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CLIENT NEEDS ASSESSMENT

Following is a series of questions we will discuss with your team during the Planning Phase of the project,in varying
degrees depending on the project size. These are most of the questions you should consider before embarking on a
new web initiative. The answers to these questions provide the context for the overall project, and help ensure the

final product meets your business needs.

Background and Goals
Strategy

e What is your business strategy? What are your top 3 business objectives
for the next 24 months?

What is your marketing strategy?

How does your marketing strategy take the Internet into account as a
marketing tool?

¢ How do you foresee your web site aligning with other media?

* Do you have defined business objectives for your web site?

e \What are the top 3 things you want your site to accomplish?

¢ Who do you consider your competition to be?

¢ \What are the desired outcomes of your web site?

e Who is driving the project? IT? Marketing? Customer Service?

o Are there elements of other industry sites that you like? Dislike?

Stakeholders

¢ Who are your stakeholders in relation to your web solution?

¢ \What do your stakeholders need to achieve on the web to help the
organization achieve its business goals?

e \What are the prioritized needs of your stakeholders?

o Which stakeholders will be represented on the project team?

Branding and Marketing the Site

e How will you drive traffic to your site?

¢ \What message should your web site convey to support your brand?

e How will the site reinforce any existing branding strategy?

e Are there any misconceptions of your organization you are working
to dispel?

Logistics

¢ \What are your scheduling constraints?
¢ \What are your budgetary constraints?
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The Web Application

Audience

 \Who are your web site users?
 \What common characteristics do they share?
e \What are the goals for each type of visitor?

Content, Structure and Functionality

e \What content have you considered or planned for the site?

* How big will the site be? Have you considered the overall structure
of the site?

e \What general types of information will be on the site?

 What sort of functionality do you think is necessary to meet your
business goals?

e Who will provide the content?

* Who will update the content?

e Will it be new content, re-purposed, or both?

Technical Considerations

e \What security issues do you have?

e \What is the technical overview of the organization?

e What known technical issues need to be overcome?

e Are there any significant changes to technical infrastructure planned
that could affect the design and operation of the web site?

e \What other software at use in the organization will interact with your
site? What will these interfaces look like?

e Where will the site be hosted?

Graphic Design

* \What examples of designs on the web do you like?
* \What visual/interface design elements have you considered, if any?
® |s there a corporate style guide or branding standard to follow?

Measuring Success

What factors will determine whether or not the site is a success?
These should be based on the business goals and site objectives
you have determined. Consider the following examples:

LOWER OPERATING COSTS
Goals might include;
& Reduction in cost of sales material

SITE PERFORMANCE AND USABILITY
Goals might include:
* |ncreased number of site hits over time

* |ncreased number of new users/rapeat users distribution
* Decreased number of abandoned purchases . '”CLBE‘,S"'E' hits to Downloads pages of
web site

* |mproved Gomez ratings

. £ * Reduction inweb site maintenance effort
* |mproved usability testing scores

DEVELOPING NEW BUSINESS

Goals might include:

# |ncreased number of leads generated
from web site

& Increase in dollar amount of sales
generated from web site

* |ncreased knowledge of products

Goals might include:

* Month over month reduction in call
volumes

s |ncreased number of hits to the web site

* |ncreased number of email interactions

OFFLOADING CALLS FROM THE CALL CENTER



