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Objectives of the case study:
Understand how Amazon continues to be the most optimized and
conversion-driven e-commerce experience in the world.

Goals:

Show the discipline in action and not just theory
Decision Making Process

User Journey

Merchandising Strategy

Optimization Logic

Overview:

Amazon is universally recognized as the benchmark for digital
optimization. Their ability to convert customers at scale - across countless
categories, creating best real-world example of:

Merchandising discipline, operation consistency, personalization, and
high-intent shopping optimizations.

Their merchandising approach should emphasize efficiency, data-driven
decisions, and scalable systems that support millions of SKUs and global
shoppers. But how does the digital merchandising area aoffect this region?

Brand Name: Amaozon
Industry: E-Commerce / Multi-Category Retail
Website/URL: https://www.amazon.com

Why | chose this brand:

Studying Amazon will allow me to understand how the world's most
optimized ecommerce engine works, and what principles other retailers
can adopt.


https://www.amazon.com/
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User Journey

Goal of the section:
Understanding how Discovery, Evaluation, and checkout for millions of
customers daily is simplified.

Importance:

With well over 1,000,000 products, Amazon’s success depends on how
quickly it is for the guest to:

e Discover products

e Evaluate options

e Checkout
If any of these options become slow, confusing, or overwhelming, Amazon
loses conversion

Initial Impression: Discovery

Upon landing on the website. We are able to identify key sections of the
site:

e Primary Search Bar (Main Call to action): signals that search is the
main option for discovery

e Department Navigation Menu: Beginner point for category browsing
and exploration that is more structured.

I All ¥+ Search Amazon.ca I:I

(Image 1: Primary Search Bar)

e Account/Order Module: Making returning shoppers feel recognized
and supported
e Cart Status: Clear visibility into cart progress and item count

Hello, sign in Returns 0

B EN- Account & Lists - & Orders -\.-.,Cart

(Image 2: Account/Order)



e Prime Messaging Banner: Reinforces value proposition and free
shipping benefits instantly.

e Shipping Location: Shoppers are aware where their order will be
arriving.

Update location

amazon ca Delivering to Coquitlam V3J
N

(Image 3: Messaging Banner/Address)

e Personalized recommendations (If signed in): Nudges users towards
relevant items before browsing.
e Deal/Promotion slots: High-intent visitors can jump straight into
sales or time-sensitive offers.
Result:
Amazon reduces the cognitive load by making the landing screen
predictable, fomiliar, and centered around the tools users rely when on an
ecommerce website, including search, categories, deals, and account
actions.

Delivering to Coquitlam V3J - Hello, sign in Returns 0
ama;on,ca © update location Al Search Amazon.ca q B EN-  Account & Lists -+ & Orders -\.-!Cart

— All Holiday Shop Best Sellers AmazonBasics Deals Store Electronics New Releases Prime + Home Books Playdate - Watch now

Shop gift cards for
every stocking

Shop gifts for everyone Winter essentials Shop gifts by price

Y &

For her For him Home Men's fashion

Under $10 Under $25

(Image 4: Landing Page)



Initial Impression: Evaluation - PLP(Product Listing Page

Upon shopping by category and visiting a PLP (Product Listing Page). We
see that Amazon packs all the essential decision signals directly into the
product title without overwhelming information.

Shoppers can instantly see:

Price + discounts

Prime Availability (Shipping speed) + Including holiday shipping
Average Star rating + review count

Number of purchases per Item

Bestseller or Amazon's Choice badges

Variants (color/size options) (Used, New)

Impact:

This specific PLP gives customers the option to eliminate poor choices
faster and move toward qualified products in fewer clicks.
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Lots of Knock-Knock Jokes for Kids: A
Funny, Laugh Out Loud Busy Book for
Children with Over 250 Jokes, Riddles,

Tongue Twisters, and Puns
by Whee Winn

4.5 %okl (12.2K)

Paperback

$680 List: $8-56

FREE delivery Thu, Dec 18 on your first order
Or fastest delivery Sun, Dec 14

Arrives before Christmas

Ages: 6 - 8 years

More buying choices

$2.65 (24 used & new offers)

(Image 5: PLP Page)

@00000:

ROCKBROS Men's Balaclava Windproof
Ski Mask Cold Weather Balaclava Mask

Winter Thermal Hood for Skiing Cycling
Helmet

4.6 # kKA (5.9K)

4K+ bought in past month

$ 2 4%
FREE delivery Mon, Dec 22 on your first order

Or fastest delivery Sun, Dec 14
Arrives before Christmas

Bestseller
[ 1

Apple USB-C to 3.5 mm Headphone
Jack Adapter

4.5 %Ak KAtV (3K)

4K+ bought in past month

$999

Save 5% on any 5

FREE delivery Fri, Dec 19 on your first order
Or fastest delivery Sun, Dec 14
Arrives before Christmas



Initial Impression: Evaluation - PDP (Product Detail Page)

Upon visiting an item, we are given this one screen view o

you need to know about the item. It is intentionally dense,

Product Detail Page like a fact sheet.

Key components include:

Comprehensive product images + video demos
Detailed Specs and feature breakdowns
Comparison tables with competing products
Verified buyers reviews

Badges including “#1 Bestseller”, “Amazon’s Choice
Friendly”

Bread Crumbs of exact location on the site

Main Categorization is apparent “Books”

Impact:

Uncertainty decreases as shoppers gain access to these
components required to validate a purchaose.

nou

f everything that
treating each

Climate Pledge

four main

Books  Advanced Search  New Releases ~ Amazon Charts  Best Sellers& More  The Globe & Mail Best Sellers  New York Times Best Sellers  Children's Baoks

e
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Textbooks  Kindle Books

Cringey Crack-Ups For Dads

Categorization

Books » Children's Books » Activities, Crafts & Games » Games » Party Games

Audible Audiobooks  Livres en frangais

Shop Dad Jokes
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Lots of Knock-Knock Jokes for Kids: A Funny, Laugh Out Loud Busy
Book for Children with Over 250 Jokes, Riddles, Tongue Twisters, and

Puns Paperback - Feb. 2 2016
by Whee Winn (Author)
4.5 kkhkdw (12,251) 4.0 on Goodreads 215 ratings

#1 Best Seller BURICITINCED N

See all formats and editions
Lots of Knock-Kinock Jokes for Kids is the perfect collection of over 250 clean and kid-friendly jokes that will keep

you and your friends and family laughing out loud! Whether you're stuck in the house, on a road trip, or gathered
for the holidays, these jokes will have everyone cracking up.

This best-selling collection of jokes is hilarious, clean, and family-friendly and includes everything from knock-knock
jokes, to Q&A jokes, tongue twisters, riddles, and a whole lot more. Lots of Knock-Knock Jokes for Kids is certain to have
every kid you know laughing out loud, snorting riotously, and generally gasping for air. Tickle their funny bones and
share with friends and family for hours and hours of laughing!

Lots of Knock-Knock Jokes for Kids:

* Good for readers of all ages, 6-10 years old

(= + Over 250 family-friendly jokes with clean humor | f
= Fﬂ |E’i'_" B Fﬁ Ex + Wide variety of joke styles from knock-knock to who's there nro
1}1 ~ & R v Read more
Read sample E Report an issue with this product
Reading age Print length Language Dimensions Publisher
Follow the authore . _
&) o ® o >

Kindle Edition Paperback
$0.00 kindieunlimited | | $6.80
or $2.99 to buy

Other Used, New, Collectible from $2.65 v

-20% ssso
List Price: $8:56

Checkout

FREE delivery Thursday, December 18 on
your first order. Order within 8 hrs 34 mins

Arrives 7 days before Christmas

@ Delivering to Coquitlam V3J - Update location
In Stock
Quantity: 1 v
Add to Cart
Buy Now

Shipper / Seller Amazon.ca

Returns Returnable until 31 Jan 2026

Payment Secure transact tion

() Add gift options

(Image 7: Product Detail Page)



As a shopper scrolls down, they are given main navigation to go back to
the main sections of the PDP and one of the more important that gives
Amazon the advantage are “Reviews".

N Top About this item

(Image 8: Scroll-Navigation)

Similar From the Brand From the Author Reviews

Initial Impression: Social Proof - Reviews

Merchandising Value:

e High review volume builds trust quickly
e Review filters allow users to see concerns/positives immediately
e Image/videos from real customers strengthen authenticity

Impact:

Shoppers gain confidence rapidly and can skip researching elsewhere.

Customer reviews
ok AAodr 4.5 out of 5

12,251 global ratings

sstar (D ) 7%
Y —
sstar ) 8%
2star () 2%
P —

How are ratings calculated? ~

To calculate the overall star rating and
percentage breakdown by star, we don't use a
simple average. Instead, our system considers
things like how recent a review is and if the
reviewer bought the item on Amazon. It also
analyzes reviews to verify trustworthiness.

Reading age 6 - 8 years
Review this product

Share your thoughts with other customers

Write a customer review

(Image 9: Reviews)

Customers say

Customers find the jokes entertaining, fun, and appropriate for all ages. They mention they can easily read
the jokes and make reading practice fun. Readers also say the book is kid-friendly and gives adults a little
chuckle.

i, Generated from the text of customer reviews
Select to learn more

+/ Humor | / Content | «/ Age-appropriate

Reviews with images See all photos »

Top reviews from Canada

alexia

Fok KKKk Great gift for 7 year old

Reviewed in Canada on September 7, 2025

Format: Paperback = Verified Purchase

Wow my 7 year old grand daughter LOVES this book and is constantly telling knock knock jokes. She thinks
it's so funny and just to hear her laugh is so heart warming and refreshing. | Love it!! The best under $5 |

One person found this helpful



Reviews are not just for social proof or how many stars they have. They are
merchandising fuel that pushes a product upward in visibility

Reviews Influence:

e Which products rank higher on search
e Which products earn badges (‘Amazon'’s Choice,
e Where products appear on the PLP grid

» o«

Bestseller”)

Higher rating + high volume allows Amazon’s system to have a more
algorithmic advantage with all the products they sell.

Once shoppers land on a Product Detail Page, reviews become the main
determinant of whether the shopper:

e Stays

e Clicks “Buy Now", ‘Add to cart”

e Bounces to another product

This is important because reviews supply the final validation needed to
commit to a product that replaces the need for a physical product
interaction.

In online stores you are not able to:
e Touch products
e Test quality
e Compare sizes and colors
e Ask employees questions
However Reviews are able to replace these by:
Photos/videos replace a physical inspection
e Q&A replaces talking to stoff
e “Verified Purchase" replaces in-store trust
e Filterable review replace in-person demos (e.g., for beginners)

Reviews are not just for customers, they help guide Amazon’s internal
operations, too.



Checkout

Checkout is where conversion either happens or dies.

For Amazon, even tiny improvements here translate into billions in
additional revenue.

Amazon’s checkout system is built around three core principles:
e Reduce decision fatigue
e Minimize the number of steps
o Offering the fastest possible path to purchase

Each of these principles is operationalized through the design of the
three Key actions:

e Addto Cart

e Proceed to Checkout

e Buy Now

Add to Cart - Low Commitment Commitment

‘Add to Cart” is intentionally low-pressure.
Allows shoppers to move forward without fully committing.

This “Pressure” reduces friction because it is meant to reassure the
shopper:

“You are not buying yet - You are just saving this decision for later”
Why it matters:

Decreases anxiety for high-consideration products
Increases average order size, because shoppers often add multiple
items before checking out

e Supports cross-sell behaviors, like ‘Frequently Bought Together" and
“Customers also Bought” modules

e Keeps users in the discovery loop instead of overwhelming them or
pushing them into checkout too early.



For Amazon Specifically
Because Amazon utilizes so many categories, "Add to Cart" allows users to:
e Compare across tabs
e Mix categories
e Bundle products from different sellers
e Defer the final purchase decision without abandoning the site
Amazon uses ‘Add to Cart" to keep users orbiting the platform longer.

: Your first order qualifies for FREE Delivery
Shopplng Cart ° (excludes remote locations). Select this
price option at checkout. Details

Subtotal (1 item): $6.80
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T 1 + Delete = Save for later ~ Share [HE— Lots of Knock-Knock...
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(Image 10: Add to Cart)

Proceed to Checkout - The Conversion Accelerator
“Proceed to Checkout” is the point of commitment.

Once a shopper clicks this, Amazon must eliminate any potential friction
that could cause abandonment.

Why it is Critical:
This moment answers the question: “Will they finish the journey or bounce?"

The design must:

Clarify costs

Reaffirm Trust
Simplify next steps
Reduce cognitive load



Amazon’s Optimization Discipline Shows Here

a) One-Page Checkout - Amazon Compresses:
i) Address
i)  Payment
i) Shipping options
iv)  Review Order - Into a single scannable flow
Why?
Because multi-step checkout increases abandonment

b) No Distractions - When proceeding to checkout, Amazon Removes:
i) Carousels
ii)  Promotions
iii)  Recommendations
iv)  Navigation Links
Why?
Because Distraction = drop-off

c) Clear Shipping Info - Shipping promise appears because it:
i) Reduces uncertainty
ii) Increases purchase confidence
iii)  Makes Prime Membership feel valuable
Why?
Shipping clarity = Conversion Uplift

Add a delivery or pickup address Deliver to this address
Enter your address to see delivery options

Add a new delivery address
Items:

N Shipping & Handling:
Find a pickup location nearby Estimated GST/HST:
Estimated PST/RST/QST:

Order Total:

Payment method

Review items and shipping

Do you need help? Explore our Help pages or contact us

For an item ordered from Amazon.ca: When you click the Place your order’ button, we will send you an e-mail acknowledging receipt of your order. Your contract to
purchase an item will not be complete until we send you an e-mail notifying you that the item has been shipped to you.

Within 30 days of delivery, you may return new, unopened merchandise in its original condition. Exceptions and restrictions apply. See Amazon.ca's Returns Policy.

Back to cart

(Image 11: Proceed to Checkout)



Buy Now - Amazon’s Most Powerful Merchandising Weapon
Buy Now is not a button. It's a philosophy.

“Buy Now" is Amazon'’s answer to:
e Impulse purchases
e Commodity products
e Recurring buys
e Replacement items
Why?
It is designed to collapse the entire checkout process into a single action.

Why it is so powerful:

a) It removes every friction point -
i)  No Cart
ii)  No Confirmation Steps
iii)  No Review Screens
iv)  No Additional Decisions

One Tap -> Purchase Completed

This dramatically increases conversion for items where:
The shopper already knows what they want

e Priceislow

e Replacement is urgent

e Buying is habitual (e.g., toothpaste, soap)

b) It bypasses reconsideration
i)  ‘Add to Cart" gives users time to second-guess.
i)  “Buy Now" eliminates that risk.
c) It turns Amazon into the default for everyday purchases
i)  When the purchase path is fast, Amazon becomes their reflex
choice.
i)  Thisis how habits are formed at scale.
d) It massively increases mobile conversions
i) Small screens increase friction.
i) “Buy Now" rescues mobile conversion by eliminating multi-step
checkout.



Why These Buttons Are the Heart of Amazon’s Optimization
Logic:

1. They map directly to behavioral psychology
Amazon aligns UX with human behavior:
a. ‘Add to Cart" = Low-commitment micro-progress
b. “Proceed to Checkout” = Commitment confirmation
c. “Buy Now" = Frictionless impulsive action

2. They segment shoppers intelligently
Different customers require different paths:
a. High-condiseration -> Add to Cart
b. Ready-to-buy -> Proceed to Checkout
c. Impulse or habitual -> Buy Now
This reduces friction for every type of user.

3. They form Amazon’s conversation funnel - Which the algorithm
optimizes
Amazon Tracks:
o. Add-to-cart rate
b. Proceed-to-checkout rate
c. Buy Now usage
d. Abandonment percentages
These signals feed into:
a. Product ranking
b. Seller health
c. Merchandising placement
d. Visibility algorithms

The checkout buttons directly influence merchandising decisions

4. They reinforce the value of Amazon Prime
Shipping promises are tied to checkout:
Prime Messaging near these buttons boosts:

a. Subscription retention
b. Purchase frequency

c. Trust

d. Habit Formation

Prime and checkout UX work together as a merchandising engine



