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According to_Statista’s report, around 1.8 billion people were global digital buyers in 2018. Considering the
world’s population of 7.6 billion people, a staggering 20% of the world has shopped online. No wonder
e-commerce s a trillion-dollar industry with over 12 million stores worldwide. Sadly, only 110,000 of them
generate meaningful revenue.

While the exact reason for the failure of the remaining 11.89 million stores is unknown, it can be safely

assumed that either:

e The websites didn’t have enough traffic (or)

e The websites didn’t generate enough sales

And these issues, prevalent everywhere, including your eCommerce site, need to be addressed.

Whether your site is newly set up or has been around for some time, having enough traffic is mandatory

for sales to happen. This is where marketing can step in, to help you gain traffic and acquire customers.



https://www.statista.com/statistics/251666/number-of-digital-buyers-worldwide/
https://www.shopify.com/enterprise/global-ecommerce-statistics
https://blog.lemonstand.com/just-how-big-is-the-ecommerce-market-youll-never-guess/
https://blog.rjmetrics.com/2014/06/18/how-many-ecommerce-companies-are-there/
https://blog.rjmetrics.com/2014/06/18/how-many-ecommerce-companies-are-there/
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In this guide, we would be focussing on how you could get more sales from your eCommerce website with
Freshmarketer’s conversion optimization suite. To see results from your conversion optimization efforts,

your eCommerce website should have significant traffic.

Pay-per-click Search engine Display
' optimization f advertisement

Content Social media
Marketing Marketing

What is Freshmarketer?

Freshmarketer is a complete marketing automation software that helps you capture quality leads,
engage with your customers via emails, and foster better communication between your sales and
marketing teams. Built with a powerful automation and a conversion optimization module, it helps

marketers manage customers’ entire buying journey with their brand.
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Solving poor eCommerce sales performance

A quick glance across some of the popular forums indicate that eCommerce businesses struggle to
achieve high sales volume. However, with the right approach, it shouldn’t take an army of veteran market-

ers or cost a fortune to improve your eCommerce sales.

Can I get a site review? (Lots of visits no sales)
3 E Posted by u/TheCakeAnarchy 17 hours ago

Fy W19 Comments # Share [ Save € Give Award (@ Hide M Report

+ I need help figuring out why no purchases
5 E Posted by u/JstnPwll 28 days ago

®y W 36Comments 4 Share [} Save € Give Award (@ Hide M Report

How do Il increase sales on an eCommerce mega-store?
Answer 1 of 5 - View All

Faiz Khan, eCommerce startup consultant — So may way you can use for
increase traffic in eCommerce website is focus on your eCommerce website
marketing and do digital marketing for your website do SEQ ( search engi... (more)

How can I boost sales and performance of my Shopify-based
eCommerce website? What are the best apps to reduce

shopping cart abandonment and increase sales?
Answer 1 of 13 - View All

Tim Goodwin, CEO (2012-present) —
Cart Abandonment is less about the “App” you use...

More about the “Offer’ you make.
Cart Abandonment Applications

Yes there plenty of tools you can add to your shopify store wh... (more)

How do I get sales on my new online store?
Answer 1 of 53 - View All
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A standard approach to optimize your eCommerce website for better sales would look like:

Understand visitor behavior Track visitor journey Optimize site

............. <.........

Engaging with your visitors Personalize site according to preferences

Understanding visitor behavior

First, you have to understand why your visitors don’t turn into customers. Think about why they don’t stay
on your site long enough, or why you don’t have repeat purchases. For this, you need to figure out what

visitors are doing on your website.

Gone are the days when we would rely solely on analytics tools like Google Analytics(GA) to understand
visitor behavior. While GA provides hard data, it was (and still is) difficult to identify what exactly your
visitors were doing on your site, which part of your page was the most/least engaging, and more. Fresh-

marketer’s heatmaps and session replays help you accomplish just that.

Heatmaps

Heatmaps provide you with an overview of what your visitors are doing on the different pages of your
online store. They identify visitor actions like clicks, taps, and scrolls, and help you discover usability

issues like broken links, misplaced CTAs, etc., that you may have missed.
Freshmarketer’s heatmaps are dynamic, accurate, easy-to-use, and work across multiple devices.

What can Freshmarketer heatmaps do for your e-commerce website?

1) Understand click metrics for web page elements

Use case: Identify the popular categories on your homepage.

With Freshmarketer’s clickmaps, you can track visitor clicks on the different categories. Simply run a

heatmap experiment on your home page, and get to see where the maximum clicks happen. Maximum
clicks denote maximum visitor engagement, so you would have successfully identified your popular

categories.


https://www.freshworks.com/marketing-automation/heatmap/
https://support.freshmarketer.com/support/solutions/articles/8000059791-creating-your-first-heatmap-and-clickmap-experiment
https://support.freshmarketer.com/support/solutions/articles/8000059791-creating-your-first-heatmap-and-clickmap-experiment
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2) Identify scroll behavior and reach of visitors
Use case: Identify visitors’ engagement with landing pages

Say, for example, your cart abandonment emails link to a landing page on your website. You want to
know how many users scroll to the end of the page. Freshmarketer’s clickmaps provide insights on the

scroll behavior of your website users across the different folds of your web page.

100 Visitors S AR A N A SXWMLS

Wl Average Fold: 790 px

755 days 1288 Visitors (® Segment: Al Visitors ~ 3 e—) % E [ ] @D consolidated Reports (> Reload

« HeatMap - Sample
. http://d2zrkkf4shvtx...front.net/index.html W Date Range  03-31-2016 To 04-25-2018
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3) Heatmaps for critical website pages

As an eCommerce website, it is crucial to have heatmaps setup for critical/most visited pages on your

entire site. So, you can understand your visitors’ engagement with those pages and optimize accordingly.

But, instead of setting up heatmaps for every page, you can run a heatmap experiment for your entire
website,

Freshmarketer also lets you configure a single heatmap for a specific set of pages. With Regex match

patterns, a single heatmap experiment can run on a particular set of pages.

:-in-:‘ — m 3 " e g 980017 T S P

4) Identify visitor interactions on dynamic elements on your site

Your site has various dynamic elements, be it sliders, dropdowns, or pop-ups. Freshmarketer’s heatmaps

capture visitors’ clicks and scrolls for every web page component, including overlays, or content behind

login screens.


https://support.freshmarketer.com/support/solutions/articles/8000061061-how-to-run-heatmap-for-whole-website
https://support.freshmarketer.com/support/solutions/articles/8000061061-how-to-run-heatmap-for-whole-website
https://support.freshmarketer.com/support/solutions/articles/8000061111-how-to-track-set-of-pages-using-regex
https://support.freshmarketer.com/support/solutions/articles/8000061111-how-to-track-set-of-pages-using-regex
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5) Viewing heatmaps of different visitor segments
Use case: Identify a particular audience’s engagement with your website

For example, say you want to understand how a visitor engages with your site vs. how your customer

engages with it. With advanced segmentation, you can view heatmaps for your different visitor segments.

Say, visitors, coming from specific campaigns, or visitors from a particular location.



https://www.freshworks.com/marketing-automation/how-to-understand-your-website-visitors-blog/
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Session Replay
Session replays help you understand what your visitors are doing on your site in real-time. They identify

usability issues like poor navigation, page loading time, form issues, etc.

Freshmarketer’s session replays have advanced filters and laser-precise targeting capabilities that

capture every single visitor’s activity.

What can you do with Freshmarketer’s session replay?

1) Identify distracting elements on web pages

Freshmarketer’s session replays provide empirical evidence on what’s working or not across your web
pages. For eg., session replays help you understand why most of your customers abandon their carts at a

particular stage, say while applying a coupon code.

Login  Register Checkout ¥ f @ inX

Ohepin
O haf s | werins | weie | Sile SotCodm | Comact v o S000%

Fashion & Beauty

Totally your style

Capture users’ clicks and mouse movements N l


https://www.freshworks.com/marketing-automation/session-replay/
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2) Increase order completion

Session replays help you track incomplete orders and pinpoint the reasons behind it. It can also help you

discover issues with

e Payment
e Checkout process
e Mandatory account creation

e Trust factors like payment security, etc.

3) Predictive support

are, to predict and fix

customer issues even before they reach you. So, you get more context, resolve customer queries instantly

without going back and forth between conversations, and requesting screenshots.

RECENT SESSIONS



https://www.freshworks.com/marketing-automation/session-replay-integration/

UNDERSTANDING VISITOR BEHAVIOR

4) Formulate strong hypotheses for conversion experiments.

With the insights from session replays, you can come up with data-backed hypotheses for your experi-

ments to improve conversions.

For instance, if you notice that more visitors are reading your product messaging, you can experiment

with the copy. This will be more effective than blindly testing the color of your CTA buttons.

5) Gain deeper insights into your different visitor segments

Consider your website has a monthly traffic of 100K visitors. It is physically impossible to go through
every one of your visitor recordings to gain insights. But with Freshmarketer’s advanced filters, you can

filter visitor sessions based on many factors like country, duration, activity score, etc.

For example, you may want to filter out session recordings of visitors vs. customers, to figure out what

customers are doing differently on your site. Freshmarketer helps you achieve just that.

Q Search Sessions 1-10 of 13221 Sessions £ > ?
dhi iya.anbazh f FILTER Ul Clear All
ivyapriya.anbazhagan@freshwor... 00:00:10 = 4 2 while ago

4
Recorded Date
Apricot Deer

»

jm} 1 00:00:28 = [+] 4 mins ago 12-12-2018 To 12-12-2018 7

Landing Page
Green Duck

) 1 00:00:45 ] 2552 11 mins ago Equals ~  www.ecommerce.comfhome
>

Pages Visited

Orange Camel
g im] 6 00:13:09 = =] 55 15 mins ago

s Equals + www.ecommerce.com/cart
Exit page
Amazon Camel i pag
N jm} 1 00:13:01 e 0 16 mins ago Equals + = www.ecommerce.com/checkout
Referral URL
Beaver Dolphin £qual o .
, O 1 00:22:09 il 0 26 mins ago S s
Session length 01 10| 30
(Mins)
Cyan Fro " .
¥ 9 0 1 00:2515 = 10 27 mins ago

! Location

Pink Kangaroo City or Region or Country

5 jm] 1 00:00:04 e 0 30 mins ago n
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Track visitor journey

Now that you’ve got a fair idea of what visitors are doing on your site, it is time to track their journey. With
Google Analytics reports, you can identify the behavior flow of your visitors superficially. Setting up custom
funnels is available only in the paid version, aka GA360. The free version does not support event-based

funnel steps and requires workarounds that may be complicated to execute.

However, with Funnel Analytics, Freshmarketer can help you track visitor journeys. Your funnels can
include either page URLs or custom events. It identifies where exactly visitors drop off from your site and

helps you fix those pages.

P P ... |
B Segment: All Visitors ~ &= Report Options v  Date Range: 02-26-2018 To 11-27-201v
STEP1 STEP 2 STEP 3
SESSIONS SESSIONS SESSIONS SSIONS
3178 1709 1291 0
Homepage SERP Job Detail Completed On-Site Ap,
JROP OFF ROP OF DROP OFF
CONVERSIONS (B
1469 418 1291 0
0%
1 46.22% 1 24.46% 4 100%

Some examples of website funnels include

Home page Product Page Cart Thank you page

Product Page Cart Thank you page

Tip: To get the most out of your funnel analysis, use them in combination with session replays. Identify the page
with maximum drop-offs. Search for the page sessions in the session replay module and view how your visitors’

behave on the low performing page.


https://www.freshworks.com/marketing-automation/funnel-analysis/
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Optimizing your website

Now that you’ve gathered sufficient insights on your visitor behavior, and identified potential conversion
roadblocks, it is time to optimize them. Based on the information from heatmaps, session replays, and
other tools, you would have come up with numerous ideas to improve your site and eliminate friction for

your visitors.

A/B Testing and Split Testing
Freshmarketer provides a robust platform to carry out A/B and split experiments effectively. Here are a

few examples of what you can accomplish with Freshmarketer,

1) Experiment copy/CTA/hero images

Whether you want to experiment with your website messaging, CTAs, images, or buttons, Freshmarketer
has you covered. With its intuitive and easy-to-use WYSIWYG editor, you can start making changes on

web pages without depending on your IT team.

SPOETSWEAR *
MEhE +
WLIWE NS "
WA Lol Shirg
Fomi Siping
== T T 4 Dl
] Vg

2) Measure effectiveness of Adwords/Facebook/Instagram campaigns

Freshmarketer provides advanced targeting options for all your conversion experiments. You can run
experiments for a specific group of visitors, say, for visitors coming from one particular social media

campaign.


https://www.freshworks.com/marketing-automation/ab-testing/
https://www.freshworks.com/marketing-automation/split-testing/
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@ Social Traffic
visitors from social media sites (Facebook, Linkedin, Twitter and Google Plus)

3) Make extensive code changes without breaking your website

Freshmarketer comes with its advanced javascript and CSS editor, which enables you to make complex
code changes. For example, if you quickly want to add a button on your product page, for one of your
active campaigns, you can easily do so. Implementing code changes on your website need not be delayed

anymore.

-
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4) Test multiple variations with A/B/n testing

When you want to make multiple changes to a web page, A/B/n testing comes in handy. This, in compari-
son with the traditional two-page testing, helps you test different optimization ideas within a single
experiment. The tradeoff here is the experiment running for a more extended period than a conventional

A/B test.
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For example, when you want to test the messaging, the CTA, and the product images on a single web
page, then running an A/B/n test is your solution. Freshmarketer does not pose any limitations to the

number of variations that you can run for a single experiment.

Test - Product Overview

[] VARIATIONS > P] GOALS > (@ TARGETING > [ PREFLIGHT

VARIATION(S) Improvement Conversions Visitors Created Action
Original [default)
Variation1 Go to Editor
Variation2 Go to Editor
Variation3 Go to Editor
Variationd Go to Editor

Variation5 Go to Editor

o Create New Variation

You’ve now adopted a structured process to improve your website conversions. That my friend is what you
call conversion optimization. This is a guaranteed method to maximize sales from your eCommerce site
since it adopts a scientific approach involving both qualitative and quantitative analysis. Don’t stop now,
as conversion optimization is an ongoing activity that needs to be done continuously for your efforts to

have a significant impact on your overall sales

Fixing forms

One of the classic places where you’ll lose out on customers is the checkout process. It always pays to be
diligent while designing registration/checkout forms, so you never lose a potential sale. Forms also

capture quality leads and help you bring back lost revenue that you may have missed.

Forms are a necessary evil for your eCommerce store. There are numerous form issues that may crop up

on your site. A few examples include broken form links, long-form fields, data collection issues, form

latency, etc.


https://www.freshworks.com/marketing-automation/conversion-optimization/
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With Freshmarketer’s form analytics, it is easy to identify issues that deter conversions and optimize fields

accordingly. Here are the metrics that Freshmarketer’s form analytics can measure:

e Conversion rate

® Abandon rate

e Failed rate

® Average time spent

e Average time to complete
® Drop-offs

e Correction rate

e Blank rate

e Device engagement
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Personalizing your website

So far, you’ve learned about your visitors, gathered sufficient insights, have run tests, and started to see
your conversions rising. All you have to do now is, take your optimization efforts a notch higher with

personalization.

Website personalization is when you alter your site based on your visitor preferences. It delights your

customers and helps increase your website conversions.

Freshmarketer makes it simple for you to create variations and helps you run personalization experiments

on your site.

Here are a few examples of personalization that you can make use of:

1) Displaying different coupon code

Say, for example, you want to display coupon code to your visitors based on their age. With Freshmarket-
er’s custom attributes, you can set up a personalization experiment to present a different coupon code

based on their age.
How does it work?

A custom attribute is a user-defined attribute in Freshmarketer, to target a specific audience. In the
above case, when you want to target customers by age, you have to define the custom attribute in Fresh-
marketer, by simply providing a name and an ID. Freshmarketer will generate a code that needs to be

placed on your site. This code will fetch the ‘age’ information from your site and pass it to Freshmarketer.

[« B custom auribute (I Setwp v Mahaboob zulfa v
PROJECT SETTINGS 1P Settings rtegrations Crass Domain Javaseript
[C3]
v Custom Anribute ‘Create a Cusiom Attribute
= Atribute Nama JavaScript Code Craated On
4t S = = = . z Mew
=1 Plan Type window. 2argetAP! = windaw, zarget AR || i window. zargetAR| pushl® zg_ss Culomattib 200
s Paid users Window, ZargetART = window, ZargatAR || [1; window. ZargetAR], push 2o _se1Culomartit ;;?f'
®
" " P - " Feb 07
nter score window. zargetAP! = windaw.zanget AP || [§; window. zargetAPl. push|”zg_setCutomattrib o
. _— S 5 . Mar 20
CustomerDatails window.zargetAPi = window, zargetAPi | [ windaw.zargetAP. pushi*zp_se1Cutomittib 0%
test window. ZargatAPI = window, zargat AR || [k window.zargetAR| push|" 2o, sel Cutomattib :“;f’fs
: s y - - - Aug 0D
P Sample window. zarget AP = windaw.zargetAP| || 1 window. zargetAP|. pushi”zg_sel Cutomittib et



https://www.freshworks.com/marketing-automation/personalization/
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Freshmarketer will then show the right variation(or in this case, the correct coupon code) to the right

audience based on the personalization experiment that you have set up.

2) Personalizing web page content for every visitor

For example, you are running an email campaign exclusively for your customers, and you want to person-
alize the landing page for every customer with their name. Freshmarketer helps you execute this with its

personalization module.

The advanced code editor in Freshmarketer reads the name parameter from your customer’s URL and

displays their name on the landing pages.

THE BT

3) Personalizing web page for different visitor segments

You want to display different pages for your different audience segments. For example, you want to show
different pages for your visitors based on their geolocation. With Freshmarketer’s advanced targeting

capabilities, you can run a personalization experiment to display pages based on your visitors’ location.

Some of the advanced targeting that you can accomplish with Freshmarketer:

e Visitor Characteristics - Device Type, Browser, Location, Language, etc
® Behavioral Targeting - page views, visits, days since the last visit.

e Source - Referrer URL, Query Parameters.

® Custom Attributes.

e Advanced Targeting - Cookies, Javascript, IP address, etc.
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Engaging your visitors

Now that you’ve already paved the way for better conversions on your site, there’s a small but impactful
method that we haven’t covered yet - engaging with your visitors. When you engage with your website

visitors, you improve your chances of landing a conversion or, better yet, a sale.

Freshmarketer’s Polls and Feedback helps you engage with your visitors while they’re on your site and

brings in better conversions.

Here are a few examples of how you can best use Freshmarketer’s polls on your website.

Exit polls: You can configure polls to pop-up when a visitor is about to abandon her cart and exit your site.

Shopwagon

Welcome to the world of Al

FEATURED COLLECTION

Leaving already! What can we do better?

Please type here.

- aEEpn et echo dot

Triggered polls: Sometimes, there’s only so much cajoling you can do to persuade your visitors to buy

from you. The next best thing you can get out of them is their contact information, aka email address.

Freshmarketer helps you configure triggered polls on your site that capture visitor information.


https://www.freshworks.com/marketing-automation/polls-and-feedback/
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amazon echo

echodot

Google Home Mini
$80.62

Google Home Amazon Echo - Voice control Echo Dot - Voice control your

$127.56 your music, Make calls, Get music, Make calls, Get news,
news, weather & more, weather & more - Black
Powered by Dolby - Black $131.94

$161.00

Gan you give me your emall address?

Search

Please type here.

© 2018, Shopwagon ~ Powered by Shopify

NPS surveys: Freshmarketer helps you design NPS surveys so that you can gauge your customers’ satisfaction
with your brand. This will provide you with more profound insights on your promoters and dissatisfied

customers, and help you target them with suitable campaigns.

For example, you may run a referral program for your promoters or offer deep discounts to your customers

who are dissatisfied with your e-store.

Shopwagon

Welcome to the world of Al

FEATURED COLLECTION
Loaving alreadyl What can we do batter?

Please type here...

- g echo echo dot

Freshchat Integration: Freshmarketer integrates with Freshchat, a live chat software that can help you

drive more sales. It enables you to address customer issues in real-time, without going back and forth

between conversations.



CONCLUSION

Conclusion:

Poor sales cannot be attributed to one particular reason. There may be numerous factors prohibiting a
simple website conversion, like a customer adding a product to his cart. Freshmarketer, with its robust
feature set, enables you to overcome conversion roadblocks, delight your customers and get your

sales soaring.
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