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Navigating the Canadian shopper journey | Introduction 

Our lives have been rerouted in so many 
ways recently – and shoppers are no 
different. They discovered new brands, 
created new habits, set new expectations 
and totally redefined how they make 
purchasing decisions, both in store and online.

The ecommerce shopper journey has set 
off in a new direction – and you need to 
understand where it is leading your business.

Canada Post surveyed more than 5,000 
Canadians who made online purchases in 

the last year, to better understand how their 
paths to purchase have been impacted by 
ecommerce acceleration.

Inside, we have outlined what shoppers 
said about their reimagined journey in order 
to help you evaluate key aspects of your 
business and identify gaps between your 
current operations and the ideal shopping 
experience.

Let’s get started turning today’s insights into 
a stronger ecommerce strategy for tomorrow.
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First impressions are lasting impressions. 
So when shoppers encounter your brand 
for the first time – be it as part of an 
intentional search or chance encounter 

– it is important to demonstrate your 
value to their lives quickly, clearly and 

seamlessly along their journey. Think 
about satisfying a need in their lives, 
rather than forcing them into rigid 
touchpoints in your processes, sparking 
a special experience that will drive 
interest and influence purchases.

How do shoppers 
learn about brands?

Word  
of mouth46% 26%

22%

12%

In person at a 
physical store

Flyer or ad  
received in  
the mail

Web search 
results

TV ad
Social media  
content

Online blog  
review

33%

23% 18%

Awareness

Navigating the Canadian shopper journey
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Think about the role these 
channels play in your 
marketing mix. Whether 
it’s focusing on optimizing 
searchability, targeting ideal 
customers through mass and/
or direct marketing efforts, or 
crafting your social media, use 
this stage as an opportunity 
to engage and inform your 
audience by showcasing how 
your product can alleviate 
some of their pain points.

Key takeaway:

Navigating the Canadian shopper journey  | Awareness

Additional reading

Do you approach customer experience 
the way your customers live it?
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https://www.canadapost-postescanada.ca/blogs/business/marketing/connecting-in-the-messy-middle/


Read more 
about the brand 
and its values.

1 in 4 1 in 5

Check social media 
to see what others 
are saying about 
the business.

Two 
thirds

Reward retailers who 
reduce packaging and 
optimize shipping.

Navigating the Canadian shopper journey 

Once you catch a shopper’s attention, 
you want to make sure your 
experience conveys exactly who you 
are as a business. Think beyond what 
you do and focus on why and how 
you do it. Shoppers are getting a 
sense of your reputation and an idea 

of what you stand for by checking 
your website, reading reviews and 
visiting your social media. Put your 
best foot forward on every channel, 
stay on top of your customers’ 
evolving perception of your brand 
and make changes as necessary.

Discovery

Shoppers are paying 
attention to everything you 
do across every channel 
after discovering a retailer.
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Ask yourself, “How do my 
communications align with 
my core values?” Forging 
meaningful connections 
with your shoppers through 
thoughtful messaging is just 
as important as promoting 
an exclusive product launch.

Something bigger than herself: 
Cheekbone Beauty CEO Jenn 
Harper looks to the future to 
define success.

Navigating the Canadian shopper journey  | Discovery

Key takeaway:

Additional reading
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You found a shopper with a need; you 
think you have the perfect solution. Here 
is where you win them over while they 
weigh the pros and cons of your brand 
against your competitors. Digital channels 
have taken on expanded responsibilities 
at this stage, as shoppers turn to them 
to conduct research in advance of both 
online and in-store purchases. They

appreciate this ability to consider 
selections in a controlled environment 
where they can move at their own pace. 
It is up to you to provide that to them. 
With so many options in front of them, 
shoppers need not remain loyal to a 
particular retailer, thus they will continue 
to set high expectations for their 
attention, dollars and loyalty.

What factors do shoppers 
say keep them coming 
back to retailers?

Free shipping Better price Canadian-based 
company

Better or 
equivalent  
product selection

Better  
returns policy

Lower spend  
threshold to qualify  
for free shipping

58% 58% 29%

22% 18% 17%

Consideration

Navigating the Canadian shopper journey 
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Coupon offers / 
digital codes 

Integrated digital 
channels with consistent 
customer experience

When it comes to customer 
experience, adapting new 
features and capabilities will help 
you stand out and get the sale. 
Evaluate these features against 
your current infrastructure and 
determine what’s feasible. The 
best time to make these types 
of investments and implement 
changes is outside of your peak 
selling seasons. So, wait until 
traffic has calmed down, then 
communicate your efforts to 
enhance your experience with 
shoppers.

What next-level features do 
shoppers love when browsing 
an online store?

78%

50%

76%

49%

71%

47%

54%

Digital try-on Virtual appointments Cashback offers

Online chat function

Comparison tools

Navigating the Canadian shopper journey | Consideration

Key takeaway:

Additional reading

Explore what’s happening in the 
ecommerce market, how Canadian 
shoppers are changing and how you can 
turn that evolution into opportunity.
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https://www.canadapost-postescanada.ca/cpc/en/business/marketing/campaign/ecommerce-infographic.page


A shopper wants to turn into your 
customer, so make that transition as 
simple as possible for them. That is 
best accomplished through impeccable 
customer service, and that starts with 
transparency and communication 
throughout the journey. Inform them 

up front about items like fees, delivery time 
and returns policies, to ensure there are no 
surprises at the end of the transaction. This 
is the most challenging stage, where cart 
abandonment occurs at its highest rate, so 
make sure your digital path to purchase is 
as smooth as possible.

Navigating the Canadian shopper journey 

Conversion
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Key takeaway:

Now that you have these insights 
into what motivates a shopper 
during the checkout phase, use 
this intel to avoid a disappointing 
outcome. Don’t forget, just because 
a shopper may abandon their cart, 
doesn’t mean they are gone for 
good. Craft a strong abandonment 
strategy to try and save the sale. 
Remind them if an item is exclusive 
or low in stock, refresh their 
memory with eye-catching visuals 
of the product they left behind, 
provide a discount or an offer code, 
and much more.

Cost of shipping  
too high

92%

Threshold for free 
shipping too high 

80%

Brokerage fees, duties, 
taxes were too high 

74%

The time to deliver 
was too long

67%

Online store too 
difficult to navigate

65%

Concern over  
returns policy

63%

Did not provide 
free returns

59%

No available substitutes to 
purchase for out-of-stock items

48%

Checkout had too 
many steps 

45%

Estimated delivery date 
not provided to check out

44%

Lack of flexible delivery 
or pickup options 

40%

Navigating the Canadian shopper journey | Conversion

What factors cause 
shoppers to abandon 
their cart mid-transaction?

Additional reading

Their cart has been full for five 
days now. When are they actually 
going to make their purchase?
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https://www.canadapost-postescanada.ca/blogs/business/ecommerce/conversion-and-abandonment-the-ingredients-you-need-to-maximize-your-checkout-experience/


Your seamless journey has paid off 
in a new customer. Now nurture 
that relationship by staying top of 
their mind. Your goal should be to 
make them part of your community, 
inform them about new things, 
encourage more purchases and get 

their feedback – plus, it helps to act on 
it. Stay in touch: Do polls. Engage on 
social media. Look at online data. Get a 
sense of their ongoing needs and 
evolving buying journey to gain an 
intimate understanding of who they are 
and how your brand can help them.

Customer loyalty  
program

Ability to choose different 
types of rewards

VIP membership

Proactive customer  
service on recent purchase

Genuine support  
for a cause

Personalized  
communications

Product recommendations 
based on past purchases

Invitations to exclusive 
events or activities

46%

44%

Ability to opt in to  
receive special offers34%

30%

30%

26%

24%

20%

27%

Here are some factors 
that keep customers 
coming back for more.

Retention

Navigating the Canadian shopper journey 
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Navigating the Canadian shopper journey | Retention

Key takeaway:

Test and learn from your loyalty 
efforts. The best way to find 
out what gesture, program or 
initiative combinations work is 
to test, learn, repeat and scale 
up quickly when you achieve 
success. Stay close to your 
customers; they’ll tell you what 
is, and what is not, working.

Additional reading

Mastering Retention: How to 
keep customers coming back.
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https://www.canadapost-postescanada.ca/blogs/business/marketing/mastering-retention-how-to-keep-customers-coming-back/%20


Who doesn’t need a champion in their 
corner every now and then? If you have 
delivered a positive experience, your 
customers will tell the world about 
it. Help them do so any way you can. 
Continue to be transparent, bring them 

in on big changes, create easily sharable 
content, engage with them on the channels 
where they share thoughts, maybe even 
consider a simple thank you. Their voices 
will be an authentic endorsement that 
cannot be created, only nurtured.

Seek 
meaningful 
feedback

Offer excellent 
customer service

Offer incentives 
to send a new 
customer your way

Encourage them 
to share positive 
experiences on social, or 
with family and friends

Send personalized 
thank-you notes 
with their order

Keep them in the loop 
on what’s happening 
with your business

Remember 
special occasions

Ask for customer 
testimonials and 
permission to use them 
across your channels

Top ways to turn customers 
into brand advocates

Additional reading

It pays to have influence – especially on social media where tastemakers 
are helping businesses build deeper relationships with consumers.

Advocacy

Navigating the Canadian shopper journey 
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You’ve taken your first steps forward on 
an exciting journey.

Ecommerce is a dynamic industry. Every 
year, new trends, behaviours, solutions 
and tools are developed to help your 
business grow and compete.

To avoid going down the wrong road, it 
is important for you to pinpoint exactly 
where and how you can best delight 
shoppers at every stage of their journey. 
Success starts with recognizing where 
your gaps are, what opportunities they 
present and what strategies you can 
deploy to address them.

Canada Post stands ready to help you 
do just that by providing resources like 
this guide, along with the latest thought 
leadership, expertise and technology to 
convert shoppers into customers.

Because when it comes to the 
ecommerce shopper journey, 
every step matters.

Canada Post. 2021 Canadian Online 
Shopper Study, 21-205, April 2021

Contact a Canada Post 
ecommerce expert today by 
booking a consultation online 
or calling 1-866-511-3131 (toll free).

Journey 
continues
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