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"Showing clients analytical numbers about what happened and where isn’t always enough.
When | introduce Hotjar’s insights about 'why' shoppers behave certain ways, | see jaws

drop and excitement build."
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SELLING OVER $1 MILLION ACTIVE LIFESTYLE PRODUCTS AND OUTDOOR RECREATIONAL GEAR.
YOU’RE ON'A MISSION TO INCREASE AVERAGE ORDER VALUE (AOV), SALES CONVERSIONS, AND PROFITS.

If you own or manage an e-commerce website, you will know that “traffic is growing but sales are
declining” is a common scenario. When that happens, rows and rows of analytics data may not be
enough to fix the situation and re-optimize for growth: you need to get closer to your customers

and find out what is actually going wrong.

Helping outdoor retailers increase profits

Jeff Bronson is a business analyst at Ecommerce Warriors who helps e-commerce shops grow

metrics like conversion rates, average order value (AOV), revenue, and profits. Back in 2018, one of
his clients (and former Shark Tank winner) started facing the “traffic is up, sales are down”
challenge, and Jeff was asked to give a fresh perspective and some actionable advice on how to

solve the problem.

Will Hotjar protect a visitor’s privacy?

Jeff started with Google Analytics, one of his favorite tools for uncovering what and where things
happen on a website. But in-depth analysis requires more than just numbers: it's about watching
how people interact with a website and asking for their direct feedback. Jeff knew this, and wanted

to use Hotjar... though he had a reservation:

My concern was around user privacy, what is/isn't

revealed, and how that kind of data is stored. | was

happy to see that Hotjar had options for suppressing
things like credit card numbers, so | reassured the
client that in addition to suppressing keystroke data
with a single click, we could apply this same treatment

to specific elements of their webpage as needed. sg
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Spotting the problems that are costing you money

As he reviewed the product pages, Jeff watched Hotjar Recordings to see what was
happening when people reached them. He noticed something fairly soon: “on product pages
with size options, it wasn't obvious that a size needed to be selected in order to proceed with
the purchase. So the shopper kept trying to click ‘add to bag’ with nothing happening. You'll
see by the red dots, in this recording it took someone over 3 click attempts before figuring
out the size-selection process.”

Step Sparkle Repeat Black Glitter Sneakers
$36.00

Only 1 Left

T This is a required field.

QUANTITY: | 1

ADD TO WISHLIST

A frame taken from a Hotjar recording, indicating a user’s mouse movement and clicks

Jeff could also see that out-of-stock notifications showed at the wrong time, which only made
the issue worse and could cause frustrated users to abandon the page. At this point, based

on a handful of recordings, he could already recommend a few actions for his client:

e Explore new design and color options to communicate sizing and availability more
clearly
e Research (and fix) the back-end logic behind ‘out of stock’ message

e A/B test different variations of the size selector
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Showing clients analytical numbers about what

happened and where isn't always enough. When |

introduced visual insights into “why” shoppers behave
certain ways, specifically session recordings, | saw jaws

drop and excitement build. s
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Eye-opening feedback that leads to growth

Potential customers were adding items to cart and then leaving the website. Jeff could see
the drop-off rates in Google Analytics, so he used a Hotjar poll on the exit pages to ask a

simple question: What information is missing or would make your decision to buy easier?

What information is missing or would make
your decision to buy easier?

Please type here...

Not using Hotjar yet?

It wasn't long before, in Jeff's words, “eye-opening responses started to roll in”:

USER PAGE — & 0s DATE What information is missing or would make your decision to buy easier?

=y fe0622a7 e & 5 minutes ago If I had a coupon :)

= fb7ac378 k (2 H+ 23 minutes ago Hi I'm trying to get into my order | just placed 100849270, | just need to change
the second line in the shipping.

™ 98102cB80 . [ e 3 hours ago if there was a discount code on my first purchase

i b24669e5 - @ 2 4 hours ago coupon code

- 270f564a k (3 23 hours ago | closed the tab for signing up for emails and missed out on the 10% discount.
Can i sign up still?

W 46fbéded b g -1 Yesterday do you have any discount coupons or codes? I'm a new user

W 3246552 e e Yesterday looking for the code for my 10% off for signing up with my email

W di6ead2t i (4] Yesterday If the shoe runs small or not

W 23250077 | a Hd Yesterday The coupon | have is not working

Yesterday What size is model wearing in the green dress?

= 8b845f50 ; e

™ e9d8c227 k [ 2 Yesterday I cant find my credit for a dress | returned in Sept.

| 35353288 1] He 2 days ago Better deals/sales!
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SHOW RESULTS FOR: What information is missing or would make your decision to buy easier?
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Sorting through the answers and looking at the relative word cloud, Jeff immediately
identified coupons as something that needed investigating asap, since customers were
evidently not receiving, finding, and using them correctly—which, in turn, definitely had a

negative impact on sales.

Using this data, Jeff could confidently suggest that his client run additional research into
where these coupon challenges were coming from, and test different coupon code box

placements to help people complete their purchases.

Hotjar is a critical component

of helping retailers improve

conversions, since showing

visual proof is priceless. g9
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Want to see how Hotjar can help you optimize your website for growth?

Sign in to Hotjar and start making crucial changes today.

TRY IT FOR FREE

HOTJAR COMPANY SUPPORT LEGAL
Product Tour Blog Documentation Legal Overview
Pricing Careers Data Security Terms of Service
Founding Members Privacy by Design Site Performance Privacy Policy
Case Studies What is Hotjar? CRO Guide Cookie Information
Product Updates Heat map Guide Opt-out
Website Heatmap Tool Website Feedback 101 GDPR Commitment
Contact Us Usability Testing

CX Guide

d
hOtJar Copyright © 2014 - 2019 Hotjar Ltd. All rights reserved. f ,



