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Furniture Village replatform project
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Specsavers Help/FAQ re-design project
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Toyota card sorting exercise, using real customers
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Case study
Specsavers FAQ

User feedback was telling us
that Specsavers customers
were finding it very difficult to
use the online help & FAQ tools
available, this project set out to
improve the customer
experience in this area.

Using analytics tools and
customer surveys we could see
that customers were finding it
very difficult to find the
answers they were looking for,
often going back and forth
looking for a solution, we could
also see that there was no
onward journey for customers
who had a problem or enquiry,
which was common.

Specsavers

Hearing Centres | Eyecare at home

Specsavers

Women Men  Teens&kids  Contact

“It’s hard to find the
information | need”

Home

Help
! e “There are thousands of
e articles to go though,

that’s ridiculous”

2.53K sessions, 0 drop-offs 4.1K sessions, 1.54% drop-offs 2.29K sessions, 698 drop-offs 1.59K sessions, 457 droj

. /ask-the-optican

. FAQ Contact lenses
857313 4

2161 41K
1 (1] /asi-the-optician f

217

1 FAQ Contact lenses
T= 2847336

contact-le.. B-support
24196

stores
24172

1 \ - (+24 more pages)
\ 7211.06K

o



Specsavers
Case study -

Developing a solution

After conducting extensive customer
research (user panels, feedback
forms) and by using subject media
experts and consulting the scrum
team, | was able to collate a
comprehensive database of Help and
FAQ articles for all territories.

Contextual search algorithm
How can we help?

Logical taxonomy using
customer search data

Alternative journey
methods

User feedback loop

By using card sorting and tree
testing exercises, | was able to
produce a proposal for a simple and
usable taxonomy for end users.

Once the data was gathered and
sorted | set about creating a simple
and powerful user interface including
proposals for a powerful new search
feature and customer feedback loop.
In addition, contextually relevant
CTAs were added to aid customers wi | S || ]| e | o | e | R
in their onward journey.

Customer
Sorvices

Glasses Stores Eyotests Eye health Contact lenses Ordering

Contact
s Anercare



Specsavers
Case study -

The result

The deliverable was a highly usable and tested product, which provided a simple and
powerful user interface, relevant and helpful articles and a clear onward journey for
users with further needs.

Login | Expressre-order L) .

Find a store or request appointment Vv

Home > Help & FAQS

Help & frequently asked questions ‘ 0 clientdev.biglight.co.uk
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Case study
Engie website build

Engie is a multinational energy
company with revenues of nearly
€100 billion. Engie is already well
established B2B energy supplier
(the largest in the UK) and
therefore was interested in
developing a new B2C website to
supply energy to the public.

The project started by gathering
data from real energy customers
in Engie’s target market (via user
interviews) and mapping out the
typical user journeys - identifying
pain points and potential
opportunities with their existing
supplier.

This data allowed us to map out
a detailed service map,
describing a potential product.

Website

Joanne
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Case study
Developing a solution

In order to develop a robust solution, TR EEEEE <
| decided to first sketch out some | ’ -l LN

ideas based on the research data | | “ o

and then ask for expert review from . | 1\/‘0‘" Quote | Al
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=
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|
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147 L 485
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Case study
The result

The finished website was tested with users in the market looking for a new energy
supplier. Of 10 users tested, 8 wanted to sign up following the test, despite the

product not yet being available.

CNGIC

The caring
energy people

We can save you up to £200*
compared to other suppliers

Enter postcode Quick quote »

Why Engie?

Creat reasons to
choose Engie

R, Contact us & My Engie
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Engie in action
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