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Aging architecture didn’t
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or user needs

Missing & inaccurate
product data

Spam & malware in the
Contact Us form
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Created a research-based
site spec to guide
development

Repeatedly tested site
prototype with users &
revised site accordingly
Compiled missing site
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New, secure site on modern
architecture
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Helpful resources for
customers & technicians
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ée&gned for service and repair personnel. There were numerou

Issues with it, however, and it didn’t serve the needs of intended
users, much less consumers. Upper management labeled it
“terrible” and knew major improvements were needed but didn’t
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design, develop, or implement a massive update, much less
maintain it.

Our approach
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prototype website, then tested it with users from relevant demographics to
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content, and added missing resources that customers and technicians needed,
including model numbers, revisions, and parts lists.

The results

Today the retailer has a service and support website that is built on modern
architecture. It is easier to update and more secure—free from spam and malwe
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customers and technicians, including accurate product and parts lists, product
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providing valuable data to fuel future improvements.
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