At a Glance

What they wanted to do:

 Improve the shopping experience
and drive sales

What they did:

* Implemented Google Commerce Search on
DiscountOfficeltems.com

What they accomplished:

* Increased revenues and site visits 6.4%
» Boosted transactions by almost

1,400 per month
* Measurably grew average order values

Case Study | Google Commerce Search

Discount Office Items boosts revenues 6.4%
with Google Commerce Search

Business

Tim and Jim Horton founded Discount Office Items in 2003 to offer

customers a large selection, low prices, and top-notch customer service. At
DiscountOfficeltems.com, customers can find upwards of 62,000 different office
supply products. The company has continued to experience double-digit growth
each year. In 2009, Discount Office ltems became one of the 500 largest online
Internet retailers.

Challenge

Recognizing a key fact - that visitors spend only about eight seconds before
deciding whether or not to remain on a site - Tim and Jim Horton, founders of
Discount Office Items, wanted to enable visitors to find the right products, fast.
But their custom MySQL search solution, according to CEO Tim Horton, was
sluggish and returned irrelevant results. “It could take 30 seconds for customers
to receive a search result,” he recalls. “Even then, results didn’t always deliver
what the customer was looking for.”

Adding to the challenge, the solution required regular maintenance like bug fixes
and tweaking. It was prone to periods of downtime and ate up server resources.
Discount Office Items knew it needed a better search tool, yet most of the options
the company investigated were too difficult and time-consuming to integrate into
the retail site and manage in-house.
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Google Commerce Search was integrated into the site’s existing interface,
allowing shoppers to refine results by any attribute they choose.



About Google Commerce Search

Google Commerce Search is a hosted search
service for your online store that brings the power
and scale of Google’s cloud computing platform
to online retailers. Drawing on the speed and
relevance of Google’s search technology, Google
Commerce Search increases online sales and
usability by allowing customers to quickly and
easily find exactly what they’re looking for. Robust
features including synonyms, advanced spelling,
targeted promotions, and multiple customization
options make for a streamlined yet powerful online
retail experience. Simple deployment and scaling,
user-friendly analytic and tracking components,
and enterprise-class support mean you can
optimize your online product search experience
and give customers the information they need to
make purchases online.

For more information visit:
www.google.com/commercesearch

“More people are using our site search now to find
the right products - Google Commerce Search
really works and the results are highly relevant.”
—Tim Horton, CEO, Discount Office Items

Google

Solution

When Horton heard about Google Commerce Search, he realized it was a great
fit. He immediately requested a demo. “We were impressed,” he says. “It was clear
that Google Commerce Search would improve the shopping experience with fast,
accurate results and intuitive use. Plus, using hosted search from Google made
sense for getting going quickly and scaling to accommodate business growth.”

From a visitor standpoint, Google Commerce Search would deliver the right
products faster and filter results by category, price, brand or other attributes. With
the XML API and customization options, the search box and results could look and
feel consistent with the existing Ul, while offering automatic spell check, stemming,
and advanced synonym options.

What’s more, Google Commerce Search would enable Discount Office ltems to
promote chosen products within search results, and customize, track, and optimize
search performance. And, as a hosted solution, it would minimize burden on the IT
staff and data center resources. Horton moved ahead.

“When we saw how fast we could recoup our spending and start making
more money due to better, faster search, the decision to implement
Google Commerce Search was clear.”

—Tim Horton, CEO, Discount Office Items

Results

Deployment, Horton says, was easy. It took less than a month, including
integration with full product inventory. “We wanted to go beyond a browser-based
implementation to include integration with our product inventory,” adds Jim Lind,
Programmer. “Implementing Google Commerce Search was fast and painless.”

Results were immediate. Visitor volumes jumped 6.4%, as did revenues. Transactions
increased by almost 1,400 per month and average order values grew measurably.
“People are using site search to find - and buy - the right products,” Horton reports.
“Google Commerce Search really works and the results are highly relevant. Because
of this, we're seeing a noticeable increase in visitors, sales and revenue.”

IT reports that the solution installed quickly and continues to integrate downtime-
free updates and feature enhancements. They have freed servers and human
resources, making them available for other purposes. “Search was one of the
weakest parts of our site,” comments Williams. “Now, it’s one of the strongest - all
with less load on our servers and less time spent on maintenance for the IT staff.”

Today, customer service representatives are also using the search tool to help
customers locate the right products, having a positive effect on sales and customer
satisfaction. For Discount Office Items, the best part about Google Commerce
Search is the outcome for the bottom line. “We're a small company with an eye on
achieving return on investment,” says Tim Horton. “We took a cost analysis to our
budget committee. When they saw the ROl and increased revenue due to better,
faster search, we all agreed: Google Commerce Search was clearly the right choice.”
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