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Direct Ferries 
discovers 
hidden revenue 
opportunities

Through the data we could extract from METRISCOPE, we 
were able to spot the cause and resolve it, directly 
resulting in a healthy increase in conversion rates

Anthony Ritchie, CTO, Direct Ferries



2Direct Ferries discovers hidden revenue opportunities

Who Is
DIRECT FERRIES?

Direct Ferries is Europe’s leading ferry ticket retailer and one 
of the UK’s foremost independent, specialist travel 
providers offering instant, real time access to thousands of 
scheduled crossings both on and offline. Founded in 1999, 
Direct Ferries Ltd. offers the most comprehensive portfolio 
in the ferry transportation sector and a range of ancillary 
products including accommodation, rail travel, cruise 
holidays, travel insurance and European breakdown cover.

DirectFerries.com handles 1.5 million bookings every year - 
working with more than 90 ferry companies, covering over 
1,400 ferry routes and more than 400 ferry ports worldwide. 
It’s the largest reseller of ferry tickets in Europe and the site 
is available in 18 different languages, with more in the 
pipeline.

1.5 million 
bookings every year

working with more 
than 90 ferry 
companies

covering over 1,400 
ferry routes

and more than 
400 ferry 
ports worldwide
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The Customer 
Experience 

Challenges

With the large volume of online bookings that is managed 
by the website, Direct Ferries recognizes the value of 
maximizing customer conversion and fully understanding 
the customer journey. They wanted to have visibility of any 
barriers to customer conversion (however big or small) and 
quickly fix bugs as they appear.

Direct Ferries was already using a competitive solution that 
lacked critical visibility with replay. The web team put 
forward the business case to switch to Metriscope as it 
offered much clearer session replay fidelity, easier to use 
functionality and better value.

Direct Ferries recognizes the value of 
maximizing customer conversion and fully 
understanding the customer journey.

A Day in the Life: How direct ferries Puts 
Metriscope to Work

Metriscope was integrated into DirectFerries.com across all 
27 territories within the site’s booking engine to track all 
customer journeys.

Direct Ferries now relies on Metriscope as a key partner, 
enabling it to react instantly and retrospectively to find and 
fix challenges customers might be facing. Due to 
this close relationship, Metriscope was able to work with 
Direct Ferries to resolve an issue regarding what appeared 
to be an increase in session timeouts, relating to specific 
cellphone and tablet devices.
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Metriscope
suggested a number 
of technical 
changes, which 
created an instant 
improvement in 
conversion and 
purchase rates.

Metriscope ran reports on customer activity 
to delve deeper into this unusual occurrence. 
The first report showed all sessions 
containing a timeout for user-definable 
devices, with a link to the actual sessions. The 
second was a report showing all sessions for 
a user-defined device that did not contain a 
timeout and went on to confirm a booking. By 
analyzing the two reports and directly 
replaying the captured sessions, Direct 
Ferries and Metriscope proved that there was 
a problem with conversion within key stages 
of the booking process, adversely affecting 
iPad and iPhone users. 

20% of these specific devices were 
experiencing issues where the authentication 
cookie would disappear from page-to-page, 
when it should have been there for around 20 
minutes.

Since using Metriscope we have been able to closely monitor and 
fix issues as they arise. This ability to have such an in-depth view of 
customer behavior has led us to identify a potential problem with 
session timeouts relating to some devices based on their 
operating system. Through the data we could extract from 
Metriscope, we were able to spot the cause and resolve it, directly 
resulting in a healthy increase in conversion rates.

Anthony Ritchie, CTO, Direct Ferries



5Direct Ferries discovers hidden revenue opportunities

If you want to learn more about how Metriscope customer experience analytics can integrate
into your digital intelligence strategy to drive revenue through customer insights, 
contact us today for a free demo.

www.metriscope.com

About Metriscope
Metriscope’s session replay technology lets users record, re-run and analyze every visitor’s 
journey through a website. For ecommerce companies, this is invaluable as it enables them to 
improve conversion rates, monetize online struggle, find and fix site bugs, resolve customer 
disputes, recover abandoned baskets and prevent fraudulent transactions online.

Aimed at medium to large enterprises with ecommerce channels, Metriscope (www. 
metriscope.com) enables users to improve the quality of their websites, enhance customers’ 
shopping experience, and dramatically reduce the time required to resolve any problems and 
disputes consumers may have whilst shopping.

Direct Ferries is a successful international business, dealing with 
large volumes of customer bookings every day. Yet a simple issue 
such as a cookie setting going unnoticed can significantly impact 
conversions and revenue. Businesses therefore need to be able to 
spot any issue (however big or small) in real-time and respond 
quickly to resolve them. This is where Metriscope steps in. Giving 
businesses access to session replay data ensures they can be agile 
and responsive to customer behavior, regardless of their size.

John Thompson, CEO, UserReplay

The annualized results 
for Direct Ferries were 

significant:

• An increase in booking revenue in
excess of £1 million per annum

• 1.17% increase in the number of
sessions making a booking

• 0.26% decrease in the number of
sessions timing out across all devices

https://www.userreplay.com/
https://www.metriscope.com/
https://www.metriscope.com/
http://www.userreplay.com
https://www.metriscope.com/
http://www.facebook.com/UserReplay-276760469004731/



