The New Retail
Journey Revealed
Findings from 114 Customer Experience Retail leaders
Social distancing, mandatory face masks, acceleration in contactless payments:
COVID-19 has brought with it the largest shift in consumer behaviour at scale to
date and undoubtedly changed the way we shop and interact in-store. But which
changes are temporary and which are here to stay? Do any of them come with
advantages? And how big a part does customer feedback play when crafting out this
new retail journey?
At Critizr, we surveyed over 100 leading retailers in the UK and France to discover
fresh statistics, essential insights and real-life examples of how the pandemic has
affected the customer experience, journey and loyalty, and what the future holds for
retail in a post-pandemic world.

General insights:

91%

84%

of retailers state
COVID-19 has impacted
their customer journey

64%

of UK retailers have
seen an increase in
online sales

of French retailers
have seen an increase
in online sales

The C-word: Connection
Overall

65%

of retailers believe their local
teams have more of a connection
to their customers since COVID-19

89%

of Critizr clients stated they
have more of a connection to
their customers since COVID-19

The advantages of
listening to customers:

75%

80%

From the retailers who have
made changes to the customer
journey based on feedback,

75%

of retailers who made
modifications to their customer
satisfaction surveys stated that
their local teams have a better
connection with customers

of retailers who made
changes to customer
surveys saw an impact
on customer loyalty

have seen an increase
in online sales

How does listening to customers help you improve the Customer Experience you deliver?

“They are the most important element in us staying in business!
Without them we don’t survive…”
– Francesca Elliot, Hobbs Store Manager

Grocery:
38%

of Grocery retailers have
seen an increase in visitors
to stores

85%

have seen an increase
or introduction of
contactless payments as
an impact of COVID-19

85%

have seen an increase
in online sales

“Direct feedback allows us to understand the individual needs
of our customer base in the local area”
– Nathan Dickerson,
Retail Manager, Sainsbury’s

DIY:
83%

of DIY retailers have seen
an increase in store visitors

33%

of DIY stores have made
changes based on
customer feedback

“The changes we have made have increased customer
loyalty. Customers felt safe in our stores and because
we had responded to their feedback, they felt their opinion
was valued. ”
– Supervisor, UK DIY retailer

Restaurants:
67%

of restaurants have set-up
new collection or delivery
systems

100%

have introduced new
in-store traffic controls

“Closed restaurants = new business to operate by accelerating
take-out and delivery”
– Clémentine Lutun,
Assistant Marketing, Il Ristorante

Health and Beauty:
80%

have introduced new
in-store traffic controls

60%

state the changes in the
customer journey and
experience has had an impact
on customer loyalty

“Debriefing with store teams on all customer feedback related
to COVID helps us improve what can be improved. ”
– Commercial Director,
French Health and Beauty Retailer

Download our whitepaper here.
All insights are taken from the Critizr November 2020 Survey*. To discover all the
findings, including what retail leaders believe are the 3 key elements of customer
experience today, download our whitepaper here.

Founded in 2012, the Critizr platform is today used in 25 countries by more than 80 of Europe’s biggest
companies, across 20 different sectors including retail, banking, travel, entertainment and hospitality. It
is transforming the way these businesses listen to and understand their customers, empowering their
staff to take action and deliver a great customer experience every day.
* The Critizr November 2020 Customer Experience survey consisted of a sample of 114 retailers in both the UK and France and across various industries.
All data was captured within the previous 6 weeks from publication. (October 19th - November 18th, 2020).
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