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THE ULTIMATE
GUIDE TO
PERSONALIZING
THE CUSTOMER
JOURNEY
Everything you need to know about showing
the right product reccomendation on your 
ecommerce site



Recent statistics provide a compelling argument for product recommendations. 85% of consumers are more 
likely to open their wallets when they can find online recommendations to support offline advice. 
[Source: CONE Communications]

Personalized recommendations are the virtual salesperson for an ecommerce site. They allow retailers to 
enhance product discovery and personalize customers' shopping experience at each stage of the purchase 
cycle. 

It's essential that visitors are shown the most appropriate recommendations at each stage of their 
shopping journey. 

WHAT IS THE BENEFIT OF SHOWING PRODUCT RECOMMENDATIONS TO CUSTOMERS?
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PERSONALIZING THE CUSTOMER JOURNEY 

" If used effectively, product recommendations can increase average order value by 

up to 40% and boost conversion rates by 5 - 20%.

FIND SELECT &
COMPARE CHECKOUT RETURN

HEIGHTENED
CUSTOMER LOYALTY

INCREASED AVERAGE
ORDER VALUE 

PERSONALIZED
USER EXPERIENCE 

INCREASED CART
SIZE 
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At this stage customers search and browse on your site to find products or categories of products they're 
interested in. Here, efforts should be made to help customers discover products they like.

Although site search allows shapers to proactively seek products, showcasing recommendations creates a 
more personalized experience. 

Product recommendations like 'new arrivals' and 'bestsellers' bring the latest and most popular products to 
the customer's attention, increasing the chances of the customer engaging with the site. 

As soon as customers land on a site, these widgets give them an idea of products in the catalog as well as 
give them a direction to get started. Keeping customers updated about new product additions to the catalog 
makes a site dynamic and engages customers.

Steve Madden Emery
Wingtip Boot 

$109.95
Compare at $135.00 

Unisa Gillean Leopard
Over The Knee 8001 

$49.95 
Compa,e at $99.00 

Steve Madden Emery
Wingtip Boot 

$109.95
Compare at $135.00  

RECOMMENDATIONS TO ENHANCE PRODUCT DISCOVERY 

IN TIIE SPOTLIGHT 

HOT, HOT STYLES! 

THE FIND STAGE

" According to Findwise, 340/o of visitors leave the site if they can't find a product 

they were looking for. " 
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On the homepage, merchandisers sometimes display recommendations only for recently viewed products. 
Though this enables customers to resume shopping, it does nothing for product discovery. 

Product discovery is paramount for ecommerce sites. Discovery of long tail products is a prevalent problem 
for merchandisers that can be tackled by showing recommendations like 'New Arrivals', 'Best Sellers' etc. 

WHERE MERCHANDISERS GO WRONG
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The selection stage is a critical phase in the customer's shopping journey. At this point a customer may either 
select a product or abandon his purchase. It's imperative that the category and product pages are relevant, 
easily navigable and tempt customers into selecting products and adding them to their shopping cart. 

A customer reaches the category page either by using the website's navigation or by searching for a particular 
product/category. For online fashion retailers, the buying intent is not highly pronounced at this stage but the 
customer is now getting deeper into the purchase journey and towards the goal of buying a product.  

Category pages should be highly pertinent such that they encourage customers to click through to product 
pages. 

RECOMMENDATIONS FOR GREATER CLICK-THROUGHS 

Since, customers on the category pages are still discovering the products they'd be interested in, showing 
best selling/popular products will help them get an idea of products that are frequently bought by other 
customers . 

CATEGORY PAGES 

THE SELECTION 8- COMPARISON STAGE
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The product page is a crucial link in the conversion chain. Correctly optimizing the product page can 
drastically improve conversions and increase the average order value. Here, it becomes doubly important to 
show appropriate recommendations that will help the customers add more products to their cart. 

RECOMMENDATIONS FOR INCREASED AVERAGE ORDER VALUE 

Online fashion retailers should show upsell and cross-sell recommendations on the product page to 
increase average order value . 

PRODUCT PAGES

UPSELL SIMILAR PRODUCTS

Upselling widgets allow customers to discover additional products and give them better and more 
expensive options to choose from. Another benefit of recommending similar products is that it allows 
customers to compare the products they're viewing with the available options. This enables them to 
make an informed choice and boosts their confidence in the site. 

" The statistics show that upselling, in which visitors are shown similar but more

expensive products than the one in view, drives over 40/o of sales " 
[Source: Econsultancy] 
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CROSS-SELL

Merchandisers can use cross-sell recommendations to increase cart size and average order value. However, 
care should be taken to ensure pin-point relevancy while recommending complementary products, to 
prevent customers from losing sight of their purchase goal. 

A superior approach is to showcase complementary products that help customers visualize an entire 
outfit while they're viewing a product. Which is why recommendations like 'Complete the Look' are so 
successful. 

WHERE MERCHANDISERS GO WRONG 
Cross-selling on a product page requires merchandisers to carefully craft product relationships. 
Care should be taken to use merchandiser insight to determine cross-sells per product instead of 
simply broad matching complementary categories. 

While upselling recommendations, merchandisers should keep in mind customers preferences 
such as price, brand, colour etc. and showcase only those products that they may consider buying. 

" Revenue was increased by 240/o by adding cross-sell options to the landing

page where visitors were already in the "desire" stage. "
[Source: Liftopia]
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The checkout page is a tricky point in the customer journey. Even a slight uncertainty or usability hiccup can 
cause a customer to abandon their purchase and exit. 

If customers make it to the checkout page, it's evident that they're interested in making a purchase. So why 
not recommend additional products they might be interested in? 

Checkout pages are the best time to cross-sell products to the customers. Merchandisers should be careful 
to show only the most relevant recommendations that complement the products they've already added 
to cart. 

RECOMMENDATIONS FOR INCREASED CART ADDITIONS 

While recommending products on the checkout page, merchandisers should suggest items based on the 
products in the shopping cart. This personalizes a customer's on-site experience by showing products that 
are complementary to what he's currently purchasing.

THE CHECKOUT STAGE

WHERE MERCHANDISERS GO WRONG 
Disregarding the products in a customer's cart and not showing personalized recommendations 
will reduce the chances of them adding/considering more products.
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Loyal customers are often worth a lot more to a business than new prospects because they are easier to sell 
to and more likely to buy again. 

Personalization is the key to customer retention. It intuitively understands the intent of each customer and 
shows the most relevant recommendations. Personalization promises to help online merchandisers better 
serve their customers by offering an engaging shopping experience. 

Personalized recommendations like 'Recommended for you' or 'Recently Viewed' show product 
suggestions based on each customer's preferences. A personalized recommendation engine will track 
customer interactions like search keywords, products viewed, social signals and more, to identify 
preferences and show 1000/o personalized recommendations.

RECOMMENDATIONS FOR A PERSONALIZED USER EXPERIENCE

THE RETURN STAGE

" According to Econsultancy, e-retailers in the US account for 410/o of overall

revenue from repeat customers. " 

" According to Metail, 560/o of consumers say they would be more inclined to 

use a retailer if it offered a good personalised experience. "
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WHERE MERCHANDISERS GO WRONG 
Merchandisers don't make use of the data generated for each of their customers while they shop 
on the site. Bestsellers and New arrivals are shown even to repeat customers, depriving them of 
a personalized experience. Cross-selling on a product page requires merchandisers to carefully 
craft product relationships. 



The different stages of a customer's purchase journey warrants different recommendations to match their 
intent. Shoppers are in different mindsets at each stage of the journey and appropriate recommendations 
must be shown to capture their intent. 

Product recommendations not only offers personalization ct relevancy but also offers a heightened shopping 
experience to customers. 

The types of recommendations that are shown and its positioning on the site is a crucial factor in customer 
engagement and shopping satisfaction. We hope hope this guide has given you in-depth insights into the 
four stages of the customer purchase journey and how best you can show recommendations that can help 
you increase conversions and yield happy customers. 

STAGE OBJECTIVE 
TYPE OF
RECOMMENDATIONS

Find Stage 

Select &- Compare 
Stage 

Checkout Stage 

Return Stage

Increase Product 
Discovery 

Increase Click-throughs 
on Category Pages 

Increase Average 
Order Value 

Increase Cart 
Additions 

Personalized User 
Experience 

New Arrivals Bestsellers 

Best Sellers 

Similar Products Complete 
the Look 

Cross-sell Recommendations 

Recommended for you 
Recently Viewed 

CONCLUSION 
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Contact Us for a Personal Demo 
Email: sales@unbxd.com

UNBXD PERSONALIZED
PRODUCT RECOMMENDATIONS 

unbxd.com  12©2020 Unbxd Inc. All rights reserved.

INSTANT
PERSONALISATION 

Offer products tailored to each
of your customers preferences.

In real-time. 

10 RECOMMENDATION
WIDGETS 

Personalized recommendations
for each stage of the customer

purchase journey 

MERCHANDISING
CONTROL 

Take control of the
recommendation widgets.

Merchandise! 

ACTIONABLE INSIGHTS
AND REPORTING 

Get in-depth insights on your
recommendation widgets

performance. 


