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Introduction
Every successful online business understands
just how important its website is for generating
long-term profit.
As a business owner or ecommerce professional,
you are probably all too aware that your
website has the potential to generate far
greater revenue. But ask yourself the following:
do you understand what it is that is currently
causing a revenue bottleneck? Do you have the
analytical know-how to continually identify those
issues to make greater long-term gains? And,
once those issues are identified, do you have the
usability and technical expertise to drive regular
re-designs and changes to constantly improve
your site’s revenue delivery?

Why Affinity insights?

Affinity’s award-winning Conversion Rate Optimisation
team is a specialist division formed by merging
together our online data analyst team and creative web
development department. The result is an exclusive
analytical web development product that teaches you
more about your customers and their browsing habits,
whilst using that data to continually re-develop your
website’s layout and functionality to drive increased
revenue. We call it Affinity insights.

How good are we?

We haven’t failed yet. Before we take on any client
website we undertake a very detailed review and audit
process. If we don’t think we can make our service
profitable and cost effective for you then we will tell
you. We only take on projects we are very confident of
delivering to target - and we’ve never failed yet!
We’ve included 3 recent case studies at the rear of this
brochure - if you like the look of the results we achieved for
these clients - we might be able to do the same for you.
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The important
thing is not to
stop questioning

The smarter way
(constant assessment and development
based on performance)
With a continual CRO strategy you virtually eliminate
the lags where your website underperforms, and
reduce the need for radical site redesign projects.

structured cro
investment

Albert Einstein

Conversion Rate
Optimisation (CRO)
Conversion Rate Optimisation (or CRO) is the
discipline of continually analysing, testing
and refining the layout and functionality of
your website to maximise your conversions.
While the majority of digital marketing
practices centre on driving traffic to your
website, Conversion Rate Optimisation
focuses on improving the value of users that
are already on your website, maximising
the conversion and profitability that your
website generates for your business.
Affinity’s approach to CRO is unlike other agencies. We
don’t just carry out split-testing, give you the results,
then hope for the best. Your website is the heart of
your business, therefore we see CRO as an on-going
dedication to increasing the value of your brand via the
efficacy of your website. We regularly consult, question
and aim to transform your digital practice to massively
impact your online turnover.
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Continuous Web Development
Many businesses only carry out a single major re-design
of their website every 5 or so years, and some companies
wait even longer periods of time before deciding to
overhaul their website. Whilst major, periodic updates
are necessary to ensure the website’s appearance
and functionality adapt to changes in online shopping
behaviour and expectations, in reality there are a lot of
missed opportunities between the 3-4 years where no
developments or testing take place.
Such one-off website updates might perform better for a
short period of time, but all too quickly will be surpassed
by competition that choose to invest in more frequent,
reactive website updates.
Conversion Rate Optimisation is a process of continual
improvement to your website based on hard data which
continually flows and changes to reveal your customers’
browsing and buying behaviour. With a CRO strategy
in place, your website will enjoy continual improvement
based on your visitors’ behaviour, maximising and
growing your revenue potential month
on month.

3-4 year gaps
between website
redesign
poor website
performance

The standard way (sporadic investment)
Relying on a website redesign or occasional project to ‘fix’ CRO will
mean that your website will always suffer lags at various times in its
existence. Bursts of large investments are not always the answer.
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On-going CRO
management
is the only
guaranteed
method of
maximising
your site's
conversion
potential

Bespoke CRO Services

CRO for Magento

Multilingual CRO

On-going CRO Management

Our unique approach to CRO means that no single
project is ever the same as the last; we always tailor
our conversion optimisation activities for each website
and brand on which we work, whether this entails a
predominantly split-test approach or the implementation
of various behavioural and personalised marketing
messages based on specific user types. Typically we
will begin with an extensive audit of your website’s
Google Analytics account, as well as the performance
and behaviour of your online user base. We implement
exhaustive tracking that allows us to answer some of
the key questions site owners face: which elements of
your website influence conversion, which user types
tend to offer long-term business value (and where do
they come from), and which parts of the website should
be prioritised for quick-win conversion gains? Based on
our initial analysis of your website, we tailor a structured,
on-going Conversion Rate Optimisation programme that
maximises efficiency and provides you with the very best
business value.

Magento is without a doubt the leading ecommerce
solution, yet it is also one of the most complex platforms
with which developers and designers have to work.
The full power of Magento can only be safely realised
by experienced web developers who have many years
of experience in designing, developing and integrating
Magento systems. This is where Affinity come in - as
experts in both Magento web design and Conversion
Rate Optimisation disciplines, we are no strangers to
delivering a proactive CRO programme that works
seamlessly with your Magento website. We can deliver a
fully-holistic CRO programme that includes split-testing,
behavioural email, personalisation, user segmentation
and enhanced e-commerce integration.

Whether you host a single website that serves multiple
languages or you host multiple domains targeted for
each territory, a multilingual approach will be required
for any Conversion Rate Optimisation activities carried
out on your online properties. Affinity are able to provide
a structured approach to multilingual CRO, which is
overseen by a CRO expert who directs the skills and
expertise of other marketers and web experts who are
fluent in their respective native languages. This includes
copywriters, translators, designers and other digital
disciplines necessary to deliver an effective international
CRO strategy. As with all of our CRO services, a
multilingual approach is completely bespoke to the
needs of your business and website, whether you require
multilingual split testing or a complex behavioural and
personalisation programme tailored to each language.

Human behaviour is ever evolving and this is most
obvious in the online world, as browsing, shopping and
search behaviour continually adapt to the changing
digital landscape. At Affinity we see CRO as an on-going
investment - as your user base evolves, so too should your
website to meet the fluctuating demands of its users. An
on-going, structured CRO programme ensures that your
website continually evolves in tandem with the growing
needs of its users, reacting constantly to changes in user
behaviour. Why wait 12 or 18 months at a time for major
site updates to improve conversion, when you could have
regular upgrades carried out each month? On-going CRO
management is the only guaranteed method of maximising
your site’s conversion potential.
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We regularly consult,
question and aim to
transform your digital
practice to massively
impact your online
turnover
CRO Toolkits
Affinity uses a range of both third-party and in-house-developed tools to assist us with our
Conversion Rate Optimisation activities. Some of these include:

Education is the
most powerful
weapon which you
can use to change
the world
Albert Einstein

Prioritizer

Tobii

HotJar

Affinity’s custom-built tool which
allows us to very quickly identify
poor performing areas on a
website, segmented by mobile,
tablet and desktop, and prioritise
the most important in terms of
value to your business.

Part of our UX lab suite of software
which runs in tandem with our eye
tracking hardware, allowing us to
record the movements of users’ eyes.

Heat and scroll mapping, session
recording and detailed funnel
abandonment behaviour tracking.
This software helps us to gain a far
greater understanding into users’
browsing behaviour.

Ethino

Qualaroo

Optimizely

Live recruitment of usability testers
on-site.

On-site survey pop-up system for
gathering user feedback.

Split test management for A/B and
multivariate testing.
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Analytics Training & Support
Affinity is an agency committed to providing
organisations with training and educational
materials in all areas of digital marketing
disciplines. Given the uniqueness of each
business and website, we realise that there
is no one-size-fits-all approach to digital
training. We firmly believe that training
in online practices should be tailored
specifically to the business, its website and
the staff that make use of it. That’s why all
training that we deliver is written specifically
for each session we provide.

Certified Partner

Google Analytics Training
Whether you or your marketing team are new to Google
Analytics or already have some hands-on experience,
Affinity can provide training courses that will enhance
your business’s knowledge of Google Analytics. We
provide practical how-to demonstrations for obtaining
insights that will benefit your business and can be put to
regular use. It all starts with an initial discussion in which
you detail to us the skills you want to achieve. Then one
of our Google Analytics-certified trainers will produce your
training course and deliver it at your business premises
or at our own fully-catered offices. As well as providing
bespoke Google Analytics training, we also host regular
Google Analytics seminars at our base of operations in
Norwich. Our seminars are ideal for both beginners as
well as more intermediate Analytics users, with advanced
courses also available.
www.affinityagency.co.uk

The only source
of knowledge is
experience
Albert Einstein

User Experience (UX) Research
You can drive all the available traffic in the
world to your website, but if your visitors are
less than happy with their experience then
you could be missing out on a huge portion
of potential revenue. Today’s internet users
are savvy, they know what they want, and
they have a low tolerance threshold when it
comes to product or website flaws. Whether
your site’s priority is e-commerce or lead
generation, understanding and perfecting
the user experience is key to the on-going
success of your online operations.

UX Lab Testing
Our user experience labs have been specially designed
for valuable UX research. The state-of-the-art labs help
give an insight into the users’ thought processes when
completing a digital task. From eye tracking and session
journey recording, to fully-equipped conference rooms
for running focus groups - there’s very little that our labs
won’t capture about your website’s users and their own
unique experience of using your website and its services
or products. All of the insights we gain are analysed,
compiled and shared to you in meaningful data, which
you can use to transform your business and website into
a highly competitive, game-changing brand.

Affinity’s approach to user experience research
relies on a trialled and tested formula of mixing both
qualitative and quantative research. We can provide
either an on-going, fully holistic user experience
management service; as well as deliver one-off
projects and UX consultancy for your organisation.
www.affinityagency.co.uk
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we don't just tell you
what's not working, we SHOW
you how to rectify it

Eye Tracking

User Experience Audits

Heat mapping is incredibly useful for
identifying where users click or hover
their mouse, but it lacks the ability to
answer one all-important question:
which elements of your site do your
users really look at? Our eye-tracking
solution, which is a crucial element
of our UX lab, accurately tracks the
eyeball movements of your subjects,
allowing us to identify stand-out
elements on websites. Where should
that promotional offer really be
placed? Is there a particular sentence
or line of text on which users focus
their attention? Eye tracking is the
only solution for answering these key
UX design dilemmas.

How effective is your mobile
functionality? How much revenue
are you losing each month from
your online checkout? What is
your true user conversion rate and
which customers are your most
valuable? What do customers really
think about your product offering?
An Affinity UX audit will provide you
with all of this information and more.
But we don’t just tell you what’s
not working - we show you how
to rectify it. Our talented designers
and UX experts can create mock-up
designs of potential site updates that
we believe will help improve your
overall conversion and help increase
user engagement based on sound,
objective data; as well as provide
you with valuable customer feedback
about your products or services.
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Focus Groups & User
Research
Sometimes all the quantative data in
the world won’t answer this burning
question: why don’t some users
purchase my product or sign up to
my service? This is where our focus
groups come into play to bolster your
other UX activities, as we question
users as to why they abandoned
your site and what they didn’t like
about it. Affinity can locate and
recruit a targeted and highly relevant
set of focus groups based on your
core demographic, and ask them
to share their subjective thought
processes and opinions. Likewise,
we can also introduce unobtrusive
feedback and research pop-ups onto
your website during various stages
of the user’s journey, and collate a
regular stream of valuable feedback.

information
can help you
to better
understand
your users
& the role
your website
plays in
conversion

User Journey Analysis
Ever wondered how a typical user interacts on your
website? Affinity’s approach to user journey analysis
will provide you with the answer. Our session recording
software allows us to monitor users in real time as they
navigate through your website on their mobile, tablet or
desktop computer. Meanwhile, our in-house analysts can
delve deep into your Google Analytics data to determine
the most common navigation paths that users take
through your website - carefully assembled, this data
allows us to draw up a picture of multiple user journeys,
which we can compile for you in an easy-to-understand
form. The information can help you to better understand
your users, the role your website plays in conversion,
as well as help you to tailor your website for the best
possible user experience.
We are also able to video session record users as they
navigate your website, often an intruiging insight into
where users find certain elements of the journey more
challenging to complete easily.
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truth is a point of view,
but authenticity
can't be faked
Peter Guber

CRM (Customer Relationship Management) Services
Ensuring an accurate and readily available source of client/customer data is key to any
successful business in the digital era. Affinity have many years of experience in designing,
integrating and managing customer relationship systems for all business types.
Our state-of-the-art CRM solutions provide you with all the customer data recording
and engagement methods you need to ensure seamless communication between your
organisation and your customers.
Real Customer Lifetime Value

Single Customer View

What is the real lifetime value of your customers? At
Affinity we believe that measuring CLV (Customer Lifetime
Value) should be part of every business’s on-going
strategy. For e-commerce websites, true RFM reporting
(Recency, Frequency, Monetary) can only be delivered
accurately when your CRM is expertly integrated with
your customer management system. But even for
lead-generation websites, measuring customer lifetime
value can be tricky. This is where Affinity can help - we
understand the challenges that businesses face when
it comes to accurately measuring the value of your
customers. We can provide a CLV reporting solution
that also allows businesses to drill down into specific
customer types and identify core valuable segments
which can then be leveraged to inform and target your
marketing efforts effectively.

Given the sheer number of channels with which users
interact in the digital era, having a clear and reliable
insight into every customer interaction with your brand
is essential to ensure your customers have a positive
experience of your products and services. This is
particularly true if your business is comprised of multiple
teams and/or branches, all of which may send their own
forms of communication. In these instances a Single
Customer View is necessary to ensure that your customer
history is updated in real-time, providing an accurate
flow of information between the various channels and to
maintain the integrity and quality of your data.
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Our Single Customer View solution is bespoke to the
needs of your business, providing you with a tailored
customer management system that allows your
organisation to drill down into each and every one of your
customers and view their real-time data on demand.
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Automated Email Marketing

Salesforce Integration

The most effective email campaigns are not produced
and broadcast in a blanket fashion. Successful email
campaigns are event-triggered and personalised to the
customer, maximising the potential value of each and
every one of your visitors who gets added to your email
database. Automated email campaigns generate open
rates that are four times higher than traditional email
newsletters and lead to better engagement and
customer lifetime value. From welcome emails and
lapsed customer campaigns, to high value VIP segments
and personalised up-selling campaigns - Affinity can
design and deliver on-going automated email marketing
campaigns that deliver results.

Salesforce is the Customer Relationship Management
software of choice for many businesses. At Affinity,
we understand just how important it is for a unified
link between a website’s data collection methods and
the business’s Salesforce customer data. Affinity have
many years of experience in working on the Salesforce
platform and integrating it with a wide range of CMS
systems, including WordPress, Magento, Laravel, as well
as numerous custom-built CMS platforms. Whether you
need a solution for syncing your employee or customer
apps, unifying your email marketing activities, updating
account data in real-time, or even feeding a multitude
of external source data into one manageable, single
customer view, Affinity can provide an integration solution
that is tailored for your business needs.
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affinity's
highly targeted,
behavioural
email campaigns
will maximise
your user
conversion
rates

Behavioural Marketing
Why not take your email marketing to the next level
by introducing even more behavioural-based trigger
campaigns? Affinity’s team of data crunchers and email
designers can create an on-going behavioural ECRM
programme for your business that delivers the right
emails to the right people, at just the right time in their
purchasing journey. From cart and browse abandonment
emails, to personalised lifecycle and milestone emails that
reward and encourage further engagement - Affinity’s
highly targeted, behavioural email campaigns will
maximise your user conversion rates and ensure that your
customers keep coming back to your site.
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CASE STUDY ONE
The client:

The results:

Curtains Curtains Curtains is one of the UK’s leading
manufacturer and supplier of curtains and fabrics.

Over a 7-month period, a range of improvements were
made to the site, including basket upgrades, content
overhauls, a behavioural ECRM mailer campaign, user
feedback to help identify customer quirks, as well as
regular split testing of key landing pages to incrementally
improve conversion rate performance.

The brief:
The client’s request was simple: increase long-term
profitability and revenue from their existing traffic.
This could only be accomplished by introducing
regular, on-going developments to the website and
through extensive analysis of visitors’ behaviour and
buying patterns.

The approach:
Our solution was to focus exclusively on a structured
Conversion Rate Optimisation programme, which aimed
to increase the conversion rate and value of every visitor
that arrived on the client’s website.
An in-depth audit of the client’s website and Google
Analytics account provided the groundwork of identifying
areas ripe for upgrades and “quick wins” that would
maximise revenue. A number of initial improvements
to the website were implemented, which would be
used as a backbone for further updates, tests and
improvements on an on-going basis. Regular consultancy
was carried out with the client in the form of marketing
recommendations and internal process changes, all of
which were trialled to incrementally improve visitor value
and increase conversion.

Conversion Rate Increases
17%

Our relationship with affinity goes
back over 10 years. They answered
a brief which many other agencies
were unable to answer. Over the
last decade they have continued to
support us and maintain our market
leading position. I would highly
recommend them. David Cooper

Director, Curtains, Curtains, Curtains
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19%

37%

Online Revenue Increases
3%

Data Source:

23%

89%

The CRO updates and consultancy culminated in a
45% increase in profits during the client’s busiest trading
month of the year, as well as the highest performing
revenue month on record (a 20% increase in revenue
compared to the previous year’s record).
Comparing performance before and after CRO activities,
transactions increased by 25% year on year, culminating
in a mobile conversion rate increase of 21%, a desktop
conversion rate increase of 11%, and a tablet conversion
rate increase of 32%.
Affinity continue to work closely with Curtains Curtains
Curtains, incrementally increasing visitor value, profitability
and overall revenue.

Key Stats

Overall conversion rate + 23%
Overall online revenue

+ 17%

Overall transactions

+ 30%

Date Stamp: June 2016 - December 2016 v June 2015 - December 2015
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CASE STUDY TWO
The client:

The approach:

Start-rite are Britain’s oldest
children’s shoes manufacturer, as
well as one of the most successful
online shoe retailers of its kind,
having seen its e-commerce
operations grow consistently over the
past decade.

Affinity provides Start-rite with ongoing, regular analytical insights of
key channels, including behavioural
ECRM activities and programmatic
campaigns; segmenting and
analysing of core user profiles; as
well as UX auditing of the website,
from mobile-friendliness to checkout/
cart functionality.

The brief:
To provide regular digital consultancy,
data analysis and online user
insights, as well as assist in delivering
an effective long-term digital strategy
to secure continual growth of their
online channel.

Conversion Rate
45%

Affinity have consistently helped us
achieve our long term marketing
goals online, all the while taking
the time to meet with us every
month to discuss strategic direction,
report on progress and provide us
with key insights into our website
Claire Knight
performance.

Ecommerce Manager, Start-rite Shoes
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49%

Data Source:

16%

The regular consultancy that Affinity
provides to Start-rite has helped them
to consistently achieve their annual
online growth targets. This culminated
in the August back to school period,
during which Start-rite saw their
highest-performing online month
on record, with a 43% increase
in revenue and 42% increase in
conversion rate compared to the
previous period.

Key Stats

89%

Online Revenue
23%

The Results:

This culminated
in the August
back to school
period, during
which Start-rite
saw their highest
performing
online month
on record

138%

Overall conversion rate + 42%
Overall online revenue

+ 43%

Overall transactions

+ 61%

Date Stamp: July 2016 - September 2016 v July 2015 - September 2015
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CASE STUDY THREE
The client:
Sharps Bedrooms is the UK’s market leader of fitted
bedroom and home office furniture.

The brief:
Sharps were seeking a solution for two key objectives:
The first was to obtain crucial intelligence into the
usability of their website and the behaviour of their
online visitors. The second objective was to leverage
these insights in order to make continual data-led
improvements to the website in order to increase online
conversion rates.

The approach:
Affinity recommended our expert Insights service, which
delivers a combination of intelligent online analysis and
testing, as well as award-winning website development
and improvements.
In month one, advanced tracking was introduced
onto the client’s website and their Google Analytics
account was audited and upgraded. Our experienced
web designers also watched many hours of user
session recordings and identified specific journeys and
processes that hampered conversion.
One of the most important elements of the Sharps
website is its Design Visit and Brochure Request
forms. Our initial analysis and monitoring uncovered
that conversions were being hampered by users who

became frustrated with filling in these forms, with many
users prematurely abandoning the form process. Our
priority was on increasing the conversion rates of both
Brochure and Design Visit request forms, to maximise
conversion for Sharps. These two forms were continually
updated, refined and split-tested in order to maximise
conversion over the course of several months.

The Results:
Our initial analysis showed that users who requested
a brochure were nine times more likely to book a
Design Visit. Subsequently our first split-test involved a
complete re-design of the Brochure Request form, which
led to a 41% increase in brochure completion rates.
Our second test built upon the learnings of our first test
and led to a similar re-design, this time to the Design Visit
form. The results were also positive, with a 43% increase
in Design Visit completion rates.
Further testing on both forms led to continual measurable
conversion rate increases. Over a 5-month period, since
the start of our Insights activities Sharps’ Brochure and
Design Visit conversion rates increased to their highest
levels, despite a far broader range of traffic being directed
to the website in 2016.
Affinity continue to deliver actionable insights to Sharps
whilst continually improving leads and visitor engagement
through incremental site improvements.

Key Stats

Affinity have been Sharps Bedrooms’
appointed digital agency for over
4 years. It’s their ability to ensure
Sharps remain ahead of the curve
of digital marketing developments,
coupled with a robust and trusted
team who can react, that continues
to impress and reassure us.
Stephen Morley
Marketing Manager, Sharps
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BROCHURE REQUEST RATE INCREASE

+ 41%

design visit appointments increase + 43%

Data Source:

Date Stamp: August 2016 - December 2016 v August 2015 - December 2015
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can we help you?
We love talking to companies about how
we can help them grow - from start-ups to
SMEs, household names to global brands,
we would love to get to know you too!

free appraisal audit
Before we consider taking on a client website
for conversion rate optimisation we undertake
a detailed audit and review process - if we
don’t think we can deliver you profitable
results we tell you. We do this for free.
We only take on projects when we are very
confident of delivering on-target metrics
...and we’ve never failed yet!

insights | digital | iMarketing
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t: 01603 663093 e: info@affinityagency.co.uk w: affinityagency.co.uk

MAGENTO
ENTERPRISE

MAGENTO
COMMUNITY

MAGENTO
2

Magento Partner

2016

MAGENTO
CERTIFIED

