CERTIFICATE IN E-COMMERCE MANAGEMENT LEVEL 3

Creating an Engaging
UNIT-3

User Experience

Learning Outcomes

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

v’ Design engaging, responsive web content
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Unit 3
Creating an Engaging User Expericnce

Designing Engaging Web Content

When designing your e-commerce site, remember that your purpose is to help users achieve their goal
(purchase a product, read reviews, download a report, etc.) as quickly and efficiently as possible. Let’s
look at some ways that we can design content that keeps readers on the site and engages them with the
brand.

Design Do’s and Don’ts

When designing your website, focus on keeping it simple and easy to read. That means:

e Using grid-like layouts that focus the reader’s eye on what’s important

e Breaking up text into chunks that are easy to scan and help your visitors find what they are
looking for

e Using graphics, images, audio, video, and interactive widgets to appeal to different types of
visitors

e Using a minimum number of complementary colors that suit the brand and the audience

e Using fonts that are easy to read

e Creating a consistent structure that includes menus, categories, and search boxes (see
Session Five for more information)

e Making sure that pages load quickly

e Building in ways for visitors to interact with you and each other

Text your Knowledge

Visit a few websites and consider what works and doesn’t work in terms of the design of each site.
Here are some examples that you can use.

Gates N Fences (http://www.gatesnfences.com/)
Mountain Dew (http://www.mountaindew.com/)
Irish Wrecks (http://www.irishwrecksonline.net/)
Tinke (http://www.zensorium.com/tinke/)
Spokes Pedicabs (http://spokespedicabs.com/)
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Site Design Elements That Work | Design Elements That Don’t
Work

Use Dynamic Pages

Visitors and search engines love content that is new, fresh, and relevant. In addition to keeping your site
up-to-date with new articles, posts, and product features, you can use dynamic page generation features
in your website hosting suite to generate unique pages on the fly. Dynamic pages can also be customized
per user to reflect products that they have looked at before or terms that they have searched for.

Leverage User-Generated Content

Another great way to engage users is to encourage them to create their own content. Some ways to do
this include:
e Contests for user submissions (for example, a recipe website might have a contest for the
best apple pie recipe)
User forums
Ability for users to leave comments on articles and posts, or to review products
Guest bloggers
Easy-to-use widgets that allow users to share your site on their social networks
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Test Your Knowledge

What types of user-generated content does your favorite website use?

Use Responsive Web Design

Responsive web design attempts to automatically optimize sites for all platforms, adjusting the
resolution and display to create a better experience for the user based on o what type of device they are
using. It uses the following tools to achieve this:

Flexible grid-based layouts

Flexible images and media

Media queries (allowing the page to use different cascading style sheet layouts based on the
device and browser that is being used)

Responsive web design is more technical, but it can give your e-commerce site wider accessibility and
visibility. It is also usually more aesthetically pleasing and creates better engagement with visitors.

E-commerce customers won’t be fooled, cajoled, or bullied into buying products. In order to be
successful, you need to build relationships with customers to bring them to your site and to ensure that
they will remember you when they are ready to buy.

To do this, you can use these strategies.
Building Credibility

The Internet is full of information, but it can be hard to know what’s valid and what’s not. Develop
credibility on your site by writing in-depth articles, citing your sources, and linking to them. As well, share
your expertise and credentials.

419
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Be very careful when re-using content from other sites. Text, images, audio, and video presented on the
Internet are usually copyrighted. Always get reprint permission in writing and cite the original source
when re-posting content. Alternatively, share the relevant content right from the author using social
media.

Positive Emotional Drivers

Successful e-commerce copy gives visitors a positive feeling about using the brand. It may also give a
negative connotation about not using the brand.

Have you seen websites use phrases like this?
e Start feeling better today with our vitamin-rich meal replacement solution.
e Don’t be fooled by the other guys... get the real deal today.
e Make the smart choice!
e Help a child in need by donating today.

These are examples of emotional drivers that are designed to generate the most-wanted response.
(Remember, the most-wanted response, or call to action, is the website’s goal. They might want visitors
to donate to a charity, purchase a product, or download an e-book.)

Touchpoints

Give customers a way to make a human connection to the brand. One way to do this is to have audio,
photos, and videos of the business owner, employees, and customers throughout the e-commerce site.
They might be talking about how they use the product, behind-the-scenes information about the
company, or something relevant to the industry.

For example, Think Geek has a Customer Action Shots section where you can see pictures of their
products in use.
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(5

@ ThinkGeek :: Mostly P Bo x
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SHOP BY CATEGORY ~ SHOP BY INTEREST v BESTSELLERS EXCLUSIVES T-SHIRTS GADGETS SALE

Home > T-Shirts & Apparel > Baby &Kids >

Sizing Info

baby ninja power... ACTIVATE seNpus
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ACTION
SHOTS

InputiOutput Bodysuit
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There's a Nap For That
Bodysuit

Geek Toys

Electronics & Gadgets e

Home & Office HivL

HTML for Babies Book

Social Selling

We tend to work with what works. We look at best sellers, best practices, and ideas that are endorsed by
other people because if it works for them, it just might work for us. To leverage this online, e-commerce
sites often show customers what their Facebook friends bought, or offer opportunities for customers to
share their purchases on their social networks.
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Here is an example from Think Geek.

@ ThinkGe ac Manlce x

‘ €« C' [ www.thinkgeek.com/

FREE SHIPPING
™ Loot

SHOP BY CATEGORY ~ SHOP BY INTEREST v BESTSELLERS EXCLUSIVES T-SHIRTS GADGETS

Home > Interests > Pac-Man >

Pac Man Ice Cube Tray

Graduation C
T-Shirts & Apparel
Geek Toys Wakka-wakka-crunch

Electronics & Gadgets Makes 8 Pac-Men and 4 ghosts

Safe to use in freezer or oven
= Officially licensed Pac-hian collectible
Read more.

Home & Ofice
-
Tools, Outdoor & Sunival o Y23

Geek Kids = ( @A \

4450 (save 32%) [T

$7.99 vinstock Gummy Eﬁ:;\ce Cube

Quantity:| 1 -
‘ s e &
Sign up for geek-mail BUY NW or

Superman Ice Cube Tray
Your Email » ups ul

Click to zoom
RSS feeds ~

Ice Speed Chess Set

(3 Lie | stre IR ATT0E

Main Additional
Description images
Portal 2 Companion Cube
Wakka-wakka-crunch Ice Tray

Youire in what appears to be a black hallway. The floor is black. The cailing is black. The walls are black. It
would be dark except there are glowing white orbs ahead of you, beckoning for you to come closer. So you do
Why are your shoes squeaking like that? It must be the floor.

You come to the first orb, reach out to touch it, and it soaks into you. You feel GREAT! Eagerly. you skip down
S Star Trek Starfleet ice

the black hallway, barreling into orb after orb. Then you turn the comer. oy

It's coming right for you!! It doesn't look friendly. You turn to run the other way, but another one is coming from ARN

that direction! Oh noes! You close your eyes and open your mouth in prayer to whatever god has dominion over ARAN

this black domain

Suddenly, the temperature plummets. You crack open an eye and see that your ghostly enemies are now
brightly colored popsicles. Of course, they're blocking the way, but now that they're delicious sugary treats, it
shouldn't be hard to get rid of them. Start licking!

TS

Personalization and Customization

Customize the user experience as much as possible. By tracking click history, analyzing customer profiles,
and using cookies, you can create a personal experience for every visitor to your site.

Amazon does this extraordinarily well. To begin, they welcome visitors to their site by name.

P

@, Amazon.com: Online She, x |

€« C [ www.amazon.com/ref=gno_logo 7

amazpume John's Amazon.com  Todays Deals  GifiCards  Sel

Get read
B immer e

q wish
prime - Mo cart~ List~

shop by

Department - search | Al
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They also offer recommendations on almost every page based on the visitor’s past browsing history and
what others have purchased.

=)
/@ Amazon.com: Online Sho. x
€ & C [ www.amazon.com/ref=gno_logo % =
[ "= $555.8504 x
Recommendations for You in Books ] 5%
i Hard Choices
| > Hillary Ragham Clinton
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" py— e
] 1 = S [ BF |
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Edition) ‘Waorkplace Safety Melvin L. Silberman, Carel Auerbach  13th Edition > Miton L. Reck, Lance A. Berger, Wichael J. Quinn T ~ .
> Herman Aguinis R. Scott Sricoff, Donald R. Groover  Hardcover Robert L. Mathis, John H. Jackson  Lance Berger Paperback _1_4 l\ ew (_,ategor]_es_
Hardcover Paperback Fetoetodt (19) Hardcover Hardcover Pl @) - . 5,
Fotcdokolt ® Fofolcdols (1) 5559984218 Yolodok e (@4) Fotcolol (12) iy recommen et Millions of New Products
s+45:88 $119.50 54855 516.76 Wihy recommended? 528895 $268.80 29995 550.51 Shop our nery added
Why recommended? Why recommended? Why recommended? Why recommended? selec‘[ion at
> Gee more recommendations .
amazonca
—
Take 20% Off Select Anne Klein Styles with Promo Code AKSUMMER20 +Shop now
r 1M r—ﬂ§
= iw TR C \
Shoes Handbags Jewelry Watches
Your Recently Viewed Items and Featured Recommendations
You Yo brousing
viewed oo a > history
Continue Shopping: Customers Who Bought Items in Your Recent History Also Bought Page 10f7
. I ; INTERNET
s = SECURITY
s
| Teach Yourself VISUALLY  Microsoft Office 2013 Microsoft Word 2013 Kaspersky Intemet Microsoft Excel 2013 Teach Yourself VISUALLY Teach Yourself VISUALLY  Micrasoft Outlook 2013
Windows 8.1 Essentials_.. Introduction Security 2014 » Beezix nc Word 2013 Windows 7 Mail,
Paul licFedries » Beezi » Beezix Inc Fedrdrsis (526) Feteetcs (23 + Elaine Marmel > Paul licFedries » Bee:
54 fr (48l Fefrdohs (230 $31.68 Pamphiet Fodedcfefs (199
Paperback Pamphiet Pamphiet $3.24 +Prime Paperback Pamphiet
520.00 +Prime $3.24 +/Prime $3.24 +Prime 51916 vPrime $17.84 Prime $5.18 vPrime -

Some sites go even further, allowing the user to change the font size, language, and/or color scheme,
and then saving those settings in a cookie or in the user’s account.

(Although browser tracking tools are commonly used in North America, they are not legal in all areas of
the world. See Session Fourteen for more information on privacy laws.)

Test Your Knowledge

Think of some sites that demonstrate engaging web content and a relationship-building focus. List the
specific engagement strategies that the site uses.

Here are some ideas:

Doritos (http://www.doritos.com/)

Weight Watchers (http://www.weightwatchers.com/)
NatureScapes (http://www.naturescapes.net/)
MailChimp (http://mailchimp.com/)

TechCrunch (http://techcrunch.com/)
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Team Coco (http://teamcoco.com/)

(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.)
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