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eMysteryShopper Background

The competitive edge in Australia’s online market

eDigitalResearch, the leading online research agency in the UK, has been
undertaking ‘end-to-end’ eMysteryShopper surveys on e-retail websites for over 10
years. They have performed customer experience evaluations of hundreds of retall
websites over the years, and they have unequalled knowledge, expertise and
research data on what makes a successful e-commerce website.

Wallis Consulting Group (Wallis), in collaboration with eDigitalResearch, has
brought the eMysteryShopper concept to the Australian market, allowing Australian
online retailers the opportunity to measure and benchmark their performance
against established e-retailers in the UK, as well as comparing performance
against their competitors in Australia.

This unique eMysteryShopper service gives you an in-depth understanding of
usability, functionality, supporting logistics and customer service, through a panel
of paid, demographically profiled internet users.

Strengths, weaknesses, opportunities and threats re vealed...

Wallis eRetail Sample Benchmark Report Page 2 eDigital!!e?eag';:_h



Customer satisfaction across the customer journey

Customer Customer

Service Service
First Search - Search - Product Shopping Purchase Delivery Contact - Contact -
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Best and worst performance

across the customer journey
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Deals Direct was the top performer

overall in Australia

WISDirect)com.au @ 1800 332 548

Love a bargain® 24hr Live Cl
h

Best in class Shopping Basket;

* Simple to use, shopper friendly
* Includes picture and description of product

1800 332 548

100% secure shopping cant using Westaas Bank and Yerisign's
$8.

[ 2 = Extended Yalidation SSL Certificaty. You can pay by BPAY, PayPal, Visa, MasterCard & American Expre
- W Return Policy  Online Safety 0287295541
« Shows postage and handling costs e
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Easy to find what you are looking for; 4
e G R

» Both side and top navigation options
» Search bar easy to find

Easy to get help; Need 0B
- Very clear help centre, and live chat option was Q 1800 332 548 Help? y
opular among the shoppers 24hr Live Chat
Pop ng PPE! W epeere 1800 332 548
 Friendly, polite and professional telephone 02 5729 5541
Opel‘a'[OI‘S Awvailable Monday to Friday
Sam —5Spm AEST
24hr Live Chat
Help Centre

Wal l ] N cRetail Sample Benchmark Report Page 6 eDigitalResearch
For informed direction



eMysteryShopper vs. Lab usabillity

 We believe that the ‘usability’ of any live and currently functioning website should be
evaluated using the evaluator’'s own equipment and internet connection, mirroring real
online shopping situations as closely as possible. This is opposed to standard usability
testing in ‘laboratory’ conditions.

« The ‘end-to-end’ evaluation process used in eMysteryShopper has the following
advantages:

— Evaluators complete surveys when they want, across all times of the day and week with little
interference or influence from facilitators or fellow evaluators;

— Allows evaluators to provide feedback using their own familiar equipment;

— Gathers feedback on the actual product delivery process and associated customer service
support;

— Provides both qualitative and quantitative data that allows both pre- and post-site change
analysis;

— Allows for quantitative benchmarking versus main competitors;

— Allows benchmarking versus ‘best in breed’ in other areas of the internet.
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To find out more information...

For a more detailed report on the results of the survey specific to your
company, including recommended actions for improvement, please contact
Anne-Marie Gut at Wallis Consulting Group: amqgut@wallisgroup.com.au

www.wallisgroup.com.au

118 Balmain Street
Cremorne VIC 3121

Phone: (03) 9621 1066
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