
Providing customers with a memorable post-purchase experience is not just a 
nice thing to do, it’s a key element in ensuring your customer’s satisfaction. The 

ability for your customers to interact with your brand post-purchase is the 
underlying premise of top-class customer experience. Every company should 

strive to provide top-of-the-line experiences to their customers in order to 
bridge the gap between customer expectations and service, ensuring that your 

first-time customers turn into lifelong fans.

Congratulations! A customer just made a 
purchase. But don’t rest easy just yet. The 
customer shopping experience isn’t over once 
they placed an order. Ensuring your customers 
have a memorable post-purchase experience is 
crucial in ensuring first-time customers turn into 
brand advocates and repeat shoppers. A�er all, it 
costs five times as much to acquire a new 
customer than it does to retain one.1 And repeat 
customers spend an average of 67 percent more 
than first time customers do!2

1 https://www.sailthru.com/marketing-blog/written-customer-acquisition-vs-retention-infographic/
2 https://www.trinityinsight.com/blog/marketing-2/post-purchase/
3 https://www.econsultancy.com/blog/68735-retailers-shouldn-t-forget-about-post-purchase-experience
4 https://www.youtube.com/watch?v=qV7fb3DRvtU
5 https://www.shopify.com/retail/examples-of-great-post-purchase-communications-you-should-steal
6 https://sitetuners.com/blog/5-tips-to-improve-the-post-purchase-experience-of-your-online-customers/
7 http://corp.yonyx.com/customer-service/importance-of-post-purchase-customer-experience/ lumavate.com

How to Rock Your
Post-Purchase Experience

Repeat customers spend an 
average of 67 percent more than 

first time customers.2

A Simple Thank You

61 percent of people said that hearing 
thank you a�er making a purchase is 

what matters most to them.3

What Consumers Are Expecting

Ways to Go Above and Beyond Using Mobile

Emotions Customers Experience Post-Purchase

Anticipation of 
receiving the item

Excitement about
the purchase

Concerns of potential 
unmet expectations

Options for Returns
or Refunds

Ability to Provide Reviews 
and Feedback

Access to How-to
Guides and Videos

Replenishment 
Reminders

Enrollment and 
Participation in Reward 
Programs

Easily Accessible and 
Responsive Product 
Support

By integrating rich communications services (RCS) 
messaging into the ordering process, 
1-800-Flowers.com was able to transform their 
post-purchase experiences by better engaging their 
customers through prompt and interactive notifications all 
through mobile!4 

Dropbox was able to create a happier customer base 
without drastically affecting their marketing budget by 
providing them with personalized tips that inform 
their customers what’s possible through Dropbox.6

Dollar Shave Club’s distinct brand voice comes through 
on their email receipt. They directly address the buyer’s 
potential remorse by reassuring their new customers 
they’ll “fit right in.” They also offer more ways to engage 
with the brand by providing them with their own unique 
link to share among their friends giving them the 
opportunity to earn $5 in DSC credits everytime a 
friend signs up.5

Brands Getting It Right

$ $

Thank Y�!

Real-Time Tracking and On 
Time Delivery

Recommendations for 
Related Products

Helps Your Brand Stand Out

Only 16 percent of companies 
actually have a customer retention 

focus.7

Why the Post-Purchase Experience Is Important

Creates Better Engagement 
and Loyalty

Builds a Relationship With 
Your Customers

Thank Y�!

Shows You Value Each of 
Your Customers

GETTING STARTED


