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SEO is hard. PPC is expensive. 



OPINIONS ARE LIKE A**HOLES
Everyone’s got one



Yet another guy 
with a bunch of 

data 



…careful with your interpretations



YOU  NEED A 
SYSTEMATIC 
APPROACH





What if IE8 converts at 
20% of IE9 and IE10?

Worth fixing?

Browser Segment Conv rate
Safari Mobile Traffic 0.79%
Internet Explorer Desktop only 1.34%
Chrome Desktop only 1.01%
Safari Tablet Traffic 1.00%
Safari Desktop only 1.28%
Firefox Desktop only 1.20%
Android Browser Mobile Traffic 0.31%
Safari (in-app) Mobile Traffic 0.69%
Chrome Mobile Traffic 0.62%
Safari (in-app) Tablet Traffic 0.89%
Chrome Tablet Traffic 0.84%
Opera Desktop only 0.10%
Android Browser Tablet Traffic 0.71%
Mozilla Compatible Agent Mobile Traffic 0.51%

Don’t trust your developers too much



• Relevancy
• Clarity
• Motivation
• Friction
• Distraction

Heuristic analysis





What’s wrong 
with this 
picture?



•Is everything being measured?
•Can we trust it?
•Where is it leaking money?

Web Analytics





















Mouse tracking, session replays, form 
analytics



Qualitative surveys help 
you understand the ‘why’



• What can you tell us about yourself?
• What problem were you solving for yourself?
• What matters to you when buying X?
• How long was the shopping process?
• Comparison shopping? How many other sites?
• Which doubts & hesitations did you have?
• Which questions did you have, but couldn’t find 

answers to?
• What made you buy from us?
• What can be improved?





Main demographic

•75% men
•Mostly 50 to 75 yrs
old, often retired



How did you choose which 
item to buy?
• Needed a specific part (#1)
• Called a rep to discuss (#2)
• Price
• Reviews
• Shipping (incl international)
• Product description
• Quality



Fear of choosing 
the wrong part



Comparison shop?

85% Yes. 
Most look at 4 sites, 
some as many as 15



Why buy from InyoPools?
•Only place where I could find it
•Price
•Shipping
•Fast + good support
•How-to videos, instructions



Can call for instructions after 
I buy



Sources of friction
• Shipping confusing and/or expensive
• Poor category pages
• Not sure if I have the right part
• Am I paying too much?
• Is this site legit? Missing address
• Handling fee
• Return
• Payment plans?



Help people identify 
the right part



Exit / web surveys

• Qualaroo :)



Is there anything holding you back 
from making a purchase today?

Do you have any questions you 
can’t find answers for?



Is there anything holding you back?
• 47.9% yes, response rate 2.58%
• Price is high
• Shipping costs / handling fee
• Not sure if the product is right for me
• Competitor has cheaper price / 

shipping
• Can’t find the model I need



Do you have any questions?
•34.8% yes, response rate 4.8%
• Is this the right part for my thing?
•What’s the right product for my 
needs?

•Delivery speed



Broad tasks
Specific tasks
Funnel completion

User testing





Issue Bucket Background Action Rating
Google Analytics bounce 
info is wrong

Instrument Google Analytics script is loaded twice! 
Line 207 and 506 of the home page 
both contain GA code, as do all the 
other pages.

Remove the double entry

★★★★★

Conversions are low for 
IE9.

Investigate Possible cross-browser issues. Conduct cross-browser 
testing. ★★★

People are unsure where 
to go next from the home 
page

Hypothesize Too many options create hesitations, 
paradox of choice. 

Come up with a single 
prominent CTA. 

★★★

Missing value proposition 
on the home page

Test Add a compelling value proposition in 
the header of your website that states 
what your website is about, what can 
they do here and why should they do it

Add prominent value 
proposition

★★★★★

Content is very hard to 
read

JFDI Font size 11px is too small Increase font size
★★★



TESTING: YOU’RE DOING IT WRONG



“What if I don’t 
have a lot of 

traffic?”





Read my blog 

ConversionXL.com
Peep Laja
@peeplaja
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