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;{{EmpathyBroker Best Practices for Managing Search in EmpathyBroker

People & Data

7 Steps to Search optimisation

1. Data: Understand what's happening:
Opportunities: Select areas of action

No Results Queries: Improve zero results
Synonimyse: Adapt to Users terms
Equalize: Tune the Search score & relevancy

Redirect Links: Direct Users to specific pages

~N o Uk W

Boosts: Promote & Merchandise

o Best Practices

for Managing Search
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People &Data

Data

Understand what's happening
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Broker Da £Q - understand what's happening

People &Data

Dashboard Language: 4| v  Scope: Al -
0 Dashboard
Queries
Clic<-Through Average 'Words SiteSearch Conversion AP| Cells Findability
o
Z - 190936
Synonymize
39.9% 1.7 5. /%
47d

Equalize

EmpathyBroker Dashboard Home

A good understanding of the data within the dashboard is the best place to start.
Navigate Time and Languages and Stores/Scopes (Mobile/Desktop/Tablet) from the top Menu.

for Managing Search
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Today - Month 04/09/2017 - 11/03/2017

Dashboard Language: | v  Scope: Al -

0 Dashboard

Queries

Clic<-Through Average Words SiteSearch Conversion API Cells Findability

pal = 190936
39.9%> 1.7 ) 5. 7% f
L] 37%

Equalize
0 80

EmpathyBroker Dashboard Home

Click-Though: Average Words:

The % of the queries that resulted on a Click The number of words (terms) that for that Time
(regardless of how far it was on the result set). Period and Scope the Users have utilised.
SiteSearch Conversion (add-2-cart): Findability:

The % of queries (not sessions) that clicked on Same as Click-Through but counts % queries that
Add-2-Cart after querying. clicked without having to scrolled (first page Finding)

5 Best Practices

for Managing Search
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People &Data

Opportunities

Select areas of action
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People &Data

Dependent on the time frame that you are working within whether that may be a week or a
month, go to the opportunities table and review how your top queries are performing in
comparison to the previous time frame.

Long neck

1sea 2
B Fdabilily
© Urlecs Querles
[ SiwSearch Comversion

wea 1T
2 ~JA :
3 -\ 3
o s B o
* wa J aa B
O [T T T o
= s o s
fEfSEIZSEEL:
ale S22 & “
e 2= -
]
Qpportunities
Query Quant ty Findabilicy Clack-Inrough Conversion
advel 1.083 6.5% 20.2% 073w 4
aakts ] Ve 1%s 23.0c%; L i% +
02Tz <43 17.62% 21.31% 265% +
aJriaxn §17 26.11% 355:% 575k +
Arpease a CEPRIS EERR s 111 t
aCddE OIS 726 3T.79% 38.0:% 00€% 4
dleva diess 256 7I3% 21.53% 20w 4
Imrsar rih K AVS KRR 1 LK Y +
: nsts =72 A73% 2.41% 253% +
7 BESt Pra Ctlces Seby dresses 53 5.519; 7 ‘2r8, i1

for Managing Search

EmpathyBroker Dashboard Home, bottom where you may find Opportunities table
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People & Data

Opp¢
Query Quantity Findability
f you can see a steep downward trend, is this down to stock issues or e - .
because the results pages aren't working as they should do.
tights 960 15.21%
Doots G943 19.62%
unicorn 817 26.44%
f they are performing better, could this be down to some actions that
: . dresses 754 99.73%
you have made previously such as boosts, the equalizer or synonyms.
wedding dress 726 37.74%
black cress 656 7.93%
You could have new queries in the opportunities table, is this due to -
. . jumpsuit 636 108.81%
seasonality or due to a new range that you have brought in.
The opportunities table provides a lot of insight into the rudimentary A o7 “ren
workings of your site. baby dresses 553 561%

EmpathyBroker Opportunities Table

g Best Practices

for Managing Search
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People &Data

You can understand which products your customers are velvet 2532 Queri.. 558 Clicks  39Addto...
clicking on and adding to basket to understand if these

Range

products are at the top of the results page. ONT

200 80
I Findability

Queries
I Conversion

-+
o

ageiuadiad

With this understanding you can then make boosts
accordingly .

EmpathyBroker specific guery detail (after clicking on one query from any report)

9 Best Practices

for Managing Search
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No Results Queries

Improve zero results
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People &Data

Don't view no results queries as a negative.
As much as they show where things might not be working, they can also show avenues

for growth.
shoes * Blue = Add2Cart
_ e Green = Queries with view/clicked
_ Linen * Red = Queries with no-results
i ) .‘ The size indicates the frequency of the query (i.e. Linen is top query)
W 5 v s
= ’ 341301 Bags 341521
= Q-
Shoes

EmpathyBroker Now (Beta) real time query Visualisation

11 | Best Practices

for Managing Search
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No Results Queries

People &Data

No results queries should be reviewed once a week as a minimum to
make sure that you aren't missing out on any important queries.

Make sure that there are links to areas of your site such as Returns, Gift
Cards, Store Locations, Help etc.

Customers will in cases use these types of queries for information
purposes and in many cases these can result in unnecessary no results as
sites haven't redirected their customers to these important parts of their
sites.

If No results are occurring because of stock issues, then allow the
customer to see something that's like their query or let them know when
yOU expect to have the stock back in. Give them another avenue to
purchase.

Query

sele

maternity

shaw!

search website
flin flaps
pashmina
dresses evening
dressing gown
mother of the bride
disney

Wraps
sunglasses
avening dress
bridesmaids

ausnieors

Quantity
1,068
107
104
104
89
86
83

71

56
55

51

50
Ly
£3

39

Findability

0%

2

§F % %8 8 2 2 2 2 2 2 2 8 B2

EmpathyBroker No-Results table view

Click-Th

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

1o | Best Practices

for Managing Search
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People &Data

, , , No results found for search dresss but we found results for search dresses
Make sure that spell check is working as this

can be a simple remedy to a no results issue.

IN some occasions, you can build synonyms, as the customer’s
language may not be the same as your sites which in turn will
result in them arriving at a dreaded no-results page.

jersey/ SWGO/ter, SWeal_efS, IOU//OVC’/’, ijper. ern. MO/’?SOO”.bOS/.C OLIVIA PRINTED HANKY HEM DRESS  ALBA FRINT HANDKERCHIEF HEM ...
£55.00 £439.00

EmpathyBroker Automated Spell check

13 Best Practices

for Managing Search
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Make your no results pages as attractive as possible, don't allow it to
look like your site has broken.

EmpathyBroker No-Results Popular options

YOUR SEARCH FOR "TASHAN" RETURNED O RESULTS.
TRENDING RESULTS NOW:

2torm

PAIGE PINEAPPLE CAMI TOP CARMEN FIT & FLARE DRESS THALIA EMBROIDERED JACKET STORM GLITTER 2 PART EMBELLISH... ELSA EMBROIDERED BOOTS
£29.00 £55.00 £59.00 £30.00 £79.00

V) 3 3 ST Y i . . ' i : PPN T (V) : - V) 11 4. bl
{--\// Add to wishlist \, /»} Add to wishlist \/ Add to wishlist \/ Add to wishlist \'/ Add to wishlist
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As we have done with Zara, we can also build algorithms to make it easier for
people to search using SKU & Reference numbers. Reducing no results queries .

=N -
7202 004 EM2RQINEREND NOTTEQ MEEH TAP
WOMAN
TRF n 720 COE FLOW/ING SHIRT WITH LACE
AlL 1= 72€) 222 PRINTED PEPLUN TOP
F200 E20 CLNIY DRESS WITH GEM LN GROIDLAY

:

.

g

?.3' " ..
TS+ &
r
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People &Data

Synonymise

Adapt to Users terms
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People &Data

This specific action is to reduce the distance in the catalogue between the way in which you
name your products and the way consumers may search for them.

Synonyms Language Type User Date Enabled

dress,dresses,rock an monsoon-basic i # Edit
hlouse,blcuses en monsnan-basic » # Edit
t-shirt t-shirts,tshirt, tshirts en monsnon-basic » 7 Edit
blouson,bouscns an monsnan-basic » 7/ Edit
mini,miniskirts en monsoon-basic o # Edit

rOUSErsrousers,pants en monsoon-basic , Edit

B P , EmpathyBroker Synonyms
17 | Best Practices

for Managing Search
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People &Data

For example, some customers may search for a cardigan however this may
be under jumpers within your catalogue.

The same could be said for hoodies. Bikini/Swimwear is also an example of
where you may reduce the distance in the catalogue.

Currently Synonyms work both ways however we will have directional
synonyms in place very soon. In essence, when someone searches for
hoody you can decide to show all jumpers & hoodies, however when
someone searches for jumpers you will only show jumpers.

Synonyms can also be a smart trick to solve no results.

18 Best Practices

for Managing Search

Synonyms

dress,dresses,frock

blouse,blouses

t-shirt,t-shirts,tshirt,tshirts

blouson,blousons

mini,miniskirts

trousers,trousers,pants

Language

en

en

en

en

en

en

EmpathyBroker Synonyms
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Equalize

Tune the Search score & relevancy
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People &Data

Understand that the Equalize is the only place where you can effect the weightings of
products within your catalogue.

Ra nklng equalizer
Reld marked with * are mandatory x
Title ¢ New In products to show (test4 less weight NEW IN more {10) on NAME and DESCRIPTION back)
Trle lets you differertiate this confguraion from other

Notes Period 120d23h Findability

Amount o time that have

teenenadled his ranking
equalzer
Volume | 5258502
0
Amount o queries 5 1 /0

executed ssing this
0 80

configurason
Inthis Seld you can add your perscnal notes
NAME = (I
KU o ra (D
CATEGORIES low rax B
COLOUR low rax E
BRAND . rax [
WOCMAN o 10

EmpathyBroker Equalize

20 Best Practices

for Managing Search
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21

People &Data

't is important not to change these weightings often, as you won't be able to see a
true read in how the changes have affected search performance. Make sure that
any of the facets in which you want to change the weightings are indexed in the
feed otherwise you won't be able to change these within the equalize.

The equalize tool is separated in two different ways, by text relevancy and
merchandising rules. The weightings affect how the fields marry with the ones
that are contained within the query, changing the way in which results are shown.

You can also use Merchandising Rules - whereby you add fields such as sales
which will lift all the products that are within that category to the top of the results
page. These are based on your own expertise in terms of what drives better results
for the business.

Best Practices

for Managing Search

Ranking equalizer

Field marked with * are mandatory

Title * New In products te show (test4 less weight NEW IN mora (10) on |
Title lets you differenticte this configuraton from other
Notes Pericd 1304
Amaunt @
been enatk
equaizer
Volume 222R§
Amaunt o
exetsled
4 configurar
n this field you can add your pereaonal notes
NAME low
SKU lowr
CATEGORIES low
COLOUR low
BRAND low
oW
WONMAN lowr
EmpathyBroker Equalize
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Redirect Links

Direct Users to specific pages




People & Data

2:EmpathyBroker Redirect Links

¢V O

:)\ My &ccount
Sign In or Register Somes  Vishist My Bag

MONSOON

HCME & GIFTS

Redirect Links should be used for information pages won J—
especially when you find these type of queries within SRS o v s
. & Map Ovivshow | Monsoon  Accessorize MonsvorChildier | Biicel  Spirit  Luna | Fome
the no results queries. STORE FINDER s e — <y B B
] 1 ZSL London, Zco. l Sl ==
Enter a City / lown / Postcoda - \'& ™ & \ = V., b
Lendon | FIND STORE A & = S =
©@ . [ heRegents N o FEan s e S WA, WA g g 85
lGrouudQ'\'{‘ L) Park Thre British I. y y@ ° % Scé"ﬂ bw‘:l!,l:&:’hewe 7 B
15 nearest stores ('; -~ ;:ssaudyLﬁelngﬁ - Qo . ° St - T{)\Clh“’t“w';u = LA (<1
' A ) Accessorize &. ‘{’ F;TZROVIA Q a(’;}v% Sarbican Centrp = :;
. . Y,/ 443 The Strand n"ch Mt(o me \é/ ==‘ L) ] J £
They can also be used as a temporary fix when there is a 3 e St Lo, v, w0063 “5e 09 0" A P AP S (1 g
Marble Ar \_/Lincoin’s ' o  WH
.y . = @ soHO( Y * Q
temporary problem awaiting to be fixed. . “l € v ) Q(\...z'\A s, T Oomyor
1’% 1\“ \,\’Q Southtank Centre -
\ m S P Londo G‘?
7N Accessoniie
|\B/ | 5 James Street —31- % Coca coa srden € eo 50 Y,
AT 5 BlgBeno 5 p N
§ James Stroct London, -ondan, WC2E 8BH, CB of Art B.:cklng'tam %8 ¢ @ Whita Cubc
um gmctcua and ss MINSTER 5
et ad o Alen Museorn ©
0.42m ve: =6t lmperial War Musen 1 -

EmpathyBroker Direct Link to Stores

Best Practices
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WEDDING BOUTIQUE

The €517 bridal collection has errived at Monsoon. Create your perfect cay witn exclusively-designec wedding gowns to treasure

|f yo u have a ded icated page i.e Sa | eS’ Wed d i ng’ O r forever, and discover impeccably-crafted pieces far the b-idal party anc the most special guests in attendance.

Summer/Spring then this is also a good way of pointing
NBe i

the customer in the right direction.

Remember that redirects directly affect findability. | e~ | - Fing your o in fetime ares
-—y : _ rom our new collection.

If someone searches for something and is redirected then

this will result in 100% findability which can result in false
positives.

WEDDING DRESSES

-t -.‘ \'\‘

EmpathyBroker Direct Link to Site Section

o4 Best Practices

for Managing Search
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Promote & Merchandise
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Boosts should not be used to change the weightings of products but instead to push a
small number of products to the top of the page.

Boost
lext Lo search ‘ Search New G/ Actions
Selection Products Keywords Lang User Date Enabled
| 6 Froducts shorts Englich reoultas@monsoon co.uk 32206 g ARt~
3 Froducts head bands, head band English rcoultas@monsoon co.uk 13122016 @ AEdit -
14 Products petite, shorter, cetite dresses, shartar length English v SEdit
o 14074CC2 shorls English germanh®ermpelhybroker.com  24-11-2016 2 LEdit -
95103240 phcto frarme English %) L Edit -
N 4 Froducts secuinned jeckels, sequin jacket, sequinnec jacket  English ° LEdit ~
- 21523829 testabe English joses@empathybroker.com 24-11-2016 @ AEdt -
o 2 Froducts velver Englich rcoultas@monsoon co.uk 12-12-2016 ® AEdit
o 2 Froducts scarf, scarves English rcoultas@monsoon co.uk 13-12-2016 ” FEAiL -
o6 Best Practices EmpathyBroker Boost View

For Managing Search
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27

People &Data

It's important to understand the products that are most
successful in correlation with a specific query.

Using this information, you can see whether high
performing products are too low on the results page and in
turn boost them to the top of the page.

Review these product boosts after a determined amount of
time has elapsed to understand if this has improved
performance.

Best Practices

for Managing Search

Selection

|

Products

6 Products

3 Products

4 Procucts

14074009

95103340

4 Products

21523629

2 Products

2 Products

Keywords

shorts

hezd bands, head band

petite, shorter, petite dresses, shorter length

sharts

photo frame

sequinned jackets, sequn jacket, sequinned jacket

testabc

velvet

scarf, scarves

EmpathyBroker Boost View

Boost

Lang

English

English

English

o=}

English

English

English

English

English

English
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People & Data

Understand & Analyse DATA at every Opportunity.
View the Opportunities table to see where performance is improving or decreasing .

No Results aren't your enemy. use them as insight to customer trends, opportunities for growth & indications for
site improvement

Synonymize so that you can reduce the distance between your customers language & the language of the site.

Redirect your customers to key information pages and promotional links.
Equalize to change the balance of your weightings to push specific lines or types of products.
Boost most clicked on or most added to basket products to the top of the page.

o8 Best Practices

for Managing Search
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People &Data

There are also some additional features that will completely enhance your customers search experience.

I Empathize I Contextualize

29 Best Practices

for Managing Search
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Auto-Complete - Top Trends
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I Allow your customers to easily find what they are looking for by giving them query suggestions as they type.

ZARA SEARC

|
"
MENU « l

jeans

NEW IN 48
WOMAN 1366
MAN 1120 jumper
TRF <z jacket
KIDS sas leather |acket
SALE =z:
JOIN LIFE 338

ALL &390

jackets

31 Best Practices

for Managing Search
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Auto populate your best selling products in relation to a customer query to maximise CTR & ATB

Dezaigual. New In  Woman Man Kids Stores  Login / Register

leans

Desigual - Woman - Denim Bermuda shorts with a turned-up hem - Centauri - Centauri - Size 24
i Desigual - Woman - Slim fit denim pants - The Wow - Size 34
Desigual - Woman - White jeans with ethnic embroidery - Dreams 5 - Dreams 5 - Size 24

‘f\ Desigual - Woman - Dark blue jeans - Shannon - Shannon - Size 24



:_'é:':EmpathyBroker Em pa thize
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I Autocomplete Sku/Reference codes so customers can easily reach their desired items.

7/ A RA

679

MENU +

WOMAN =2
MAN 2
KIDS -
SALE :

ALL &

33 Best Practices

for Managing Search
GATHERED PRINTED TOP JUMPSUIT WITH SKORTS AND KNOT SOLID SPORTY SWIMMING TRUNKS

69.99 GBP 2999 GBP 22.99 GBP
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Show customers the categories that their query is within which makes faceting easier and gives
them a cleaner and more enjoyable experience.

musicMagpie m sall

james bon

P (gl in Books (50)
By el in Music (25)
Bl [ in Film & TV (10)

Up to £20 off

buy an iPhone 7!

34 | Best Practices
for Managing Search
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Contextualise

Results for the consumer.




:EmpathyBroker

Contextualise shows your customers
that you understand each and everyone
of them are individuals and thus gives
them results directly personal to them
creating the feeling of a one to one
interaction with your brand.

Gi

Il

This feature is extremely important to
be able to improve on KPI's such as CTR,
Findability and ATB.
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13330 rasults

Mixed Leatrer Bomber Jackat Leather Blker Jacket Leather Blker Overe/ze Jacket Pocketec Loat~ar Bomber Jackat
5252 00 $199,0C $277,00 $723,0C

-~

Jonn Doe

Crmtexh alire ainibies

-

~ther Biker Jac eyt Luather Bormber Jociket Leatber Biker Jacket Leather Bicer Jacaut

e S103.0C $1209 00 S19C Q0

=

&



https://preassets.empathybroker.com/clients/demo/overlay.html?q=leather%20jackets
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www.empathybroker.com

info@empathybroker.com

Th al kS. https://twitter.com/EmpathyBro Yy
M e rC‘ : “ —==. https.//www.facebook.com/empathybroker f
G adClas. Attps.//wWwWw.instagram.com/empathybroker/ @
Da f ke, https://www.linkedin.com/company/colbenson in

G RSVALSY https://www.youtube.com/user/ColbensonTV G

Photo by: Morgan sessions
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