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Key findings

The mobile pages have a signification amount of usabilility problems with missing modules. All product templates have a high bounce rate. Addressing these will help

i.mprove conversions and create a better user experience.

Omissions

e Warranties, Services and Special Offers like ‘FREE Bosch steam Irons’ are missing and reduce the core proposition

e Email me out of stock links are missing, there is no opportunity to buy these products once they come back in stock
e Order tracking and order history are not available, this would be useful for click and collect customers

e Cross sells, Upsells and Alternative products are missing which help increase profits

* Ratings and Reviews do not have writing and commenting features to help advise users to purchase products

Usability Issues

¢ Refine and sort tools are not utilised as much as the Desktop site which brings in higher revenue

e Price does not change when metres of fabrics are increased giving the user misleading information

e Made to Order Curtain selections, title and image are not displayed in the mini-basket preventing purchases
e Values in QTY fields are hard to change for the user and do not have easy to use drop—down fields

. Single selection options look like multiple choices in Made to Order curtains confusing the user

U Page re-loads each time when navigation is clicked which disorientates the user and slows there journey

User Experience

o Alternative images, zoom, editorial content, brand logos are missing which reduce the persuasiveness of the experience
¢ Product images are not of high quality making it hard to see fine detail which the user needs being adding to basket
® Mini-basket module does not display price mal(ing it hard to tell if they over or under budget

e Accordion menu does not have standard behaviours of opening and closing with smooth transitions

e Visual design could be improved on product category pages so information is more readable
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Mobile statistics

*23% of UK online consumers conducted some kind of mobile transaction last year, but unfortunately,

83% experienced a problem. [source: econsu]tancy.com, Apri/ 2011]

® 63% have used their mobiles for shopping, 37% to conduct financial transactions, 34% for travel bookings,

and 23% for insurance payments or purchases. [source: econsu]tancy,com, Apri] 2011 ]

® 47% of daily mobile internet users live in urban areas, while 42% of mobile internet users earn over £40,000

a year (household income) compared to 31% of non users.

[Source: Essential Research via Econsu]tancy b]og, Jan 2010]

e These daily mobile internet users are also more likely to spend more on their monthly mobile bills,

55% pay over £30 a month compared

*19% have purchased music on their phones, 14% have bought books, DVDs or games, while 12% have
purchased movie tickets. [Source: Compete, Jan 2010]

e The amount that mobile users are wiHing to spend varies between handsets, with 32% of Android and

29% of iPhone users wiHing to spend $100 or more from their handsets, compared with 14% of Blackberry users.
[Source: Compete, Jan 2010]
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UK Smartphone Usage

65% of UK smartphone and general internet users use their device to pass away some time".

[Source: Google, July 2011]

Reasons to use a Smartphone

My Smartphone is good to pass away some
time while I'm waiting e.g. for the train or bus.

| use the Internet on my Smartphone to get information
when I'm not in front of a computer
or other Internet- enabled device.

My Smartphone provides me with the answer
to my guestions quickly when | need an
immediate answer.

| don't want to miss out on anything when
I'm an the go (messages emails updates
from others).

I'm a modern person and feel that | should have Internet
on my mobile as a kind of accessory.

| want to use websitesfunctions of the Internet
via my Smartphone without being seen easily.

| use the Internet on my Smartphone because
it costs less than on my computer or other

Internet enabled device.

| have no other Internet access at home —
g0 | use my Smartphane.
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Search

WOI’dS are smaH and grey making it hard to read. The

last word has been cut off. Clicking into the search

Customer Journey

field does not remove the default text and distracts the

user when they are typing. There is no autO'complete

“I am looking for an iPad for my

m to help the user with keywords.
mum .

When typing this keyword the user is re-
directed to the sub category page.

Amazon shows a simple CTA text inside the search

field. Clicking into the field removes the default text,

It would be a better experience if the user was

shown a list of products which they click [Search Amazon.co.uk J - text reappears when clicking out. The go button is also
through to the product detail page. visually strong.
( JNCO

asos - s
ASOS has search suggest tool. As the user starts typin
MO 58 typing
e letters a drop down appears with suggestions. This is a
trousers (1046) )I nice feature because keystroke entry is hard to enter in
h fiel ickl t f t
trousers women (620) 5 search field and quickly suggests a number of products
] helping them enter key pages of the site.
trousers sale (140) >
trousers men (393) >
trouser suit (17) >
-7
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Search. (When no products found)

No results were found for "Uegfshjhf"

Search Tips Entering a product name which is not available is

+ Please check your spelling, try a different highlighted in the orange bar. The page then suggests some
word or use our A to Z product index

helpful tips to find the right product. At a glance it looks

« For help with searching the site, check
out our tips on searching johnlewis.com like a lot of information to read when the user might be on

« If you're searching for a product you've
seen in our shops, it may not be available
online at the moment. Please contact
your nearest John Lewis - find details
here.

the go.

DEBENHAMS ww ©

Home Store finder The message is simpler when no products are found on the

Search ﬂ Debenhams mobile site. The search term is highiighted in

O bold and clearly visible to avoid it being typed again.

Search for "Dhtrgjh"

Sorry, no products found.

Search All Departments

We're sorry. We cannot find any matches for your Amazon also has a short message when products are not
search term.
found.
Search
( Fitgheth ) &
in | All Departments n
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Search. (Search button pressed without keyword)

Please enter a search term.

Search Tips

+* Please check your spelling. try a
different word or use our A to 7 product
index

+ For help with searching the site,

check out our tips on searching
jehnlewis.com

« If you're searching for a product you've
seen in our shops, it may not be
availahle online at the mament. Please

contact your nearest John Lewis -
find details here.

http://mobile.comet.co.uk

Error: Please enter a search term.

HOUSE OF ’FRASER SHOPPING BAG

0 ITEMS

R 7
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When the search button is pressed without entering a
keyword the same helpful information is displayed but
there is no change in the orange bar. It is not obvious what
the mistake is when the page is almost the same when no

products are found.

On the Comet site the iPhone default overlay appears with
a message if no keywords are entered and the user Pressed

the search button.

House of Fraser uses red text when the search button is
pressed without a keyword. This makes the error obvious so

the user knows what to do.



Search. (Search results page)

Johnlewis = @iny

mwnu machine

Washing Machines
Browse

All Washing Machines
Freestanding >
Integrated 2
Semi-integrated

John Lewis

Bosch >
AEG >
Miele >
Siemens

Washing Machine Offers >

Large Capacity Washing

>
Machines

Energy Efficient
Tumble Dryers
Washer Dryers >

Laundry Room >

Sign in | Register

Washing Machines

Typing certain types of keywords like washing
machine or baby will bring the sub category
page. This is confusing as the user expects to see
products related to that search term and might
leave the page as it does not meet there

expectations.

The page titles reads Washing Machine and does
not say this was there search term. This might
give the impression no search results were

returned.

Typing other types of keywords like bosch washing machine returns the

"Bosch Washing machine " - 20

products

The page title is descriptive and displays

how many products are available with the keyword

they used to search.

Basket

John Lewis @ (@ homs)

R -

< Home | < Shop By Brand
Bosch

Browse

Laundry

Refrigeration

Cooking

Dishwashing

Small Household Appliances

Vacuum Cleaners

search results page with actual products with information. This results page
is good as it matches the users keyword which will entice them to click

through to the product detail page.
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Sign in | Regieter

Sign in | Register
» Our shops

» Customer Service
» Terms & conditions
» View PC Site

» Emall sign up

» Request a catalogue
» International delivery
» Contact Us

Typing a brand keyword like Bosch or
Nike brings the category page with list of
products within the brand. Again it
would be useful to show a list of products
related to that term rather than adding
another layer of navigation acting as a

barrier to the product detail page.



Search. (Competitors search results page)

Search results for "Washing machine”
Searching for terms like Washing machine or i ]
—.., Plasma TV Search
Bosch on the Best Buy site shows the search Ty

results page with actual products. This enables

‘Washing Machi

the user to click through to the product detail

hing M

page to add to basket. There is no interim

navigation. The title describes what keyword was

used to return the search results.

HOUSE OF FRASER SHOPPING BAG

0 ITEMS

House of Fraser also displays a list of products

HOME SEARCH RESULTS

- - ( when entering keywords. The breadcrumbs reads

‘ Showing 1-12 of 1212 | Next >

[Sonby |Bes| matches first v ]

search results so they user know where they are

Narrow Options >

in the journey.

From £ 4.00 From £ 4.00
Linea Linea
Eternal bone china  Soho bone china
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Search results

Your search for 'Washing machine ' returned 363
results. Please clarify your selection by selecting a
category below.

Washing Machines
Washing Machines (205)
Dishwashers
Dishwashers (123)
Integrated Laundry & Dishwashers
Integrated Washing Machines (33)
Laundry & Dishwasher Accessories

aundry & Dishwasher Accessories (2)

Comet shows an interim page with a list of
URLs and how many products are in each. The
look and feel of this page is different from the
navigation pattern and the page title is called
Search results. This helps the user to narrow
there search results from the keyword they
entered before they click thorough the relevant
product detail page.



Search. (Popular search term)

The most popular keyword on the Mobile and Desktop site is the ipad. The Desktop site brings in a revenue

of £1,807,014 from 4,797 orders with total of 133,280 visits. These figures are much lower for the mobile site, only £26,222 revenue is made from 67 orders

with total of 7,593 visits.

From the chart below we see in the general the mobile site gets less visits from the search box which resulting in low orders.

Internal Search Term Report

-
ipad '
I
-
ipad 2
—
L]
laptops
I
L]
mattress
—_—
L]
laptop
_—
o 250,000 500,000 750,000 1,000,000 1,250,000 1,500,000

B Revenue - John Lewis Mobile Site B Revenue - JohnLewis
B Visits - John Lewis Mobile Site B Visits - JohnLewis
Graph Generated by SkeCatalyst using Report Accelerator at 1:34 PM WET, 8 Mow 2011
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B Orders - John Lewis Mobile Site

1,750,000
B Orders - JohnLawis

*between 17/10/10 — 18/10/11

2,000,000

10



Search. (Exit rate)

65.3% of users exiting the Mobile site after using search where as 56.3% of user exited on the Desktop site. The mobile site has 9% more exits. Although

this is a small amount the search could be improved to drive customers into product detail pages.

Desktop site (56.3% exit rate)

MNext Page Flow Report Sun. 17 Oct. 2010 - Tue. 18 Oct. 2011

Exited Site

jrwomen:women's shoes:style

jl:electricals:televisions:all tvs:
praduct details

jrwomen:women's dresses:style

jl:default

=

1,000,000 2,000,000 3,000,000 4,000,000 5,000,000 6,000,000 7,000,000

B Instances

Graph Generated by SkeCatalyst using Report Accalerator at 12:04 PM WET, 9 Nov 2011

Mobile site (65.3% exit rate)

Mext Page Flow Report Sun. 17 Oct. 2010 - Tue. 18 Oct. 2011
jl:default

jl:womenwomen's shoes:style

jrwomenwomen's dresses:style

j:'womenwomen's watches:style

l:’——_.

50,000 100,000 150,000 200,000 250,000 300,000

B Instances

Graph Generated by SkeCatalyst using Report Accelerator at 12:13 PMWET, 9 Nov 2011
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Home page statistics (Visits, entries and bounce rate)

The homepage bounce rate is much higher on the Mobile site than the Desktop. Entries and Visits to the homepage are siight lower on the Mobile than the

Desktop. If the Mobile Homepage was improved by visual design and made more engaging the bounce rate could be decreased and Entry and Visits would

increase.

Homepage Visits as a
percentage of All Visits

32.15%

Website Mobile

41.08%

Homepage Entries as a
percentage of All

Entries
=

Website Mobile

Bounce Rate

19.47%

15.68%

Website Mobile
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Home page

Static hero module only promotes one category.
Using a mini-carousel could help promote xmas and

special offers.

Customer service phone number is not available.

Helpful for customers with questions before ordering.

A different color could be used
to make ‘special offer’ link more

prominent.

The ‘Our shops’ link has low prominence and might
be difficult to find by the multi channel user who is

on the go looking for store location.

Feedback link directs the user to a Usablenet
branded page this could confuse the user thinking
they have left the John Lewis site.
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John Lewis @ (© home)
Estée Lauder
fragrance offer =
Christmas 2
Home & Garden 2
Electricals 4
Women :
Men 2
Beauty 4
Baby & Child 2
Toys 2
Sport & Leisure 2
Gifts 2
| Special Offers 2

Sign in | Register

Our shops

Customer Service
Terms & conditions
View PC Site

Email sign up
Request a catalogue
International delivery

Contact Us

Search fleld could appear at

the top consistent with other pages.

Category navigation is short and does not require
extensive scrolling. Shop by Brand link could be

introduced.

Footer links are small and close together increasing

accidental clicks.

The following links could be removed; Request a
catalogue, email sign up & International delivery.

This will help reduce the height of the page.

The user could also benefit from ‘Click & collect’

and order tracking info in the footer.

The bottom of the homepage would look visually
interesting with recommendations, recently viewed
or best sellers products reduce bounce rates and

increasing visits.
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COIIIPetitOI'S home page

HOUSE OF FRASER

SHOPPING EAG
0 ITEMS

|| Searwn ]

SALED0%

/
| ET
|

Christmas Shop

Beauty

Women

Men

Children

Home & Furniture

Electricals & Technology

Terms and Conditions
Pr i

Switch to non-mobil

£ House O

‘Find a store’ button clearly

visible at the top.

‘Buy & Collect’ info
useful for users

picking up from store.
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DEBENHAMS oy @

Debenhams . ; o[-~
¢ t:[ll|l=l\ I b
phones Y

Home

Search

Lingerie

=
)
g
o
3
v pd

hd

Men

Kids

Shoes

Beauty

Home & furniture

Electricals

Gifts & toys

igners at Debenhams

Christmas

Sign in with your Debenhams
D Debenhams mobile
BB Facebook page
3 YouTube channel
Conditions
& si r Policy
Help / FAQs

Desktop / Full website »

‘Store finder’ link at

the top of the page.

Engaging mini carousel rotates
promoting different products

and service.

Offers link given prominence

with different color.

discover feshion online

< BACK NEXT »

WOMEN >

MEN >

Sign up for ASOS style news

WOMEN MEN

Welcome to ASOS. Join | Sign in
BAG / SAVED ITEMS

TRACK ORDER

MY ACCOUNT

DELIVERY

RETURNS

HELP DESK

CONTACT

ASOS FULL SITE

|£ GBP 'I APPLY

| | [
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it
comet Login ﬂ
=5 Flasma TV
-4
Browse our products
Kitchen & Home R
TV, DVD & Blu Rsy 3
Computers N
Camerss & Camcorders 3
Gamas & Consclas 3
iPod, MF2 & HiFi 3
Sat Nav & Phones 3
Heslth & Besuty I
1
Store finder N
Order tradking N
Testseners
HE
ety

Save a total of £200.99

£499.00

HOTPOINT WIMD962P : ULTIMA WASHING
MACHINE

Save a total of £400.00
£349.99
SAMSUNG PS43D450A2 : 43" PLASMA TV

=

Kl T
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Competitors home page

Clean designed header with logo,

search and add to basket tied together.

Login link clearly visible at the top.

Multichannel links ‘Store
finder’ & ‘Order tracking’
are displayed on the home page.

Top 3 best sellers
appear at the bottom of the page

Only the most important

links are shown on the footer.

Shebul Miah

9

. em

>» Christmas

>> Women

>> Lingerie

>> Men

> Kids

>> Home & Furniture
>> Technology

>> Flowers & Gifts
>> Food & Wine

>> What's New

>> School Uniform

»» Deal of the Day

»» Offers

Sign In

Iy Account

Quick Order

Call to Order (0245 603 1603)
Help

Ermail Newsletter

BB Bign up

Terms and Conditions
Privacy Policy

Switch to Full Website

header giving it high prominence.

Offers and Deals links are giving

prominence with different color.

él\/l 8 Store finder button placed inside the
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Area, Sub/Category & Brand pages

The Category, Sub category and Brand category are not visually
distinct. It could be confusing to the user where they are in the

journey.

The pages are not optimised for persuasive selling. There are no
visual promos, best sellers, featured brands, editorial content or
buying guides. These features could be added as links as they
will load quickly on a phone using 3G internet access and

appear at the bottom of the page.

Search field appears prominently across all these page. This is

helpful for the user to find search in the same place.

We can see from this page the Area page can be very long in
comparison to the other pages. Sewing and lighting categories
are at the bottom of the page. One way of reducing page height
is to look at the navigation pattern which we will discussed in

later chapter.
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John Lewis

Helo Mr Miah, Not you?

John Lewis @ Py

et B Mish, Not you?

Johnlewis @&,

Hallo e M, Not you?

iPhone screen size

clioic

Brand category

Cat/Sub category

Signin Register
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Area, Sub/Category & Brand pages. Cont...

Brand Area and Brand Category
John Lewis i
=
CErra——

The shop by Brand page displays a A-Z
navigation. This is useful for the user as they

can decide which product falls into which letter.

We can see from the red arrow how the long the page can

become
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Shop By Brand

sdgpEEonon
gppoop@on
omouoBEmBan
A

<Back

For assistance call: 0333 777 7177

Torms &
Condtions

Contactus s Help» My Best Buy »

©Bost Buy Europe Distibutons Limited 2011

» PrivacyPolicys  FulSte »

Best Buy display alphabets in small squares. ‘A’

is preselected with a list of brands listed below.

This page is easy to navigate and has both
Alphabetically navigation and

brand names on the same page.

BAG (0) £0.00
discover fashion online | ﬁ
A
A|WEAR >
ACCESSORIZE >
ADIDAS >

ASOS also has one brand page with the brand names listed

below each alphabet. The user can see all the brands in each

section within one

scroll rather than clicking to different pages.
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Area, Sub/Category & Brand pages. Cont...

Headings and Hero Modules

The text is small and hard to read on
dark colored background. This could be

resolved by making the text are stronger

color.
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E

Ny

Sound & Vision

Washing Machines

Browse

All Washing Machines >
Freestanding >
Integrated >

Semi-integrated

Popular Brands

Hero module does not look inspirational or click through to

other sub-category pages like the Desktop site.

It is hard to tell what the title of the page is; ‘Electricals’ or

‘Sound & Vision’ because of the spacing.

Buttons are close together increasing

accidental clicks.

Page headings and sub headings have the similar visual
treatment and are not separated. It is difficult to quickly what

are links and headings.
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Area, Sub/Category & Brand pages. Cont...

Headings and Hero Modules (Competitors)

ﬁM S STORE FINDER
3

HOMEPAGE SEARCH BASKET (0)

CHRISTMAS

CHRISTMAS OFFERS
» 3 for 2

» Offer of the Week

DEBENHAMS

- O
Store finder

Search

Men

Accessories

d

discover foshion online
BAG (0) £0.00

WOMEN'S BEAUTY
NEW IN >
SALE -
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M&S have a hero module in there Christmas section. The image is inspirational
with text. The page name is centred in the middle and looks different from the

sub header and navigation links.

Debenhams has no hero module on the category pages, this is useful as

important content like breadcrumbs and navigation can push up above the fold.

The visual treatment of the category title ‘Men’ makes it stand out and easily to

tell its not part of navigation because of the small spacing.

ASOS has no hero module on there category page. The title is centred in the

middle inside a grey box differentiating it cieariy from the navigation.
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Area, Sub/Category & Brand pages. Cont...

Breadcrumbs

Basket

JOhn Lewis = (14 items)

Hello Mr Miah, Not you?

< Home | < Washing Machines

Machine, White

comet Login E

e.g. Plasma TV

> Home » Kitchen & Home » Laundry & Dishwasher
> Integrated | aundry & Dishwashers

> Integrated Washing Machines

> HOTPOINT BHWM128{UK)1

DEBENHAMS

vy ©)

Store finder

Search

Home [ Home & furniture /

Cushions throws & rugs [
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The breadcrumbs does not show the users full journey. If the user
is on a product category or product page the Area page is not
shown on the breadcrumbs. The user will have to click back until

they arrive on the Area page.

Comet shows all the Journeys the user took

from the home page on the breadcrumbs. There is adequate space
between each link. Long links wrap to the next line. There is no
hero module on the page so does not push important content
below the fold. Breadcrumbs do not repeat at the bottom. Grey

unclickable breadcrumb shows the page the user is on.

Debenhams also shows the full journey on the breadcrumbs. Long
links wrap to the next line. Breadcrumbs are not repeat at the

bottom of the page.
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Area, Sub/Category & Brand pages. Cont...

Navigation pattern (Competitors)

Range Cookers
Gas Range Cookers
Dual Fuel Range Cookers

Electric Range Caookers

Comet shows number of items
next to each menu, this is useful
for the user to know how many

products are in each category.

861

140

407

314

Johnlewis.com Mobile 360 Review | October 2011

Shebul Miah
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WHAT'S NEW (ALL)

PRODUCT TYPE

({

CLOTHING
LINGERIE
BAGS

SHOES
ACCESSORIES

DESIGNERS A - Z (&)

)

Books v
Music, DVD & Games ~
> Music

> Musical Instruments & DJ
> DVD & Blu-ray

> PC & Video Games

Kindle v
Electronics v
Computers & Office v
See All Departments >

Net a porter uses an accordion menu. Clicking a link display
secondary menu items in a different colored background without

reloading the page. The transition is smooth.

Amazon also uses an Accordion menu for the main navigation.
Visual treatments are used for different states, the user can clearly

see where they are in there journey.
As each selection is made the page does not reload. Only one

accordion menu is open at any time. The menu clicks open

without any smooth transition.
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Area, Sub/Category & Brand pages. Cont...

Navigation hierarchy

It is better to keep the navigation hierarchy tall and thin:

* John Lewis has a large assortments of products
. Although it requires a lot clicks the user can drill down to specific pages
¢ Users will land on targeted pages which are likely to convert to sales

¢ As this will keep the length of the page short will an already long list of navigations

jn]mlc\xi\'.(om Mobile 360 Review ‘ October 2011 | Shebul Miah
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Area, Sub/Category & Brand pages. Cont...

Navigation hierarchy

Additional improvements can be made to the Mobile Hierarchy

e The links inside the features block in the Women's, Mens & Beauty Area are broken and do not

display content, these links can be removed to reduce the height of the page and push more

important content above the fold.

° Adding numbers to menu bar on the product category page will heip the user understand

amount of products in each section.
. Group all the brand names under ‘View all brands’ link as separate section

. Split up links inside all highlights section and put into relevant categories .eg. Remove maternity Wear

fI’Ol’l’l Women's area page and put under CiOti’lil’lg.

¢ Push School uniform section at the top in Baby & Child Area page as they are more popular

jn]n\lcwR.(OHW Mobile 360 Review ‘ October 2011 | Shebul Miah 23



Product category page

Refine and sort tools take too much space pushing
products below the screen fold. This could be resolved with

a single refine button which when clicked reveals all sort

tools.

Some products come with offers such as FREE Bosch
steam iron, £40 cash back FREE redemption and FREE
disposai but these are not mentioned on the product
detail page or appear in the mini basket when added.
User will lose trust with the information presented to

them with the risk of not adding to the basket.

Breadcrumbs are repeated at the bottom this is heipful
for the user if the page does not meet there expectation

they can go back to a previous page.
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Johnlewis & i

Hello Mr Miah, Not you?

TR <~ |

< Home | < Washing Machines

All Washing Machines (5)

Sort by:
Refine by

— -
View more >

utal

5

&

Washing Machine
White Express delivery
available

£269

Free 2 year guarantee
Extend warranty to 5
years £129

Bosch Exxcel 7
WAQ24460GB Washing
Machine, White Special
Offer: Claim your
energy costs

£303

Free 2 year guarantee
Extend to 4 years for
FREE via redemption
See PDF form for
details.

Bosch WAE24367GB

-
Machine, White Special
offer: FREE Bosch

£302

Free 2 year guarantee
Extend warranty to 5
years £129

8 reviews % % % %
Zanussi ZWH7162J
Washing Machine
White Online Exclusive
£336

Free 2 year guarantee
Extend warranty to 5
years £129

Samsung WF0702WKU
Ecobubble™ Washing
Machine, Silver Online
Exclusive

2469

Free 2 year guarantee
Extend warranty to 5

years £12
lata]

L tome 1 < washing Machines |

Sign in | Register

Our shops

It is easy to see which content belongs to which product

because of the gradient background.

iPhone fold line

It is easy to see which content belongs to which product

because of the gradient background.

2

It is hard to tell the on/off state of the pagination buttons
by its styling. There are no number indicating the total

number of pages the user can view.
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Product category page. Cont...

iPhone fold line

. ~Bosch (5) Bl
| ea0t0.2469 9
" | White (5) ot

\
‘| View more >

Clear all

As refine and sort options are chosen the page reloads

the user the impression nothing happened when filters

were used.

Clicking the clear all button or removing filters also

reload the page.

and the selections appear below the fold. This could give

/
’ Refine by
=]

Bosch (5)

] John Lewis (3)
[ Hotpoint (2)

[ Zanussi (2)

[ AEG (1)

[] Siemens (1)

[ £230 to £349 (3)
£360 to £469 (5)
[ £480 to £649 (2)
7] £660 to £929 (1)

[ Freestanding (5)
Energy Rating

O Avi+ (2)
[1A(3)
Maximum spin speed

[11200rpm (3)
1 1400rpm (2)

Load capacity
)

[ 4.5kg (1

[ 7kg (4)
.-

\ [# White (5)
\ [ Black (1)

\
\
\

v | [5stars (3)
v | D4 stars (2)

\
View less >
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Each time a box is checked the page-reloads and jumps
to the top. This can be time consuming if the user wants
to make a number of refinements. Checkboxes are small

and close together increasing accidental clicks.
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Product category page. (Refine tool statistics)

The Desktop site makes the most amount of revenue when the Brand sort tool is used. 5.5% visits creates 26.5% orders resulting in 14.6% of revenue.

Brand sort tool for Mobile creates 3.2% visits which converting to orders of 10.9% bring in a revenue of 9.1%. All Mobile sort tools perform badly, its
possible the products are hidden below the fold and can’t be seen and users are neglecting the tool.

Refinement Types Report

Brand -
I
Colour !
-_—
Price
-
Drepartrment .
—

TV [TV Screen Type)

L] 20,000,000 40,000,000 0,000,000 80,000,000 100,000,000
B Revenue - John Lewis Mobile Site B Revenue - JohnLewis B Orders - John Lewis Mobile Site B Orders - JohnLawis
B Visits - John Lewis Mobile Site B Visits - JohnLewis

Graph Generated by SiteCalalyst using Report Accelerator at 5:24 PMWET, 9 Mov 2011
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Area, Sub/Category & Brand pages. Cont...

Navigation pattern

The navigation menu items are displayed in one long list. This can

very long when the user is on the Area page.

Each time a link is clicked the page reloads and jumps to the top.

The user has to scroll down again to see more options.

The style of the navigation makes it look like an accordion menu
but does not behave like one. The user expects to see different

panels open up in smooth transitions.
A pre-loader appears on the right as the page loads. This is good

for the user as they know they have clicked the menu and the page

is loading.
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John Lewis =

il Me Miah, Mot yeu

Sports Shorts & Skirts

Sports Tracksuits

Dancewear
Sports Accessories

Swimming Aids

Dancewear
Sports Accessories

Swimming Aids

Preloader indicator

Buttons close together with

no spacing.
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Competitors Product category page

OnLoad

m Sort by (Best selling (default) [

Sort t

OnClick

Type

(2 options) (V']
Price
(3 options) [
Brand
({2 options) [

The refine options on the Debenhams sight are hidden Onload
and only appear when the refine button has been clicked. This

saves space and ShOWS products above the fOld

‘Now’ prices appear in red this helps the user compare previous
price and could encourage them to click through to the product
page.

g0 tC,th 4
Pagination buttons are easy to understand by its strong visual
treatment. Numbers tell the user how many pages are in total. Go

to top link helps using jump straight back up without extensive

scrolling.
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DEBENHAMS

1 / Cameras & camcorders.

Cameras & Camcorders

m

o ST
Panasonic

[P T s

S| oo e
s
et
=

- Black D5100 D-SLR camera +
=" | 16-55mm tans shooting Kt

om0

‘Sony D-SLR AJGAL. 18-55mm
it

pege 2 o8 nn\ )

[ ‘ Showing 1 - 12 of 40 | Next )J

[Sort by | Best matches first v }

Narrow Optians

House of Fraser has no refine tools at the
top of the page, this helps products push
above the screen fold. Pagination tools
appear at the bottom and top of the page

helping the user to see more products.

Items appear in 2 columns allowing the
user to seen wider selection of products
on one page. Child products appear inside
a black box helping them to be distinct.

[ ‘ Showing 1- 12 of 40 | Next )]
Narrow by

[Brand l Select v ]
[Guaram+esalecl & ]
[Style ‘ Select v ]
[Pnce ‘ Select v ]
Screen

size Select v

Refine options appear at the bottom and
can be anchored from the top reducing

space.
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Product detail page (spec page)

Key elements like price, ratings and reviews and add to basket are

John Lewis =5 below the fold this makes the users eye dart around the page.
[ —

Customer Journey [ESESES

“We are decorating o

our Kitchen and looking for a .
new Washing
machine, we just need the right

»

one OnLoad one panel is open which could be problematic when high
spec items are viewed as the rest of the menus will be right at the
bottom. The user may not see these to obtain all the information
This type of customer wil they need to make a purchase.
be frustrated with the accordion menu as it

reloads each time it is clicked. There is no

real flow to

the page and information is scattered.

The buy button is below the

fold which could prevent the user going to
the next stage of

. Ratings and reviews is always place at the bottom detached from the
conversion process.

rest of the page. There is no anchor from the top to the bottom like

the Desktop site.
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Product detail page (Accordion panels)

I B m The checkboxes are not properly

- aligned with the child description. There is a greater change of

You can add service/s listed when
you arrange your delivery

adding the wrong child product with the wrong parent
Alternatives | =

product.
Washer Disposal £3 The charge for Zanussi ZWFE100BWashing Machine
this semvice includes the removal and White
disposal of your old washing machine £279
ro]r;::i?:fn;r dryer for reuse or recycling 2 (ear guarantee

=

hd warranty to 5 years for Zanussi
Washer Connection £25 The charge FUWWEE1 00 Faailzt

for this semvice includes L
+ Connection of the new Lty I1 m It is hard to tell which ‘Buy Now’ button belongs to which

appliance to a standard

domestic water connection John Lewis eyt = product. The wrong item could be added to the basket.
point within 1 metre of the Machine. White
installation location £979
» Connection of the appliance to .
an existing 3-pin 13amg Free 3 year guarantee

electricity point within 1 metre
of the installation location

+ Connection of the appliange to Extend warranty to 5 years for JL

an existing waste outlet within JI—I"n'-'rr'V'”"m? £75
1 metre of the installation 91 reviews
location ul

+ Atest wash to ensure the Qty I‘1
ggrprli';ﬁ? is filing and draining The terms and conditions link is a PDF document. Clicking

¥
- R val of all kagi . 1.
Mare mfoemo et this link shows page not found

Special offers =

FREE Bosch steam iron

Buy this appliance and claim your free
Additional service products are not available Elnéch ™ E.EGEEGEI steam irnl{l Via

to add to basket Although they are |_'e_c|en'|pti|:||'| )
(view terms and condtions)

advertised on the product category page.
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Product detail page. Cont...

Page elements

There are no warranty information, brand logos, image icons,
child products, Syr guarantee banner or buying guides. These are
great CTAs which help the user to buy and should be displayed

There is no pinch zoom or alternative images to see

the product in more detail. Phone screen sizes are

Johnlewis @ Giim small and the image can only be enlarged to a certain
on mobile site but with different visual treatments from the

Hello Mr Miah, Not you? POiI‘lt.
Desktop site to reduce clutter. [Kervors,srosuercoce spop v el

< Home | < Washing Machines

John .LEWIS -‘.LWM‘I 203 Washing
Image icons can be removed as they are small and may not read G

iPhone fold line

well on a small screen.

Prices could be in red and larger SO they draw the

5yr guarantee is one of John Lewis number one selling point yet

Overall rating
KA KKK 47/5

this is not displayed.

users attention when they are scanning the page.

Cross sells, Upsells and child products are not visible on the

Quantity
page, customers often buy additional items with products and [ et

increases profits for John Lewis.
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Other social features like Facebook and Twitter could

be added to increase traffic back to the mobile site.
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Product detail page. Cont...
Page elements (Competitors)

Price is large and red making it easy to see when
scanning the page. Both WAS and THEN prices are
show so the user can see the discount they will

receive.

Clicking each thumbnail image reload the page and
replaces the large image.

Alternative images helps the user to inspect the
product in more detail. All images are of a high

quality.

[ Quantity 1 VJ in stock, only 1 left

Tl

Product code: 157208977

Add to bag button is iarge and VisuaHy prominent.
All elements are neatly tied together. The price is

repeated again next to the button.
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PANASONIC - HDC-SD40 FULL HD
CAMCORDER

BAG (0) £0.00

WOMEN MEN
Back to Jumper Dresses.

ASOS Jumper Dress With Snood
800

Now £ 209.99
= — Select Colour First n
/
Ky ="
gk 55 ER =
About (+]

Panasonic - HDC-SD40 Full HD
Camcorder
Product code: 157208977

Quantty 1| < instock only 1 et

£ 209.99

Product code: 157208977

ASOS uses a carousel to navigate through all
the alternative images. The image can be made

iarger by clicking it twice.

[ Select Size

All elements are closeiy tied together. The Add

to bag button is iong and Visually prominent.
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Product detail (image focus)

John Lewis — el
Hello Mr Miah, Not you? . .

o When a different color is show the name of the color appears at
R e T CRa the end of the title, this is useful as the user knows the color has

| changed.

£49

On the Desktop image focus template there is a “Wear

There are no reviews for this product

it with” and ‘More like this’ module which is missing )
Select size: | Low Stock * Qut Of

on the mobile site. These module keep the user on the . -‘ SlacK
site if the product was not what they were looking for T il B
d could convert to a sale. . Select line default sku id:

h W EEEE

KEEE - Quantity
€1

—————
B Selecting a different color swatch or size reloads the page. Each
iﬁlf‘li’,'fh selection is close together increasing accidental clicks. It requires a
,m  Medicewes lot of effort and time to view a whole range of colors.

When choosing a different size the page does not show it has been

Sign in | Register

selected or display different price this would deter users from

adding to basket as they require a particular size.

Johnlewis.com Mobile 360 Review | October 2011 | Shebul Miah
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Product detail (Upsell focus)

¥ Add 1o wish list
¥ Add to wish list
W Add towish list

W Add to wish list

W Add towish list

The add to wish list links have moved out of place

when they should to aligned with the Buy Now

button. From this view you can’t tell which wish list

link belongs to which product. The wrong product

could be added to wish list.

Johnlewis.com Mobile 360 Review ‘ October 2011

Shebul Miah

Johnlewis = i

[ =
S,
s

S]]
L1 L)

i
&
H

T
ifl
“ai

[
{

I

Enter quantity:

Face Cloth £1.50
60063817
More than 10 in stock

o]

Small Hand Towel £5
60064417
More than 10 in stock

Qty E

Hand Towel £7
60063917
More than 10 in stock

1]

Bath Towel £10
60064017
More than 10 in stock

=
Bath Sheet £15
60064117
More than 10 in stock

Qty
There are no spacing between each type of towel
making it difficult to tell which buy button belongs to
which product. This could result in the wrong product

being add to the basket.

To add a different quantity, the first value needs to be
deleted first. The quantity box is a text field and not a
drop down. There is too much to do in order to

change a quantity.
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Product detail (Items not available online)

Stanley Quickpoint Knife,
18mm Not available online
Try your nearest shop
£1.90

Message explains certain products like Kindles and
Knives are not available online but can be purchased
thorough a shop on the product category page. ‘Try
your nearest shop’ is a separate link and takes the user

to our shop pages.

When the user clicks through the product page of the
item not available online there is no Postcode box to
look up the nearest shop. The information on the
product category page has misguided the user and a

lost opportunity to create a sale through the store.
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Basket

John LeWiS = (1 item)

Hello Mr Miah, Not you?

=

Stanley Quickpoint Knife, 18mm

There are no reviews for this product.

Sign in | Register

There is no message at the top of the -
page stating this product is not available
online like the Desktop site. The user is
left looking for the Add button and might

eventually leave the page thinking its

missing.

Information describes age restriction but
does not mention how to purchase the

item as stated on the product category

page. :

A Reviews

Betantly simote

Kindle products do not display age

restriction information or not available

online message.
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Product detail (Beauty)

The lipstick swatches are large and looks like they haven’t been
reduce for a mobile format which has increased the height of the
page. It is now hard to find the add button and requires
searching the page. Normally the user is used to seeing the Buy
Now button just below the screen fold. Clicking swatch reloads

the page.

The color swatches are of a poor quality. For beauty products
customers are looking to buy different colors. If the colors are
not presented in high quality images the user may not feel they

are seeing the right shade of color to buy.
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Pink Parfait

The on state of a shade is week and
difficult to recognise, this could be

improved with a heavier border.

Buy Now button right at the bottom of

the page.
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Product detail (Fabric by metre)

£5 per metre
Product code: 65232001

There are no reviews for this product.

J Email & friend

Metre(s)

-

Selecting more than 1 metre from the drop down
does not change the price on the page. Even though
they have decided how many metres they want there
is no Buy Now button to add to the basket.
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John Lewis 2 (17 o)

Hello Mr Mish, Not you?

£5 per metre

Thare are no reviews for this product.

] 1 understand that once ordered, tis prod)
fannot be axchanged or retundod.

necessary
You order this product.

Sign in | Register

It is hard to see the actual texture of the fabric when
it is this size. The desktop site allows image zoom to
view the fabric in more detail. The customer would
benefit from ordering this swatch to help them by
the fabric but Free Swatch promo is not available like

the Desktop site.

The user can easily forget to check the mandatory
terms and condition box as it is below all Buy Now
buttons. It would make sense to put it above buttons
so users know they have to read the information and
check the box before adding to basket. This will

resolve a lot of unnecessary error messages.
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Product detail (Made to order fabric)

John Lewis 2 e e

Hello Mr Miah, Not you?

B Pencs Preat

Doube Pinch Pleat

Triple Pinch Pleat

Eyelet

Tab Top

Roman Binds

AM delivery on a weekday of
your choice

6
Saturday morning delivery

12

FREE delivery on a working day
of your choice

FREE

Sign in | Register

Each selection the user has made in the made to
measure steps is highlighted in the box blue. This is
useful for the user as they know where they are in

the journey. At any point the user can change the

selections they have made.

n Pencil Pleat

D Double Pinch Pleat

The user can only chose one option from the heading
type. The selections look like checkboxes giving the
impression multiple chooses can be made. The user
will start checking both boxes then after iearning the
behaviour will realise oniy one selection can be made.
The page does not reload when selections are made.
There are no curtain heading guides like Desktop site
so the user has to make there judgement what they

are.
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Johnlewis = pmm

Please enter a numeric drop to the
nearest 0.5cm

Error messages always appear at the top but hard to
tell what error has been made as it does not appear

next it. The page also reloads when errors are made.

Type of curtain required

B single

[ ] Pair
Same probiem again with appearance of single
selections which look like muitiple choices. There is
no further editorial guide about iength of poie,
heading height or drop from eyeiet. These are curtain
jargons and would’ve helped the user make the right

selection.

All accordion menu panels are open. The current
behaviour is to have one open and the rest closed, for
some reason the accordion has lost all its behaviours
and does not have a plus and minus symbol next to

each menu bar.
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Product detail (Made to order fabric. Cont...)

John Lewis D ey

Wit be M, ot you T

Standand - no extr cont
ackout - £5.00 extra
ining colour

CUSHION PIPED UP TO
7EX7SCM £31.00

John Lewis 2

Hello Mr Miah, Not you

Your selection so far

- Fabric

John Lewis Berber Plain Fabric, Putty

(code 68820602)

. Style
= Pencil Pleat
ini i Dimensions
Llnlng WElght Single, 100cm (width) x 100cm (drop)
D Standard - no extra cost 7m heading
(Due to the size of the curtain, it will
[ ] Blackout - £6.00 extra rave ajon
g

White Standard

Again single selections which look like

multi-select.

This may result in clicking the wrong change button.

You may also like
[ ] Matching Plain Tieback £33.50

[ ] Matching Piped Tieback £33.50
These checkboxes are multi-select and

might be confused with single selections. The basket page does not show the

This may prevent user from adding more name of the fabric and all the selections

than 1 cross sell to the basket. TR the user has made. This will prevent the
user from completing the checkout
process as they don’t know what they
are buying. There is no link to add a

similar curtain in a different size like the

Desktop site.

Johnlewis.com Mobile 360 Review | October 2011 | Shebul Miah

My John Lewis

John Lewis

At this stage all the selections have been made. The iayout of the page

makes it hard to tell which selection beiongs to which change button.

Sign in | Register

Our shop
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Product detail (Look page)

John Lewis D G hamsh

Hello Mr Miah, Not you?

e [408 - £188 - email when in stock '
2]
. Qty

L I

The user can choose a size which is out of stock from the drop

ros.mm.m ook . . . . .
- down list but there is no email me when in stock link as the

n title of the drop down suggests. This is a missed opportunity to

CeT— B purchase.

notify the user when items come back in stock so they can

The Buy Now button remains enabled for out of stock products
allowing the user to press the button only to be given an error
message.

Sign in | Register

There is a blue question mark which looks like a help icon but
does not have any function. It should be removed to stop any

unnecessary clicks.
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Product detail (Range page)

John Lewis

[ [

Sign in | Register

Customer Service
Terms & conditions
View PC Site

Email sign up
Request a catalogue
International delivery

Contact Us

a8 Feedback

Clicking any Buy Now button on a range template re-
directs the user to the page not found page. This
Prevents Products being added to the basket. The user

mlght also IOSE confidence Of the page and leave.
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12 items available - see below
The see below link does not work, this would’ve been
useful for the user as the page would anchor to the first

product in the range page.

)
Jug, 2L
£14
Product code: 72142105
More than 10 in stock

[T

3,

Tumblers, 300ml, Set of 3
£12

Product code: 72142106
More than 10 in stock

Products look squashed together without any spacing.
Horizontal line helps to separate each item. It is easy to
see which information and Buy Now button belongs to

which product.
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Product detail (Swatch ordering process)

John Lewis

S —

Free Swatches

Select up to 6 swatches by selecting the tick
box under the swatch, then select "order
selected swatches". These will be delivered
within 5 days.

On the fabric product category the message at the

top states the user can choose up to 6 swatches
but there is no checkboxes or compare button

displayed.

Order swatches heip users to see the fabrics
physicaiiy and could help users make a purchase.

This is missed opportunity to make conversations.

Swatch order on fabric product category page is

available on the Desktop site.
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John Lewis o

Hello Mr Miah, Not you?

Home | ¢ Resdy Mads Curtains
Made 10 Measure Curtains - Select
‘your fabric (378)

[mr—— g

| Free swatcn (max &)

Sign in I Register

@p;:ul'},ur (ActivateD

This is an odd button, pressing it reload the page

but no changes occur.

Oniy the made to order curtains and made to
order blinds have the swatch ordering process.
Clicking the made to order shutters redirects the

user to the page not found page.

There is nothing preventing the user from
choosing more than 6 swatches. It is only when
they click the order swatches button that they are
told have ordered too many. On the Desktop site
if the user choose more 6 the first selection is

removed.

The page does not reload as each box is checked.
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Product detail (Swatch ordering process. Cont...)

John Lewis Puritan Plain Fabric,

Mushroom

John Lewis Puritan Plain Fabric, Putty

Change

Clicking the order swatches button brings the user
to this page. This page is nicely formatted with
gradient background so it is easy to see which title

belongs to which swatch.
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John Lewis o et
Hetlo M Miah, Not you?
Home | < Aeady

<% i .
3‘”/;

s and ook up postcode

Ploase tick here if you do not wish 1o
receive the latest news, offers and detalls
of products and servicos via email or post
from the John Lewis Partnership* ]
Our policy on data protection

140 us, that

Sign in | Register

Please provide more address
details (e.g. both street name and
town).

Name

Mandatory fields are marked with an
asterisk *

Enter address and look up postcode

Mandatory fields are marked with an
asterisk *
Title *

[« ]

First name *

Shebul
Last name *

Daytime phone number *

06904028741

We will only use this if we have a query
with your swatch request
Email address *

Shebul@gmail.com

Address

i

Filling the form in and then pressing the find address button
creates an error message asking the user to provide address, street
name and town details, but these fields are not shown. There is

no postcode field to find address as the second heading suggests.
This form does not work and stops users from getting there free

swatches. If you don’t fill in a mandatory field there is error

message stating this has been missed out.
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Product detail (Classic product page)

Johnlewis.com Mobile 360 Review | October 2011 | Shebul Miah

UK delivery usually within 7 working
days
ESEE

Delivery promo given different visual treatment

making it prominent. This is a good selling point.

44



Product detail (Stock messaging)

Qty
Buy Now
_ II| The name is crossed out when beauty page swatches

Sorry item out of

stock are out Of StOCk. There is There is no key or legend

to denote out of stock shades it does not look

The look page out of stock error message is badly obvious to the user.

Pralinea
formatted and appears in 2 lines. The color is also Firain
different from other error messages.
The visual treatment of the out of stock message on
the image focus template is not strong, this could be
SPloctsfee: LW Stopke X O oF improved with a different color. The buy button has
Availability: Out of Stock
2 been removed this is good as it stops unnecessary
Select colour:
Si'“‘i’eﬁﬁﬁw id . . . . error messages. There is no Email me when in stock
. . . D link like the Desktop site.

Quantity

The size 10 box has been removed as it is out of stock
on the mobile site leaving a confusing out of stock
Availability: Out of Stock
message.
From this visual the user can not tell what is out of
stock and the low stock as the messages are close
together. These messaging may confuse the user when Again the upsell focus out of stock message could be
they are about to add to the basket. visually treated different to make it more prominent.

There is no email me when in stock. The buy button

has been removed which is good.
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Mini-basket & Feedback message

When adding multiple products to the basket
the page reloads and the feedback appears at
the top of the page.

Feedback message should appear next to the
product so the user know what was added to

the basket.
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John Lewis
i

< Action Toys

v 1 x Generator Rex in Basket

View Basket

v 1 x Generator Rex in Basket

View Basket

' 2 x Generator Rex in Basket

View Basket m

£19.95
Product code: 78633605

Thers are no raviews for this product

5 Email a friend

Quantity

1>

You may also like
£ R

Generator Rex: EVQ Attack Pack,
Assorted

£14.95

Product code: 78633603

ity
[ —

oo
=
dim
Generator Rex: Action Figure and
Vehicle, Assorted
£1045
Product code: 78633602
Qty

]

Basket
M7 items)

Basket module does not show the total price in the basket.

Users will not know if they have over spent or within there

budget.

Mini-basket
Sigr|

John Lewis

I

< Homepage
Basket (2 items)

Generator Rex: Action Figures,
Assorted

Product Code

Ly
Updste Remave

Mama Mio See-No-Scar, 30ml
Product Code: 31337712

ay [ £25.00

Updste Remave

Subtotal £
Go to Secure Checkout

» Terms & conditions
% Our shops

¥ Customer Senice

¥ Email sign up
¥ View PC Site

¥ International delivery
¥ Contact Us

There is no pictures of the Products the user is
about the buy making it less persuasive. Update and
remove link are close together and very difficult to

use without making an error.
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Competitors product detail page (Debenhams)

DEBENHAMS oy ©@

Home [ Electricals

Home / Electricals /

Cameras & camcorders [

Cameras & camcorders f

Black compact NEX-C3 D-SLR Sony
Breadcrumbs ShOW all the pages camera and 18-56mm lens

Black compact NEX-C3 D-SLR

the user came fI'OIIl makmg 1t easy camera and 18-55mm lens

to link back to each individual page.

£449.00

Fh

aphy buying

A NEX.C3D-SLR camera

VWaste Electrical and Electronic Equipment

Leqgislation

o ==

£449.00

ADD TO BAG @

Delivery Returns Policy Hero module displays thumbnails of

- Standard Delivery within £ working days - alternative images. Product title and price

FREE on all orders over £30 (normally are large font size. Brand name given
£449.00
£3.09)

= Deliver to store for collection (152

different visual treatment to stand out.

paricipating stores| Free

Additional Information appears inside tabbed

container. Buying guide links appear after

specification information.
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Product page bounce rates (Statistics)

When compared to the website, mobile is not keeping customers engaged when they land on a product page throughout all of the product page templates.

Bounce Rate: October 2011
B Mobile Site ® Website
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Mobile Desktop Stats are only available for October 2011 as pages weren't set up properly
Style: 93% 89%
Upsell focus: 79.1% 66.2%
Image focus: 81.8% 68.6%
Spec: 81..3% 71.9%
Product: 80.6% 71.6%
Beauty: 80.2% 66.9%
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Customer service page

Phone number is available at the top if the users needs

to speak to someone at customer service.

Customer service sections does not provide specific help
on Mobile devices. Information on placing orders and

checkout security on the mobile would be useful.

The navigation is long with a lot of topics and can be
time consuming looking for answers. It would be useful
to bring the the Desktop FAQs tool making searching

fOI’ answers quicker.
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Basket

John Lewis &

elcom:

1d answers to frequently asked questions
d information about shopping at John Lewi
ed to speak to us?

(Gt rted

(Out of stocks

Using Search

IPayment options
Placing your order

IVAT receipts and refunds

PPromotion codes and discounts
(Swatches senice

(Change or cancel an order

[Track your order

IYour purchase history

Missing, incomplete or damaged orders
Retums procedure

Delieries to multiple addresses
(Clck & collect

Express deliery

Intemational delivery

Intemational delivery terms & conditions
Instalation, disposal and recycling

Delvery FAQs

PPrivacy promise
IYour security
(Cookies

ta catalogu
» Customer Senice
»Em

e

18] &

How do | buy online? .
'« How do | 5ign up for a Best Buy account?
« How do | raserve and collect  store

» What is your Price Malch Promise?

o How do | get my order delivered?

] ontine shopping >
A servico Pians >
[ payment options >
R Ropairs and Returns. >
[®Y Reserve and Collect >
[ oetivery and insatiation >
P sorvices >
=] Avout the website >
[B) vour Account >
(&2 v sestnuy >
< Back

For assistance call: 0333 777 7777

Termss 5 5
chorma b, % Privacy Policy Fll Site

Signins  Press releases »  Community »

Contactus s Melp s My Best Buy »

© Best Buy Europe Distributions Limited 2011

Scroll down to read

tips for shopping

Ansieadiohie

To Find An Htom
How To Buy An ltem
Password Halp
Shipping Address
Shipping Method
Prime Shipping
Payment information
Changing Your Order
Consolidated Orders

Search

Amazon Home

Amazon.co.uk Home
Basket

Wish List

Find a Wish List or Registry
Your Account

1-Click Settings

Holp

Amazon.co.uk Full Site

Sign In
Condtions of Use & Sale | Privacy Notice
Foedvack

Best Buy shows a help search field with a short
list of relevant links below it. Further down the
page there is comprehensive help information.
This type of page gives the user multiple

choices to find answers to there question.

Amazon’s help page only displays the most
important links with the search field below to

IOOk fOI’ answers not avaﬂable on the page.
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Ratings and Reviews

e There is no information at the top of the page to say
E the product includes a John Lewis Partner Review.

There is a list of ratings and review functions on the

Desktop site which are missing on the mobile site:

- Review useful yes/no vote button
- Comment on a review

- Write a review

- Location/ age of reviewer =
- Linking to reviewers profile page
- Share tools

-QJ/A

These tools will help the user engage with ratings and

reviews and prompt them and others to buy products

I

Hidden wash
Posted 25 July 2011

after reading useful content.

A washing machine Disguise. For those of
you who like everything hidden away
behind cupboard doors. Has a relatively
high spin speed of 1400 rpm. the only
disadvantage is the washing machine has a
smaller capacity but this is a disadvantage
which comes with integrated washing
machines. If you find washing machines
unsightly in the kitchen, this is the solution
for you.

EXPCI’t review ShOWS only the persons picture.

There are no reviews for this product

When a product has no reviews there is no CTA to The visual design is not different from the normal comments like

encourage the user to comment like the Desktop site. the Desktop site. There is no title to say the comment is from John

Lewis Expert partner. User will not recognise this is an expert review
and might not read the comments which could’ve persuaded them to

buy the product.
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Ratings and Reviews (Competitor)

Amazons review appear on a separate page with a link
back to the main product page. A small image and
product title is at the top so user can see which
product the reviews are about. This reduce the height
of the page and puts the focus on reviews without

confusing with product details.

Show: All Reviews ~

B All Reviews
5 star
4 star
3 star
2 star
1 star

Sort by: Most Helpful First | Newest First

The comments can be further sorted by star ratings,
most helpful or Newest first. This gives the user a lot

of control over the reviews.
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< Product Main aw

(@)

Show:  All Reviews
Sort by: Most Helptul First | Newest First
+ Brilliant

Fantasti product. Very quiet (once you have
the wansit bolt). 1 quisty

+! not as quiet as you are led to believe
but quieter than most others

We'd had two Zanuss! washing machines in
succession Bof had given us approx five years of
heavy use tvoe washes 3 day every

+ All round good machine!
We bought this washing machine a fow wooks

390 affer our Zanussi finally gave 1 the ghost.
The main criteria

+ Great, quiet, easy to use washing
machine

We bought tus machine afer our cid Blombery
1300 finally gave up e ghost after 20 odd years
faithful sarvice.

+ Washing Heaven
S0 far 50 900d.......does everything it is

SUPposad 10 do....... does It el and sings 1o me
when i has fiished.

+ Easy and quite
This i an axcellent washing machine. You smply

put the washing in and closa the door, then move
the arge

+ LG WASHING MACHINE

My old washing machine gave up the ghost and |
spont 100 much ima irapsing around Currys and
the ke,

+ Very happy so far.

Aquarius had given up the ghost: we had  new
baby last

+ Brilliant

reviews and was 3 litte concerned about cne.
which stated the spin wasrit

+ no more noise
Not the most expensive washing maching in the

Wworld, but senple to use, classy looking. VERY
QUIET. would recomend this

Amazon.co.uk Home
Basket

Wish List

Find  Wish List or Registry
Your Account

1-Click Settings

Help

>
>
>
>

Amazon.co.uk Full Site

Jsa & Sue
Foomack

Customer Reviews drdnindnl (22)

5 slar: (15)
4 star (4)
3 star (3)
2 slar. (0
1 star: (0)

A summary at the top shows all the different types of
star ratings and number of reviews. The information is
also visually interesting and easy to scan.

This gives the user a snapshot of how well other

customers rate this product.

+/ Brilliant

Fantastic product. Very quiet (once you have
remembered to remove the transit bolts). It quietly
churns away with minimum fuss. ...

Each review is truncated to 3 lines, if the user wanted
to see more content they press the plus sign which

expands the whole review. This is useful as it reduces
the height of the page as some comments can be very

lengthy.
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Store locator

There are two search fields on
this page. The main search can be removed to

avoid confusion.

Entering a postcode returns a list of stores
located near that area. This is useful for users

who don’t know stores close to where they live.

All John Lewis stores are listed alphabetically
make it easy for users who know the location

but require further store details.

Johnlewis.com Mobile 360 Review

.y Basket

John Lewis © o heme)

TR - |

< Home | < Home

Enter your postcode below o find your
nearest John Lewis branch, or select from
list.

Bluewater >
Brent Cross, London >
Cambridge >
Cardiff >
Cheadle >
Chester >

Cribbs Causeway >

John Lewis e

Clicking on a location shows the picture of

the store, address details and opening times

i’

3
it
A{§!§§!§!

|

How to find Milton Keynes

October 2011 | Shebul Miah

Croydon >

Edinburgh >

Exeter >

Glasgow >

High Wycombe > Johnlewis =i sn', Boulevard

Kingston > .

) John Lewis

Liverpool >

Miton Keynes >

Newcastle >

Norwich >

Oxford Street, London b 3

Peterborough >

Peter Jones, Sloane Sq m m

Poole 3

Reading 5

Solihull >

Southampton > Avebury Boulevard

Southsea >

Stratford City >

Swindon > Maps are detailed with parking, tube and train icons. All
Tamworth >

Tratford > surrounding streets and motorway numbers are labelled
Tunbridge Wells >

Watiord > accurately. The John Lewis store is prominent placed on
Welwyn >

Sign in | Register

the map. The user will find the store quickly as the map

is simple and easy to read.
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Visual Design

Buttons

Buy Now

54 Emall a friend |
|

Change

@on't have your passworda

Johnlewis.com Mobile 360 Review ‘ October 2011

Shebul Miah

The buy now button does not use a vibrant color and the text inside it is not sharp. The call to
action suggestions the item is going to checkout when it is only being added to the basket.

Brighter colors could be used so the button stands out. The CTA could be changed to ‘Add to
basket’ like the Desktop site.

Search buttons are different color for main site and the shop pages. The text inside them is

pixelated and not sharp.

Email a friend and change button have low contrast and are hard to read on lighter

backgrounds.

This button has no visual treatment and looks different from all other buttons.
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Visual Design

Header design

John Lewis S (0 tems)

Basket

John Lewis S (1 hem)

Hello Mr Miah

Home page hero module

Estée Lauder
fragrance offer

Save with
Samsung

Shop now >

Johnlewis.com Mobile 360 Review ‘ October 2011 ‘ Shebul Miah

Small alignment changes such as centralizing the iogo and basket module
could create a cleaner design. At the moment there is too much space

below the header.

In the logged in state the users name is randomly place on the left hand

side with no spacing.

It is hard to tell what the picture is as it is very small size. Users may be

reluctant to click through not know the product is.

In this picture the TV as similar colored background and hard to tell what
what the product is. The copy does not say how much money users will
save with Samsung. The words could be changed to make a stronger CTA

increasing click through.
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Visual Design

Navigation buttons
Aberdeen
Bluewater
Text and background colors

To check your order status, just sign in or
register at the top of the page, then click on
My John Lewis followed by View orders
You can also track your orders without
signing in by going to View your orders

= Order received means your order hasn't
been processed yet

» Order processing means your order
could be at any point between the
warehouse receiving it and despatching
your goods

The copy on the John Lewis customer service

page is badly formatted and could be improve

with color and spacing.

Johnlewis.com Mobile 360 Review

October 2011 | Shebul Miah

In the shop section the navigation buttons

turns to purple it looks like a different site

when the shop pages are part of JL.com

>

>
Brand John Lewis
Digital display Yes

Dimensions
HE85 x W60 x D60cm (D64cm including
controls)

Energy

consumption

1.02kWh/cycle

Amount of electricity used. The lower the
figure, the less electricity used

Energy Rating

A+

Graded on performance A++ - G, with A++
being the highest grade

Finish White

Guarantee

FREE 3 year guarantee, extend to 5 years
£75

On the product detail page text is small on a

grey background, there isn’t enough spacing

after each vertical line making it hard to read.
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Visual Design

Product category page

LhJ

Johnlewis.com Mobile 360 Review ‘ October 2011

Samsung WF0702WKU
Ecobubble ™ Washing
Machine, Silver Online
Exclusive

£469

Free 2 year guarantee
Extend warranty to 5
vears £129

John Lewis Women
Cashmere Shawl Collar
Cardigan, Toast
£120

WS k% % %k ¥

£69

05 OUR FAVOURITETHING

Shebul Miah

The information inside each product category is close together and reads as
one sentence when they actualiy different pieces of content. The
information could be more readable by putting space in the appropriate

places.

Aithough the gradient background heips with separating each background
it could be made more obvious as smart phones are often used in dark

settings.

Word such as Exclusive are important seiling points and does not stand

out. This could be improved with a new color.

Some swatches are rectangles when all others are squares, this is

inconsistent with the rest of the site.

The ‘Our favourite things’ banner is too big. It needs to be reduced to size

so its readable and fits into the Mobile screen size.



Product images

Below are a range of products in different sizes as they appear on certain pages. All images are not of a high quality. There are no zoom or

alternative images making it difficult to see fine details preventing a user from adding to basket.

New Buckram Single Stiffening Fabric,
Natural

£5 per metre
Product code: 65232001

There are no reviews for this product.

&3 Email & triend

You may also like

Generator Rex: Super Slam Cannon
£19.95

Product code: 78633605

Qty

=

< Home | < Kindie & eReaders
Amazon Kindle Keyboard 3G + Wi-Fi

£149
Product code - 83860402

Overall rating
*kk Kk kg5

£ Enslatrend |

Samsung WF0702WKU
Ecobubble™ Washing
Machine, Silver Online
Exclusive

£469

Free 2 year guarantee
Extend warranty to 5
vears £129
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b=
Jug, 2L
£14
Product code: 72142105
More than 10 in stock
Qty \II

Tumblers, 300ml, Set of 3
£12

Product code: 72142106
More than 10 in stock

Qty EI

John Lewis Women
Cashmere Shaw! Collar
Cardigan, Toast

£120

2 reviews % % % * 4

M

Ted Baker Endurance Ted's Tonic Suit
Jacket, Charcoal

£188

Product code: 38233300

[ Select item '
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