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Digital strategy should…

• Tie to the overall goals for the business.

• Be integrated into the overall business strategy, not a separate entity.

• Include mobile.

• Be measurable.

• Reflect what is unique about your business.

• Leverage best practices.

• Include A/B testing to validate business decisions, assuming sufficient 
site traffic.

• Start with customer experience.



Why customer experience matters

O N  A V E R A G E

69%
of shopping carts 

are abandoned

E S T I M A T E D

$4.9 trillion
abandoned value 
of carts globally

99%
of shoppers won’t buy 

on their first visit

Lower value carts 
( < $100 )

have higher 

abandon rates than

Higher value carts 
( $100 - $400 )

25%
CARTS 

NEVER RETURN

75%
LEAVE WITH THE 

INTENT TO RETURN

Baymard Institute’s 2016 average between 33 retailer statistical studies (2015-2016); 
https://baymard.com/research/checkout-usability

https://baymard.com/research/checkout-usability


10 best practices for ecommerce customer experience

1. Clean homepage

2. Predictive search

3. Search with product images

4. Product recommendations

5. Clear calls to action (CTAs)

6. Responsive site design

7. Customer reviews

8. Enhanced payment options

9. Reduce checkout friction

10. Abandoner email sequence



#1: Clean homepage
What is the first thing a customer sees? Is it what you want them to see?



#1: Clean homepage
Simplify. Create focus and value. 



#2: Predictive search
Help customers easily find what they want.



#3: Search with product images
Help customers more easily find what they want.



#4: Product recommendations
Drive sales by recommending similar or complementary products.



#5: Clear CTAs (calls to action)
Put high-contrast CTAs in the customer eyepath.



#5: Clear CTAs (calls to action)
Use concise, specific, action-oriented words to keep the customer moving.



#6: Responsive site design
Create consistency across device experiences. 



#7: Customer reviews
Let your customers do the selling for you.



#8: Enhanced payment options
Drive domestic and cross-border shopping with trusted payment methods.



#9: Reduce checkout friction
Focus on required information. Relationship build later.



#10: Abandoner email sequence
Send emails to consumers who did not complete their purchase.



Questions?
Tiffany Raymond 

tiraymond@paypal.com
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