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Focus from initial MVP

Problems and use cases

"I'm uncertain of what to purchase and need reassurance."

Sales Associates offer customers a video link to connect and offer 
expert advice and/or demo from an existing chat experience.

"I don't feel safe in big- box stores." Or, "I'd like to save myself the 
drive time."

Customer creates sales appointments through dotcom/app scheduling 
workflow and selects "virtual" as option vs. forced in- store only option.

"I need help in answering a question, and I know the knowledge is 
not in my store."

Leverage SME that exists in parts of the company across the company. 
Eg, Auto Techs, VPL and PAC/MDC.

Highlights
Concept

Initial objectives around keeping 
customers and employees safe as 
covid pandemic and lockdowns 
ramped up
Evolving to focus on meeting 
customers where they are, meeting 
customers in the moment
Providing true experts in their product 
categories to help customers 
throughout their shopping journey

Literal
Remotely connect with blue shirt for 
the same in- store experience
Employees work in a physical location 
complete with demo staging areas for 
each product category and mini- office 
spaces
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Customer Eve 
visits 

bestbuy.com to 
shop for a digital 

camera.
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Live Text Chat Video Chat

Virtual Store: Service Blueprint - Current State

Eve navigates to 
a PDP for a 

camera that she's 
interested in.

Eve sees blue 
Help beacon in 
lower right of 

page and clicks 
on it.
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Customer Purchasing

#

Chatbot starts 
connection to live 

agent. Gives 
approximate wait 

time.

#

Taylor switches 
to a top- down 

view of the 
camera to show 
the buttons and 

walk through 
those features.

#

Eve asks a 
specific question 

about the 
buttons on the 

top of the 
camera.

Escalation

#

Eve asks to 
compare features 
of this camera to 

the other one 
they were looking 

at.

#

Taylor starts a 
demo of the 

other camera.

#

Eve asks Conner 
if purchase can 
be made with 
him directly in 

chat.

#

Taylor responds 
"yes" and 

outlines the cart 
link process.

#

Eve agrees to 
purchase via 

chat.

Transition

#

Taylor sends Eve 
a cart by link and 

asks if there's 
anything else he 

can help with.

#

Eve informs 
Conner that she 

doesn't need 
anything and 

proceeds to close 
the chat.

Customer SurveyTransition

#

Eve completes 
NPS Survey.

#

System pushes 
NPS survey.

Chatbot

Eve clicks on a 
"Chat Now" link.

#

Eve selects 
"Shopping for an 

item"

#

Eve selects a 
"Chat with a live 
Customer Care 
agent" button.

#

#

Chatbot displays 
welcome screen .

#

Dotcom displays 
open Blue Assist 

menu.

#

Chatbot responds 
with invitation to 

chat live.

#

Chatbot sends 
the person to the 

digital imaging 
queue

Live agent Conner types in a 
greeting to the customer, 
and asks for customer's 

name, phone, email. Asks 
how she can help with 

camera shopping.

#

Eve types, "I'm 
curious about the 

differences 
between two 

models. Can you 
help?"

#

Agent Conner 
responds that 
he's happy to 
help, and asks 
Eve for model 

numbers.

#

Eve types in 
model numbers

#

Agent Conner 
gathers his 

information, and 
suggests to Eve 
that they video 

chat.

#

Eve agrees to 
video chat

#

Agent Conner 
sends the video 
chat link to Eve.

#

Transition

Our Customer

#

Twilio generates 
unique room ID 

for the call

what kind of 
info/what 

systems may 
be referenced

Eve clicks the link 
to start video 

chat and enables 
microphone and 

camera 
permissions on 

her device 

#

#

Taylor looks up 
relevant demo 
products and 

checks them out 
through flex

#

Taylor docks his 
device at the 

demo stage and 
starts a demo of 
the first camera

#

Flex shows "in- 
stock" demo 

products

#

Conner checks in 
the demo 

equipment he 
used during the 

call

#

Customer system 
prompts for 

camera and mic 
access

About Eve
Scenario: Eve is just about ready to make a 
purchase on a new camera. Typically, she'd go 
to a Best Buy store to see the product and 
maybe ask a few questions, but with Covid, 
she's not quite as comfortable doing that. 

She visits bestbuy.com and navigates to the 
product page of the camera she wants to get. 
She really would love that extra purchase 
confidence a Blue Shirt would give her. She sees 
the Help icon in the lower right to see what her 
options are.

My only regret was 
that the agent 
ended the chat 

before I got finished 
praising her. I hope 
she gets credit for 

this purchase.

Sean was able 
to quickly and 
fully answer 

my questions.

Their 
responses 

were genuine 
and 

informative.

Representative
needs a raise

Couldn't get a 
straight answer 

without prying for
more after the 

first very obvious 
answer

helpful and
positive 

vibes

Quick and 
knowledgeable

assistance.

Took 25 min to realize that 
oh, he wasn't able to help 
w/ a battery replacement 
question. Need to talk to 

Geek Squad. Also struggled
w/ the fact that my original 

purchase was under my 
maiden name, and

I love how
easy you 

made this

excellent
service

Assisted and 
was patient 
when I was 

explaining what 
I was looking for

There were 
not any 

problems in 
getting info I 

asked for.

He was very helpful, 
but your 15% 

restocking fee took you
out of the running for 
purchasing this lens. 
You really ought to 

reconsider this policy.

Kind and 
would do
it again!!

This 
representative 
was amazing

Answered
my 

questions.

Very patient and 
helpful,  good 

recommendation, 
Knowledgeable

Can go to 24/7 to 
get into other 

queues, such as 
price match, but 

no access to 
video/Twilio

Twilio can't 
connect to 

other queues, 
but can go to 

video chat

Routes to 
either 24/7 

queue 
(60%) or 

Twilio (40%)

#

Agent uses 
Breeze to find 
customer info. 
Creates Breeze 

case.

My chats in 
the instant 

chat are 
not sending

My chat feature will 
not allow me to 

send any messages 
so I am unable to 

communicate with 
anyone

That chat 
option 
doesn't 

work

The chat won't send 
any messages through. 

I have tried multiple 
devices, both on and 

off wifi, cellular, etc, but
it won't ever send my 

messages through.

Chat Not working Can't find chat

Make your live 
chat customer 
service easier 

to find.

I can't find 
a live chat 

option 
anywhere

I can't find any 
way to leave an 

email or chat 
about getting help

with my order

You need to have a 
better customer service
option where I can chat

with someone or get 
something resolved 

without having to call

#

Chatbot displays 
options related to 

cameras.

Eve selects 
"Choosing a 

camera/camcorder"

#

Highlights
Chat Idea Factory was a cross- 
functional collaboration team created 
to bring all of the chat experience 
designers together (at the time, we 
were more splintered)
Our primary initial objection was to 
create a service design blueprint of the 
full dotcom experience to help identify 
gaps or collision points.
This blueprint demonstrates our 
customer's journey, our employee's 
journey, and the system events/tech 
that make this all happen.
We've since added screenshots to help 
make the journey a bit more visual.
We're now starting to add customer 
feedback onto this.

https://miro.com/app/board/o9J_ljQM_X0=/?moveToWidget=3074457367673958759&cot=14


SEPTEMBER 2021

LV Video Chat Launch Initial NPS Survey Results SV Video Store Pilot Launches

OCTOBER 2021

Virtual Store in Physical Stores Moderated Test

NOVEMBER 2021

VIRTUAL STORE - TIMELINE OF EVENTS - 2020-2021

We recently launched an updated video chat platform on 
large view in September.  Extending video chat functionality to 
small view is needed to offer video chat capabilities for 
customers chatting on mobile devices.

Video chat functionality is most frequently used for customers 
in sales experiences. Once the video chat begins, the 
customer and agent will be able to see and hear each other 
during the video chat. Additionally, text chat capabilities will 
continue to be offered during the video chat.

Customer 
Problem

Feature 
Description

video chat view text chat view

LV Minimize/Maximize

When a customer comes into the virtual store environment 
they want to see more of the virtual store in the background 
or more of their web page depending on the conversation 
with the agent.

Customer can minimize their window to view more of the 
website in the background but also maximize the window to 
see more of the virtual store space.

Customer 
Problem

Feature 
Description

maximized view minimized view

Agent Screen Share

Often customers will begin a video chat session with agents 
and need additional assistance navigating around the site or 
locating features.

This feature will allow an agent to share their screen, browser, 
or other application to help the customer navigate and 
continue their experience. This will be particularly helpful in a 
mobile activation space.

Customer 
Problem

Feature 
Description

BBY expert's view
customer's view

Entry Point User Studies - Phase 1 (of 2)

RELEASE RELEASE RELEASE RESEARCH RESEARCHRESEARCHRESEARCHRELEASE

Design Sprint

DESIGN SPRINT

FYI: The group decided to focus on fitness equipment, is this 
category met conditions similar to that of a 5K store. Goals 
established with assistance of two of our Best Buy Certified 
Personal Trainers.

Differentiated experience for stores that have limited 
inventory/display centric
Reduce time it takes to connect to the desired expert.
Create experiences that lead to deeper customer 
engagement.
Faster close time when customers engage visually or 
audibly.

View research plan, tested designs and preliminary results

DESIGN SPRINT

In- Store Virtual 
Assistance

Identify customer perceptions of existing virtual store .com 
entry points
Identify how visibility and traffic can be increased
Identify opportunities for improving existing virtual store entry 
points, and new ways to present the experience contextually on 
key pages
Understand customer expectations of how the virtual store 
experience should begin

Goals

In- store to virtual store unmoderated study takeaways

RESEARCH

PDP entry points - Bios round 2 Employee Feedback Survey

Consumer is interested in a product but has further questions. 
For the customer to effectively shop the product, they may 
desire to narrow product options. There may be other desires, 
like trying out the product (whether a Best Buy store displays 
the product or not), or understanding availability, financing, or 
warranties. However, there is no Blue Shirts available to assist 
in the store (whether they are not knowledgeable about the 
product or just not available to help).

Customer 
Problem

Transition from physical store to virtual store research conducted by Steffen and 
delivered 10/13/21. Some great insights here. Some highlights:

All preferred to talk to a person in a store, not remotely. But most also accept that it 
would be okay to do it remotely, as long as the person was knowledgeable and could 
answer their questions.
Participants first inclination if no employees were available was to go seek out a 
manager or other employee who could assist them in the store.
Talking with someone remotely on phone or chat causes a little anxiety due to 
perceived potential for miscommunication.
Text chat was mostly not desirable to participants in a store. It was perceived as non- 
expert, and too slow because the agent would be talking to multiple people at once.
Most participants did not expect to be able to do a video call. When they were told 
video call was an option, they generally responded positively.
QR code familiarity: All knew what a QR code is without prompting. Many 
volunteered they’d scan the QR code on the product tag without prompting. Most 
expected it to take them to a product info page. Some thought it would give them 
options such as learn about the product, order the product, get assistance with the 
product.
Access to expertise is a driver of doing a remote interaction. If the person they’re 
speaking with remotely has more expertise than someone in the store, that 
increases the desirability.

In- store to virtual store preliminary research

RESEARCH

Takeaways
Customers overwhelmingly favored top of page placements 
regardless of page.
The favorite placement was the store locator page.
The least favorite placement was on the PDP. Overwhelming, 
buried. “I may be unable to leave home so being able to chat or 
video chat before I have to go into the store is nice”

Jitsi version launches

RELEASE

OCTOBER 2020 AUGUST 2021

employee experience miro https://miro.com/app/board/o9J_lNZCu9I=/

Best Buy stores are closed/closing due to COVID-19 pandemic 
lockdowns making it difficult for customers to get the 
technology they need as the shift to working from home 
begins.

This release focused on giving customers the Best Buy store 
experience virtually. How might we assist customers through 
their shopping journey the same way we would in- store now 
that a majority of our stores have closed?

Customer 
Problem

Feature 
Description

RESEARCH

Usability Research

NOVEMBER 2020

What makes this experience valuable to customers?
Why/when would customers want to video chat?
What is important to customers when interacting with Best Buy 
employees?

Goals

Takeaways
Employee level of expertise exceeded customer expectations
Customers were unsure what wait times would be
Customers enjoyed the level of privacy provided (being able to 
keep their camera off)
Customers with different abilities or those who are hesitant to 
shop in store find video chat very useful, feeling cared for and 
valued

RESEARCH

Usability Research

MARCH 2021

What point of the customer journey do customers need a video 
chat?
How do we educate/set expectations for the video chat 
experience?
Why are customers abandoning video calls?
How beneficial is offering a callback feature or scheduling?

Goals

Takeaways
Customers like the option to video chat at almost all stages of 
the customer journey (they don't want it during "buy" phase)
Provide information ahead of chats to help users
Customers are abandoning calls because they didn't expect an 
immediate video connection
All customers did want scheduling, callback options, and co- 
browsing

ACTIVITY

Customer Abandon Workshop

APRIL 2021

Brainstorm reasons why customers are abandoning calls and 
solutionsGoals

Takeaways
Offer wait time
Adjust copy on entry points to better set expectations
Analyze data to determine queues, wait time, and if an 
employee picked up the call where customers abandon

ACTIVITY

Persona/Mindset Workshop

MAY 2021

Discuss future state goals for virtual store based on customer 
mindsets
Prioritize future state features for employee and customer 
experiences

Goals

Takeaways
Can we tie the session to BBY accounts?
Pay by link is the primary transaction solution
Offer customer to download BBY app?
Ability to share resources to customers
Store employee notes from session
Save the video?

RESEARCH

SME Research

What customer needs do employees want to address over 
video chat?
What categories/products do employees demonstrate over 
video chat?
When and how do employees demonstrate products over video 
chat?
What is the overall experience and value of consulting with 
customers over video chat?

Goals

Takeaways
Customers like the ability to talk with Best Buy employees 
rather than call center agents
Some issues with mobile video chat connections caused 
unexpected abandons
Customers aren't aware they can get a product demo
No current way to transfer customers
Customers wanted to follow- up with the same employee

https://miro.com/app/board/o9J_lPtQQmQ=/ https://miro.com/app/board/o9J_lGu78lk=/

RESEARCH

SME Research Part 2

JUNE 2021

What are customer needs they want employees to address over 
video chat?
What categories/products do employees demonstrate over 
video chat?
When and how do employees demonstrate products over video 
chat?
What is the overall experience and value of consulting with 
customers over video chat?

Goals

Takeaways
Customers enjoyed talking to store employees
Customers appreciated the convenience of a video chat
Most employees specialize in a single category
We're still seeing a large abandon rate
Customers on mobile devices are experiencing major issues

RESEARCH

PDP Entry Point - bios and form

JULY 2021

Do customers find employee bio information useful when 
doing a virtual store video chat? If so, what info do they want to 
see?
How do customers feel about jumping straight into a video 
chat?
Do customers want to provide any information about 
themselves before a video chat?
Is there information customers are uncomfortable providing?

Goals

Takeaways
Customers didn't find extensive or "personal" employee "bio" 
information desirable
Customers expected the system would be smart enough to 
connect them to an expert based on the product they were viewing
Customers didn't want to provide any information before the video 
chat but were okay with providing some information while they 
were waiting to be connected
Customers strongly did not want to provide personal information

What refined "bio" mockups did customers respond most 
positively to? Was there any difference between video and text 
chat mockups?
Is there other information customers want to see about an 
expert assisting them via chat?
Are there any differences in information needs between older 
vs. younger customer age groups?

Goals

Takeaways
The winning employee bio combination was [product type] 
expert + years of experience

RESEARCH

SWAE Chat Entry

Do customers notice Shop with an Expert on the landing page?
What do customers expect from the Shop with an Expert 
experience?
Which communications options do customers find appealing?
What do they expect from the chat option?

Goals

Takeaways
Most participants were able to easily find the SWAE entry point
Most participants liked the variety of contact options
When clicking chat, most expected a chat window to open. No 
one mentioned expecting a video chat.

ACTIVITY

Product Teams Evaluating New Platform

D&T Team is in the process of vetting technology partners to 
enable a variety of business use cases involving different 
personas across the organization.
We are looking at this exercise holistically so that we account 
for the different types of activities involving Video while also 
accounting for intersections (routing) with Voice and Text (chat)

Goals

Takeaways
Twilio chosen:

SME, industry leader, flexibility, engineering friendly and 
full SDK library, meets majority of use cases, could be 
used more than virtual store use cases, has routing, CRM, 
and other services they offer and not a direct competitor 
of Best Buy

https://code.bestbuy.com/wiki/display/DART/Vetting+of+Technology+Partners+- +Video

Employee Feedback Survey

RESEARCH RESEARCH

Employee Feedback Survey

RESEARCH

Employee Feedback Survey

Gain insight to employee experience with virtual store
Goals

Takeaways
Most employees agree that the virtual store meets their needs
Most employees agree that the virtual store meets customer 
needs
Employees agree that the virtual store tools are easy to use
Most employees think customers enjoy their virtual store 
experience
Most employees think the virtual store tools are reliable
Most employees think the virtual store tools are easy to 
navigate
Employees would like to be able to access BBCC chats when 
they're having a "slow day"

Takeaways
Most customers enjoy the virtual store experience
Some frustration around wait times and employee knowledge

Gain insight to employee experience with virtual store
Goals

Takeaways
Most employees agreed that the virtual store experience met 
their needs, but overall less than last week
Employees mostly agreed that the virtual store experience met 
customer needs, but overall less than last week
Employees felt the virtual store tools were easier to use 
compared to last week
Employees felt customers enjoyed their experiences more 
compared to last week
Employees didn't find virtual store tools to be as reliable 
compared to last week
Employees experienced technical and routing issues

We recently launched an updated video chat platform on 
large view in September.  Extending video chat functionality to 
small view is needed to offer video chat capabilities for 
customers chatting on mobile devices.

Video chat functionality is most frequently used for customers 
in sales experiences. Once the video chat begins, the 
customer and agent will be able to see and hear each other 
during the video chat. Additionally, text chat capabilities will 
continue to be offered during the video chat.

Customer 
Problem

Feature 
Description

Gain insight to employee experience with virtual store
Goals

Takeaways
Most employees agreed that the virtual store experience met 
their needs, but overall less than last week
Employees mostly agreed that the virtual store experience met 
customer needs, but overall less than last week
Employees felt the virtual store tools were easier to use 
compared to last week
Employees felt customers enjoyed their experiences more 
compared to last week
Employees didn't find virtual store tools to be as reliable 
compared to last week
Employees experienced technical and routing issues

Gain insight to employee experience with virtual store
Goals

Takeaways
Most employees agreed that the virtual store experience met 
their needs, but overall less than last week
Employees mostly agreed that the virtual store experience met 
customer needs, but overall less than last week
Employees felt the virtual store tools were easier to use 
compared to last week
Employees felt customers enjoyed their experiences more 
compared to last week
Employees didn't find virtual store tools to be as reliable 
compared to last week
Employees experienced technical and routing issues

Entry Point User Studies - Phase 2 (of 2)

RESEARCH

GoalsGauge customer interest in virtual store connection in- store
Learn about customer expectations for getting help in stores
Learn about customer concerns regarding a video chat in- store

Goals

Takeaways
All customers preferred to talk to an employee in the store, 
most were open to the idea of connecting to an employee 
remotely
Talking to someone remotely caused anxiety, customers 
perceived potential for miscommunication
Customers did not want to engage in text chat in the store
Most customers didn't expect the option for video chat and 
responded positively to the idea

Give customer assurance the person they can connect with 
is an expert?
Set the stage for customers in chat and virtual store overall
Start this experience for the customer as quickly and easily 
as possible?

Goals

Takeaways

Understand customer expectations around the current 
experience
Can customers find then entry point into virtual store easily?
What do customers expect from a video call

Highlights
Massive, cross- functional effort
Since this was a new space for us, we 
had a ton of customer research to do 
to fully understand customer 
expectations. Much more to learn.
Jitsi product had solid features, but 
proved to be too limiting from an 
enterprise level.
Decided to move to Twilio product 
Q1/2 of this year, and shifted focus to 
get this new capability live and into 
pilot mode.
Launched LV in September.
Launched SV in October.

Key
blue box = code release
grey box = research
green box = discovery event
         = major code release

Goals

See video that was
played on digital easel

Updates: ❄Snowing during first round of tests, plus low 
traffic. We tested with 1 customer, 1 employee. We are 
currently planning for additional tests.

Design Sprint
Miro Board

Takeaways
Customers are used to doing text chat but have mixed 
expectations for the employees they are connecting with (not 
always knowledgeable/helpful)
The current entry points don't highlight video as a method for 
customers to connect with employees
When participants are tasked with starting a video call they 
were unable to figure it out

https://miro.com/app/board/o9J_ljQM_X0=/?moveToWidget=3074457367690270117&cot=14
https://miro.com/app/board/o9J_ljQM_X0=/?moveToWidget=3074457367932284734&cot=14
https://miro.com/app/board/o9J_lNZCu9I=/
https://miro.com/app/board/o9J_lPtQQmQ=/
https://miro.com/app/board/o9J_lGu78lk=/
https://code.bestbuy.com/wiki/display/DART/Vetting+of+Technology+Partners+-+Video
https://app.frame.io/presentations/1757dea5-c530-452c-b718-2f60ae6fddda
https://miro.com/app/board/o9J_ljQM_X0=/?moveToWidget=3074457367667762589&cot=14


VIRTUAL STORE - TIMELINE OF EVENTS - 2022
Highlights

Migration of BPO & BBCC to Twilio (not 
related to VS but did take up a lot of 
the teams' time)
Virtual store launched in app

Key
blue box = code release
grey box = research
green box = discovery event
         = major code release

JANUARY 2022

MVP VS Entry Points (PLP, PDP, Landing Page)

Customer 
Problem

Feature 
Description

RELEASE

FEBRUARY 2022

Virtual Store Agent Interviews

RESEARCH

Banners on PDP and PLP pages were launched in Fitness and 
Digital Imaging.

PDP entry points take customers directly to chat in a 
virtual store queue for the corresponding product 
category
PLP entry points take customers to a virtual store landing 
page where they can launch a chat to the corresponding 
virtual store queue

Direct to chat not available for PLP banners 
(technical limitation)

What is the overall employee experience like? How could it be 
better?
How do employees view success in their role? What helps them 
be successful?
What is the customer experience from the employee POV? How 
could it be better?

Employees enjoy the environment and like their coworkers. 
They feel that the systems they use day- to- day could be better 
integrated
Employees enjoy building relationships with customers and get 
positive feedback from them
Employees feel that it takes some explaining and handholding 
to get customers into the experience because customers aren't 
aware that it exists

Goals

Takeaways

Entry Point Research

RESEARCH

Are the updated entry points visible to consumers?
How desirable is the experience based on what customers see 
in the entry points?
What are customer expectations? Does the experience meet 
those expectations?
Are the entry points easy/intuitive to use? How do consumers 
attempt to interact with them?

PLP/PDP entry points are somewhat more visible, but compete 
with Blue Assist 
Based on the entry points, the experience was desirable for 
customer, there was more excitement when participants 
reached the landing page
Still some confusion about what happens when the entry points 
are clicked
Participants were skeptical that they would be talking to a real 
"expert"

Goals

Takeaways

Customers are unaware of the virtual store experience and 
how it could help them during their shopping journey.

PDP Example PLP Example

Entry Point A/B Test

Goals

Takeaways

RESEARCH

MAY 2022

Results were inconclusive and differed between LV and SV. 
Further testing is required to determine optimal virtual store 
entry points.

We'd like to measure whether or not a standard widget is just 
as effective/engaging as a custom banner for this entry point 
into virtual store.

Employee Experience Updates

Customer 
Problem

Feature 
Description

RELEASE

The video module in twilio is being re- written to provide a 
better experience for employees while video chatting.

Larger customer video thumbnail
Consistent call joining experience
Ability to toggle video focus

Employees desired a better video chat experience.

Virtual Store Creative Brief Exercise

DESIGN SPRINT

Gather D&T Product groups in a collaborative workshop to create a shared understanding 
of the respective products’ problem spaces.
Discuss how these customer problems would shift and evolve with the inevitability of 
Virtual Store’s adoption and expansion.
Ideate on opportunities for improvement along the customer journey and potential 
solutions. Determine measures of success for these solutions.
Leverage these opportunity spaces to create a narrative and speculative customer 
journey.

Alignment of product improvement opportunities, solutions along the customer journey.
Product teams produced Lo- Fi Customer Journey Maps exploring one of their opportunity 
spaces
Identification of high priority D&T + Virtual Store projects for near term discovery including 
SWAE integration, App integration and 1- Click Connect to VS.

Outcomes

SWAE Entry Point Analysis

RESEARCH

Goals

Takeaways

NPS Analysis

RESEARCH

Goals

Takeaways

MARCH 2022

Entry Point Expansion

Customer 
Problem

Feature 
Description

RELEASE

Entry points for more categories will be launched on PLP/PDP 
pages in the following categories

Wearables 3/7
Apple ???

Customers are unaware of the virtual store experience and 
how it could help them during their shopping journey.

Estimated release EOM

View the miro board

Goals

NPS Analysis

RESEARCH

Understand how customers feel about their experience with the 
virtual store and employees

Customers who rated virtual store highly felt that employees 
went above and beyond to help them
Neutral scores cited technical issues but still very positive 
experiences with employees
Customers who rated virtual store lower felt that employees 
lacked information and training

Goals

Takeaways

 code.bestbuy.com

Log In - Confluence

SEPTEMBER 2022

Common topics:
price match
product availability
store stock
product spec question/comparison

 
Concerns (unrelated to swae)

routing issues
transferring multiple times
customers not answering chats

We're curious about how the new SWAE computing entry 
points are contributing to the "quality" of customers entering 
virtual store

OCTOBER 2022

To evaluate how the latest changes to virtual store entry 
points are impacting the experience (Blue Assist, SWAE)

Additional research around customer information is 
required
Make it apparent where chat/video chat are different and 
how to enter
Clear messaging around permissions still needed 
Opportunity for new CAIP intents to cover common 
questions
Introduce messaging if customers overflow from virtual 
store entry points to set better expectations

Information in Chat

RESEARCH

Goals

Takeaways

NOVEMBER 2022

We wanted to learn what factors might make chat users 
hesitate to provide information like their phone number or 
email address to agents during live chat sessions

Participants noted that they would primarily decide to 
provide their information based on what they perceived it 
would be used for
Participants are more willing to provide an email address 
or phone number to be used as a piece of identifying 
information linking them to their account, rather than as a 
means of contacting them
Existing best practices suggest that when asking for 
customer data, we should only ask when necessary and 
explicitly state the reason we’re asking

Pre- video chat form

RESEARCH

Goals

Takeaways

DECEMBER 2022

We were interested in learning users’ reactions to a pre- chat 
form 

Participants generally expected the video chat to start 
right away with minimal setup steps on their end
Participants had mixed opinions on what the information 
they provided would be used for
Most participants said that they haven't seen a disclaimer 
about harassment before, but that they understood the 
reason for it and were fine with it

Virtual Store Dotcom Audit

AUDIT

Evaluate the current state entry point experience for 
virtual store

Inform various related teams where opportunities lie for 
improvements in the current experience
Working team to connect regularly to discuss 
improvements
PDP banner entry point to be removed 

Outcomes

Goals

EX - Transfers

Customer 
Problem

Feature 
Description

RELEASE

Employees are able to transfer to queues and individuals and 
provide context for the transfer

Employees need to be able to transfer customers to other 
queues, supervisors, or employees to better help them

Blue Assist Entry Point

Customer 
Problem

Feature 
Description

RELEASE

A new module at the top of blue assist was launched as an 
entry point into virtual store. Customers are able to choose 
chat or video.

Customers aren't sure where to go for what type of help on 
Best Buy.

AUGUST 2022

https://miro.com/app/board/uXjVOamDcYI=/?invite_link_id=605589499256

