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Benefits
•	 E

Call for a Consultation
Learn how our user centred approach 
can help you. We offer complimentary 
telephone consultations and educational 
white papers. Contact us today!

1.866.585.1660 
contact@akendi.com

Intentional Experiences www.akendi.com 

Web Strategy
With a web strategy, businesses can leverage a range  
of online technologies to help achieve key business goals.

Benefits
•	 Increases lead generation

•	 Improves online revenue generation

•	 Increases employee and/or 	
channel productivity

•	 Helps reduce costs through 	
self-services

•	 Enables creation and nurturing 	
of communities of interest

•	 Establish Key Performance 
Indications

Our Web Strategy Process

Web-based tools are increasingly important to businesses, and making the 
optimal investments in online tools can help to achieve many business 
objectives, from lead generation to internal process improvement. To ensure 
that the online investments you make will generate the desired returns for your 
organization, you need an objective web strategy that is driven by business 
goals and user needs rather than the “hot  technology” of the moment.

Our Service
Akendi’s experts are experienced in researching, analyzing and creating 
optimal web strategies. We are well versed in the full range of online tools 
and technologies including websites, e-commerce sites, intranet sites, 
extranet sites, web services, web applications and mobile websites 	
and applications.

Our deep expertise in end-user research sets us apart. By understanding 
the intended users of online tools, their contexts of use, their needs and 
expectations, we help our clients direct their online investments toward 
the combination of tools and technologies that will best meet their 
business goals.

Duration
On average, Web Strategy projects range from four to eight weeks in duration. 

About Akendi
Akendi is a human experience design firm, leveraging equal parts user 
experience research and creative design excellence. We provide strategic 
insights and analysis about customer & user behaviour, combine this 
knowledge with inspired creative design, and architect the user’s 
experience to meet organization goals. The result is intentional products 
and services that enable organizations to improve effectiveness, engage 
users and provide remarkable customer experiences to their audiences. 

Establish Business Goals	
•	 Vision, mission
•	 Business cases

Stakeholder Analysis
•	 Conduct interviews, workshops 
and/or surveys

•	 Competitive analysis

Customer Analysis
•	 Experience mapping
•	 Scenario research
•	 Value analysis

Strategy Development
•	 Short to long-term planning
•	 Analytics 
•	 Success metrics, KPI
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RESEARCH

DESIGN

User Personas and Profiles 

Usage Scenario

Interaction Design

STRATEGY

TEST

DESIGN

User Personas and Profiles 

Usability Walkthrough

Usage Scenario

Information Architecture 

Interaction Design

User Models, Task - Function Fit

Navigation, UI Patterns, Labels, Wireframes

STRATEGY

Visual Design
Layouts, Icons, Fonts, Colour Schemes

Construction Support
Agile Iterations, Specifications, Documentation

Web Strategy

TEST

DESIGN

Mobile User Experience

Corporate Identity

STRATEGY

RESEARCH

End-user Research & Surveys

Stakeholder Analysis

Experience Mapping

Web Strategy
Vision, Mission, Business Cases

Brand Foundation

Our Approach
To develop an effective Web Strategy for your organization, we begin 	
by understanding the goals of your organization and its stakeholders to 
create a vision and mission for the web strategy. We then conduct user 
research to align those goals with users’ needs and the online channels 
available. This approach results in an Web Strategy that is successful 
from both the business and the end-user perspective.

We draw on our full range of experience design and usability expertise, 
techniques and services. These may include:

•	 Stakeholder analysis

•	 End-user research and surveys

•	 Experience mapping

•	 Mobile user experience

•	 Brand foundation

•	 Corporate identity

Our breadth of expertise, combined with our business and user-
centred approach, will ensure that your online strategy is driven 	
by value and executed with purpose.

Deliverables
Typical deliverables include a stakeholder analysis report, 	
experience mapping, and a strategy plan with short and 	
long-term goals and milestones.

Car Buyer Experience Map

exposure to marketing

look up information on website

invite advice from peers & family

attend car shows

notice makes of cars on the road

current car breaks down

lease up for renewal

company website 

print media ads 

rich media ads (TV, web, radio)

exhibitions, booths

Aware

options on company website

used car listings

cars at the dealership

speak with sales rep at dealership

speak with sales rep at car show

website to configure a desired car

car information on 3rd party listings

test drive different makes & models

car pricing options

company website

dealership

web configurator application

knowledgeable sales rep

test driving

exhibitions

customer web account

brochures

Explore

models & options on website

other makes on other websites

options at the dealership

reviews using 3rd party listings

quotes from sales rep at dealership

quotes via website/email

quotes from sales rep over the phone

which sales reps are trustworthy

research leasing vs. financing options

feedback from peers & family

company website

dealership

face-to-face inquiry

website inquiry

company email

dealership email

sales rep email

knowledgeable sales rep

brochures from dealership

call centre rep

test drive

business cards sales rep

customer web account

purchase & install car seat

move in CDs, garage opener, etc.

browse manual to set clock, radio, etc.

purchase floor mats, back rest, etc.

find gas tank lever

obtain child seat & install

customer service rep

owner’s manual

drive the car as needed

make monthly car payments

information on improving gas mileage

automated car payment 

online payments

payment reminders

fill car with gas

wash car exterior & clean the interior

change oil regularly

get regular servicing & inspections

which repairs are necessary?

which repairs are covered by warranty?

make any necessary repairs

refill windshield wiper fluid

maintenance calendar

service reminders (phone, email)

online appointment booking

brochures

knowledgeable service rep

call centre

complimentary fluid top-up

complimentary car washing services

buy winter tires 

store summer tires

‘soup up’ the car (tint windows, etc.)

current car is old, buy a newer model

buy a smaller model

family addition, buy a larger model

unsatisfied with current car company

car accident

lease is ending

mechanical problems too costly

trade in car for a new model

sell privately to a new buyer

donate car to friend, family or charity

bring car to the junkyard

dealership

junkyard website

charity website

dealership

accessories store

insurance company

website

finance company website

wait for car to be ready for pick up 

receive notification that car is ready

pick up car from dealership

adjust seat, mirrors, steering wheel

set clock, favourite radio stations

start ignition, drive away

demo of main car functions

customer service rep demo

email

call centre

business cards

owner’s manual

select desired make, model & features

decide between leasing and financing

negotiate price with sales rep

decide how to finance 

decide on add-ons and extras

sign final contract

make downpayment 

obtain or update car insurance

dealership

knowledgeable sales rep

brochures

business cards

literature on financing and insurance

quote from insurance company

Compare Purchase Out of Box Set up Operate Maintain Upgrade Recycle

Measurement of the experience map gauges both internal and external views on how well each of 
the tasks and touchpoints are working. Akendi performs this research using surveys, interviews and 
customer observation. The resultant baseline information can be used for benchmarking improvement 
initiatives, experience design, and comparisons with competitors. This results in a powerful tool to 
pinpoint areas for improvement and gaps in the current quality of the customer experience.

Customer task

Customer/organization touchpoint
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Experience map example


