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The e-commerce flywheel is a powerful model illustrating how various marketing 
channels work together to improve an e-commerce site's performance. By 
understanding and leveraging the flywheel, businesses can create a sustainable 
growth strategy that continually attracts, engages, delights, and retains customers. 
In this article, we will discuss each phase of the e-commerce flywheel in detail, along 
with examples of how different marketing channels can be utilized to enhance the 
overall performance of an e-commerce site.

E-COMMERCE FLYWHEEL

SOCIAL MEDIA

Facebook, Instagram, 
TikTok.

AMAZON
Amazon storefront 
selling on Amazon.

OTHER
MARKETPLACES 
Other Marketplaces 
like Walmart.com, 
Rakuten and other 
marketplaces.

ADVERTISING

Persuade a customer 
to purchase a product 
that fulfills her needs 
once the product has 
been created for her.

DIRECT CHANNEL

Customer goes directly 
to the e-commerce 

website by typing the 
address in the search 

bar.

ORGANIC SEARCH
Customer finds your site 

by entering your brand 
in a search engine like 

Google.

REFERRAL
External Efforts - Press, 

Influencers, Affiliates.

MAIL

Email direct 
communication 

to the customers.

Introduction
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The first phase of the e-commerce flywheel is attracting potential customers to your 
store or product. This involves raising awareness about your brand and generating 
interest among your target audience. Some key marketing channels that can be 
utilized during this phase include:

Attract1

This involves driving traffic to your 
website through direct visits or 
branded searches. While there may be 
better channels for acquiring new 
customers, optimizing your site for 
easy navigation and fast-loading times 
is essential to encourage repeat visits.

Direct Channel

SEO is critical for attracting new 
customers. By optimizing your site's 
content and structure, you can rank 
higher on search engine results pages 
(SERPs) and increase visibility among 
potential customers. Target relevant 
keywords, create high-quality content, 
and ensure your site is mobile-friendly.

Organic Search

Partnering with influencers, bloggers, 
or other websites can help drive traffic 
to your site. These relationships can 
lead to valuable backlinks, boosting 
your site's SEO and attracting more 
visitors.

Although email may not directly bring 
in new customers, it can help you 
re-engage existing customers and 
encourage them to share your content 
with their networks.

Referral Channel E-mail



Platforms like Facebook, Instagram, 
and Twitter allow you to reach a broad 
audience and showcase your 
products. By creating engaging 
content and leveraging paid 
advertising options, you can attract 
potential customers to your site.

Social Media

Paid advertising, including display 
ads, search ads, and social media ads, 
can help increase visibility and drive 
traffic to your site. Be strategic in your 
ad targeting to reach your ideal 
audience.

Advertising

Listing your products on popular marketplaces can help you reach new customers 
who may need to become more familiar with your brand. Optimize your product 
listings with high-quality images and detailed descriptions to stand out from the 
competition.

Amazon and Other Marketplaces: 



Use personalized content and 
targeted promotions to encourage 
repeat visits and deepen customer 
relationships.

Direct Channel

Optimize your site for long-tail 
keywords and create engaging 
content that addresses your 
audience's needs and interests.

Organic Search 

Leverage partnerships to offer 
exclusive deals and promotions that 
encourage new customers to engage 
with your brand.

Referral Channel 

Keep your subscribers engaged with 
personalized content, special offers, 
and timely new product or promotion 
updates.

Foster a sense of community by 
actively engaging with your audience, 
responding to comments, and sharing 
user-generated content.

Offer exceptional customer service 
and prompt shipping to build trust 
and encourage engagement on these 
platforms.

Amazon and
Other Marketplaces

Retargeting campaigns can help keep 
your brand top-of-mind and 
encourage potential customers to 
return to your site.

Advertising

Once you've attracted potential customers to your site, engaging them by providing 
a seamless shopping experience is the next step. This includes offering relevant 
content, easy navigation, and personalized recommendations. Key marketing 
channels during the engagement phase include:

Engage2

E-mail Social Media



Send personalized follow-up emails 
after a purchase, offering helpful tips 
or suggesting complementary 
products.

E-mail 

Share positive customer reviews, 
testimonials, and success stories to 
showcase your brand's commitment 
to customer satisfaction.

Maintain a strong seller rating and 
consistently deliver outstanding 
service to delight customers on these 
platforms.

Amazon and
Other Marketplaces

Use dynamic creativity in your ads to 
personalize messaging and delight 
potential customers with relevant 
content.

Advertising

Offer excellent customer service, easy 
returns, and fast shipping to ensure a 
delightful experience.

Create content that educates and 
entertains your audience, offering 
added value beyond the products you 
sell.

Organic Search 

Collaborate with partners to create 
unique, co-branded content that 
delights your audiences.

Referral Channel 

The delight phase of the e-commerce flywheel involves exceeding customer 
expectations and creating a positive shopping experience. This can lead to increased 
customer loyalty and word-of-mouth referrals. Key marketing channels in this phase 
include:

Delight3

Direct Channel 

Social Media



Implement loyalty programs and offer 
exclusive benefits to reward repeat 
customers.

Create content that addresses 
common customer questions and 
concerns, helping to build trust and 
credibility.

The final phase of the e-commerce flywheel focuses on retaining customers and 
turning them into loyal advocates for your brand. Key marketing channels during this 
phase include:

Retain4

Organic Search Direct Channel 

Encourage satisfied customers to refer 
their friends and family through 
referral programs or incentives.

Send personalized follow-up emails 
after a purchase, offering helpful tips 
or suggesting complementary 
products.

Share positive customer reviews, 
testimonials, and success stories to 
showcase your brand's commitment 
to customer satisfaction.

Offer incentives for customers to leave reviews, which can help build trust and 
credibility on these platforms.

Offer incentives for customers to leave 
reviews, which can help build trust and 
credibility on these platforms.

Referral Channel E-mail 

Social Media

Amazon and Other Marketplaces

Advertising



An essential component of the e-commerce flywheel is the customer feedback loop. 
By actively seeking customer feedback, you can identify areas for improvement, 
refine your marketing strategies, and ultimately enhance the customer experience. 
This continuous cycle of feedback and improvement can lead to better results for 
your marketing initiatives and overall e-commerce performance.

In conclusion, the e-commerce flywheel is a robust framework that allows brands to 
generate sustainable growth by leveraging various marketing channels throughout 
each customer journey phase. By understanding how these channels work together 
and continuously refining your strategies based on customer feedback, you can 
create a thriving e-commerce business that attracts, engages, delights, and retains 
customers.

Customer Feedback Loops
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