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eDigitalResearch What d|d we do?

Took 10 retail brands that | ams
offer all three eChannels

discover fashion online

Evaluated the customer TOPMAN

experience both WITHIN JOhn Lewis
and ACROSS eChannels |LAURA ASHLEY

NEW LOOK

Who provides the best
cross channel experience? amazon.co. UK

TOPSHOP
What drives a good M 8

customer experience? ' DEBENHAMS

eD|g|talResearch .

2 informed dire



eDigitalResearch HOW d|d we dO |t?

An eMysteryShopper survey was conducted to compare
the end to end usability of 10 brands across three
eChannels — website, mobile enabled site and

transactional mobile App , t
For each site, 20 surveys were completed.
©  For each desktop site only, 10 surveyors completed /VOmepaQ'e
purchases.
The survey looks in detail at the following site sections: — Search \
©  Homepage
©  Search
©  Navigation
©  Product Pages
©  Shopping Basket
©  Purchase
Collection was carried out using the eMysteryShopper 5asket \

Panel of internet users from July 2014 to August 2014. . / Navuga“

Percentage scores refer to weighted average, where if

all surveyors gave the top score the result would be o A

100% "Odtyct poS°
eDigitalResearch .
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Methodology

mCommerce surveyed using smartphone, Apps surveyed using iPhone,
website surveyed using home PC

eDigitalResearch
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Key Findings

Amazon has risen to 1%t place this wave, beating department stores Debenhams,
Marks & Spencer and John Lewis.

An accurate, fast, and predictive keyword search is an incredibly powerful tool that
can define the success of an online shopping experience. Laura Ashley lacks any
keyword search tool within its app, making the browsing experience much harder.

Having a consistent customer experience across channels ensures that regular
customers will keep coming back. Customers notice if a feature is missing, but avoid
overcrowding mobile sites and apps.

Despite their rising popularity, apps and mobile sites are still more difficult to
navigate and to purchase from. Making purchasing a swift process is essential.

Product pages and shopping baskets need to have all the relevant information the
customer could possibly need or want. Innovative solutions such as video catwalks on
product pages are very well received.

Website visitors need to feel that the site is secure, preferably right from the start of
the customer experience.

The checkout experience is important to customers. Amazon has been ranked 1t in
this benchmark as the process is streamlined for maximum efficiency.

eDigitalResearch
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App channels are lagging behind mobile and desktop websites.
Desktop sites lead the way in navigation and shopping basket.
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Search Search (Navigation) Product pages Shopping
(Keyword) Basket
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Amazon lead on search, product pages and purchase.

amazonCouk pemmewwwewes amazoncouk amazoncouk

J\V/Ste

DEBENHAMS

LAURA ASHLEY
LAURA ASHLEY TOPSHOP

LAURA ASHLEY

LAURA ASHLEY

ke
)
=
2]
=
@©
(79}
0
O

LAURA ASHLEY
No keyword search

Homepage Search Navigation Product Pages Shopping Basket Purchase
A Q 3 M w

*Laura Ashley’s App score is excluded from the overall search result average
eDigitalResearch
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Amazon offers the best online and mobile shopping experience,
closely followed by Debenhams.

Amazon 87.4% 92% 85% 86%
2 Debenhams 86.7% 92% 82% 87%
3 Marks & Spencer 85.4% 85% 85% 86%
4 John Lewis 85.1% 88% 88% 80%
5 Topman 84.5% 89% 85% 80%
6 ASOS 84.5% 89% 82% 82%
7 House of Fraser 83.3% 88% 83% 78%
8 Topshop 82.0% 86% 82% 78%
9 New Look 81.6% 87% 81% 76%
10 Laura Ashley 77.6% 85% 81% 65%

eDigitalResearch .
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A_mazon and Debenhams rise 3 places this wave, while New Look
slip 2 spots.

League
eChannel eChannel o
S 200

.

Amazon 87% 85% +2% 3
2 Debenhams 87% 82% +5% p
3 Ms"‘l:::; nd 85% 86% 1% 3
4 John Lewis 85% 87% -2% : B
5 Topman 85% n/a n/a n/a
6 ASOS 84% 81% +3% n/a
7  House of Fraser 83% 86% -3% . 5
8 Topshop 82% 79% +3% n/a
9 New Look 82% 81% +1% . 5
10 Laura Ashley 77% 74% +3% n/a

eDigitalResearch .
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Amazon scores high in functionality, and carries this consistent
experience across all channels.
Website Ml Mobile .

amazon....

1246
amazon

Shop by Department

THE ONLY
SMARTPHONE WITH

DYNAMIC PERSPECTIVE

The Kindle Family

#" Prime now includes
Unlimited streaming

Good search Easy to Detailed Good and reliable
function navigate product pages delivery options

eDigitalResearch

10 For informed direction




Amazon has a diverse catalogue of products and makes it very easy
for customers to find what they need.

eDigitalResearch

Accurate
search

amMazoN..«

Shop by
Department -

Your Amazoncouk  TodaysDeals  GiftC I

Search

-
Al cake decorating bnnks\ | Suggestlons
Ceparmen

Amazon Instant Video cake decorating books in 4
Digital Music

cake decorating books in &

Appstore for Android

cake decorating books in
Amazon Cloud Drive cake decorating beoks for beginners
Kindle E-readers & Books
Kindle Fire Tablets
Amazon Fire TV
Amazon Fire Phone

INCLUDEE

“ cake decorating beoks debbie brown
— cake decorating books kindle

cake decorating beoks chrisimas

cake decorating beoks 2014
Books

cake decorating beoks people
Movies, TV, Music, Games

. cake decorating beoks handbags
Electronics & Computers

Home, Garden, Pets & DIY
Toys. Children & Baby
Clothes. Shoes & Jewellery

[EREE 112 112

smazon co.uk @mazon...
amazon

amazoncoux

searcn ake decorating baok

cake decorating book
Department  Wish List
cake decorating bocks

cake decorating bock a cake decarating hooks

cake decorating books

Easy to
navigate

oake decarating books
cake decorating books for beginners

cake decarating backs for beginners

cake decorating books debbie brown

cake decorating books chrisimas cake decarating hooks debbie brown

cake decorating books kindle ok danacotinn hooke heictmon

cake decorating books 2014 QWERTYU

Best-Selling in Camping & Hiking Wacasa & Hom: o4, The Contemporary Cake Decorating Bible: Creative Techniques, Fresh Insp
. ; €138 .

X

Tors & Games

— —

eDigitalResearch
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eDigitalResearch

Amazon’s product review feature has been well received.

All customers can review a purchase they've made

amazon..

Oepartment

"I found the review section fairly
helpful and I valued the ability to
filter the reviews by star rating and
most helpful positive and negative
reviews.”

sorted

Reviews can be

@ 79% D

Q ¥

¢ =  amazon

Reviews are rated
as ‘helpful’ or
‘unhelpful’ by

users

Customer Reviews
(180)

14:32

amazon

4.8 out of 5 stars
Write a Product Review

5 star

Customer reviews 4 star

3 star

180 reviews
4.8 out of 5

2 star

1 star

Most helpful reviews

This has to be one of
the most comprehensive
sugarcraft technigue books on the
market at the moment, It covers
every type of cake or cookie, and
covers so many techniquesin ...

Most helpful Most recent

Most helpful and
comprehensive book out there

By leannegayle -

8 Oct 201

leannegayle

This has to be one of the most
comprehensive sugarcraft technique
books on the market at the moment. It

I received this today
and it is already my favorite book.
Unlike other cake decorating
bocks which focus on making
specific cakes, this book is all
about different technique ...

12
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Debenha_ms sees biggest improvement this wave, particularly for
the website and app.

eChannel Wave 5 - : eChannel Wave 6
Ranked #5 - 82% Homepage and navigation see highest Ranked #2 - 87%
Web: 83% rankings for Debenhams Web: 92%
Mobile: 89% Mobile: 82% -7%

App: 75% App: 87%

DEBENHAMS

fashion week

20% OFF

Designers at Debenhams

"Instantly shows which deals and offers are on "I found this app to be very logical to browse. You
at the moment with good clear pictures of goods could easily scroll to the main sections that you would
for sale. want to which was very good.”

eDigitalResearch
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Homepage
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Debenhams rated highest for homepage.

DEBENHAMS

TOPMAN

. eChannel
Retailer Score
HOUSE OF FRASER
SIMCE 184%
1 Debenhams 84.8% 93% 78% 84% , - "I really liked the homepage of this
( website. It was clear who the site
o 0 o 0 ‘ was for and what they had to offer
2 Topman 83.5% 90% 62% 76% / their customers. I found that the
=1 site loaded very quickly and it was
3 House of 83.0% 89% 86% 75% ;/‘;: easy to navigate. Any current
Fraser promotions were made clear and I
could easily find the Help section if I
4 Amazon 82.1% 85% 80% 81% needed assistance.”
- Debenhams surveyor
0, 0, ) 0,
5 ASOS 82.1% 84% 80% 82% "I was impressed with the speed of
loading and all the information is very
6 Newlook  81.3% 85% 84% 75% easy Lo see for you [0 be able to
shop with ease, the special offers
Mark d were clear to see as well as the
7 arks an 81.2% 79% 81% 84% different sections of the website.”
Spencer - House of Fraser surveyor
8 Topshop 81.1% 85% 81% 77%
"Promotions prominently featured in
9 John Lewis 81.0% 85% 82% 77% good clear and eye catching fonts
and colours.”
- Debenhams surveyor
10 Laura Ashley 77.9% 87% 82% 65%
- eDigitalResearch
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Debenhams ranks 1%t for first impressions with consistent branding
and layout across all channels.

eDigitalResearch

eo0co EE 10:44 @ 92% W)
debenhams.com

Women Beauty | Home Furniture Men Kids Lingerie Shoes Toys Gifts Electricals Weddings m

FREE standard delivery on orders over £30
FREE click & collect

fashion week

20% OFF

Designers at Debenhams

Jashion week

20% OFF

Designers at
Debenhams™

Jashion week

20% OFF

Designers at
Womenswear™ Debenhams”
Womenswear >

Women's > Womenswear >
Women's shoes > *

Women's bags >

£
¥ . . ]
20% off Designer womenswear 20% off Designer men's accessories Beauty offer £10 worth of points
- Freestandarddelivery /3, Free click & collect m Next day home delivery X International delivery
on orders over £30 @ fromaselected store now £4.59 toover &6 countries

=

M Free standard delivery on orders over £30

5] Next day home delivery now £4.99

L‘-,
A B

=1 a
"The site was attractive and easily recognisable

"The homepage was stylish and professional. Ve -

There were lots of special offers advertised, as Debenhams. Navigation was straightforward.

The navigation looked straightforward and I felt There were lots of offers and a good invitation
to explore the site further.”

encouraged to explore the site further.”
eDigitalResearch .
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Among the mobile sites, House of Fraser comes out on top.

10:58
houseoffraser.co.uk

Sales messaging
appreciated and does
not distract from
onward navigation

eco00 EE F

@ 90% )

Stores 0345 602 1073 Help

0 L2 A

ORDER BY 10PM FOR FREE BUY &
COLLECT

FIND OUT MORE

Cookie Policy

HOUSE‘IREVFRASER

"I was really impressed with the
prominent sale area on the
homescreen. The Next Day Delivery
and free collection was also really

Monday 8th September — Tuesday 23rd September
clearly stated.”

L10 orr

Plus Double Points” on Beauty with Recognition

ONE OF OUR
FAVOURITES

"The homepage is well designed and SHOP THE OFFER
easy to navigate and the special offers

are very eye catching.”

*Terms & Conditions appl

Icons at the top clearly
direct customers

"I liked that the help option was at the
top of the page, it gives me
confidence in using a site.”

—

"Good use of text and pictures make
for a tidy easy to look at display.
Customer service number prominent on
front page.”

—

"The homepage loaded quickly and is
very easy to navigate with icons for
your account, bag and help.”

17
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eDigitalResearch CIear security information on the first view gives customers the
confidence to shop.

DEBENHAMS

Cookies | Privacy | Terms & Conditions | Sitemap | About | M-site “ m - L p— o ﬂ g Vg
= g “
Copyright © Debenhams Retsil ple 2001 - 2014, All rights reserved, Legal Disclaimer, r#' ‘#“’

vss ) 2 2 R

"I liked that a security logo at the bottom of the site made it clear it was safe to use the site.”

TOPMAN

Collect From Store

WEEE Compliance

COMODO
-3 [ &

"It was clear that the site was secure.”

HERE TO HELP SHOPPING WITH US ABOUT US LEGAL 2 Tor Busreos
DELIVERY & GOLLEGTION OUR STORES GCORPORATE SITE MNEW: TERMS & COMDITIONS

WHERE IS MY ORDER? GHEGK YOUR GIFT CARD BALANGE PLAN A PRIVAGY & GOOKIES ME&S Bank
RETURNS & REFUNDS DOWNLOAD OUR APPS JOBS AGCESSIBILITY

HELP ABOUT SHWOPPING GONTAGT US

M&S Energy

I:]: M&S Qutlet
) "There is nothing to say that the site is secure -
IIE l\. which is surprising and disappointing.”

eDigitalResearch .
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Laura Ashley’s app has not been updated for 3 years, which is
evident from the first use.

Doesn’t use
° | = | entire screen

®ec00 EE T 12:53

LAURA ASHLEY

Wallpaper  Paints Pink/Natural

= . L Home ! Abbeville Floral Wallpaper,

i e
OR 41'31 @
Fad _f-, Abbeville Floral Wallpaper, Pink/natural I - t t
e £20.10 nconsisten
ith web and
In pink and natural tones, a pretty mini floral design
standard finish washable wallpaper suitable for all - -
rooms and well ventilated kitchens and bathrooms. m o bl Ie S I te
- load
= Pages loa

slowly

eDigitalResearch
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Search

eDigitalResearch
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Amazon scored 1st for Keyword search, followed by Debenhams.
Retailer
Score

1 Amazon 93.0% 98% 92% 89% 7 "I found the keyword search to
. be easy to use and it gave me

immediate and accurate results.

2 Debenhams 89.8% 93% 8% 89% The results for failed keyword
search were very relevant to
X what I had entered.”
3  John Lewis 89.0% 92% 91% 84% - Amazon surveyor
4 ASOS 88.6% 90% 87% 90%
5 L L 87.7% 89% 86% 88% "The search facility is very
Spencer intuitive and even offers a
suggestion below the search box
6 Topshop 84.99% 90% 84% 81% that you can select that speeds
up searches no end.”
- Amazon surveyor
7 Laura Ashley 84.6% 85% 84% N/A
0, () 0, 0,
8 LCRan SN0 89% 85% % "7 liked the speed at which you
achieved results, I input just two
9 House of 84.5% 86% 85% 82% words and instantly was given
Fraser accurate results”
- ASOS surveyor
10 New Look 82.0% 91% 83% 79%

eDigitalResearch .
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eDigitalResearch

5

-

o

- Cooties & Pacy Poliy

keyword search on the mobile app.

Web and mobile

Laura Ashley ranks 7t overall for search, but completely lacks a

site have keyword
search

X4 & Contactus Detwer 105 in Engash

Welcome to Laura Ashley My Basket

LAURA ASHLEY Wekcome o Laua Ashiey Bemed ot £0.00
I . i ) &)
bore:
nnnnnnn
Your search for "blue wallpaper” returned 46 results
Type
Hadley Stripe Seaspray
Blue Wallpaper
— - -
- D & ' Now £23.10
Cotour ® A Was £33.00
- @2 o
e ®

.. Pantry Seaspray Blue

Select the filters you wish to apply

Wallpaper
All Purpose Wall
Covering Adhesive £2.45

Abbeville Floral
‘Wallpaper, Pink/ £23.10
natural s

Type: Al Wallpaper
our:  Any Colour
rice:  Upto £48.99

Percy Gold Floral
Wallpaper

£23.10 .
o Any Price

Up to £49.99

Percy Gream Floral
‘Wallpaper

£23.10

Salcombe Wallaper £14.00

.

Limited filter
options as well

22
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eDigitalResearch

amazon...«

Shop by
Department ~

Matthew's Amazon  Today's Deals Gift Cards  Sell Help:

Search ‘ Al red and blue fo|

Amazon Instant Video red and blue football socks in All Depariments

Digital Music red and blue football socks in

Appstare for Android red and blue foothall socks in Sports & Leisure
Amazon Cloud Drive
Kindle E-readers & Books
Kindle Fire Tablets
Amazon Fire TV

red and blue football boots

Amazon Fire Phone

Books

Predictive
text

Amazon ranks 1st for search with an impressive website
performance. Predicting search terms hastens the browsing journey.

amazoncouk

Clothing  Women Men Kids Baby Dresses T-Shits Jeans Lingerie &Underwear Coats &Jackets  Knitwear Accessories Shoes  Fashion Quflet  Brands

1-48 of 74 resllts for Clothing - “red Sort by | Relevance

J 1

See Colour & Size Options

Fast and
accurate
results

See Colour Options

< Any Depariment
Clothing
Novelty & Special Use

See Size & Colour Options

See Colour & Size Options

Puma Powercat Football Socks PLANTLIFE LEAVES LEAF WEED COMFORT CALF  Precision Training Pro Coloured Hoops Knee
Colour 10,00 £5.00 HI SOCKS many models (UK 6-11/EUR 3945)  High Sock Football Sports Socks Pair
Black Green White Pink Red...

P £3.99
BE BE o £1.99 Show only
o [ Show only Puma ftems Show only 4sold items
=

New Precision Training Coloured Hoops Knee
High Sock Football Sports Socks
£3.28 - £9.82

Delivery Option
FREE Si

RED SOCKS

See Size & Colour Options

&Up

Quality Sport, Football, Hockey Sock Unisex
Sizes 12.5-3.5/3-6.5/7-11 12 Colours

)

See Colour Options See Colour & Size Options

Youths Super Soft Stretch Football, Rugby &

New Precision Training Turnover Top Knee
Hockey $ports Socks

High Sock Football Sports Socks Pair
£2.35 - £4.31

Show only Precision ftems

See Colour & Size Options

Precision Training Pro 3 Stripe Top Coloured
Knee High Sock Football Sports Socks
£3.99 -£5.64

"The keyword search was very
user-friendly and the filter
allowed me to quickly find exact
proaucts.”

£3.99 - £4.49 £5.00 £2.69
&Up

"I found the keyword search to be easy
to use and it gave me immediate and
accurate results. The results for failed
keyword search were very relevant to

what I had entered.”

eDigitalResearch
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Navigation
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eDigitalResearch

Debenhams scored 1st for navigation, followed by Amazon and

John Lewis.

amazon

—

A

v
4

’
|

. eChannel
Retailer Score )
John Lewis
0 0, 0, 0,
1 D LA 6% 85% - ; \ "The site was straightforward to
‘ navigate around and to find items on.
2 Amazon 90.2% 96% 85% 89% The options to filter the results were
g comprehensive. I experienced no
- difficulties with navigating this site.”
3 John Lewis 89.4% 93% 93% 83% - Debenhams surveyor
4 Topman 88.8% 94% 87% 86%
"You could refine and filter your
5 ASOS 88.3% 89% 87% 89% results making it easier to find
exactly what you are looking for.
The pages loaded up very quick and
6 Marksand 87.6% 88% 87% 88% the images were clear.”
Spencer - John Lewis surveyor
H f
7 Fracer 86.3% 91% 86% 83%
"I found it quite easy to navigate
(0] 0, 0, 0,
8 Topshop 86.3% 92% 85% 82% around the site starting from the
homepage as the departments were
9 New Look 83.4% 90% 84% 76% rea/{y clearly set out and once in a
specific department I could filter my
results to find exactly what I
10 Laura Ashley 80.6% 88% 84% 69% wanted.”
- Debenhams surveyor
. eDigitalResearch \’:
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Debenhams ranks highest for navigation with a consistent Web
experience across all three channels. _ -

eDigitalResearch

Consistent Consistent
navigational product
links categories

Consistent
filter options

DEBENHAMS DEBENHAMS

Women | Beauty | Home | Fumiture | Men Kids Lingerie Shoes Toys Gifts [
Beauty | Home | Fumiture | Men | Kids | Lingerie | Shoes | Toys Gifts EK
- ‘ HALF PRICE* BEDDING » 0% OFF* DESIGNER DRESSES ¥ 0%
\ FREE STANDARD DELIVERY ON ORDERS OVER £30 + | FREE CLICK & COLLECT » | NEXT DAY HOME DELIVERY NOW £4.99 ¢
CLOTHING SHOES SHOP BY FIT SHOP BY BRAND
New arrivals New arrivals petite Designers at Deberhams \ , & EE 5
Dresses Shoes & boots Plus size dlothing
Shop by .. Mini Skirts
Bikinis & swimwear \Women's boots Maternity Coast
Tops & t-shirts Womeris shoes The Collection e o )
" 46 products Miri skirt
Coats & jadkets igh heel shoes SHOP BY RANGE Debut You've selected progucts foundin M sars
pl & cardi Mid heel sh Fiorell
umpers & cardigans id heel shoes: forell CATEGORIES e allrodacts
Jeans Sandals & fip fiops Qccasion & eveninguear Fuse Fashion Network Women
Nightwear Flat shoes Bridesmaid HI by Henry Holland Skirts
Lingerie Sippers Bridal Jacques Vert
Mini skirts ]
Trousers &leggings Workwear Joe Browns Women | Beauty | Home | Fumiture | Men Kids Lingerie Shoes Toys Gifts |
P its &, its Yo Fashi Lands End Clear all y
TELIL I ACCESSORIES g =L ance En HALF PRICE* BEDDING » 20% OFF* DESIGNER DRESSES » 20%
Shirts Sportswear Lipsy
Shirts & blouses New arrivals Mantaray ANDARD DELIVERY ON ORDERS OVER £30 ¢ | FREE CLICK & COLLECT » | NEXT DAY HOME DELIVERY NOW £4.99 » BRAND {
Sits & taloring Handbags BE INSPIRED Maine New England e 41 by Henry Holnd () \
Shorts P O > > Skirts
: ”"5 . ]“”T e p:“ o on oRDE Mantaray (1)
ports &leisure ewellery Yie Edi e Eig Women's SKirts -
Favourite brands Sungissses What to wear to awedding Pinezpple i Shop by ... Red Herring (%) | save 20% |
Watches, Snimwear: Shape guide Principles by Ben de Lisi Alice & You {1)
POPULAR SEARCHES Hats & fascinators Quiz You've selected y Ayerisa (1) HI by Henry Holand Mentaray Quiz
Scarves Red Herring Our Favourites N Navy cube mini skirt Navy floral embroidered hem skirt Black Full Pleat knee Length Floral
J CATEGORIES Darling (1)
Vi cresses Socks & tights Walis e 2 j B Was £35.00 £35.00 Was £24.99
Momen | Mandi (2 Tow £28.00 How £19.99
Party dresses Belts rehouse. y
Skirts 1 Oasis
Bridesmaid cresses Yumi | B e e
Tunics Brands A-Z Clear all Ossie Clark London (1) reviens reviens reviens
Prom dresses Sale & offers Poppy Lux
Mother of the bride CATEGORIES quzt .
TeaCTveTy 7 Mini skirts (46) Sugarhil Boutique (2)
Knee length skirts (34) Warehouse (-

Petite (21)

i) b by i T i "|/ery easy to browse through the site

"This site is very easy to navigate Z%IZZiTjZi;‘ -t s by either clicking on one of top
s headings and choosing from the drop

around and you never get "lost” as

there is always the drop down menu — down menu or clicking on one of the
at the top which stays the same.” s v i \ images shown. Very fast loading.”

@

Coast

eDigitalResearch .
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Debenhams ranks highest for navigation with a consistent
experience across all three channels.

Consistent Consistent i
.- Consistent
navigational product i -
- - filter options
links categories
eseco EE F 14:57 @ 71% ®e000 EE 7 14:58 @& 71% E) ®eeCO EE 7T 15:11 @ 69% Hl »
debenhams.com debenhams.com debenhams.com
WEN DEBENHAMS , « BACK
Departments | Search Q WOMEN'S SKIRTS
PLUS SIZE CLOTHING D
, Narrow your selection
SUITS & TAILORING "
BEAUTY »
SHIRTS & BLOUSES ’ Knee length skirts (94)
HOME »
PLAYSUITS & JUMPSUITS v Maxi skirts (51)
FURNITURE 3 :
price oy SHORTS , Petite (21)
LA ' Maternity (3)
r £30 SUNGLASSES 4
KIDS » A-line skirts (90)
READING GLASSES »
LINGERIE v Denim skirts (7)
I SPORTS & LEISURE »
SHOES = » Gypsy skirts (3)
\ - Bask to top

"The site was very easy to navigate with all pages being quick to load. It was clear what the

range was and how to access the different sections.
eDigitalResearch
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Debenhams ranks highest for navigation with a consistent AD
experience across all three channels. W

Consistent Consistent Consistent
navigational product filter options
links categories P

@ 72% Hl}

All Skirts
WOMENSWEAR

Beauty Pencil skirts
Home Categories Brands Maxi skirts
Furniture Belts Petite
Men Jeans Denim skirts
Kids Trousers & leggings Knee length skirts
Lingerie I:I Maternity
Gifts Suits & tailoring Gypsy skirts
Toys Shirts & blouses A-line skirts

Electricals Msuits I:I

"The shop by department was excellent, allowing you to just select Men, women, kids etc. and

then by categories or brands.”
eDigitalResearch
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Product
Pages m
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Amazon ranked 15t for product pages, followed by Debenhams and
Marks & Spencer.

_ eChannel amazon DEBENHAMS
Retailer Score il
sV S

1 Amazon 88.7% 90% 88% 88%
"The product pages are excellent and
offer clear descriptions and photos and
2 Debenhams 87.1% 90% 82% 90% excellent customer reviews with star

ratings. There are links to a limited

Marks and S number of social websites although
3 Spencer 87.0% 85% 88% 87% : these are the main ones used by most.
Overall a very positive impression to
. th duct .7
4 John Lewis 85.2% 88% 90% 78% - A;grzoogcsﬁgfior
5 Topman 83.3% 85% 85% 81%

"The quality of the images are excellent

6 ASOS 83.0% 93% 80% 76% with several different views shown,
allowing you to make an informed

choice about the item you are buying.”

. H;:);ssz :)f 82.0% 90% 80% 77% -Marks and Spencer surveyor L .
8 Topshop 81.2% 86% 82% 76%
"Good clear pictures and prices stated
clearly. Able to zoom with my iPhone
9 New Look 78.7% 85% 76% 75% ) screen and clearly see where to read

\ the reviews with a quick look star

10 Laura Ashley  77.5% 87% 79% 67% pvetem Lo see st
-Debenhams surveyor

eDigitalResearch
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— N
ASOS has the best product pages of any website.

eDigitalResearch . i ) ) o .
Outfitting ideas give customers inspiration when shopping. ==
Outfit inspiration Detailed information

ASOS Twisted Yarn Jumper COMPLETE THE LOOK

£30.00
FREE DELIVERY* & RETURNS »

m

Measured flat across the item - never around

Jumper by AS0S d
- Made from pure cotton FTVISUALISER  whsisds SIGMIN - X
- Twisted yarn finish
- Ribbed crew neck

- Full length sleeves — ASOS TWISTED YARN JUMPER
- Ribbed cuffs and hem ASOS
- Regular fit £25.00 & © € @ A

< sy s

ABOUT ASOS BRAND

Designed in-house in our London studio by our dedicated
menswear team, AS0S offer a range of men’s dothing
designed and created exdusively for ASOS. 1-40f 16

Black LAl FRODUCT MEASUREMENTS

Select Size v SIZE GUIDE

Compare the fif of ASOS Twisted Yarn
Jumper with your wardrobe favourite.

Click here fo get started y

| BACKTOIMAGES >>> >

NEW - BUY THE LOOK

SAVE FOR LATER

_%

ASOS
£20.00

F
imeters Inches

"Probably the best product information I've
seen on a website, love how easy it is to see "The product pages are excellent. There is an option
the exact materials and most importantly, to "buy the look" which gives suggestions of other
including measurements for the garments. items which go with the selected product to
encourage a sale. Plenty of information on product

and option to save for later”

eDigitalResearch
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John Lewis ranks highly for web and mobile. Trustworthy product
reviews and quality images help customers make informed choices.

Excellent zoom
tool

Multiple quality
images

John Lewis

Detailed
sortable
reviews

is.com

| £130.00

T John Lews ot ves Towel Cupboard

46 reviews

e
eecc0 EE 7T 10:53

Jjohnlewis.com

View all reviews (46)

. A i k |
! | Ratings & Reviews Write a Review |

|

Most helpful 123 Next> Sort by: Most helpful v
purplecatinthehatcat
o g Age: 3544 Excellent Product

Excellent Product et Darsi .

;| 21 June 201 i 21 June 2011

This is a really sturdy cupboard which comes complete ratner than flat packed so
no complicated construction and wobbly legs. Because its designed for
bathraoms it isnt afected by moistur / steam as some can be. Although probanly
mare than | was thinking of paying for the bathroom its actually a large piece of
fumniture for the money and Im really impressed at how solidly built it is. Would
recommend

share @3
Froblem with this review?

Comment Yes 8 Mo 0

John Lewis Product Specialist
" W1 EmilyHooper

;E! Age; 18-24

A great storage solution

code: 84980505

"] felt that the product pages on this website offered all the information I
would need in order to make an online purchasing decision. There was a
good detailed written description of the item along with several photos
that could zoom in on. The pricing was clear as were any promotions. I
liked that I could see customer reviews and star ratings.”

purplecatinthehatcat
Age: 35-44
Location: Cardiff

This is a really sturdy cupboard which comes
complete rather than flat packed so no complicated
construction and wobbly legs. Because its designed
for bathrooms it isnt affected by moisture / steam as
some can be. Although probably more than | was
thinking of paying for the bathroom its actually a
large piece of furniture for the money and Im really
impressed at how solidly built it is. Would

| recommend
More than 10 it

=

A great storage solution
18 July 2011

John Lewis Product Specialist
EmilyHooper

l‘! =1
E Age- 18-24
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Marks and Spencer ranked 1st for shopping basket, followed by

Topman and Debenhames.

TOPMAN

. I\/] 8
. O
Score
s and DEBENHAMS
Marks an
o 9 9 1)
1 Spencer el 87% §3% S , \ "The shopping basket function is very
( \ efficient and easy to use. The basket
2 Topman 83.7% 90% 86% 76% \ is easily visible on the webpage. It’s
very easy to view the shopping and
Ca— add/remove items. The site is very
3 Debenhams 83.6% 93% 79% 79% secure and clearly communicates the
delivery time/cost.”
- Debenhams surveyor
4 Amazon 83.3% 90% 79% 81%
"The shopping basket process using
, this mobile optimised site is clear and
(1) 0 g 9
5 John Lewis 82.3% 86% 84% 77% straightforward. It was easy to add or
remove items in my shopping basket
6 House of 82.0% 88% 82% 76% which updated quickly to reflect any
Fraser ) changes made. Pricing, delivery and
payment options were concise, resulting
7  New Look 81.2% 89% 79% 76% in a satisfactory shopping basket
experience.”
- Topman surveyor
8 ASOS 80.5% 88% 79% 75%
"At the checkout stage I can see
9 Topshop 79.8% 88% 78% 74% that it is a 'secure che_ckout’. Itis
very clear that the item I am
\ ordering is in stock.”
10 LauraAshley 71.2% 79% 75% 60% - Marks & Spencer surveyor
y eDigitalResearch
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el [
eec00 EE 7 @ 61% W)
8 marksan spencer.com
= < M:S
Your bag checkout "I found the shopping basket
: information to be detailed, and
Subtotal before delivery charges £45.00 . ,
it was easy to remove items
COLLEZIONE £45.00 from it.”
Pure Merino Wool
Polo Jumper
BURGUNDY, Size M
SEL "Its very easy to view the
shopping and add/remove
I items. The site is very secure

and communication around the
delivery time, cost is clear.”

Q3 save forlater X remove f add gift options

[m]  FREE Store Collection B Delivery
"It was simple and straight
+ add a promotion or loyalty code forward. Delivery was visible
from the start and was
Total (excluding delivery) £45.00 uncomplicated by a variety of
confusing options.”
Just spend £5.00 more to get FREE delivery

continue shopping

Detailed product information, clear delivery options and edit
functionality are appreciated in the M&S shopping baskets.

Your bag checkout
Subtotal before delivery charges £114.00
COLLEZIONE £45.00

Pure Merino Wool
Polo Jumper
BURGUNDY, Size M
Standard

Qty 1 W=

(i save forlater X remove [ add gift options

[f@ FREE Store Collection

B Delivery
M&S COLLECTION £29.50
Pure Cotton Piqué
Mock Shirt Jumper

NAVY, Size M Standard

35
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Debenhams web shopping basket ranks highly with clear delivery
options and security assurance. Mobile also boasts these features...

eDigitalResearch

DEBENHAMS

Women Beauty Home Furniture Men Kids Lingerie Shoes Toys Gifts Electricals Weddings m
HALF PRICE* BEDDING » 20% OFF* DESIGNER DRESSES » 20% OFF* MEN'S FORMAL SHIRTS »

FREE STANDARD DELIVERY ON ORDERS OVER £30 ¢ | FREE CLICK & COLLECT » | NEXT DAY HOME DELIVERY NOW £4.00 ¢ | DELIVERING TO 66 COUNTRIES »

4 CONTINUE SHOPPING - - ﬂ SECURE CHECKOUT »
Available delivery
ORDER SUMAMARY options visible
Product DELIVERY AVAILABILITY QUANTITY EACH TOTAL
[l" i RIR.John Rocha G Mext Day Home Delivery (§ 1 - £38.00 £3B.00
n Designer kahki poplin cargo shorts 0 =
= Calour: khaki E.E- Standard Delivery (§ -
|_ Size: 32 ] Cost of delivery
P J@ Collect from store | § -
g oo ] clearly displayed
— x International Delivery | # < International Delivery, estimated wit]
1 -7 working days (£7.00 to £15.00) , -
Promotional code: Apply

“ ! ;#:'. :#= _ ‘ lﬁﬂ VISA % = N Subtotal before discount £38.00

— SUB-TOTAL (excluding delivery(£)) £38.00
A =% VISAT
_ r—
i @;‘ e

Security Grand total £38.00

assurance
eDigitalResearch
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eDigitalResearch ...but mobile suffers because it becomes too crowded. The app lacks
many of these features and also ranks lower — a balance is needed.

Lack of security Delivery prices Too many
assurances not clear features?

10:21 @ 95% .
8 debenhams.com

"It was not obvious at
this stage what the

RJR.John Rocha
Designer kahki poplin cargo shorts

Colour. Khaki Bag Wishiist aelivery charge would
Size: 32 be without searching
% Remove Shopping Bag E¥4 Email my bag fO/’ l-t ”
v, ’ Designer kahki poplin cargo
" - Quantity Each Total [ shorts V
i -
hoppinG bask Delivery/Availability £38.00 lack of secure
shopping basket process site logos.”
using this mobile optimised e -y x '
- . = o=
site on your mobile phone Netdayhone  Home  Cicks  Intematona V
as the screen size limits the S
amount of detail you can @ Delivery charges "I could not find out

see at any one time; this

can become ﬁ‘ustrat/ng P Promotional code: Apply » hOW secure the app /:5

and there was no

A\ [EEEsEs| e " ooy

SUB-TOTAL (excluding delivery) £38.00

Grand total e38.d "There was no mention l/

of the delivery costs
eDigitalResearch

and timescale.”
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Purchase

(Desktop site only)

eDigitalResearch
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S CISILCEECIE I Amazon ranks 15t on Checkout, followed by ASOS

3 clicks to
amazon purchase

Retailer Web score

1

"The process was very simple. Once I

1 Amazon 91.4% decided to purchase an item, all it was

necessary to do was place in the bag and
then either continue shopping or go

2 ASOS 88.6% immediately to checkout where the payment
details were entered.” 7
3 Topman 85-30/0 - Amazon surveyor
House of
4 Fraser 84.4% "It was very easy to make a purchase on
the site. There was a clear summary of the
5 New Look 84.4% order before I finally placed it. There were
a number of delivery options available to
me. The confirmation of the order was
6 Debenhams 83.3% received immediately. I had no problems >
with placing an order on this site.
- Amazon surveyor
7 Marks and 82.8%
Spencer

"Very easy to make purchase and
confirmation received immediately.
Can also save payment details for

8 John Lewis 82.8%

9 Laura Ashley 80.8% future purchases and site security Is
: clearly displayed.”
- ASOS surveyor
o
10 TOPShop 76.1% discover fashion online T — -

eDigitalResearch
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eDigitalResearch La.qra Ashley ranks 9t for p.urchasg. Va.gue delivery estimates and no
ability to amend your order differentiate it from leader Amazon.

LAURA ASHLEY o —

impressed when reading they could not let
Delivery Options Additional Services me know when it's delivered to the store
M © Standers and ready, they just gave a timescale of
between 5-7 days. I think it's essential
that you are given a text/email when your
FREE Click and Collect from a store of your choice Ol'del‘ /:9 I-n St'OI‘e l‘eady fOI‘ CO//&'Ct/Oﬂ ”
; ‘- Next Day (Ordered before 1.30pm Monday - Thursday.

&)

Pleaze see Terms & Conditions) - Laura AShIey surveyor
V Items in Your Order W
Rust Stretch Cotton Slim Leq Jeans

Redeem a Promotion Code

"Unable to make any changes once
past shopping basket page.” om
- Laura Ashley surveyor

OR

Product Code 3607280
"I was disappointed that delivery to store takes ! =500 £330
between 5 and 7 days and also that I won't be
notified when my item has been delivered.” Subtotal: 3500
- Laura Ashley surveyor Delivery: 450
ORDER TOTAL: £39.50

(including £5.58 VAT)

Click & Collect

You can now collect your purchase from many of our Laura Ashley stores. This is a FREE service, and your
order will be available to collect within 5 to 7 days of your order being placed. (Please note we are not able
to contact you to confirm arrival of your order.)

Enter your postcode or town:

You can now collect your purchase from many of our Laura Ashley stores. This is a FREE service, and your

arder will be available to collect within 5 to 7 days of vour order being placed. (Please note we are not able
to contact you to confirm arrival of yaur arder.)

. eDigitalResearch
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Amazon provides specific delivery information, allowing customers to
select an option to suit them.

Amazon give amazon

exact delivery

eDigitalResearch

estimates
=
Estimated delivery: 13 Sep 2014
| Tommy Hilfiger Women's Ally Jeggings Choose a delivery speed:
Jeans, Red (Tomato), W32/L32 FREE Super Saver Delivery (3 - 5 business days)
£42.50 ) o . # First Class (up to 2 business days)
Amazon Prime eligible Join now
Only 1 left in stock. One-Day Delivery - get it tomorrow, Friday, September 12
Quantity: 1 Change Express Delivery - get it by 1pm tomorrow, Friday
Sold by: Amazon EU S.arL. September 12

Add gift opticns

What if | am not in?
Tell us where to leave your package

You can amend | "I found the purchasing process very
your order at any simple. I was able to go into my basket
When y k the "Buy nd . fcknowledging receipt of your order. Your and modify the item and I also had a
dispatched. pol nt choice of delivery times and prices. My
Shin 30 dave 0f delvery vou M relumn new Unenened physical merchandise i e orainal condiion, Exeention confirmation was instant.”

: : : . - Amazon surveyor

¥, you u W, unopened pnysIcs

Go to the Amazon.co.uk homepage without completing y

el
[=]

Conditions of Use | Privacy Notice ® 1598-2014, Amazen.com, Inc. and its affiliates

eDigitalResearch
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eDigitalResearch Mission Statement

We help businesses grow by building bespoke insight programmes designed by
passionate researchers, technical specialists and graphic designers all under one
roof

Private & Confidential e Dlg |ta lResearCh
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eDigitalResearch CO nta Ct d eta | IS
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Vanbrugh House, Grange Drive ™ @eDRtweet
Hedge End : o

Hampshire SO30 2AF 13} eDigitalResearch
Tel: 01489 772920 3" +eDigita|Re5earCh

www.edigitalresearch.com

Key Contacts

Steve Brockway, Director of Research (UK), steve.brockway@edigitalresearch.com

Matthew Brown, Graduate Research Executive, matthew.brown@edigitalresearch.com

eDigitalResearch
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