





Introduction

It’s no secret that the majority of consumers today turn to
ratings and reviews to help them make informed purchase
decisions. PowerReviews research found that 95% of
shoppers consult reviews,and 86% consider them an essential

resource when making a purchase decision.!

Reviews are important for a variety of different product
categories. But they’re becoming increasingly important for
apparel brands and retailers. Today, according to Forrester
Research, only 15% of apparel is purchased online.? But
this number will only continue to grow as more and more
consumers crave the convenience of browsing and shopping
for just about anything online.

Additionally, the growth of online apparel retail will likely
accelerate now that Amazon has ramped up its apparel
offerings. In addition to featuring online “boutiques” for
established, popular apparel brands such as Kate Spade,
BCBG, Hugo Boss, and 7 for All Mankind, Amazon has

1. PowerReviews, Proven Power of Ratings and Reviews.
2. The Wall Street Journal, Amazon Struts Its Fashion Sense, Challenging Traditional Stores.
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recently launched seven of its own clothing brands for men,
women, and children, threatening to take market share from
other apparel retailers. According to a report from Morgan
Stanley, Amazon currently has 7% market share of the
apparel industry, but by 2020 that number is predicted to
climb to 19%.

Now is the time for apparel brands and retailers to
think about how they can leverage user-generated content—
like ratings and reviews, questions and answers, and
user-submitted images and video—to provide a differentiated
experience for online and offline shoppers. Based on 10 years
of experience partnering with apparel, accessories, and shoe
brands and retailers, the following report explores the ways
ratings and reviews can help companies in these industries
meet the needs of today’s information hungry consumers.
By effectively delivering the product information consumers
are looking for, apparel brands and retailers can increase
conversion, reduce returns and generate insights.
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According to a PowerReview study, more than 35% of shop-
pers are starting the purchase journey on Google or anoth-
er search engine, which points to the importance of having
a strong presence on search.' Ratings and reviews help boost
your presence on search engines, increasing the likelihood
that shoppers will click through to your product pages after

conducting their search.

Impact of Collecting Reviews
Generating and displaying reviews for a product will impact

the amount of traffic to that product page. We've found that
once an apparel product in the PowerReviews network starts

collecting and displaying reviews, that product will experience

a 49.36% increase in trafhc.
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Impact of the First Review
Generating and displaying just one review for a product can

have a big impact on traffic. In the PowerReviews network,
we've found that after an apparel product receives its first re-

view, the product will see a 9.75% average increase in trafhc.

Impact of Visual Content

Images are an often overlooked way to improve a website’s
visibility. Encouraging your shoppers to add images to their
reviews will result in your product pages being more visible
to consumers who start their shopping journey with an image

search.

1. PowerReviews, Mapping the Path to Purchase.
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Driving Conversion

There are some product categories that consumers don’t
think twice about purchasing online; but apparel is a highly
personal purchase. Many factors are considered when mak-
ing a clothing or shoe purchase decision, such as size and fit,
style, and quality. And it’s more challenging for shoppers to

access these qualities when shopping online.

That’s where reviews come into play. The feedback from past
customers gives your future shoppers the confidence they
need to convert. For example, a shopper can use reviews to
determine if a pair of shoes runs a size large or if a blouse
holds up nicely in the washing machine, before she commits

toa purchase.
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If you don’t feature reviews on your site, shoppers are likely
to leave in search of a brand or retailer that will provide them
with the information they’re looking for. PowerReviews re-
search' found that nearly half (45%) of shoppers will turn to
a search engine if there aren’t reviews (or aren’t enough re-
views) on a brand or retailer site, 25% will head to Amazon,

and 20% will leave for another brand or retailer site.

As our data shows, adding reviews to your apparel website will
keep shoppers on your site—and signiﬁcantly Increase con-

version for the products that have reviews.

1. PowerReviews, Mapping the Path to Purchase.
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Impact of Collecting Reviews

We've found that apparel products in the PowerReviews net-
work that start generating and displaying reviews will see an

average 14.48% increase in conversion rate.

We've also found that after an apparel product starts generat-
ing reviews, that product will be ordered, on average, 43.83%
more often than before it had reviews. That’s because traffic
to that product page increases and shoppers are converting

at a higher rate.
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Impact of the First Review

The impact of ratings and reviews is apparent as soon as you
generate your first review for an apparel product. In the
PowerReviews network, we've found that when an apparel
product receives and displays its first review, that product will

see an 11.81% average Increase In conversion.
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Impact on Offline Sales

Reviews are an important tool for shoppers, regardless of
whether they’re shopping online or in-store. In fact, Power-
Reviews research' found that 70% of shoppers want to access
product ratings and reviews while shopping in-store. By mak-
ing reviews accessible wherever consumers shop, you'll also

boost in-store conversion.

1. PowerReviews, The Retail Revolution Report.

2. PowerReviews, Centennial Shopper Study.
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Impact of Visual Content
Allowing customers to submit photos and videos as part of
their reviews can play a significant role in building shopper

confidence, which will lead to a higher conversion rate.

Previous PowerReviews research? found that 40% of Cen-
tennials (age 13-18) won’t purchase a product if there are no

photos of people using the product.
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Supporting Changing Inventory

In the world of apparel retail, merchandise turns over quick-
ly. Seasons change, and styles go in and out of fashion. For
example, in most parts of the United States, consumers are

only searching for swimwear for a few months out of the year.

Since reviews play such a powerful role in driving traffic and
conversion, it’s key for apparel brands and retailers to gener-
ate quality reviews as quickly as possible. After all, if a shopper
waits too long to write a review, the product may no longer be

available.
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Post Purchase Emails Encourage Reviews

One of the best ways to generate more reviews quickly is to
send post purchase emails asking shoppers to review products
they’ve recently purchased. PowerReviews data has found
that around 60% of reviews are written as a result of a post

purchase email.

Optimizing for Mobile Increases

Completion Rates

Today’s consumers are using their phones for just about any-
thing—including checking email and browsing for products. In
fact, many studies have found that more than half of emails

are opened on a mobile device.
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Consumers are also using their phones to write reviews, so it’s
important to make sure the entire process is mobile-friendly,
starting with the post purchase email. evo, an outdoor gear
and fashion apparel retailer, experienced a 203% increase in
reviews written on mobile by switching to a mobile-friendly

post—purchase email.
In addition, make sure your write-a-review form is also eas
) Y Y

for consumers to complete on a mobile device so you’re more

likely to generate a large volume of reviews, quickly.
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Collect Quick Feedback at Checkout

Ratings and reviews matter—regardless of their length. While
longer reviews often provide valuable insights for shoppers
and businesses alike, there’s great value in shorter reviews,
especially for products with a short shelf life. Simply asking
“Why Did You Buy?” will provide you with additional content

to drive traffic, sales, and insights.
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Reducing Returns

One of the biggest challenges apparel companies face is the
large volume of returns. According to a survey from Body
Labs, 23% of all clothing gets returned, and 647% of consum-

ers say incorrect fit is the primary reason they return cloth-
ing.1

Apparel brands and retailers will never be able to complete-
ly eliminate returns, but one of the most effective ways for
apparel companies to reduce return rates is to make sure
shoppers know exactly what to expect from a product. Your
product descriptions and photos have their part to play, but
consumers can get great insights from the reviews of past

customers.
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Size and Fit Information Helps Customers

Find the Best Product

Shoppers can turn to the size and fit information in reviews
to make sure they’re purchasing the size that will work best
for them. For example, if they see that a pair of shoes runs
large, they can confidently order the shoe in a size smaller
than they typically wear. The shoes will fit correctly and the

retailer will avoid an unnecessary return.

1. Body Labs. Apparel & Footwear Retail Survey Report
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Ratings Distribution Width:

5 Stars (1369) Feels too narrow
Feels true to width

4 Stars (221) -
Feels too wide

3 Stars (114)

2 Stars (60) Comfort:

1 Stars (81) Uncomfortable
Comfortable

of respondents would recommend this to a Very comfortable

friend.

Most Liked Positive Review

Glad | gave in...

Honestly, these shoes are horribly ugly. | have been wearing crocs brand VS
shoes for a few years but never even considered the clog styles because
they're pretty offensive to my eyes. | just...

Read complete review

4

o
[

reviews)

Size:
Feels small
89% Feels true to size
Feels large 86%

Durability:
Nondurable
Durable
01% Very durable o3%

Most Liked Negative Review

Not like my old ones

| finally replaced my old Classic Crocs after wearing them to death (which
is not easy to do with Crocs). The new ones are just not as good. They run
very wide and...

Read complete review

Reviews provide size and fit information at a quick glance.
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. . Great Jacket
Visual Content Sets Expectations

I've owned the Neoteric pan
jacket that | had. | like the lo

Photos and videos also prowde shoppers with an accurate pic- s B

ture of what to expect from a purchase so there are fewer Gender: Mal
. X . . X X Height: 5'8"
surprises when the item arrives in the mail. The professmnal ME e kelary

Size Type: Regular

photos on your site are a great start, but allowing reviewers to R S

. . Skiing
submit their own photos allows future shoppers to see what a Pohes LR

Quality: W % o &
Value: * % 4 &
mation, the shopper can make a well-informed purchase and Images shared by Ni

product looks like “in real life.” Armed with this visual infor-

Dragon Tail cou’

Was this review helpful? Yes [ No
You mayv alsn flas this review

be less |ike|y to return the product.
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Generating Insights

Faulty clasps, broken zippers, and mis-sewn seams are all too
common for apparel brands and retailers—and their custom-
ers. But fortunately, reviews serve as an additional layer of
quality control, allowing brands and retailers to quickly iden-
tify trends and areas for improvement. And improving your

products will, in turn, improve your bottom line.

In addition, after making a change to your product, reviews
help you determine if an issue is resolved in the minds of your
customers. For example, if you change the zipper on a pair of
pants and notice that shoppers no longer mention the faulty
zipper in reviews, you can rest assured the issue has been re-

solved.

©PowerReviews. All Rights Reserved

Using Reviews to Improve Products

For Soft Surroundings, a leading women’s clothing and bed-
ding retailer and PowerReviews customer, reviews are a key
way the company identifies product issues. The company
makes and designs all of their apparel in-house, and they
consistently use the feedback from reviews to improve their

products.

“When we get feedback, it goes directly to our technical de-
sign team,” said Gail Buffington, eCommerce Manager at

Soft Surroundings. “The quicker we get feedback, the quicker

we can resolve issues.”
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5 Recommendations for Apparel Brands and Retailers

It’s clear that ratings and reviews play a key role in helping apparel brands and retailers better attract and convert
apparel shoppers. Here are five ways apparel brands and retailers can start |everaging reviews in order to provide a
differentiated experience to today’s information-hungry shoppers and avoid |osing market share to Amazon.

1 Allowing apparel shoppers to hear from other consumers gives them the confidence they need to make smart purchases. Be
sure you're sending post purchase emails to shoppers asking them to write reviews for purchases, since PowerReviews data'
has found that about 607% of reviews originate from these emails. In addition, make it easy for shoppers to review all prod-
ucts they’ve purchased within a single page, rather than requiring them to navigate to individual pages to write reviews for
each product.

2 Apparel shoppers want to understand size, fit, and quality of a product before committing to an online purchase. Ask your
ratings and reviews provider if they offer an easy way to capture size and fit information from your consumers and display it
on the product page to increase buyer confidence and help consumers make the right purchase decision.

1. PowerReviews Internal Data
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Allow Consumers to Submit Photos and Videos.

Optimize for Mobile.

Generate Reviews Quickly.




About PowerReviews

PowerReviews works with more than 1,000 global brands and retailers to increase conversion and improve products
and the customer experience with ratings and reviews and Q&A software. Ratings and reviews solutions from
PowerReviews are essential for consumers as they search and shop online and in-store, and they are proven to

increase online site-wide sales up to 17%.

“PowerReviews.com,” “PowerReviews,” and PowerReviews’ logos are trademarks, service marks or registered trademarks of PowerReviews. All other names mentioned, registered or otherwise,
are the property of their respective owners. Reference to any products, services, processes or other information, by trade name, trademark, manufacturer, supplier or otherwise does not
constitute or imply endorsement, sponsorship or recommendation thereof by PowerReviews.

www.powerreviews.com

info(@powerreviews.com

(@PowerofReviews
+1312-447-6100 | +1 844-231-7540 | +44 (0)20-7152-4452
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