/ Months of COVID-19

How consumer attitudes and preferences are changing

Curious about how COVID-19 is influencing shopper behavior
/ months after the outset? Here is a look at some of the numbers.

Willinzness to frequent
brick & mortar retail:

THEN:

of consumers were
o were eager to return to
restaurants, movie
o theaters, gyms &
salons. (MomentFeed)

NOW:

73/ of Americans are waiting for milestones
(i.e. Vaccine) before they engage in out
- of home activities. (McKinsey)

THEN NOW
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467,
Grocery Shopping

207

Hotel Stays

Sense of Trust Gratitude for Retailers

7] (7 947 In April 2020, 94% of

(o O consumers reported a sense
of gratitude to retailers who
showed concern through
actions such as extra
cleaning/sanitizing, delivery

services, special hours and
purchase limits. (Decooda,

In March, /1%
indicated they will
lose trust in a brand
forever if they sense it
Is putting profit over
people. (Edelman,

NPS SCORE OF -+ /.

Ongoing research revealed improved NPS
scores of + /3 for “above and beyond”
brands during COVID-19 lockdown.
Overall, Letting People Down Retailers/
Brands had NPS Scores of - 85. (Decooda)

Edelman special
update says only 46%
feel that businesses
are doing a good job
keeping me safe.
(Edelman)
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How well do consumers think
brands are handling COVID-19?

(Edelman Trust Barometer)

Implementing safety measures to
protect workers and customers

467,

Ensuring product availability

417

Meeting overall expectations
for response during crisis

427,

Partnering with others to create the
strongest and most effective response

407,

Putting people before profits

Use technology to
ease friction
(BIPOS)
but don’t forget
old-fashioned ways
(thank you notes) to
show your care

Demonstrate

clean and safe Put as much control
environments as possible in your
and show care customers hands
for associates

Listen to your
customers and
keep an ear out
for local news

REVISITING:

Retail Life in the
Time of COVID-19

Read our updated research on shopper
sentiments during COVID-19

CLICK HERE
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