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There are known knowns

There are known unknowns

There are unknown unknowns

The world is an ambiguous place



Guess, Try, Measure, Embed, Learn

Measure

Guess

Try

Learn

Embed



• Don’t just throw a dart
• Acknowledge ambiguity
• Prepare to let go if it doesn’t work
• Extrapolate

Four approaches to inform your guesses….

Guess



How to guess about your website in the most profitable way
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But before we go into that - SPEED

• Speed
• Both users and Google have now become

a LOT more picky about speed

• Use this tool to assess your website
https://developers.google.com/speed/pages
peed/insights/

• Or screamingfrog.co.uk tool (makes it
easier to check the whole site)



My second biggest guess - DEVICES

• Does your website work on iMac,
laptop, tablet, mobile?

• Does it work WELL?

• Use this tool to check
https://www.google.com/webmaste
rs/tools/mobile-friendly/



Your customer’s anxieties

• Website

• Product



Your customer’s anxieties

• Website

• Product



Customer anxiety - Legitimacy

Non-delivery?
Credit card number stolen?
Hacked?



Customer anxiety - Legitimacy

• Information
sold or shared

• Spam
• Knock offs



Customer anxiety – shipping and hidden costs



Customer anxiety – Trust



Customer anxiety



Reviews



Customer anxiety - Product quality



Customer anxiety – Commitment to quality



Tell customers about your
shipping methods, include
photos

Tell customers about what
you do when it goes
wrong

Customer anxiety – will it arrive in once piece?



• Help your customers get the
right fit

Customer anxiety – Will it fit?

• Reassure them about what will
happen if they don’t



Price versus value

Call out all the features
Price match guarantee

Talk benefits AND loses
Wish-list

Customer anxiety – value for money?
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Guessing: Distraction

Guess
Try

Measure
Embed
Learn

4
Persuasion

1
Anxiety

3
Mindset

2
Distraction



• Avoid distractions

• Reduce friction

Audience:  Just make it easy



Does the user have enough information to make a decision?

• Descriptions
• Materials and dimensions
• Colours
• Images

Do I know enough?



Audience: Questions to ask..



Audience:  Chat options



• Reduce amount of information or link to it

• Pitch language 2 years lower

• Side topics or issues? Link or concertina

• What is the worst that could happen if you remove
each form field?

Is it Just too hard?



• Enlarge and highlight primary actions
• Explain
• Remove outgoing links
• Fade footers

What do I do when and where?



Culprits:
• Passwords
• Discount vouchers
• Sizes / measurements
• Out of stock products
• Credit card

Don’t distract me





• Form follows function

• Interesting not distracting

Style:



• Don’t include graphics just for the
sake of them

• Are the prices easy to see?
• Is the content readable?

Would you buy from this website?
Could you buy from this website?

My eyes, my eyes



Visual



Good or Bad ?



• Load time

• View, read, scroll time

• Form fields

• Hot-links

Conversely…

• Too rushed?

• Are there too many/not enough

pages

Speed
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Guess: Mindset



Free Gift
Wrapping
Free Gift
Wrapping

The
man
your
man
could
smell
like
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Guess: Persuasion



Persuasion



Overload
Shortcuts
Align with your
customer’s shortcuts

Persuasion

Reciprocity
Social Proof
Likeability
Consistency
Authority
Scarcity / Competition



We like to give to someone who has given us
something in the past

Reciprocation





Social proof

• Celebrity endorsement
• ‘People like me’
• Reviews



Reviews:

• Automated

• Moderated

• Authenticated



People like people who like them

People like people who are like
them (or who they want to be like)

Likeability



Commitment and Consistency





People have a habit of doing as they are told

Especially by an authority figure

What shows authority?

Authority



Being honest about your shortcomings lends
weight to descriptions of your abilities



Scarcity and competition

• Auctions

• Only 3 left

• Sale ends Thursday
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Questions?

You can download  a copy of this presentation
from eChic.com.au/convert


