Why do customers
abandon your e-shop

The Skroutz Experience
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Where are all these
data coming from?




Skroutz's visitors feedback in “UserVoice” mechanism

Fpawe Ta oxoAia oou yia To skroutz.gr

EniheEe dva and Ta napakaTw

) T idv £ A : T4 :
0 Npoidy £x&1 GAAN TIUA OTO KATaoTno Ta. XN G0¢. .
D  To npoldv £xa aAAn digBeoipdTnTa OTO KATGOTNHO
) To link pe nijys oe SiapopseTikd npoidv and cuTd Nou NEpipEVa
) ZT0 KaTaaTnua Bprikc dAAa oroixsio snikoivwviag

) To XKaTaoTnPa avapeEpar SiIapopeETIKoUS TRONoUS NANPWUNG

) TO KATAOTNHA £XE1 KPUPEG XPEWTEIS
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When & how do we ask
our visitors ?



‘ Samsung Galaxy S6 G920F 32GB (Maupo) EU 563,99 €

@ Napédoon 1 éwg 3 npépeg EAGYI0TO peTa@opikd: + 3,00 €
* % %k & % (5)
AVTILETWMOEG KONo1o npofAnua;

?

As soon as our visitor has just abandoned the e-shop
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75.000 fFeedbacks!
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5+1 reasons for
abandoning an e-shop



#1 Product information

 Technical details

* Product Description

 Images
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Product

information

Technical details
Product Description

Images

%kroutz

bt

‘ V4 4 , , , oo 4
A€V EXelL Kautd neplypa@n r ta XxapaktnploTiKd Tou npoiovtoc

110U UE EVOIEPEPE...

(1 , , . , ;)
Aev ypdet yia nota Aoytouika twv Windows eivat ouufato

Agv unopw va kataAdBw av KAgivel ue pepuoudp n oxt. Oa

NOeAa NneplooOTEPEC PWTOYPAPIEC

“ , V4 , V4 /
Aev Bplokw nouBeva néoa watt npénet va eniAé€w avaloya

, L
LIE Ta TETpaywVIKd Tou dwuatiou




ToDo:

Product information
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Technlcal detaIlS & CHANNING COFFEE TABLE

delivery discount

description 390

Delivery Surcharge: 40

®

« Promote benefits

ADDTO CART ADD TO REGISTRY

« Details create confidence (SEO+) O

A masterfully built worker’s table in the French countryside inspired
our mixed-materials coffee table. Atop a solid pine frame rests a
smooth metal top that's hand stained for a warm, tonal surface
that’s easily at home in living spaces. Keep coasters and small
entertaining essentials tucked away in the central drawer.

« Description should answer questions ¢ 56" w26 dx 18"

« Crafted of a pine base with a rich russett finish with galvanized
top.

« Simple assembly.

« Catalog / Internet Only.

« View our Furniture Brochure.

P DIMENSIONS & CARE

P SHIPPING INFO
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Images

« High quality

 Alternative angles/views
« Multiple colors

More Sales - Less Returns !

%kroutz



#2 Payment Methods

 No credit Card

e Lack of instalments

e Commission

<"s'l.r;routz



a

Payment
methods

No credit card (Capital controls)

Lack of instalments (free of

interest)

Commission

bt

Oa nBsAa va undpxet dSuvatdtnta entAoyn¢ dtokwv 660wV

UE MOTWTIKN Kdpta!

Aev bivetal n duvatrotnta ayopdc Ue MOTWTIKA KAPpTa Xwpic

napouaia ato katdotnua !!! Eivat duvatov ;;;

Eivat duvatov va xpewvete E€oda motwTIKN¢ Kdptag; Av dev oag

OULQEPEL LNV OUVEPYALEDTE LUE MOTWTIKEC KAPTEC! EAEOC

H ayopad e Xprion XpEwWOoTIKNC KAPTAc EXet emriAgov emBdpuvon
2,5% navw otnv a&ia ayopdc
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ToDo:

Payment methods
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« Have at least one online card
payment method

« |nstalments: extremely
important (interest free)

 Orders* with credit card
= 20% (€200 - €400 cart)
= 30% (€400+ cart)

\ R
‘s kro utz *After capital controls

Bank Name

1234 S5k78 SAYL EH3F

1234 MONTH/YEAR
- 12/99

CARDHOLDER
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#3 Difficult communication

» Busy call-center /0/
4

 No alternatives

« No prominent method for product ﬁ Q

related questions

\
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L6
Aev anavtdel Kaveic oto TNAEQWVOo O0EC POPEC Kat av nnpa oe
9
‘CC SlaPOPETIKEC WPEC
Difficult
Communication |
Busy Call Center Bouilet btapkw¢ to tNAEPwVO oac! bev Bpiokw dAAo tpdno va
7
No Alternatives uiAnow uadl oag

No prominent method for
questions 1Y

OéAw va uabw av autr) n KapéKAa Exel unxaviouo nou

, , 99
Q avefBokatefaivel n nAdtn

OéAw va ayopdow pia nAektpikn Bepuo@dpa arda BéAw va uou tn
OTElAETE u,e,raxuépoueio vivetal; yiati oac naipvw tnAépwvo Kat dev To

ONKWVETE
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ToDo:

Difficult Communication
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a

Precautions

Quality of product details &
description

Detailed shipping & payment
terms

Prominent phone alternatives
(Live Chat, e-mail, ask button)

PwtAote pag yia to npoidv! =P4

During the Operation

Try to answer at least on high
traffic hours

Call-back feature

CRM
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#4 Shipping Costs

DEBIVERYIEXRRESS

« Higher than expected cost
* No free shipping above a value

e Unclear final cost

\
‘skroutz 21



a

Shipping
Costs

Higher than expected cost

No free shipping above a value

Unclear final cost

bt

12 eupw UETAPOPIKA Kat Kauia dAAn emtAoyn...dAAa

Kataotnuata éExouv 5 eupw +avtkataBoAn!

xaunAwote Aiyo to opto yta dwpeadv uetapopikd. Kavte to 30

gupw, ivat noAdd ta 50

dev ypd@el nooa npénet va nAnpwow napandavw yia anooton

otnv =avon

unepPoAika ta é€oda ustapopdc...oxedov 15 eupw yta ABnva

[Mavvitoa anapddexto
22



ToDo:

Shipping Costs
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« Competitive Analysis

* Free Shipping above a value (can also drive

more sales)

T

AKOUn 17 eupw Kat Ba éxeic
dwpedv petapopikd !

 Clear statement of final costs

<"s'l.r;routz
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#5 Registration

* No guest checkout - =

e Slow & difficult registration =N

e
Sm—
i

\
‘skroutz s



Registration

No guest checkout

Slow & difficult registration

%kroutz

e , , . .
Aev OQuuauat touc apxaiouc KwoIKoUC Kat eV unopw va

napayyeidw. €Aeoq...yivete emnttéAouc nio euéAiktod!!!

{1 , : , , 39
Xpewaletat login yia va kavw pta napayyelia!

[ati va fdAw téoa otoixeia (akdua Kat endyyeAua) yia va

4 yd y y ,,
napw uta Kkauepa, E@opia eivat;

1 , , , 39
Aev unapxet vouo¢ Mukovou!




ToDo:

Registration

<lls'l.r;routz



 Guest Checkout

= Offer added value for optional registration (e.g.
save your address for future use)

« Easy & quick filling of information

= N. KukAadwv> Anpoc¢ Mukovou> Mukovoc (Slow)
= T.K:84600> MUkovoc (Quick - Automated)

gls'kroutz

Guest Checkout

Email address

Continue

Create an account

Login
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#5+1 Mobile Usability

| g’skroutz

« Mobile Friendly Site

« Easy mobile checkout

%kroutz



Tablet 40%
10% 0%

Mobile Usability W,

Mobile Friendly site

Mobile

Easy mobile checkout Desktop
30%

“
60% ‘skroutz

Go gle AQUYPAVTAPEG n

lotég Xapteg Eikéveg Bivteo [leploodtepa v
— Desktop
53%

Mobile
40%

Apuypavtnpeg | Skroutz.gr
www.skroutz.gr/c/449/afygranthres.html

Bpeg TIG KOAUTEPEG TIUEG OTNV
Katnyopia A@uypavtipeG. AlaBacs oxoAia &
a10AOYNOELG XPNOTWV Kal emiAee TO MPOIOV ...
Aguypavtnpeg xwpou - Heaven Fresh HF 625

gls'kroutz



What do people do after encountering
Mobile Usability issues accessing websites via smartphone ?

Mobile friendly site

Easy mobile checkout Try again later 17%

Call or visit store 11%

Find another site that works better on a

0,
smartphone 23%

Continue with another device 59%

8%

Continue using a smartphone

Ao
’s kro ut z Source: The Consumer Barometer Survey 2014 /2015 31
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ToDo:

—

Mobile Usability

<"s'l.r;routz



« Responsive design

* Mobile App o —
j T—
 Test, test and TEST — =— = —

“You only need to test with 5 users”
Jakob Nielsen

\
‘skroutz 33



“I don’t have enough time for such a mobile
test...”

OK !l Faster? X
tLIPOOK
< P BPANIA

Teyvohoyid

Chrome > Inspect element > Emulation

Moda - OpoppId

Naidikd - Bpepikd

Console Search Emulatinn|Rendering

Hobby - ABAATIONGE
Device

Apple iPhone & v . .
Screen v ZMIm - Knnoc
y — | Emulate [ | Reset |
ser Agent »
— Viewport 640 x 1136, devicePixelRatio = 2 Auto - Moto

gls'kroutz
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“Listen to the voice of
your customers!”

%kroutz



Thank you!

REALLY TRULY HAPPY

‘&




