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How important is the bt '
voice of the customer?



Your brand is
no longer yours

A brand is no
longer what we tell
the consumer it is.
It is what
consumers tell
each other it is.

Scott Cook, Co-founder
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From products with content - to content with products

o o o

) ) Top items in
Ratings & Reviews ‘women’s shoes’

Fast sneakers

4.4 (1.2

Fast sneakers LA B 8 & Fly flip flops L R 8 Pump-it-ups R A B 8
Great for road running!
Twila * 4 days ago
My routine is to run 6 miles every day, and
these have held up for almost a year now.
R _f v & 2 Great stability, cushion, and ventilation.
Very good shoes! Amazing product

@ First race of the new year!

| would definitely recommend these shoes I'm really glad | bought these as usually |

to anyone who is looking to buy stylish and
comfy shoes. The value for the money is also
good because they last a long time and can
be wiped clean easily if they get dirty.

Reviewed by Fiona 6 hours ago

Confidential and Proprietary. © 2021 Bazaarvoice, Inc.

don'tbuy the suede shoes but theseare truly
for me. | think these are good for all occasions
and go with nearly anything. | recommend
these trainers to everyone! LOVE IT!

Reviewed by Teda 2 weeks ago

bazaarvoice



Inspiration from Social brings value

g L8 8 & ¥
1 5 0 o/ + p / ‘ Such a versatile
0 i sweatshirt
K Conversion lift -G

I 19%*

Average order value

) 250%+

Time on site

14 Confidential and Proprietary. © 2021 Bazaarvoice, Inc. bqZGCII"VOIce






Search  Account Saved Basket

LG OLED48CI4LB 48 Inch OLED
4K Ultra HD HDR Smart TV

Item Number: RPXQU

£999.00£849.15

Pick your Very Protect - Repair Insurance

sav £149.8¢
Basket Total: £849.15

a CHECKOUT SECURELY

O Save items for Later
A\ e— /

A - No First Order
Discount in basket for
new customers

@ very.co.uk

e v «?

Menu Soarch Account Saved Basket

Basket Total

-~ (]
Up to 30% off!

Apply for Very Pay today and get up to
30% off your first credit order. Exclusions
apply.

Representative 39.9% APR variable.

Learn more and get offer code

LG OLED55CX5LB 55 Inch
OLED, 4K Ultra HD, HDR, Smart
v

Iltem Number: RM77L
colour: SILVI
¢ ity

B - First Order Discount
banner in basket for new
customers

Encouraging new
customer recruitment

Challenge
How might we encourage new
customers to open an account and
place their first order VeryPay?

Outcome - WINNER
We observed a +4% increase in
new customers using VeryPay on
mobile and a +7.6% increase in
new customers using VeryPay on
desktop.
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Encouraging new

( w K “ﬁ customer recruitment
1o o= — N::‘K

Your basket total is: £69.00 (24)

Challenge

snfmogser How might we increase the number

Now customer detall of customers who progress to

account registration complete
without dropping out.

Sign In / Register
New customer details

Name

Title v

First name ] Last name

First name Last name

Date of birth

Date of birth Your date of birth is used to keep your account

secure.

oo _v|fuwom  ~|[wr -] Outcome - INCONCLUSIVE

No impact in registration

e prone number completion for the group who who
[ emotadrss saw the basket message versus the
e crss . group who did no see it.

Password Must have between 8 and 40 characters
Must have at least one lower case letter
SU— Must have at least one upper case letter
[ o o
A - No mini-basket B - Mini-basket

included within the included within the e
Registration flow registration flow ‘

Your date of birth is used to keep your account
secure.

Day W Month W Year W

Contact

Mobile phone number

THE
VERY
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13:04 56 @87
avery.co.uk
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Menu Search  Account Saved Basket

O Save for Later < Share

Product description

Item number: QQ39W
V By Very Essential 2 Pack Essential Tee

We're a proud member of the Better Cotton
Initiative. By buying cotton products from us,
you're supporting more sustainable cotton
farming. Learn more at
bettercotton.org/massbalance

Size & Fit

* True to size - order your usual size

* Relaxed fit is ready for casual days

® Model is 5'9.5" and a standard UK size 8
Details

® 2 Pack Essential Crew Neck T-Shirts from V by
Very

* Black/White

® Each pack contains: 1x black &1 x white tee

* Made from soft cotton jersey

® Short tee sleeves
® Classic crew neck

® Fulllength
Material
0 Material Comiemmtosimeems

A - Fixed add to basket
button

&very.co.uk

= Q e w wl

Menu Search  Account Saved Basket

® True to size - order your usual size

* Relaxed fit is ready for casual days

* Model is 5'9.5" and a standard UK size 8
Details

® 2 Pack Essential Crew Neck T-Shirts from V by

Very
Black/White
Each pack contains: 1x black & 1x white tee
Made from soft cotton jersey
Short tee sleeves
Classic crew neck
Full length

Material

* Material Content: 100% Cotton
* Washing Instructions: Machine Washable

You may also like

D®

\\ Add to basket J
—

B - Persistent add to
basket button that stays
in the viewport

Giving customers
confidence to buy

Challenge
How might we remove friction
from the product page to reduce
exit rate and encourage
customers to add products to
their basket?

Outcome - WINNER
We observed a significant
0.7% increase in add to basket
rate and a visit conversion rate
of +1% compared to the control

group.
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W EXCLUSIVE

£68

All Saints

Duma Dress - Dark Night
Navy

12 Review

3 monthly payments of £22.66
and pay no interest More inf
Representative 39.9% APR variable

FREE delivery with Click & Collect on
orders £30 or more (product

A - price and
product title
untouched

EXCLUSIVE

£68
All Saints

Duma Dress - Dark
Night Navy
rake 3 monthly payments of £22.66

and pay no interest More info
Representative 39.9% APR variable

FREE delivery with Click & Collect on
20 o0 o { J

B - Slight increase in
product price and title

Giving customers
confidence to buy

Challenge
How might we align our product
page components to our new
design system guidelines without
impacting customers behaviour?

Outcome - FAILED
This experiment was fast-failed after
7 days due to a significant negative
impact on demand. Overall
demand was down by -£84k for
existing customers. No impact on
new customers
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A - Simple order
confirmation message
with order number

Delivery [V complete

Order Complete

¥ Your order has been placed, thank you!
Order reference number 655992001603

You'll be able to view it via your Recent
orders in 15 minutes.

B We have sent you an email receipt
with your order and delivery details.

Your order

Delivery 1
Cb Tuesday 14 December 07:00-19:00

2A ESTUARY BANKS LIVERPOOL, MERSEYSIDE,
124 8RB

Bosch Serie 6 £479.00
WAU28T64GB 9kg
Load Washing Machine

B - Detail of order

including the expected

delivery date.

Providing a frictionless
checkout journey

Challenge
How might we make
improvements to the checkout
experience to reduce the
number of two-person delivery
cancellations?

Outcome - FAILED
We observed a 20% increase
in same day cancellation
during the test period.
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Menu Search  Account Saved

My Orders

Order Placed
10 March 2022, 17:25

Order Number: 656289110133
Order Total: £283.64

Delivered

Delivery by Thursday 10 March

Delivery to: Home Address

Shark Anti Hair Wrap

4 Cordless St
Colour / Size: ONE COLOUR ONE
SIZE
Quantity: 1
Item Number: TDK9G

Return Item | Write a Review

Track Parcel

Tap me if you've got any questions

= Q
e

nu Search  Account Saved

< Back to Summary

Did you like your item?

17-cn0041na
Laptop - 17.3in...

My Orders

Order Placed:

Tap me if you've got any questions
about your account

Delivered

_JL_J

A — No reviews boost on
account summary

B - Review boost at the
top of the orders page

Creating a transparent
and trustworthy
account experience

Challenge
How might we encourage more
customers to write a product review
on the items they buy?

Outcome - WINNER
We observed review submission
triple in the first 7 days vs the
control group and more positive
reviews were submitted by the
challenger group.

THE
VERY
GROUP




@ very.co.uk

Pay In Full

O 465944xx03982(expires 09/2026) VISA DEBIT

Delete this card
O New credit / debit card

O Pay By PayPal

@ Put this order on your
Very account and pay in
away that suits you.

Your ltems

x1 LG OLED48CIALB 48 inch OLED 4K Ultra HD HDR Smart TV
£999.00 £849.15

A - PayPal as a
payment option

& very.co.uk

Pay In Full

O 465944 3982(expires 09/2026) VISA DEBIT

Delete this card

O New credit / debit card

Your ltems

x1 V by Very Leather Biker With Jersey Hood - Black £72.00

B - PayPal removed
as a payment
option

Providing a frictionless
checkout journey

Challenge
How might we understand
the incrementality of PayPal
and what impact it has on
how customers shop?

Outcome - FAILED
We observed a -10.3%
decrease in visitor conversion
and a -9.6% decrease in
demand per visitor on mobile
web.

THE
VERY
GROUP
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@& very.co.uk

a Very: Online Department Store

"r:;ello, Mr John

‘Doe
AccounyiumBer:

Account Summary
Hello, John Doe

Account Number.

No payment is required

Available to spend £392.86

Credit limit Tap here to see ne° B

< M M B

A - Original
account summary
layout

My AccountSummary Q' Q. &

My details My orders

Tap me if you've got any questions x

ﬂ2,780.47

Total amount you owe

£1,019.53

£1,00458

Minimum
Next ment due
s payment ™ [l

HhMay 2021 | ra g £514

R My Messages >

B - Visual account
summary with a credit dial
indicating spend and
available balance

Creating a transparent
and trustworthy
account experience

Challenge
How might we give customers a
better understand about their
payment and balance information?

Outcome - FAILED
We observed a decrease in
progression to payment of -2.4%
and a slight increase in contact
rates.
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Tie breaker!

As of the start of April 2022, how many reviews did
we have on Very.co.uk?

5,432,515
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Three actions for you to do tomorrow.
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Thanks for listening!



