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ACCESS TO PHYSICAL
STORE IS IMPORTANT TO

49%
OF CONSUMERS

CUSTOMER EXPERIENCE CHRISTMAS 2013 VS. OTHER TIMES OF YEAR

Data: Survey of 100 UK retail decision-makers in organizations with both online and offline channels and 500 consumers who shop online 
and offline. Conducted by Vanson Bourne for Qmatic, February 2014 

Great Expectations

TECH SAVVY

45%
OF RETAILERS PLAN
TO INVEST IN NEW 

TECHNOLOGY LIKE SOCIAL

42%
HAVE INVESTED IN

SELF SERVICE KIOSKS

research.qmatic.com

35%
ARE USING

DIGITAL MEDIA

RETAIL BRICKS & CLICKS

30%
TO MAINTAIN THEIR
PHYSICAL ESTATE

50%
PLAN TO INCREASE

NUMBER OF STORES

IN-STORE CUSTOMER TURN-OFFS

59% LONG
QUEUES

21% UNFAIR
QUEUES 18% FINDING

SERVICE
POINTS

CONSUMER GRIPES

54%
SAY LATE DELIVERIES72%

SAY PRODUCTS BEING 

OUT OF STOCK

80%OF RETAILERS 
EXPECT DEMAND 

FOR THEIR CLICK & COLLECT  
TO RISE15% IN THE  
               NEXT YEAR

IN-STORE IS CRITICAL

CUSTOMER EXPERIENCE

CHRISTMAS CRACKERS

56% OF RETAILERS STRUGGLE
TO IDENTIFY WHICH IN-STORE
IMPROVEMENTS TO MAKE

92%
OF RETAILERS 

ACKNOWLEDGE CUSTOMER 
EXPERIENCE IS VITAL TO 

THEIR BUSINESS

47%
OF RETAILERS SAY 

CUSTOMER EXPERIENCE 
VARIES A LOT

19%
SAY IT VARIES

DRAMATICALLY

52%
OF RETAILERS

HAVE IMPLEMENTED
SMS/MOBILE

56%
AGREE SEAMLESS

CHANNEL INTEGRATION
IS CRITICAL

63%
OF RETAILERS UNCLEAR

ON QUEUING AND
WAITING STRATEGY

26%
HAVE NO COMPANY WIDE 

STRATEGY IN PLACE
30% OF THOSE THAT DO, 
SAY IT'S NOT WORKING

41%
SAY THEY LACK

IN-HOUSE EXPERTISE

31%
OF CONSUMERS HAVE 

ABANDONED PURCHASE IN LAST 
12 MONTHS OWING TO POOR 

CUSTOMER EXPERIENCE

53%
SAY A POOR EXPERIENCE 
RESULTED IN NO LONGER 

SHOPPING WITH THAT RETAILER

72%OF RETAILERS
BELIEVE
IT'S BETTER

48%
CHRISTMAS REVENUES WERE

ON
LIN

E

47% IN
STORE
SALES

OF CONSUMERS
AGREE

ONLY

17%
SAY IT’S
WORSE

23%


