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Utilitarian and
focussed

They care way
less about you

than you think v




| will give you
my attention if
you don’t
waste my time.
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Post-experience sentiment
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I've got a
good deal
on that
product
because |
bought it
on Black
Friday.
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That task
has been
on my list

for a while:

great to

get it done.

That is car
Insurance
sorted for
the next
year, now |
can keep
on driving.

o

looking
forward to
visiting this
restaurant
after
seeing
such great
reviews.

Can't wait
to see my
spouse’s
face when |
give them
the present
they've
always
wanted.

I'm all
sorted for
my
business
trip later in
the week.
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"Hopetully most
ot our users
don’t think
about or notice
us. F'hey just
use the service
and get on with
their lives.”
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your users are theretore

utilitarian know
and your
focussed users




Ruthless and
powerful

TheE/ are In full
control of the

Interaction




tiffany.co.uk

Make their heart beat faster with our collection of Women's Accessories.

@ g Client Care E Book an Appointment

Search for another company...
Jewellery Q ek Men's Stories

Tiffany & Co.

Reviews 545 e Bad

ik
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Valentine's Day Gifts

Tiffany & Co. has celebrated the spirit of love | . .
Write a review

187 years and counting. This Valentine's Day

discover our most coveted gifts.

Reviews * 1.7
545 total

5-star
4-star
3-star

2-star

Home / Luxury Gifts | Present The Iconic Blue Box 1-star

Filter by: Category w Designers & Col Sort by: Recommendations ¥

Sort: Most relevant = J

Showing 1 - 60 of 196 View All
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w Trustpilot

Cartier CHANEL - Al Dior.com
Reviews 345 ¢ Bad . Reviews 626 ¢ Poor . Reviews 10,816 * Bad .

* |9 * |4

2 VERIFIED COMPANY 2 VERIFIED COMPANY

Write a review

Write a review

Write a review

Reviews * 1.6
345 total

Reviews * 1.9
625 total

Reviews * 1.6
10,816 total

S5-star D

S-star D 5-star

4-star 4-star 4-star
3-star 3-star 3-star
2-star 2-star 2-star
1-star 1-star 1-star

Filter Sort: | Mostrelevant Filter Sort: | Mostrelevant Filter Sort: | Mostrelevant

»* Trustpilot

w Trustpilot

w Trustpilot
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- Louis Vuitton F
Reviews 1,398 ¢ Poor ‘. Reviews 1,454 ¢ Bad y Reviews 13,466 * Bad

2 VERIFIED COMPANY

Wrile a review Write a review Write a review

Reviews * 2.2 Reviews * 1.7

Reviews * 1.3
1,398 total 1,454 total

13,466 total

5-star  CENEE | sster  com— 6 | sestar
| 4-star @D 4-star @ 4-star
| 3-star @ 3-star 3-star
2-star 2-star 2-star
1-star 1-star 1-star

Sort: Most relevant Filter Sort: Mostrelevant 3
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RETAIL

TECH
NEWS

HOME NEWS v FEATURES NEWSLETTER ABOUT US v RETAIL GAZETTE

Resedrch reveals Zara as worst fashion site for customer
experience

> COMPANIES NEWS 16th November 2022 & George Iddenden

Q

SOCIAL

|- 4

SUBSCRIBE TO OUR
NEWSLETTER

Sign up to our daily newsletter to get all the
latest retail tech news and insights direct to
your inbox.

Email *

LATEST FEATURE



Call to Actjon

Secret Formulas
to Improve
Online Results

BRYAN & JEFFREY EISENBERG

with Lisa T. Davis

Waiti ng for
YoumCat to
| mgs}?\l%ar '

| N
Persuading
Customers
When They
Ignore

Marketing

Even a
Lemonhade
Stand
- Can Do lt

Jeffrey and Bryan Eisenberg
with Roy H. Williams




your users are theretore

ruthless solve
and their

powerful problems




Perceive before
they read

They don't
want to learn
new rules <
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Soap
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PUFF \!

Crossing

" To cross the road
‘ Push button & wail
until green man
s displayed on

Push butto:
Wait for signal

PUFF \’

Crossing

To cross the road:
Push button & wait
until green man
s displayed on
the pedestrian unit
on this side of the

shows and the
raffic has stopped,
Cross the road with
“re, staying within the
edestrian stud lines
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a £300,000,000



damazon

My e-mail address is:

No, I am a new customer.

“ Yes, I have a password:
Continue
Sign In Help

Forgot your password? Get password help.
Has your e-mail address changed? Update it here.
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2 1996-2014. Amazon.com, inc. or its affilistes




@ FOCUS IRELAND n SPONSOR A FRIEND

Working to end homelessness

OUR SERVICES

ABOUT
HOMELESSNESS

GET INVOLVED

DONATE NOW

Fundraising Company Fundraising > Shine alight 2014 > Sponsor a Parlcipan

EEEEEE

Thank you for supporting Focus Ireland-Shine a Light Event

Goal € 5,000.00

» Participate In Focus Online Donations

ireland's Shine A Light 78 349
Night Anonymous € 50.00 Well done Dermot. Great cause. (o\,-'.'ardas our
goal

Mike Connolly € 75.00 Best of luck Dermot
€ 50.00

Past Participants Joe&Cliona € 50.00 awesome Dermol...

JeniferB Greal cause Derm

Colin € 50.00 Hope it doesn't get too cold, but | guess that's the
» Participants Leaderboard point. Hope you reach your goal
Leo Moore € 50.00 Best wishes, Don't forget your Bovril,
John A. And Vanessa€ 50.C0 It will be getting chilly around then!
SPONSOR A STAR g
— b € 3,817.00 raised
OUR PARTNERS Shane € 10.00
Razor Crew € 50.C0 Did it myself - tough but fascinating insight - well
BELOVED BOUTIQUES done
Anonymous € 30.00 Brilliant thing to do, good luck

Bernadette Casey € 25.00

Anonymous € 25.00 Wonderful effort, Dermot, for a great cause.

Fergus Dunne € 50.00 Good man Dermot.



your users theretore

perceive match
before form with
theyread = function




Distracted and
Inattentive

2/ tabs open
and a “read

later” app



100% (wmm)

Welcome to dlir free Wi-Fi.

Before login, please tick this box to
acknowledge that you accept the
Terms of Service:
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tiffany.co.uk

Shopping made easy. Pay in 3 interest-free payments, with PayPal.

© O Client Care TI F FANY & CO. -] Book an Appointment

Jewellery Love & Engagement Fine Watches Home & Accessories Fragrance Men's Stories

Home / Designer Jewellery / Necklaces & Pendants

Tiffany T

Smile Pendant
in Rose Gold, Large

& O

Quantity

Add to Bag

Pay in 3 interest-free payments of £483.33 with PayPal . Learn more

Book an Appointment

London - Covent Garden

« Currently available in store

View Details Change Store

Description & Details )

Jee ey
Simple and elegant, this curved pendant has a
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modern yet timeless aesthetic. The Tiffany T smile




“Usability is
the new

39

persuasion.

GOV.UK



your users are

distracted

and
inattentive




Soin
conclusion

Understand how

%/Qur users are
hinkKiINg and

design for them =




Navigation Tone of voice
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your users are theretfore your users are

utilitarian know ruthless
and your and
focussed users powerful
your users your users are
perceive distracted
before ~and
they read iInattentive




