GETTING TO KNOW
YOUR CUSTOMERS
AMAZON USER STUDY 2016

1

Getting to Know Your Amazon Customers: Amazon User Study 2016

© 2016 Feedvisor — The Algo-Commerce Company

INTRODUCTION
While many surveys have been conducted about online shopping, few have
focused specifically on how Amazon customers behave, particularly when
buying from third-party sellers. Feedvisor created this report with the help
of Walker Sands Communications as part of our continuing efforts to provide
sellers with content that is relevant and critical to managing their business.
To accomplish this, we asked more than 1,500 Amazon users about their
buying habits, including how often they make purchases, how they
determine which products to buy, and which sale factors are most important
to them. Half of the respondents were Amazon Prime members, and half
were regular Amazon customers. This report describes the survey results
and shares insights into the data.
Some of the results were expected; others, surprising. All reveal new trends
and patterns in the ever-evolving story about how Amazon customers shop.
Ultimately, the study provides valuable insights to Amazon sellers about
how best to attract and retain their customers.
We hope that this information will spur Amazon sellers and others in the industry
to think creatively about how to grow and develop their online businesses.
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KEY FINDINGS
The 2016 Amazon User Study uncovered the following trends
and statistics:
•

More than 40% of Amazon customers make their online purchases using
a mobile device.

•

Over three-quarters of respondents look for products using the Amazon
search box and about three in five consumers say they scroll past the
first page of search results on Amazon.

•

Amazon shoppers research products before purchasing. About three
in five consumers always read the full product description and over
90% would not consider purchasing a product that received less than
three stars.

•

About two in five Prime members and just over a quarter of non-Prime
members always check prices on amazon.com before purchasing
on a different website.

•

Over 70% of Prime members and 60% of non-Prime customers prefer
shipping from Amazon rather than through third-party sellers. Slow
shipping deters 60% of Prime members and 41% of non-Prime members
from purchasing. In addition, when deciding to buy, more than 85%
of consumers considered shipping charges to be a deal-breaker.
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•

Amazon Prime members shop online, and visit and purchase from
amazon.com far more frequently than non-Prime members. Half
of Prime members shop online at least once a week, compared
to about one-fifth of non-Prime members. Over half of Prime members
visit amazon.com at least twice per week — nearly three times as many
non-Prime members. About a third of Prime members make
purchases on amazon.com at least once a week, compared to 5%
of non-Prime members. Prime members are also more likely to buy
from third-party sellers and are likely to earn more annual income than
non-Prime members.
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ABOUT THE STUDY
•

The Amazon User Study 2016 was conducted by Feedvisor in partnership
with Walker Sands Communications.

•

The survey took place during summer 2016.

•

A total of 1,507 respondents participated.

•

Half were Prime members, while half were regular Amazon customers.

•

60% of respondents were female, and 40% were male.

•

Ages of respondents ranged from 18 to 60+. The largest concentration
was ages 45 to 59, who comprised just under a third of the respondents.

*Note: Numbers may have been rounded to the nearest percent, and may not add up to 100%.
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MOBILE COMMERCE IS GROWING

AMAZON SHOPPERS ARE SAVVY

More than 40% of Amazon customers most often use a mobile device when
making online purchases.

The majority of Amazon shoppers search for products using the Amazon
search box, and will scroll past the first page to find what they are looking
for. They compare prices with other websites and read complete product
descriptions before purchasing.

While the survey indicated that the majority of customers still shop with their
desktop, mobile purchases are definitely on the rise. Many experts predict
that within a few years, mobile shopping will surpass desktop purchasing.
Note that this figure reflects all online purchases; the percentage of those
using mobile devices to shop specifically on Amazon is likely to be much
higher. During the 2015 holiday season, for example, Amazon announced
that nearly 70% of its customers placed orders by using the Amazon app
on a mobile device.

Over three-quarters of respondents look for products using the Amazon
search box.
When searching for an item on amazon.com, where do you typically start your
product search?
80%

76%

70%

Merchants whose own websites are optimized for mobile will be best
equipped to capitalize on this trend. Sellers who have not yet enhanced the
shopping experience for mobile users should make it a priority.

60%
50%
40%
30%
20%

7%

10%

Do you most often use a desktop or a mobile device to make online purchases?
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Other
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About three in five consumers say they scroll past the first page of search
results on Amazon.
When searching for an item to purchase on amazon.com, do you scroll past
the first page of search results?

About three in five consumers say they always read full product descriptions.
How often do you read the full product description when making a purchase
on amazon.com?
60%

59%

50%

37%

40%

No: 42%

30%
20%

Yes: 58%

10%
0%

A full 39% of Prime members always check price on amazon.com before
purchasing on a different website, compared to just 29% of non-Prime members.
Do you check prices on amazon.com before purchasing a product
on a different site?
40%
35%
30%

39%
29%

31%

27%

25%

32%
24%

20%

13%

15%
10%

Yes, always

Yes, often
Prime member

5

Sometimes

1%

Rarely

Never

Amazon sellers should be sure that their product pages are optimized for
search: They should be up-to-date, properly categorized, and include as many
details and keywords as possible. Merchants should aim to achieve a better
ranking and to appear higher up on the search page; however, most Amazon
customers will look past the first page to find what they are looking for.
In addition, effective product descriptions remain a key factor in customer
decision-making. Customers pay attention to available information when
deciding to buy, so merchants should be sure to include all details, using
language designed to resonate with consumers about benefits and detailed
product information to help customers make decisions.

5%

5%
0%

Always

4%

Yes, sometimes

No, never

Non-Prime
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AMAZON CUSTOMERS TRUST AMAZON
Given a choice between shipping through Amazon or through a third-party
seller, the overwhelming majority of customers would choose Amazon.
More than 70% of Prime members and 60% of non-Prime members said that
they trust packages shipped by amazon.com more than by a third-party seller.
These findings indicate that third-party sellers trying to compete with
Amazon are undoubtedly going to find themselves at a disadvantage. Even
when prices are the same as Amazon’s, customers will very likely choose
Amazon first. This is one important reason why merchants should seriously
consider switching to FBA, if they haven’t done so already.
Do you trust packages shipped by amazon.com more than packages
shipped by a third-party seller?
80%
70%

73%

Amazon sellers should be aware: Your customers are loyal to Amazon, but
they will still buy from other sites if they are getting a better deal.

From which of the following have you made a purchase in the last year?
Select all that apply.
95%

61%

60%

40%
30%

18%

15%

20%

12%

10%
Yes

No
Prime member
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While the majority of respondents purchased from Amazon in the past
year, they also reported buying from other sites. Brand and retailer sites
were popular, with 61% purchasing from channels such as walmart.com
and gap.com. EBay was in third place, attracting 33% of our respondents.

80%

50%

0%

Brand and retailer sites are the second most popular places for Amazon
customers to purchase products.

100%

63%

60%

...BUT AMAZON SHOPPERS STILL
PURCHASE FROM OTHER WEBSITES

Non-Prime

19%

I don’t look to see who’s
shipping the product
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PRIME MEMBERS ARE MORE
ENGAGED ON AMAZON THAN
NON-PRIME MEMBERS

Half of Prime members shop online at least once a week, compared to about
one-fifth of non-Prime members.
How often do you shop online?
39%

40%

Amazon has continuously invested in and focused on attracting more Prime
members. These findings illustrate why that is the case.

35%

29%

30%
25%

22%

20%
15%

Approximately how often do you visit amazon.com in a month?

5%

39%

40%

0%

35%

30%

30%
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15%

15%
10%
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18%
13%

17%
11%
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Once a week
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Once a month

7%

8%

21%

20%
14%

9%

10%

2%

Daily

Two or more
Once a week
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21%

4%
Daily

10%

21%
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Once a month
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Non-Prime

5%
Less than
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Non-Prime

Over half of Prime members visit amazon.com at least twice
per week — three times as many non-Prime members.
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Prime members are also more likely to feel comfortable purchasing from
third-party sellers: Four in five have purchased from a third-party seller,
compared to three in five of non-Prime members.

What was your combined household income last year?
80%

70%

70%

Have you ever purchased from a third-party seller?

55%

60%
50%
40%

No: 10%

30%

I don't
know:
12%

20%

I don't know: 21%

16%

15%

14%

10%
0%

Yes: 60%

No: 19%

31%

At least $100,000

Up to $99,999
Prime member

Prefer not to answer
Non-Prime

Yes: 78%

Non-Prime

Prime

Nearly a third of Prime members make purchases on amazon.com at least
once a week, while only 5% of non-Prime members do the same.
Approximately how often do you make a purchase on amazon.com in a month?
80%

65%

70%
60%

Amazon Prime respondents reported a higher income
level than non-Prime members: Over 30% of Prime
members earned at least $100,000 annually, compared
to 16% of non-Prime members.
Compared to just a few years ago, customers are now much more
knowledgeable about third-party seller transactions. In particular, the vast
majority of Prime member respondents indicated that they were aware
when they purchased from a third-party seller.

50%
40%
30%
20%
10%
0%

1% <1%
Daily

11%

26%

18%
1%

3%

Two or more
Once a week
times per week
Prime member

8

25% 22%

19%

8%
Once every
two weeks

Once a month

Less than
once per month

Amazon sellers should keep in mind that the vast majority of customers
perusing their merchandise — and purchasing it — are likely to be Prime
members. In order to attract Prime customers, merchants should consider
switching to FBA or, at the very least, joining the Seller-Fulfilled Prime
program. Read more about switching to FBA here.

Non-Prime
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RATINGS MATTER

...AND SO DOES REPUTATION

The majority of Amazon buyers check product ratings before making
a purchase.

Most Amazon customers check the rating of a third-party seller before
deciding to purchase.

Over 90% of consumers would not consider purchasing a product that
received less than three stars. What’s more, even a half-star can make
a dramatic difference: Below four stars, just a half-star rating less
can make a difference to as much as 29% of additional consumers.

Nearly 60% of our respondents always check a third-party seller’s rating
before buying. About a third say that simply knowing the name of a seller
can influence the decision to buy.

Amazon sellers should pay attention to their customer feedback, because
those little yellow stars have the power to make or break a sale.

Do you check the ratings of third-party sellers when buying on amazon.com?

Fill in the blank: “I would purchase a product that had a rating
as low as _ stars.”
29%

30%

60%

29%

40%

20%

20%

10%

0%
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29%

30%

15%

5%

58%

50%

24%

25%

These findings suggest that sellers should never underestimate the
power of a good reputation. A seller’s brand name matters, so be sure
it is associated with reliability.
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Is the name of the seller important to you when deciding to purchase an item?
60%

53%

SHIPPING SPEED AND PRICES CAN
MAKE OR BREAK A SALE

50%
40%
30%

Many Amazon customers want their merchandise to be delivered as soon
as possible.

31%
16%

20%
10%
0%

Yes, it’s important
to me

No, I look but it doesn’t
influence my decision

No, I don’t look at the
name of the seller

60% of Prime members and 41% of non-Prime members said that slower
shipping deters them from making a purchase. That Amazon Prime members
expect quick shipping is not surprising; it is, after all, one of the main reasons
that they became Prime members to begin with. But a significant number
of non-Prime members also indicated that shipping speed is an important
factor in their purchasing decisions.
Customers agree that having to pay for shipping is even worse. The overwhelming
majority of respondents — over 85% — agreed that shipping charges deter
them from purchasing items.
The message to Amazon sellers is clear: The faster and the cheaper your
merchandise is shipped, the better.
Does slower shipping deter you from making a purchase?

No: 40%

Yes: 41%
Yes: 60%

Prime
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No: 59%

Non-Prime
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Do shipping charges deter you from making a purchase?

THE EVERYTHING STORE
Merchandise sold on Amazon varies from the practical to the wacky.

No: 14%

Amazon started out as a bookseller, so it’s not surprising that survey
respondents’ top amazon.com purchases in the past year were books and
movies. Other popular Amazon purchases included electronics, clothing,
shoes, and jewelry.
Yes: 86%

Amazon, however, is quickly becoming the “Everything Store,” which could
be seen most when we asked respondents to share their most unusual
Amazon purchase. Responses included ants, dog leg braces, a bag of mustaches,
a Bluetooth hat, and even a Japanese candy-making kit.
What have you purchased on amazon.com in the past year? Select all that apply.
16%

Automotive

11%

Baby products

61%

Books and movies

46%

Clothing, shoes and jewelry

54%

Electronics

19%

Groceries or other food items

44%

Home, kitchen and garden

13%

Mobile devices

16%

Outdoor equipment

44%

Personal care and beauty

26%

Pet supply

17%

Sports equipment

27%

Toys and games
Other
N/A - I have not purchased
any of the above items from
amazon.com in the past year
0%
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FINAL THOUGHTS
Successful businesses make decisions based on data. As with any other
business, Amazon sellers have limited time and resources and therefore
need to determine which of their actions will impact their business the most.
This report is an important resource for Amazon sellers when planning for 2017.
It reveals very useful insights for sellers and digs deeper into market trends.
In particular, the study demonstrates how today’s customers are more
informed and realize when they are buying from third-party sellers. While
they trust Amazon to oversee products and service quality, they pay attention
to sellers’ names and rankings and check product details before they purchase.
Sellers should understand that their name on Amazon is a brand, and
customer feedback not only affects the Buy Box share, but also the brand
itself. If you provide customers with a positive shopping experience, they
will feel more comfortable buying from you in the future.
As the online Amazon Marketplace environment continues to grow,
sellers who adopt a customer-centric approach will gain a competitive edge.
I am sure you will find this report helpful and I encourage you to share it with
your teams to better understand your customers’ concerns, preferences,
and expectations.

Ohad Hagai
VP Marketing, Feedvisor
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BE THE
SMARTEST SELLER
IN THE ROOM
Feedvisor’s award-winning algorithmic repricer and revenue
intelligence solutions are designed to maximize profits
by helping you make smarter decisions and optimize your
eCommerce business.
Our solution empowers sellers by applying a Big Data
algorithmic approach to critical activities such as pricing,
replenishment, and liquidation strategies.

To see how Feedvisor can help you grow your Amazon business,
please contact one of our account executives.

Contact us

