FR vs UK COVID-19
Retail Experience
How retailers are adapting and innovating to
create a safe in-store shopping experience
During the recent pandemic, retailers in both the UK and France have remained
agile and adapted to the changing circumstances and behaviour of consumers.
From in-store tech to virtual fittings and contactless payments, Critizr’s European
team has collated and rated some of the best initiatives in both markets. Is there
anything we can learn from our cross channel neighbours – and vice versa?
Here are some of the innovations that have caught our attention due to the
response and adaptability during this time.

UK

France

Population
66.6 million people

66.9 million people

Economy size/ GDP
£2.18 trillion

€2.27 trillion

Size of the retail market
Total value of UK
Retail sales in 2019

Total value of France
Retail sales in 2019

£394 billion

€518 billion

Weeks spent in nationwide
First Lockdown (retail closures)*

7

8

1

2

People employed in retail 2019
Around

2.9 million

3 million

3

employees worked in retail
and mass distribution in 2019 4

Grocery

There are more than 7,000
supermarkets in the UK,

While France has
over 5,700. 5

Antibacterial trolley wash systems
to sanitise before each use and
‘Clean robots’ to automatically
prepare stores before opening.

Customer sanitation tunnels in
which customers can disinfect their
baskets and trolleys before doing
their shopping

High Street
Fashion
Revenue in the UK Apparel market
amounts to £50,830 million in 2020. 6

Revenue in the French Apparel market
amounts to £26,068 million in 2020. 7

Partnered with delivery companies.

Also introduced drive-through
services so customers don’t need
to enter stores.

Operating a ‘dress drive-thru’
so customers can click and
collect their items.

Department
Stores
Marks & Spencer was voted
the UK’s favourite department
store in 2019. 8

Galeries Lafayette is France’s first
department store to rank among French’s
favourite brands in 2019. 9

Introduced more virtual personal
styling services to replace face to
face consultations.

Introduction of intelligent
personal assistants with virtual
clothes fittings.

Fitness
In the UK, 1 in every 7 people
is a member of a gym. 10

In France, 1 in every 6 people
is a member of a gym. 11

Customer given at-home
workout access to remain
active during lockdown.

FMI Comparator to ensure
safe levels of members in the
gym at any one time.

Beauty
Revenue in the UK Beauty &
Personal Care market amounts
to £11,299 million in 2020 12

Revenue in the French Beauty &
Personal Care market amounts
to £10,917 million in 2020. 13

App introduced where customers
can scan products in-store for
information, pricing, and
ingredients. Reducing the
need to touch products.

Partnered within eCommerce
platforms to provide both online
and offline experience.

Home
Improvement
The UK DIY and
gardening market is
expected to reach a total of
£11.47 billion in 2020. 14

The French DIY market
was valued at
£25 billion in 2019 15

Added phone numbers in the store
aisles for customers to get extra
support while shopping in-store.

Offering virtual Services
for customers to consult with
a design specialist.

Opticians
Revenue in the UK Eyewear market
amounts to £3,500 million in 2020. 16

Revenue in the French Eyewear market
amounts to £4,384 million in 2020. 17

Customers can try their ‘speculator’
virtual try-on service enabling
them to try on designs at home.

Their ‘Scan Mirror’ tool recreates
clients’ faces allowing them to
virtually try on different models
of glasses.

Luxury
Revenue in the UK Luxury Goods market
amounts to £9,669 million in 2020. 18

Revenue in the French Luxury Goods market
amounts to £11,828 million in 2020. 19

Launched outdoor markets selling
ice-cream, flowers, plants, and
homeware from its physical store.

Enhanced their in-store
experience through new
Collaborations, exclusive
products, music, and games.

Founded in 2012, the Critizr platform is used in 25 countries by more than 120 brands globally, across
sectors including retail, banking, travel, entertainment and hospitality. It is revolutionising how local staff
interact with, understand and listen to customers digitally within individual stores, to drive business
transformation across the whole organisation.
Today Critizr empowers over 60,000 retail professionals to become customer-obsessed, deliver
innovative conversational commerce and ensure every customer interaction counts.
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* This infographic went to print before the second nationwide lockdowns in both UK and France. This data resembles that of the first national lockdown
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