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Is It a Hose, a Wall or a Rope?

Online Surveys

Usability Labs

Web Analytics
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Keynote: History of Improving Online Customer Experience
6000+ Projects across Major Web Verticals
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Why test customer experience? A cautionary tale
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Booking Process i Drop-Off Analysis
2/3 of visitors self-reported success, but only 20% reached last page
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How mature is your eBusiness strategy?
Elevate Your Web Site Focus Beyond Content and Usability

: _ Industry Leadership
Where is your web site

focused today?
User Experience Management

——

IE-Business Strategy, in?ggpa?%n

Competition

Segmentation
Usability oM

CEM Content

Availability

Company Customers Competition Market

Response Time
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User Experience is bigger than usability
Understanding the User Experience

Defining the User Experience
Attitudes

Who are they?

What do they think?

What is their experience?
Intent

Why are they here?

What do they want to do?

How do they get there?
Behavior

How are they trying to do it?

What features do they use?

Where do they go?
Performance

Are they successful?

Is it difficult?

Will they come back?
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