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eMysteryShopper Background

� 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 retail
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

The competitive edge in Australia’s online market
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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...
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Overall score: end-to-end process 

League Table - Overall Score Score

UK Best-in-class (Figleaves)  91.1

UK Average  83.4

Deals Direct 81.1

OO.com.au 80.0

Big W 79.9

Australian Average 79.0
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Australian Average 79.0

Dick Smith 77.9

UK Lowest performer (e2save) 73.9

JB Hi-Fi 73.9

I found the website easy to 
navigate and help features 

easy to follow.  The customer 
service operator was friendly 

and professional.

This site is user-friendly, 
efficient and accurate, and 
delivery is fast and reliable. 
One can use the site with 

confidence. The email query 
response was also 

impressive.

Very confusing 
sometimes as there 

seems to be two sites 
operating and it keeps 
switching you between 
them, also the site is 
very busy, too much 
happening at once. 

Whilst yellow is JB Hi-Fi's signature 
colour it is a bit overwhelming, 
especially combined with the 

promotional images and oversized 
prices, that is a little confusing. The 
homepage feels a little cluttered and 

there is too much going on (it's hard to 
maintain focus). 



Deals Direct was the top performer 
overall in Australia

� Best in class Shopping Basket;
• Simple to use, shopper friendly

• Includes picture and description of product

• Shows postage and handling costs

• Stock availability information is shown when 
adding to the basket 

� Easy to find what you are looking for;
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� Easy to find what you are looking for;
• Both side and top navigation options

• Search bar easy to find

� Easy to get help;
• Very clear help centre, and live chat option was 

popular among the shoppers

• Friendly, polite and professional telephone 
operators



• 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

eMysteryShopper vs. Lab usability 
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– 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.



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: amgut@wallisgroup.com.au

www.wallisgroup.com.au

118 Balmain Street
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118 Balmain Street
Cremorne VIC 3121

Phone: (03) 9621 1066 


