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Understanding users to deliver 
a meaningful experience 
 
At the end of 2012 Jeep Italia went live with the new portal.  Aware of the fact 

that performance could be improved in terms of traffic and users’ engagement, 

Jeep decided to underpin a more accurate analysis to identify the reasons.  

 

 

 

Sophus3, based on Jeep needs, developed a 

questionnaire that: 

- was thought to be quick and easy to fill in 

(short sentences and easy check boxes or 

radio buttons) 

- included one open ended question to 

collect comments and qualitative insights 

- provided meaningful information about 

users’ behaviour on the web site  

After one month of activity, Sophus3 

collected more than 2000 submissions and 

500+ comments from Jeep Italy users 

 

 

 

 

Why don’t you ask? 

Sophus3 Client custom designed survey and pop-ins collect the right 

information to deliver the right solutions... 

 

 

About Jeep 

 www.jeep-official.it 

 Italian Car Maker 

 Global HQ in Italy 

 

 
Goals 

 Understanding Jeep portal’s 
usability and the level of 
accessibility and 
performance of the Car 
Configurator 

 Getting useful insights from 
users to build 
recommendation to improve 
the users experience 

The conventional analytical approach… 
As the Digital Analytics Industry evolves and becomes more and more crucial 

across all sectors, it is commonly thought that the reasons why a website 

performs poorly reside always within the data. The automotive industry is no 

exception to the rule. 

Bounce Rate, Unique Visitors, Dwell Time are indeed important indicators 

and, if well placed into the context, fundamental drivers to improve results. 

However, often the information, that explains certain behaviours, is simply 

not available and requires going that extra mile to be found. 

 

 

CASE STUDY 

“Many thanks sophus3 for the valuable support and inputs” 

        -  Aurora Incardona, Jeep Digital manager, Jeep HQ 

 

Approach 

 An invitation to participate 
to the survey was served to 
all Jeep Italy users. 

 At the end of the survey, 
sophus3 analysed results 
segmenting them by users’ 
behaviour.  

 Results were summarised 
and turned into actionable 
recommendations. 
 

 Results 

 More than 2000 submissions 
and 500+ comments collected 
in less than one month. 

 Jeep Italy portal boosted both 

traffic and Call-to-Action 

performance following 

sophus3 recommendations 

 

 



 
  “Car Configurations completed” redefinition  

One of the key recommendations concerned the definition of a “Completed 
Car Configuration”, which is a clear indicator of the users’ engagement on 
the site. 
/ 
Before running the survey, a completed car configuration was defined as 
the click-event on the “Summary” or “Details” buttons. The data from the 
survey indicated that 66% of the users completed a configuration without 
clicking on either of the two buttons. Data revealed that users had 
perceived a configuration as completed only after clicking a specific step of 
configuration (engine selected). 

 
Based on the information acquired from the survey, Jeep decided to change 
the definition of a Completed Car Configuration according to users’ 
perceptions.  This not only enhanced the Car Configurator performance, but 
also allowed Jeep to have a clearer picture of the users experience on the 
site. 
 

After this successful change, other FGA brands followed the Jeep example. 

 

 

 

 

       Sophus3 Surveys 

Sophus3 Online Surveys Service is designed to give quick and relevant 

feedback of a customer’s experience and expectations. 

The surveys are totally customisable in terms of content, design and 

survey serving criteria. 

Sophus3 analysts advise clients on the best questions to be asked and the 

ideal time to serve them, including the selection criteria for the visitors 

who are to be issued with a questionnaire. The surveys designs can also 

be totally customised and can be set up in a couple of hours. Tailoring 

these criteria result in higher completion rates. 

Furthermore we offer an accurate analysis of qualitative as well as 

quantitative data to improve performances and users engagement. 

 

 

Sophus3 

 www.sophus3.com 

 Offices in London, Paris, Frankfurt, 

Turin, Madrid, Istanbul and Detroit 

 Management Information and 

Customer Interaction Specialist 

 

 
Contact 

+44 (0)20 7403 7777  

gordon.simpson@sophus3.com 

+44 791 918 2027 

hubert.brillet@sophus3.com 

+44 79 19 174 671 

elisa.cairoli@sophus3.com 

+49 177 844 53 41 

michael.huth@sophus3.com 

+34 619 81 03 40 

javier.garcia@sophus3.com 

 

 

 

 

 


