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Executive Summary

The goal of this project is to enhance the overall shopping experience for the user on
CCS.com. We approached the project by conducting a usability test and performing a
competitive analysis. The competitive analysis encompassed a website competitive
analysis, keyword analysis, real estate analysis, side-by-side analysis and a call center
analysis. The main competitors that CCS was compared against were Active Ride Shop,
Pacific Sunwear (PacSun,) Skate Warehouse, Tillys, and Zumiez.

The usability test was conducted using 12 test subjects who were current
skateboarders aged between 18 and 22. The test consisted of six different tasks, each with
its own goal. As each task was performed, the team observed and noted each test subject’s
experience and followed up with interview questions to gain further insight into their
experience.

The website competitive analysis evaluated CCS’s and their main competitors’
websites using a set of criteria that was predefined by the student-team and CCS. The
criteria included site design, site functionality, and site content. Within each main criterion
there were sub-categories that allowed for a further detailed analysis. Each item in the
website competitive analysis was ranked on a scale from 1 to 5, with 5 meaning the feature
exists and was well implemented. The website competitive analysis was done to identify
the leading practices, and potential areas for improvement on CCS.com.

The keyword analysis was done to examine where CCS ranks in search engine
optimization. A list of 36 keywords was used in Google to verify where CCS came up in both
the regular listings and the sponsored listings. The sponsored listings result was done
based on if CCS appeared or not, while the regular listings was ranked based on what result
number CCS was. Overall, CCS ranked best among their competitors for regular listings but
still could improve their overall result. In sponsored listings, CCS performed average, only
appearing in the sponsored listings with 8 of the keywords.

The website real estate analysis examined how different sites utilize their website
space effectively with the objective of enhancing consumer shopping experience and
maximizing promotional effects. The eight categories, identified by website usability expert

Jakob Nielsen, were welcome/site identity, self-promotional, navigation, content of



interest, advertising, filler, unused white space, and operating system and browser controls
(was fixed and not included in the analysis). All these different categories were assigned
different colors to map out the overall layout of each web page. Percentages of each
category on each websites homepage were calculated and analyzed. Recommendations for
CCS were provided based on references to Jakob Nielsen’s Homepage Usability: 50 Websites
Deconstructed.

The final analyses that were conducted were the side-by-side and call center
analysis. The side-by-side analysis compared the shopping experience of CCS with Skate
Warehouse looking specifically at the buying process of the Nike SB Bruin sneaker. Each
step of the check out process of CCS and Skate Warehouse was placed next to each other.
The goal of this analysis was to identify areas that CCS could improve in their checkout
process. The call center analysis was done to examine how knowledgeable and friendly the
CCS representatives were compared to Active Ride Shop. The team experienced mixed
results with all the call centers. It seemed that users would either experience very friendly
or very knowledgeable representatives but seldom found representatives that were both.

Overall, the team found that CCS was very highly regarded and ranked in all of the
analyses. Although CCS does a very good job overall with their website, the team identified
several opportunities for improvement. Some of the recommendations include:

e Utilize prime real estate area of website more effectively.

e Enhance the product pages by adding more detailed descriptions and
alternative views, as well as let the customer know the real-time inventory
availability.

e Improve the on-site search with alternate spelling suggestions, relevancy
ratings, and filtering options.

e Improve search engine optimization to ensure CCS is being found through
Google, and other search engines.

e Enhance CCS’s social media presence to attract new customers.



Acknowledgements

Our group would like to take this opportunity to thank several people who helped
us along the way. The successful completion of this project would not have been possible
without them.

CCS
e Mark Nardelli
e Mitch Schultz

University of Wisconsin
e Professor Raj Veeramani - UW Madison

Thank you for all of your help, advice and feedback throughout the project!



Table of Contents

EXECULIVE SUMIMEAIY ....viiviiieiteeite sttt ettt ettt et e et e st e s tees b e s teess e besae e e e sbeesbesbesseesbesteassenbeasaessesreeneenrens i
F Ao 10TV T o [=T 1T o £SO iv
1 INEFOUUCTION. ...ttt bbbt bbb et e bt b et b e b n e n s 1
1.1 CCS Background 1

1.2 Project Approach 1

1.2.1 Usability Test 1

1.2.2 Competitive Analysis 1

1.3 Project Goals 2

A U - o 11 T I PP S 2
2.1 USADIIIEY TESE OVEIVIEW ..courrererrererererisssessssssesssssesssssesssssesssssessssssessssssssssssssssssssssssssssssssssssssssssssassesssssasssssessssssnss 2

2.2 USADIIIEY TOSE ODJECEIVE..cuurereerereeserisserissesesisesesisssesssssesssssessssasessssssssssssssssssssssssssssessssssssssssssssssesssssesssssesssssssss 3

2.3 Methodology 3

2.4 Usability Test Tasks .4

o R I 1] G SRR 4

2.8.2 TASK 2.ttt ettt R ettt R e ae Rt e ettt e neeateaneeneenreeneenneas 6

2. 4.3 TASK 3.ttt 7

244 TASK 4. 8

T I 1] G TSR 14

2.4.6 TASK Bttt 15

3 COMPELILIVE ANAIYSIS. ... citiiiieiieie ettt s et s b e e e e besse e besteeraesbesreenbesreaneenee e 16
3.1 CCS Profile 16

3.2 Competitors’ Profiles 17

B ol ()Y T [T ] T o SO 17

3.2.2 PACITIC SUNWEAK ......c.viiiiiiiieciete bbbt 17

3.2.3 SKALE WAIENOUSE .......ooiiiiiiieiee ettt ene s 18

I I | | 19

Bi2.5 ZUMIBZ. ..t 19

3.2.6 COmMPELItOr UPSLIEAM SITES......eiiiieiiieriesieeiie sttt eie st e et e st ereesee e eneesaeeneenee e 20

3.3 Competitive Landscape .20

3.4 Competitive Analysis Overview 22

3.5 Competitive Analysis Objective 24

3.6 Website Competitive Analysis Results/Recommendations 25

TR ) (o =T o SO 25

K I8t I NN 1Y T = 4 o o O PSPRSS 26

3.8.1.2 ABSENELICS. ...ttt 28

3.6.1.3 PAGE DESIN ...ttt ettt sttt et ane e eesaeenaenne s 30

3.6.2 Site FUNCLIONAITY......cviiiiiieie et re e sre e e e 31

3.6.2.1 Search .32

3.6.2.2 Personalization 33

3.6.2.3 Security............ 34
3.6.3Site Content 35

3.6.3.1 Product Page Information 36

3.6.3.2 Promotional Features .39

3.7 Social Media 42

3.8 Keyword Analysis 43

3.8.1 OVerview/MethodolOgy ..........coeiveiiiiieiser e 43

BLBL2 RESUILS ...ttt 43

3.8.3 RECOMMENUALIONS ......cuiviiiiieiitcisie et 44



3.9 Side-by-Side Analysis.............
3.9.1 Overview and MethodOIOgy ..........ooviieiiieeeie et
3.9.2 Step-DY-SteP ANAIYSIS ..o e
3.10 Real Estate Analysis
3.11 Call Center Analysis

3.11.1 OVerview/MetNOdOIOGY........cceiveiiiiieisie e
R A = U | | £
3.11.3 RECOMMENUALIONS ... .eeiivvieiitii ettt ettt ettt e e ettt s et s e e et e e s sbb e e s ba e e sbbeesbeeesbbesssbaeesaeeas
O T I T 0 11 SRR
T Y o110 o | o= ST

5.1 Appendix A: Website Competitive Analysis Results.

vi

45
45
45
54
60
60
61
62
63
64
64



List of Figures

Figure 1 Usability Test Results Task 1
Figure 2 Usability Test Results Task 2
Figure 3 CCS Confusing Descriptions
Figure 4 Skateboard Builder Link Location
Figure 5 Skateboard Builder Wizard Comparison

Figure 6 CCS Skateboard Builder Inactive Check Marks
Figure 7 CCS Skateboard Builder Assembled Option

Figure 8 CCS Skateboard Builder Back Button
Figure 9 Skateboard Builder Filtering Options
Figure 10 Skateboard Builder Parts Package
Figure 11 Skateboard Builder Overall Scores
Figure 12 Usability Test Results Task 5

Figure 13 CCS Search Box.
Figure 14 CCS Continue Shopping Button
Figure 15 CCS Demographics (QuantCast)

Figure 16 Active Ride Shop Demographics (QuantCast)

Figure 17 Pacific Sunwear (PacSun) Demographics (QuantCast)
Figure 18 Pacific Sunwear Visitors from 10/2008 to 9/2009 (QuantCast)
Figure 19 Skate Warehouse Demographics (QuantCast)

Figure 20 Tilly’s Demographics (Quant Cast)
Figure 21 Zumiez Demographics (QuantCast)
Figure 22 Competitor Upstream Sites (Alexa)
Figure 23 CCS Navigation
Figure 24 Active Ride Shop Navigation
Figure 25 Tilly’s Sorting and Filtering
Figure 26 Zumiez Aesthetics

Figure 27 PacSun Aesthetics

Figure 28 Zumiez Skateboard Builder .
Figure 29 CCS Product Page
Figure 30 Social Media
Figure 31 Keyword Analysis Results
Figure 32 Keyword Analysis Rankings
Figure 33 Keywords that Didn’t Appear in Results
Figure 34 Side-by-Side Step 1
Figure 35 Side-by-Side Step 2
Figure 36 Side-by-Side Step 3
Figure 37 Side-by-Side Step 4
Figure 38 Side-by-Side Step 5
Figure 39 Side-by-Side Step 6
Figure 40 Side-by-Side Step 7
Figure 41 Side-by-Side Step 8
Figure 42 Side-by-Side Step 9
Figure 43 Active Ride Shop Real Estate Analysis
Figure 44 CCS Real Estate Analysis

Figure 45 Pacific Sunwear Real Estate Analysis
Figure 46 Skate Warehouse Real Estate Analysis.
Figure 47 Tilly's Real Estate Analysis

Figure 48 Zumiez Real Estate Analysis

Vii



	Project Sponsor
	CCS.com (Footlocker, Inc.)
	Authors

	     December 2009
	Executive Summary
	Acknowledgements
	List of Figures
	Introduction
	CCS Background
	Project Approach
	Usability Test
	Competitive Analysis
	Project Goals

	Usability Test
	Usability Test Overview
	Usability Test Objective
	Methodology
	Usability Test Tasks
	Task 1
	Task 2
	Task 3
	Task 4
	Task 5
	Task 6
	Competitive Analysis
	CCS Profile
	Competitors’ Profiles
	Active Ride Shop
	Pacific Sunwear
	Skate Warehouse
	Tillys
	Zumiez
	Analyzing the demographics of Zumiez.com, the data indicated that there were 11% less Caucasian and 5% more Asian visitors to Zumiez in comparison to those that visited CCS. Additionally, Zumiez had 11% more passer-by visitors than CCS indicating less...
	Competitor Upstream Sites
	Competitive Landscape
	Competitive Analysis Overview
	Competitive Analysis Objective
	Website Competitive Analysis Results/Recommendations
	Site Design
	Navigation
	Aesthetics
	Page Design
	Site Functionality
	Search
	Personalization
	Security
	Site Content
	Product Page Information
	Promotional Features
	Social Media
	Keyword Analysis
	Overview/Methodology
	Results
	Recommendations
	Side-by-Side Analysis
	Overview and Methodology
	Step-by-Step Analysis
	Real Estate Analysis
	Call Center Analysis
	Overview/Methodology
	Results
	Recommendations
	Final Remarks
	Appendices
	Appendix A: Website Competitive Analysis Results



