
75% 70%
of people say they
click on ads because
they expect an
answer to their
question (Clutch)

of online shopping carts
are abandoned on
average 
(Baymard Institute)

People’s expectations of brands are higher
than ever, and with retention and loyalty at
stake, brands are scrambling to drive great

experiences. Find out how to use qualitative
feedback to prevent and solve for the most

common challenges of the customer journey. 

Customer Feedback Methods that Help
Avoid Pain Points

retention stage

Prospective customer
clicked on an ad and
the landing page did
not match her
expectations. 

Prospect can’t
navigate a brand’s
website and has
trouble finding what
they’re looking for. 

Prospect likes your
brand, but isn’t sure if
your product features
will meet their unique
needs. 

Online point-of-
purchase process is
complicated; little
support or assistance. 

Customer is left with
unmet needs, unclear
on if they will continue
to stay loyal to a
brand. 

Common Pain Points in the
Customer Journey

Live conversations to test ad
concepts with a virtual whiteboard,
in-the-moment polling and other
online qualitative features.

Buyer shares their
phone or desktop,
locates the issue,
and explains unmet
site expectations. 

Live conversations for
in-depth concept and
product feedback that
could include in-home
usage testing. 

Live discussions 
focused on the digital
shopping journey, 
cart management, 
and checkout process. 

Follow-up CSAT surveys
with customer check-ins
post-purchase, paying
particular attention to
dissatisfied customers.

Qualitative insights, whether gathered
through live online discussions or
unmoderated feedback, help brands both
anticipate and overcome challenges to the
customer journey. Learn more about turning
experiences into insights with Discuss. 

60%
Companies that are

customer-centric are 

more profitable 
(Deloitte)

https://clutch.co/press-releases/75-percent-say-paid-search-ads-easier-find-information
https://baymard.com/lists/cart-abandonment-rate
https://www2.deloitte.com/content/dam/Deloitte/de/Documents/WM%20Digitalisierung.pdf

