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Introduction

This booklet contains:

+ Shoe Finder and CX observations on running shoe sites About NOHOLD:
« Our Best Practices NOHOLD specializes in Artificial
Intelligence. It has created and

markets a platform called SICURA®

We hope you will find this useful, designed to implement sophisticated
The NOHOLD Team conversational interfaces. NOHOLD
ab solutions have been deployed in more
than 100 healthcare institutions, 30

banks, 7500 higher education

institutions and the Government.

Specifically, NOHOLD has created an

Al Assistant called the Product

Finder. It is designed to help

shoppers find the best product for

them based on plain English queries.
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Companies Analyzed

e Brooks ¢ Puma .
* ASICS e Saucony .
* NewBalance -+ Altra .
+ HOKA + Karhu .
+ Champion «  Mizuno

* Nike « On

» Skechers * Diadora

adidas
Topo Athletic
Reebok

Under Armour
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Our Findings & Recommendations

« 58.3% of the companies considered don't have a Shoe Finder
* 100% of Shoe Finders are limited in functionality and allow shoppers only to select predefined options
+ Leverage a conversational interface to empower shoppers to express themselves on their own terms

« 100% of existing Shoe Finders don't allow free queries from the shoppers and therefore lack the
ability to capture the Voice of the Customer (VOC). VOC is critical to improve products and go to

market strategy



Brooks

T~ T « Informational Shoe Finder available
Your perfect 1720 SHOE FINDER . _I_I StepS
shoe is out

there

- Gamification used to get users to join their club
* No ability for the shopper to ask questions using Shoe Finder

« Chatbot available that can understand basic free-forminput

» To connectto live agent shopper must share personal

information

Men’s Smooth Trail Shoes

Walk around. What are your feet up to?

& tenid e scence

Neutral
\ T iy Caldera 6
[~] A




< Experience

Find the right running (5

shoe for you in just 6

questions. Whetiyws otp e dolookmater? » Shoe Finder experience available — discovered through

a website search
868 S Loy o g
aeA * 6 steps

T e Results are limited to 3 best matches

Faodback
o

i
o % 5 * No ability for the shopper to ask questions

Racing Tempo.
Running

G , * No live chat

< Exparience ] < Toot Type i < Look & Fesl _
— gnup for OneASICS™. —— > dasics w=
How would you describe your relationship aas'cs w= What's your pronation type? How do you want your shoes to feel? Q sewshase
with running? = scrsia Dasics | swoe rnatn
Select all that apphy. Ok Aoanie
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New Balance

NB does not appearto B e e wes B s Sooeh Q. Runien W

have a Shoe Finder i

Basic search available Pt + Mengw S .
Mens Footwear Size + & &

Site visitors can click on ———— .

theeft menuto select - :

features = * Hi, | am an virtual assistant. How can | assist
G + Q o

Access to chatbot requires o— + e

L i + Fresh Foam X 1080v12 $159.99 574 Core

providing personal sy i
Model + [

. . M M M MO e & Canc ye ordl

information - Y ,;,, g

Chatbot cannot handle - *

free-forminput

what are the best running shoes

Escalationto a live agent

Chat started with Jull C

available after interacting

with chatbot



Shoe Preference

What's your shoe preference?

Women's

Men’s

All Gender

Cushioning

Which type of run experience
do you prefer?

Low To The Ground And Snappy

Soft But Also Responsive

Maximally Plush And Also Supportive

I'm Not Sure

Activity

Which aclivity are your HOKA's
for?

Hike
Gym/Fitness

All-Day Comfort

Support

Do you need extra stability?

Yes, My Arch Collapses

No, I'm Good

I'm Not Sure

Walking

Which type of walker are you?

Neighborhood
Trail
Treadmill

Power

Do you need a special width?

Wide

Neo

Not Sure

HOKA

« Shoe Finderis available in the main menu

> b6steps

* Resultsare limited to your 3 best
matches

» No ability for the shopperto ask
questions during the process

« Live Chat available on Help page

alongside search

We've got your results

Or you can just view online now.

View My Results Now.




Champion

No Shoe Finder available Q@ New Men Women Kids Shoss Collections Deals swro @ v signin QO B Q womensrunningshoesp
Basic search with inaccurate s et b wrrs i s
Search results for: 'womens running shoes purple'.,
results -
e @chat _=
. . SIZE
L|Ve Chat Only avallable on - % I Champion (For USA Shoppers Only)
“Support” page — = H We are currently unable to
) ) ol | . A | service your request. Please
Live chat requires personal sl el £ T contact us later. Thank you.
email to engage and is not e

. PRICE ! ®@esvec > ®
always available Etiisiwias  Dowscwaie TS
GENDER . %20 $9%0 $1299 $8.99 $65 $32.99

Shoppers must track down style
numbers and ask specific
questionsto get answers from
agents

Start Over

Provided by Fived



Nike
No Shoe Finder available LD

Search can handle details

Search results for

Filters provided alongside running shoes pink womens size9 (22)

Pick Up Today
results to narrow search

Road

further

Track

Live chat only available on

consr
"Support” page and requires
personal information to S
engage
Live chat has a delayin

response from agent

Nike Vomero 17

$160

's Road Running Shoe

FedaStore | Help | JoinUs | Signin

New & Featured Men Women Kids Accessories Q. running shc (VN ]

Lagi for Store Pickun at Checkaut >

Hide Filters 25 Sort By v

Jecelyn
Hil Nike Service here. What are we getting after today?
toni misty
hello, im trying to decide between the journey run and the pegasus 40 running
shoes, can you help?
Jecelyn
Hey toni! I'll be happy to check on this for you. I've got you :)
Jecelyn
How often do you run/train?
toni misty
4 days a week currently, but training for a race this year
Jecelyn
Perfect, and may | know if you have any specific question for both products?



Skechers

Shoe finder available — shoppers must

£ r22 Skechers Customer Care x

Can you explain

scroll down on the “Home" page to find
e e further?

link

6 Steps i want to return shoes i
YOUR ANSWER SUMMARY Here are your recommer purchased a year ago

Results are presented along sidea menu e

size Please choose from

of filters to narrow options further p— the article(s) below.

Shoppers cannot ask questions while ‘ * L

RUNNING DISTANCE
my_order for a

USing the Shoe Finder SUNtbsR RS different color or

SPECIAL FEATURES s S size?

Chatbot available on “Help” page after
Mav | assist with

providing personal information — cannot _

— Type your message..
handle free-forminput
Shoppers can talk to a live agent after

interacting with the chatbot



Puma

No visible Shoe Finder T e ——

Search allows for some

I Gender v Category v Size v Color v Sport v Price v SORTBY

details and provides accurate

O pt I O n S 489 RESULTS FOR ‘RUNNING SHOES FOR WOMEN PINK SIZE 9*

Search results have filters to

narrow options

No ability for the shopper to

ask questions on the website
= = .

— No live chat or chatbot



Saucony

Site visitors can use a Shoe

Looking for the perfect pair of running shoes? Tell us a bit about

Finder or text with an eXpert . . yourself and we'll find a style that suits you.
Let's find your fit. i _ )
. . Interested in Saucony Criginals? Shop our lifestyle collection
* 4 steps, notincluding the here,

information YOU must add Shoe preference Shoe Size e i Shoe Width

* Relevantresults are presented

What is your main How do you want What kind of support
after each step activity? your shoes to feel? do you like in your
. Road Running © Tell me more shoes?
* No way tointeract or ask — Fast & Light © Tellme more
. . Springy Neutral
Gym/Fitness
questions using the Shoe 'Hm — Structured
Finder Veoking —
o What kind of support
« Live chat available during S doyou fike Jnyour Chvne Aoy
specific windows. When Start over st

available, shoppers must input

their personal information



Altra

» Shoe Finder available oo e s e e e |
* Located mid home page - causing cee
visitors to scroll
« Steps depend on activity selected
. SHIPPING & DELIVERY What will you be using these shoes
- Runninghas 7 steps conuoT or?
- Limitsresults totop 3 products to oTHER e e

fit consumer’s needs

which shoes are best for running

* No options for shoppersto ask

Alive agent will have to assist you,

product questions via Shoe Finder

@ Do you want to chat with a live agent now?

Altra Chatbot

» Chatbot available after submitting

YES
personal information — does not Ne
support free-forminput = Ty you mossace

» Escalateto live agent availablein
chatbot



Karhu

No Shoe Finder available

Search can pull most details:

¥ KARHU UFESTILE RUNNING 8L06 HISTORY SEARCH  BAG(0)
activity, gender, color, size, RUNNING SHOES FOR WOMEN PINK SIZE 9.5 WIDE FIT
but not fit
Filter is limited to collection [
and size
Live chat available HiS
occasionally - sometimes ﬁ/ g}
shoppers don’t have a way
to ask product questions WOMEN'S IKONI 2.0 WOMEN'S IKONI 2.0 HIVO WOMEN'S FUSION 3.0 WOMEN'S SYNCHRON 1.5

Supports 4 languagesin call

center



Mizuno

No Shoe Finder available
Search worked with basic
information: gender, activity,
and color

Size and fit are not
searchable

Filter allows visitors to
narrow down results
Contact form is available
throughout website

No way for shoppers to ask
direct questions onthe

website

NEW WAVE INSPIRE 19, NOW AVAILABLE SHOP NOW.

> 5 E o] P
- REACH BEYOND = —

running shoe COLORFAMILY  Product Suggestions

womens pink
é__:/ e 'd !‘/“

——

RUNNING GoLF

WIOMENS (3)

REGULAR (3)

oRoP

smm  12mm

OLOR FAMLY

om : | | - | W scesiccoors [ [l PP seest Scolors | 1.4




On

No Shoe Finder available on site
Search works with high level

information: gender, activity, and

On-Bot

color
Order & return status Help & support About On

Size and fit are not searchable ' Refera friend
Gift cards

Stores

Filters have limited options
Requires personal information
for shoppers to interact with
chatbot

Chatbot relies on shoppers to

click-through to a specific
answer.
Live chat available after

interacting with chatbot



Diadora

No Shoe Finder available
Search cannot handle
details — results were
inaccurate

Filters available to narrow
search results

No way for the shopperto
get live help or ask
questions via the website
Supports 5 languagesin

call center

dedee

Hor

Women's Running Shoes i« reu

Sort by
Foatured

Gender -

Size Shoes ~
a5 5 55 6
[ 7 % 0

Men Women Kids Sport Heritage Culture Mid-Season Sales

MYTHOS BLUSHIELD VOLO 4 W
218500

MYTHOS BLUSHIELD 9 VORTICE W
*1RRNN

Qsearch O @& =

2 Hide filters.

Qo

00 Compare

N’ Hon,

=
-

GARA CARBON

sanann



adidas

* No Shoe Finder available

4\\ MEN WOMEN KIDS SALE TRIPE LIFE Search Qo o pn

» Search can understand basic

« BACK Home

requests. Then products can be

. “BEST RUNNING SHOES” T
sorted and filtered i+t o i+ o s s L— >

CHAT

¢ Onproduct pages a “find 7 )

LET'S GET STARTED
alternatives” button is available Blkvsashad Yo deils s e

+ The adidas site has a chatbot ‘ ‘ ‘ :

available on the help page - you

*okxw (551 kx4

must enter personal information
before asking questions
+ Visitorscan escalateto a live

agent after interacting with

Chatbot START CHAT —d




Topo Athletic

* No Shoe Finder available

» Search producesresults

only for specific product

= Gender v Gear v Actiity v Cushioning v Drop v SortBy  Price, Highto Low v

searches .
* Productscan only be
sorted and filtered from

basic information.

+  No ability for the shopper —— - —— o~ SE—

to ask questions while

shopping.



Reebok

No Shoe Finder available

Basic Search with filters to help DT ww WoM MEN KOS REGASEONES SWE  newnashossiromssonsisdSuomers Q x ©

discoverthe appropriate shoe e e

You Search rasults for:

Chatbot only appears on “Help” "RUNNING SHOES FOR A MARATHO

Okay, | can help you with a B

page = HideFilters @ return,

Reabak Assistant

Chatbot cannot understand +
. . Discount Percentage + ¢ ~.
free-forminput and relies on b . a

Category +

customerto click-through lists 10 P i i

to find a solution — =

Let me get somecne to assist
Chatbot can connectto an you

Il need to collect some

agent only after collecting information from you

@ What's your email address?

personal information

Type your message...



Under Armour

No Shoe Finder available e unm
o New & Featured ¢ Men ‘Women Kids Shoes Curry Outlet
Basic site search to present S —————
most relevant information S
womens size 9.5 running shoes for marathon (2011am) __How Tisdia
Filter optionsto better CHAT _ x
identify products *First Nome “Lastame

Chatbot available only on “”
“Support” page after entering - “

Color

personal information

(5] e morlomaon st e o
Chatbot relies heavily on e -
click-through to get
solutions

Live chat unavailable despite
asking for help during the

time slots listed



NOHOLD's Best Practices for Shoe Finder & CX Apps

» Make it easy to locate — a pinned button or permanent placement in the site’s main navigation
 Assist visitors while shopping — add direct lines of support in your eCommerce store or Shoe Finder
+ Allow shoppersto ask questions in their own words and receive accurate responses
» Provide a shopping support solution that can be available 24/7/365
» Do not ask for personal information to interact with automated systems
» Collect shopper free-form input to understand how to better serve your potential customers, reduce costs
and increase sales
» Choose Al support applications that apply both Deterministic and Generative Al because:
» Procedures can be established - like a Shoe Finder procedure
+ Information is consistent
» Answers are discovered through company-only content to avoid hallucinations and inaccurate
information
 ltis secure and compliant

» Choose Al support applications that can be leveraged on multiple channels and languages simultaneously



We hope you found this helpful.

Members from the NOHOLD team did high-level
evaluations of CX experiences on running shoe
websites. We focused on shoe finders, search,
chatbots, and live chat in an effort to identify how
easily we could find specific products and get
answers to product questions via the
website/eCommerce store. Your feedback is

appreciated.

Thank you,
The NOHOLD Team

Pd
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