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Case Study - Corbeil 

Electroménagers launches a new    

E-Commerce web site that 

innovatively empowers the 

purchase experience and provides 

human-like expert guidance for 

their customers 



ABOUT CORBEIL

A few facts:

• THE appliance specialist

• Founded in 1949

• Second store in 1990

• Third store in 1996

• Acquisition by Cantrex Inc (1996)

• Create a large network of franchised stores

• Over 30 stores now



Imagine a real store where:

• You need to know the exact spelling
of things to be told where they are

• When you ask for something, you
receive either nothing or a wall full of products

• Nobody can tell you anything which
is not already written on the box

• You have to go back to the entrance
every time you search for something else

Would you ever return to this store?

CHALLENGE OF E-COMMERCE TODAY



• The navigation time doesn’t matter a lot 
on a site

• The number of required pages to reach 
the goal doesn’t matter either

• What matter is the « linearity » of the 
process

• The capacity of a site to guide and re-
assure the customer

• Its capacity to minimize « dead-ends »

• Search engines are, unless very well 
configured, to avoid

Jacques Nantel – HEC Montréal
(4-170-00 - Marketing Électronique)

E-COMMERCE AND DEAD-ENDS



“You cannot sell a product if your 

customers cannot find it. In our 

usability study of 20 big 

websites, our users had a 

success rate of only 64% in 

searching for - and finding -

what they wanted.”

Nielsen Norman Group Report
E-commerce User Experience:
Design Guidelines for Search

THE CURRENT SEARCH EXPERIENCE



A positive purchase experience must be:

• Intuitive � I know what to do

• Comprehensive � It always makes sense

• Rich � I have many options at each step

• Empowering � I can learn everything by myself

• Efficient ���� I must get to what I want quickly

• Personalized � What I see makes sense for me personally

• Complete � I can find everything I need

• Convincing � I understand why I should buy and why now

THE GOOD PURCHASE EXPERIENCE



CORBEIL – THE MOTIVATIONS

A high expectation:

“Nos clients sont habitués à un service de très haute qualité
en magasin et ils ne s’attendent pas à moins sur Internet.“
– Corbeil Electroménagers

A high challenge:

Buying a fridge is not like buying a book:

it is a much more important purchase. 

We must be very convincing!



THE RESULT (DEMO)



The Corbeil’s purchase experience is now:

• Intuitive � I DON’T EVEN NEED TO KNOW WHAT TO TYPE

• Comprehensive � SIMPLE AND STEP-BY-STEP

• Rich � I CAN DEFINE AND REDEFINE ANY CRITERIA

• Empowering � IT IS 100% VISUAL

• Efficient ���� IT SUGGEST THE QUICKEST PATH

• Personalized � IT KNOWS ME FROM MY 1ST SEARCH

• Complete � IT SHOWS ALTERNATIVES AND COMARAISONS

• Convincing � I KNOW WHY I NEED IT

CORBEIL PURCHASE EXPERIENCE



UNIFYING WEB TO AGENT SUPPORT…

PERSONALIZED ROUTING

Define routing rules to the right skils of your
customer service deparments directly from
the search criteria of the customer request!

e.g.: Search for category A => department 1

REQUEST TREATMENT

Let your customer service agents 
benefit from a full diagnostic of the 
customer online behavior prior to 
sending his request, enriched with 
personalized recommendations!



… AND MORE!

CEM Accuracy Optimization
Self-Learning Monitoring

Real-time Statistics



LEARN MORE!

Learn more about the CEM technology behind this case study:

www.guidyu.com

Read more about Artificial Intelligence and CEM:

www.sylvainpaillard.com
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