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%M&S Marks & Spencer offers the best multichannel customer
Q . . :
> experience across three digital channels, according to a

_ report published by eDigitalResearch.

Search

Amazon was the top performing retailer for on-site search, thanks mainly to the fact that
it offers predictive search terms across all three platforms.
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# Retailer Score Web Mob App
The eChannel Benchmark evaluated 14 1 Amazon 90% 92% 86% 93%
retail brands that have mobile optimised
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sites and apps as well as a desktop site to 2 Ll 0L B0 e B0 Ak
find out which offered the most consistent 3 Topshop 88% 87% 86% 89%
Customer experience. 4 House of Fraser 87% 88% 87% 87%
ME&S came top with an average score of 5 Tesco 87% 94% 86% 81%
86% across the three channels, followed 6 Marks & Spencer 87% 86% 899 86%
by Amazon (85%), Topshop (84%) and
7 Next 87% 92% 85% 83%
House of Fraser (84%).
8 HMV 86% 92% 78% 88%
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site search, navigation, product pages, 10 Very 85% 34% 82% 73%
shopping basket and checkout. 1 Oasis 84% 84% 79% 88%
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Here we look in more detail at the search, 2 DI RS 2 135 255 U
product page and checkout sections... 13 New Look 79% 84% 86% 68%
14 Warehouse 78% 78% 79% 78%
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Amazon

Amazon also scored well for the relevancy
of results, the number of filter options and
the fact that misspellings are corrected.

Predictive search and spelling corrections
are great tools to offer mobile users as

it reduces form filling and frustration at
having to re-enter search terms.

To make it even easier, Amazon also offers
a barcode scanner in its mobile app so
users don't have to type in anything at all.

We recently blogged 13 best practice tips

for on-site search, including the best

place to position the search box and how
it should be labelled.
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ME&S was the top performing site for product pages thanks to consistently high scores

across all three channels.

Respondents liked the fact that the
mobile site and app offered large product
images and that the colour/size/quantity
form was simple to complete. Also, M&S
uses a consistent product information and
order process across both maobile channels.

The desktop site achieved similarly high
scores, as there are several images for each
product showing them at a number of
different angles. This is an important feature
for e-commerce sites as consumers need as
much information as possible to make them
feel confident about making a purchase.

Furthermore, M&S product pages use a
hover to zoom tool on all images and have
stock level information for each size.

For more information on this topic, check

out our blogs listing five best practice
tips for optimising product pages and

10 essential features for creating great
product pages.

eChannel
# Retailer Score Web Mob App
1 Marks & Spencer 88% 88% 88% 89%
2 Debenahms 87% 90% 85% 87%
3 Topshop 86% 87% 88% 82%
4 Amazon 85% 83% 82% 89%
5 Very 85% 92% 84% 78%
6 House of Fraser 84% 89% 79% 84%
7 ASOS 81% 88% 79% 76%
8 Oasis 80% 86% 75% 78%
9 New Look 79% 86% 76% 74%
10 Warehouse 79% 86% 74% 75%
M Next 78% 84% 75% 75%
12 Tesco 76% 85% 72% 72%
13 Interflora 72% 89% 61% 66%
14 HMV 69% 81% 64% 62%
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Checkout

Despite a low app score Tesco achieved the best overall score for

its checkout process.

The researchers liked the fact that the
purchase process was “straightforward
and easy to use”, allowing the customers
to edit their order up to the night before
delivery and confirming the order on the
site and via email.

The report also highlights the fact that
Tesca’'s mabile platforms have a prominent
‘Proceed to payment' CTA, consistent
branding and stock level information to
encourage orders.

However, | recently evaluated at the top 20
UK retailers’ maobile checkouts and found
Tesca's mabile site to be quite frustrating.

It requires quite a lot of form filling, is
information fields are small and fiddly and
there are no shortcuts such as a postcode
lookup tool.

Other key findings

The eChannel Benchmark Report also provides these findings:

® App touch points continue to
underperform, particularly during
the homepage, keyword search and
purchase stage of the shopper journey.

® Mobile (both web and apps) product pages
need particular attention to improve
overall satisfaction and bring themin line
with their online counterparts.
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eChannel
# Retailer Score Web Mob App
1 Tesco 86% 94% 86% 77%
2 Amazon 84% 87% 80% 86%
3 House of Fraser 82% 91% 83% 73%
4 Marks & Spencer 81% 79% 89% 76%
5 Interflora 81% 84% 78% 81%
6 Topshop 78% 74% 85% 76%
7 Next 76% 73% 75% 81%
8 Very 76% 82% 70% 75%
9 Debenhams 74% 81% 74% 68%
10 New Look 74% 76% 81% 66%
M Asos 73% 80% 76% 64%
12 Oasis 72% 76% 78% 66%
13 HMV 72% 84% 62% 70%
14 Warehouse 69% 73% 80% 55%

® Each channel should be tailored to the
issues specific to that platform, but still
remain recognisable to the brand.

® Mabile is about making the quick
quicker and the easy easier; retailers
need to simplify the mobile shopping
journey and encourage repeat purchases
with ‘one click’ purchases and simple

registration processes.

® Maintain key features that customers

easier; apps with in built barcode

have come to expect to make shopping

scanners are particularly seen favourably

with shoppers.

® Mabile is increasingly becoming the

cement that binds the online and store

worlds together; by including key features

ensures a high performing overall
multichannel customer experience.

Written by David Roth, Senior Reporter at
Econsultancy, republished by Usablenet.

For the original article, click here.

Usablenet // eConsultancy — October 2012

Page 3


http://econsultancy.com/uk/blog/10795-m-s-offers-the-best-mobile-and-online-customer-experience-study

