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DESKTOP 
EXPERIENCE

“I want a fast and smooth experience” 

“I want to know where I am” 

“I want a clear taxonomy" 

“It should be easy to get around” 

“I want to easily refine a selection” 



MOBILE EXPERIENCE

“I hate to wait” 

“I need to find the information I need fast” 

“I want to quickly browse through all 
products in a category” 

“Don’t make me tap twice” 

“I don’t want surprises” 

“I’m limited in the capabilities of my phone” 



SEARCH

“I want a really good search” 

“I want to search for everything” 

“I want a personalised search” 

“I want my search history” 

“I want search suggestions"



PURCHASE

“I want my preferred payment method” 

“I want smooth payments" 

“I want fast shipping” 

“I want shipping to my door” 

“I want to track my item” 

“I want easy returns”



CONTENT

“I want to be inspired” 

“I want the brand experience” 

“I want staff recommendations” 

“I want to seamlessly jump between content 
and commerce” 

“I want social proof” 

“I want to contribute" 



CX RATING: CONTENT SCORE
• Is content and catalog well integrated?


• Can I search for all content?


• Can I shop from content area?


• Is content localised?


• Is it relevant?


• Is it personalised?


• Is it mobile optimised?


• Is it frequently updated?


• Is it SEO friendly?


• Does it drive traffic?


• Is it social friendly?


• Is it voice friendly?


• Is it trustworthy?


• Does it provide value?


• Does it drive engagement?


• Content parity?


• Are images searchable?


• Are videos searchable?


• Product Reviews + Q&A?


• …



CONTENT? COMMERCE?



“I’m just shopping”



“I’m managing content” “I’m merchandising”



EDITORIAL USER GENERATED



WHAT IS CONTENT GOOD FOR?
• Increased traffic 

• Content that matches organic 
search (text, images, video) 

• Relevant landing pages 

• Clearer differentiation 

• Richer user experience 

• Build relationships 

• Inspiration 

• Drive awareness & demand 

• Increased conversion 

• Extra product information  

• Curation & Social Proof 

• More sales 

• Up-Sell & Cross-Sell 

• Higher engagement 

• News, guides & tips 

• Feedback from customers 



FILIPPA K
• Polished Editorial Content


• Beautiful Videos


• Curated Social Integrations


• Carefully Closed Loops


• Deep & Relevant Product Stories









































ABSOLUT ART
• Rich Content Experience


• Focus on Videos


• Unique Product Photos


• Artist & Product Stories


• Carefully Closed Loops

































LA ROCHE-POSAY
• High Quality Images & Video


• Expert Advice


• Content-First Acquisition Strategy































HYLETE
• Heavy Use of Images & Video


• Strong Social Integrations


• Product Reviews + Q&A


• Selective Acquisition Strategy

































HELLY HANSEN
• Heavy Use of Content


• Product Reviews + Q&A















HELLY HANSEN

11% 45%
Order-To-
Review 

Increase in 
Revenue YOY

• Heavy Use of Content


• Product Reviews + Q&A RESULTS

48%
Increase in mobile 
visitors

68%
Increase in 
mobile orders
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