
Why Conversations Can 
Drive Richer, More Engaging 
E-commerce Experiences
Before the days of online shopping, brick and mortar stores 
were the way most people purchased goods and engaged 
with brands. Even back then, before the rise of business 
messaging, conversations usually helped spark, guide, and 
close a sale. Just think about your average in-store 
experience: Whether you browse the aisles, check out new 
products, or ask for help with a particular item, those 
experiences start and end through a conversation with a 
sales associate or other store staff. Even though times have 
changed and the buying experience has shifted to digital, e-
commerce businesses must still leverage the power of 
conversations to help build richer, more engaging buying 
experiences as well as mitigate ongoing challenges like cart 
abandonment and support.

Not sure how to get started using conversations to drive 
better e-commerce outcomes? Keep reading to learn more.
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Using conversations at each stage 

of the digital customer journey

Conversations still fuel the buyer journey today, but 
instead of happening in person, they happen on and 
through digital channels like your e-commerce website, 
live chat, or chat bots. Increasingly, enterprise businesses 
are also leveraging robust business messaging solutions 
that provide feature-rich functionality, flexibility and 
integration with existing tech stacks. No matter the tool you 
use, conversations have the power to help drive outcomes 
at each stage of the customer journey.

https://quiq.com/blog/how-instant-messaging-is-changing-the-way-companies-conduct-business/
https://business.whatsapp.com/products/business-platform
https://business.whatsapp.com/products/business-platform
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Discovery
If entry points to your customer journey like your ads and site visits are the bait, 
conversations are the hook that can help you reel in potential customers. That’s 
because conversations can help you better understand your buyer and accelerate the 
path to purchase even when they’re still just learning about what you have to offer.

How? One of the best ways of using conversations early on is as a complement to 
your digital advertising efforts or offers. Instead of running an ad that sends people to 
your homepage, send them to a custom landing page that aligns with your advertising 
and gives them a chance to learn more about your product. Better yet, direct ad clicks 
directly to a tool like WhatsApp so they can start a conversation with your business 
right away. 

At this stage, conversations can give businesses the chance to:

Teach customers about your products. Chatbots and service agents can 
answer any questions they may have in a friendly and familiar format. To help 
deliver a truly world class experience, enterprise companies should consider 
using business messaging solutions that can deliver even richer, more 
dynamic experiences that drive deeper engagement.

Learn more about their preferences. Give customers the ability to opt-in for 
notifications on valuable offers, restock alerts, new products, and anything else 
your business wants them to know about. Just keep in mind your messages 
should be expected, timely, and relevant .  

Example:

Hey José! Summer has started, and 
the weather is heating up! We have 
some brand new shorts that are 
perfect for updating your summer 
style. Want to check them out?

11:24

https://business.whatsapp.com/blog/announcing-whatsapp-business
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Purchase
When it comes time to make a purchase, you have the opportunity to make a quality, 
lasting impression on your customer that can create lasting loyalty. Conversations can help 
deliver that streamlined, personalized experience customers want out of their purchase 
activities. 72% of non-Baby Boomers prefer ecommerce interactions over in-store.

You can use conversational commerce in purchases to:

Send abandoned cart follow-ups. Bring your customers back to finish their 
purchase. Remind them of their interest with new deals, product restock alerts, 
and abandoned cart reminders.  

Offer point-of-purchase deals and discounts. Use the checkout as a chance 
to upsell through bundles, subscriptions, and multi-item discounts. 

Create a “received purchase experience”. Celebrate product delivery with 
rich, interactive, and engaging media. You can use this to provide fun facts 
about their product, send examples of how they can use their product, make a 
return, and invite them to see other products like the one they just received. 

Example:

Hey Callie! Thanks for purchasing the 
Rose Red lip! Here is your tracking 
number: 9826. We’ve also got some 
great deals on the new Spring line. 
Want to take a look?

12:30

https://influencermarketinghub.com/c-commerce-stats/#toc-16
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Post-purchase
What’s the key to hitting a home run? The follow-through. If you don’t make that final 
effort to knock it out of the park, you’re going to fall short of your goal. Post-purchase 
interactions are your follow-through. It can be your chance to keep customers interested 
in your business and bring them back again and again. Conversational commerce can 
provide the e-commerce strategies you need to create those quality post-purchase 
interactions. 

You can use post-purchase conversations to:

Thank your customers and ask for feedback. A friendly thank you message 
can help wrap up the purchase on a high note, and you can learn from your 
customers about what you're doing right, and what you can do better. 

Send shipping updates. Show customers where their purchase is, and alert 
them when it’s delivered, keeping them up-to-date on the shipping process. 

Send in-stock alerts. Notify customers about products similar to their 
previous purchases. Your customers have shown you what they like, and this 
is your opportunity to bring them back for more. 

Offer opt-ins for subscriptions and repeat purchases. Making it easier for 
your customers to purchase your products can keep them interested and 
ensure they stay with your business. 

Example:

"Hi Sam, hope you’re enjoying your 
new chair! We would love to hear your 
feedback, your opinion is important to 
use! You can take the survey here"

10:17
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So, what should your business 

take away from this?

Conversations are a tool your business can use at each 
stage of the customer journey. Being able to connect 
with your customers on their terms, in their preferred 
digital spaces. Conversations via messaging apps offer 
both you and your customers flexibility, convenience, 
and personalized experiences that we believe customers 
have come to expect in the digital age. In-app messages 
have a 75% open rate, and your business can use that to 
provide value and assistance to your customers, helping 
establish a long-term relationship that keeps customers 
coming back. 

https://reckless.agency/insight/email-vs-push-notifications-vs-in-app-messaging-which-has-the-highest-engagement/



