Challenges in Mobile Web
Usability for an Ecommerce
Company
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Blue Tomato

e Retailer for Snowboard/Freeki, Skate and Surf Equipment and
~ashion

« Founded in 1988 in Schladming/Styria

e First Online Shop in 1999

 Acquisition by US Company Zumiez in 2012

» 35 Stores in DE/AT/CH

* 550 Employees / 130 in Graz

* Leading Onlineshop for Snowpboard and Freeski in Europe
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Webshop Development
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Dev-Stack

« Hybris Webshopsystem

* Java Spring Webapplication
* Percona Database

 High Performance MySq|

* Proxy
« Varnish (HTML Cache)
« HaProxy (Load Balancing)
* Redis (Java Object Caching)

« Monitoring/Infrastructure
« Puppet
« Elasticsearch / Kibana
e Grafana/ Clickhouse

“ VARNISH

CACHE

x HAPROXY

SAP Hybris (¥}

% o elasti
2 elastic

ClickHouse



Core Part

Webshop Operations -
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Webshop Operations - Cloud Part

Rich Relevance SDL Fredhopper Amazon, Paypal, Wirecard, SU, ...
Recommendationengine Product Search Engine Paymentprovider

Adobe Scene 7

Media CDN (Video, 360°,...) Webshop System [y]

Optimizly Emarsys
A/B Testing Mailing, Newsletter



The online business

Blue Tomato Omnichannel Retailer



Webshop - KPIs

« Up to 120.000 Visitors a day
* 152 Mio Pagerequests/year
* 90% all requests < 300ms, avg. Pageloadtime +/- 4 sec

« over 50.000 products

» 14 languages / 60 delivery countries

* localized payment and delivery options
» thousands of orders processed daily



Continous Monitoring and Improving

Business analytics Operations Dashboards =
Business analytics » Dashboasds » Cache Analyzes Edit
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Understanding the Customer

blue-tomato.com

VINT CATEOORY semrch sugpest =

Mobile Tratfic

Burt

Burton in Alle Kategorien
Burton in Snowwear
Burton in Snowboard
Burton in Streetwear
Burton in Accessoires
Burton in Taschen

burton custom

Tablet and Deskiop Trathc

® Total Events (Mcbde Tra#ic)  ® Total Events (Tablet and Desktop Trafic)

Prevary Dimanson Cvest Action £

Cvent Actoe Total tverts + Unien e
Mobile Trattc 2.313,679
Tablat and Deskiop Trathc 1,355,532
1
Mobde Traffc 20207
Tablet and Deskicp Trathc 1,006,365
Modde Trafhc 195,640«
Tablet and Desiciop Trathe s
2
Mobde Traffc 96,7420

400,216

380,039

19828

166,540

126074

129430

612,529

449,681

612508

Dec 15,2017 - Jan 13, 2018

Oy wesk wees  of %

<ul class="actions">
<li class="item">

<a href="/de-AT/info/" id="headerHelp" class="menu-item icon-question track-click"

</1i>

data=category="header"
data-action="click"
data-label="help"><span
class="visuallyhidden">Help</span></a>

<li id="headerAccount" class="item spacer">

<a id="avatarLogin" class="menu-item track-click" href="https://www.blue-tomato.com/de-AT/account/"

data-login="https://www.blue-tomato.com/de-AT/login/"
data-category="header"

data-action="click"

data-label="login">

<div class="w-icon"><span class="icon-avatar-summer"></span></div>

<div class="w" style="margin: Opx 10px">
<span class="loggedIn">Hallo, {username}</span>
<span style="font-weight: bold">Mein Konto</span>
<span class="loggedOut">Jetzt anmelden!</span>

</div>

<div class="w

style="line-height: 30px; "><span class="sprite-arrow0l-grey"></span></div>

Google BigQuery

Table Details: ga_sessicns_20171010 (2017-1010) =

Query His
s Schema Detalls. Proview
Job History
Description
Fitter by ID or lab -
BTO-Webshop-Analytics-import
Table Info
v 90309906
ga_sessions_ (1104) Table 10 bo-webshop-analytics-import 90309906, ga_sessions_20171010
90_sosslone_invadey_ (30) Table Size 80268

© SELECT fullVisitorid, hits page searchieyword, hits.page.pagePath hits hitNumber FROM [bto- "p- y

SELECT fullVisitorld,hits.page hits
FROM [bto-web:
WHERE hits.pa
AND (REGEXP_MATCH

OHOER BY

transactions_20160501_201607...

[ S

h ,hits.hitNumber
salytics-isport:90309906.ga_sessions_20170709)

chXeyword is not null

(hits.page.searchXeyword, " .* .* .*"))

fullvisitorld, hits.hitNusber anc

Job 1D bio-webshop-analytics-import bquiob_40c080d7_15d208713a9

Creation Time  Jul 10, 2017, 7:23:33 PM

Start Time Jul 10, 2017, 7:23:33 PM

End Time Jul 10,2017, 7:23:34 PM

Bytos Processed 215 M8

Bytes Billed 216 MB

Billing Tier 1

Destination Table bto-webshop-analytics-mport:_§ 3001 1

Open Query

6a_sessions_20170708] WHERE hits, page searchKeyword is not nul AND.
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Mobile Shift



Last couple of years

@® Users (Mobile Traffic) @ Users (Tablet and Desktop Traffic)

==} =} HA=I=] =} =z} =} =H=) = =} {=} =} =H—=H=} =
Julv 2015 Januarv 2016 Julv 2016 Januarv 2017 Julv 2017

) e 1

» Higher bounce rate (-20%) » Mobile is the biggest
. Lower conversion (-33%) challenge for ecommerce

» Session duration (-35%) * Also the biggest opportunity
e Source for new customers

* Fewer pages/session (-25%) « Source for deeper engagement

* Sessions per user (+10%)



2011 Mobile Version & App
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Ménner E} Frauen

3

Kinder =) uni

Special Promotions B

Marken B

Alle Marken »

Wunschzettel - Mein Konto - Service & Hilfe | Deutsch B

Alle Marken »

Marken E

Wunschzettel - Mein Konto - Service & Hilfe | Deutsch B

LS ALUTL @AW Oll Shop: Accessoires

OAKLEY
Sadplant Pipe Glove

Wahle deine Farbe: black/
orange

¥ Y 49

Waihle deine GroRe!
M

0 Versandfertig: 24

O Stunden

DAKLEY 29'95€

IN DEN WARENKORB

_ auf den Wunschzettel

Gratis Versand fiir Deutschland, Osterreich und Schweiz ab
100€

DIE DETAILS:

Kein Grund traurig zu sein, ganz im Gegenteil, wenn man so
geniale Handschuhe wie die Sadplant Pipe Gloves besitzt
kann man wirklich nur mit einem Lacheln im Gesicht durch

el LT 7 i as Bt

Special Promotions EJ

Marken E} Alle Marken »

Wunschzettel - Mein Konto - Service & Hilfe | Deutsch B

Bandanas B

Accessoires

Du hast diesen Artikel in deinen Warenkorb gelegt

Oakley
Sadplant Pipe Glove

Farbe: black/orange
GroRe: L
29,95 €

" = zum Warenkorb

€ WEITER SHOPPEN

aufgepasst!
GRATIS Versand fur DE, AT und CH ab 100€ Bestellwert




2011 Mobile Version & App

_allyesss! = 16:20 R 31% G _all yesss! = 16:21 X\ 28%

Finder zrick  Empfehlungen

Unsere Top Empfehlung

. Fox
blue-tomato.com () | BLITZ BOARDSHORT
SNOW&SURF / ~
i 49,95 €
" Weitere passende Produkte
Snowboardfinder = ABAIGH

REGENT
| BOARDSHORT >

| 69,95 €
Oakley

OMEGATRON
BOARDSHORT >

é;, 59,95 €

' | - g Billaboni

?\é’\g Finde dein perfektes Board
(N

Bootfinder
Finde deinen perfekten Boot

Bindungsfinder
Finde deine perfekte Bindung

-llyesss! = 74% ==p

Zuruck Bild anzeigen

Rome

AGENT ADDICTIVE 154 09/10

Riding Style: Freeride, Freestyle

= - E_ g | -

Men / Uni - Board

O Besondere Features: TwinTip

} ——

O Riding Level: Fortgeschritten,
Experte

o

() Ridergewicht: 52 - 77

‘ Zum Webshop




2013 Full Responsive Webshop

« Not always good to be the first mover

« Development was desktop focused and mobile was just different breakpoints
- heavy payload, mediocre usability and difficult checkout

« Insufficient knowledge in how to make good responsive sites

eeeco 3 AT 3G 23:06 b . eeeco 3 AT 3G 23:08 b . eeecO 3 AT 3G 23:34 2= eee00 3 AT 3G 23:36 % [
blue-tomato.com blue-tomato.com blue-tomato.com
blue-tomato.com ¢ R
« Ski-& Snowboardhosen Burton € 169 95 \orsand
I L = (0) €0,-(0) » Ski-& Snowboardjacken Custom 2014 &
Einzelpreis: . s
I » Streetwear Wabhle deine Farbe: black
madiamesaend Wahle dein Lieferiand St €164,95
DETAILS ~
MEN  WOMEN SCHWEIZ v » Tourenausriistung ‘ ¢
- % .
SA Wahle deine Wahrung
» GROSSE v FARBE
Wahle deine Grofle: US SIZE &

EURO - Wahle deine Farbe: black

x Alles aufheben

i 7.0 [ EU SIZE 35 || 90 |
Wabhle deine Sprache . o ) m 2‘ J D [—J
v KATEGORIE 2 C. R 95 100 ( MONDOPOINT ﬂ 12,0
DEUTSCH Y 00 2l e l
DANSK % -

® o0
» Elektronik US SIZE
DEUTSCH Wahle deine Grofle: US FASHION
» Freeski % A IN DEN WARENKORB
ENGLISCH e [ ]
s M
» Protektoren {7] ool “
ESPANOL v MARKE v WASSERSAULE . :
» Rucksacke &7 ® In 24h versandfertig
FRANGAIS H 0 - 10000 Burton
» Schuhe . Moto 2014 Versandk frei ab einem Bestellwert von € 20,-
= ITALIANO 10000 - 20000 Einzelpreis:
’ ate
........... NEDERLANDS oo % b € 169,95 & ZU MEINER WUNSCHLISTE

Billabong

~
DETAILS
< ! Uj [:] Bonfire TEILEN BiGeamtmir 0 g: 1



2014 Separate Mobile opt. Site

« Two goals:
 Performance
« Best mobile Usability

 Loadtime cut to 1/3 of original time
« Revenue from mobile went up 280%

e Year over year (>20% revenue growth)

Link to Design

Dec 1, 2017 - Dec 31, 2017

Dec 1, 2016 - Dec 31, 2016

\




Current Landscape

Mobile 3G Traffic Patterns

1) Luke Wrobleski @lukew

e Shorter sessions

(time, interuptions, permanent companion)

* Relevant content
(personalisation, history)

= e F3Sy Usage
(app like behaviour)

 Easy checkout

(data entry, security, convinience)

Laptop

Smartphone



Performance

« More than half of mobile » Best Practice Web
sessions < 30sec Development (no junk)
e 1 second faster + 27% » Caching, Compression, CDN
conversion uplift * Preloading
L . « Clean code
e Significant share of in-app |
traffic e Leverage perceived
performance
 Skeletons, templates,
animations
« Animation

https://www.soasta.com/blog/mobile-web-performance-monitoring-conversion-rate/

https://www.smashingmagazine.com/2018/01/front-end-performance-checklist-2018-pdf-pages/

https://medium.com/@lukejones/a-designers-guide-to-the-perception-of-performance-fedb4bd102b




Performance

Impact of site performance on overall site conversion rate....

A two-second delay in web
page load time increase
bounce rates by 103 percent

« 53 percent of mobile site
visitors will leave a page that
takes longer than three
seconds to load

'
Page Pert & Site Conversion - Feb 2012 Walmart :1: [ ]

https://www.akamai.com/uk/en/about/news/press/2017-press/akamai-releases-spring-2017-state-of-online-retail-performance-report.jsp
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your ride. our mission.

SNOWBOARD FREESKI SKATE SURF EVENTS TEAM PARKS WIN BUYERS GUIDES

5
LB

' 9 2
LOVE DISTRIBUTION PRASENTIERT:
SANTA SQUAD.

ARTIKEL LESEN
= =

Alles rund um Boards, Rollen, Wellen & Schnee

In der Boardsport Szene ist immer ordentlich was los. Von spannenden Events, coolem neuem Stuff der Brands und News
Uber Rider. Da ist es gar nicht so einfach immer auf dem neusten Stand zu bleiben. Wir von Blue Tomato tibernehmen das
nur zu gerne flr dich und sorgen dafiir, dass du immer up-to-date Uber Interessantes aus der Szene bist. Ganz egal ob
Snowboard, Freeski, Skate oder Surf hier gibt es eine Menge an spannenden Stories fiir dich zum durchstébern. Also riick
die Lesebrille zurecht und tauch ab in die Blue World.

SOLO X Vans presents: SEQUEL Elooa Girls Balance Camp Recap
Vans und SOLO prasentiert “SEQUEL". Ein Video von Max

Darlk 2. Handrik Warsmann mit dam dasterhan \ians Team.

Blue Parks Winter Weekend

Ein Wochenende voller Snowboarden, Yoga, gesunden Ein Camp von und fir Rider, die fir die Tage am Berg leben.
Essen, Videocoaching und jeder Menge SpaR - das war das von Maren 12.12.17

L iele o

p:

https://medium.freecodecamp.org/using-svg-as-placeholders-more-image-loading-techniques-bed1b810ab2c



Relevant Content

e Less likely to filter or browse
for content

« More searches on mobile
than desktop and tablet

e Small screen

« Unpatient, used to push
(feed) content like Facebook




Relevant Content

« Recommendation engines
« Products, sizes, content, journey (payments, delivery, even discounts)

* Fine tuned search engines
» Query optimization
« Domain Knowledge (1)

e Reduce chrome
 Optimize navigation hierachy

e Personalization

« People like to interact (like, follow brands, get updates and
notifications)

1) https://corporate.zalando.com/en/newsroom/en/stories/talking-mobile-big-data-small-screens-and-personalization
2) https://www.confluent.io/blog/ranking-websites-real-time-apache-kafkas-streams-api/




Application Layout

e Hard to reach interaction e Fixed elements

» Mostly a copy from desktop » Bottom navigation bar
design e Call to Action

e Real estate is not used - Natural gestures
efficiently » Scroll, drag

e | eSS chrome
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Deine Suche... n

Mein Warenkorb

THE NORTH FACE
Back-To-Berkeley NL Winterschuhe
Farbe: urban navy/tnf white

Versand innerhalb von 24h,
Paketlaufzeit 1-3 Werktage
Nur noch 2 Stuck lagernd!

Menge: 1 €3439.95 € 109,95

adidas Snowboarding
Glisan Jacke

Farbe: mesa/scarlet

AMaresnd innachalh van 24k

Gesamtsumme (inkl. Mw5t) €509,85
< B m
wiA R 20:09

Deine Suche..,

ADIDAS SNOWBOARDING €249,95

wiaF

Versand innerhalb von 48h,
= Paketlaufzeit 1-3 Werktage

Nur noch 1 Stuck lagernd!

Menge: 1 €149,95
Produktsumme (inkl. MwSt) €509,85
Versandkosten kostenlos
Gesamtsumme (inkl. MwSt) €509,85
oder
amazon pay oirekt 2u PayPal

Weiter shoppen »

KUNDEN, DIE BACK-TO-BERKELEY NL WINTERSCHUHE
GEKAUFT HABEN, KAUFTEN SICH AUCH:

{=-

Sunnyside Ave §

N46th St

Bagley Ave N

®) Landmark Guid 45th

N 44th 5t

esee T 941 AM 0% -

‘Muo-!omalo Q
o o (3) (3) - -
—_ —~ @ \y BURTON BAGS
Meng

Wunschiiste Warenkort
RUCKSACKE REISETASCHEN & TROL

BURTON BAGS

RUCKSACKE REISETASCHEN & TROL

Roxy Glassy Balin jacke
3 Jacket

whe W
2 W S o

Unsere Empfehlungen fiir dich:

DKK 2861.68

E Q ’9‘. O(): wul

Welches Brett
fur welches Riding-

Level?
INTRO

WELCHES BRETT FUR
WELCHES RIDING-LEVEL?

WELCHES BRETT FUR
WELCHEN RIDING-STYLE?

WELCHE LANGE UND BREITE
BRAUCHT MEIN BOARD?

WELCHES PROFIL BRAUCHT

MEIN BOARD

BEGINNER ADVANCED EXPERI

DIE ERSTEN TURNS



Form fields

* Input is hard on mobile » Use correct form type ano
» Too many form fields “arlggf

e Instructions unclear . Personal data
e Credit card data

e Deactivate auto-correct in
search

e Reduce fields
 Guidance
« Use intelligent methods (APISs)



wl AT 19:34 fo3m Wl T 19:34 fo3m Wl AT 19:35 FTO3m -

& Blue Tomato GmbH @& Blue Tomato GmbH (&5

Eé_
Vorname *

Deine Suche... Andreas

bezahlen,

Karteninhaber . Siss
i {0 100%818:23
* First Name Nachname S0 100% 81823

— ] DU HAST SCHON EIN BLUE TOMATO KONTO? - I
00! I
Book x - = E-Mail Adresse Kartennummer
A E-Mail " *
Surname andreas.augustin@blue-tomato.com
Passwort Gultigkeit
(] o 2018 v
* Email Address R RECHNUNGSADRESSE
Passwort vergessen? » vC

Next Done

/N \/ Kontakt autom. ausfiillen Fertig /N \/ Autom. ausfiillen (Kreditkarte) Fertig
aw/elr|T|v|ulio|P S S I
n E ﬂ E a m n m DU BIST NOCH NICHT REGISTRIERT? +

Monzo.me - Pay Luke instantly...

DA hetps//monzo me

BESTELLUNG OHNE REGISTRIERUNG + Order summary
clizix|clvis|NmEL
n CONNECT WITH FACEBOOK Payment
o R - [ N
- S s) PUTar VA
T n
< U m D Contact info
P J Tester
petergatesting
CANCEL PAY
= ] ¢

https://developers.google.com/maps/documentation/javascript/examples/places-autocomplete-addressform

https://www.pcapredict.com/address-validation/try-it-now/

https://www.pcapredict.com/mobile-number-validation/try-it-now/
https://www.smashingmagazine.com/2018/01/online-purchase-payment-request-api/




End of the show

Be obvious! - obvious always wins (LukeW)

Questions?



hank You

Andreas Augustin
@auguan

your ride. our mission



