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I have good news and bad news, which do you want 1st?

Good news? Ok great

Source: US Census Bureau of the Department of Commerce

Good news: The amount of $ people are spending online is
growing. Q4 spending last year was up 15% from the same time in
2011$225.5 billion

AND.

Source: eMarketer 2012$ Billions

Good news: AND its continual growing. Which means people are
getting more used to buying things online. Yaay.

Photo credit: www.flickr.com/photos/illuminaut/3722074811

Bad News: All this online shopping is making your customers more
sophisticated Theyre becoming pickier about the kind of shopping
experience they expect.

Think of it like dating. There are tons of eligible shoppers out
thereBUT theres also a lot of competition for their affection

Gone are the days when you could just throw up a bright red add
to cart button and youre set, now you need to answer these
questions

1) Can I trust you? - are you who you say you are? do you look
reputable ?2) Do you have any baggage? - how hard will this
relationship be?

Were here to discover the many ways we can earn their trust and
reduce your baggage Just by paying attention to the design of your
site

But first

Everything Im going to talk about is based on proven studies
& examples but at the end of the day theres no 100%
guarantee.Just like dating there are no hard and fast RULES.

Thats why I recommend you

whenever possible, test all the assumptions!Whether its A/B
testing or just asking some friends to click around on your
site

So lets begin

A.

Feb 14 = ?

Hunters - know specifically what they want. Browsers - just
looking. No real goal just fact finding right now

Most online shoppers arent exclusively one or the other, they
fall somewhere between these 2 extremes, Depending on the occasion
or their particular situatione.g. seasonal hunters (Valentines Day
they know they want something pink and frilly, but they dont know
exactly what it is yet so they browse)

HuntersPhoto credit:
www.flickr.com/photos/balinera/4021684003

Starting with the Hunter behaviourThe Goal: get them to stop
hunting.So youll need answer these kinds of questions:Will I find
what Im looking for here?Where is the thing Im looking forCan I get
out of here alive or with my ID and credit card info intact

The better you fare in answering these questions the better
experience the hunter has.So lets look at how your design can
help

Since hunters know what it is theyre looking for, theyre more
likely to skip over navigation and jump straight to typing in the
name or even SKU if theyre that savvy

Source: www.marketingsherpa.com

Rule of thumb for the search bar - up top and close to the left.
In this example they saw an increase in conversions just by moving
the search bar out of obscurity and easier to spot

But 1 word of caution though

Going overboard with the length of the search box itself runs
the risk of it looking just like a white box or a banner and
blending in too much with the surroundings

But if you insist on doing that then really emphasize the
boundaries of the search bar

Sometimes, Hunters need help sifting through those search
results. Thats where good filters come in

It could be as simple as categorized filters in the left nav
or

like NewEgg give their Hunters a separate module with which they
can really fine-tune their search process

Either of them are great design solutions, just be careful of 1
thing though

Source: WhichTestWon 2012

When youre deciding where to put these filters, be careful that
your filtration doesnt get in the way or distract visually from
seeing the results.This example shows a typical large filtering bar
used by a UK hardware store. But its taking up so much space right
in the middle of the content

Source: WhichTestWon 2012

But once they got rid of the filter bar they saw a 27% increase
in engagement with the product pages.

Does that mean their customers dont want filtering? Not
necessarily.

It does mean that, getting in the way of Hunters SEEING your
products is not a wise choice, even when its useful functionality
like filtering

Which brings us to our 3rd tip

OR

List

Grid

While your hunters filtering away you have to decide the best
way to display those products on the category pages and search
results. A Grid or a List, even if you give them a choice to toggle
between the two you still need to pick the default displaySO which
is more suitable?It depends on how your customers make their
purchasing decisions

So If you sell products where your customers make decisions
based on specs then a stacked layout would be useful default it
gets as much of the decision-making details upfront and center
HOWEVER just know that the hunters attention wanes as you go down
the list, so limit the number of items / page

If you sell products where how it looks is how people decide
then a grid might be most usefulHOWEVER High quality images are key
here, since this is what the hunters using to decide. Also Id
follow Lowes example and reduce the amount of specs shown / product
to maximize the space benefits of the grid format.

As you can see they both have draw backs so how do you which is
best for you?Test it.

Photo credit: www.flickr.com/photos/8929612@N04/5221429688

Moving on to the browsers. When theyre in this state of mind,
you need to be prepared to play the long gameBecause your goal here
is to get them to switch to buying mode or remember you when they
do decide to start the huntWhich means you need to answer the
questions:

So how are we going to do with this with your design?

This starts with intuitive navigation but also involves giving
them other springboards into your products.

Were used to the standard categories-based way of grouping your
inventory, But theres probably more than 1 way to group your
products, especially if you have a deep inventory, So

1. Facilitate Discovery

Maybe re-grouping them based on gender

1. Facilitate Discovery

Or age would be intuitive for your average browser.

But beyond the main navigation think about giving other
springboards through the promo areas, Like grouping by season, or
activity (outdoor grilling), or by functional content (recipes)Its
all about creating multiple access points to your products.

Theres a tendency to want to cram as much content onto the page
(particularly the homepage) as possible.

Its hard to resist. I know, even the big stores cant help
themselves.

The problem is our eyes need to be told where to go. And if you
dont give your Browsers eyes clear instructions its the online
equivalent of this

Not only is this confusing to look at Youre sending the wrong
signalYoure just telling them that youre indecisive and no one
finds that attractive.

Visual Hierarchy

Thats why we use something called Visual Hierarchy.Its basically
giving the eyes clear & easy instructions.Allow me to
demonstrate,

This is your attention without any visual hierarchy.Darting
aimlessly all around, Now contrast that with

This.When you give clear instructions its less stressful for
everyone.

1

2

3

4

5

So clearly indicate what areas most important, then each
subsequent area is either smaller in size or lower down the page so
they dont compete with each other

Because when items on your page compete with each other it looks
like .

1

2?

2?

2?

3

thisThe red and white logo, because of contrast and placement,
is likely where the eye starts but because of all the high
contrast, colorful and similar sized images, its hard to know where
to go next... sort of like.

Also be careful when youre adding new promo designs. Even when
theres a good structure in place its possible to start competing
for attention with too much color or contrast, or # of fonts

The main reason we still cram our pages is that some people are
still afraid of the dreaded fold I call it fold-phobia: the belief
that just because more people see whats above it, that no one sees
whats below it, or that anything that falls below the fold is
somehow doomed to obscurity.

And the fact that people are perfectly willing to scroll for
content doesnt seem to convince most clients,SO let me try and
alleviate your fold-phobia in 4 quick images:

Source: clicktale.com

1st of all, are people really willing to scroll? Well analytics
firm ClickTale did a study some time back looking at sites with
heights ranging from 500px to 9700 px to see what percentage of
viewers would scroll all the way to the bottom. Youd expect to see
a drop off as the page heights increased right?, BUT it seemed like
height wasnt a deterrent. In fact the more people scrolled for a
7300px tall page

Source: chartbeat.com

Not only are they willing to scroll, it seems that they might be
more engaged below the fold.Analytics firm Chartbeat did a study
recently on news sites (which are some of the tallest sites) that
found that engaged time (not just viewing, but viewing ads,
clicking slideshows, taking polls) below the fold was way higher
than above it. And to really mess with your brain...

Source: KISSmetrics

check out this before-and-after where moving the CTA to the
bottom of a landing page actually increased conversions by a
ridiculous amount.?

whats that about?

Source: CX partners

So whats going on here, Online viewing isnt bound by an
imaginary fold line, theyre bound by content. So if you give them a
reason to scroll (i.e. show them that theres more content below
like the image on the right) then theres no worries.

B.

A.

So hopefully youve given your Hunters the searching, filtering
and product listing they need, and given Browsers room to discover,
space to look around and,Now its time to seal the deal, make your
best case as to why youre the oneSO, It all comes down to

Probably the most important page on the site, and so the place
where its even more important to make it a frictionless, safe
experience

Youre having to compensate for the fact that they cant
physically interact with your product so give them all the info
theyll need to be at peace with their decision

Source: the e-tailing group / ARS eCommerce LLC

Especially these 2: Stock availability & Customer Service
links

Picture yourself at a physical store, youve found the product
you want, youre ready to buy it, but you need to know if they have
it in your size? Or color or whatever?But theres no indication of
whats in stock, and nobody to ask.So what do you do?You leave, most
likely which online equates to

Photo credit: www.flickr.com/photos/derpunk/2434850410Source:
http://baymard.com/lists/cart-abandonment-rate

Depending on which study you look at is averaging around
67%.comScore did a survey to find out why people abandoned their
carts and these were the top reasons

Source: comScore
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8

Some of these you have no control over

Source: comScore
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But look at 6 and 7Now those are things you can deal with

6

7

And it doesnt have to be fancy, Zappos simply tucks the In Stock
message underneath the add to cat button and they have a need help
tab thats perpetually present even when you scroll down.Just as
long as you make it obvious.

Im going to show you 3 pics and I want you to tell me what they
have in common

They all make you want the productSome more than others, but
even if you dont have a sexy product like the boot over there, do
whatever you can to make the product shine

Source: ww.WhichTestWon.com

That means paying attention to details like how your background
color affects the look of the productWhich of these do you think
converted better.? The light background contrasted better with the
shoe and so it made it look more desireable

Images from: getelastic.com

Another thing to think about is context. Remember youre
compensating for the fact that we cant touch your products so as
much info you can give in a pic as to its size, how itll look in
place, etc will help

There are a whole host of reasons why video is a good idea:SEO
higher chance of a vide reaching page 1, more organic linksBetter
engagement ; people stay longer on your site

My favorite:Halo effect : even if they dont watch the video
comScore said theres an increase in conversionsSo with all those
benefits, why would you hide the fact that you have videos?

Zappos recently redesigned their product pages and on 1st glance
theres seems to be no videos link

No video?

No?

Only because I know they have videos can they get away with
this?For you Id say make it as obvious as possible you have
videos

And you dont have to go overboard with it. Just something to
indicate you have it.

The one part of the page everyone thinks they know the most
about.The call to action button,Just make it big and red then were
good right!

Add to Cart

Well not necessarily. The 4 key factors to consider when youre
thinking about your call-to-action button (as far as design is
concerned) is Size, Color, Placement and Shape. Lets look at Shape
1st

The goal here is to be immediately identified as clickableSo
generally that means rounded corners (but not necessarily) with a
little dimensional treatment to them, even adding a rollover state
helps.

Some people feel like an irregular shaped button could attract
more attention and therefore lead to better conversions,

but my take on it is that weve been conditioned to expect
rectangular buttons and so theyre more immediately recognized as
buttons. If you get too wild with the shape you run the risk of it
not being viewed as an action item at all.

Source: ww.WhichTestWon.com

Here we have the logical conclusion of the Just make the button
red philosophyTheyre all competing for attention. Its no wonder
that this converted worse than something like this

Source: ww.WhichTestWon.com

Where the main CTA button stands out and that the other buttons
are downplayed.

Source: www.shoemoney.comSource: visualwebsiteoptimizer.com

Also, based on color theory and a growing amount of data theres
an argument to be made for Orange (give or take a shade) being the
optimum color.In some tests seeing a 5% increase just based on the
color.Rule of thumb it just needs to contrast enough on the page so
that it stands outBUT of course, in your particular circumstance
you should TEST IT!

So here, they decided to keep the color matching the site color
scheme (not so good). BUT they compensated by making it big enough
and properly positioned.As long as the button is large enough to
stand out

1

2

?

Any guess whats wrong with this page? The call to action isnt
where you expect it to be, so it gets lost.Even though the size is
fine and theyre using the right color ( both int erms of color
theory and contrasting with their brand colors), their placement
sucks

A.

B.

C.

Even if you cant or dont want to do any of what I told youAt
least just dont be that guy, you know him

Photo credit:www.flickr.com/photos/lst1984/827094883

Forrester Research found 47% of consumers expect a web page to
load in 2 seconds or less, and 40% would abandon if it takes more
than 3 seconds.Now with the proliferation of broadband youd think
that load time isnt a big problem any more, if at all, well youd be
wrong!Not only does load-time affect your users, it affects your
SEO. Google takes load time into consideration when ranking organic
results, so what can design to help?

Compress your images then Smush them Smush.it is a tool Yahoos
giving out that finds ways to compress your images even
furtherThink of it as a digital vacuum compression bag for your
images. It does take anything out of it, just finds the empty space
and sucks it out.

Minimize superfluous imagery like complicated background
textures or decorationsNow as a designer this is a tough one
because sometimes the extra decorations help creates a mood and
establishes your brand so you have to weigh whether it worth the
hit on page load time.

There are a bunch of free tools out there that measure your page
load time.My favorite is Loads.in because of how easy it is to use
& the kind of instant results it gives. Just type in the URL
and it gives you a millisecond x millisecond review of what
elements loaded and how quickly.

Also, be careful with the # of fancy webfonts youre using Google
provides a handy tool that estimates what the effect on load time
will be as youre picking out fonts

Photo source: www.flickr.com/photos/qualityfrog/3550864119

Dont add any unnecessary friction between your customer and what
they want. what do I mean by unecessary?

Sticking a popup in front of your content before Ive had a
chance to do anything.Now notice I said Obnoxious pop-ups not any
and all pop-ups.As annoying as I think pop-ups are, it is true that
pop-ups increase your chance of building an email list

Image source:
wisepops.files.wordpress.com/2013/01/bonobos.jpg

Just dont be annoying with them. Make it easy for me to say
noOffer me something in exchange and1nce is enough and offer me
some value when you do it, dont just interrupt

Photo Credit: www.flickr.com/photos/caffeina/2926873020

Homepage

This goes for your layout

Navigation

And your navigation..especially If its a vertical list.. Reason
being, we can only really handle

7+2

Navigation

7 give or take 2 items in a list before our brains glaze over
and the list becomes useless.

Source: ww.WhichTestWon.com

Product Page

This also goes for Product pages, heres an example where the
product page WITH a left navigation performed worse than this

Source: ww.WhichTestWon.com

Product Page

Where they got rid of the left nav. Less clutter, less
distraction which then converted into a better sales
experience.Will this make a difference with your product page? I
dunno, maybe you should

Text

And of course this ability goes for text as well, especially
large amounts of copy.No one reads online, but sometimes you need
to give a lot of infoIf you do, break it up as much as possible so
its easily scannable. Bullet lists and varying headline sizes help
here

BAD PUN ALERT

B.

A.

C.

So just remember these 3 things and hopefully this is what youre
customers will be saying

Photo credit: Martin Boulanger
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