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OVERVIEW |. Taking a closer look at
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techniques

3. Examples of the delight
stage in action



Delight refers to your
customer’s experience with
your brand after they have
taken action. The goal is to
provide a positive, impactful

experience to your customer
so that they become loyal
brand ambassadors.




. TAKING A CLOSER LOOK AT THE DELIGHT STAGE

Action can mean:

* Purchase/order (e-commerce, tickets for an event, food takeaway)

e Subscribe (streaming services)

 Quote request (trades)

* |nitial consultation request (professional services)

* Find address/directions/opening hours (cafe, bar)

 Make a reservation (restaurant, beauty, hairdresser, fitness class)

* Send you a direct message on social media (informal ecommerce
arrangement i.e. artists, tattooists)

 Download software for a free trial (SAAS)






2. DELIGHT STAGE TECHNIQUES

Additional delight inducing techniques for ecommerce:

Generous return policies

Free shipping/express shipping at no additional cost with a
specialist courier (i.e. DHL)

Diverse payment options (lay by, Afterpay, Klarna, Zip pay)
Live chat customer service (with a human not a bot)
Bonus gifts, samples, whitepapers, eBooks

Aesthetically pleasing packaging
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Everlane 24 Aug
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Thanks for your order,
Kate.

We'll send you an email when it's been shipped.
Your order number is

The Important Details

Shipping Payment Details Shipping

Address porpe Details
Standard
Shipping.
10-20
business

days

Order Status

Check the status of your order on your confirmation
page.

Our Return Policy

If it's within 45 days of

n worn, washed, damaged

or alt Don't rid of

any item’s tags or packaging T
until you kn you're keeping Cancel Order

it—we need those to make

the return
For more details (underwear

returns, nitty-gritty Specmcz,

etc.), or to begin a return,

visit everlane.com/returns

View Return Policy

© We're working to be
more sustainable everyday.

Learn More e

Want help with your order?
If you have any questions, feel free to contact us here
or visit our help page.

Refer a friend. Earn $25 when they purchase.
https://www.everlane.com/r/katherinerohanlon




2:00 Wl T @
STAGE INACTION

< B O &

Kate, your order Our Return Policy
has shipped. If it's within 45 days of shipping, we'll gladly
PP

take it, so long as the items haven't been
worn, washed, damaged or altered. Don't

get rid of any item's tags or packaging until
Receive SMS Updates you know you're keeping it—we need those

to make the return.

Your order number

For more details, or to begin a return, visit
everlane.com/returns

The Important Details

View Return Policy
Shipping Payment Details Shipping

Address Details
PayPal

Standard

Shipping.
10-20 Want help with your order?

business If you have any questions, feel free to contact
days us here
or visit our help page.

Refer a friend. Earn $25 when they purchase.

https://www.everlane.com/r/katherinerohanlon
Order Status
Check the status of
your order on your
confirmation page.

Returns

Start a return using
your order number.
Everlane © 2021 Everlane, Inc. All Rights Reserved.

2170 Folsom St., San Francisco, CA 924110

Privacy Policy | Terms of Service | Unsubscribe

Order Summary

“ Repl > Forward
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Workshop tasks:
Map the user experience process for someone who wants to take action with your brand.
Examine:

- How many clicks is required to complete the action?

-  How long does it take them to complete the action

- How much information do they have to provide?

- Do they have to sign up/create an account!?

- Do they have to go offline if they have questions/concerns!?

- How many communication touchpoints are there between the time that they take action
and the time they receive their product/service!?

* If you have a website, ask a friend to user test your digital presence as if they were a
customer. Ask for feedback in terms of:

- Clarity about what they needed to to/what your next step will be

- Time/effort —Was it easy to complete!

- Communication —Was it clear where they could go if they had post purchase questions?

- Options —Were the payment options sufficient! Was the shipping more than you expected?

- Design/functionality- Did the site load quickly? Did they have to scroll a lot! Did they have
to click through a lot of windows? Was being redirected offsite annoying!?



