





Persuasion?

"an attempt to change attitudes, behaviors or
both (without using coercion or deception)”

B.J. Fogg, PhD

Scientist @ Stanford University
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Online Merchants have a b I g problem

because online conversion rates suck



























Why is online conversion so ?
low




























Expensive = Good Quality



White coat = truth



Shiny = New



Familiar = Safe



@Knowledge
ETlme
= Resources

Automated thoughts and actions






Heuristics

intuition / commeon sense | e of thumb { educated guess

\

Cognitive Bias / Prejudices

Familiar = Safe
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We all have many biases

and we're not even aware
of most of them



Let's try this....

Avallability
heuristic






Actual statistics

50% more people die in a swimming

pool than the 3 other situations...
...COMBINED

ties from deadlv sit






Theory conclusion:
- Big difference between online and offline conversion

- We have many Cognitive Biases and we are not aware of most

























- Be the first

- Be unexpected

- Provide real (personal) value

- Keep on giving

- Don't apply reverse reciprocity








































Again: Always Be Testing

"In the past month [x] customers
bought this product”

Socially acceptable products /
Socially undesirable products x



Especially effective with:
- same Kkind of people
- uncertainty

- Inexperience



























"All things being equal, people will do
business with a friend.

All things being unequal, people will still do
business with a friend."

Mark McCormack













- Attractiveness

- Similarity

- Compliments

- Get likeable people to promote you






















Scarcity in
- TIme
- Amount/ Stock

- ACcess '





































Jam Experiment

6 options 24 options

Tasting 40% 60%

Buying 12% 1.6%










& 14% lift

Book online now, and Book online now, and

you get: you get:

' Discount on your next order « Lowest price guarantee!

v/ Free drink You also get:

v Free cancellation 4/ Discount on your next order

v/ Room upgrade when available v Free cancellation

v Free and unlimited internet + Free and unlimited internet

v/ Checkout untill 5pm on sundays Besides this, you also have no
reservation costs, you get an e-mail

v/ Best & lowest price guarantee confirmation and you get a free

drink on arrival (and on sundays you
' Direct e-mail confirmation can checkout untill 5pm!)
























E-commerce In
2020

behavioral targeting / persuasive profiling

Now: Problem: Future:

Dynamic websites tuned to specific
audiences






NOW:

"Optimize for the average customer”

Communication is the same for
everyone



Problem:

Large individual differences

(...but we see consistent behavior
on an individual level)



Future:

Dynamic websites tuned to specific
audiences

Everyone gets a different sales pitch






Already in (ﬁl Magento’ Enterprise

- Customer segmentation

- Visitor segmentation

- Rule based product relations
- Customer group pricing

» Automated e-mail reminders









Hierarchy of optimization

Persuasion

Usabllity

Functionality

Technology







Get to know your customer!









hat's next?

Slides & more: gui.do

- 'Psychology of E-commerce' blogseries on gui.do
- Books

« Online courses












