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Creating Compelling
Websites That Convert

When somebody first hits your website, you have only a
few seconds to get their attention and then only a few
more to encourage them to stay. So how do you use those

valuable few seconds? How do you design a landing page
that works?



Paul Boag

Paul Boag is a leader in digital strategy and user experience
design. He has been working with organisations such as The
European Commission, PUMA and Doctors Without Borders for
over 20 years. Through consultancy and training he helps
organisations make better use of digital technologies. He helps
them meet the needs of today’s connected consumers.

Paul is also a well respected figure in the digital sector. Author
of six books including Digital Adaptation and User Experience
Revolution and Click! He also writes for industry publications

including Smashing Magazine, Sitepoint and Net Magazine.

Finally, Paul speaks around the world on user experience
design and digital transformation.

Alongside speaking he also hosts the award
winning user experience podcast over at boagworld.com.



https://boagworld.com/books/digital-adaptation/
https://boagworld.com/books/user-experience-revolution/
https://boagworld.com/books/user-experience-revolution/
https://www.smashingmagazine.com/printed-books/click/
https://boagworld.com/

Our Agenda

The aim is to answer your questions, not focus on a specific program of work.

Morning Afternoon
THE FOUR PSYCHOLOGICAL HOW TO CREATE ACOMPELLING ~ SHAPING PERCEPTION WITH OPTIMISING YOUR SITE FOR
PILLARS OF CONVERSION OFFERING GOOD DESIGN CONVERSION
FOLLOWED BY A PRACTICAL FOLLOWED BY A PRACTICAL FOLLOWED BY A PRACTICAL FOLLOWED BY A PRACTICAL

APPLICATION APPLICATION APPLICATION APPLICATION



THE 4 PSYCHOLOGICAL
PILLARS OF CONVERSION




WHY TALK PSYCHOLOGY?
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We Are Not Logical

‘9@ 4@

With the fruits? In the Salad Aisle?
HERE DOES A
TOI\/ATO BELONG IN

A SUPERMARKET?
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We Make Emotion Dec

PRIMAL BRAIN

[ H

MEE |

“Primal brain”’ refers to the oldest part of
the brain, the brain stem, responsible for

primitive survival instincts such as

aggression and fear ("flight or fight”).
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We Make Decisions Unconsciously

SYSTEM TWO

SYSTEM ON

System 1is our faster, automatic,
intuitive and emotional mode of
thinking.

System 2 is slower, more effortful,
and deliberate.

We use our more logical System 2 for
decisions we have to consciously
make, but this is a limited resource
that is easily depleted as we get tired.

Most of our daily decisions are made

automatically and unconsciously using
our System 1.
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We Are Lazy Thinkers




Psychology Does Not
Mean Dark Patterns




WHAT DO | MEAN BY
DARK PAT TERNS?
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User interface elements that have been
carefully crafted to trick users into doing
things they might not otherwise do, often
by means of psychological manipulation.

£
L . |
\\ o | |

DARK PATTERNS AND
AGGRESSIVE PERSUASION



https://boagworld.com/marketing/dark-patterns/

< Back to catalog

Loewe

Multicolor Leather Low-Top
Sneakers

Low-top buffed leather sneakers colorblocked in navy,
yellow, red, and white. Round toe. Lace-up closure in black.
Perforated at sides. Logo embossed at outer side.
Textured rubber sole in red. Tonal stitching.

Details Shipping Sizing Returns
Color
Size

39 40 42 44 45

View size chart

$148

Add to Basket Add to Basket
without insurnace with insurance
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Etsy arch for anything m sellonttsy T 4 @ ﬁ

Home Favourites You Cart

Jewellery & Accessories Clothing & Shoes Home & Living Wedding & Party Toys & Entertainment Art & Collectibles Craft Supplies & Tools Vintage

" ThelLittleVintageLamp

Q) Favourite shop

Retro Industrial edison Style Flamethrower
Table Lamp - urban steampunk art

£350.00 Ask a question

VAT included (where applicable)
Free shipping

Buy it now >

Almost gone. There's only 1 left.

<

Almost gone. There's only 1 left.

Dl

Overview

« Handmade item

* Made to order

» 3 People have add this item to the cart
* Favourited by: 63 people

* Gift message available

Overview

» Handmade item
» Made to order
» 3 People have add this item to the cart

&= This shop accepts Etsy gift cards

» Favourited by: 63 people
» Gift message available

. This shop accepts Etsy gift cards



000 m Dark Pattern Design — It’'s Do X +

& C & https://uxplanet.org/dark-pattern-design-its-downright-unethical-irresponsible-c2a3612a1640 w O 2. @
m Sign in Get started ’
UX Planet USER EXPERIENCE UX FOR BEGINNERS USER RESEARCH CAREER PUBLISH ON UX PLANET ESPANOL ARABIC

Dark Pattern Design — It’s Downright
Unethical & Irresponsible

a Ainsley Fagerstrom

Jul 30,2018 - 8 min read

Photo by Jack Sharp on Unsplash

The Norwegian Consumer Council
(Forburkerradet) recently has released a report,
Deceived by Design —it reveals some tech




3 BUSINESS REASONS AGAINS T
DARK PAT TERNS
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1. Consumers Are Cynical, Savvy And Spoilt For Choice



,

booking.com

Deluxe Room

@ Only 6 rooms left on our site!

11:17 :19

£228.24

21 other people looking
now
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[ hate all of this manipulative crap,
trying to convince me the room is
about to sell out. I just ignore this stuff.

USER RESEARCH SUBJECT
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“The CMA has taken enforcement action to bring to
an end misleading sales tactics, hidden charges and
other practices in the online hotel booking market.*

“These have been wholly unacceptable.”

CMA CHAIRMAN,
ANDREW TYRIE



®®e® G hotel booking - Google Search X -+

& C @& https://www.google.com/search?g=hotel+booking&rlz=1C5CHFA... ® Y @® B @
GO gle hotel booking .!/ Q
Q All ] News 2\ Maps «| Images »| Videos : More Settings Tools

About 2,530,000,000 results (1.15 seconds)

Book Your Ideal Hotel and Save | Compare 200+ Sites Worldwide

Ad) www.trivago.co.uk/ v

Book The Ideal Hotel at a Great Price - Search, Compare & Save with trivago™! Great Offer for
Your Next Stay. Save on Hotel Booking. Save Time & Money. Compare & Save. Fast and...

Hotel Booking | Compare 100s of Sites at Once | kayak.co.uk

Ad) www.kayak.co.uk/

Get the Best Rate for Your Next Hotel Booking. Start Your Travel Planning Today! Save time ...

The World's Best Budget Hotels | Booking.com
https://www.booking.com/cheap/index.html ~

Popular budget hostels. Good availability and great rates for cheap hostels and hotels. Read
honest reviews and find the best deal for your vacation.

Booking.com: 29,156,926 hotel and property listings ...
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2. One Disgruntled Customer Can Undermine A Brand
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e Dan Lovrekovic wrote a review Jun 2019 coe

@ London, United Kingdom « 9 contributions * 1 helpful vote

00000

Rooms old, not refurbished

“Run away, old rooms, hotel was refurbished long time ago, management after didn't invest more. If you
don't like the room, they will offer you other room, again old one not refurbished room. Run Away!!!”

Read more +=

Date of stay: June 2019
1 Helpful # Share

® Response from Vivek-Shukla, General Manager at The Lalit New Delnhi
@ Responded 3 weeks ago

Dear Guest, Namaskar !! Thank you for choosing to stay at The Lalit New Delhi and writing your review
on TripAdvisor. | am very disturbed to read your feedback and am investigating the concerns
highlighted by you to eradicate them from the root cause. Please accept my sincere apologies. | hope
Read more =
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EE o Sign in Noiie Sport  Weather iPlayer TV Radio More . Saarch Q MashableUK - VIDEO ENTERTAINMENT v CULTURE v TECH v SCIENCE v SOCIALGOOD v  MORE v

NEWS

= Microsoft Surface : Rising Tech Articles

This 3D-printed bicycle is stronger than titanium

Twitter is trolling Elon Musk for thinking he invented the subway

- - - <] . 3 :»
Th | n, Ilg ht and bea UtlfUl R | ‘ Jumping out of a virtual plane is perfect for those who can't or won't skydive IRL
Su rface La ptop A : ' y A predictive keyboard wrote a '‘Game of Thrones' script and it's hilariously perfect

Home UK World Business Politics Tech  Science Health  Family & Education  Entertainment & Arts  Stories = More ~

TeCh n0|Ogy How should cryptocurrency be regulated?
""""" Live Nation Wants to Scan Your Face Instead of Tickets
. See site for conditions. powereo By Mashable B Microsoft

Promoted tweet used to complain about Top Stories

[ - Business FOLLOW MASHABLE > Ei Like W Follow Q+Follow
British Airways Royals thank public for wedding

. sSu pport [> AdChoices  ( Ryanair ) (_Video Marketing Company ) ( Acquisition Strategy )

B Snauiy e The newly-weds attended an evening u Microsoft S

Technology reporter

bt Wit Man Buys Promoted Tweet to Complain
© 4 minutes ago About British Airways Thin, light

Man badly hurt by lava spatter in and beautiful

Srace Lapop
® 3 hours ago |

Fast-moving lava seen from the air

® 3 September 2013 f Wy © [ < Share

In a modern spin on the tale of
David and Goliath, a disgruntled
customer has found a new way to
use social media to take on a big
corporation.

©® 4 hours ago

Fed up with the way British Airways

was handling the issue of his father's - B o » o - Beaaase 00
lost luggage, businessman Hasan Lost Iu - irli )
’ ggage is a common problem for airline
Syed decided to complain about it. customers Features I ISH AERWAYS ,
. R “aesscnscsenee *~| e606 00 00 o0
But rather than just put out a normal ' ) ’ - - P—— T -
tweet, he paid to have one promoted. See e for condions

B I S-SR Uy RPN [ PRy DR PR | B DRSS DN PSPPSRy SRR PSRN R Apepes D PO
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Facebook Facebook apologises for psychological
experiments on users

The second most powerful executive at the company, Sheryl
Sandberg, says experiments were ‘poorly communicated’

Samuel Gibbs

Wed 2 Jul 2014 17.08 BST

< .
f ¥ ® 10190 442

© This article is over 3 years old

A Facebook's Sheryl Sandberg apologises for poor communication over psychological experiments. Photograph:
J J -
Money Sharma/EPA

Facebook’s second most powerful executive, Sheryl Sandberg, has
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3. Buyer’s Remorse Costs A Business
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Hidden Costs

P
@ L :
UX TEAM MARKETING SUPPORT RETURNS

© O

Conversion rate Marketing costs Customer calls goes The number of
Improves Increase up returns increases




4 PSYCHOLOGICAL PRINCIPLES
YOU CAN USE




1.ADDRESS OBJECTIONS
AND REDUCE RISKS
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Stay I n tO U C h What if they sell my email address to a third party?

What if the content is rubbish?
What if they make it hard to unsubscribe?

Subscribe to our newsletter so we can spam you
with offers and discounts.
What if they send me too many emails?

4 What if they pressure me into buying?

What if they get hacked?

Yes! | love a good deal No. | would prefer to waste money
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DO NOT AVOID THE RISK

Let's talk quallty

We only use British and It's always 100% chicken We're always improving our
Irish beef. breast meat. Happy Meal.

And that's not all




DO NOT MAK

The 4-Hour
WORKWEEK

MY GIFTTOYOU

Sent Directly by Me
@ J
No Thanks, ' Not ntreted Urlok theLeters

- [ H

MY

BOAGWORKS

- US

RS

The 4-Hour
WORKWEEK

~ARCH FOR ANSW

GIFT TO YOU

Sent Directly by Me
—
Not Interested

Unlock the Letters

-RS
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MAKE THE RISKWORTH TAKING

R

Appeal to the

Focus on Benefits, Introduce a new Selfish Gene

Before Features reference point
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Give The User Control Of The Risk

Let me undo things if I make a
mistake. For example, can I return
an item or easily cancel a
subscription.

Don’t leave me to wonder what is
happening. Keep me informed
about what is going on.




2. DEFEAT COGNITIVE
OVERLOAD
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CAUSES

Bad mood Inconsistancy Confusing display Poorly primed

COGNITIVE LOAD
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CAUSES

Bad mood Inconsistancy Confusing display Poorly primed

COGNITIVE LOAD

Feels hard work Feels unfamiliar Feels untrue Feels bad

CONSEQUENCES



Awareness Test
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SIMPLIFY
Remove Hide Shrink
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DESIGN FOR MAXIMUM VISIBILITY

MORE LATER

Great Games Deserve a Great Controller

Playstation Vita

On the PlayStation Vita system,
gamers can play over 1,000
PlayStation games

One Hundred and One $119
Williams Rectangles
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NatWest

LIMIT THE NUMBER
OF OPTIONS OR USE
CHUNKING 356 1890

— T
A

MRS NATALIE wzsgf )

e ———————

mastercard.



3. ESTABLISH TRUST AND
OVERCOME CYNICISM
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BE OPEN, HONEST AND TRANSPARENT

fl iCkr b | Og Categories Galleries Code Blog flickr.com _

Sometimes We Suck

JULY 21, 2005

We'd like to apologize. The last few weeks have been pretty brutal for the Flickr team. Switching hardware
platforms on a live site with hundreds of moving parts that’s serving thousands of requests each second
(literally) is hard. Unpleasantly hard.

Thankfully, only a very small percentage of you will have noticed any problems. Unfortunately, "a very small
percentage of you" is now a pretty large number in absolute terms. That means that there were lots of
people reporting problems — some small annoyances and some larger ones. And we were, at more than one
point, really bad at keeping up with your reports, responding to them, and staying in communication about
stuff that wasn’t working, stuff that was being worked on, and all of that.

And the breakdown wasn’t just in communicating with you. Our internal communication was overwhelmed by
the volume and immediacy of work coming in. And that meant that we didn’t always catch things very quickly
— in particular, we let one really annoying bug go unfixed for over a week without saying anything about it.
That’s no good. And we’re sorry.

The Flickr team has always prided itself on responsiveness to the people using Flickr, on speed and agility,
on innovation and the rapid evolution of Flickr itself and never stopping making things better. As we’ve
gotten bigger, pulling that off in the same way we have in the past gets harder and harder. The goal is not
unreachable — we just have to change our methods to get the same results. And we’re working on it :)



-MONSTRAT

MY
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- HUMANITY &

The 4-Hour
WORKWEEK

GIFTTOYOU

Sent Directly by Me
5 Uss
No Thanks, I'm Not Interested Unlock the Letters

-MPATHY
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UTILISE SOCIAL PROOF

A AAY

Use a Known Rely on Don’t Remove Use Social Using Build
Source Numbers The Negative Media Authentic

Video & Photos

&

Ccommunity
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Tell a Story

YOUR COMPANY YOUR PRODUCTS

YOUR PEOPL

@@ YOUR CUSTOMERS
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AVOUSE
REHOUS

Which of the following words describe the
above image?

" Professional
Personal

Friendly

~ Approachable

Distant

Minimal

" Handmade

 Slick

False

Mascaline

o Feminine

" Childish

Sophisticated

O Light
" Serious

; Charming

BOAGWORKS

Casual Formal
Simple Complex
Fun Serious
Personal Impersonal
-5 -4 -2 -1 0 1 2 3




4. MAKE I'T FAST




PERFORMANC

For every 2 seconds of load time

4..3%

HONNRIN
REVENUE
PERVISITOR

BOAGWORKS

- IMPACTS CONV

3.8% 1.8%

REDUCTION | DROP OFF IN
IN CLICKS QUERIES

-RSION



-RFORMANC
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- IMPACTS R

719%

OF SHOPPERS
WON'T RETURN TO

A SLOW SITE

AT VISITS



-RFORMANC

BOAGWORKS

- IMPACTS R

44%

OF SHOPPERS WILL

SHARE A BAD

EXPERIENCE WITH

FRIENDS

-PUTATION



BOAGWORKS

Speed up Use a content
Imagery delivery network
IMPROVE
PERFORMANCE
Optimise CSS Watch those web
and Javascript fonts
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‘ KeEY TAKE AWAYS

- Make a business (not ethical) case against dark
= <« patterns.
—

.
L

=)

q

 Address the users objections, reducing risk.

 Focus on reducing cognitive load.

L |/ » Build trust and overcome cynicism.

- Prioritise speed.

’l
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QUESTIONS




CREATING A
COMPELLING OFFERING
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DON'T WAIT FOR THE CLIENT

Parmer Woods

=By Oy [y v T @ ®) Drafts / Parmer Woods v >

Layers Desktop Design
Pages —+
PARMER WOODS HOME ABOUT ASSISTED LIVING MEMORY CARE APPARTMENTS DINNING pARMER WOODS HOME ABOUT ASSISTED LIVING MEMORY CARE APPARTMENTS  DINNING BaCKground
North Austin North Austin
v Desktop B 272727 100% ®
Components
MEMORY CARE
ASSISTED LIVING . Local Styles
We give your loved
= We are here to help

= Memory Care

one the quality of life
they deserve
e oo e i Ag H1 - bold 56 (72, 0.2px)

you live life to the full.

= Assisted Living

ind we ) U 1USE mebody iffering m demen

e e e e et N ‘ : B ey e Ok Ag H2 - bold 44 (56, 0.2px)
m m R Ag H3 - bold 32 (40, 0.1px)
Ag H4 - semibold 26 (32, 0.2px)
Ag H5 - bold 20 (26, 0.1px)
Ag H6 - bold 18 (24. 0.1px)

The idea of putting my mother into Ag Price - extrabold 48 (60, 0.2...

| have never laughed so much as | have residential care filled me with guilt. But
since coming to Parmer Woods. The staff when | met the staff at Parmer Woods | Ag Subtitle 1 - semibold 16 (22
are wonderful and there is always realised they could provide mum with a r
something to keep me busy. level of care that | could never possibly
give. Ag Subtitle 2 - semibold 14 (18, ...
Connie Robertson, 87 from Dallas
tson, ¢ ht
Ag Body 1 - regular 16 (22, 0.3px)
Condience In Your Ag Body 2 - regular 14 (20, 0.2px)
Decision

Ag Small - semibold 12 (16, 0.2px)

Ag Button - bold 14 (18, 0.3px)

Ag CAPTION - extrabold 14 (18, ...

Quality Time With Financial
Your Loved One Predictability

for

Get Spoilt Rotten

Don't y 3 littl

Keep Healthy Stay Active No More Chores!

No housewaork! No erran

Srrying about medication Got 5ol

Font Awesome

ake care of that for you.

s full of

Light / Black

Live in Newly Renovated Luxury
Light / Gray dark

Your Loved One Will Flourish
In Our Newly Renovated Facilities Light / Gray

Light / Divider




ITHE THREE CRUCIAL
QUESTIONS




LIFE EVENTS

. ask for help?

ACTIONS

Life can be difficult, life
events and transitions

can be hard.

P

[ I've heard of the
Samaritans. You only
call them when you

~are feeling suicidal.
&

What is happening to me? A
Am I the only one that feels

this way? How can I feel

better? Am I bad enough to

e

REALISATION

BOAGWORKS

WHO ARE YOUR US

SEEKING HELP

AWAR
v EN‘“J;,.

Do I need help? Who can
help me? How can they help
me? Am I alone? Why is it so
hard to cope?

[ can barely make it
through the day. I just
try and act normal and
do my best to deal with
my feelings.

\

/ Am I wasting their time? What

if it costs money? Which
organisation is best for me?
Will this feeling just go away?

\ What will happen if I reach out?

_4 b P

[ will start by doing some
research online. Perhaps
[ could also talk to
friends and family or
even go to my GP.

Y B

[ can't call the
Samaritans. I hate
speaking to people on
the phone.

[ hate dealing with all \‘*.'

MAKING CONTACT

C\Q&@ted, hope

aled,

o
Nols

&Lw

What will happen when |
make contact? What if [ am
not allowed to call? Will this
actually help? Will they tell
people what [ say?

these different
systems. [ wish it was
just the phone.

- RS

RECEIVING HELP

“ax(ad, safe,

[ Canl talk to the same
person again? Is the service
really anonymous? Are they
keeping a record? What do
they think of me?

VOLUNTEER

POST HELP

frustratey

’ o
T, o
LN

[ What next? Who else can I
turn to? Why was that so
frustrating? Why did it take
so long for somebody to get

_ back to me?
A Y

[t was a frustrating
experience at times but
[ got there in the end. [
am not sure if the
Samaritans is right for
my generation.

Yeah [ used the
Samaritans years ago.
But [ haven't had any
contact since.




-RE =S THEWEBSITE SIT IN THEIR JOURNEY?

PRE-PRE-LAUNCH PRE-PRE-LAUNCH PRE-LAUNCH
SURVEY EMAIL SURVEY OPPORTUNITY

PRE-LAUNCH MAKING PRE-LAUNCH LAUNCH LAUNCH LAUNCH
OPPORTUNITY REAL PREPARE FOR LAUNCH ACCOUNCE LAUNCH LANDING PAGE

POST LAUNCH
ABOUT TO CLOSE EMAIL

Introduce self is required.
Establish common ground.
Build up their value.

Ask for survey participation.
Offer incentive.

Warms up the list.
Help us figure out primary objections.
Craft and refine our product and offer.

Show the opportunity.

Show/tell why they should listen to you.
Emphasise you were like them, but now...

Teach by delivering value.

Raise objections and answer next time.
Introduce next email.

Ask for feedback.

Thank for feedback.

Recap the opportunity.

Remind them why they should listen.
Teach by delivering value.

Address objections.

Introduce next email.

Ask for feedback and questions.

Express thanks and excitement.
Recap the opportunity and why you.
Short case study.

Answer the top questions.

Excite them through big picture.
Pivot to your offer.

Seed scarcity.

Ask for feedback and questions.

Express excitement.

Seed scarcity.

Recap the opportunity and why you.
Recap Objections.

Point them at landing page.

Outline benefits / opportunity.
List features.

Use social proof.

Address objections.

Call to action.

Overwhelming interest.
Emphasis scarcity.

Recap objection handling.
Call to action.

Say the offer is closed.

Thank for interest.

Offer secondary free call to action such as
newsletter signup.



WHAT
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DO YOU WANT TH

-M TO

DO N

=X

ATTRACT ATTENTION

MAKE CONNECTION

KEEP ENGAGEMENT

ENCOURAGE CONTACT



CREATING YOUR VALUE
PROPOSITION
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A value proposition is a company’s
promise to deliver specific value or
benefits to a customer, and an outline of
how it proposes to fulfil that promise.

4
A%
peo

D

WHY AND HOW TO CRAFT
AN ONLINE VALUE
PROPOSITION


https://boagworld.com/season/lean-ux/episode/online-value-proposition/
https://boagworld.com/season/lean-ux/episode/online-value-proposition/
https://boagworld.com/season/lean-ux/episode/online-value-proposition/
https://boagworld.com/marketing/dark-patterns/

Questions the Value Proposition Answers

HOW DOES YOUR OFFERING WHAT BENEFIT CAN | WHY SHOULD | CHOOSE
SOLVE MY PROBLEM? EXPECT TO GET? YOU OVER YOUR
COMPETITORS?
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Value Proposition Canvas

VALUE PROPOSITION CUSTOMER PROFILE

Pains Addressed Pains Experienced
Gains Created Goals Desired

Featured Provided Tasks to Do




How To Communicate Your
Value Proposition Online



3 Parts to Your Value Proposition

YOUR STRAPLINE YOUR BENEFITS HOW YOU DELIVER
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Strapline

N\
il

boagworld.com & e

boagworks & boaQworla

End your worries around finding new clients

Build a marketing strategy that will generate leads without getting in the way of your paid projects.
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il

boagworld.com &

boagworks & boaQworlo

End your worries around finding new clients

Build a marketing strategy that will generate leads without getting in the way of your paid projects.

{ o R ¥
Never Run Out of Work Again Win the Clients You Want Increase What You Can
Charge
Stop worrying about not having Do you long to work on a particular
enough leads. This course will ensure type of website or on bigger projects? Are your clients price sensitive? Would
you have a method of finding more This course will show you how to you like to Increase your rates but
work when you need it. target certain types of clients. cannot see how? This course will layout

how to make it happen.
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boagworks & boaQworld

ol

boagworld.com & il

Your lesson plan
WHY YOU ARE STRUGGLING TO FIND CLIENTS \ Vg
DEFINE YOUR MARKET Vv
ATTRACT ATTENTION Vv
GET PERMISSION FOR ONGOING CONTACT \ Vg
MAINTAIN AND GROWING YOUR AUDIENCE Vv
TURN LEADS INTO PROJECTS Vv

Designed for any business owner who is
juggling sales with getting the work
done



Tackle Objections

boagworld.com

boagworks (& ©boaQworo

Improve Your Knowledge of User Experience Design, Digital
Marketing and Digital Leadership.

EMAIL ADVICE EVERY 1 TO 2 WEEKS + FREE COURSE ON GETTING DESIGN APPROVAL =
FREE EBOOK ON BUILDING A USER-CENTRIC CULTURE S SUPPORT FOR FREELANCERS AND AGENCY OWNERS +
ADVICE FOR IN-HOUSE TEAMS

View some recent emails here. You can unsubscribe in one click, and I will never share your email address.

SIGN ME UP!




WRITING COMPELLING COPY




Creating Content Hierarchy



SITE HOME
foco

LESS DETAIL

The Homepage should
answer the most critical
user questions and provide

PARENT PAGE

L
A navigation to more
information on higher-
level parent pages.
|
PARENT PAGE PARENT PAGE
MORE DETAIL

Parent pages should
summaries the most critical

l

CHILD PAGE
.

re

l

CHILD PAGE
oo

re

information contained
within its children and
provide links to more
— — — information.
|
|
—
[ ] . [
CHILD PAGE
(o0 | MOST DETAIL

o

Lower levels will expand on
the summary provided by
the parent and provide
detailed information for
those users who are
interested.




Title

Summary

Headings

Sub Headings

Section copy

BOAGWORKS

MUST KNOW

NICE

O KNOW
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" CONTENT BLOCK
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IMAG

HEADING

BODY

LINK
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Creating Compelling Headlines

00 }LJL' @& coschedule.com

What Is Customer Experience Specialist

And How They Help

70

HEADLINE SCORE

Word Balance Is your

| marketing a mess?
An analysis of the overall structure, grammar,
Plan, promote, and execute

your entire marketing strategy
in one place with CoSchedule.

and readability of your headline.

‘ COMMON

and, how, is, they, what, Get Started With A
14 Day FREE Trial of CoSchedule

UNCOMMON

Increase the number of uncommon words in your Get Started Now »

headline to improve your headline.

’ EMOTIONAL 0%

What is CoSchedule?

Increase the number of emotional words in your

headline to improve your headline.

POWER

help,
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Creating Compelling Headlines

Don't Get Left Behind.

You Won't Find A

Better Deal Anywhere.

Speak To Us Today
For Instant Peace Of
Mind.

Your Contribution
Will Make All The
Difference.

Be The Envy Of Your
Neighbours.

Be The First Of Your
Friends.

No Hidden Costs.

Join Today To Find

Out What Peop.

e Have

Been Talking A

DOUL.

Clean Your House In
Half The Time.
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Make Content Scannable

000 < > Not Secure — hemingwayapp.com

Feedback | Help Bold Iltalic  H1 H2 H3  Quote  Bullets Numbers  Link

Desktop App

Hemingway App makes your writing bold and
clear.

’

Just RJW‘;‘;{\' The app highlights lengthy, complex sentences and common

\oxsion errors; if you see a yellow sentence, shorten or split it. If y

~ P~ PP

your sentence

ifs Like 72K

¥ Tweet

You can utilize a shorter word in place of a purple one. Mouse over
them for hints.

Adverbs and weakening phrases are helpfully shown in blue. Get rid
of them and pick words with force, perhaps.

Phrases in green have been marked to show passive voice.
You can format your text with the toolbar.

Paste in something you're working on and edit away. Or, click the
Write button and compose something new.

Write  Edit

Hemingway

Editor

Readability

Grade 6
Good

Words: 133

Show More ¥

F adverbs, meeting the goal of 2
or fewer.

use of passive voice, meeting
the goal of 2 or fewer.

phrase has a simpler
alternative.

Bl of 11 sentences is hard to

ll of 11 sentences is very hard to
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Make Content Scannable

000 < > @ boagworld.com

boaQworks & ©OoaaQworio

I believe that in many cases, organisations

should seriously consider taking on a full- Organisations should seriously consider

time customer experience manager. taking on a fu l[I-time customer
However, in the shorter term, a customer experie nce manager.

Level Up Your Skills
With My Newsletter

- Free Courses
- Free Books

- Exclusive Insights process of improving the experience. They
- And Much More!

experience consultant can help begin the
Tweet this
can also help to nurture in-house talent to

Your first name take on the role.

Your email address Typically when I first engage with a client it is a fixed project to deliver some

training, better understand the customer and audit the existing channels and
processes.

Where do you work?  w

This project helps to build a business case for future investment and identifies the

work to be done.

However, once that initial engagement is complete, I will move to a coaching role,
typically running between 6 and 12 months. Over that time, I work with internal

stakeholders to help them implement the roadmap outlined in the initial phase.

See Also — Digital Strategy Recommendations




Be A Human Being
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As well as ensuring students make the most of their
potential through their academic studies, the University
of Essex also provides an environment which caters for
all of the needs of its students through providing a range

of accommodation, catering facilities, an active student
union, sports and the arts.

a

UNIVERSITY OF ESSEX
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Student life is about more than just studying.
We support you with everything you’ll be
looking for: from accommodation and catering
through to an active student union, great sports
facilities and an engaging arts programme.

=
—

UNIVERSITY OF ESSEX



Make It A Simple Choice



DESKTOP

LAPTOP
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SIMPLIFY TH

CONSUMER
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SIMPLIFY TH

nicef@ | FOR EVERY CHILD
UuNITEDKINGDOM o : IN DANGER

MONTHLY SINGLE

[s UNICEF the most
worthy charity for my
donation?

QUESTION

nicef@ | FOR EVERY CHILD
e ' IN DANGER

For every £1
MONTHLY SINGLE you give

goes towards our

work for children all
P Each month, your £14 could around the world

' help protect 100 children from
' ’-ﬂ oP 29p
polio. .

» h
£ OTHER AMOUNT

Do I want to reduce
the sutfering of

children?



Prepare The User
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Retlect Their Mental Model

ITHE ELEPHANT FABLE IHE EXPERT DILEMMA
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*Jill Is Going To The Bank”

What is Jill going to do?



Jill Is Going To
The Bank
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‘ KeEY TAKE AWAYS

.
L

v + Focus on understanding the user's journey.
~T le—— <— by :
.\7 - |—  Understand where you sit in that journey.
3/ \Z E—
_  Be clear on what you need the user to do.
| —
I

(/ - Build a value proposition around the user.

—

Write clear, structured and human copy.

’l
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QUESTIONS




SHAPING PERCEPTION
WITH GOOD DESIGN




LEADING THE USERS AT TENTION
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SIMPLIFY
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[
SUMMARY
S
—— - CALLTOACTION
[ SR [ S— [e—
bt SOCIAL PROOF
[ S— | — [ S—
[ — | — [ —
S
BENEFITS
L L [

CONSIDER HE FLOW

CALLTOACTION

 ——
e (X
® ¢ FEATURES
(X ®
o o
— [ — [ —1
——— N SOCIAL PROOF
| — S— | —
| — — | —

CALLTOACTION
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CONSIDER HOW PEOPLE READ




BOAGWORKS What Is Customer

Experience Specialist
and How They Help?

Paul Boag
Creating an outstanding customer experience lies at the heart of
1September 2020 commercial success, and helping you get there is the role of the

customer experience specialist.
Digital Insights, Digital
Strategy, User Experience

9 minutes
Due to a last minute cancellation, I currently have availability if I can
Level Up Your Skills \ith help in any of the following areas. Get in touch
My Newsletter
- Free Courses . -
Strategy & consultancy Website prototyping
- Free Books
- Exclusive Insights
- And Much More! User experience optimisation Website reviews
Your first name Conversion rate optimisation Remote training
Your email address Design system creation Coaching
Where do you work? v
SIGN UP TODAY
P o000 00:00 o)) E—

Listen to this post and subscribe using Apple Podcasts, Google Play, Spotify or RSS

PAUL ON CUSTOMER EXPERIENCE SPECIALISTS

or along-time, I called myself a user experience consultant. I still do
sometimes. However, the way I help my clients does not stop at the edge
of the screen. That is because many other areas impact the experience of

the ‘users’ I am trying to support.

Whether you call it user or customer
experience, in this post, I want to The way I help my clients does not stop at the edge of the
unpack how specialists in this area screen. That is because many other areas impact the

can help your business and how experience of the ‘users’ I am trying to support.
they typically go about doing that.

Tweet this ,

TABLE OF CONTENT
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USE IMAGERY AND SHAPES

Great Games Deserve a Great Controller

Playstation Vita

On the PlayStation Vita system,
gamers can play over 1,000

PlayStation games

One Hundred and One $119
Williams Rectangles

[hat perspective need also include, though,
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USE IMAGERY AND SHAPES

Great Games Deserve a Great Controller

Playstation Vita

On the PlayStation Vita system

PlayStation games

The Skypshere by Jono One Hundred and One
Williams Rectangles
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USE FACES AND EYE LIN

ece/ \=

Customizable, comfortable, adaptable, and beautiful, the Rift is

hnology and design as remarkable as the expernences it enables
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BEWARE OF IMAGERY

00O / \D

Customizable, comfortable, adaptable, and beautiful, the Rift is
technology and design as remarkable as the experiences it

0o ‘




CREATE COMPELLING
CALLS TOACTION




0O (< wearearise.com > O () RIS

What we do Case studies Blog Newsletter Why Arise? Get in touch

Maximise your digital impact with more
industry tips & advice

You'll receive an email update every 2 weeks with insight and advice to support you in your digital
marketing journey. Wagdmeat your email address with care, and you can unsubscribe with just a
click.

SIGN ME UP

MESSAGE US L US ON

SIMPLIFY

PRIMARY & SECONDARY

hello@wearearise.com

SOCIAL US

00000

zendesk chat

© 2020 We Are Arise LTD Arise, Brincliffe Hou
59 Wostenholm Rd, Sheffield, S7 1LE, Chat with us
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DO NOT FIXAT

CONTROL

Call to action

The Fold

- ONTH

- FOL

VERSION A

‘ —

304% Increase

in conversions
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- SPACE

VERSION TWO

| ».

| 0 R
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MAKE USE OF COLOUR

NEW ARRIVALS

Great Games Deserve
a Great Controller

Customizable, comfortable, adaptable, and beautiful, the Rift is

technology and design as remarkable as the experiences it enables

TECHNOLOGY

Playstation Vita

On the PlayStation Vita system,

gamers can play over 1,000

PlayStation games

TECHNOLOGY TECHNOLOGY

The Skypshere by Jono One Hundred and One $119
Williams Rectangles

l'hat perspective need also include, though

the swift evolution of the uses ISIS forces lw) Shop now
have found for these quadcopters 5 minutes ago 12
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MAKE I'T BIGAND BOLD!

NEW ARRIVALS

Great Games Deserve
a Great Controller

Customizable, comfortable, adaptable, and beautiful, the Rift is

technology and design as remarkable as the experiences it enables

TECHNOLOGY

Playstation Vita

On the PlayStation Vita system,

gamers can play over 1,000

PlayStation games

TECHNOLOGY TECHNOLOGY

The Skypshere by Jono One Hundred and One
Williams Rectangles

lha rspective need nclude, thou

tl if lution of the uses ISIS fo
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- ANIMATION (CAR

Contrast Slim Shirt $1029.00

Try straying from your stundard neckline in favor ol an edgier V
neck this season. Our Short Sleeve V-Nedk Jersey KniNteatures
cotton jersey accents that will amplifv any ensemble, Pair with our

Slim Fit Casual Pant and vou”ll be ready for anything,

N

ict Details

I nen

Shim Fin

Direct Clean Ondy

[mperted

Add to Bag

-FULLY
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BREAK COMPLEXACTIONS INTO SMALLER STEPS

—-O% Bikeville Bikes « Delivery Contact

IF Mode vervie Specs — Back
Configure the Bike

[/ <A R ™
4 )
REEHI
A\ "\,
\\WV VYV,
NG ~J

Wheels
Default Smooth Jumper Expert




Added to Cart

Cart

CONSIDER TH

Payment/Checkout

BOAGWORKS

- POST CLICK

Confirmation Email

- XP

- R

-NC

Dispatch Email

Delivery Tracking

Delivery Text




KEEP USERS ENGAGED
WITHAESTHETICS
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Win  Lose



TRUSTWORTHY

| JON @ Home

Note

WHAT

@ Moodboards

Sarah 1day ago

It looks great. Have you circulated this with

the design team yet?

Reply

u Stuff to organise

Board

Column

Comment

®

Add image

B

Upload file

n

Trash

(] 3 x concepts to Sarah by 23rd (Friday)
Talk to John about the fabrics

[:] Make an enquiry about illustrator to
create backgrounds

[(J Email Suzie about custom laces. Has
anyone made them before?

BOAGWORKS

DO YOU WANT TO COMMUNICATE?

Sneaker Ad Campaign

FRIENDLY

Locations and props for
Pdf  photo shoot.pdf
Download - 231 KB

B3 nttps://vimeo.com/328225461

Nike Air Max 270: Loop

Endlessly rising Air bubbles featuring the Nike Air
graphic plate - developed as part of the Nike Air
Max 270 campaign creative.

Fall colors

History

3 cards

Nike Air Max origins

Nike's revolutionary Air-Sole unit made its
way into Nike footwear in 1978. In 1987,
the Nike Air Max 1 debuted with visible air
in its heel, allowing fans more than just
the feel of Air-Sole comfort—suddenly
they could see it. Since then, next-
generation Nike Air Max shoes have
become a hit with athletes and collectors
by offering striking color combinations
and reliable, lightweight cushioning.

Tinker Linn Hatfield, Jr., (born April 30,
1952, Hillsboro, Oregon) [1] is an
American designer of numerous Nike
athletic shoe models, including the Air_
Jordan 3 through Air Jordan 15 and other
athletic sneakers including the world's
first "cross training" shoes, the Nike Air
Trainer. Hatfield oversees Nike's
"Innovation Kitchen". He is Nike's Vice
President for Design and Special Projects.
[2][3] For his many innovative designs
and numerous creations over more than

Client comments

* We want something to reflect the fall
season.

e Classic Nike Airmax 80's shape with a
custom print on the tow box e.g. animal
print, leaves, fall gradient colors.

shree decades, Hatfield is considered a
gend of design.

Color palettes

S cards

NIKE_logo.eps
faW | pownload - 2.3 MB

#FF7E00 #FFC43D

#008080

#06D6A0

RELIABLE

Initial sketches

0w ® Q Q @

Secret link v Exportv  Zoom out

!39 Team v

1Unsorted

Illustrators
4 cards 11 cards

On March 26th 1987, a revolution began. The Air
Max One, a masterpiece in design and
manufacturing from the godfather of sneakers,
Tinker Hatfield, was released to the world as a
revolution in performance technology (in a not so
subtle nod, they used The Beatles song of the
same name to launch it). Inspired by the inside-out
aesthetic of Paris’ Pompidou Centre, it was the first
Nike sneaker with a visible airbag and the start of
one of the most iconic franchises in the company’s
history. 30 years on, and it’s still a staple in any
respectable sneakerhead's shoe-rack.

There's much to be said about the influence of the
Air Max One on sports and street culture in the
years since, but it wasn't until 2014 that Nike
devised a new formula to extend the Max’s legacy
even further. It's something that Nike’s Kevin

Coatman (Senior Creative Director, Brand) and Ron

188 words

POSITIVE
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USE STYLING TO SHAP

- P

-RC

-PTION

COLOUR/IMAGERY /ANIMATION /STYLING / COPY

T ——
MEMBER

SUPPORTER
Just want to support A perfect package for
Smashing? That's your independent designers
option! and developers.

. _

l SMASHING

Great for agencies and
organizations that care
about being up-to-date.
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WHAT ABOUT HUMOUR?

@

You're about to send a campaign to:

Website signups
3,683 subscribers

This is your moment of glory.

High fives!

Your campaign is in the
send queue and will go out shortly.
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000

We can neither confirm nor deny that this is our first
tweet.

6:49 PM - Jun 6, 2014 - Twitter Web Client

283.1K Retweets 871 Quote Tweets 230.8K Likes

O () QO W



Paul Boag
paul@boagworld.com
|l Compose message

Inbox 14

Drafts

ERROR #404
i

BOAGWORKS

(0 R G K« -

An apology from little MOO

From: Little MOO.

littlemoo@moo.com

Today, 1T0AM

Hello,
I'm little MOO. We've spoken before. | am the piece of software that manages
your order with MOO.

I've done a very bad thing.

Don't worry — your sticker book will be fine, but | might have lost the
information that tells the real life people at MOO what color cover you ordered
for your sticker book.

| might only be a piece of software but | am embarrassed and | do feel like a bit
of anidiot. If you do get the wrong cover for your book, please accept my
apologies and know that someone has fiddled with my insides and fix them,
and it won't happen again.

In the meantime, | hope you love the stickers you ordered.

Very best wishes, and sorry again,

Little MOO.
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‘ KeEY TAKE AWAYS

.
L

v  Simplify mercilessly.
;: - ; | + Use imagery and shapes to lead attention.
3/ \Z —
_  Pay particular attention to calls to action.
1 —
A

Consider the post click experience.

—

’l
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QUESTIONS




OPTIMISING YOURSITE
FOR CONVERSION




WHY TESTING IS SO IMPORTANT
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REDUCE COSTLY MISTAKES REDUCE TIME IMPROVE CONVERSION
CONSUMING
DEBATE

IMPROVE REPEAT ORDERS IMPROVE WORD OF MOUTH
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67% INCREASE IN SALES WITH ONE CHANG

As Safe as Your Bank

We use the same technology as
your bank to keep your card
detalls safe.

VeriSign
Secured
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i

articles.uie.com ¢ 0 O

*
[

UX Strategy Playbook All You Can Learn Jared Live Articles Podcasts

ARTICLES

The $300 Million Button

N
(=

T Loy by Jared M. Spool

Editor's note: Thanks to Marco Dini, you can ; thanks to Yannick Primel, you can
; thanks to Uwe Keim, you can ; and thanks to Timur,
you can

[While Luke Wroblewski was writing his well-received book, Web Form Design:
Filling in the Blanks, he asked if | could think of an example where a change in a
form’s design made a noticeable difference in business. “You mean like $300
million of new revenue?” | responded. “Yes, like that.” said Luke. So | wrote this
article, which he published in his book.]

How Changing a Button Increased a Site’s
Annual Revenues by $300 Million

It’s hard to imagine a form that could be simpler: two fields, two buttons, and
one link. Yet, it turns out this form was preventing customers from purchasing
products from a major e-commerce site, to the tune of $300,000,000 a year.
What was even worse: the designers of the site had no clue there was even

a problem.



O

WHAT TO TEST

Srand Keywords

Visual Hierarchy

Calls to Action

Content




WHEN AND RHOW TO TEST




Beftore You Begin
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USABILITY TESTING
ONYOUR SITE AND/OR COMPETITORS

( N N < lookback.io & 0 [ ) ol

Products Pricing Demos Customers Help Blog CO lookback Start free trial

Talk to your users

See how they're using your app or website.
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EXITINTENT SURVEYS

Before you go, we would love to know why
you decided not to sign up today.

The price was too high.
It didn't do what | needed.
() The site felt untrustworthy or manipulative.

The website didn't feel trustworthy.

| am paying for too many services.

Other:



When Wiretraming
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CARD SORTING

i® uxops.com

¢ ()

Features Pricing Login Try it free

0

Card sorting reimagined for quick results.

At UXOps our aim is to provide a tool that simplifies card
sorting and allows you to run tests and gain insight

quickly.
Create cardtest Share your test
Add topics that you want people Invite your users to complete the
to categorize and label. These test by sending out a shareable
can be key pieces of content, link. Ideally you want at least 15
navigation elements or product responses to notice correlations.

categories.

Discover patterns

Analyse your results using our report,
pick up patterns on how users group
and label your cards.




USABI
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Y[

REMO]

000 (<

Products Pricing Demos Customers Help Blog

— )

-AC

lookback.io

-S|

ING

|

CO l[ookback

Talk to your users

See how they're using your app or website.

O ©

Start free trial

+



When Working On Design
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Y

| 1]
N

-COND TEST

YOUR FIVE SECONDS IS UP

In your own words, please describe what the website
you have just seen offers.
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FIRST CLICK

Income

Benefits

Tax credits

View your next paymep#s and the
people on your claim, make
changes to your claim.

V@your tax credits summary
Tell'us about a change to your
circumstances

Find out if you qualify for tax credits

Pensions

o P @Yo@m(PAYE)

Your inCome frQm
private pensiolg
is paid to you.

Child Benefit

A tax-free payment to help parents with
the cost of bringing up children.

MargP your Child Benefit
Check if you can claim Child Benefit

Tell us if your child is staying in full-time
education

Your details

Self Assessment

You need to CQ)lete a tax return once
a year, and yours is due by 31 May 2017.
The last day you c@o this online is 28
May 2017.

Complete your taxyeturn

Self AssesOEnt

Make a pg

Unde@

Marriage Allowance

Transfer part of your Personal
Allowance to your partner so they pay
less tax.

Apply for Marriage Allowance

Your account v
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BRAND KEYWORD SURVE

: o 35
% = %

monthly vearly (-20%)

The 4-Hour

The 4-Hour
WORKWEEK WORKWEEK

MY GIFTTOYOU MY GIFTTOYOU

y Me

o Thanks, I m Not Intested Unlock the Letters o Thanks, m Not nterested Unlock the Lotters

D
0

@

MEMBER

SUPPORTER * | FEEL
SMASHING
Just want to support A perfect package for Great for agencies and
Smashing? That's your independent designers organizations that care
option! and developers. about being up-to-date.
The 4-Hour The 4-Hour
WORKWEEK WORKWEEK
e 1monthly webinar e All Supporter features e All Supporter and Member features

e Invite to all SmashingConf parties e Recordings of all webinars  Entire Smashing Library (60+ MY Glﬂ TO YOU MY Glﬂ TO YOU

e Early access to SmashingConf videos o All future Smashing eBooks eBooks)
. . e 2 printed magazine issues a year
e Our workshop slides & checklists o Early access to tickets & books P & Y
e §3 discount on printed books N VI S— e $100 discount on 1 conf & workshop WA @

e $375 discount on 1in-house training
e Big discounts on printed books, job

ostings, conference tickets No Thanks, I m Not Interested Unlook th Leters o Thanks, m Not Interested Unlook th Letters
Become a Supporter ¢ . Become Smashing

e Discounts on tools & video courses ii “iii

(e.g. Debugging course)

How strongly do you feel about this statement

This design appears 'friendly’ Select the design above that
feels the most 'friendly’.
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e0e®e < > @& usabilityhub.com & O [ )] L:l;.

New to UsabilityHub: logic — Ask questions based on answers to previous questions - read more -

. UsabllltyHub Become a tester Product Customers Pricing Resources v Signin m

Design
confidently.

UsabilityHub is a remote user research platform
that takes the guesswork out of design
decisions by validating them with real users.

The world's best companies rely on UsabilityHub to make better design decisions.

amazon Google (G- TaskRabbit g Airtable box (3 GoDaddy < asana
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-YE TRACKING

000 < webcache.googleusercontent.com ¢ (V] L)) L Y X | > attentioninsight.com ¢ (4] D L
contact@realeye.io +48 601 321876 Sign Up SignIn English ~
Attention : - :
i A Features  Technolo Case Studies Pricin FA Blo EU Projects = Contacts
RealFve FEATURES USE CASES RESOURCES~  PRICING EE ( Insight . & < d 4

Improve design
performance with pre-
launch analytics

Easily assess design element visibility with 90% accurate
attention heatmaps, no data collection is required!

100% human-based and o:mline \\%’%&éﬁk}r
Neuromarketing Tools K

AN
) m’wr&v

N
o>

Screen-based Webcam Eye-Tracking, Mouse-
tracking, Facial Coding, Surveys; Analysis
Dashboard and Panelists - all in one place!

i et

ud
X
s

S~

gy, Sy

S
N NN N i

5 free tests
AN AR AN BN AN BN R A G ]

Launch Demo

(L
Web app @ Adobe XD plugin @ Sketch plugin Chrome extension

0 \Varsaw Universit B
groupm Wavemakei hOtjaI' NEUROCAMP ofaT::hnolr:;g:'rs Y Red Bull

RealEye =
Adam © ) . _
W 2  Content Setup 3 Res i E:':ﬂ%';ji:' — zgggll)ahncd 8 frodoe e w' r - E‘\»‘:w




When Prototyping
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REMO]

000 (<

Products Pricing Demos Customers Help Blog

— )

-AC

lookback.io

-S|

ING

|

CO l[ookback

Talk to your users

See how they're using your app or website.

O ©

Start free trial

+



When In Build




REMOT

000 (<

Products Pricing Demos Customers Help Blog

BOAGWORKS

-, U

USABILITY TEST]

NG

NFACIL

lookback.io

CO l[ookback

Al

Talk to your users

See how they're using your app or website.

O ©

Start free trial

+
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-YE TRACKING

000 < webcache.googleusercontent.com ¢ (V] L)) L Y X | > attentioninsight.com ¢ (4] D L
contact@realeye.io +48 601 321876 Sign Up SignIn English ~
Attention : - :
i A Features  Technolo Case Studies Pricin FA Blo EU Projects = Contacts
RealFve FEATURES USE CASES RESOURCES~  PRICING EE ( Insight . & < d 4

Improve design
performance with pre-
launch analytics

Easily assess design element visibility with 90% accurate
attention heatmaps, no data collection is required!

100% human-based and o:mline \\%’%&éﬁk}r
Neuromarketing Tools K

AN
) m’wr&v

N
o>

Screen-based Webcam Eye-Tracking, Mouse-
tracking, Facial Coding, Surveys; Analysis
Dashboard and Panelists - all in one place!

i et

ud
X
s

S~

gy, Sy

S
N NN N i

5 free tests
AN AR AN BN AN BN R A G ]

Launch Demo

(L
Web app @ Adobe XD plugin @ Sketch plugin Chrome extension

0 \Varsaw Universit B
groupm Wavemakei hOtjaI' NEUROCAMP ofaT::hnolr:;g:'rs Y Red Bull

RealEye =
Adam © ) . _
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When Your Service Is Live
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MAXIMISING CONVERSION POST LAUNCH

2. DIAGNOSE THE EXACT PROBLEM

1. FIND APROBLEM AREA TO ADDRESS

2. TEST POTENTIAL SOLUTIONS
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IDENTIFY APROBLEM AREAWITH ANALY TICS

e0e <[> ¢

el
S—”
[0 Behavior 100
Overview
Behavior Flow Aug 29 Sep 5 Sep 12
+ Site Content
Primary Dimension: Page
All Pages
) Secondary dimension ¥ Sort Type: Default ~ Q advanced H © = == 1
Content Drilldown — —_—
Landing Pages Page Exits ¥ Pageviews % Exit : >< ‘ ‘ ‘ A( | :
Exit P
xit Pages 3,951 12,894 30.64%
% of Total: 100.00% % of Total: 100.00% Site Avg: 30.64%
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NARROW DOWN THE PROBLEM

00 < > i@ clarity.microsoft.com &

O J O |

B8 Microsoft | Clarity © ? B

Sign in

See what your users
want - with Clarity.

Replay user sessions and explore heatmaps
to make your website work better for your
customers and your business, for free.

[ K SESSION PLAYBACKS 0(8 HEATMAPS -f‘- INSIGHTS E PROVEN SCALABILITY
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Session playbacks

Watch and learn

|
Get started

- R,

With individual session recordings, you can examine user
behavior as it happened. You'll see where things are
working smoothly and where people get stuck.
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TEST POSSIBLE SOLUTIONS WITH SPLIT TESTING

Original Version

Variation One

100%

Incoming Traffic Variation Two

Variation Three
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A/B VS MULTI-VARIANT

A/B Testing

Original Version

Variation with a single change

Multivariate

Original Version

Variation with multiple changes
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~ASIER THAN YOU THINK

Newsletter Improvements (Status: Ended)
1 change ‘

K Stay informed! - [ standard ~

boaaworks (7 ©boaawor

Strategy Training UX Optimisation Coaching Blog Podcast Books and More Upcoming Talks
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How to Build a User-Centric
Information Architecture
Without Endless Debate

Paul Boag

Creating a site information architecture is a dangerous business.
14 NoyEmber 2en7 Too often it ends being structured around organisational silos

rather than user’s mental models. But there is a process that can
Audio Insights, Content

Stratepy prevent that from happening.

8 minutes >
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[EST LOTS OF VERSIONS™

“IF YOU HAVE LOTS OF TRAFFIC

. Significant Uplift . Significant reduction . Inconclusive

A
3 Variations .14% _ +32%
4 Variations I 5% _ +48%
5 Variations I 2% +/95%
6+ Variations I 1% +/71%




WHAT ABOUT POOR TRAFFICK

Page being tested

WAIT

Split testing can work on any website.
However the lower the amount of traffic,
the longer you will have to waiting to get

statistically significant results.
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REDUCE YOUR THRESHOLD

Most split testing tools will set a high
threshold before it declares a winner.
However, you can make a judgement call
at a lower threshold if you like.

D SITES?

Conversion Point

CLOSE THE GAP

The closer the thing you are testing to
the point of conversion the less dropouts
and the quicker you will get statistically
relevant results.

Either pick a different conversion action
or a different thing to test.
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KeEY TAKE AWAYS

Testing is the key to improved conversion.

Testing post launch is most important of all.

Testing regularly leads to better results.

Use both quantitive and qualitative testing.
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QUESTIONS




