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INTRODUCTION

Our quarterly ecommerce benchmark report includes average order value
and conversion rates by device, source channel, and more. To produce this

proprietary data, we analyzed billions of customer sessions across 250+

retailer brands.
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SUMMARY

A look at billions of customer sessions makes clear what we already knew: With users more likely to be shopping across multiple devices, you'll need to
COVID shifted shopping trends and behaviors considerably. make sure that you're able to recognize customers as they switch to deliver

a consistent and personalized experience.
We're seeing some of that impact on browsing behavior with almost half of

sessions in the United States coming from desktop. Meanwhile, users in the On the AQV front, we're seeing declines due to deeper discounts and longer
United Kingdom are increasingly using their mobile devices to browse, with running promotions.

75% of sessions coming from mobile. With more time on their hands, users

S , o , . Looking ahead to Q3 and Q4, retailers and brands should be accelerating
are also registering more onsite activity: page views are up in the UK. almost

their personalization programs and leveraging merchandising functionalit
a quarter (from 918 in Q2 2019 to 1113 in Q2 of this year, or 21.24%) P Prod 9ing J 4

such as product recommendations to increase RPS and AOV, whilst using

Meanwhile, conversion rates are up when compared to Q1 of this year, optimization tactics for up-selling and cross-selling.

highlighting the shift to online due to lockdown measures across the globe.

Even better, if retailers can stand up a personalization program as part of a
(It should be noted that when compared to last year, however, conversion pap Prog P

larger unified approach to commerce, they can drive the kind of business

rates have taken a hit). As users are in browse mode, retailers and brands

oals needed to make up for a lackluster year.
should be leveraging what they know about their visitors to deliver superior J P /

personalized experiences, using Al to help scale and maximize ROI. Monetate oTTnnnrr

customers who have been leveraging this functionality throughout Q2 have i e e s

seen a significant increase in conversion rate. e e e e

Kibo holiday research, for instance, shows that the segment of shoppersthat o mEeamsmmsEaEaE s

were new holiday customers the year before are likely to spend more this e e e e e e e e e e

holiday season when they return when compared to newly returning shoppers. e
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https://kibocommerce.com/resource-center/ecommerce-quarterly-benchmarks/
https://kibocommerce.com/resource-center/holiday-guide-2020/
https://kibocommerce.com/resource-center/holiday-guide-2020/

WEBSITE VISITS TRENDS
& BEHAVIORS

Visits from desktop accounted for almost half of sessions in the United
States. WFH life has likely led to this shift in behavior. In contrast, tablet
use now accounts for only 3% of total sessions—the decline is a trend

we've seen increase further each quarter since Q2 of 2010!

Interestingly, this change in desktop behavior was not seen in the
UK, however. Mobile traffic accounted for 75% of sessions in Q2 2020
there—a 10% increase when compared to last year, and a 3% increase
when compared to Q12020.
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Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Global Desktop 3112% 3012% 32.31% 38.22% 4060%
Global Mobile Phone 60.19% 00.06% 61.61% 56.44% 55.08%
Global Other 1.00% 300% 0.93% 1.41% 0.93%
Global Tablet 769% 6.81% 515% 3.93% 3.39%
US Desktop 34.68% 33.64% 36.78% 4402% 4867%
UsS Mobile Phone 5701% 5b.84% 5769% 50.58% 4767%
UsS Other 0.62% 3.78% 0.65% 1.26% 0.79%
UsS Tablet 769% 0.74% 4.88% 3.54% 2.87%
GB Desktop 21.51% 20.25% 19.52% 2116% 19.31%
GB Mobile Phone 68.07% 70.08% 7293% 72.36% 74.66%
GB Other 0.09% 0.09% 0.08% 015% 0.21%
GB Tablet 10.32% 9.58% 147% 0.33% 581%
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Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Android 21.31% 21.25% 2110% 1969% 18.56%
Chrome OS 0.58% 0.49% 0.56% 0.54% 0.55%
Linux 212% 2.50% 3.21% 4447 247%
Macintosh 8.26% 191% 10.09% 13.53% 1366%
Windows 2005% 19.06% 18.28% 19.53% 23.73%
Windows Phone 0.02% 0.02% 0.02% 0.01% 0.01%
i0OS 46.58% 4564% 4567% 40.71% 4001%
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PAGE VIEWS TRENDS
& BEHAVIORS

Users in the UK. are browsing more, seeing a 24% uplift in page views
compared to last year (918) and last quarter (897). We typically see users
in the UK. browsing 10 pages in one session, but in Q2 2020, we saw a

noticeable boost, with average page views reaching 12 per session.

In the US, we saw 24% less page views per session. With an average of 6.2
page views over the last 12 months, Q2 saw average page views of 5.4 in

one session.
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AVERAGE PAGE VIEWS

Average Page Views by Device

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020

Global Desktop 861 746 771 6.32 6.13
Global Mobile Phone 7128 0.87 JAl 702 803
Global Other 309 164 267 199 256
Global Tablet 9.29 890 882 8.54 9.28
uUs Desktop 810 0.74 6.92 529 4LB4
Us Mobile Phone 6.30 587 6.03 591 6.10
Us Other 581 172 415 2.38 316
Us Tablet 8.77 817 8.21 763 773
GB Desktop 10.92 10.81 1168 1198 15.29
GB Mobile Phone 918 9.36 9.28 897 113
GB Other 819 758 7.31 760 JAl
GB Tablet 1048 10.70 10.02 10.24 11.99
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Average Page Views by Operating System

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Android 761 706 753 744 882
Chrome OS 1042 1019 991 972 11.02
Linux 304 244 202 183 175
Macintosh 884 796 842 6.44 705
Windows 9208 788 8.27 718 594
Windows Phone 6.86 6.31 544 507 556
iOS 746 709 JAl 6.96 776
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Average Page Views by Region

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Global 780 703 7.35 0.74 725
UsS Jal 6.16 6.45 5065 542
GB 968 9.78 9.80 968 197
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CONVERSION RATE TRENDS
& BEHAVIOR

As detailed earlier in the report, conversion rates are up almost across the board,

highlighting the shift to online since Q12020 due to sheltering-in-place protocols.

To reiterate further, compared to last year, conversion rates have slid as a result

of the pandemic.

As noted earlier, though desktop sessions accounted for almost half of all sessions in the
U.S., this increase in desktop browsing is not reflected in the documented conversion
rates. Conversion rate is down 49% versus last year. Not only did user intent change when
visiting a website in Q2 but out-of-stock products were potentially a cause for this marked

decling, too.

On the other hand, mobile conversion rate in the US. was up 31% year-over-year. To
maximize this trend, retailers and brands should make sure their website is completely
optimized for mobile and figure out how to keep users on-site and converting, even if

inventory is an issue.

In the UK, although sessions were up massively across mobile, conversion rate was

ultimately down 11% against last year and 6% compared to Q12020.
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Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Global Desktop 390% 348% 365% 2.55% 2.38%
Global Mobile Phone 1.82% 1.79% 2.06% 1.84% 212%
Global Other 0.06% 0.21% 0.18% 0.12% 014%
Global Tablet 349% 3.56% 3.72% 316% 348%
US Desktop 414% 3.56% 3.72% 243% 210%
UsS Mobile Phone 1.53% 1.51% 1.85% 161% 201%
UsS Other 0.05% 0.25% 0.34% 019% 0.21%
UsS Tablet 3.36% 348% 3.80% 312% 3.32%
GB Desktop 497% 501% 511% 414% 5.30%
GB Mobile Phone 3.35% 347% 344% 315% 297%
GB Other 1.34% 1.33% 1.09% 0.40% 0.34%
GB Tablet 4.48% 4.53% 4.23% 3064% 4.22%
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Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020

Android 181% 1.76% 212% 1.86% 2.23%
Chrome OS 301% 343% 354% 292% 3.76%
Linux 041% 0.28% 015% 0.09% 013%
Macintosh 367% 3.36% 355% 2.26% 2.59%
Windows 441% 398% 4.36% 3.32% 2.46%
Windows Phone 114% 107% 0.85% 066% 0.64%
iOS 211% 207% 2.22% 196% 219%
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Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020

Global 2.58% 2.37% 2064% 214% 2.25%
UsS 257% 2.28% 202% 201% 2.08%
GB 3.81% 3.88% 3.83% 3.39% 349%
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AVERAGE ORDER VALUE
TRENDS & BEHAVIORS

Overall, AOV has suffered in Q2 2020 compared to the same quarter last year.
The US. has seen the bigger decline in AOV: a 6% decrease compared to the
UK’s 3%. This is likely due to retailers running promotions to counter the adverse

effects of COVID-19 during a quarter that is traditionally a full-priced season.

Diving into device AQV, our customers in the UK. saw no change from mobile
devices year-over-year. While in the US, we saw mobile having the lowest AOV
in the last 12 months and a 4% decline YOY.

From a channel perspective, in Q2 2020, AOV was down across Direct, Search,
and Social compared to Q2 2019. Email was the exception, seeing a 1% uplift
versus last year. Compared to Q12020, AOV from search and social were

up 1% and 4% respectively.
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AVERAGE ORDER VALUE

Average Order Value By Category

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Direct s$12m $10943 $10992 $103.87 $100.87
Email $105.75 $10847 $11049 $10767 $106.96
Search $94.85 $91.70 $9961 $92.84 $9365
Social $7898 S74.34 $81.86 $71.82 S74.78
Unknown $112.38 $104.60 $112.86 $106.82 $S1064
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Average Order Value by Device

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020

Global Desktop $128.33 $12367 $125.39 $119.58 $12211
Global Mobile Phone $86.46 $85.51 $92.01 $85.53 $84.31

Global Other $80.28 $130.26 $46.99 S44.15 $6766
Global Tablet $97.20 $94.43 $98.83 $86.44 $8911

Us Desktop $135.08 $128.21 $12994 $12381 $13116
UsS Mobile Phone $94.86 $9370 $10163 $91.80 $90.82
(V3 Other $8315 $132.80 $40.36 $39.71 $63.72
Us Tablet $101.96 $98.39 $106.46 $91.39 $96.75
GB Desktop £8791 £86.29 £84.70 £7945 £83.47
GB Mobile Phone £6364 £61.08 £66.60 £61.69 £63.76
GB Other £6702 £81.80 £8017 £85.57 £94.08
GB Tablet £80.41 £77.78 £75.75 £66.32 £72.48
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Average Order Value by Operating System

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Android $76.19 S7781 $81.75 $75.50 $74.99
Chrome 0OS $88.30 $84.65 $9252 $8811 $101.47
Linux $85.79 $80.23 $12198 $102.00 $118.76
Macintosh $13292 $126.93 $133.91 $12390 $12717
Windows $12799 512381 $122.57 $118.47 $119.99
Windows Phone $66.18 S64.64 $6859 S{WAA $70.77
iO0S $9360 $90.96 $97.89 $90.28 $8942
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Average Order Value by Region

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020
Global $10751 $10360 $107.81 $10161 $10104
UsS $118718 S112.48 S1704 $109.52 $1M1.27
GB £72.57 £6964 £7216 £60.67 £70.25
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Average Order Value by US State Average Order Value by US State cont.

Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020 Q2 2019 Q3 2019 Q4 2019 Q12020 Q2 2020

Armed Forces - America $163.32 $139.04 $15097 $138.99 $138.78 Missouri $10815 $10302 $106.64 $98.01 $10163
Armed Forces - Europe $166.77 $14800 $165.41 $154.50 $161.47 Mississippi $112.59 $106.81 $10917 $100.98 510867
Alaska $146.65 $140.58 $14798 $135.32 $128.29 Montana $114.89 $111.81 $12593 $11391 $116.62
Alabama S113.24 $10812 $10899 S104.42 $111.22 North Carolina $11090 $106.97 S$110.54 $102.51 $110.55
Armed Forces - Pacific S113.72 $187.00 $13569 $101.97 North Dakota $109.88 $100.37 $114.23 $10310 $105.98
Arkansas $119.66 S111.41 $113.68 $108.36 $113.27 Nebraska $10866 $10214 $108.06 $103.38 $106.28
Arizona 11168 $104.63 $107.85 $103.87 S$12.34 New Hampshire $105.28 $10350 S11356 $104.25 $10968
California $131.06 $122.25 $126.05 $118.30 $115.49 New Jersey $116.33 $10951 $123.84 $111.09 $114.35
Colorado $123.97 $120.34 $12793 $115.29 $115.81 New Mexico S113.71 $106.55 $115.54 $10752 $105.42
Connecticut $110.87 $106.81 $117.33 $10761 $114.69 Nevada $12218 $11218 S117.45 $109.09 $107.72
District of Columbia $13746 $13853 $13542 $123.82 $116.61 New York $126.90 $11798 $135.26 $119.92 $116.71

Delaware $106.77 $10368 $117.38 $103.99 $105.87 Ohio $105.19 $100.96 $105.50 $9716 $100.93
Florida $118.87 S111.74 $116.51 $11218 $116.08 Oklahoma $115.02 $10948 $109.89 $104.21 $140.82
Georgia $11518 $111.61 $113.37 $10854 $112.28 Oregon $123.49 $11760 S121M $11163 S114.49
Hawaii $13110 $122.84 $119.64 $112.22 $105.81 Pennsylvania $98.97 $95.07 $102.76 $96.38 $102.71

lowa $99.95 $96.32 $103.37 $94.32 $9794 Rhode Island $9858 $96.73 $10190 $95.37 $103.78
Idaho $123.39 $115.80 $12092 $112.01 $11566 South Carolina $109.72 $106.03 $108.09 $103.99 $113.23
lllinois $117.00 $110.38 S115.44 $104.91 $102.69 South Dakota $102.78 $100.39 $112.08 $101.22 $107.26
Indiana $10015 $96.47 $102.47 $95.99 $101.07 Tennessee $110.06 $106.28 $10894 $101.74 $10879
Kansas $10511 $99.81 $107.24 $98.81 $10098 Texas $122.22 $115.77 $116.19 $109.84 $10912
Kentucky $109.78 $105.29 $108.54 $101.93 $10792 Utah $12391 $115.52 $120.32 $113.34 S114.54
Louisiana $112.81 $10793 $112.26 $105.74 $107.08 Virginia $13014 $125.62 $12265 $119.85 $117.29

Massachusetts S112.47 $10862 SM777 $108.00 $112.68 Vermont $109.21 $10866 $123.32 $110.72 $111.90

Maryland S$114.14 $109.09 $116.23 $108.37 $107.24 Washington $124.43 $116.95 $122.50 $113.86 S$114.61

Maine $104.30 $104.78 $110.79 $10019 $108.47 Wisconsin $11017 $105.43 $111.79 $104.48 $106.70
Michigan $105.02 $101.51 $109.25 $9968 $103.66 West Virginia $108.24 $105.65 $104.66 $9763 $96.16

Minnesota $111.65 $10819 $115.86 $104.78 $106.39 Wyoming $12311 $117.33 $127.38 $112.52 $116.58
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POWERFUL PERSONALIZATION

Kibo Personalization, the leading and most experienced personalization solution on the market, fueled by Monetate
and Certona, empowers marketers to delight customers by enabling everything from quick one-off content changes

to complex personalization across the full customer journey.

Contact us

kibocommerce.com @KiboCommerce
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https://kibocommerce.com/get-started/?Lead_Source_Most_Recent_c=report_pdf&utm_source=pdf&utm_medium=pdf&utm_content=Ecomm%20Benchmarks%20Q220
kibocommerce.com
https://twitter.com/KiboCommerce

