Learning Outcomes

By the end of this unit the learner will be able to:

v Evaluate e-commerce software options.
v" Build an online store with product pages, supporting features, a shopping
cart, and an effective checkout process
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Unit 2
Software Options and Solutions

Looking at the Options
Software and Services Required for E-Commerce Businesses

An e-commerce business typically requires two types of software. The first element is a content
management system, which will host all the back-end features for your business (such as inventory
management and web page content). The second element is an e-commerce server package, which will
host all the customer-facing (front-end) features for your business, such as online catalogs and credit
card processing. These two systems may be separate software packages that can be connected together,
or they may be part of an integrated software suite.

You will also need a web host that will broadcast your site to the Internet. Most e-commerce businesses
choose a hosting company to do this for them. When evaluating hosting companies, be sure to find out:

How many pages are included with a site package

What the site size limit is

What the bandwidth is

How many users are supported

If there is a guaranteed uptime percentage

What content management systems and e-commerce server packages they support, or if

certain features (such as shopping cart services) are built in

e What level of customization is supported (for example, can users make changes to web
pages or does the hosting company make all site changes)

o Allfees and taxes

Be sure to test some sites that are currently hosted by the company that you are looking at to evaluate
their speed and functionality.

Options for Your Business
Let’s take a look at the most common options for e-commerce server software.
Out of the Box

Your first option is to choose an online service that provides all the tools you will need via an online
interface, as well as templates to get started. Shopify, Yahoo! Small Business, Volusion, and Amazon all
provide this type of service. This option is best if you have a small budget and a simple business.
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http://www.shopify.com/
https://smallbusiness.yahoo.com/ecommerce
http://www.volusion.com/
http://webstore.amazon.com/

Specialized Software

There are also a number of more advanced software options that are highly customizable, such as IBM
WebSphere Commerce, Magelia WebStore, and NetSuite. This is the route chosen by most start-up e-
commerce businesses, as it maximizes customizability and features while keeping costs low.

Custom Design

Another option is to have a technical design firm create a custom solution for your company, built from
the ground up. Although this option is quite expensive, it is often used by large retailers who have
specific needs and a large budget.

In-House Solution

The final option is to build a solution in-house from the ground up. This is ideal if your business has the
experience required, but it can be a time-consuming endeavor.

Set up and test an e-commerce site.

As of this writing, free trials were available from the following sites:
Shopify.com (http://www.shopify.com/free-trial)
Volusion (http://www.volusion.com/free-trial)
Pinnacle Cart (https://www.pinnaclecart.com/trial/)

Please note : the sites listed above are for reference purposes only and we do not endorse any of the
listed sites. These links were accurate at the time of publication.

Use the space below to record your observations about the e-commerce site you chose.
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http://www-03.ibm.com/software/products/en/websphere-commerce
http://www-03.ibm.com/software/products/en/websphere-commerce
http://www.magelia.org/
http://www.netsuite.com/
http://www.shopify.com/free-trial‎
http://www.volusion.com/free-trial
https://www.pinnaclecart.com/trial/
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Building Your Online Store
Your Internet Address

The setup of your e-commerce store will depend on your company and what products and/or services
you offer. However, there are some basic elements that all stores contain and that should be optimized.
First, let’s look at what customers will see first: your domain name and your top-level page.

Domain Name

Your domain name will be your business’ Internet address, so make sure that it is easy to remember and
type. Consider using an alternative top-level domain like .biz or .info if the .com version is taken. As of
this writing, top-level domain names are becoming more diverse and experts are predicting that they will
take on more importance in the coming years.

Overall Site Organization

Typically, a website will have a three-tier setup that makes it easy to navigate through the site and find
information. Product pages are typically organized by category (and sometimes further by sub-category),
with an additional category for site information pages. Links to these information pages are usually
displayed in the footer of every site page for easy access.
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Here is a sample site hierarchy for a site selling body care products.

Home Page

Site Info

Bubble Bath
Pages

Regular
Bubbles

Extra
Moisture

Color-
Treated Hair

Foaming

Protection

Guarantee
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Top-Level Page

The top-level page of your website is also known as the home page. This is the page that loads when
customers type in your Internet address or click its link from a search engine. It needs to engage the
reader within five to seven seconds, or they will probably go elsewhere to find what they are looking for.
Ensure that the design is clean and that it clearly states the business and key product names. Use short,
snappy sentences that tell the reader why they should stay and how they can benefit from the products
and services offered. Chunk information using headings and blocks to help customers scan through the
information. As well, offer the same navigation structure (menus, search box, etc.) that users will see
throughout the rest of the site.

Consider Amazon’s top-level page:

- R o] =
/8 Amazon.com: OnlineSho, x \
€ C' [) www.amazon.com =
er a milli . Bem. g
amazon Your A TodaysDeals GiftCards Sell Hel F «O\V 1; E,IAW”'OH ?Efwgs anemusnc> |
vt Briis our Amazon.com  Todays Deals GiftCards  Sel elp ree with Amazon Prime

Shop by = Hello. Sign in Try 0 Wish
Department - Search | Al Vouraccount - prime -~ N cart~ List
Unlimited Instant Videos

Digital Music The Perfect Gift for Dad

20 milion songs, play anywhere

Aimizon Cloud Dive. kindle fire Hox
r Android amazon 220 51 99
Epic is Here N——

»>View other offers
Dear Customers,

Kindle E-readers & Books

Kindle:Fire:Tablets A little more than 3 years ago we launched Prime Instant Video,

f\ma_z“[‘F J"ftvt S —, adding unlimited streaming of thousands of movies and TV ! ! Wzt .?c u:hmited
7 shows to the existing Prime benefit of Free Two-Day Shipping. SHOWS
Books & Audible Tthast d out to be f th t i rtant things we'v
s e as turned out o. one of the most important ings e f: amaz: n ||
done for Amazon Prime members. Today, we are doing it again

Electronics & Computers

for music — introducing Prime Music, the newest benefit of - 7Prlme instant video
Prime membership.

Home, Garden & Tools
Beauty, Health & Grocery
Toys. Kids & Baby
Clothing, Shoes & Jewelry

Sports & Outdoors Primemusic

Automotive & Industrial Advertisement [

Fathers Day i*
Gift GUITE » sl R

NEW 4
RUNNING %&
SHOES »See more

Desktops
Under $500

Full Store Directory

‘With Prime Musie, you can listen ad-free to over a million songs
and hundreds of expert-programmed Prime Playlists. Prime
Music includes tens of thousands of albums from top artists like
Daft Punk, PInk, Bruno Mars, Blake Shelton, The Lumineers,

>Shop now
Bruce Springsteen and Madonna. And we'll be adding more
music all the time. Here's a list of popular artists in Prime Music.
In designing Prime Music, we wanted to remove the barriers 20"’0I’ MOI’e Off ‘
between you and the music you love. We removed cost. You can Select Solid-State Drives
listen to the entire Prime Music catalog for free — it's included >Shop now

in your Prime membership. We removed interruptions. Don't

An easy-to-use directory is featured on the left, with a search box and quick links clearly visible at the
top. A sales pitch currently occupies the center of the page, which will be replaced with recently viewed
and related items once the user has searched for products. Finally, current promotions are featured on
the right-hand side.
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Compare its clean design with this outdated website advertising a country show:

=] B

RUDGWICK STEAM & CO' x

C' [ www.rudgwicksteamshow.co.uk

PRESENTING OUR 28th ANNUAL SHOW 241293

VISITORS

GREAT BRITISH A REAL FAMILY PACKED C
ENGINEERING AT ITS BEST SHC;W WITH SO MUCH TO SEE & DO!

11.02:40

by 4

"3780h RUDGWICK | s

i e PICTURES &
. = COUNTRY SHOW=y &
‘ g \ 3 OF PREVIOUS

;‘ - R —— - YEARS
{ THE COUNTRY SHOW WITH A BIG DIFFERENCE

4 —

THIS .SITES P

GREAT FUN FOR KIDS!
OUTSIDE CATERING PLOTS AVAILABLE

It’s missing all the key elements: a clean, inviting design; clear link structure; and instructions for the
reader. In fact, you have to scroll to the bottom of the page to find out how to navigate the site. Finding
out how to purchase tickets is almost impossible. There are also several typographical and grammatical
errors right on the front page.

Call To Action

Give your visitors a clear indication of what you want them to do right from the home page. This is
known as the call to action, or most-wanted response (MWR).

A call to action usually includes a phrase like:
Click Here!
Call Now!
Buy Today!
Special Limited-Time Offer!
Get a Free Quote Now!
See It In Action!
Find Out More!
Donate Today!

7|28

Copyright©Staff Training Solutions, Ltd



CERTIFICATE IN E-COMMERCE MANAGEMENT LEVEL 3

e Download Now!

Your call to action might be to have a customer:

Buy a product

Sign up for a newsletter

Watch a video

Click an advertisement that you get revenue for

Here are a few examples of websites with powerful call to action statements on their home page.

Bob Bly

/[ Direct Response Copywrit

€ - C [ bly.com/new/indexhtml

Bob Bly

Copywriter/Internet Marketing Strategist

What's the "secret weapon" that IBM, Intuit, Forbes,

hiome Medical Economics, ITT, and dozens of other smart

Copywriting direct marketers use to make more money -- online and
- ine?

Copy Critique offline?

Consultation It's not just social networking ... or mobile marketing ... or Big Data ... or list segmentation ...

_ as effective as those marketing tools may be.
Seminars

Bio It's powerful, persuasive direct response copywriting: knowing how to write potent,
compelling copy for landing pages, squeeze pages, web sites, e-mails, sales letters, and ads that
Portfolio drive clicks, conversions, and sales through the roof - and make more money online and offline.

Clients That's why some of the biggest and most successful direct marketers ... as well as some of the

Case Studies smallest ... call on freelance direct response copywriter and Internet marketing consultant Bob
. . Bly when they need direct response copywriting that sells.
Testimonials

With a 30+-year track record as a top freelance copywriter, Bob Bly -- dubbed "America’s top

Methodology copywriter” by McGraw-Hill and praised by legendary ad man David Ogilvy - offers you a

combination of proven direct response copywriting skills and Internet marketing expertise

Corel

[E=EE)
/@ Today's offers x
€« - C [1 www.corel.com =

Specal Offers | Free Trils s~ Support~  Leaming

BIG savings and FREE gifts
ve Up 1-0 2!‘ /,) on featured products

Limited-Time Offer

mm AfterShot Pro 2 -

The world’s fastest RAW photo editing software!
More Speed. More Power.

SEE WHATS NEW

on PaintShop Pro XG Uftimate!

Special Offers

PaintShop Pro X6 - WordPerfect Office X7 —
Ultimate Standard Edition

=
Graphics and webate cesion CTIT A Getmre power, prosuctty
sorare PO o cin v vt s anc compatiey i Core
s
L Pro

CorelDRAW Graphics f
Suite X7

ever WordPerfect Office X7—the
X6 alkin-one office suite trusted
by milions.

$99:99 $79:99
$549.00 $219.00 $79.99 $59.99 $249.99 $159.99
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Constant Contact

/& Create Marketing Campai |

€&  C [} www.constantcontactcom/indexjsp w =

® 855-797-4708 4 Login =
-
Constant Contact’ 2=~ Campaigns  Pricing  Services  Events  Blog  Partner |

One Toolkit. One login.
All the marketing campaigns you need.

Powered by email marketing to connect you to all the places that matter.

Navigating Through Your Site

To ensure that customers can find what they are looking for, it's important to offer several ways to
navigate. Use tools that customers are familiar with and place them in familiar locations. Remember, if
they can’t find what they are looking for on your site, they will go elsewhere. In general, keep lan
Daniel’s three F’s in mind when designing your site: fast, functional, and familiar.

Search Box

A permanent, easy to use, comprehensive search function that delivers relevant, accurate results is
essential. Websites usually locate the search box in a top corner of the page, so that it is on the same
place throughout the website.

We also recommend providing advanced search options (like sorting and filtering). Typically these
options are seen on the results page:
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Computer Stience &
Information Systems
Textoooks (5

Textooaks (7,914)
Computer Science (2,987

Computer Science
Textoooks (514

Spreadsheet Software (906)
Business Software (2,85

Affaires et Finances
personnelles (152)

Certification Central (1,376

Professional &

Technical (4,095

Business & Investing (4,154)
Education &

Reference (1,359

+See more

=roy——
8 Amazon.ca: Microsoft Off %
€ - C | [3 www.amazon.ca/s/ref=nb_sb_noss?url=search-alias%3Dstripbaoks&field-keywords=Microsoft+Office8rh=n%3A916520%2Ck%3AMicrosoft+ Office 2 =
T, Father’s Day o
ama;OI'lm YourStore Deals Store  GiftCertificates  Sell Help  enfrancais Brought to }““,*’Si ME and DEWALT
Shop by - Hello. Sign in Try 0 wish
Department - Search | Books ~ | Microsoft Office B Your Account ~  Prime ~ -\,—! Cart -  List ~
Books  AdvancedSearch  BrowseSubjects  NewReleases  Beslsellers  Children's Books  BargainBooks  Textbooks  Livres en frangais
1-16 of 17.052 results for Books : "Microsoft Office” Sort by
Show results for Book Format
< Any Category X L
Paperback Kindle Edition Hardcover ||
Books
Sofware (8,623)
Computers& LOOKINSIDEL  Microsoft® Office 2010 Plain & Simple by Katherine Murray (Jun 27 2010)
Technology (12,262 =

EBHE37-00 CDNS 20.05 Paperback «Prime
Only 4 leftin stock - order soon.
CDN$ 10.46 Kindle Edition

Avaiabie for download now

oAkl 1 (2)
Eligible for FREE Super Saver Shipping

Wore buying choices - Paperback
CDNS$ 20.05 new (24 offers)
CDNS$ 3.80 used (22 offers)

Office 2013 All-In-One For Dummies by Peter Weverka (Mar 9 2013)

CDNE41.00 CDNS 26.32 Paperback «Prime ooy & (1)

Only 8 leftin stock - order soon. Eligible for FREE Super Saver Shipping
CDN$ 21.14 Kindle Edition

Avaiable for download now

Wore buying choices - Paperback

CDNS 26.32 new (33 offers)

CDNS 37.11 used (9 offers)

However, advanced options can also be offered as an add-on in the search box itself:

[=[@ [t
/€ COACH Official Site | Nev x \
€« C' [ www.coach.com/online/handbags/Home-10551-10051-en/?LOC=LG w2 =
ADVANCED SEARCH

COACH

HANDBAGS

ALLCATEGORIES v

NEW ARRIVALS WOMEN MEN SHOES ACCESSORIES CLOTHING FEATURES GIFTS ALEGOLORS, A

SALE

ALLPRICE RANGES

SEARCH

v

Menus and Categories

Menus organi

zed by category are also an essential feature of navigation. In this example, a breadcrumb

link shows the user exactly what type of bag they are looking at (“The Borough” collection of Women’s
Handbags) and offers quick links at the top to completely change categories.
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/ € Coach: THE LARGEEAST x

« € [ 1) www.coach.com/online/handbags/Product-the._large_east_west_town_tote_in_wavy_gingham_canvas-10551-10051-30469-en?cs=dbkwt&catld=5000000000000369813 %l =

COACH

NEW ARRIVALS WOMEN MEN HANDBAGS SHOES ACCESSORIES CLOTHING FEATURES GIFTS SALE

WOMEN / HANDBAGS NEXT>

THE LARGE EAST/WEST TOWN TOTE IN
WAVY GINGHAM CANVAS

STYLE NO. 30469

$498

DESCRIPTION =

Freeform gingham checks add a playful edge to the Large Town
Tote, crafted in durable, unlined fabric with leather handles and
trim. The spacious silhouette is finished with a hanging boarskin-
embossed leather pocket inside to organize small essentials.

View details
DETAILS “+
REVIEWS + -

COLOR: GOLD/BLACK/WHITE

QTY In Stock
1 v
» S 88tk g
AL o]
- B :‘\.“' : e
T e 11 W e |
suareThis GIERG{ 0] @ W PICK UP INASTORE >

VIEW FULL SCREEN

Depending on your business, you may want to offer the option to drill into specific sub-categories and
sub-sub-categories right from the menu.

= luE) g
/ 7 Home Improvement, Hor x
€« - C [} www.homedepot.ca &=

LIMITED TIME OFFER - FREE SHIPPING" - ON SELECT ONLINE BBQ PURCHASES OF $299 OR MORE (BEFORE TAXES) ";W‘_. SHOP ALL » =

Welcome to The Home Depot Canada [+ Store Finder | Contractor Services | Installation Services | Tool Rental | Know-How « | Frangais

Sign In or Register ~ Your Account  Credit Services  Help

A Your Nearest Store: Change Store (why?) ~ Weekly Flyer

= cant(0)

More saving. More doing:

SHOP BY DEPARTMENT v Search and Shop over 80,000 Products & Know-How Projects

Ontidors Building Materials

BUILDING SUPPLIES >

LUMBER & COMPOSITES > ELECTRICAL >

Concrete Dimensional/Framing wire
Caulk, Adhesives & Sealants Plywood Dimmers, Switches & Controls
Decor Tape Pressure Treated Conduits & Fitings
Floors HARDWARE > Specialty Lumber PLUMBING >
Fumniture Dock Hardware more » Pipe & Fittings
e Hinges & Brackets INSULATION & DRYWALL > Water Heaters
Cabinet Hardware Wall & Ceiling Insulation ROOFING >
Lighting & Ceiling Fans
HEATING, COOLING & Drywall MOULDING & BASEBOARDS >
Lumber & Composites e Drywall Tools & Supplies Baseboards
Outdoor Recreation motas Window & Door Moulding
Thermostats
Paint SAFETY & SECURITY > more »
Furnace Filters ik i Some >
ire Safet
fla Ventilation & Ductwork
Home Security and Video
Windows & Doors Surveillance
SPRING INTO SAVINGS: PATIO FURNITURE BBQ PLAYSETS VALUE CENTRE

SOLD ONLINE ONLY
RECHARGE MOWER
Ultrapower Lithium Cordless 20 Inch Push Mower,

ONE WEEK ONLY « JUNE 120 18" WE'VE LOWERED OUR PRICES 36V10.54h
ON MAJOR APPLIANCES ON SELECT BBQS

IN-STORE AND ONLINE - DETAILS
_— — | czzm

S s IME NEEER - EREE .~[‘“ y ] ku N b
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Test Your Knowledge

What experiences they you had with website search tools. Have you ever left a site and gone
elsewhere because you couldn’t find what you needed? What can you take away from this?

Essential Page Elements

Each product should be displayed on its own page with the same layout. Here are some things that you
might want to include:
Product name using optimized keywords for search engine indexing
Product description in bullet points, focusing on what it offers the customer
Good-quality image or video that includes alternative text (consider having zoom-in
functionality or links to larger images)
List of available options, such as color or size
Add to Cart/Add to Basket link with options to customize products in the order (quantity,
color, size, model, etc.)
Related information, such as shipping or warranty details
Customer reviews or third-party reviews and ratings
Social media and sharing links

Make the information easy to navigate using headings, tabs, and menus. Provide as much information on
the page as you can without overwhelming the customer. One way to do this is to link to more detailed
information, like manufacturer’s specification pages or FAQ pages.
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Sample Pages
Amazon.com

[E=EER =)
/@ Teach Yourself VISUALLY « x N
(_

€' | [1 www.amazon.com/Teach-Yourself-VISUALLY-Office-2013/dp/1118517687/ref=sr_1_67s=books&ie=UTF8&qid=14026687448&sr=1-6&keywords=microsoft+office g

amazon

Over a million songs Primenaic =
B Ty Brime Your Amazon.com  Todays Deals GiftCards  Sell Help Free with Amazon Prime
Shop by N Hello. Signin Try Wish
Department ~ Search | Books ~ | microsoft office| Your Account ~  Prime ~ cart~ List~

Books Advanced Search New Releases BestSellers  The New York Times® Best Sellers Children's Books ~ Textbooks  Textbook Rentals Sell Us Your Books Best Books of the Month Deals in Books

Click 1o LOOK INSIDE! ;I;e:ﬂ: '};?r:J;self VISUALLY Office 2013 [Paperback] Buy New $17.84

Yodotodol

S customer ravisvs)

Quantity: |1 ¥

List Price: 520-09

price: $17.84 & FREE Shipping on orders over $35. Details
You Save: §12.15 (41%)

In Stock.

Ships from and sold by Amazon.com. Gift-wrap available.

| | Yes, | want FREE Two-Day
Shipping with Amazon Prime

Office 2013

The Fast and Ensy Wiay to Luarn

ar
Want it Monday, June 162 Order within 28 hrs 46 mins and choose One-Day Shipping at checkout. Details

Sign in to turn on 1-Click ordering
45 new from $16.11 23 used from 1629

( Addowshlst |
FREE TWO-DAY SHIPPING FOR COLLEGE STUDENTS

Sell Us Your Ttem
+Learn more amazonsudent For 2 $7.25 Gift Card

Tradein Q)

Click to open expanded view

Learn more
Share vour own customer images Formats Amazon Price New from Used from
Search inside this book Kindle Edition 516.38 - - Lccceyriorey
Paperback 51784 $16.11 $16.29 66 used & new from $16.11
Have one to sell? ( Sellon Amazon |
share A ¥
Getupto  Sell Us Your Books

80 ), Get up to 80% back when you sell us your books, even if you didn't buy them at
Yo

Amazon. Learn more
Back

Book Description

Publication Date: March 18, 2013 | ISEN-10: 1118517687 | [SEN-13: 978-1118517680 | Edition: 1
Learn the new Microsoft Office suite the easy, visual way

Microsoft Office 2013 is a power-packed suite of office productivity tools including Word, Excel, PowerPoint, Outlook, Access, and Publisher. This easy-to-use visual guide covers the basics of all six programs,
with step-by-step instructions and full-color screen shots showing what you should see at each step. You'll also learn about using Office Internet and graphics tools, while the additional examples and advice
scattered through the book give you tips on maximizing the Office suite. If you learn best when you can see how things are done, this book is for you.

« Shows you how to use Microsoft Office 2013 with easy-to-follow, step-by-step instructions illustrated with full-color screen shots
+ Covers Word, Excel, PowerPoint, Outlook, Access, and Publisher

« Includes additional information on using Office Internet and graphics tools

[P

Test Your Knowledge

What do you like about this page? What don’t you like about this page?
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Lug Life

/) Scout Travel Wallet x

€ - X | [) wwwluglife.com/scout_travel_wallet | =

“B55 FREE SHIPPING ON ORDERS $100+ MY ACCOUNT | SIGN IN | couNTRY
| Canada v

EZI o

lug e
SHOP  FINDARETAILER  GETSOCAL  CONTACT US CARE

- SHOPPING BAG TEMS: 0-$0.00 CHECKOUT.

SHOP BY COLLECTION

scouT
= TRAVEL WALLET $31.00

HCOLOR [ Select - v
an

10'wx5"hx1"d

Currency, cards, passports, boarding passes—
the Scout takes care of it all S0 you don't have to!

SHOP BY CATEGORY

Rated by 0 customers - Write a review

PSP 2 people fike this. Be the first of

your friends.

PRODUCT DESCRIPTION FEATURES REVIEWS VIDEOS

With mesh pockets for boarding passes and paper itineraries, mesh zip pockets for coins, secure business

it card slots. strap, and full zippered closure to keep everything safely inside, the Scout has
rry about the important things, like which restaurant to try and what sights to see
S0 you don't have to.

Connecting... -

Test Your Knowledge

What do you like about this page? What don’t you like about this page?
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Chevrolet

o[ B

+ 2014 Chevy Silverado 1500 x

<« C | [) www.chevrolet.com/silverado-1500-pickup-truck htm

A=TEET CaRs / PERFORMANCE / CROSSOVERS & SUVS / TRUCKS & VANS Shopping Tools  Locate AStore  Owners Culture Espafiol 2

CHEVROLET
2014 Silverado 1500 | 2013 Model

CHEV.Y.SILVERADQ--2014 NORTH AMERICAN TRUCK OF THE YEAR.
,_ HREN T - - ——

Build & Price

Compare

Accessories

Search Inventory

Models & Specs

Photos & Videos

Wheels  Trims  Bodystyle

Connect with Silverado | ffETSY W Follow
g apio @ o%s sk

pout Warranty

bout Capabiliies Leam about Efficienci Learn about Perfo

Reguest a Quote

P¥T SEE HOW THE 2014 SILVERADO
. EXCEEDS THE HIGHEST OF
{ STANDARDS.

ECOTECS3 ENGINES
ou 3L

Test Your Knowledge

What do you like about this page? What don’t you like about this page?
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Apple

=

/ [] MINIIAMBOX by Jawbon: %

€« €' [ store.apple.com/ca/product/HDO38VC/A/mini-ambox-by-jawbone-wireless-speaker?fnode=cld51cafc4c9aebd63729629580985232b71232cc025ee008c1fd0568b342f51f451b649d916C 7 =

iPhone iTunes Support
Shop Accessories TP | (e | e
- M
All Accessories Apple Accessories. Exclusives Now Trending Gift Cards.

MINI JAMBOX by Jawbone
Wireless Speaker

* ok ko Based on Z re

Available to ship: Within 24 hours
Free Shipping

Selecta Color
L ] e @

View more Speakers

B share Tweet

el e B | |

Product Information Featured App Compatibility Ratings & Reviews (2] Questions & Answers (6

Product Information

Overview MINI JAMBOX by Jawbone is an amazing-sounding wireless speaker and speakerphone that lets you share your
music anywhere. It easily delivers powerful streaming audio from your iPhone. iPod fouch. iPad. Mac or other
Bluetooth devices. Bring music, movies and all your mobile audio vibrantly to life.

Goes anywhere
Lightweight aluminum construction and pocket-size design make MINI JAMBOX a perfect companion for your
iPhone, iPad or iPod touch wherever you go.

Great-looking sound

What do you like about this page? What don’t you like about this page?
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Shopping Cart Features

Once customers add a product to their shopping cart, they should see a new page or a pop-up box
confirming the addition. This page or window should also provide an opportunity to change the product
(quantity, color, size, etc.), a link to continue shopping (or a close button), and a checkout link. You may
also want to showcase related products or services (like guarantees and free shipping).

Here is an example of a pop-up shopping cart from Wal-Mart.

/[ Deluxe Lounge Cushion | x \___
€ - C' | [ www.walmart.ca/en/ip/deluxe-lounge-cushion/6000145830638 w2 =
Close X
== FREE SHIPPING easy N-sTORE RETURNS ™
*STANDARD SHIPPING ONLY. EXCLUDES SOME REMOTE MARKETS +YOU CAY ALSO ETURN A PURCHASE 8 MAL FOR P2
0 Successfully updated your cart.
Deluxe Lounge
Cushion
price: 113
3567 each Continue shopping
Qty:
2 [ —
People who bought items in your cart also bought
Deluxe Reversible Lounge  Deluxe Reversable Lounge  Deluxe Reversible Lounge
Cushion, Fernhill Medalli Cushion Cushion
1 8 8 8 ¢ L8 & 8 & ¢
$5650 $5650 $5650
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Here is Apple’s shopping cart page.

CERTIFICATE IN E-COMMERCE MANAGEMENT LEVEL 3

[
/71 Cart - Apple Store (Cance %\
€& = C [ storeapplecom/ca/cart .

iPhone
Apple Store

Items in Your Cart

MINI JAMBOX by Jawbone Wireless Speaker

m Available o ship: Within 24 hours

[ Thisis agift 74

3months special financing option

f Continue Shopping Save Cart Chat Now

Recommended for You
Lightning to USB Cable (1 m)

$21.00

Add To Cart

iPad Air Smart Case - Black

$89.00

Add To Cart

Questions

funes Support a

Need help? Just ask, %¥ Aceount ' Cart

§139.95 1 $139.95

Remove Save

Cart subtotal $130.95
Free Shipping 0.00
@ Estimated Tax ~ Calculate

Total $139.95

Check Out

Lightning to 30-pin Adapter

$35.00

Add To cart

iPhone 5s Case - (PRODUCT) RED

$45.00

Add To Cart

As a final note, know what terminology your customers prefer. Some areas of the world use the term
“shopping cart” while others use “shopping basket.” Test different methods and see which phrases get

the best response.

Optimizing the Checkout Process

The Checkout Process

Once customers have finished shopping and click the “Check Out” button in the shopping cart, the
checkout process begins. It typically includes the following steps:

Ask customer whether they want to log in or check out as a guest

Confirm contents of shopping cart, including quantity, size, color, etc.
Set options like gift wrapping and shipping speed

Enter customer and shipping information

Enter payment information

Review order details
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e Place order by clicking a button labeled “Place Order,” “Complete Checkout,” or something
similar

Unfortunately, about 80% of shopping cart orders never reach this stage. This is called shopping cart
abandonment. There can be many reasons for this, including:
e Using the shopping cart as a wishlist
Saving items to compare prices and features to other websites
Not confident in the site’s security
Errors during the checkout process
Checkout process is hard to complete or overly complicated

Not all of these factors are within your control, but it is important to optimize those that are.
Optimizing Your Checkout Process
Here are some tips for designing an easy-to-use checkout process.

Show customers what to do.
Guide customers through the checkout process using icons and links. Give them specific instructions at

each stage and make it easy to return to a previous stage.

Apple’s checkout, for example, uses numbers and positioning on the page to identify each stage of the
process. An Edit link allows customers to easily go back to any stage.

[ Secure Checkout - Apple - % \_
.= C | & Apple Inc, [US] | https:/securel.store.apple.com/ca/checkout#shipping-box ol o=

AppleStore ~  edheprusas £% Account | yycan

w» Delivery Options Edit

MINI JAMBOX by Jawbone Wireless Speaker $139.95

«» Shipping Address

Shipping Addross Apple Shipping Policy | Learn more

Payment

Account

If errors occur, clearly show what is wrong and give customers a chance to fix it. Highlighting errors in
red, providing pop-up boxes, and shading required fields can help customers complete the process.
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) Shipping Address

Chinninn Addracs

Apple Shipping Policy | Learn more

Please enter your phone number area code. = . . . .
yourp B « Signature is required for delivery.

- v - + We donot ship to P.O. boxes
5 od -
| rea Code | 555-5953 » Delivery estimates below include item preparation and shipping time

Company Mame (optional)
21 Main Street
Apt, Suite, Bldg. (Optional)

Toronto ON AdA4Ad

Canada [ This is a business addresse
Shipping Notifications &

For shipment updates via text messages, enter a mobile number
below.

Area Code Mobile Phone (optional)

Notice that this checkout process takes place on a single page, with different sections of the page
expanded and collapsed at the appropriate time. This makes it much easier for customers to complete
the checkout process, as well as view and edit their shopping cart if necessary.

Keep it simple.

Only gather the information that is absolutely necessary. (For example, do you really need to gather the
customer’s middle name?) Typically you will need to obtain:
e Customer’s first and last name
E-mail address
Daytime and evening telephone number
Mailing address
Billing address
Payment information

Make sure you are gathering the right information. For example, we recently visited a Canadian shopping
site that required U.S. customers to enter their province as well as their state, and would not allow the
transaction to be completed unless both fields were filled in with a valid abbreviation.

If possible, hide fields that are not required. For example, if you are not currently running any
promotions, hide that field. Otherwise, customers may leave your site to find a coupon code and never
come back.

Finally, consider whether validation tools like CAPTCHA are absolutely necessary. Many of these
methods can easily be broken, are not required for a small site, and simply frustrate customers.
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CAPTCHA is an acronym for “Completely Automated Public Turing test to tell Computers and Humans
Apart.” It is designed to prevent bots from spamming websites and is frequently used during account
setup and financial transactions on the Internet. It asks a human to re-type an obscured message like this
to confirm that it is a human and not a computer:

Type the two words: ]
ol me CAPTCHA
L7 ]

Unfortunately, the messages can be quite hard to read and can be quite frustrating for human users,
particularly people with disabilities or the elderly. CAPTCHA can easily be broken by bots, defeating its
purpose. We recommend using alternative spam and bot blockers whenever possible.

Offer account options.

Offer customers the option of creating an account or simply checking out with an e-mail address as a
guest. You can also disguise the account process by asking customers to create a password that will be
associated with their e-mail address so that they can manage their order.

Give customers as much information as possible.

Provide information through links and icons so that customers aren’t distracted during the process, but
also have access to information if they need it. On Apple’s checkout page, for example, customers can
hover over the question mark icons for additional information about the related option.

@ Shipping Address

Shipping Address Apple Shipping Policy | Learn more
Bob Smith + Signature is reguired for delivery.
= We do not ship to P.O. boxes
e 555-8558 « Delivery estimates below include item preparation and shipping time

Company Mame (optional)

21 Main Street

Apt, Suite, Bldg. (Optional) This helps us choose the best shipping method for
you. Business shipments are normally delivered on
Taronto ON AdA 44 weekdays by 5:00 p.m. local time. Residential
shipments are normally delivered Monday - Saturday
Canada ") This is a business addres: %by 8.00 p.m.localtime.

Shipping Notifications @

For shipment updates via text messages, enter a mobile number
below.

Area Code Mobile Phone (optional)
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The bottom of this particular checkout page provides a tabbed FAQ section that keeps customers on the
checkout page. There are additional, off-page links in each FAQ section for more detailed information
that open the target page in a new browser tab or window.

[N
/D3 secr Chcean- e x L}
€ > .C |‘hrtps:/f’securel.smreapple.cum/ca/c-wetkoulws‘\ipphg—haﬁ =

Apt, Suite, Bldg. (Optional
Toronto oN AdA 484

Canada [ This is 2 business address @
Shipping Notifications @

For shipment updates via text messages, enter a mobile number
below.

Area Code Mobile Phone (optional’

chat Now

Payment
Account
Cart subtotal $139.95
Enter Promo Cade Free Shipping $0.00

Cart Total $139.95

By clicking Place Order Now, you accept and agree to al terms of Apple’s Sales and Refunds Policy. A receipt will be provided to you electronically that
contains these terms and an itemized list of your purchase including taxes and shipping eharges, if any.

Questions
Delivery Options Shipping Address Payment
Can | ship to multiple addresses? What if | will not be available to receive When will | receive text nofifications?
Yes. Just select “Ship items to multiple my shipment? In addition to email notifications, we will also

addresses” next to Delivery Options, then enter
an address for each item on your order.

send you text messages when your items have
shipped or are ready for pickup in store. Texts
are sent between 8 am_and 8 p.m. in your time
zane

Most of our shipments contain valuable items,
S0 our carriers are required to obtain a signature
upen delivery. Learn more about Delivery

‘When the item ships from our warehouse, we'll Options.

email you with carrier and fracking information.
Learn more about Shipping & Delivery. To stop receiving text notifications, simply reply
1o the text message with: STOP

Have an opinion on this page? Let's hear it | MNeed help? Contact Us

Copyright ® 2014 Apple Inc Al rights reserved. | Termsof Use | Privacy Policy | Sales Policy Help | Account | Retums | Site Mep | Security Policy | ContactUs

Order Confirmation Page

Once a customer successfully completes the checkout process, they will typically click a button on the
last page or step that says, “Place Order,” “Complete Checkout,” or something similar. Make sure that
the text of this button is very clear so that customers understand that they are completing the
transaction.

Once the order has been processed (meaning your server has received credit card information and the
order details), a confirmation page should be displayed that contains the following information:

“Thank you for purchasing” statement

Order number

Review of what the order contains and the price
Estimated shipping dates and tracking information
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e What the next steps are (e.g. if future e-mails will be sent when the order is processed
and/or shipped) and what customers should do if these steps are not followed

Links to important site pages (FAQ, customer service, etc.)

Links to related products

Link to feedback surveys

Company information (logo, tagline, etc.)

Contact information (e-mail addresses and telephone numbers) for customer service,
technical support, and any other relevant department(s)

This information should also automatically be sent as an e-mail to the customer immediately. Know what
is required in the areas that you operate. Many countries have rules detailing when confirmation must
be sent and when products must be shipped.

Additional Site Elements

Introduction

In addition to the pages that will sell products to your customers, there are several other types of pages
that you should include on your website. These pages should be easy to access, usually through a footer
area at the bottom of the website.

Here is an example from U.S. personal care company Bath and Body Works.

LET US HELP YOU GET TO KNOW Us GET CONNECTED JOIN THE FUN!

Our Story

Get email offers

from Bath & Bo

YouTube Enter Ema i
¥ Blog Confirm Ema SUBMIT

Site Map (7 STORE LOCATOR

Contact Page

Always have a page with your company’s physical mailing address; relevant e-mail addresses (such as
generic addresses for customer support, account inquiries, and sales); telephone numbers (including a
toll-free line); and fax numbers. You should also have a contact form that customers can fill out and
submit right from the website.

Some sites also choose to have a live chat option so that customers can talk to a customer service
representative right from the website. If you choose this option, make sure to choose a secure service
and to have it monitored 24/7.
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Frequently Asked Questions

Compile a list of frequently asked questions and your responses to them, such as return policies and
guarantees. Most sites have a list of questions at the top of the FAQ page that are linked to the specific
answer on the page.

P

/B Retail Store FAQs - Bath &

€ - C [} wwwbathandbodyworks.com/helpdesk/indexjsp?display=corp&subdisplay=fag&isStoremanDriven=yes | =

$5.99 Flat Rate Shipping! Ne code needed! Details Welcome! (Log In) & MY ACCOUNT  [f BAG: 2 =

Bath & BOdyV\/OI’kS"” Start typing here. SEAI

BODY & BATH HOME & CANDLES SOAPS & SANITIZERS SPA & SKIN GIFTS ONLINE EXCLUSIVES SALE FEATURED SHOPS FRAGRANCES A-Z

ot SN0 (0] 7 OBl e

HOME  CUSTOMER SERVICE - RETAIL STORE FAQS

Customer sevice RE1AI Store FAQs

‘Your Order * How does your mailing list wirk?
Payment + Whatis your return policy?

Shipping & Retums 1105t my gift card, what snould | 502

Gl semices Will Bath & Bady Works make a charitable donation to my organization?

Whatis your policy regarding animal testing?
Shopping your policy regarding q

Who can | contact regarding a question or to share feedback about a store experience?
Corporate Information

Can | open a Bath & Bedy Works Store in my hometown?
Contact Us

Retail Store FAQs

Stores in Canada

Stores in the Middle How does your mailing list work?

Fant We attempt to mail every customer wha signs up fer our mailing list at least once a year. We send a varisty of mailers, 5o the coupons in |
your mailbox may be 3 litie differentihan those of your friends and neighbors. In fact, you may receive a coupon when others dont and

AboutUs they may receive one when you don't Please know that we wantto give each of our friends a chance to save on their favorite Bath & Body
Works items at some paint during the year. We also frequently send out news, information, and special offers via email so we

Store Locator encourage all of our customers to enroll their email address on our weosfte.

When you visit our stores, website, or call us, we will often ask to verify your customer information. We want to have the most updated

Employment address information for our customers so that we can send special affers on products that you will enjoy.

Corporate Sales Top of Fage

Privacy & Securty

Your CA Privacy Rights « Whatis your return policy?
AtBath & Body Works, no sale is ever final. Fyou are not completely satisfied with your purchase, you may exchange itfor something

Terms of Use else in our store of receive a merchandise credit card to use whenever you like. If you prefer a refund, just show us your sales recaipt or
invoice and we will be happy to provide a credit to the original form of payment

Preventing Fraud Top of Page

| lost my gift card, what should | do?

Ifyour giftcard is lost, stolen, or destroyed, Bath & Body Warks may replace it if you are able to provide us with the gift card number. The
replacement card will be forhe value ofthe gift card atthe time Bath & Body Works receives your report of loss, theft, or unauthorized
use. Please contact Bath & Body Works retail Customer Relations at 1-600-395-1001

Top of Page

Wil Bath & Body Works make a charitable donation to my organization?
Bath & Body Works is part of Limited Brands, a family ofthe world's best fashion brands. Limited Brands is committed to being a
responsible member of the global community. We realize that our enterprise touches the lives of millions of people- customers,
associates, shareholders, vendor pariners, suppliers, environmental and community groups, and many more
We believe we have a responsibility 1o do what s right, not only for aur business and our stakehalders, butalso for the global

i and must be our guiding principles, and our actions must demonsirate our values
Please visit our corporate website at LimitedBrands.com and click on the social responsibility section for information about what types
of organizatiens we support and hew suppert can be obtained
Top of Page

Testimonials

Having a page with testimonials from real customers can boost customers’ trust and confidence in you.
This can be displayed as a single generic testimonials page, or as reviews on each product page.

Privacy and Information Gathering Policies

Always have your information policies easily accessible to customers. (In many parts of the world, this is
required by law.) Tell customers what data you are gathering, how it will be used, and if it will be shared.
As well, if they provide an e-mail address, mailing address, or telephone number to you, you cannot send
them information unless they specifically request it.

(See Session Fourteen for more information on privacy and data gathering.)
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Shipping Options

Some customers want to know what shipping options to various regions are available before they start
shopping. You may also want to include information on gift wrapping and gift shipping.

Order Information

Provide links where previous customers (who may or may not have an account) can view and manage
previous orders. Keeping a secure database of past orders (so that customers can see what they
purchased from you previously) is also a good idea.

Member Information

If you have a loyalty program, provide a page that outlines its benefits as well as access to a members-
only area and a sign-up form.

Social Media Integration

Last but not least, give customers an easy way to visit your social media sites and to share your site with
their friends through their own social media accounts. Many e-commerce businesses are starting to build
social media into the checkout process, so that customers can tell their friends about their purchases
right from your site.

Test Your Knowledge

What other types of pages would you want to include in a permanent footer area?

Testing, Launching, and Updating
Pre-Launch Testing
Usability Testing

Once you have your site set up, test it on a variety of platforms and devices. Send it to trusted friends
and mentors, too. Ask them questions like:
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How many clicks does it take you to find our page about...?

How long did a particular page take to load for you?

How effective is our search tool?

How long did it take you to purchase a product, from finding it to checkout?
Were you able to find support information?

What parts of the website worked well?

What parts of the website did not work well?

Test Your Knowledge

What other items would you add to this checklist?

As well, have someone who is a great speller and has a good eye for detail review your site for spelling
errors, design errors, broken links, etc.

Optimization Tools

You can also use automated tools to check the integrity of your website. This is particularly effective for
making sure that all pages are linked properly and that the structure of the site is sound. Some
commonly used tools include:

e Optimizers built into web design and e-commerce suites

e W3C Validator (http://validator.w3.org/)

e Google PageSpeed (https://developers.google.com/speed/pagespeed/)

Once you have implemented the feedback from all the various tests, it’s time to make the site live.
Launching the Site

If possible, we recommend launching a test version of the site before the full release. If no one has the
site address, it should stay hidden from customers (since it usually takes several days for search engines
to index it). This will give you a chance to do some real-world testing and make any final adjustments
before the site is in the public eye.

As well, timing can be everything. Consider the best time of year as well as the best date and time to
launch your store. For example, if you’re selling university textbooks, launching your site in the middle of
the semester might not be the optimum time.
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Post-Launch Testing

Monitor your site closely post-launch. Watch analytics (which we will discuss in Session Ten), listen to
what customers are saying, and adjust the site accordingly. Do not launch the site and then get on a
plane where you will be inaccessible for many hours. (It seems self-explanatory, but we’ve seen it
happen!)

Continue to test your site after it has launched. Links can get broken, pages can stop displaying correctly,
and new devices sometimes don’t work as we expect them to. Stay on top of possible problems and fix
issues before they become a major impediment to your success.

Split and Multivariate Testing

The best e-commerce businesses continually make adjustments to their site, test the results, and make
design changes based on the feedback received. Something as simple as the text on a button or the
placement of a link can have a huge impact on your conversion rate.

There are two main types of testing. The first is split testing, where you create two or three versions of a
page, send customers randomly to each page, and track the results (in terms of clicks, length of time
spent on page, etc.). The winning page then gets tested again with different elements.

Although this type of testing is usually easy to set up and monitor, it can be time-consuming.
Multivariate testing can help automate the testing process and test multiple elements of the same page
at the same time. This is usually done through specialized software.

Test Your Knowledge

Review this list of usability test questions and add to it as appropriate:
How many clicks does it take you to find our privacy information page?
How long did the Contact Us page take to load for you?
How effective is our search tool?
How long did it take you to purchase a product/service, from finding it to checkout?
Were you able to find support information?
What parts of the website worked well?
What parts of the website did not work well?
Did you find any spelling or grammatical errors?
Did you find any broken links?
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Choose an e-commerce site and answer the usability questions. You do not have to complete the
checkout process but should go as far as you can without completing the transaction.

Here are some sites that you can use for the test:

Acklands Grainger (https://www.acklandsgrainger.com)
Kameleon Jewelry (https://kameleonjewelry.com/)
Lush Cosmetics (https://www.lush.co.uk/)

Tesco (http://www.tesco.com/)

Think Geek (http://www.thinkgeek.com/)

Travelocity (http://www.travelocity.com/)
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