
Monday, November 09, 2009 1

Measuring Online Customer Experience

Don Aoki
Senior Vice President, Professional Services

Keynote Systems, Inc.



Is It a Hose, a Wall or a Rope?
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Usability Labs

Online Surveys

Web Analytics
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Keynote: History of Improving Online Customer Experience
6000+ Projects across Major Web Verticals

PharmaceuticalAutomotive

Retail

Financial Services

Technology & Telecom TravelPortals/Media

Business-to-Business

http://www.hondacars.com/
http://www.autotrader.com/?ac_afflt=none
F:/Documents and Settings/motter/Local Settings/Temporary Internet Files/OLK11/DIVIA/Tarjoukset 2009/PAF/2009/Caset FIN/Markkinointiviestint%C3%A4/2009/2009/AppData/Local/Microsoft/Windows/
http://www.ford.com/en/links/General/www_fordvehicles_com/
http://www.hasbro.com/
F:/Documents and Settings/motter/Local Settings/Temporary Internet Files/OLK11/DIVIA/Tarjoukset 2009/PAF/2009/Caset FIN/Markkinointiviestint%C3%A4/2009/2009/AppData/Local/Microsoft/Windows/
http://www.sixcontinentshotels.com/h/d/6c/home
http://www.mori.com/
http://search.aol.co.uk/web_idx
http://www.argos.co.uk/


Find a resort
Club 

Med

Q35. Satisfaction 34%

Q38. Ease of completing the task 36%

Q54. Likely to book online, 

rather than call a travel agent to 

complete transaction

18%

Q39. Did not encounter 

problems/frustrations
22%

Q41. Satisfaction with prices 10%

Q40. Satisfaction with amount of 

resort content
46%
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Why test customer experience? A cautionary tale

54% Village by Region

Å20% Buccaneerôs 

Creek

Å10% Turkoise

Å10% Columbus Isle

Å7% Punta Cana

Å5% Cancún Yucatán

Å2% Itaparica

15% Village 

Finder

22% Book 

Now!

5% Great 

Deals
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ñIt could not give me the 

package with airfare. I 

modified the dates twice and 

still could not get the airfare.ò

Booking Process ïDrop-Off Analysis 

2/3 of visitors self-reported success, but only 20% reached last page

3544 25 21 19 9

47

20% 

drop-off

29% 

drop-off

16% 

drop-off

10% 

drop-off

53% 

drop-off

ñsite kept losing the 

information I typed in and 

kept switching in between 

dates and rooms I 

selected back to the 

defaultñ

ñthe system was 

down....temporarily...I was 

told to return laterò
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Company Customers Competitors Market

Industry Leadership
Where is your web site 

focused today?

Competition

Segmentation

Channel
integration

User Experience Management

E-Business Strategy

Content
Usability

CEM

Availability
Response Time

SLM

How mature is your eBusiness strategy?
Elevate Your Web Site Focus Beyond Content and Usability

MarketCompetitionCustomers
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User Experience is bigger than usability
Understanding the User Experience

Defining the User Experience

Attitudes

Á Who are they?

Á What do they think?

Á What is their experience?

Intent

Á Why are they here?

Á What do they want to do?

Á How do they get there?

Behavior

Á How are they trying to do it? 

Á What features do they use?

Á Where do they go?

Performance

Á Are they successful?

Á Is it difficult?

Á Will they come back?


