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Agenda

‘Expect the Unexpected

Stats — Hidden gems

*Choosing the experience
Adding functionality without risk
Adding gift card redemption without fraud
Express checkout

Sign ins

‘Mobile & Tablet

Launch

Justification

‘Remember...
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Analyze each step.

Full checkout

Express checkout

Significant differences

*All numbers are fictional for
illustrative purposes only.

Abandonment

FULL EXPRESS
VISIT 18,803,530
BROWSE 56.5%
ADD TO CART 77.8%
SHOPPING BAG 22.7%
SIGN IN 57.2%
SHIPPING 23.1%
BILLING 9.4%
REVIEW 16.5% 93.8%
CONFIRMATION 10.6% 29.4%
CONVERSION RATE 1.88%
CART 67.0%
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Abandonment Statistics — browser specific segments.

Browser Version Share CART | CHECKOUT
IE_9.0 29% 70% 41%
IE_8.0 23% 45% 78%
CHROME_18.0.1025.1 10% 71% 47%
IE_7.0 6% 70% 43%
FIREFOX 11 8% 69% 39%
SAFARI_5.1 8% 77% 45%
SAFARI_5.1.5 4% 68% 36%

Analyze as many different segments as possible.

*All numbers are fictional for illustrative purposes only
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Design Choices

* Accordion style single page (ie. Apple)

* Traditional with inline error messaging
* Traditional with popup error messaging
* Guest Checkout (anonymity)

* EXxpress

Consider user testing your primary customers to
determine which they respond to better.
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Adding functionality

e How much is too much risk?

What we learned

 Make gradual changes so loyal customers get slowly
acclimated.

 Smaller changes also help to ensure there is a feasible
plan to backout the changes if necessary.

 If large change is only option, offer two checkouts
during transition — customer can choose new version
or old version, and you have option of removing new
version if problems arise.
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Gift Card Redemption

* Deter fraud

— pin/ security code

— Capcha
* Always allow multiple card redemption
* Don’t forget balance checks

Belk Gift Card
Apply your Belk Gift Card to your total

Enter up to 5 gift cards one at atime.

Belk Gift Card Number * |
Security Code * |:| Whatis this?
If the validaticn text is too hard to
‘ Y v P P read, clid here for new text.

Validation * | Enter the text that appears above What is this?

Check Balance [ appry |

CONTINUE CHECKOUT »
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Sign In/Express

everyday /ree shipping  seede
on orders of $9% or more and on Beauty & Fragrance orders of $50 or 1 I n teg ra te

soek

MOPERN, SCUTHERN, STYLE. Belk Rewards Credit Card | Find A Store | Catalogs & Ads | Wedding Registry Wish List
L]
WOMEN | MEN | JUNIORS | KIDS | BEAUTY & FRAGRANCE | SHOES | HANDBAGS & JEWELRY | BED & BATH reg I Ste re d
Coupons Free Shipping Wedding Shop Fashion Update Shop by Brand Gift Cards E

Making Your Purchase Is Easy or gUESt
& lam areturning customer with an account. O pt I O n S *

{2 lwantto checkout as a guest with the option to create an account later.

Email Address” || | Have EXpreSS
. e optional.

[] Express Checkoutlets you go directly to Order Review using saved
shipping and payment information.

COMTINUE CHECKOUT »

Need Help?

Shipping Rates » Easy Returns » FAQs » Customer Service » Privacy and Security Guara
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Mobile and Tablet

. 4n- 1 )

Im pe rative Add-to-Cart Rates by Device Qam - Q2an @20 @ QAR

- _ PC 03% | 960% | 960% | 950% | 1020%
device =

Heck g Tablet 860% | 9a% | 93% | 957% | 966%

checkouts E Smartphone 391% 4.2%% 441% 410% 4.25%

be

optimized » iPad 7% | o4%% | 93% | 96% | 977
Q0

for optimal 2 Kindle Fire NA NA NA NA 787%

conversion : Android Tablet 8% | 65 | 7% | 8% | 93

g iPhone 3 | 406% | 4od% | 354 | 371%

% Android Phone A% | AT | 4o | 48w | s00%

'é Windows Phone 0% | 3% | 351% 3% | 47%

@ Other 7% 1 08% | 134% | 070% | 094%

Source: Monetate
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Belk.com Tablet Considerations

BASED ON TABLET USABILITY POINT OF VIEW

It takes 7 taps/screens to complete purchase. Try to reduce the number of
required pages/page loads and streamline the process. (Target, for
example, takes 3)

Simplify screen layout/content

Provide a clear, bold call to action

Keep CTAs above the fold, in a horizontal/landscape orientation
Remove hover states to avoid issues in tablet experience

Use overlay windows with caution, as they do not function consistently
Setup forms functions to provide for mobile usability

Set a clear and simple path that the user can visually follow throughout
the process

source: Resource Interactive
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Shopping Bag - Tablet

« CTAs pushed off the g3

‘ (ma] L‘» belk.com/AST/Misc/Belk_Stores/Global_Nawigation/Shopping_B (o
p ag e ] 1 * Checkout : Shopping Bag - Belk.com
ever da free shipnin '@ 2Zitems in your bag
] . y y_,;- STHP T on orders of $9% or more 9
® COnSIder I I lOVI ng Order Need it for Mother's Day? 2nd day and overnight shipping availsble  sge details » Checkout v

" MODERN, SOUTHERN, STYLE Bel Rewards Credit Card | Find A Store | Cataloge & Ade | Wedding Ragisiry Wish List | Cutomer Senvice | Order Statue | Registeror Sign in

S u l I I I I l a ry S e Ct I O n to to p Of WOMEN BEAUTY & FRAGRANCE DBAGS & JENELRY | BED&BATH | FORTHE HOME
Goupons | Free Shipping | Wedding Shop | Fashion Update | Shop by Brand | Gt Gards Q |/ sEARCH »
column. ,
(-
a Shopping Bag SR

Review the items in your Shopping Bag and then proceed to checkout when you are ready.

-
. To start receiving coupons via your mobile . i
Keurig B40 Single Cup Elite Brewer deviee, text JOIN to BELK1 (23551) ,A
Sale $119.99| Original Price §179.99 Quantity: 1 1 ve may gy, Tast HELP for holp, Tei F
Savings: 360.00 (33%) Total: $118.99 = -
Size: No Size | Color: NO COLOR - Edil Keurig My K-Cup Reusabl
. ; o REiBae
UPG: DB48645004020 Remove | Move o Wish List Checkout now and save $80.01 with R -
; Coftes Fiier
merchandise discounts. coupans, and
. $17.89
shipping. 5

(D add afree aifl message () Buy a Gift Box $4.95

Congratulations! -
You qualified for FREE SHIPPING
v i Qﬁ Columbia™ Crested Butte Shorts

- '
Sale $29.98 | Original Pric 0.00 Quantity: | b p
o - 5 2 Back to Shopping
Savings: $20.01 (40%) Total: $29.93
Size: 34W 9L | Color: Peatmoss - Edit
UPC: 0BE6108577365 Remeve | Move o Wish List Order Summary
Merchandise Total $149.98
(D Add a free gift message () Buy a Gift Box $4.95

Shipping $0.00

n Order Total 13998
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Overlays on Tablets

* Overlay is not standard mop— et ey IR R
practice on tablet. S

» Use update processes
that are inline and does
not require this additional
screen/functionality or
that takes CUStomerS Are you sure you want to remove this item?
back to previous screens
to make edits. B oSy et Tk

Size: No Size | Color: NO COLOR
UPC: 0649645004020

Cancel REMOVE ITEM

2p1b2 o i
2pibbiud 2000
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Payment Information on Tablet

: Add form funCtIonS (llke | M [ | www.belk.com/new_checkout/new/shipping.isp e
auto-advance) for mobile E | st s
usability. The phone P o g:::leiw D[vearn]
number is a great Securiy Code® 657 ] Whatis this?

example of this need. Primary Phone* ©14_]-[_J-|

Address for Credit Card

© Azron ReiserAaronR
725 S Cassingham Rd
Columbus, OH 43209-




Launch Announcement

’ Redeem gift cards online ~ getdetails» | Hemnuro
with our new easter checkout \ 7 Checkout ¥

MODERN, SBUTHERN. STYLE. Belk Rewards Credit Card | Find AStore | Catalogs & Ade | Wedding Registry Wish List | Customer Service | Order Status | Register or Sign In

WOMEN | MEN | JUNIORS | KIDS | BEAUTY & FRAGRANCE | SHOES | HANDBAGS & JEWELRY | BED&BATH | FORTHEHOME | CLEARANCE

Coupens | Free Shipping | Wedding Shop | Fashion Update | Shep by Brand | Gift Cards |Q |" SEARCH » |

You askeq, we listened.
Checkout is now faster and easier on belkcom

NOW accepting Payr.nent3ummary
Belk gift cards online T N 5000

Amount Due $104.85
Add or remove giﬂ cards right The Amount Due above will be charged to
the selected credit card.
from the Payment Summary
Payment Total $0.00
PLACE YOUR ORDER »
_..f

— — H 1Y als []
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PLACE YOUR ORDER »

Save time Making Your Purchase Is Easy

* Required Information

® lama returning customer with an account

With Express Checkout, you only have to enter

your Shipping and payrnent information once.* ) 1'want to checkout as a guest with the option to create an account later.

Email Address

q Forgot Password?

Express Checkaout lets you go directly to Order Review
using saved shipping and payment information.

£l

CONTINUE CHECKOUT »

See yOUF SaVingS \Savings

i Enter Coupon Code” Apply

H 3 Need coupon code?
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See your savings —

| Enter Coupon Code® Apply
i ﬁ you r Ca rt & Mead coupon coda?
Anew Savings column in your cart fracks Eheekoul new nd save8s SRR il

2 Y . . merchandise discounts, coupons and
your coupons and discounts in one convenient location. e e

\Sh'F’P'ﬂg
Spend $46.52 more for FREE SHIPPING
at a glance — . i
See at a glance how to qualify for discounted shipping.
\OrderSummary
as you go Merchandise Total 59.98
Your Order Summary tracks all your discounts, coupons, Colipeh (5.50)
shipping and sales tax as you go.
pPping youg Shipping 8.00
Order Total 67.98

Pro Tour® Solid Poly Polo Knit

Duis aute irure dolor in reprehenderit
Sale $24.99 | Original Price §42 01 Qm Total: $24 99
Savings: $17.01 (40%)

Coupaon ($5.50)

on each item

See how your coupon affects each item
in your cart, and how much you'll save.

Size:L | Color: Turkish Tile - Edit
UPC: 4025552112325 Remove | Mova to Wish List
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New payment options

Apply your Belk Rewards Dollars — up to 10 certificates per order at checkout

Belk Reward Dollars ™) Apply your Belk Reward Dollars to your total

Enter up to 10 Belk Reward Dollars one at a fime. 'ou must enter your Belk Rewards Credit
Card information before entering the certificate number.

Certificate Number | Whatis this?
CappLy |
Order Summary
Merchandise Total 27.99
Changes are easy oupon 79585 (10.50)
Few [5
Change or remove Rewards Dollars right from the Order Summary. R Al
Shipping 8.00
Sales Tax 281
Order Total 36.76

I j—
N N R
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Merchandise Total 27.99

Changes are easy (1050

Change or remove Rewards Dollars right from the Order Summary. SR
Shipping 8.00
Sales Tax 2.81
Order Total 36.75
_._.--r-—rv'f""'-—_ e

Feedback? ITCARD  CUSTOMER SERVICE

d Track Your Ord
For help completing your order, call 866-235-5443 to speak with a Shileten fmatin

personal shopping assistant. If you encounter technical problems, E:g’sﬁe'“m Policy
please let us know through the [+] Page Feedback button at the bottom Contact Us
of the page. Leave a short description of the problem, your web browser

and the operating system you were using. Thank you for helping us

understand and improve your shopping experience on belk.com. W
I to opt out. \

EIVED.

[+] Page Feedback?

* Express Checkout requires thel your shipping address is associaled with the credit eard you vse for peyment. The firal time you cheek oul, enter your Tull eredil card number plus the 3- or £-digil security code from your card, After thel, you need enly
10 enter your securily code 1o place an ander.
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Last but not least

According to Forrester Research “Understanding
Shopping Cart Abandonment”, these reasons are
cited most often.

e Shipping —76%

 Wasn’t ready to buy — 65%

* Price sensitivity — 62%

* Privacy and site difficulties — 16%

Invest dollars proportionately to overcome these
reasons in order of customer impact.

Z et merchahdis'iﬁg workshop




And, so we haven’t forgotten...

Source: Monetate

DON'T

REQUIRED!

Force Customers to Register

Don't create any more steps than necessary
for your customers,

It's best to offer guest checkout.

Jared M. Spool of User Interface
Engineering conduetad tests on this tople:
7% percent of people whoe were forced to
register first newer tried to purchase.

In one casge study, customer purchases
increased by 45 percent after forced
registration waz removad.

DON'T

Hide Shipping Costs

While marketers might want to wait until the last
second to include shipping costs, this is a good
way ta aggravate customers, leading ta shopping
cart abandonment.

Estimate shipping costs early or try to offer
free or flat shipping, if fiscally viable.

~ online merchandising workshop

DON'T 50%
Ofter Coupon Codes Unnecessarily

If eustormers see a colpon code form during checkauit,
they will likely leave the site to search for a coupon code,
Only offer coupon codes to customers who
should have one and hide coupon code fields

for everyone else,

One case study saw a

90 percent
decrease

in conversion because of
faulty coupon code placement.
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Preach It with Customer Testimonials

Customers love to hear other customers’ feeback.
On the path to checkout, feature strong testimonialls.

NEED HELP?

Follow up

If your shoppers abandon their carts,
send a follow-up email affering to help.

SAUED!

Savethe Cart +* @

If your shoppers do abandon their cart, let them
know you're still storing their items for later. Next
time they return to the site, remind them of the items
they previously selected (preferably in a light box).

online merchandising workshop

LOWEST
PRICE
MATCH

Prevent Errors

Make sure you have a team monitoring
checkout errors at all times to emsure a
small error doesn’t void a sale.®

Offer Price Guarantees

With the saturation of many markets, nowadays it's

easy to find the lowest price. If you already have your
customer on your site, reaffirming them with rhetoric
like @ “Lowest Price Match™ guarantee can keep them

*»
happy and decrease shapping cart abandonment. Tealeaf research showed

a loss of 44 billion

in potential revenue because of
miner mistakes.

{ ONLY 1 LEFT

In STOCK!
Be Up Front About Stock Availability

Inform your customers about an item's
avail ability well before checkout time.

Always include item inventory on the product page.

Reassure Customers

Don't wait to let your customer kmow important info
they may be looking for; it might drive them away.

For example, allow customers to see their
warranty information upfront. Provide this
information at a time when you feel your customers
will have the most anxiety toward a sale.
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CALLS TO ACTION

pRosResS INDICATOR  [ECCTETURGR I BACKLINKS

concize, consistent, preminent,
Customers like knowing where and cclor conzrasted. Mever plaze Including a back link allows the I]E[]":'“En
they arein the process, Mumber the “checkout” button next to customer freedom; dJon't make T[]LL-FHEE
steps to track progress. the “removz from cart” button. them feel cloistered HOTLINE

Some customers are

LY i \g
uncomfortable using
their cards anline,
THUMBNAILS CHECKOUT — STEP?  compLer <~ BACK TO SHOPPING Allow therm the option

to fax orders. Always
provide contzct

Include thumbnails
50 customars know

they are buying the INCLUSION OF ITEM EXPRESS CHECKOUT: information during
right item—you dan't THUMBHNAIL FICTURES checkout to alleviate
want thern to have INCEEASES CONVERSION NEED HELP? CALL U5 any concerns the

to stzrt the whele RATZS BY 10 PERCENT. AT 1-800-555-5555 customer might have.
Process Over.

EDIT ITEM YOU MAY ALSO LIKE... CROSS-SELLING

ALLOW Q O O D . D Be careful how you
cross-sell, Rememoer
CHANGES E S to use the menetary
! cart amount as & gauge
Making moves easy PayPal Google ;
for your custamar EDIT ITEM Eoe E- SAVE CART for offering cross-selling.

is the key. Make
changing details on

the checkout page “m i
sasy and intuitive. 0

g L e L.

[t never hurts to include third Allowing customers to choose Many customers use their
party reinforcement logos diffarent payment options shopping cart as an idea collector
Test the placament such as VeriSign. decreases shopping cart for the future. Allow tham the

of suzh logos for
conversion rate

diffarences

ahandonment. option of reviewing at alater time,
SECUR”T or emailirg goods they're
DIVERSIFY PAYMENT

interested in to themselves.,
OPTIONS

SAVE THE CART

~ online merchandising workshop



MODERMN. SOUTHERM. 5

online merchandiéiﬁg workshop



