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What Is Customer 
Engagement ? 

01/ Customer engagement is the ongoing interactions 
between company and customer, offered by the 
company, chosen by the customer."
Paul Greenberg (for HubSpot)

02/ Customer engagement is an estimate of the degree 
and depth of visitor interaction against a clearly 
defined set of goals."
Eric Peterson (How Do You Calculate Engagement? Part II)



Why We Should Care about 
Customer Engagement ? 

As the ecommerce world has become more crowded, there’s 
been an overwhelming focus on clicks, conversions and 
acquisition costs.

However, these acquisition strategies alone won’t be enough to grow your business sustainably. Finding 
ways to engage with your customers in between purchases strengthens their emotional connection to your 
brand, helping you retain the customers you already have while sustainably growing your business.

https://blog.smile.io/customers-dont-shop-with-transactional-brands-is-yours-at-risk?_ga=2.21077947.1297450181.1562851819-1008017676.1541715391


Why Brand Should Care about 
Customer Engagement ? 

Up to 2/3 of a brand's profits 

might rely on effective 

customer engagement.
Hall and Partners

Another customer engagement study by Ray Wang of Constellation 
Research found that “…companies who have improved engagement 
increase cross-sell by 22%, drive up-sell revenue from 13% to 51%, and 
also increase order sizes from 5% to 85%

https://www.constellationr.com/blog-news/research-summary-why-live-engagement-marketing-supercharges-event-marketing


Guest checkout rates

The number of customers who complete a purchase 

without making an account

Purchase frequency (PF)

How often your customers make a purchase at your 

store

Average order value (AOV)

The average amount a customer spends when they 

make a purchase

Repeat purchase rate (RPR)

The percentage of customers who’ve made more than one 

purchase at your store within a specific period



Award points when a 
customer makes a purchase

Encourage your customers to 
connect with you on social

How to Drive Customer 
Engagement ? 

Encourage your best customers to 
share your brand with referrals
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