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. Assessing
website health

business
foresight

consumer
insight

Online Research Techniques

Online Online
Questions to Be Competitive Focus  Discussion
Answered Intelligence Group Board

"We believe our website
works - but how can we be
sure?"

How do our website KPIs
compare to others in our
industry?

Enhanced
Online Usability
Surveys Testing

satisfaction

. Diagnosing "Why are shoppers
why website abandoning their carts?
issues exist " .

How come users aren't
completing registration?"

. Assessing “Beyond usability, how
website well do our customers like
customer our site?”

“What impact does their
use have on their
impression of our brand?”

. Re-designing
a website

"Which look and feel do
our users prefer? And
why?"

. Developing a
brand-new site

"What will our customers
need from a website?"
"How can we best meet
those needs”

. Taking an
existing site to
the next level

"How can we delight our
users?" "What unmet
needs do they have?"
“How can we take
advantage of Web 2.0?”

. Launching in
a new market

"Will users in the new
market want the same
things?" "Will they use the
site in the same way?
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Online Focus Groups
8 to 10 patrticipants join an online focus group using real-time
chat in a private room. Images and video can be shown.

Good for: Initial or fast-moving product or concept
development.

Online Discussion Boards

3-day online discussion with 20 to 30 participants providing
daily feedback on moderator questions. A longer-term
dedicated online community can also be developed

Surveys and websites can be integrated. Images and video
can be shown and annotated by participants.

Good for: early-stage product development (especially high-
involvement purchases (e.g. travel, car), iterative concept
development or long-term product or communications
development.

Website Usability Studies

5 website users (per segment) are interviewed and recorded
while performing website tasks. Both behavioral insights and
measurable data are gathered.

Good for: improving immediate website conversion rates and
longer-term user loyalty.

Enhanced Online Surveys

Respondents are shown rich visuals (websites, flash or
video) and provided with more refined response tools (e.g.
interest dials, click-tracking, drag and drop, etc.)

Good for: Virtual shopping / virtual retail display; copy or
creative testing’ video advertising/film testing
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