
Customer Lifecycle
Strategies

Transform your site with visitor centric recommendations.
Serve shoppers at every stage of the customer lifecycle.

HICONVERSION RECOMMEND
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New eCommerce Sales Model
Called ‘Customer Lifecycle Model’, it’s introduced to surround visitors with the right brand 
experiences throughout the different phases of the purchase cycle. This differs from the 
traditional ‘sales funnel’, which assumes all shoppers follow the exact same purchase paths.

HiConversion Recommend powered by Amazon Personalize helps eCommerce 
brands across industries quickly create relevant, scalable and intelligent product 
discovery experiences for all their visitors.

HiConversion Recommend (leveraging over 20 years of ML personalization 
experience on Amazon.com) goes beyond the traditional ‘product-visitor’ 
relationship to make real-time, personalized recommendations based on stages 
of the customer lifecycle.

Expand Your Revenue Reach
With Every Recommendation
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Discover
As the first stage in a customer’s lifecycle, this is where new visitors are being exposed to 
your brand for the first time. They may enter your website at different pages.

Here, we’re role playing as a new visitor, searching for a Light Switch Dimmer.

From the product page, we see two recommendation sections – this is to keep our product 
discovery process alive and to reduce chance of us leaving the page (a common symptom of 
a mis-matched shopping experience).

The first recommendation we see features similar items (‘Customers who viewed this item 
also viewed’) while the other one presents items that are complimentary to this product 
(‘More items to explore’).



Explore
At this stage of the customer lifecycle, a visitor is showing signs of interest on your site.

Behind the scenes, session-based algorithms are detecting those signals of interest and 
modifying your recommendation strategy to create more relevant suggestions.

To continue our example, we click on a product in ‘More items to explore’. As a result, on 
the next product page, we see the recommendation strategy had changed. 

Instead of seeing ‘Customers who viewed this item also viewed’, we are now presented 
with ‘More items to explore,’ above a ‘Product related to this item’ recommendation.

As we continue my journey, the recommendation strategy further adapts. For example, we 
now start to see recommendations based on the product rating (‘4 stars and above’). No 
doubt this is to gently nudge us towards a buying decision.

It’s also worth noting, because we were not fully committed the Light Switch Dimmer, the 
recommendation strategy flipped from super-focused to a much broader selection.



Buy
It’s well established, the buying stage starts when a visitor adds something to their cart. 
From here, your merchandising goal is to increase the average order value. You would 
typically do this through various up-selling or cross-selling recommendation strategies.

When it comes to Amazon.com, it appears they introduce up-selling and cross-selling 
recommendation strategies even before a visitor adds a product to their shopping cart.

For example, here is how Amazon is trying to up-sell us as we view the Light Switch 
Dimmer. We now see accessories that work directly with this product:

Adding the product to my cart, we now begin to see various upsell strategies on the cart 
page – from sponsored products to ideas inspired by our browsing history. Leaving and 
coming back to the cart page, we now see an entirely new set of recommendations.



Engage
This stage of the lifecycle is about returning visitors and customers.

To illustrate the difference, let us compare Amazon’s home page for the new visitors – who 
are just discovering this site – and returning visitors who left traces of their previous visits.

Discover
vs.

Engage

Recommendations for the ‘Discover’ stage are dynamically populated based on general site 
results and incoming visitor attributes. However, as soon a visitor starts engaging with the 
site – detecting their interests in real-time – the recommendation strategies radically alter.  

The types, quantity, and ordering of the recommendation templates change. As the 
climactic phase of the Customer Lifecyle, ‘Engage’ further demonstrates the depth and 
breadth of recommendation strategies available to use on your own eCommerce site.
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About HiConversion

HiConversion is the eCommerce Intelligence™ platform helping merchants personalize and 
optimize shopping experiences to maximize revenue from every visitor session.

From our HQ in Boca Raton, FL, we serve eCommerce innovators all over the world 
including: P&G, Timex, Pat McGrath, Kiehl’s, Tula, and many more.

Learn more at www.hiconversion.com


