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For this exercise you will look at a UK ecommerce site and make recommendations as to how it could be improved. It is vital that you complete this work and the associated survey before our next lecture. 

· You will need to go through the complete buying and checkout process. 

· Put two of three things in your basket

· Take an item out

· Perform a search (if available)

· Change your mind. 

· Please look at this store from the point of view of an inexperienced web shopper.

Notes on buying

You are not expected to actually purchase anything but should go through the process as if you will. When you are asked for a credit card number you can use a test card number (Visa 4111 1111 1111 1111 exp 08/07 security code 123) – this will pass first level checks. You can make up names addresses and email as well if you want to.

Step 1: Choose one of the following categories:

1. Cosmetics

2. Gifts

3. Theatre tickets

4. Men’s clothing

5. Specialist food (not supermarkets)

Step 2: Find two or three UK high street retailers (well known names) who sell your chosen category online and select the site that you think needs most improvement!

Step 3:
Print out this form and use it to make notes

Step 4: Record your findings using the linked online survey

1. Which store were you looking at (full web address)?

2. What is your K-number?

3. How many products does the store sell on its website?

4. Which of the following can you find easily on the site?

a. Contact telephone number for the head office

b. Clear returns policy

c. Clear data privacy statement

d. Site map (showing the layout of the website)

e. Store finder

f. International versions of the site

g. Text (or accessible) version of the site

h. Clear ways to complain

i. Names of staff who you could contact

j. Staff selections of products (staff picks)

k. Reviews from other customers

l. Product ratings

m. Evidence of what other customers have purchased (Top 10)

5. In what ways can you as a customer provide feedback on the store? (tick all that apply)

a. Email link

b. Feedback form

c. Can add reviews of products

d. Can telephone customer service (easily visible number)

e. Call me back button (so that they call you)

f. Other (please specify)

6. In what way is stock availability shown?

a. No indication whether items are in stock or out of stock

b. Some items are marked out of stock or currently unavailable

c. Estimated delivery times are shown

d. Other (please specify)

7. What evidence of special offers is there on the site? (tick all that apply)

a. Web special offers section

b. Discounted prices shown alongside normal prices

c. Special offers featured on front page

d. Multibuy discounts (buy two get one free or similar)

e. Free shipping over a certain amount

f. Other (please specify)

8. Taking a look at the design of the site, which of the following apply?

a. The branding and design looks appropriate for a company of this size

b. The store seems to have been constructed using an off the shelf software product

c. The site has an animated (Flash) intro before the home page

d. The design looks cheap and unprofessional

e. The products are well displayed

f. Navigating around the site is straightforward

g. Care has been taken to make the site accessible to blind and partially sighted users

h. The site uses HTML frames

i. The wording of buttons and links was clear and understandable

9. For each of the following statements how strongly do you agree or disagree that they apply to this site?

a. I got lost when buying multiple items

b. There was sufficient information about products

c. There was only one way of browsing the product catalogue

d. When I entered my credit card details I felt I had left the main store

e. I felt that I could get help from customer service at anytime

f. It was easy for me to change my mind

10. In what ways do you think the site could be improved? 

a. Better graphical design and branding

b. Improved navigation

c. Tighter business integration

d. Improved customer service

e. Increased information

f. Improved shopping process

g. Better offers

h. Other (please specify)

11. Finally, looking at the current site, how would you rate each of the following (1- low, 10-high)

a. Design and brand

b. Usability

c. Information

d. Customer service

e. Product choice

f. Security

g. Value

h. Room for improvement

