
Typical e-Commerce Customer Journey

Clicks adSees ad Looks at 
photos 

Reads features 
/ benefits 

Signs up to email list
(will receive retargeting emails later 
down the funnel – win back, referrals, 
reviews, VIPs, SMS marketing )

Delivery
(Positive customer 
experience)

Looks at 
landing page 

Adds to cart
(easy to navigate with 
good user experience)

Checks for 
shipping and 
returns policy  

First Time Offers
(Signs up for first time offer 
discount and subscribes to 
email newsletter for discount)

Trusts the brand
(site, socials, reviews, UGC, 
contact, chat, about us page, 
returns info )

Completes 
checkout

Starts 
checkout

Confirmation 
on screen 
and email  



Loyalty

Service

Acquistion

Consideration

Customer Journey Through Ads Management 

Stages of the customer journey

Purchase Objection is 
generally best practice in 
all campaigns, but others 
can be tried and tested 

BOF – Bottom of Funnel
� People who have viewed content, add to cart. 

� Purchase objection.

MOF – Middle of Funnel
� People who have interacted with socials, 

ads and/or engaged with website.  

� Add to cart, purchase objection.

TOF – Top of Funnel
� Broad / interest based cold traffic . 

� Video views, traffic, view content, add to 
cart, purchase objection. 

Awareness


