
Complete Body Labs
Making Apple Cider Vinegar Taste Good



What We’ll Cover Today
I. A Brief Overview of Complete Body Labs

II. The Goal

III. The Audience

IV. The Problems

V. The Solutions

VI. The Results

VII. Comments & Questions

Complete Body Labs Makes Apple Cider Vinegar Taste Good



Who is Complete Body Labs?

Complete Body Labs is a small health and fitntess company based in Boynton Beach, Florida. 

They offer many products ranging from vitamins and supplements to personal fitness coaching 

to a target audience of middle-aged (50+ years) adults interested in wellness care.



The Goal(s)
For the User
Create an effective and trustworthy experience that will create a loyal customer.

For the Client
Generate fresh, warm, “zero cost” leads by offering a product in exchange for contact information 
and asking the user to cover shipping and handling.
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The Goal(s)
For the User
Create an effective and trustworthy experience that will create a loyal customer.

For the Client
Generate fresh, warm, “zero cost” leads by offering a product in exchange for contact information 
and asking the user to cover shipping and handling.



The Audience
The Impulse Buyer
This persona is exactly why the “above-the-fold” standard exists. They don’t need much of a pitch to 
be swayed, and prefer things (like order forms) are quickly accessible.

The Contemplative Customer
The type of customer who spends a bit more time looking into what they’re purchasing, and typically 
requires a bit more involvement to convert.

The Informed Consumer
The persona that requires the most convincing before they’ll complete a transaction is the informed 
consumer. These are the customers that read into reviews and research others’ experience with a 
product before making the ultimate decision to purchase or not.
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The Problem(s)
The existing purchase experience was clunky and unclear.
Complete Body Labs (CBL) had no brand guidelines or design systems. See right.

Lots of “accidental purchase” refunds were being issued.
Because the purchase experience was so unclear, CBL lost product and money due to a high volume 
of “accidental purchase” and “buyer’s remorse” calls.

Users who showed interest but did not buy were forgotten.
The funnels generated warm leads, but the leads cooled off due to lack of retargeting efforts.



Problem #1: The existing purchase experience was clunky and unclear.

Create a style guide and design system.
I partnered with the Creative Director to reinforce CBL’s brand with a set of visual guidelines. This 
helped them move their company “from the garage” to “the big leagues”. Dress for success!

Remove room for human error in inventory management.
Before we worked together, CBL was manually processing funnel orders through their old Shopify 
site. What they really needed was for order processing to be automated.

Mitigate information overload.
Previous purchase experiences were filled with overstimulating visuals and lack of hierarchy. The 
style guide patched one of those holes, but the information still needed to be restructured.
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The Solution
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Problem #2: Lots of “accidental purchase” refunds were being issued.
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Force the user to acknowledge purchase terms before 
completing their initial purchase.
In order to build a concrete foundation underneath CBL’s refund policy (or lack thereof), the 
“Complete Purchase” button was disabled until purchase terms and conditions were accepted.

For add-on offers, require a two part opt-in system.
CBL was issuing lots of refunds to users who claimed they had unintentionally clicked “Yes, I want 
this!” on one-time upsell offers.

The Solution
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Problem #3: Users who showed interest but did not buy were forgotten.
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Initiate an Abandoned Cart follow-up sequence.

No one likes being forgotten. Leaving behind users who abandoned their cart meant CBL was 
missing out on a lot of opportunities to convert leads. An email notification was sent to users who 
submitted their information but did not purchase about four hours after leaving.

It’s important to note that CBL’s audience does not score the highest in tech literacy. So, rather than 
reminding them that they forgot to spend money, the follow-up sequence served a dual purpose:

	 1. We noticed you left items in your cart.

	 2. Did you run into any problems completing purchase? Call us and we’ll do our best to help.

Asking the user if they ran into any problems made it possible to identify flaws in the overall 
experience, while prompting them to call the customer service line increased recovered sales.

The Solution



The Results

Opt-in Conversion Rate

Highly successful companies convert around 20–25% Top ecommerce companies generally see ~6% Average CTR for abandoned cart emails is 8.5%

Abandon Cart Clickthrough RatePurchase Conversion Rate



Questions & Comments

Thank you!


