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Improved cart 
abandonment and overall 
conversion rate

Reduced delivery timelines 
in the target countries

Reduced customer 
acquisition costs

Improved PPC channel ROI 
and revenue

Business Impact

Business Challenges
After a redesign of their US Webstore, the client experienced a 

signi�cant surge in their Cart Abandonment rate from 72% to 84% 

which brought the online revenue down by more than 23% MoM. To 

�x this problem, the client requested for a comprehensive usability 

study on their entire checkout process, plus, a deep-dive analysis of 

their consumer behavior w.r.t the entire checkout process.

After doing a thorough audit of the entire Checkout process followed 

by the Usability study, following problem areas were identi�ed:

The Shipping & Return policies were not transparent

The availability messaging was removed from the new design

The delivery window was not transparent against added items

Lack of alternative payment methods

Promotional terms and conditions were not transparent

The delivery window increased to 7-10 business days

Privacy Policies were not transparent on the Payments Page
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Consumers expected a mini cart and cost summary section throughout the checkout process

Alternative shipping methods were not available on the Billing Address

Three di�erent variants of the Shopping Cart Page were designed for a quick layout (A/B) test with 20% of the 

audience driven via SEO and PPC channel who showed a signicant lift in the abandonment rate

Supplier issues in the Indonesia, Vietnam and India markets made a �impact on the supply chain lead time. After 

negotiating with the suppliers in these 3 countries, the retailer was able to signi�cantly improve their delivery 

window from 7-10 business days to 1 - 3 business days

The Shipping and Hassle Free Return Policies were made transparent near the cost summary section, a privacy policy 

link was placed on the Payments page and PayPal was enabled as an alternative payment method

To implement these changes, a test-driven optimization approach was taken wherein, 3 di�erent layouts of the 

Shopping Cart Page were tested over a period of 6 weeks.

Once the layout was �nalized, we conducted 2 MVT tests for the enablement and positioning of di�erent features 

such as: Policies, Payment Methods, Delivery Windows, Availability, Promotions etc.

Overall, it took more than 14 weeks of continuous testing and optimization followed by another round of usability 

tests with a focus group in-house to gauge the impact of the signi�cant optimizations

Outcome
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Abandonment Rate dropped signi�cantly to 69%

The overall conversion rate on the website improved by 59% to 2.36%

Shopping Cart Abandonment emails showed a CR lift of 62%

PPC channel  ROI improved by 32% and CPA reduced by 18%

PayPal contributing over 22% of the transactions

Revenue lift of 33% recorded within 8 months of optimization  

Outcome
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About Course5 Intelligence
Course5 Intelligence enables organizations to make the most e�ective strategic and tactical moves relating to their 

customers, markets, and competition at the rapid pace that the digital business world demands. We do this by driving 

digital transformation through analytics, insights, and Arti�cial Intelligence (AI). Our clients experience higher top line and 

bottom line results with improved customer satisfaction and business agility. As we solve today’s problems for our clients, 

we also enable them to reshape their businesses to meet and actualize the future.

Rapid advances in Arti�cial Intelligence and Machine Learning technology have enabled us to create disruptive 

technologies and accelerators under our Course5 Intelligence suites that combine analytics, digital, and research solutions 

to provide signi�cant and long-term value to our clients. 

Course5 Intelligence creates value for businesses through synthesis of a variety of data and information sources in a 

360-degree approach, solution toolkits and frameworks for speci�c business questions, deep industry and domain 

expertise, Digital Suite and Research AI to accelerate solutions, application of state-of-the-art AI and next-generation 

technologies for cognitive automation and enhanced knowledge discovery, and a focus on actionable insight.
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