
CUSTOMER LIFETIME VALUE 
Practical ways to grow the value of your customers



ECOMMERCE MARKETING MASTERY 
Customer Lifetime Value - practical ways to grow the value of your customers



3 KEY SCENARIOS I’LL ADDRESS

Replenishment MilestonesPost Purchase



THE POST-PURCHASE  
CUSTOMER EXPERIENCE



INDIRECT VALUE
Asking for customer reviews…

• Provides social proof

• Generates unique customer content

• Makes your customers feel like you care

• Offer ‘offline’ customer support



PRO TIP:  
USE THE SHIPPING ADDRESS TO TAILOR THE DELIVERY TIME OF THIS EMAIL

 AND ENSURE IT’S NOT EARLY



CROSS-SELL
Cross-selling products or categories

• Timed to be 7 days before second purchase

• Dynamically recommended categories

• Fall-back content to popular categories

• Dynamic Product recommendations



PRO TIP:  
SPLIT TEST THE HIERARCHY OF PRODUCT RECOMMENDATIONS VS CATEGORY RECOMMENDATIONS



LAPSED CUSTOMER WIN-BACK

• Timed 2 weeks after average repeat purchase

• Ladder your discounts

• Keep it aspirational

• Don’t stop at 1 email

• Consider excluding repeat offenders

Win back lost or inactive customers

• Update content regularly



PRO TIP:  
TRACK THE LATENCY BETWEEN SPECIFIC PURCHASES AND TIME YOUR EMAILS TO MATCH



REPLENISHMENT  
AUTOMATION



REPLENISHMENT
Top up products that are consumable

• Timed for 1 week before average use time

• Quick link to product

• Include complementary or up-sell products

• Consider an incentive to hook them

• Promote your community



PRO TIP:  
SYNC THIS UP WITH YOUR WIN-BACK SERIES SO THIS COMES FIRST



CUSTOMER  
MILESTONES



MILESTONE CAMPAIGNS

• Make it transparent

• Make the reward worth it

• Keep it on brand

• Make it personal

• Make your goals achievable

Celebrate your best customers

• Remind people of rewards



PRO TIP:  
ASK YOUR BEST CUSTOMERS FOR CONTENT AND FEATURE THEM IN YOUR MARKETING



SEGMENT YOUR CAMPAIGNS

Use purchase data to segment content

• Keep your emails relevant

• Show you’re listening

• Send your emails regularly

• Filter out recent customers

• Resend to people who didn’t open



PRO TIP:  
ENSURE ANYONE RECEIVING AN AUTOMATED EMAIL DOESN’T RECEIVE A CAMPAIGN ON THE SAME DAY



1. EXISTING CUSTOMERS SPEND MORE, AND ARE (MUCH) CHEAPER TO CONVERT 
- TAKE CARE OF THEM

2. WHAT’S THE AVERAGE LIFESPAN OF YOUR PRODUCT(S)? 
- SIMPLIFY THE REPURCHASE PROCESS

3. LET YOUR CUSTOMERS DICTATE WHEN THEY RECEIVE CAMPAIGNS 
- SET TRIGGERS BASED ON ACTIONS  

4. DON’T STOP AFTER ONE CAMPAIGN
- LADDER YOUR DISCOUNTS TO SAVE MARGIN

THINGS TO REMEMBER



THANKS!

andzen.com.au  
jason@andzen.com.au

















































































































































Strategies for Increasing 
CLV
Joshua Bitossi



Why Customer Lifetime 
Value?



Two Businesses with 100 Visitors

Conversion 
(C)

Average Order 
Value 

(A)

Purchases 
(P) 

Life Time Value 
(CAP)

Merchant 1 10% $10 1 $10

Merchant 2 1.5% $30 8 $360



A.O.V #1 - Cross-sells
• Related products
• Seamless, complimentary experience
• Shoes + Socks, Meals + dessert, Foundation 

+ brush etc. etc. etc. 
• Can you segment and upsell post-purchase 

with email?

www.wearfigs.com



Immediate discount 
feedback. Instant 
upselling with custom 
AJAX solution and Shopify 
scripts.



A.O.V #2 - Bundling
• Offer discounts on bundled products

• Customer saves on shipping

• Are people are on the fence for multiple 

products?

• Be creative

www.nicelaundry.com



Purchases #1 Subscription
• Is your product already suited to repeat purchase? - 

HiSmile

• Analogous verticals - Moana Bikini + Bikini Body Burn

• Can it complement your existing business? - Fridays Off 
Fabrics

• ReCharge

(1) HiSmileteeth.com (2) bikinibodyburn.com (3) fridaysoff.ca



Purchases #2 
Loyalty Programs

• Reward customers for actions

• Give them the tools to express their loyalty with friends

• Mark customers as VIP

• More gamified / sticky shopping experience

• Automate for the future with Flow + Smile.io



Purchases #3 
Localisation

• Selling in the user's currency (coming to Shopify Payments 
in 2018)

• Creating localised content with expansion stores

• Seasonal product catalogues and marketing

• Localised shipping

ca-en.lolewomen.com | eu-fr.lolewomen.com



Customer Interaction

Tigermist.com.au



Thanks!


