
DASHBOARD TITLEONLINE TURN-OFFS

31.4%
e-mail 
click rate

28.2%
conversion
from e-mail click

11.6%
on-site 
click rate

31.8%
conversion
from on-site click

16.2%
SMS 
click rate

27.8%
conversion
from SMS click

CONCERNS ABOUT PAYMENT SECURITY

76.8%
of global 
customers left 
behind products
in their basket 
instead of
purchasing OPINION OF BASKET ABANDONMENT E-MAIL REMINDERS

HELPFUL, I ALWAYS 
COMPLETE  
THE PURCHASE

6%

HELPFUL, I ALWAYS 
COMPLETE THE 
PURCHASE IF THERE’S  
A DISCOUNT 

7%

Helpful

Annoying 

Other

HELPFUL,  
I OCCASIONALLY 
COMPLETE THE 
PURCHASE IF THERE’S  
A DISCOUNT 

10%

HELPFUL, I 
OCCASIONALLY 
COMPLETE THE 

PURCHASE

12%

HELPFUL, BUT IT  
DOES NOT AFFECT  

MY DECISION  
TO PURCHASE

17%

TOP REASONS FOR NOT COMPLETING A PURCHASE ONLINE

UNEXPECTED SHIPPING COST

25%

HAVING TO CREATE 
A NEW USER ACCOUNT

22%

17%
WAS CONDUCTING 

RESEARCH TO BUY LATER

15%9%
LONG AND CONFUSING CHECKOUT

8%
COULDN’T FIND A COUPON CODE

4%
NO EXPRESS SHIPPING 
AVAILABLE

ANNOYING, BUT 
 I ALWAYS COMPLETE  
THE PURCHASE

3%

ANNOYING, BUT  
I ALWAYS COMPLETE  
THE PURCHASE IF  
THERE’S A DISCOUNT  

2%

ANNOYING, I WISH  
BRANDS WOULD  

STOP SENDING THEM

16%

ANNOYING, BUT I 
OCCASIONALLY  
COMPLETE THE  

PURCHASE IF THERE‘S 
A DISCOUNT  

8%

I HAVE NEVER 
RECEIVED AN 

E-MAIL REMINDER

12%

NONE

5%
ANNOYING,  
BUT I OCCASIONALLY 
COMPLETE THE PURCHASE

4%

REASONS CUSTOMERS ADD PRODUCTS TO BASKETS WITHOUT THE INTENTION TO BUY

10%
ADDED IT BY MISTAKE 
AND DIDN’T DELETE

10%
TO GET ALERTS IN CASE THERE’S  
A DISCOUNT LATER

TO CHECK PRICES  
INCLUSIVE OF SHIPPING

45%

MORE CONVENIENT  
THAN A WISHLIST

24%

11%
I DIDN’T KNOW A WISHLIST  

PERFORMED THAT FUNCTION
VMO 2016

AVERAGE BASKET ABANDONMENT RATES BY INDUSTRY

FASHION

E-GAMING

RETAIL

TRAVEL

NON-PROFIT

UTILITIES 84.4%

82.1%

81.6%

74.1%

71.2%

67.4%

REMARKETING CLICK RATES 
AND CONVERSION  
STATISTICS BY METHOD

With more than three quarters of online shoppers 
abandoning products in their baskets, understanding 
why people leave websites can help companies unlock 
increased sales and improve the customer experience

VMO 2016

MarketingSherpa 2015

Percentages do not equal 100 per cent due to rounding
SaleCycle 2017
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