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Customer 
expectations 
are changing
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80%
of customers say the 

experience a company 
provides is as important 

as its products and 
services

76%
of customers expect 

companies to 
understand their needs 

and expectations

67%
of customers are willing 
to pay more for a great 
customer experience

Source: Salesforce
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At Contentsquare, we made a bet:
Experience will be 
your brand
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Initially, there were web analytics tools 
to measure the online experience

Web analytics tools

What happened?
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Why & How
did it happen?

Digital experience analytics technology

We created a new category:
UX analytics to answer the “Why” & the “How”

Web analytics tools

What happened?
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Nice to have
Must have
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3 topics on your agenda for 2022

1. 
Privacy: 

The elephant 
in the room

2. 
Get data into 

everyone’s 
hands

3. 
In a sluggish 
world, speed 

is key



1. Privacy
The Elephant 
in the room
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Biggest GDPR fines so far
2020-2022

Amazon
€746m

Failing to get 
cookie consent

Whatsapp
€225m

Failure to 
explain 
legal basis

Google
€90m

Not easy to 
refuse cookies.

Facebook
€60m

Only option:
“accept 
cookies” 

Google
€60m

Not easy to 
refuse cookies 
(again).

Source: Tessian
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You will know less 
and less about 
your customers



© Contentsquare 2022

And that’s what 
they want, like it or 
not



It’s no longer about who they are,
but what they do and how 
they behave.
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Tuesday 19th - Black Friday pages go live



12% of 
users see 4 
list pages

12.5% exit 
directly 

Friday 22nd - Early analysis carried out

Less than 
24% get 

straight to 
PDP



13.5%
CVR per 
Click

Friday 22nd - Early analysis carried out

11.8%
CVR per 
Click



Tuesday 26th 
- Change is made

3 main categories were 
pulled out of the filters 
drop down and visible to 
click straight away



Click rate

CVR Per click

Time 
before 
first click

Friday 29th - Changes analysed 



Friday 29th - Changes analysed 

-17%
bounce

-20%
Exit

+30%
CVR





2. Get data into 
everyone’s hands
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48%
of employees defer to making 
decisions on gut-feeling over 
data-driven insight.
Source: Accenture
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People Processes

Organisation

IT

POPIT Model
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75%
Employees 
uncomfortable 
working with 
data.

1/3
Employees 
have taken at 
least one sick 
day due to 
data-induced 
stress.

5 days
Of productivity 
per employee 
per year lost 
due to lack of 
data.

Source: Accenture

People
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IT



© Contentsquare 2022

Our top 10 Contentsquare users

Brand Role

1 The Perfume Shop UX & Design

2 Sage Web Insights

3 Iceland CRO

4 Gant UX Researcher

5 H&M Digital Analyst

Brand Role

6 Lovehoney Online Trading

7 Pangaia Online Trading

8 Pandora Ecommerce 
Analytics

9 E-Luscious CRO

10 The White Company Digital Analyst

Source: Contentsquare 2022 - UK & Northern Europe

Organisation
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Our proud champions

43

Organisation



I’ll let you into a little 
secret…
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Get data into everyone’s hands

You can create a new data-driven culture, 

but you need to:

● Want it

● Empower your people

● Provide the tools

● Build the strategy

● Encourage change



3. In a sluggish 
world, speed is 
key



Google have 
normalised page speed 
and performance metrics

LCP, TBT, CLS
Largest Contentful Paint
Total Blocking Time
Cumulative Layout Shift
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Don’t make ‘em wait.

1.52
seconds
Source: ContentsquareSource: Contentsquare

1
second
delay in page 
load time

16%
decrease in 
customer 
satisfaction.

=

Source: GoogleSource: Aberdeen Group

1
second
delay in mobile 
page load

20%
Impact on 
conversion rate

=

average loading 
time by page on 
mobile

1.61
seconds

average loading 
time by page on 
desktop
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Don’t make ‘em wait.

32%
Increase in bounce rate 
probability as page 
loading time goes from 1 
second to 3 seconds

- Average Loading Time by Session and Device
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We identified issues with loading time on mobile causing 
LCP to be affected negatively.  

Largest Contentful Pain score was 
non-compliant! So we investigated 
further.
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Upon further investigation we found that a large image 
file was responsible.

1.2mb file size (6x reco.) 
leading to 2.6s loading 
time.
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The results…

Before

After

56%
reduction in loading time! (2.43 
seconds)

New



CX Circle 
Exclusive 
Announcement
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In a sluggish world, speed is key

You can create a new data-driven culture, 

but you need to:

● Get familiar with your LCPs, TBTs, CLSs

● Optimise your content

● Quantify what the impact of speed for your business
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Summary

1. 
Privacy: 

Prepare for a 
cookieless world

2. 
Get data into 

everyone’s hands:
POPIT

3. 
In a sluggish world, 

speed is key:
Quantify speed


