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LSC CLIENT ANALYSIS REPORT – WEB SERVICES


This report documents the analysis carried out by Andrew Faulkner into LSC clients’ expectations, web-knowledge, requirements, the services they were offered and their feedback about the whole process.

The information within this document was gathered from consultations and feedback sessions throughout the technical support aspect of the LSC project. Overall, seven (7) clients are considered throughout the document.
CLIENTS’ EXPECTATIONS

In this section, the clients’ expectations are explored in detail.

It was found that the majority of clients expected the designer would have a vast amount of technical knowledge.  However, although technical knowledge was expected, on the whole clients were fearful of the designer using excessive technical jargon/terminology and assuming the client had a similar understanding of the subject matter – thus baffling the client.
Clients generally believed that consultancy/design meetings would be minimal – in some cases they expected only one meeting (initial consultation) throughout the entire build.  This reflects that clients expect web-designers to have little desire in communicating – discouraging them from using the service. The client may also expect that they have little input into the design of their site.
A major worry (although overcome by the LSC project) was the cost of the build.  Clients generally had made assumptions based upon stereotypes – they assumed all web-designers would charge amounts similar to that of a web-design studio and that for every service a designer provided they would be charged heavily for. The clients’ predictions of the timescale of the build were also based upon market stereotypes, the results being that they expected the build to last over two times as long as it actually took.  The base of their postulation tied in with the fact that if a web-designer could ‘drag out’ the workload then he/she could charge more for the project.

If all this seems negative then the flipside of the coin is that they expected a clean, professional and functional site.  High expectations for the product but low expectations of the provider seems to be the clients’ view of the industry.

DESIGNER’S EXPECTATIONS AND COMMENTS

This section documents the expectations of the designer before commencing the project and compares it to the clients in reality.  Further comments are made by the designer to highlight some key points concerning the clients.
The first expectation I had of the client set was that they would know what they wanted to get out of the services I provided. Alongside this, I assumed that they would have an understanding of how the website would function and could inform me of their aesthetic requirements for the site.  However, only 29% of the clients had a structural idea for their site – the 29% who had a website already.  Adding to this, there was a huge level of separation between the clients that had done preparation/research into the styling of their site and the clients that had done very little if none at all.
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This shows that some clients did not realise that they must have an input – the same where any professional service is concerned.  Granted, the designer is expected to style a site but he/she cannot do so without at least a concept, idea or example.  The problem was overcome by asking clients to choose competitors’ or colleagues’ styles that they admired and projected similar images onto their site.

Another expectation made by myself was that the clients would produce the content (promotional images, copy, contact details) for the website as and when requested.  This assumption was the biggest mistake during the technical support aspect of the project. Over 57% of clients struggled to come up with content when requested.  Some clients did not produce this content for a further two weeks.  This was partly due to the fact that often, clients were difficult to contact – the same 57% that found it challenging to produce their content.
My third expectation was for the client set to be enthusiastic.  The majority were, on the whole, however over 28% did not show as much enthusiasm for the project as expected.  This is often a danger to web-design builds as a good designer communicates regularly throughout the build. If no enthusiasm is shown by the client then the build becomes a struggle – it is in the hands of the designer to do all of the work and make important decisions for the client, breaking the two-way process.
TECHNICAL KNOWLEDGE, CLIENT DEMOGRAPHIC AND WEB-PRESENCE BEFORE PROJECT
This section assesses the level of technical knowledge and particular properties the clients have.  Web-presence and reasons for (not) having a website was analysed.

The clients were all asked how well they could use the internet – not for design purposes but for everyday tasks. The results are as follows:
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It was found that clients were nervous to answer this question, which shows that they are not confident in their technical abilities. Although most clients had at least a basic grasp of the Internet, clients admitted they had very little of some tasks (e.g. online shopping, setting up email accounts) thus putting them off the idea of Internet services altogether.  This may reflect on their decision never to have attempted to obtain their own website beforehand.
It was found that only 29% of clients had a website before the start of the project.  Most did not understand how to obtain a domain name or how to host their site.  57% admitted to not knowing where to find these services.  Of those that knew, only 66% thought they could use such a service correctly.
PROVISIONS

This section details the services Trendbyte Ltd provided to its client in the way of technical support.

	Services Offered
	Percentage of clients that used service

	Initial Consultancy
	100

	Specification Scripting
	86

	Concept Sketching of graphics
	71

	Template Construction
	100

	Template Consultation
	100

	Domain/Hosting Ordering
	71

	Copywriting
	43

	Photography
	14

	Final Consultation
	100

	Submission to search engines
	100

	Stationery
	43


CONCLUSIONS

In conclusion, the clients fall into three categories.
Firstly, there are the clients that are ready to create a web-presence for their organisation and have done research into the matter.  These clients are the most likely to get good results from the designer, as they have a lot of input for the design.  They may still need help with creating the content for the site (copy & photographs) but the design should come naturally. The way forward with this group of clients is to encourage them to keep at the level of input they are providing.
The second group of clients are those who realise they need to gain a web-presence but plough straight into the design procedure without thinking about what they wish to achieve – putting little thought into their site.  These clients are potentially the hardest clients to serve as the initial concept stages are painstakingly difficult – it is a tedious job for the designer to extract information from or inspire these people.  They will often drip-feed the designer content and are unsure of their exact part in the project.  The solution to this problematic group is to explain the processes involved in a site design and show them exactly where they fit in to the project – then their ideas, once formed, can be nurtured.

The third client category consists of organisations that feel they are not ready to project themselves onto the Internet.  They may also not be aware of its benefits or could fear such a technology leap.  Ignorance could play a part here.  A reason why they have never put their values, services or theories onto the Internet is because they don’t actually know what they’re doing as an organisation.  Depending on the situation, the following services would be beneficial to this group:
· Educating them in the ways of Internet Marketing and Web Presence.

· Encouraging them to embrace new methods of doing business – not to fear them.

· Business services to examine the organisation at a base level – creating missions, values and targets.

Other more general conclusions:

· Whatever the level of technical knowledge of a client, the clients expect to be confused by jargon.

· Clients, even technically able ones, lose confidence when using the Internet.

· The cost of a website build is a major factor for clients avoiding using web designers.

· Clients fear that communication will be minimal, but then offer little input when they realise otherwise.

· The concept design is generally designed quickly, but content is hard to obtain from a client. This perhaps shows that although the web-designer cannot fill in the entire site, they should tie in services to aid the client.

· Most services offered were used by the clients.
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