REl.com

Analysis and Recommendations




Drive-By Analysis
Caveats

e This analysis is built on heuristics
alone, rather than interviews with users
and/or RElI

e “All one can do in a short time is to think
what one already knows and to do as
one has always done.” - Peter Drucker




REl.com goals

e Maximize Return on Investment (ROI)
by selling more often to customers

e Maximize ROI and build brand strength
by creating return users

e Build REI brand by working hand-in-
hand with other REI properties (virtual
and real)




Assumptions:
Shopping Modes

Known lte
he/she wants

Known Aspect:
aspects of what t

Just Browsing:
specific item

ows exactly what

Jser knows one or more
ney want

User is not aiming at a

Bounce User: Looking for another REI

company




Understand: Customers change
modes while shopping




Known ltem Flow




Home Page Affordances for
Known-ltem Shoppers
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“Where do | find
[item]?”

e Good: Simple search
(with included
instructions)

e Bad: Search is not as
findable as it could be

e \Wider, not in the
‘adspace’

e Bad: Category

Aicennanrno

Search REl.com

Enter a word or item # @ = Shuppln(j Cart

entains O tems) You Igg

REL.com
Home | Shop AllCategories | Shipping info

| Help | ContactUs | 1-800-426-4840

Hurry, Just 4 Days Left to Shop the Sale and Use Your Coupon!

Annlversary lMayﬁ -14

e S

FOR MEMBERS AN
THOSE JOINING TOL

Our Biggest Sale of the Year!
Score super savings on top-name clothing & gear.

w Provide coupon code
6ANNV at checkout
by 5/14/06.

*See coupon details
and exclusions.

Not a member yet?

Take advantage of ol
20% Off Member

Coupon—join REI toda

=

e

Save! 25% Off! 33% Off! $29.99!
Keens for the REI UL kpack REI Sub Kilo Black Diamor




Carabiners & Hardware Men's Climbing Clothing Black Diamond On Sale

Rope. Slings & Webbing Women's Climbing Clothing  Petzl Women's Gear
Harnesses & Helmets Rock Climbing Shoes Eive Ten Top Sellers
Climbing Protection Mountaineering & |ce Boots ~ Mammut Expert Advice
More Categories? All Climbing Footwear More Brands¥ Shop All Climbing

Category Page Affordances for
Known-ltem Shoppers
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“Am | on the right
trail?”

. L] Search REl.com ) Log out
e ry O O L] e a rC Enter a word or item # @ @ Shopping Cart
(contains O items) You are logged in.

REl.com | RELOUTLET.com  REl Adventures Stores & Fvents  Gift Registry

box still available B —

CLIMBING GEAR

SHOP BY CATEGORY  CLOTHING & FOOTWEAR SHOP BY BRAND MORE SHOPPING

Carabiners & Hardware Men's Climbing Clothing Black Diamond On Sale
Rope, Slings & Webbing Women's Climbing Clothing  Petzl Women's Gear
G - . Harnesses & Helmets Rock Climbing Shoes Eive Ten Top Sellers
. OO I S e Climbing Protection Mountaineering & Ice Boots ~ Mammut Expert Advice
- More Categories? All Climbing Footwear More Brands¥ Shop All Climbing

categories, brand

Anniversary May 5-14
s al e Don’t miss our biggest sale of the year!

<o Ty "
i |

il

Shop All Anniversary Sale
PrAna Climbing Clothin

e Bad: Emphasis on
Sale items when user
is not in ‘seducible
moment’

Shop All Anniversary Sale
Climbing Gear

TRIPS

ON SALE

Avalanche Basics ﬁ%ﬂ

Winter and spring mean avalanches in the backcountry. Sarin £INM ta EANA an salant




ltem Page Affordances for
Known-ltem Shoppers




“Do | want to buy
this?”

e Excellent: Page center

Search REl.com

Enter a ward or item # @ & Shopping Cart

IS dedicated to item

RElL.com

Home | Shop All Categories

Climbing > Protection > Camming Devices > Metalius Ultralight Range Finder Power Cams
Meatolius Ultralight Range Finder Power Cams

Price Range: §41.99 - $45.99 PLACE YOUR ORDER HERE

1. Color/Size Info:

e (Good: Extensive list of
product details

--Choose your Color/Size-- | C]

2. Choose quantity: 1

Save 5% when you buy 5 or more full-pri
prol*

Product Info: Metolius Ultralight Range Fin.
Cams

SZE 6 Click for larger view.

See specs below
Ultralight pro for free, alpine or aid rout:
versatile quad power cams feature Direc

e Not so good: A great
deal of page space is - |

[ - [— Technology™ for lightweight performanc

- 2y . ¥, « Direct Axle Technology allows g

e I ‘ a e O O e r SIZE 8 SZE 7 SFE 6 placement options in shallow, ne
. P bottoming rock features

Also makes tricky placements ez
5 ] better cam lobe visibility, espec

modes (category, == e |

guess work: Green Zone for go, Y

% o8 for caution or trade up sizes anc

bou nce) SEZE 2 SZE 1 for stop!
« U-shaped body provides greater
and better control during placern

Related Products

retraction

Nuaeahla flavible_ctainlass ctaal




Known Aspect Flow




(-

Home Page Affordances for
Known Aspect Shoppers




Home Page Affordances for Known Aspect Shoppers

“l want [category]”

e Good and Bad:
Multiple Categories

e Bad: Category
Dissonance

e User can not form a
reliable mental
model

e Bad: “Expert Advice”
buried

Search REl.com

Log out
= Shopping Cart
(contains O items) You are logg

e 3

Our Blggest Sale of the Year!
Score super savings on top-name clothing & gear.

SHOP THE SALE!

LI
by 5/14/06.

*See coupon details
and exclusions.

Not a member yet?
Take advantage of ol
20% Off Member
=7 Coupon—join REI toda
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OGNS UGS ISl D i g S g
Rope. Slings & Webbing Women's Climbing Clothing — Petzl Women's Gear
Harnesses & Helmets Rock Climbing Shoes Five Ten Top Sellers
Climbing Protection Mountaineering & Ice Boots  Mammut Expert Advice
More Categories? All Climbing Footwear More Brands? Shop All Climbing

Category Page Affordances for
Known Aspect Shoppers




“Is [item] in this
category!”

e Excellent: Extensive
subcategory lists

e Bad: Emphasis on
unrelated sales can, at
best, derail a category
search

e Expert advice is
visible, but not
emphasized

Search REl.com ) Log out
Enter a word or item # @ @& Shopping Cart

(contains O items) You are logged in.

REl.com

Home 1| Shop All Categories |

CLIMBING GEAR

SHOP BY CATEGORY  CLOTHING & FOOTWEAR SHOP BY BRAND MORE SHOPPING

Carabiners & Hardware Men's Climbing Clothing Black Diamond On Sale

Rope, Slings & Webbing Women's Climbing Clothing  Petzl Women's Gear
Harnesses & Helmets Rock Climbing Shoes Eive Ten Top Sellers
Climbing Protection Mountaineering & Ice Boots ~ Mammut Expert Advice
More Categories? All Climbing Footwear More Brands¥ Shop All Climbing

Anniversary May 5-14
le Don’t miss our biggest sale of the year!

Shop All Anniversary Sale 25% Off All Metolius Ultralight Shop All Anniversary Sale
Climbing Gear Camsl| PrAna Climbing Clothin
Y9 ety
Avalanche Basics "scrme wacations womamise
Winter and spring mean avalanches in the backcountry. Sarin £INM ta EANA an salant




ltem Page Affordances for
Known Aspect Shoppers




ltem Page Affordances for Known Aspect Shoppers

“Is this the right one?”

e (Good: Breadcrumbs
available in case item
IS incorrect

Search REl.com

Enter a ward or item # @ & Shopping Cart

(contains O items) You i

RElL.com REI-OUTLET.com REl Adventures Stores & Events

Gift Regist
Home | Shop AllCateories | Shippinginfo | Help | ContactUs |  1-800-426-4
Climbing > Prots

Meatolius Ultralight Range Finder Power Cams
Price Range: $41.99 - $45.99 |tcn

n > Camming Devices > Metolius Ultralight Range Finder Power Cams

PLACE YOUR ORDER HERE
1. Color/Size Info:
--Choose your Color/Size-- I+]

2. Choose quantity: 1

e Bad: No comparison
tools or ‘explore
similar’

Save 5% when you buy 5 or more full-pri;
prol*

Product Info: Metolius Ultralight Range Fin.

SZE 6 Click for larger view, Come
See specs below
Eroduct FRolosiclck toiaw) Ultralight pro for free, alpine or aid rout:
Available Colors: versatile quad power cams feature Direc
[ - [— Technology™ for lightweight performanc
. . 2y o] X « Direct Axle Technology allows g
. a O eX p e a V I ‘ e SIZE 8 SZE 7 SFE 6 placement options in shallow, ne
" bottoming rock features
i é:-ni N « Also makes tricky placements ez
b ] " better cam lobe visibility, espec
SIZE 5 SIZE 4 SIZE 3 smaller sizes
" « Mew Ranger Finder™ markings eli
- St guess work: Green Zone for go, Y
% o8 for caution or trade up sizes anc
SIZE 2 SEE 1 for stop!

U-shaped body provides greater
and better control during placern
Related Products retraction

I ! Dcabla flaibl il |

e Bad: No user ratings




Just Browsing Flow
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THOSE JOINING TODAY

120% OFF |

 ONE FULLFRICE

e _:, ¥ .o

SR e G

Our Biggest Sale of the Year!
Score super savings on top-name clothing & gear.

SHOP THE SALE! Provide coupon code
BANNV at checkout
by 5/14/06.

*See coupon details
and exclusions.

Mot a member yet?

Take advantage of our
20% Off Member

Coupon—ijoin REI today!

Home Page Affordances for
Just Browsing Shoppers




Home Page Affordances for Just Browsing Shoppers
' 9

“Hey, a sale!

Search REl.com Log out

Enter a word or item # @ = Shopping Cart
ou ar

(contains 0 items)

REL.com

e Good: Sale right up O
fl’ O n t Hurry, Just 4 Days Lsft to Shop the Sale and Use Your Coupon!

| Help | ContactUs | 1-800-426-4840

FOR MEMBERS AN

e e AR B

e (Good: Pictures and
short descriptions

Our Biggest Sale of the Year!
Score super savings on top-name clothing & gear.

SHOP THE SALE! Provide coupon code
BANNV at checkout
by 5/14/06.
*See coupon details
and exclusions.

Not a member yet?
Take advantage of ol
20% Off Member

Coupon—join REI toda

e Bad: No apparent
personalization

k.:ﬂj

Save! 25% Off! 33% Off! $29.99!
Keens for the REI UL kpack REI Sub Kilo Black Diamor




Larapiners & Haraware Men's Limoing LIotning Black Liamona un sale

Rope. Slings & Webbing Women's Climbing Clothing  Petz| Women's Gear
Harnesses & Helmets Rock Climbing Shoes Eive Ten Top Sellers
Climbing Protection Mountaineering & Ice Boots ~ Mammut Expert Advice
More Categoriesv All Climbing Footwear More Brandsv Shop All Climbing

May 5-14

Anniversary
s al e Don’t miss our biggest sale of the year!
[

Shop All Anniversary Sale 25% Off All Metolius Ultralight Shop All Anniversary Sale
Climbing Gear Camsl PrAna Climbing Clothing

Category Page Affordances for
Just Browsing Shoppers




Category Page Affordances for Just Browsing Shoppers

“Petzl? What’s a Petzl?”

e Good: Large sales
items

e Good: Categories
listed for transition to
category search

e Bad: Expert advice,
which can guide a
browser, is not
emphasized

Search REl.com

Log out
Enter a word or item # @ @& Shopping Cart

(contains O items) You are logged in.

REL.com | RELOUTLET.com  REl Adventures Stores & Events

Gift Registry

Home | ShopAlCategories | Shippinginfo | Help | ContactUs |  1-800-426-4840

CLIMBING GEAR

SHOP BY CATEGORY CLOTHING & FOOTWEAR
Carabiners & Hardware Men's Climbing Clothing

SHOP BY BRAND MORE SHOPPING
Black Diamond On Sale

Rope, Slings & Webbing Women's Climbing Clothing

Petzl

Women's Gear

Harnesses & Helmets Rock Climbing Shoes Eive Ten Top Sellers
Climbing Protection Mountaineering & Ice Boots ~ Mammut Expert Advice

More Categories? All Climbing Footwear

More Brands¥ Shop All Climbing

Anniversary May 5-14
al e Don’t miss our biggest sale of the year!

Shop All Anniversary Sale

-

1 |

ol
G

Shop All Anniversary Sale

Climbing Gear

PrAna Climbing Clothin

Avalanche Basics
Winter and spring mean avalanches in the backcountry.

TRIPS
ON SALE
P ety




Things that work well with this item:

Metolius Cam Maintenance Kit
‘ét $14.95

Other items like this:

=, Metolius Ultralight Range Finder
", TCU Cams $36.99

You might also like...

Metolius Super Chalk-0-Lot Chalk
Sock $4.00

Metolius Grip Saver Plus $17.95

Black Diamond Half Dome Helmet
$44.99

Edelweiss Axis 10.3mm x 60m D
Rope $109.99

ltem Page Affordances for
Just Browsing Shoppers




“What else you got?”

e Good: “You might also
like...”

e Bad: Expert advise is
at bottom of page

e (Good: At this point,
browsers are likely
direct searchers, so
any distractive
affordance should be
minimized to turn a

SIZE B szE 7 SIZE &
L & Ot
& L )
SIZE 5 SIZE & SIZE 3
= s
& #

SIZE 2 SIZE 1

Related Products

Things that work well with this item:

Metolius Cam Maintenance Kit
-C.t $14.95

Other items like this:

S Metolius Ultralight Range Finder
TCU Cams $36.99

You might also like...
Metolius Super Chalk-O-Lot Chalk
Sock $4.00

Metolius Grip Saver Plus $17.95

Black Diamond Half Dome Helmet

$44.99

Edelweiss Axis 10.3mm x 60m Dry
Rope $109.99

Afetoliias

View all Metolius products

X A

Useful Links

* Shipping Charges * Contact Us
# Delivery Date Finder # Sizing Info
* Ordering Help/FAQs ~ » 100% Guarantee

placement options in shallow, ne
bottoming rock features

Also makes tricky placements e:
better cam lobe visibility, espec
smaller sizes

New Ranger Finder™ markings eli
guess work: Green Zone for go, Y
for caution or trade up sizes anc
for stop!

U-shaped body provides greater
and better control during placen
retraction

Durable, flexible, stainless-steel

with long-wearing trigger slides

lightweight, strong and allow ea
Split-wire triggers with knurled t
allow you to use one, two or thr
even gloved hands

Features four wide CNC machine:
super-durable 7075-T6 aluminum
Machined cam stops and radiuse
increase cam durability and hold
optimized cam angle applies mao
force

Lightweight Dyneema nylon sling
coded for quick, easy identificat
bulky than standard nylon slings
*Discount will be applied when y
out. Offer not valid for sale-price
ending in§._3or$._9

.

Individual specifications listed b
/ range / strength / weight / co
Size 00 / 8.5-14.0mm / 6.35kN
Size 0 / 10.0-15.5mm / 6.35kN
purple
Size 1 /12.5-19.5mm / 8.16kN
Size 2 / 15.5-24.5mm / 12kN /
Size 3 / 18.5-29.0mm / 12kN /
orange
Size 4 / 23.5-35.5mm / 12kN /
Size 5 / 28.0-41.5mm / 12kN /
Size 6 / 32.5-50.0mm / 12kN /
Size 7 / 40.0-61.0mm / 12kN /
blue
« Size 8 / 48.5-74.0mm / 12kN /
purple

. Made in USA.




Bounce Flow




Home Page Affordances for
Bounce User
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“Where’s the nearest
store?”’

Search REl.com

Enter a word or item # @ = Shuppln(j Cart

entains O tems) You Igg

e Good: Affiliated
companies are right T
up top

Annlversary lMayﬁ -14

e S

| Help | ContactUs | 1-800-426-4840

FOR MEMBERS AN
THOSE JOINING TOL

Our Biggest Sale of the Year!
Score super savings on top-name clothing & gear.

e |s this the largest or
most important
audience?

w Provide coupon code
6ANNV at checkout
by 5/14/06.

*See coupon details
and exclusions.

Not a member yet?

Take advantage of ol
20% Off Member

Coupon—join REI toda

e Bad: ‘Find a Store’

=
e
L]
I I ke I l I e ed Save! 25% Off! 33% Off! $29.99!
Keens for the REI UL kpack REI Sub Kilo Black Diamor




Category Page Affordances for
Bounce User




“Where can | climb after
| set my gear?”

Search REl.com Log out

[

L . N N :
O O [] O u Ce I S Enter a word or item # @ @ Shopping Cart
You are logged in.

(contains O items)

REl.com

stay in place —

CLIMBING GEAR

SHOP BY CATEGORY CLOTHING & FOOTWEAR SHOP BY BRAND MORE SHOPPING
Carabiners & Hardware Men's Climbing Clothing Black Diamond On Sale

Rope, Slings & Webbing Women's Climbing Clothing  Petzl Women's Gear
Harnesses & Helmets Rock Climbing Shoes Eive Ten Top Sellers

diversions to keep "SALE e imosaee
uUSers on rei.com gl '

K

e
vl

i

Shop All Anniversary Sale
PrAna Climbing Clothin

e Bad: Strategically, the
emphasis on bounce
links is misplaced

Shop All Anniversary Sale

Climbing Gear

TRIPS

ON SALE

Avalanche Basics ﬁ%ﬂ

Winter and spring mean avalanches in the backcountry. Sarin £INM ta EANA an salant




Very Preliminary
Conclusions

e Known Item users are very well served

e Search and categories take care of
their needs

e Known Aspect users are less well served

e \Would benefit from better category
organization

e \Would benefit from Expert Advice




Very Preliminary
Conclusions

Browse Shoppers are well served on the
home page

Browse Shoppers are over served on the
category pages

Browse Shoppers could use more ‘similar
items’ on detail pages

Bounce users are over served with the
navigation bar at top on every page




Very Preliminary
Conclusions

No apparent personalization or any other

No ‘Find Store Near You’ on the home
page

Expert advice can be better utilized to
serve the category and browse users

Personal Observation: Branding is not as
strong as it should be on the website




VVhat can we steal
learn from
competitors?




Competitor

Coleman

e “Let's Go Outside” is a s == ==r
great tagline and intro The Oulonr Comperii
to shopping |

we're determined to share it wi

e Big, enthusiast photo

¢ One third of screen &
dedicated to outdoor
advice, which in turn is e w!
tied to prOdUCtS ‘5:‘;‘::?@ |

mmmmmmm




Competitor

Campmor

I ! ! Weleome Camper! You are not logged in.

‘.c M home | gift registry | shipping information | customer service | 1

e Simple Category
Headers and many
subcategory words
(assists in identifying
correct category)

FANS CLOTHING & MORE

T0 HELP YOU CARRY THE

o B|g, t|me|y phOtOS 3 y srurrunsml :




Competitor

L.L. Bean

e Customer Service
right up top

e Expert feature story is
prominent on home

page

e Browsing is supported
on home page, but all
other modes are
emphasized on sub
pages

Explore the Outdoors Customer Service

Apparel
el

r Living

.BEAN

]

IVICES

ske
7 the right kayak -

r = starting at only $299,
ed =~ (F)Get out on the water cling Ge:
e Swimwear Guide Shop
History
Summer 2006 L.L.Bean PaddleSports
N Catalog - Free Festival
I —= Discover favorite Join us in Freeport, ME,
¥ summer styles ar Annapalis, MD, for a
nation % with great new weekend of lessons,
s E updates. demos and great deals.

Rippleffect's Youth
Leadership Expedition




Final Recommendations




Final Recommendations

e Make Search more visible

e Avoid rectangles that can be mistaken
for an advertisement

® Move search across design grid line

e Nielsen says 27 character width for
search boxes tested best




Final Recommendations

e QOrganize categories - eliminate those
that do not qualify as categories (e.g.
Novara Bikes, REIl Brand Gear)

e |[f a subcategory is broken out, separate
it from the category nav (e.g. Snow
Sports)

¢ Eliminate non-shopping categories on
all pages other than the home page




Final Recommendations

e Minimize sales boxes on subpages.
Eliminate them entirely on item pages
unless they pertain to the item viewed

e Change external links at top to badges on
the home page

e No need to include them on pages
below categories, but can be useful on
Shopping Cart pages




Final Recommendations

e Emphasize Expert Advice

e This will assist both Category and
Browse shoppers

e Make it more of an enthusiast site,
which will bring back users

e As a corollary, institute personalization

e This will allow targeted Browse

recommendations that will increase
sales




Long Term
Recommendations

e Consider moving categories across the
top rather than the side

e Side nav can be dedicated to transitory
nav for bounce and browse users

e Redesign page so that page is
semantically understandable so it can be
displayed outside REl.com

e Build item page elements based on the
idea they will be used elsewhere




