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Welcome
Before we get started

1. Today’s webinar is scheduled to last 1 hour including Q&A

2. Closed Captions are available on the desktop and mobile 

Zoom app (click the CC button)

3. This webinar is being recorded and will be available on the 

website alongside additional resources within 7 days

4. Say hello in the chat (select “Everyone” from the dropdown) 

and ask questions using the Q+A button. You can also use 

the reaction buttons! 😲🎉😊
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• Understand the stages in a typical customer journey 

• Identify the key customer needs on each page of 

your site

• Learn how your website compares to best practice 

and identify opportunities for improvement

The aim of this webinar is:
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Revenue!

Visitors

Shop
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Customer Journey

Traffic

E.g. 20,000 visitors 

in a month

Conversion 

Rate

3% make a purchase

Average 

Order Value

On average they 

spend £25 each

££ Online 

Revenue ££

£15,000 revenue in a 

month
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Browse

Look at 

things

Price tags Ask a 

question

Find related 

items

I know 

where I am 

& what 

happens 

next

CERTAINTY

Tate Britain
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Arrive

Browse

Consider

Convert

Deliver

Could be any page!

Search box, nav menu, category 
pages, homepage

Product page,  Delivery & Returns info

Product page,  basket, checkout

Emails, parcel arrives!
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A = Arrive = let me in!

What to 

audit?

• Human accessibility

• Device accessibility

• Link from homepage to shop

• Page speed
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Checking page speed
• Why do it? To improve conversion rate!

• Use free tools such as:

- PageSpeedInsights

- GTMetrix

- Pingdom 

• Identify:

- large images

- script errors
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Device accessibility

Google Mobile-friendly check PageSpeedInsights

• How device friendly is your website?
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Link from Homepage to Shop



Internal Use
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Human accessibility

• Avoid moving, flashing images

• Colour contrast

- WebAIM – check specific colour pairs

- a11y – check whole webpages

• Screenreaders

- ensure you use alt text

for images
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B = Browse = help me find stuff!

What to 

audit?

• Stock availability

= Looking for something specific

= Looking for inspiration

Show me great products!

• Search function

• Navigation menu

• Banners

• Category page
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Search Function
• Clear, prominent design of search 

box

• Test it yourself – do you get 

sensible results back?

• Use Search query data 

- What are most common 

queries? Check weekly if 

possible – it will be seasonal! 

• Check for queries with ‘no results 

found’ - setup manual links
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Navigation Menus

• Clear, prominent design of navigation menu

• Shopper-friendly categories 

- what is audience looking for?

• Highlight seasonal / topical categories

• Is it possible to reach all of my products?
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Banners

• Are important on the main Shop landing page

• Provide visual routes to groups of products 

• Can be seasonal and frequently changed 



Internal Use



Internal Use



Digital Culture Network

Category Pages

• Minimum 3 - 4 products

• Illustrative, appealing images & names

• Clear prices

• (SEO text – can help customers too!)

• Sort options – By Price, bestselling etc.

• Display bestselling items first

Objective of page 

= get user to click 

on a product
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C = Consider = convince me!

What to 

audit?

• Product Page 

• Delivery & Returns Info

Removing doubts and 

uncertainty!

A double act….
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Delivery & Returns

• Make it quick and easy to find out how 

much delivery will cost & how long it 

will take

• Highlight how much you have to 

spend to get ‘free delivery’

• Clearly state your Returns policy
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Link from footer!
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Have you forgotten 

about piglet?
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C = Convert = help me checkout!

What to 

audit?

• The route from product page to order placed

PRODUCT PAGE

BASKET

CHECKOUT

ORDER PLACED
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PRODUCT PAGE

BASKET

• Clear CTA on Product Page

• Confirm item added to Basket

• Clear access to Basket sitewide
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BASKET

CHECKOUT

• Show payment options

• Clear total

• Clear CTA – Checkout Now

• Consider cross-sales

• Consider additional conversion message
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CHECKOUT

ORDER PLACED

• Ask for as little info as possible

PRINCIPLES

MISSION

• Get Shipping Information

• Get Payment Information

• Remove distractions

• Check error messages

• Show stage in checkout

• Clear CTA buttons
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D = Deliver = don’t disappoint!

What to 

audit?

• Order confirmation page & email

There is LOTS of 

interaction 

AFTER order is 

placed!

• Dispatch email

• The parcel itself!

- packaging

- packing note
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Post-purchase 

Interactions

• Give clear record of order details

• Set expectations on

- order dispatch

- order delivery times

- email communications

• Signpost ‘help’ / customer service

• Communicate personality and brand – to 

create a memorable, positive experience.

• …. to support future return purchases!
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Arrive

Browse

Consider

Convert

Deliver

A

B

C

C

D
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digitalnetwork@artscouncil.org.uk 

digitalculturenetwork.org.uk

Join the conversation

@ace_dcn

#digitalculturenetwork

Get in touch

Send us an email

digitalnetwork@artscouncil.org.uk

Join the mailing list

digitalculturenetwork.org.uk

Join the conversation

@ace_dcn

#DigitalCultureNetwork

mailto:digitalnetwork@artscouncil.org.uk
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