 18.6% 93% 27.8s

those that saw an error? . .
«  What proportion of those that [ Tl o | S — e

Completed Saw an error: 0.1% 18.5% 64 78.2% 14.8% 22.1s 18s

Medallia © Copyright 2021. Confidential.



Form Analysis

Form validation errors provide deeper understanding

Validation errors tracking will allow you to
understand:

e Which error messages a customer
was most likely to see?

e How often error messages are seen?

e What behaviours may have triggered
that specific error message?

e What behaviours may have triggered
any error message?

Checkout forms

Error

Please enter a valid number.

Apartment, suite, etc. is required.

Address is required.

Email or mobile phone number is required.

Postal code is required

City is required.

View sessions ()

Count ¥ Actions

44,351
26,618
3,723
3,635

1,493

© 0 0 © o0 o

1,079
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Example Use Case: Retail

Cart page - promo code form

PAGE Change Error rate

rate

Cart page

20.43% 38.09%
EXPERIENCE ISSUE
During promotional periods, promo code field saw and
increased change rate (20%) and error rate (38%). Current cart

INSIGHT AND HYPOTHESIS Coupon:

Coupon code will work on checkout page

People were attempting to enter multiple promotional codes
but triggering errors. This may have been customers trying to |
find a better deal or getting confused by the text prompt.

Proposed cart
RECOMMENDATION

Unless you have specific promotional codes Coupon:

running over Black Friday, consider hiding this in
cart and instead replace with prompt to enter
within the payment step to reduce distractions.

Please apply your coupon code at the
payment step in checkout
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A/B Testing



A/B Testing

ITERATION

Use Decibel to understand
behaviour in your test variants
and hypothesise improvements
for future iterations

Where does
Decibel fit into

optimisation?

MEASUREMENT
Use Decibel metrics as
supporting metrics of success
for your tests

TEST IDEATION

Decibel can help to drive
insight that ultimately
builds out a test plan
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A/B Testing

The steps to test ideation and analysis

Page discovery

MULTI-CLICK/TOUCH (UNRESPONSIVE) @

160

-
[
=]

-
'S
o

Multi-click /touch (unres

-
[
o

T T T
11/08 11/10 11/12 11/14

Behavioural heatmap

COLOR: PLUM

Proposed test variant

COLOR: PLUM

Out of stock @

Email me when available

|dentify a behaviour or
metric that is causing
friction in your journey

Use a heatmap or
report to understand
the root cause

Hypothesise and build
out your test variants

@ Don’t forget to use our
data connectors to pass
test segmentation

straight from your
testing tool into Decibel!

Page discovery
(comparison mode)

MULTI-CLICK/TOUCH (UNRESPONSIVE) @

-
[l
o

Multi-click /touch (u

-
w
o

. Primary segment . Comparison segment

Use Decibel to measure

the performance of

variants vs. control
Page discovery
Heatmaps
Funnel analysis
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Example Use Case: Retail

DEFINING THE PAGE

Product listing page Control Variant

Product Listing Page Product Listing Page

A/B TESTING WITH HEATMAPS QD X e ) @ D |J| QO X0 Eeromearor

i Men Women Black Friday Sale en omen Black Friday Sale

Attribution heatmap in comparison mode

INSIGHT

Categories

New categories showed lower engagement than the original
[cmat] [cmz ] [cms] [cm4

content in the same position. The ‘New Arrivals’ panel
however saw high engagement even though it was below the
fold.

RECOMMENDATION
Further testing required to understand the full value of the

‘New Arrivals’ section and what position it should appear
in for maximum engagement

Medallia © Copyright 2021. Confidential.




Optimizing Your Key
Landing Pages



Page Discovery

Uncover key behaviors & metrics

A sneak peak into some of our favourites:

o - indicates where your
customers are focused and could be an area

to feed in important info to encourage a
conversion

e Select & copy - a behaviour often associated
with price comparison which is especially
frequent over Black Friday

e Load time - especially relevant during Black
Friday, you can monitor technical issues on
your high traffic pages and ensure customers
are having a smooth experience

Behaviours tab within page discovery

SCROLL ENGAGEMENT @

MULTI-CLICK/TOUCH (RESPONSIVE) @

READING (MOUSE-BASED) @

MULTI-CLICK/TOUCH (UNRESPONSIVE) @

SELECT AND COPY @
110
'
100 -
>
g
S 04
H
g 80 4
E]
70 4
50 r v ™ d
o0s 08/03 08/05 08/07 08/09 08/11
BIRD'S NEST @
1,347

Technical tab within page discovery

WAIT TIME @

LOAD TIME ©@
969ms «
99999
99999
E
3 570ms
3
sssss
99999
| EX N

JAVASCRIPT ERROR RATE @

6.06%
2%
£ e2%
2
s
£ e1%
H
M
£
5 6%
@
]
s
A 5.9%
5.8%
[l primary segment [l comparison segment
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Heatma ps Unresponsive

Attention heatmap clicks heatmap
Investigate on-page behaviors o e e e

Use what you’ve found in page discovery to
guide you into the correct heatmaps and
segmentation

e YoOU can use these heatmaps in
conjunction with one another to help
bring more context to your insights

o Remember you can always adjust
heatmaps like attention or scroll using
the boundary mode
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Session replays

Understand the context behind those behaviors

Hovering over the element or metric of
interest or using boundary mode will enable "DECISWAG
you 10 access session replays.

Q @ P

EVENTS BLOG ABOUT US

**w/iews

Cook up a storm and keep your outfit looking fresh.

COLOR: PLUM 15
©e - O
oworsiose | (& OE o

Notify me when this product is available:

looking for when they clicked ‘Events’ (oraelti g R Email address

o What were those unattributed clicks
actually associated with?

o | want to understand customer
behaviour when they aren’t able to
click on this element

%oeqpea

o | want to see what customers were

Email me when available
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Example Use Case: Product
Listing Page

PAGE

PLP for new campaign and existing campaign

HEATMAP

Attribution heatmap

INSIGHT

These category selectors are the top of the PLPs and on the
new PLP, the order did not reflect the order of popularity. On
mobile devices it would make accessing the categories they

want to even harder.

RECOMMENDATION

Rearrange the tile order and monitor engagement to
ensure similar or increased engagement on this PLP.

Mobile cut off

Original PLP

New Campaign PLP
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Example Use Case: Product
Detail Page

PAGE

Product detail page - triggered alert for frustration score
deviation on OQOS visits to PDP.

EXPERIENCE ISSUE

Frustration score was very low for OOS PDPs.

INSIGHT

Unresponsive multi-clicking occurring on ATC button. High
click rate on the ‘recommended products’ at the bottom of

the page.

RECOMMENDATION
Change ATC to ‘Email me when available’ when the

product is OOS and move ‘recommended products’ panel
near the top of the page to increase visibility of other
products.

) @ D

O O x Q { https:/ /wwwproductpage com

Product

Product details

O Colour1
) Colour 2

I

| Emai me when available I

| Find o store I

Recommended Products

N/

N/

AN 7

Medallia © Copyright 2021. Confidential.







