A Better Customer Experience in 2021:
Website Must Haves
To Drive Online and Offline Sales
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WEBSITE MUST-HAVE'S

For A Better Customer Experience

ABetter Website Experience Keaps Customers Coming Back For More

. How Will Google Rank Your Page Experience?
Get Our Checklists P . o

STRONG CONTENT is still the center of your SEO strategy, but User Experience (UX) is critical too.

LOADING
Largest Contentful Paint - LCP.

CORE WEB NTERACTIVITY
VITALS First Input Delay - FID

VISUAL STABILITY
Cumulative Layout Shift - CLS SEARCH

SIGNALS
FOR PAGE

MOBILE FRIENDLY EXPERIENCE
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ache images and video, without impacting ¢
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Use Web hosted fonts (Google or Adobe) - no more than 7 typefaces

ur website’s Global Styles.
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Whereoware Services

Since 1999, Whereoware has helped clients grow their business through

CUSTOMER ACQUISITION, RETENTION, AND MAXIMIZATION

Increase nurture and conversions through proven,
data-optimized multi channel campaigns.

E-COMMERCE

Sell more online through modern, feature-rich e-commerce
websites and optimized customer experiences.

MARKETING OPTIMIZATION

360-degree digital strategy to acquire new customers,
reduce churn, and increase customer lifetime value.
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@VAMAHA  Jgn COWmerce  UTTERMOST

CREDIT UNION

Qur Clients

. e eastern .
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Your Digital Strategy is Critical in 2021

WHEREOWARE
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COVID-19
Accelerates
E-commerce

In just three months, e-commerce
penetration in the U.S. market
grew more quickly than it had in
the last ten years combined.

WHEREOWARE
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'10.5%

Total US
Retail Sales

WHEREOWARE

18%

‘14%
Brick - and -
Mortar Sales
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YOUR WEBSITE INFLUENCES THE BUYING DECISION

“77% of B2B purchasers won’t speak to a
sales person until they’'ve done their own
research’

-CEB

WHEREOWARE
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Omni Channel
iIs Here to Stay

73%

of customers use multiple
channels during
their shopping journey

287%

higher purchase rate of
Omnichannel campaigns

WHEREOWARE

Website

Social

Networks
O

Search

Word of
Mouth

Harvard Business Review, Omnisend, 2020

Online
Marketplaces

Mobile
Apps

Brick and
Mortar Stores
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A great website experience keeps
customers coming back...
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...and Customer Retention Pays Off

E-Commerce KPlIs, by shopper loyalty segment

Il New shopper B Single purchase history

Previous browsing history Multiple purchase history

16.20% 5.83%

9.429%

5.29% 1.60% 1.90% $2.37

$1.73

Add-to-Cart Rate Conversion Rate Revenue per session

“Ecommerce Trends,” Econsultancy, 2019
Based on analysis of 2.5 million e-commerce sessions auring Q72017
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..but almost 80% of customers abandon their
purchases due to difficult online experiences.

- Forrester
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Elevated Customer Experience

What Do Customers Expect?

High Impact Design Clear Contact, FAQ), Help
Easy To Find Products and Info Good Page Experience
Quality Content/Self Service Supports Offline Sales/Goals

WHEREOWARE RGO
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Easy to Engage: High Impact Design

======

Streaming video
Animations

Rich lifestyle photography

use zoom, interactive rich ‘
media or video to enhance N E
their images. '



Easy to Find Content: Better Navigation

Concise and
Visual Navigation

NNNNNNNNNNNNNNNNNN

Explore Series

N
_A_‘\

of customers expect to find
whatever they need from a
company in three clicks or

less.

*Salesforce



Easy to Answer Questions: Better Search

ene Search Result x4

& https/wwwyamahawaverunners.com/search-results/?q=vX

SEARCH FOR

VX

Robust Search
(Products, Accessories,
and Content)

28 results for “VX"

ALL (28) PRODUCTS (7)

Products (7)

2 d
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ACCESSORIES (8] NEWS (13)

vx®
The Perfect Value
Package

3-cylinder, 4-stroke TR-1 High
Output Yamaha Marine Engine

VX® Limited

Power Up Your Fun

STARTING AT

$10,049.00

EXPLORE

STARTING AT

$12,449.00

gl . |

Filters

semies

Sucerchs gedd calrcer d-ovoie, Tupnr e o Do foma-a Forre

TECHNOLOGY

PRICE

[©]

@
@

©

@

Add Filters and Sort
to Narrow Results

20 Results

No Pretenses Just Fun

36,999

I compare

& Durable, Playful Ride

$9,149
Availavle i

-4

EX® SPORT
Tow Sports Reacy

$7,999

Avaiiokle 0 @ €

ExPLORE -

(T1) compane

SUPERIET®
INSpiting a New Generation

$9,499

Auailoble

SoRTEY  metouw h v oW w v

=———
EX™ DELUXE
Ready to RIDER

$8,999

Avalable i @ 2

(i) compaRe

EXR®

R Stands for Race:

$9,499
Ava lable ine @




Easy to Research: Rich Content and Product Details

from testimonials.

- VMO

WHEREOWARE

Cuisinart

AIRFRYER TOASTER OVEN

L

Fododoode

OVERVIEW

FEATURES

SPECIFICATIONS
WARRANTIES AND MANUALS
PARTS

RECIPES

REVIEWS

RECENTLY VIEWED

oo

ooeo
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=

=
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arpoana
_5'99.95 - BUY NOW.

or
CLICK A RETAILER TO SHOP NOW
-$199.95

@ ZOLA Walmart
BEDBATH& 2. nmyif-
sEvoNEs  LI0JC0V:

[

Data-Driven Integrations

Reduce Manual Effort
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Easy to Discover Products

creativecoop,com +

080% OFF! S

Valued Customer Specials

FindaRep FindaStore QuickOrder Product Portfolio My Account

Cfeahveco'op HOME DECOR FLAIRE EMBELLISH SEASONAL FINAL FEW CATALOGS ® CART (2)
DESIGNED BY US + INSPIRED BY YU

New Summer Show § ble now « Please remember to make your marke

by Collection +

FAVE

13-1/2"H Faux Lavender in Paper Pot m

SKU: #DFog18
Availability - In Stock
Ships by Truck: No

RESULTS

$

Product Type: Faux and Dried Botanicals

Collection: Bungalow Lane
9°H Burlap Wrapped
aty 8 ADD TO CART Arificial Lavender

PRODUCT DESCRIPTION +

SPECIFICATIONS +

sHARE: & @ f

1 o/ Increased product
11 82 A rec-driven revenue

22°L x 35°H Metal
Birdcage Shaped Card

Product i

Recommendations
Increase AOV

& kit

54/2°H Faux Succulent
in Paper Pot, 6 Styles.
En

v

Download tearsheet with price  Download tearsheet without

Customers Also Purchased

RESERV 5
fOR THE

e -

5-3/4"H Faux Flowers in Ceramic 5-3/4"Lx4"W x2"H Stoneware  5-1/2°L X 2-1/2"W x 2-3/4"W Metal 24"W x 14°H Cotton Pillow

W E R E O W R E Pitcher, Distressed Finish. 4 Styles Berry Basket/Soap Dish Bathtub Soap Dish. 4 Colors “Reserved For The Dog™
H A A #DA #DAg201A #DFos23

ary 2 ADDTOCART  ~ oY w2 ADDTOCART =~ ary 2 ADD TOCART  ~ arv 4 ADDTOCART  ~




Easy To Run Their Business: Self Serve Portals

weicon,

[ My Dashboard roreRore

aur sales ep:
rren

Boboy B p—]
secount: Busnass type: ¥ID orse torat: Laat year ordier totor
Angala Gomez 4557800 Brick anaiMotar siems 2 prea
agemezghgeempanycom
900-000-0000

nebbyb pemal com
(a5} aa5-ma1

et setings

Marage users

Gnder histary

Recommended

adreas bosk

i » : g ) Products

Quick Reorder =

Raceurcas & forme

onew 4sesseller % Americanmade o wew ¢wesseller americanmade  cmew 4 uesiseller “ramericonmade o wew 4 westseller i amerlcan made

Product Name Goes Here And  Product Name Goes Here And  Product Name Goes Here And  Praduct Name Gaes Here And

e bkt May Span Multiple Lines May Span Multiple Lines May Span Multiple Lines May Span Multiple Lines
SKU#123456789 SKU#123458789 SKU#123256789 SKU#123486789
$ s s

Type eddar # POz oraar aate oroar total st

Invcice saa11 onasss 0215230 sana shispud

Order History -

oasess o2/1sjz20 s
Invcice sosant onaRss 3/isj00 a0 P
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DON’T FORGET:

For one in four Americans with a disability,

ADA compliance determines where they can do business.

WHEREOWARE 2 QO
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A Consistent

Experience -
Online and Offline




Easy to Stay Top of Mind: Omni Channel Campaigns

Website

OR
mudpie ™ Mycart @ -

BABY & KIDS SEASONAL GIFT SHOP

* REVIEWS

Social Ad

E

o Find a
MUD PIE
\ETAILER |

Near you!

@shopgiftbar




Easy to Support In-Person Experiences

ART

UTTERMOST

LAMP

S~ Uttermost - Fall 2020 5

PowWERED BY
4 matterport
&




Easy To Find: SEO/Local SEO

of consumers have L
used a search engine

in the past week fo
find local business

information.”

See photos =" s Seeoutside

ol =

Humane Society of Fairfax County

Website Directions Save

88 Google reviews

A Humane Society of Fairfax County

Address: 4057 Chain Bridge Rd, Fairfax,
Hours: Open

A Hours or

Phone: (703) 385-

Suggest an edit - Own this business?

Know this place? Share the latest info

-Moz Local

i= More locations

Reviews from the web

1.3/5 GreatNon

Popular times Thursdays %

sually not too busy

WHEREOWARE




Easy To Fin

Data-Driven

Based on Geography

WHEREOWARE

ealers: Case Study

L L Dealer Locator | Yamaha Wave! X +

& https/fwwwyamahawaverunners.com/find-a-dealer/?zip=20148

@YAMAHA
Ll

> Your Hear!:

Find a Dealer

Enter ZIP Code

.

Showing your 3 closest dealers

o COLEMAN POWER SPORT

@ 4355 WASHINGTON ST <7 703-237-3400
FALLS CHURCH, VA 22046-4413

Distance: 20.5 miles

o

e COLEMAN POWERSPORTS

% 14105 TELEGRAPH RD o 703-497-1500
WOODBRIDGE, VA 22192-4613
Distance: 28.3 miles

9 ATLANTIC CYCLE & POWER

% 4580 CRAIN HWY & 301753 M7
WHITE PLAINS, MD 20695-3013
Distance: 43 mifes

EXPLORE SERIES

FIND YOUR WAVERUNNER W 2021 Q Q

Hocnester

o Niagara Falls Syracuse.
Butfalo NEW YORK
Kot haca
- Eiie
Sleveland National Forest § CONNECT
New Haven
Akron
Youngstown
Canfon PENNSYLVANIA Nevi York - Long sisnd
Allentown.
Pittsburgh
HarlsburRbe Y.
Lene=ter philadelphia
Zanesville.
COLEMAN POWER SPORT
SO o T LA NEW JERSEY,
= Parkersbury dlantic City
altimore
ington
DELAWARE
WEST  Hational Forest uamgniury
. VIRGINIA sy
estar
Charlottesiille
’ Richmond
VIRGINIA
Blackshurg Newpart News
RIS ot e



Easy to Get Brand-Loyal Leads to the Dealer

@vAM AHA EXPLORE SERIES FIND YOUR WAVERUNNER m 02 Q Q
F2evs yourieart
a1

< START NEW BUILD -
SUMMARY

OFFERS

ACCESSORIES

o o ——— el Al 4 ¥ . b N R ) r
Users Customize e ‘ Your VX-C® WaveRunner

Product Model Colors

CHOOSE YOUR COLOR

WHITE WITH LIME YELLOW

A DURABLE, PLAYFUL RIDE

Total MSRF As Built*

$9,149.00

Manufacturer's suggested retail price does not include freight, delivery, prep and other dealer
ees,

ADD ACCESSORIES -

WHEREOWARE




Easy to Increase Average Order Value

@VAM AHA EXPLORE SERIES FIND YOUR WAVERUNNER m 20121 9 C)\ =

FRevs yourtteart:
01 0z 03 04
< START NEW BUILD COLOR ACCESSORIES OFFERS SUMMARY
...and Add Accessories
Choose Your Accessories
Your VX-C® WaveRunner
Accessory
. MOST POPULAR LIFESTYLE/TECH WATERSPORTS STORAGE EoiaR:
Recommendations —
based on Selecfed Models ‘WHITE WITH LIME YELLOW $2,149.00
ACCESSORIES
? -1+ VX SERIES GARMIN KIT $279.99
[ ew | [ e | [ v |
YAMAHA EXCLUSIVE ECOXGEAR VX SERIES TOW ROPE BAG VX SERIES GARMIN KIT
BLUETOCTH SPEAKERS FOR THE VX $179.99 $279.59
SERIES
$349.99
() MoRE INFO (¥) MORE INFO

() MORE INFO

Total MSRP As Built*
SELECT —> SELECT — REMOVE —
_ _ _ $9,428.99

PN
'-'a@‘vnmm") .

REVIEW OFFERS —

WHEREOWARE




Easy To Apply Incentives

@YAMAHA

FRevs yourieart:

< START NEW BUILD

Offers Personalized Based

on Product Models Y
$0 DOWN AND 0
PAYMENTS FOR 90

DAYS (OFFER ENDS
12/31/2020)

() viEw oFFER

SELEET SELECT
@

WHEREOWARE

COLOR

Special Offers

OFFER

GET 2 WAVERUNNERS

AT 6.49% APR FOR 96

MONTHS (OFFER ENDS
12/31/2020)

() viEw oFFER

EXPLORE SERIES

FIND YOUR WAVERUNNER mzum Q Q =

0z 03 04
ACCESSORIES OFFERS SUMMARY

Your VX-C® WaveRunner

OFFER COLOR

3.99% APR FOR 36
MONTHS (OFFER ENDS
12/31/2020)

‘WHITE WITH LIME YELLOW $8,149.00

ACCESSORIES
LS & VX SERIES GARMIN KIT $279.99
() viEw oFFER

OFFERS

$0 DOWN AND 0 PAYMENTS FOR 20 DAYS (OFFER ENDS 12/31/2020)

Total MSRP As Built*

$9,428.99

VIEW SUMMARY




Easy for The Dealer To Fulfill the Order

QYAMAHA EXPLORE SERIES FIND your waverunner JETRF @ O =

FRevs YourHeat

IFFER SUMMARY

YOU'RE ONE STEP AWAY
. TO GETTING ON THE
Custom Quote Emailed to WATER

Use rls LOCGI Dea Ier -\g For the most accurste quots [efs cannect you with your locsl desler.

= Your Information
U HANAA ‘ Al fiaids ar

*FullName

< ETART NEW BUILD

unless specified colons!

Enturyoie et and logs e

+ emal Address

Your VX-C* WaveRunner

LD SUMMARY Preferred Contact Method

VX-C" (BASE MSRP) @ Fmo o oa ) Ten
3-cylinder, 4-stroke TR-| Yamaha Marine Engine Tinstruct Yarnaha WelerCeall tu provide my informatcn (o an suthorized Yamaha
chmaieret . | e stk 4 o Y stve Dl i sy cornisc e
it e o s st i protucls e serces
COLOR
etz or soeial resUests? (Optionl)
White with Lime Yallow $9,149.00
=
ACCESSORIES
1 VK Series Garmin Kit $279.99
Y.E.5. Warrant;
OFFERS y
50 Down and B Payments far 90 Days {Offer ends 12/31/2020) gt L L
ealershi.

$9,428.99 Select Your Dealer

Shawing your 3 closest dealers

COLEMAN POWERSPGRTS

WHEREOWARE




Web Experience
Lacking?
How To Improve

o=

—
=

—_—
S
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Improve Customers’ Experience: What Is or Isn’t Working?

Where Are People Clicking?

Defauit Channel Grouping

Organ
Referral
S
:?2.12\ '
ROt

-g8.28% ¥

|
\.]/
\AJ
YA

Edit +

Keyword

(mud pie baby clothes)

[mudpie baby clothing]

[mud pie clothing baby]

[mud pie infant clothing)

“mudpie baby clothes"

[mud pie baby clothing]

[mud pie infant clothes]

“mud pies baby clothes”

[mud pie clothing for babies]

What Channels Are

Engaging?

Details ~

What Keywords Are They
Searching For?

Qual. score

10110
Eligible

0
Eligible (enhanced)

$1.40
Eligible (enhanced)

51.40

Eiigible (enhanced)

Phrase

51.40
Eligible (enhanced)

s1.40 8 Exact
e

Eligible (enhanced)

10/10

$1.40
Eligible (enhanced)

$1.40

s 10/10
(enhanced)

Eigible

51.40
Eligible (enhanced)

Avg. Session Duration

24.81%

-50.74%
-58.61%
173%

85.90% #

33 OO

Ad relevance
Above
average

Above
average

Average
Above
average

Above
average

Above
average

Above
average

average

Average



If 1t takes more than
three seconds for a
page to load, just over
half of visitors will
leave it.

WHEREOWARE

How Will Google Rank Your Page Experience?

is still the center of your SEO strategy, but User Experience (UX) is critical too.

CORE WEB
VITALS First Input Delay - FID

Cumulative Layout Shift - CLS

MOBILE FRIENDLY
OTHER WEB
VITALS HTTPS
NO INTRUSIVE INTERSTITIALS

SEARCH
SIGNALS
FOR PAGE
EXPERIENCE

WEBPAGE LOADING: LARGEST CONTENTFUL PAINT

Is the largest file or element within the viewport loading quickly (in fewer than 2.5 secon:

Compress and cache images and video, without impacting quality PS ST: Gef O ur

Lazy load images (IE. above-the-fold images load first or images only load within the viewpo

Opfimize background scripts and eliminated third party plug ins Goog le UX
Implement mobile-first best practices C h ec kI ist For

Use Web hosted fonts (Google or Adobe) - no more than 7 typefaces

Use your website's Global Styles. M ore T | pS

www.whereoware.com 1
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Dare to Experiment — AB Testing on Steroids

1/3

of companies
experimenting
saw an increase
in digital revenue
of 5 — 9%.

Econsultancy, 2019

WHEREOWARE

& Optimizely

Meet the Visual Editor

Atticg Button ~____ HOME  cATALOl

DDDDD Eﬁls\:h ne WA

{x' : -y y "\1-\\
Quickly Test Variations s VB
Attic & Button HOME ~ CATALOG BLOG ABOUTUS & W
/i
q,‘ﬁ/w@éﬂm ATA}
ﬁ?\ls“h néwWAooks
B o O
<Ld ) ) AR i
, W
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Get It Right: Website Platform Must Have’s

Simple content management (CMS)

Mobile-friendliness

Scalability and security

Highly individualized product recommendations and search tools
Convenient self-service tools

Makes experimentation easy

Leverage Al

Bonus: easy audience segmentation and dynamic content to deliver personalized content



Be Cautious of A
Website Provider
fo

Answer These
Questions!

WHEREOWARE

Questions To Ask Your
Website Service Partner

What are your developer specializations?

Are you a system implementor or do you provide
strategy and campaign services (email, SEO, PPC)?

Can you provide examples or references?

How do you handle scope- or budget-creep?
What other vendors do you work with?

Who will handle ongoing maintenance or issues?
What ongoing support do you offer?

What is your communication strategy?

37



Thank you!

Reach out to speak to a digital expert about improving your website.

CONTACT US FOLLOW US

14399 Penrose Pl #450, Chantilly, VA 20151 Facebook.com/whereoware

(703) 889-1211 Linkedin.com/company/whereoware
jharris@whereoware.com @whereoware

WHEREOWARE

JOE HARRIS
Chief Revenue Officer

33 OO
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