CASE STUDY

Appliance Retailer: Customer
Experience Optimization Reduces
Ecommerce Friction by 55%

Overview

A large appliance retailer reached out to Blast for a Customer
Experience (CX) audit to explore how visitors were engaging with
their site. They knew their site was not meeting the expectations of
their visitors, specifically the way product inventory was being
displayed, and wanted expert recommmendations to improve customer
experience.

Challenge

Blast conducted an initial audit, and the results validated the client’s
concerns, showing that visitors often left in the initial phases of
the purchase funnel due to numerous obstacles.

The largest point of friction was that visitors were not asked to enter
their zip code until they reached a product detail page. On the
product detail page, the price and location of the product may have
changed from what was initially advertised. This caused confusion on
pricing, location, and inflated shipping costs.

For example, if a user was looking for the least expensive refrigerator
within a 20-mile radius of their zip code, initial search results would
show the lowest price refrigerator, regardless of location. This was
not clear to customers, and shipping costs increased outside of a 75
mile delivery radius.

analytics « marketing

www.blastam.com


https://www.blastam.com/improve-customer-experience
https://www.blastam.com/improve-customer-experience

CASE STUDY

This was in stark contrast to poll results overwhelmingly showing
that visitors ranked location as a higher priority over price of the

product.
# ANSWER COUNT
-~
A By lowest price (located anywhere in the US) 137 (21.1%)
B By proximity to your location 495 (76.4%)
C Other: Please explain 16 (2.5%)

648 total respondents.
Solution

After conducting a full CX Audit, Blast presented many
recommendations to improve the customer experience, but the most
crucial were:

1. Provide clarity and meet expectations of visitors by using a geo
locator on the home page to detect location earlier in the funnel
and set expectations prior to the product detail page.
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2. Prioritize local inventory in visitors’ product feeds to better
align with a customer's expectations by adding “available near
you” visual cues to provide an extra level of clarity and assurance
that products shown are available locally.

Tampa, FL
58 North Ficrida Avenu

Store Location
TAMPA (36)
CLEARWATER (71)

ST PETERSBURG (73)

WINTER PK/ORLANDO [64) LR
Daytora Beach (41) il |
See More v | 1] I
Item Condition i = I
New (83)
Floor Mode! (217} Sameung RF263BEAESR 26 cU. Kenmora 70413 27,6 cu. Tt Kenmore 72493 26.7 ¢u. . 4- Kenmore 73025 26.1 cu. Tt. Kenmore 72002 22.1 cu. T, 33"
~ . . French Door w/ Extarral French Door Refngerator - Door French Door Refrigerator = French Door Refrigerator - French-Door Bottonv-Freezer
Cosmetic Damage - Good (195) Wiater & ke Dispenser - Stanless Steal Stainiess Steel Fingerprint Resistant Stainess Refrigerator w/ntemal Dispanser

Cosmetic Damage - Falr (34]

$1,403.99 $1,299.99 $1,499.00 $999.99 $999.00

Mere Buyng Gptions More Buying Option: More Buyrg Options Mere Buyng Options More Buying Dntions
$1.403.99 Now $1.200.99 1V $1.490.00 New $209.90 Now $990.00 New

3. Optimize existing features on the page, such as improving the
prominence of the Store Location filter, by relocating it higher
on the product listing page so more visitors would notice and use
it.
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4. Provide a consistent customer experience by utilizing the geo-
targeted location to ensure the same product is shown (location
and price) when the customer clicks through from a product
listing page to a product detail page.

500/0 oft Other Buying Options

Two ways to own this product

$3,199.99

$3599.99 (List Price) Estimated Weekly Lease

Vie ct
(2} 00 New
$1 999-93 OR $90- Torrance, CA 90508 413 mi away
You Save: $2,000.06 No Credit Required
e
Learn More
Floor Model
Rancho Cordova, CA 95670 14 mi away
Condition Info: Floor Model ©
SKU Nurber: 4811 $1,999.93 m
Floor Model
Rancho Cordova, CA 95670 14 mi away
soe
Add to Cart .
Floor Model
Rancho Cordova, CA 95670 14 mi away
Available For: Nearest Pickup Store: ©

$1,999.93

——— - mEai O Store pickup 10379 Folsom Boulevard View Product
g = - R X Rancho Cordova, CA, 95670
b B ! Delivery (+ $89.99) See All Buying Options (+)

Shipping and Delivery Information
In Stock Today

Results

After the recommendations were implemented, a follow-up poll was
conducted to determine if the product listing pages were meeting
visitor expectations. Blast concluded that not only were expectations
being met, there was also a 55.16% decrease in friction.

PLP Does Not Meet Expectations
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Hotjar Feedback Poll PLP (2017- 373 responses vs 2018- 1,032 resp ):Is there any g on this page that doesn’t work the way you
expected it to? Do the products shown on this page meet your expectations?
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Conducting this audit and improving customer experience led to a
73% increase in the number of customers who had clarity on overall
costs.

Is Our Pricing Clear?
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Hotjar Feedback Poll Cart Page (2017- 250 responses vs 2018- 804 responses): Is our pricing clear?

Overall, Visit to Order rate is performing better than in May 2017
(+16.6%). The improved customer experience also helped visitors
take the next step, as Cart to Order rate increased +33.66%.

m Visit to Order Rate Cart to Order Rate

May 2017 0.18% 4.76%
Jan 2018 0.21% 6.37%

GA Landing Page & All Pages Report (May 2017 & Jan 2018): All Visitors
Other Considerations:

Mobile visitors are less likely to convert, since they usually use mobile
devices to price shop and prefer to make large purchases via their
desktop or in store. Therefore, these recommendations and price
display changes would significantly help mobile users who were just
“browsing.”

From conducting our analysis, Blast identified an increase in mobile
traffic. As a result, we were able to provide further recommendations
to improve customer experience, which led to a +13.12% increase in
Cart to Checkout for mobile visitors. Note that these results do not
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take offline conversions into consideration, which would reflect an
even higher increase.

Mobile Visitors: Cart to Checkout
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Hotiar Click Map Cart (2017 vs 2018):Mobile Visitors

Shifting from a focus on lowest price to location areas marked a huge
change in business strategy. Feedback polls reflected the
voice/demands of customers, and the client listened. When it comes
to ecommerce, experience is everything, and now customer
expectations are being met and exceeded.
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