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WOMEN'S FASHION
ONLINE CHECKOUT
USABILITY REPORT

How are Australian women's fashion
online retailers optimising their
checkout pages and processes for
more conversions?




CHECKOUT USABILITY INDUSTRY REPORT

This report offers best practice advice about how your ecommerce site can reduce checkout abandonment
rates. The list of core elements is intended to serve as a good practice framework for you to build from
depending on your unique business and audience needs.

Set out across seven sections, this practical information will help guide you on which checkout page
elements are needed to increase transactional conversion rates of your ecommerce site.

In this report, we've evaluated real-life examples of women's fashion online retailers in Australia to examine

how these sites are providing their shoppers what they need to make an informed. confident purchase
decision.

The WOMEN'S FASHION ONLINE RETAILERS are:

SABA  sussam

JEANSWEST

=1
WANESIRIIAAE  SPORTSCRAFT -

W birdsnest portrmans == bt i




REPORT METHODOLOGY

Conversion Experience Scoring (CXS) is a methodology
developed by FIRST to provide a relative measure of the onsite
customer experience. CXS is a percentage based indication of
how well a company utilises conversion best practices on its
website's checkout pages.

FIRST went through the checkout process of each site to find
out how easy or hard it is to complete the process used by
the online retailers.

We evaluated the websites on the basis of the importance of
each element in assisting online conversions and the presence
of each element in the website's checkout pages. We then
ranked the websites alongside their competitors based on the
scores. We also ranked the different sections to find out

which sections of the checkout process websites are strong
and weak at.

The overall scoring shows the opportunity size the company
has to address on conversion issues, to engage more visitors
and ultimately increase the number of leads and sales.






REPORT FINDINGS

Rankings

« Just Jeans took the lead in having most of the conversion elements on its
checkout pages compared to the other retall sites. It was closely followed
by Portmans. Lagging behind were the rest of the sites with CXS scores of
less than 70%.

» All sites had most of the elements in the Login and guest checkout pages
present. However, they did poorly in how their pages were designed as well
as their shopping cart pages with scores below 60%.




Online Retailer CXS Rankings

Just Jeans is leading in terms of checkout usability,
scoring 74%. It is closely followed by Portmans with a
CXS score of 73%.

100% - The rest of the women'’s fashion online retailers have

scores below 70%.
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Checkout Page Element Section Score Rankings

In order to identify which section the selected online retailers is strong at, FIRST gave a score (Element
Section Score) for each secftion based on its presence on the website’'s checkout pages.

The strongest element section was the Login and guest checkout
page which scored 95%. Almost all women’s fashion online

: Login and guest
\ checkout page

[ P ———

Payment page Forms Confirmation page  Shopping cart page  Billing and shipping Design

page -

retailers did poorly in how their checkout pages were designed
and optimised (39%) by not including critical elements such as
the fast page loading time and mobile/ tablet compatibility.
100% . it
|l 1 Most of them lack the critical conversion elements in the other
90%: 1 : checkout pages with most section scores falling below 70%.
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REPORT FINDINGS

Design

+ Only Portmans, Just Jeans and Witchery removed their main navigation bar and
footer from all the checkout pages. These sites included relevant information
and links such as customer service information, privacy policy and delivery and
returns policy. You can easily get your customers through the purchase if you
minimise distractions on your checkout pages.

* 4 out of 10 sites did not have a clearly defined progress indicator. There was still
room for improvement in making the process more clear and appear simple.
This can include a step or state change to highlight which step of the checkout
process customers are currently in. You can include a change state on rollover or
highlight the breadcrumb trail.

« Only 5 out of 10 sites were mobile and tablet responsive. With more online
purchases coming from smart phones and tablets, it's more important than ever
that your site uses responsive design practices that help your customers
complete their purchase faster and with less tedious scrolling.

» None of the sites had fast page loading time, Loading time is a major factor to
cart abandonment. Online customers today are increasingly becoming more
demanding and less patient and would not think twice about leaving your site
and head to your competitor to make the purchase if you make them wait a few
seconds longer,

s




REPORT FINDINGS

Forms

« All of the sites had simple forms that only asked the necessary
information.

* Most of the sites had auto-complete suggestions. This made it easier and
faster to complete the forms.

+ Only Portmans and Just Jeans provided form field
descriptions and input examples. Clearly explaining why information is
needed will help your customers feel more comfortable providing it and
reducing the chances of them abandoning the purchase.

« All of the sites provide visual indication of errors or missing fields.
Although all of the sites prompted customers for valid inputs, there was
still room for improvement to make the customer experience better.
You can try using examples together with the error message or clearly
communicating error messaging as soon as the error was detected or
suggesting steps to correct it.




REPORT FINDINGS

Shopping cart page

« Only 6 out of 10 sites provided customers an option to save items to their wishlists
to purchase at a later time. You can prevent customers from completely
abandoning their shopping carts by offering this handy option to hold on to their
items without having them in the shopping cart or being removed from the
checkout process just to register.

+ The shopping cart should clearly display availability information. This should have
already been displayed on the product page, but must also be shown in the
shopping cart page so customers have another chance to check if the item will
be delayed. If there are chances that the item will not be shipped immediately or
within 24 hours, inform the customers in the shopping cart page as well as in the
shipping or delivery page of the checkout process.

+ Only Portmans and Just Jeans didn't offer free shipping. The rest of the sites
offered free shipping either on all orders within Australia or for orders over a
certain spend amount. These sites displayed this prominently on their checkout
pages. The mention of free shipping provides customers an incentive to add
more items to their cart. Apart from placing this offer in a consistent area on each
page, you can also highlight the potential savings for your customer. Make this
messaging as direct as possible. Do the math for your customers and tell them
exactly how much more they need to spend.

+ Only General Pants didn't provide information on shipping methods. The
checkout process is not just about getting information from your customers, it's
also about giving information to them, It is important to inform customers of
shipping options and how long each option would take. Some may want in-store
pickup or have preferences when it comes to the shipping company.




REPORT FINDINGS

Shopping cart page

« Only Portmans and Just Jeans cross-sold other products on this page. Upselling
or cross selling when done right helps customers find more value than what they
were expecting. Make sure to recommend products that are relevant to your
customers based on their purchase behaviour and other key customer data.

» Only Witchery. Birdsnest, Sportscraft, Jeanswest and Saba included the original v
prices for sale items. None of the retail sites indicated how much the customer f
saved. Even if your customers already know that they're purchasing something on
sale, reminding them of their savings can reassure them that they are getting a
good deal from you and prevent them from thinking twice about completing the
purchase. [ e

» Only Witchery included a CTA to continue shopping from the the checkout page.
With the other retail sites, once you've selected checkout from the product page
you are directed to the shopping cart page and are unable to continue shopping
from this page and from other pages in the checkout process. The 'Continue
shopping' CTA must be available for your customers to easily return to product
information after adding items to their cart instead of taking them out of the
checkout process and forcing them to go to other pages or use site navigation.

« None of them have live chat. An online chat system can provide your customers
immediate access to help during the checkout process. By having questions or
issues immediately addressed eliminate chances of your customers bouncing
away from your site and ensure that full shopping carts make it through check
out.




REPORT FINDINGS

Login and guest checkout page

« All retail sites made it easy for existing customers to login or new
customers to sign up.

+ Only Ceneral Pants asked for the full name and email address from guest
customers. They didn’t indicate the purpose nor benefits for giving the
information.

* |t is best to briefly summarise the benefits of registering or giving personal
information such the name and email address at the beginning of the
checkout process. Point out benefits such as easy order tracking, easy re-
orders or quicker checkout next time.

« Only Sportscraft, Jeanswest, Saba and Sussan had loyalty programs for their
customers. Being part of a club or having exclusive membership is a great
way to grow customer relationships.




REPORT FINDINGS

Payment page

« General Pants, Sportscraft, Jeanswest and Saba didn't display security
seals or trustmarks. Let your customers know that your site is a secure
and trusted place to carry out financial transactions and provide
personal information.

« All retail sites provided different payment options.




REPORT FINDINGS

Confirmation page

« Only Birdsnest didn't display the order confirmation number on this
page. Customers want to verify that the order was submitted successfully.
Providing the order confirmation number can help customers track their orders
and have it on hand when they need to contact customer service.

« Only Just Jeans, Sportscraft. Saba and Portmans allowed customers to easily print
a PDF version of the page or the receipt. Even if your customers will receive a
confirmation email. make sure that your order confirmation pages have links to a
printable version or the page itself is printable. This is another way to give good
customer service by making it easy for your customers to have all the necessary
information they need without having to take extra steps.

Confirmation email

« All of the retail sites sent an order confirmation shortly after the transaction.
Customers would appreciate receiving all the important information about their
purchase and knowing that the items are on the way.

+ Only Just Jeans and Portmans cross-sold products in their emails. Cross-selling or
making product recommendations in the order confirmation email may be a
better strategy for your repeat customers as opposed to new ones, Alternatively,
you can ask your new customers to connect with you via social media.

+ Only Birdsnest, Sportscraft. Saba and Sussan didn’t include links to their social
media accounts. Tapping into your customer's excitement about the purchase
and asking them to share that purchase experience in their social networks is a
great way to get free exposure and provide social proof for your brand. You can
extend the relationship with your customers by asking them to follow you on
social media.

« Only Witchery. Sportscraft. Saba, Sussan and Sportsgirl included the estimated
arrival date in their emails.




REPORT FINDINGS

Other findings

« In the billing pages of Just Jeans and Portmans, a green check mark appeared beside the
form fields once the correct information was inputted.

« Just Jeans and Portmans provided the reason for getting the email address and phone
number through the information link displayed beside the form fields.

« The CTA copies that Just Jeans and Portmans used clearly specified the next step in the
process (e.g. 'Continue to deliver options') instead of the generic ‘Submit’ or ‘Continue’
CTA copy.

« Just Jeans, Portmans, Birdsnest offered gift options and provided customers the option to
wrap the item and include a personalised note.

* There were a lot of information in the form of text, images and icons in Birdsnest's
checkout pages which made it appear cluttered and quite difficult to navigate through.

« Birdsnest had a pop up notification that appeared telling you which fields needed
information or correction.

« Birdsnest had a pop up notification once you've selected an item for checkout. This told
you that you've made a great choice with your item and allowed you to continue
shopping or checkout. You were also given the option to make a note of why you picked
the item by selecting from a drop-down box of options. More information could be
added in the text box below this.

« Birdsnest and Saba sent an abandoned cart email reminder with links back to the
checkout page.

« Jeanswest had an abandoned cart item pop up notification that appeared after a few
minutes of inactivity to remind customers to checkout. They asked for the email address
so they can send a reminder or the cart items to easily checkout at a later time,




Just Jeans checkout Process Review

1. Shopping cart page
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2.Login and guest checkout page
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Shopping cart page

AYou can enter the promotion code in the shopping cart
page.

AYou can easily update, delete and save items for later
purchase from this page.

AFor sale items, the original price and amount saved
were not shown.

AThe delivery method and estimated delivery date were
prominently displayed.

AThey cross -sold related products and displayed their
best seller items.

AThere was no call -to-action (CTA) button that allowed

you to continue shopping from the page.

Login and guest checkout page

AYou can easily check out as a guest.

AThey removed the header, main navigation and footer
from this page.




Just JeansS checkout Process Review

3.Billing page
Ba

a Billing page

O AThey used a simple form that only asked the necessary
R o information.

AThey gave form field descriptions and input examples.
AThey had visual indication of errors or missing fields.

— AA green check mark appeared beside the form fields
once the correct information was inputted.

AThey provided the reason for getting the email address
and phone number through the information link
displayed beside the form fields.

AThe CTA copy clearly specified the next step in the
process instead of the generic ‘Submit” or ‘Continue’ CTA

4. Delivery page copy.

Delivery page
[rrp— | s ]
e

AThe billing address was automatically selected as the
shipping or delivery address.

AThey provided two delivery options and displayed the
= estimated delivery dates and costs for each option.

: AThey also provided an option for you to order the item
~a as a gift and create your custom message (apart from
[ e ] hiding the price on the printed receipt).




Just JeansS checkout Process Review

5.Payment page
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Payment page

AThey offered multiple payment options.
AThe payment security seal was shown.

AThey provided helpful form field descriptions and input
examples.

Confirmation page

AThe order number was shown on this page.

AThe estimated delivery dates were prominently
displayed. Aside from indicating the number of days, they
also included the estimated calendar dates the item
would arrive.

AThey included information on what will happen next
from this page.

AYou can create an account and have the option to sign
up to get email updates.

AA summary of the order appeared on this page.

AYou can return to the homepage and print a copy of
your receipt from this page.

AoOther product recommendations were displayed at the
bottom of the page.



Just Jeans checkout Process Review

7. Confirmation email

Confirmation email

AA confirmation email was sent shortly after completing
the transaction.

AThe order number together with other details were
included in the email.

AThey included one product recommendation in the
email with an anchor text that links back to their site.

AThey also provided tracking information in the email.
AAside from the navigation links on the email header,

they included image links at the bottom of the email
which links to different product categories on their site.

Additional observation

AThey removed the header, navigation and footer from
the checkout pages (excluding the shopping cart

page) and included only relevant information such as
their customer service details and their value proposition
which included easy returns and exchanges, security
guarantee and multiple payment options.



