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Executive summary
,W¶V�WKH�DJH�RI�WKH�FXVWRPHU�DQG�UHWDLOHUV�DUH�JHWWLQJ�VHULRXV�DERXW�KRZ� 
WKH\�LPSOHPHQW�DQG�PDQDJH�WKH�FXVWRPHU�H[SHULHQFH�

7RGD\¶V�FRQVXPHUV�OLYH�PXOWL�GLPHQVLRQDO��PXOWL�SODWIRUP�OLYHV�DQG�WKHLU�EX\LQJ�
EHKDYLRXUV�UHÀHFW�WKH�VDPH�FRPSOH[�G\QDPLFV��7KHVH�GD\V�LW¶V�UDUH�IRU�D�FXVWRPHU�WR�
EH�D�µSXUHO\�RQOLQH¶�RU�µSXUHO\�EULFNV�DQG�PRUWDU¶�FRQVXPHU��LQFUHDVLQJO\�WKH\�H[SHFW�
WKHLU�UHWDLOHU�RI�FKRLFH�WR�SURYLGH�FRQYHQLHQFH��FKRLFH�DQG�VHDPOHVV�LQWHUDFWLRQ�DFURVV�
DOO�FKDQQHOV��$OO�RI�WKLV�SXWV�LQFUHDVLQJ�SUHVVXUH�RQ�UHWDLOHUV�WR�GHOLYHU�D�FRQVLVWHQW�
FXVWRPHU�H[SHULHQFH�±�DQG�E\�LPSOLFDWLRQ��EUDQG�H[SHULHQFH�±�ZKDWHYHU�WKH�FKDQQHO�

<HW��SURYLGLQJ�D�EHWWHU�LQ�VWRUH�H[SHULHQFH�UHPDLQV�D�WRS�SULRULW\�IRU�UHWDLOHUV��'HVSLWH�
WKH�LQH[RUDEOH�ULVH�RI�RQOLQH�VKRSSLQJ��UHVHDUFK�FRQ¿UPV�WKDW�FRQVXPHUV�ZDQW�DQG�
FUDYH�WKH�SK\VLFDO�H[SHULHQFH�RI�VKRSSLQJ�±�DQG�WKDW�LQFOXGHV�WKH�WHFK�VDYY\�\RXQJHU�
FRQVXPHU��WKH�K\SHU�FRQQHFWHG�*HQHUDWLRQ�&���$V�D�UHFHQW�86�VXUYH\�RI�WKH�VKRSSLQJ�
KDELWV�RI�������\HDU�ROGV�UHYHDOV��MXVW�RYHU�WZR�WKLUGV�±�������SUHIHU�WR�VKRS�LQ�VWRUHV�
IRU�FORWKLQJ�DQG�VKRHV�

,Q�UHVSRQVH��UHWDLOHUV�DUH�SODQQLQJ�PRUH�VWRUH�RSHQLQJV��:KDW¶V�PRUH��ZH¶UH�
ZLWQHVVLQJ�WKH�HPHUJHQFH�RI�D�µFOLFNV�WR�EULFNV¶�WUHQG�DV�µRQOLQH�RQO\¶�H�FRPPHUFH�
EXVLQHVVHV�OLNH�$PD]RQ�LQYHVW�LQ�D�+LJK�6WUHHW�SUHVHQFH��RSHQLQJ�SK\VLFDO�VWRUHV�
WR�FDSLWDOLVH�RQ�WKH�LQWHUDFWLRQ�RSSRUWXQLWLHV�DIIRUGHG�E\�D�KLJK�WRXFK�SK\VLFDO�EUDQG�
H[SHULHQFH�ORFDWLRQ�

,Q�DQ�LQFUHDVLQJO\�FRPSOH[�UHWDLO�HQYLURQPHQW�WKH�HPSKDVLV�QRZ�LV�RQ�DOORZLQJ�
FRQVXPHUV�WR�µVKRS�KRZ�WKH\�ZDQW¶�DQG�EUDQGV�WKDW�IRFXV�RQ�GHOLYHULQJ�D�VWURQJ�
FXVWRPHU�VHUYLFH�H[SHULHQFH�DUH�WKH�PRVW�OLNHO\�WR�WKULYH�DQG�ÀRXULVK�

,Q�)HEUXDU\������4PDWLF�FRPPLVVLRQHG�9DQVRQ�%RXUQH��D�VSHFLDOLVW�WHFKQRORJ\�
PDUNHW�UHVHDUFK�FRPSDQ\��WR�LGHQWLI\�ZKDW¶V�GULYLQJ�8.�UHWDLOHUV�WR�HQKDQFH�WKH�
FXVWRPHU�H[SHULHQFH��WKHLU�LPSURYHPHQW�SULRULWLHV�DQG�WKH�EDUULHUV�WKDW�VWDQG�
LQ�WKH�ZD\�ZKHQ�LW�FRPHV�WR�GHOLYHULQJ�D�¿UVW�FODVV�H[SHULHQFH��7KH�VWXG\�ZDV�
GHVLJQHG�WR�LGHQWLI\�GLVFRQQHFWV�EHWZHHQ�UHWDLOHU�SHUFHSWLRQV�RI�VHUYLFH�GHOLYHU\�
DQG�DFWXDO�FRQVXPHU�H[SHULHQFH��,W�ZDV�DOVR�GHVLJQHG�WR�KHOS�UHWDLOHUV�JDLQ�D�
GHHSHU�XQGHUVWDQGLQJ�RI�WKH�EXVLQHVV�FDVH�DQG�IUDPHZRUN�IRU�LQYHVWLQJ�LQ�LQ�VWRUH�
WHFKQRORJLHV�WR�LPSURYH�KRZ�WKH\�PDQDJH�WKH�SK\VLFDO�VKRSSLQJ�H[SHULHQFH�

&RQGXFWLQJ�LQ�GHSWK�VXUYH\V�ZLWK�����8.�UHWDLO�GHFLVLRQ�PDNHUV�LQ�RUJDQLVDWLRQV�ZLWK�
ERWK�RQOLQH�DQG�RIÀLQH�FKDQQHOV�DQG�����FRQVXPHUV�ZKR�VKRS�RQOLQH�DQG�RIÀLQH��
9DQVRQ�%RXUQH�IRXQG�WKDW�ZKLOH�����RI�UHWDLOHUV�DFNQRZOHGJH�FXVWRPHU�H[SHULHQFH�
LV�YLWDO�WR�WKHLU�EXVLQHVV��RYHU�D�TXDUWHU�������KDYH�QR�FRPSDQ\�ZLGH�LPSURYHPHQW�
VWUDWHJ\�IRU�FXVWRPHU�H[SHULHQFH�LQ�SODFH�

7KH�UHVHDUFK�¿QGLQJV�DOVR�UHYHDO�WKDW�WZR�WKLUGV�RI�UHWDLOHUV�������DUH�EHLQJ�KHOG�EDFN�
IURP�LPSURYLQJ�TXHXLQJ�DQG�ZDLWLQJ�LQ�VWRUH�WR�HQKDQFH�WKH�FXVWRPHU�H[SHULHQFH�
EHFDXVH�WKH\�DUH�XQFOHDU�RQ�WKH�ULJKW�VWUDWHJ\�DQG�RU�WHFKQRORJ\�GLUHFWLRQ�WR�SXUVXH��

1 Shopping Trends Among 18-25 Year Olds��/,0�&ROOHJH�DQG�WKH�86�1DWLRQDO�5HWDLO�
)HGHUDWLRQ������

HQKDQFH�WKH�FXVWRPHU�H[SHULHQFH�EHFDXVH�WKH\�DUH�XQFOHDU�RQ�WKH�ULJKW�VWUDWHJ\�DQG�
RU�WHFKQRORJ\�GLUHFWLRQ�WR�SXUVXH�
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.H\�¿QGLQJV

• ,PSURYLQJ�WKH�FXVWRPHU�H[SHULHQFH�LV�EHFRPLQJ�D�NH\�EUDQG�GLIIHUHQWLDWRU�±�
EXW�H[HFXWLRQ�DJDLQVW�SODQ�LV�SURYLQJ�SUREOHPDWLF��5HWDLOHUV�YLHZ�WKH�GHOLYHU\�
RI�JRRG�FXVWRPHU�VHUYLFH�DV�D�VWUDWHJLF�SULRULW\�ZLWK�LQFUHDVHG�VDOHV��JUHDWHU�
EUDQG�HQJDJHPHQW�DQG�D�KLJKHU�VSHQG�SHU�WUDQVDFWLRQ�LGHQWL¿HG�DPRQJ�WKH�WRS�
EHQH¿WV��<HW�D�WKLUG�������RI�UHWDLOHUV�VXUYH\HG�ZLWK�D�FRPSDQ\�ZLGH�VWUDWHJ\�WR�
LPSURYH�FXVWRPHU�H[SHULHQFH�DOUHDG\�LQ�SODFH�FRQ¿UP�LW�LV�QRW�ZRUNLQJ�DV�KRSHG��

• Delivering a consistent customer experience across every touch point 
DQG�DW�SHDN�GHPDQG�SHULRGV�LV�SURYLQJ�FKDOOHQJLQJ��EXW�ZKLOH�UHWDLOHUV�
SHUFHLYH�WKH\¶UH�SHUIRUPLQJ�ZHOO�FXVWRPHUV�WHOO�D�GLIIHUHQW�VWRU\��0DLQWDLQLQJ�
D�FRQVLVWHQW�VHUYLFH�DFURVV�DOO�WRXFK�SRLQWV�LV�D�FKDOOHQJH�UHWDLOHUV�DUH�DZDUH�
WKH\�QHHG�WR�DGGUHVV�DV�WKHLU�RPQL�FKDQQHO�LQLWLDWLYHV���VXFK�DV�UHVHUYH�RQOLQH��
SLFNXS�LQ�VWRUH���EHFRPH�FRPPRQSODFH��%UDQG�UHSXWDWLRQ�±�DQG�UHYHQXH���VWDQGV�
DQG�IDOOV�RQ�KRZ�ZHOO�UHWDLOHUV�UHVSRQG�WR�SHULRGV�RI�SHDN�FRQVXPHU�GHPDQG�DQG�
UHWDLOHUV�EHOLHYH�WKH\¶UH�SHUIRUPLQJ�ZHOO�ZKHQ�LW�FRPHV�WR�PHHWLQJ�WKH�FKDOOHQJH��
%XW�FRQVXPHUV�EHJ�WR�GLIIHU�DQG�ZLOO�YRWH�ZLWK�WKHLU�IHHW�LI�H[SHFWDWLRQV�DUHQ¶W�
PHW��,Q�WKH�ODVW����PRQWKV�DURXQG�RQH�WKLUG�������RI�FRQVXPHUV�FRQ¿UP�WKH\¶G�
DEDQGRQHG�SXUFKDVLQJ�IURP�D�UHWDLOHU�EHFDXVH�RI�D�SRRU�FXVWRPHU�H[SHULHQFH�

• 7KH�LQ�VWRUH�H[SHULHQFH�VWLOO�PDWWHUV�LQ�WKH�GLJLWDO�DJH��7KH�DELOLW\�WR�VHH��
IHHO�DQG�WU\�KDV�VLJQL¿FDQW�DSSHDO�IRU�FRQVXPHUV��ZLWK�KDOI�������FRQ¿UPLQJ�WKH�
RSWLRQ�RI�EHLQJ�DEOH�WR�DFFHVV�D�SK\VLFDO�VWRUH�WR�YLHZ�DQG�RU�SXUFKDVH�LWHPV�
LV�LPSRUWDQW�WR�WKHP��,Q�WKH�QH[W�\HDU�����RI�UHWDLOHUV�WKDW�RIIHU�FOLFN�DQG�FROOHFW�
SUHGLFW�GHPDQG�IRU�WKHLU�FOLFN�DQG�FROOHFW�VHUYLFH�LV�VHW�WR�LQFUHDVH�E\�DQ�DYHUDJH�
RI������ZKLFK�PHDQV�WKH�LQ�VWRUH�HQJDJHPHQW�H[SHULHQFH�LV�VHW�WR�EHFRPH�HYHQ�
PRUH�SLYRWDO��\HW�����RI�UHWDLOHUV�DUH�VWUXJJOLQJ�WR�LGHQWLI\�ZKLFK�LPSURYHPHQWV�
WKH\�QHHG�WR�PDNH�WR�LPSURYH�WKH�LQ�VWRUH�FXVWRPHU�H[SHULHQFH�

• 7HFKQRORJ\�LQYHVWPHQW�LV�FULWLFDO�WR�HQDEOLQJ�FRPSHOOLQJ�FXVWRPHU�VHUYLFH��
5HWDLOHUV�QHHG�WR�DGRSW�WHFKQRORJLHV�WKDW�HQDEOH�D�KLJKHU�OHYHO�RI�VHUYLFH�DFURVV�
HYHU\�WRXFKSRLQW��%XW�ZKHQ�LW�FRPHV�WR�GHOLYHULQJ�WKH�SHUIHFW�SK\VLFDO�VKRSSLQJ�
H[SHULHQFH�DQG�DQ�HQYLURQPHQW�LQ�ZKLFK�FXVWRPHUV�IHHO�YDOXHG�DQG�HYHU\�VDOHV�
RSSRUWXQLW\�LV�FDSWXUHG��UHWDLOHUV�UHPDLQ�XQFOHDU�DV�WR�KRZ�EHVW�WR�RUFKHVWUDWH�
WKHLU�WHFKQRORJ\�LQYHVWPHQWV�RU�PDUVKDO�LQ�VWRUH�FXVWRPHU�EHKDYLRXU�LQWHOOLJHQFH�
WR�PDNH�LPSURYHPHQWV�WR�WKH�FXVWRPHU�MRXUQH\�
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.HHSLQJ�FXVWRPHUV�VDWLV¿HG
5HWDLOHUV�NQRZ�WKDW�D�JRRG�FXVWRPHU�H[SHULHQFH�HTXDWHV�WR�LQFUHDVHG�VDOHV�DQG�
JUHDWHU�FXVWRPHU�OR\DOW\�DQG�XQGHUVWDQG�WKDW�GHOLYHULQJ�D�¿UVW�FODVV�H[SHULHQFH�PHDQV�
SODFLQJ�WKH�FXVWRPHU�DW�WKH�KHDUW�RI�WKH�EXVLQHVV�DQG�UHVSRQGLQJ�WR�WKHLU�VSHFL¿F�
QHHGV�DW�HYHU\�SXUFKDVH�WRXFK�SRLQW�

:LWK�����RI�UHWDLOHUV�FRQ¿UPLQJ�WKDW�FRPSDQLHV�VWDQG�DQG�IDOO�RQ�WKH�FXVWRPHU�
H[SHULHQFH�WKH\�GHOLYHU������DUH�DFWLYHO\�VWULYLQJ�WR�HQVXUH�FXVWRPHUV�H[SHULHQFH�D�
FRQVLVWHQW�OHYHO�RI�VXSSRUW�±�ZKHWKHU�WKH\�DUH�VKRSSLQJ�RQOLQH�RU�RIÀLQH�

'HVSLWH�WKH�IDFW�WKDW�SURYLGLQJ�D�JRRG�FXVWRPHU�H[SHULHQFH�LV�YLHZHG�DV�EXVLQHVV�
FULWLFDO�E\�����RI�UHWDLOHUV�DQG�����FRQ¿UP�LPSURYLQJ�WKH�FXVWRPHU�H[SHULHQFH�LV�WKHLU�
QXPEHU�RQH�SULRULW\��MXVW�RYHU�D�TXDUWHU�������KDYH�QR�FRPSDQ\�ZLGH�VWUDWHJ\�LQ�SODFH�
WR�PDNH�WKLV�KDSSHQ�

$V�WKH�UHVHDUFK�VKRZV��ZKHQ�UHWDLOHUV�IDLO�WR�GHOLYHU�DJDLQVW�H[SHFWDWLRQV��FXVWRPHUV�
ZDON��$�JRRG�RYHUDOO�VKRSSLQJ�H[SHULHQFH�ZDV�UDWHG�E\�����RI�FRQVXPHUV�DV�DQ�
LPSRUWDQW�IDFWRU�ZKHQ�VKRSSLQJ�RQOLQH�RU�RIÀLQH�DQG�LQ�WKH�ODVW�\HDU�DORQH�����FRQ¿UP�
WKH\¶YH�VWRSSHG�SXUFKDVLQJ�IURP�D�UHWDLOHU�DV�D�UHVXOW�RI�D�EDG�FXVWRPHU�H[SHULHQFH�

&RQVLVWHQF\��QRW�FRPSODFHQF\��LV�WKH�RUGHU�RI�WKH�GD\

5HWDLOHUV�EHOLHYH�WKDW�RYHUDOO�WKH\¶UH�SHUIRUPLQJ�ZHOO��ZLWK�����VWDWLQJ�WKHLU�
RUJDQLVDWLRQ�SURYLGHV�D�JRRG�RU�H[WUHPHO\�JRRG�FXVWRPHU�H[SHULHQFH��

%XW�ZKHQ�TXHVWLRQHG�DERXW�WKHLU�DELOLW\�WR�GHOLYHU�D�FRQVLVWHQW�H[SHULHQFH�WKDW�PHHWV�
FXVWRPHU�H[SHFWDWLRQV�DFURVV�HYHU\�FKDQQHO�DQG�SXUFKDVLQJ�WRXFK�SRLQW�WKH\�RSHUDWH�� 

19% 

47% 

27% 

7% 

9DULHV�GUDPDFWLFDOO\
9DULHV�D�ORW
9DULHV�D�ELW
1R�YDULDWLRQ�YHU\�VLPLODU

³+RZ�GRHV�WKH�FRQVLVWHQF\�RI�FXVWRPHU�H[SHULHQFH�\RXU�RUJDQLVDWLRQ�
GHOLYHUV�YDU\�DFURVV�PXOWLSOH�WRXFK�SRLQWV��L�H��RQOLQH��LQ�VWRUH�"´��DVNHG�WR�
DOO�GHFLVLRQ�PDNHUV������UHVSRQGHQWV�
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����FRQ¿UPHG�WKH�H[SHULHQFH�FXVWRPHUV�HQFRXQWHU�ZLOO�YDU\�D�ORW�DQG�DOPRVW�RQH�¿IWK�
������VWDWHG�LW�YDULHV�GUDPDWLFDOO\�

&RQVXPHUV�FRQ¿UP�WKH\¶UH�EHLQJ�OHW�GRZQ�ZKHQ�LW�FRPHV�WR�D�H[SHULHQFLQJ�D�
FRQVLVWHQW��SRVLWLYH�DQG�WUXH�WR�EUDQG�YDOXH�H[SHULHQFH�DFURVV�WKH�PXOWLWXGH�RI�
FKDQQHOV�DYDLODEOH�WR�WKHP������RI�FRQVXPHUV�FRQ¿UPHG�WKH\¶YH�HQFRXQWHUHG�
LQFRQVLVWHQFLHV�LQ�WKHLU�FXVWRPHU�H[SHULHQFH�ZKHQ�XVLQJ�D�UHWDLOHU¶V�RQOLQH�DQG�LQ�
VWRUH�FKDQQHOV�

   

(YHQ�ZKHQ�UHWDLOHUV�UDPS�XS�WKH�DELOLW\�RI�WKHLU�FXVWRPHU�WRXFK�SRLQWV�WR�FRSH�ZLWK�
DQWLFLSDWHG�VHDVRQDO�KLJK�GHPDQG�SHDNV���OLNH�&KULVWPDV�DQG�WKH�-DQXDU\�VDOHV���WKH�
VXUYH\�¿QGLQJV�UHYHDO�D�GLVFRQQHFW�EHWZHHQ�KRZ�UHWDLOHUV�UDWH�WKHLU�SHUIRUPDQFH�DQG�
FXVWRPHU�SHUFHSWLRQV�RI�DFWXDO�VHUYLFH�GHOLYHU\�

• $OPRVW�WKUHH�TXDUWHUV�������RI�UHWDLOHUV�EHOLHYH�WKH\�GHOLYHUHG�D�EHWWHU�FXVWRPHU�
H[SHULHQFH�RYHU�WKH��������&KULVWPDV�SHULRG�FRPSDUHG�WR�RWKHU�WLPHV�RI�WKH�\HDU��
\HW�RQO\�����RI�FRQVXPHUV�DJUHHG

• ����RI�FRQVXPHUV�VWDWHG�WKHLU�LQ�VWRUH�FXVWRPHU�H[SHULHQFH�ZDV�ZRUVH�RYHU�WKH�
&KULVWPDV�SHULRG�WKDQ�DW�RWKHU�WLPHV�RI�WKH�\HDU��ZKLOH�D�¿IWK�������IRXQG�RQOLQH�
VHUYLFHV�ZHUH�VORZHU�RU�GLG�QRW�SHUIRUP�FRPSDUDEO\�WR�RWKHU�WLPHV�RI�WKH�\HDU

• $OPRVW�DOO�������RI�UHWDLOHUV�UDWHG�WKH�LQ�VWRUH�FXVWRPHU�H[SHULHQFH�GXULQJ�WKHLU�
-DQXDU\�VDOHV�ZDV�WKH�VDPH�RU�EHWWHU�WKDQ�WKH�&KULVWPDV�SHULRG��EXW�MXVW�����RI�
FRQVXPHUV�DJUHHG�DQG�����IHOW�LW�ZDV�ZRUVH�

28%
 

52%

 

16%
 

3% 

<HV
1R���LW�YDULHV�D�ELW
1R���LW�YDULHV�D�ORW
1R���LW�YDULHV�GUDPDWLFDOO\

“Do you feel you receive the same level of customer experience across 
UHWDLOHU�FKDQQHOV"��L�H��RQOLQH�YV��LQ�VWRUH�"´��DVNHG�WR�DOO�FRQVXPHUV������
UHVSRQGHQWV��



Page 7 A Qmatic Research Paper

&XVWRPHUV�GHPDQG�D�SK\VLFDO�VKRSSLQJ�H[SHULHQFH

7KH�UHVHDUFK�HYLGHQFH�VXJJHVWV�WKDW�WKH�DELOLW\�WR�VHH��IHHO�DQG�WU\�EHIRUH�ZH�EX\�LV�
FRPSHOOLQJ��DQG�WKH�FRQFHSW�RI�D�µVKRSSLQJ�VSUHH¶�MXVW�GRHVQ¶W�KDYH�TXLWH�WKH�VDPH�
LPSDFW�LQ�WKH�YLUWXDO�ZRUOG��:KLOH�FXVWRPHUV�KDYH�WKH�SRZHU�WR�FKRRVH�KRZ�DQG�ZKHQ�
WKH\�VKRS�±�RQOLQH��PRELOH��FDOO�FHQWUH�±�KDOI�������RI�FRQVXPHUV�FRQ¿UP�WKH�RSWLRQ�
RI�EHLQJ�DEOH�WR�YLVLW�D�SK\VLFDO�VWRUH�WR�SUHYLHZ�LWHPV�DQG�RU�PDNH�D�SXUFKDVH�LV�
LPSRUWDQW�WR�WKHP�

• 3K\VLFDO�VWRUHV�FRQWLQXH�WR�EH�FRUH�UHYHQXH�JHQHUDWLRQ�HQJLQHV��UHWDLOHUV�UHSRUW�
WKDW�RYHU�WKH���������&KULVWPDV�-DQXDU\�VDOH�SHULRG�WKHLU�UHYHQXH�ZDV�HTXDOO\�
VSOLW�EHWZHHQ�RQOLQH�������DQG�LQ�VWRUH�������VDOHV

• -XVW�����RI�FRQVXPHUV�UHSRUWHG�YLVLWLQJ�SK\VLFDO�VWRUHV�PRUH�IUHTXHQWO\�GXULQJ�
WKH�&KULVWPDV�1HZ�<HDU�SHULRG�FRPSDUHG�WR�RWKHU�WLPHV�RI�WKH�\HDU

$V�UHWDLOHUV�FRQWLQXH�WR�LQWHJUDWH�GLJLWDO�DQG�PRELOH�FRPPHUFH�VWUDWHJLHV�ZLWK�EULFNV�
DQG�PRUWDU�VWRUHV��WKH�SK\VLFDO�VWRUH�LV�EHFRPLQJ�D�GH�IDFWR�EUDQG�VKRZFDVH�LQ�ZKLFK�
FXVWRPHUV�FDQ�FKHFN�RXW�SK\VLFDO�JRRGV��VHHN�RXW�DGYLFH�DQG�JXLGDQFH�WR�VXSSRUW�
SXUFKDVLQJ�GHFLVLRQV�DQG�VSHQG�SHUVRQDOLVHG�YRXFKHUV��

,W�LV�DOVR�JHQHUDWLQJ�RSSRUWXQLWLHV�IRU�LQFUHPHQWDO�UHYHQXH�JHQHUDWLRQ�DQG�EHWWHU�EUDQG�
HQJDJHPHQW�DV�JURZLQJ�QXPEHUV�RI�FRQVXPHUV�RSW�WR�YLVLW�DQG�µFROOHFW�LQ�VWRUH¶�JRRGV�
WKH\¶YH�RUGHUHG�RQOLQH��,QGHHG��UHWDLOHUV�WKDW�FXUUHQWO\�RIIHU�FOLFN�DQG�FROOHFW�WR�WKHLU�
FXVWRPHUV�FRQ¿UP�WKH\¶UH�SURMHFWLQJ�GHPDQG�IRU�WKHLU�µFOLFN�DQG�FROOHFW¶�VHUYLFHV�LV�VHW�
WR�JURZ�E\�����LQ�WKH�FRPLQJ����PRQWKV�

&OHDUO\�FXVWRPHU�H[SHULHQFH�LQ�WKH�SK\VLFDO�VWRUH�±�ZKDWHYHU�WKH�UHDVRQ�IRU�YLVLWLQJ�
±�LV�EHFRPLQJ�HYHU�PRUH�SLYRWDO�WR�RYHUDOO�EUDQG�SHUFHSWLRQV�DQG�SXUFKDVLQJ�
EHKDYLRXUV��*HWWLQJ�LW�ZURQJ�ULVNV�FRQWDPLQDWLRQ�DFURVV�DOO�FKDQQHOV�±�DQG�XOWLPDWHO\�
OHDGV�WR�OHVV�HQJDJHG�DQG�OHVV�OR\DO�FXVWRPHUV�

What turns consumers off

$VNHG�WR�HYDOXDWH�ZKDW�FDXVHV�WKHP�WKH�PRVW�IUXVWUDWLRQ�ZKHQ�VKRSSLQJ������RI�
FRQVXPHUV�XQLYHUVDOO\�DJUHH�WKHLU�WRS�JULSH�LV�¿QGLQJ�D�SURGXFW�LV�RXW�RI�VWRFN��ZKLOH�
LWHPV�IDLOLQJ�WR�EH�GHOLYHUHG�RQ�WLPH�ZDV�D�IXUWKHU�KHDGDFKH�IRU�����RI�FRQVXPHUV��

:KHQ�LW�FRPHV�WR�WDNLQJ�WKH�VKLQH�RII�WKHLU�VKRSSLQJ�H[SHULHQFH��WKH�JUHDWHVW�QXPEHU�
RI�IUXVWUDWLRQV�IRU�FRQVXPHUV�UHODWHG�WR�D�OHVV�WKDQ�VDWLVIDFWRU\�LQ�VWRUH�H[SHULHQFH�

• 6L[�LQ�WHQ�������UDWHG�ORQJ�TXHXHV�LQ�VWRUH�DV�RQH�RI�WKHLU�PRVW�DQQR\LQJ�WRS�
VKRSSLQJ�IUXVWUDWLRQV

• $�¿IWK�������GLVOLNHG�XQIDLU�TXHXLQJ�VFHQDULRV�±�FLWLQJ�SHRSOH�SXVKLQJ�LQ�DQG�QRW�
JHWWLQJ�VHUYHG�LQ�WXUQ�DV�EHLQJ�W\SLFDO�DVSHFWV�WKH\�HQFRXQWHU

• ����IRXQG�LW�IUXVWUDWLQJ�QRW�EHLQJ�DEOH�WR�¿QG�NH\�VHUYLFH�GHVNV�DQG�SRLQWV�VXFK�
DV�WLOOV��UHWXUQV��FOLFN�DQG�FROOHFW��ZKHQ�WKH\�DUULYH�LQ�VWRUH��
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72% 

59% 

54% 

21% 

20% 

18% 

18% 

11% 

5% 

7% 

A product being out of stock 

Long queues in store 

An item not being delivered when it 

was expected 

Unfair queuing (e.g. people pushing 

in, not getting served in turn) 

There are not enough promotions 

It is too difficult to buy the product 

I am looking for 

Not being able to find service 

desks/points  

Store opening hours 

Ordering products online 

I've not experienced any of the 

above 

³:KLFK�WKUHH�RI�WKH�IROORZLQJ�FDXVH�\RX�WKH�PRVW�IUXVWUDWLRQ�ZKHQ�
VKRSSLQJ"´��DVNHG�WR�DOO�FRQVXPHUV������UHVSRQGHQWV�
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Getting the in-store 
experience right counts
7RGD\¶V�UHWDLOHUV�DUH�KDYLQJ�WR�GHDO�ZLWK�PXOWLSOH�FKDQQHOV�±�FDOO�FHQWUH��ZHE��PRELOH�
DQG�SK\VLFDO�VWRUHV�±�EXW�ZKHQ�LW�FRPHV�WR�FXVWRPHU�H[SHULHQFH������DJUHH�WKH�ZD\�
IRUZDUG�LV�HQVXULQJ�D�VHDPOHVV�LQWHJUDWLRQ�EHWZHHQ�DOO�VDOHV�FKDQQHOV�ZKLFK�PDNHV�LW�
SRVVLEOH�WR�H[HFXWH�DQ�RIÀLQH�GLJLWDO�FURVVRYHU�VWUDWHJ\�WKDW�GULYHV�FRQVXPHU�IRRWIDOO�
DQG�LQFUHDVHG�SXUFKDVLQJ�LQ�VWRUH�

,W¶V�DQ�LPSRUWDQW�DFNQRZOHGJHPHQW�WKDW�FRQVXPHUV�YDOXH�WKH�SK\VLFDO�VKRSSLQJ�
H[SHULHQFH�DQG�H[SODLQV�ZK\�����RI�UHWDLOHUV�LQWHQG�WR�PDLQWDLQ�WKHLU�SK\VLFDO�HVWDWH�
DW�H[LVWLQJ�OHYHOV�ZKLOH�RYHU�KDOI�������KDYH�SODQV�LQ�SODFH�WR�LQFUHDVH�WKH�QXPEHU�RI�
EULFNV�DQG�PRUWDU�VWRUHV�WKH\�RSHUDWH�

5HWDLOHUV�FOHDUO\�UHFRJQLVH�WKH�SRZHU�RI�WKH�SK\VLFDO�FKDQQHO�DV�D�UHYHQXH�JHQHUDWLRQ�
HQJLQH��DQG�WR�HQVXUH�WKH\�GHOLYHU�D�TXDOLW\�FXVWRPHU�H[SHULHQFH������RI�UHWDLOHUV�DUH�
LQYHVWLQJ�LQ�VWDII�WUDLQLQJ�WR�HOHYDWH�VHUYLFH�GHOLYHU\�ERWK�LQ�VWRUH�DQG�YLD�WKH�FDOO�FHQWUH�
ZKLOH�����DUH�UHYLHZLQJ�WKHLU�KLULQJ�SROLFLHV�WR�PD[LPLVH�WKH�H[SHUWLVH�DQG�FDSDELOLWLHV�
RI�FXVWRPHU�VHUYLFH�DJHQWV�

7KH\¶UH�DOVR�EULGJLQJ�WKH�JDS�EHWZHHQ�GLJLWDO�DQG�LQ�VWRUH��FRQYHUJLQJ�FKDQQHOV�VR�
FXVWRPHUV�JDLQ�D�ULFKHU�LQ�VWRUH�VKRSSLQJ�H[SHULHQFH�WKDW¶V�HQKDQFHG�E\�EHLQJ�DEOH�
WR�XVH�WKH�ODWHVW�ZHE�DQG�PRELOH�EDVHG�LQQRYDWLRQV�WR�DFFHVV�WR�VSHFLDO�RIIHUV�DQG�
H[FOXVLYH�GHDOV�ZKLOH�WKH\¶UH�LQ�VWRUH�

,Q�D�ELG�WR�HOHYDWH�WKH�FURVV�FKDQQHO�EUDQG�H[SHULHQFH��RYHU�KDOI�������RI�UHWDLOHUV�
FRQ¿UP�WKH\�KDYH�LPSOHPHQWHG�606�WH[W�PHVVDJLQJ�DQG�PRELOH�LQLWLDWLYHV�WR�WDUJHW�
FXVWRPHUV�ZKHQ�WKH\¶UH�LQ�VWRUH�DQG�ERRVW�IRRWIDOO�DQG�VSHQG�

5HWDLOHUV�VWUXJJOH�WR�LGHQWLI\�ZKDW�LPSURYHPHQWV�WKH\�QHHG�WR�PDNH

&OHDUO\��WKH�SK\VLFDO�VWRUH�UHPDLQV�D�NH\�DVSHFW�RI�WKH�µMRLQHG�XS¶�FXVWRPHU�
H[SHULHQFH��%XW�ZKHQ�LW�FRPHV�WR�UROOLQJ�RXW�WKH�UHG�FDUSHW�IRU�FXVWRPHUV�DUULYLQJ�
LQ�VWRUH��UHWDLOHUV�FRQ¿UP�WKH\�DUH�VWUXJJOLQJ�WR�UHDOLVH�WKH�DQWLFLSDWHG�EHQH¿WV�RI�
WKHLU�FXVWRPHU�H[SHULHQFH�LPSURYHPHQW�SURJUDPPHV�ZLWK�DOPRVW�RQH�WKLUG�������
FRQ¿UPLQJ�WKHLU�SODQV�DUHQ¶W�ZRUNLQJ�DV�KRSHG�

:KLOH�����RI�UHWDLOHUV�FRQ¿UPHG�SURYLGLQJ�D�JRRG�FXVWRPHU�H[SHULHQFH�LV�FUXFLDO�
WR�WKHLU�EXVLQHVV��ZKHQ�LW�FRPHV�WR�WKH�LQ�VWRUH�FXVWRPHU�H[SHULHQFH������FRQ¿UP�
WKH\¶UH�IDFLQJ�D�PDMRU�FKDOOHQJH�ZKHQ�LW�FRPHV�WR�LGHQWLI\LQJ�WKH�EHVW�LPSURYHPHQWV�WR�
PDNH�DQG�����FLWHG�D�ODFN�RI�LQ�KRXVH�VSHFLDOLVW�H[SHUWLVH�LV�KROGLQJ�WKHP�EDFN�IURP�
DFWLYHO\�SXUVXLQJ�LQQRYDWLRQV�WKDW�VHW�WKHP�DSDUW�IURP�FRPSHWLWRUV��

7KLV�ODFN�RI�GLUHFWLRQ�DQG�VSHFLDOLVW�VNLOOV�PD\�DOVR�H[SODLQ�ZK\�����RI�UHWDLOHUV�
VWLOO�KDYH�QRW�FRPPHQFHG�DFWXDO�LPSOHPHQWDWLRQ�RI�WKHLU�FXVWRPHU�H[SHULHQFH�
LPSURYHPHQW�SURJUDPPH��GHVSLWH�KDYLQJ�D�SODQ�LQ�SODFH�

,PSURYLQJ�FXVWRPHU�TXHXLQJ�DQG�ZDLWLQJ�LV�D�SULPH�FRQFHUQ

$OPRVW�KDOI�WKH�UHWDLOHUV�������VXUYH\HG�FRQ¿UP�D�SULPDU\�REMHFWLYH�RI�WKHLU�FXVWRPHU�
H[SHULHQFH�LPSURYHPHQW�SURJUDPPH�LV�WKH�UHGXFWLRQ�RI�LQ�VWRUH�TXHXHV�WKURXJK�
LPSURYHG�VWRUH�OD\RXWV�DQG�WKH�LPSOHPHQWDWLRQ�RI�WHFKQRORJLHV�WR�HQVXUH�D�VPRRWK�
SK\VLFDO�MRXUQH\�DW�DOO�WLPHV�
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,GHQWLI\LQJ�WKH�WRS�RXWFRPHV�WKH\¶G�JDLQ�IURP�LPSURYLQJ�KRZ�WKH\�PDQDJH�FXVWRPHU�
TXHXLQJ�DQG�ZDLWLQJ�LQ�VWRUH��UHWDLOHUV�ZHUH�FOHDU�RQ�WKH�EHQH¿WV�WKH\¶G�UHDS�

• ����VDLG�FXVWRPHUV�ZRXOG�EH�PRUH�OLNHO\�WR�UHWXUQ�DQG�VKRS�DJDLQ�LQ�VWRUH

• ����FRQ¿UPHG�FXVWRPHUV�ZRXOG�IHHO�KDSSLHU�DW�WKH�SRLQW�RI�VDOH

• ����FLWHG�LQFUHDVHG�WUDQVDFWLRQV�SHU�KRXU��HTXDWLQJ�WR�LPSURYHG�SUR¿WV�UHVXOWLQJ�
IURP�ORZHU�FXVWRPHU�SXUFKDVH�DEDQGRQPHQW�DQG�LQFUHDVHG�DELOLW\�WR�FDSWXUH�
LQFUHPHQWDO�EXVLQHVV

• ����VDLG�LW�ZRXOG�GLIIHUHQWLDWH�WKHP�IURP�FRPSHWLWRUV

• ����FRQ¿UPHG�LW�ZRXOG�ERRVW�EXVLQHVV�HI¿FLHQF\�

³:KLFK�RI�WKHVH�ZRXOG�\RX�VHOHFW�DV�WKH�WRS�WKUHH�EHQH¿WV�IURP�LPSURYLQJ�
KRZ�\RX�PDQDJH�FXVWRPHU�TXHXLQJ�DQG�ZDLWLQJ"´��DVNHG�WR�DOO�GHFLVLRQ�
PDNHUV������UHVSRQGHQWV�

%XW�ZKHQ�LW�FRPHV�WR�LPSURYLQJ�KRZ�WKH\�PDQDJH�FXVWRPHU�TXHXLQJ�DQG�ZDLWLQJ�
LQ�VWRUH��WZR�WKLUGV�������RI�WKH�UHWDLOHUV�VXUYH\HG�FLWHG�GLI¿FXOWLHV�LGHQWLI\LQJ�ZKLFK�
WHFKQRORJ\�VROXWLRQV�WKH\�VKRXOG�VHOHFW�DQG�WKH�EHVW�ZD\�WR�LPSOHPHQW�WKHVH�WR�PDNH�
KHDGZD\�ZLWK�WKHLU�SODQV��0HDQZKLOH��MXVW�RYHU�KDOI�������DUH�VWUXJJOLQJ�WR�DSSO\�
SRWHQWLDO�WHFKQRORJ\�VROXWLRQV�WR�DFKLHYH�UHDO�LQQRYDWLRQ�DQG�GLIIHUHQWLDWLRQ�DQG�VWDQG�
RXW�IURP�WKH�FURZG�

56% 

44% 

40% 

34% 

31% 

31% 

30% 

28% 

6% 

Customers are more likely to return 

Customers feel happier at point of 

sale 

Increased transactions per hour 

Customers are more likely to leave 

feeling positive 

Differ from the competition 

Customers are more likely to 

engage with us as a store 

It will make us a more efficient 

business 

A higher average spend per 

transaction 

Good word of mouth reputation 
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Leveraging technology 
LQYHVWPHQWV�WR�GHOLYHU�D�
EHWWHU�FXVWRPHU�H[SHULHQFH
5HWDLOHUV�FRQ¿UP�WKH\¶UH�LQYHVWLQJ�KHDYLO\�LQ�NH\�WHFKQRORJLHV�WR�H[HFXWH�WKHLU�RYHUDOO�
EXVLQHVV�DQG�RSHUDWLRQDO�VWUDWHJLHV��(�FRPPHUFH��(',�DQG�(53�V\VWHPV�DORQJVLGH�
&50��ZDUHKRXVH�PDQDJHPHQW��PRELOH�FRPPHUFH�DQG�GHPDQG�SODQQLQJ�VRIWZDUH�DOO�
¿JXUH�RQ�WKH�LQYHVWPHQW�ODQGVFDSH�IRU�����RI�UHWDLOHUV��1HZ�WHFKQRORJ\�LQYHVWPHQWV��
OLNH�VRFLDO�FRPPHUFH��DUH�KLJK�RQ�WKH�SODQQHG�LQYHVWPHQW�DJHQGD�RI�����RI�UHWDLOHUV�

7KH�DSSHDO�RI�JHWWLQJ�LQYROYHG�ZLWK�WKH�PRVW�FXUUHQW�VRFLDO�WUHQG��EHFDXVH�LW¶V�µFRRO¶�
RU�EHFDXVH�FRPSHWLWRUV�KDYH�GRQH�LV�XQGHUVWDQGDEOH��+RZHYHU��OHDYLQJ�WKH�FXVWRPHU�
RXW�RI�WKH�HTXDWLRQ�ZKHQ�LW�FRPHV�WR�HQVXULQJ�WKDW�RQFH�LQ�VWRUH�WKH\�HQFRXQWHU�D�
VXSHUODWLYH�VHUYLFH�H[SHULHQFH�DW�WKH�WLOOV�RU�DQ\�RWKHU�VHUYLFH�SRLQW�ULVNV�PLVVLQJ�DQ�
LPSRUWDQW�RSSRUWXQLW\�WR�FDSLWDOLVH�RQ�WKH�FURVV�FKDQQHO�VWUDWHJ\�LQYHVWPHQW��,W�DOVR�
MHRSDUGLVHV�EUDQG�UHSXWDWLRQ�DQG�IXWXUH�FXVWRPHU�OR\DOW\�

)RU�H[DPSOH��ZKHQ�LW�FRPHV�WR�LPSURYLQJ�WKH�PDQDJHPHQW�RI�TXHXLQJ�DQG�ZDLWLQJ�
IRU�FXVWRPHUV�VKRSSLQJ�LQ�VWRUH������RI�UHWDLOHUV�GR�QRW�KDYH�D�EXIIHUHG�TXHXLQJ�
VROXWLRQ�LQ�SODFH�DQG�MXVW�����KDYH�LQYHVWHG�LQ�VHOI�VHUYLFH�NLRVNV�WR�DOORZ�FXVWRPHUV�
WR�LGHQWLI\�WKHPVHOYHV�DQG�WKHLU�QHHG�DQG�WR�VHOI�FKHFN�LQ��7KDW¶V�GHVSLWH�WKH�IDFW�
WKDW�UHWDLOHUV�DFNQRZOHGJH�LPSURYLQJ�WKLV�DVSHFW�RI�FXVWRPHU�VHUYLFH�GHOLYHU\�ZRXOG�
JHQHUDWH�LQFUHDVHG�FXVWRPHU�VDWLVIDFWLRQ�DQG�KLJKHU�VDOHV�

%RRVWLQJ�3R6�SHUIRUPDQFH�DQG�FXVWRPHU�VDWLVIDFWLRQ

:KHQ�LW�FRPHV�WR�SULRULWLVLQJ�ZKDW�RSHUDWLRQDO�LVVXHV�ZRXOG�KLW�WKHLU�EXVLQHVV�KDUG��
����RI�UHWDLOHUV�ZHUH�FOHDU�WKDW�PDLQWDLQLQJ�WKH�FRQWLQXRXV�RSHUDWLRQ�RI�VWDIIHG�WLOOV� 
LV�D�KLJK�SULRULW\�DQG�UDWHV�ULJKW�DORQJVLGH�HQVXULQJ�WKHLU�ZHEVLWH�VWD\V�RQOLQH�DQG� 
KLWFK�IUHH�������

7R�PD[LPLVH�RSHUDWLRQDO�HI¿FLHQF\�DQG�WDFNOH�FXVWRPHU�GLVVDWLVIDFWLRQ�ZLWK�LQ�VWRUH�
ZDLWLQJ�WLPHV�IRU�VHUYLFH��MXVW�����RI�UHWDLOHUV�DUH�FXUUHQWO\�HPSOR\LQJ�EXIIHUHG�
TXHXLQJ�V\VWHPV��7KHVH�TXHXH�PDQDJHPHQW�V\VWHPV�¿OWHU�FXVWRPHUV�WR�VHUYLFH�
SRLQWV�LQ�WLPH�RUGHU��XVLQJ�D�FDOO�IRUZDUG�WHFKQRORJ\�

7R�HQVXUH�RUGHUO\�VHUYLFH�GHOLYHU\�WKDW�HOLPLQDWHV�WKH�ULVN�RI�µTXHXH�MXPSLQJ¶�DQG�
LPSURYH�WKH�RYHUDOO�ZDLW�H[SHULHQFH������RI�UHWDLOHUV�KDYH�LPSOHPHQWHG�µFDVKLHU�
QXPEHU�WKUHH¶�VW\OH�YRLFH�DQQRXQFLQJ�WHFKQRORJ\��ZKLOH�����DUH�HPSOR\LQJ�YLUWXDO�
TXHXH�PDQDJHPHQW�V\VWHPV��$�YLUWXDO�TXHXH�PDQDJHPHQW�V\VWHP�FRXOG�EH�LQ�WKH�
IRUP�RI�D�VHUYLFH�UHFHLSW��WLFNHW��RU�D�PRELOH�DSS�DOORZLQJ�FXVWRPHUV�WR�EH�SODFHG�LQ�D�
YLUWXDO�TXHXH��

.HHSLQJ�FXVWRPHUV�KDSS\�DQG�HQJDJHG�DV�WKH\�TXHXH

9LUWXDO�TXHXLQJ�WHFKQRORJ\�VROXWLRQV��LQFOXGLQJ�606�DOHUWV�DUH�JDLQLQJ�WUDFWLRQ�ZLWK�
UHWDLOHUV��$�TXDUWHU�RI�VXUYH\�UHVSRQGHQWV�������KDYH�LPSOHPHQWHG�KROGLQJ�DUHDV�IRU�
FXVWRPHUV�DQG�DUH�XVLQJ�D�FDOO�IRUZDUG�V\VWHP�WR�GLUHFW�WKHP�WR�WKH�GHSDUWPHQW�RU�
VHUYLFH�SRLQW�WKH\�QHHG��$�IXUWKHU�����RI�UHWDLOHUV�DUH�ZRUNLQJ�ZLWK�WHFKQRORJLHV�WKDW�
FRPSHQVDWH�FXVWRPHUV�DV�WKH\�ZDLW�LQ�OLQH�ZLWK�UHZDUGV�

:KHQ�LW�FRPHV�WR�NHHSLQJ�FXVWRPHUV�SRVLWLYHO\�HQJDJHG�DV�WKH\�TXHXH�DQG�ZDLW������
RI�UHWDLOHUV�DUH�XWLOLVLQJ�PHGLD�VFUHHQV�WR�LQIRUP�FRQVXPHUV�RI�WKH�FXUUHQW�ZDLW�WLPH�RU�
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FRPPXQLFDWH�SURPRWLRQV�DQG�RIIHUV�WR�HQKDQFH�WKH�ZDLW�H[SHULHQFH��0HDQZKLOH������
RI�UHWDLOHUV�DUH�XVLQJ�WHFKQRORJ\�WR�DFWLYHO\�GHOLYHU�LQIRUPDWLRQ�XVHIXO�WR�FXVWRPHUV�DV�
WKH\�TXHXH�LQ�ZDLWLQJ�DUHDV�

7R�JHQHUDWH�LQFUHPHQWDO�VDOHV�HQJDJHPHQW�RSSRUWXQLWLHV�DQG�FDSWXUH�DWWHQWLRQ�DV�
FXVWRPHUV�TXHXH������RI�UHWDLOHUV�DUH�DFWLYHO\�HPSOR\LQJ�GLJLWDO�VLJQDJH�DQG�PHGLD�
WHFKQRORJLHV�WR�XQGHUWDNH�DGYHUWLVLQJ�PHVVDJLQJ�LQ�D�ELG�WR�LQÀXHQFH�FRQVXPHU�
EX\LQJ�EHKDYLRXUV�DQG�SXVK�XS�LQ�VWRUH�GZHOO�WLPHV�

8WLOLVLQJ�FRQVXPHU�EHKDYLRXU�DQDO\VLV

5HWDLOHUV�DUH�VZLWFKLQJ�RQWR�WKH�DGYDQWDJHV�RI�XVLQJ�WHFKQRORJ\�WR�WUDFN�DQG� 
DQDO\VH�FRQVXPHU�EHKDYLRXUV�ZKLOH�VKRSSLQJ�LQ�VWRUH��-XVW�RYHU�KDOI�RI�DOO�GHFLVLRQ�
PDNHU�UHVSRQGHQWV�������FRQ¿UP�WKH\�KDYH�LPSOHPHQWHG�WHFKQRORJ\�WKDW�DOORZV� 
WKHP�WR�WUDFN�FXVWRPHUV�ZLWKLQ�WKHLU�VWRUHV��DQDO\VH�WKLV�GDWD�DQG�VKDUH�WKHLU� 
¿QGLQJV�ZLWK�FROOHDJXHV��

1LQH�RXW�RI����UHVSRQGHQWV�������ZLWK�WKLV�DELOLW\�UHSRUW�WKH\�¿QG�WKLV�IDFLOLW\�YHU\�RU�
H[WUHPHO\�XVHIXO�DQG�FRQ¿UPHG�WKH\�KDYH�VHHQ��RU�H[SHFW�WR�VHH��VLJQL¿FDQW�EHQH¿WV�
IURP�WKHLU�WHFKQRORJ\�LQYHVWPHQW�

52% 

52% 

43% 

42% 

42% 

39% 

38% 

35% 

35% 

34% 

31% 

25% 

11% 

7% 

SMS text messaging 

Use of mobile devices 

Media screens in the queuing area 

Placing useful information in 

queuing/waiting areas 

Self-service kiosks 

Alerts 

Buffered queuing  

Voice announcing technology  

Advertising inside the queuing area 

Advising the current waiting time 

A ticketing system 

Virtual queuing  

Rewarding queue time 

None of the above 

³'R�\RX�XVH�DQ\�RI�WKH�IROORZLQJ�VROXWLRQV�LQ�VWRUH"´��DVNHG�WR�DOO�GHFLVLRQ�
PDNHUV������UHVSRQGHQWV�
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• ����FLWH�LQFUHDVHG�RSSRUWXQLWLHV�IRU�VDOHV

• ����FLWH�FXVWRPHUV�DUH�PRUH�OLNHO\�WR�HQJDJH�ZLWK�WKH�EUDQG�SURGXFWV

• ����FLWH�LQFUHDVHG�SUR¿WV

• ����FLWH�D�KLJKHU�DYHUDJH�VSHQG�SHU�WUDQVDFWLRQ�DQG�WKDW�FXVWRPHUV�DUH�PRUH�
OLNHO\�WR�HQMR\�EHLQJ�LQ�VWRUH�DQG�ZLOO�VWD\�ORQJHU

• ����FLWH�LW�JHQHUDWHV�JRRG�ZRUG�RI�PRXWK�UHSXWDWLRQ�

'HVSLWH�LQYHVWLQJ�LQ�EHKDYLRXUDO�WUDFNLQJ�WHFKQRORJLHV������RI�UHWDLOHUV�UHSRUW�FXUUHQWO\�
WKH\�DUH�XQDEOH�WR�XQGHUWDNH�H[WUDFW�YDOXH�IURP�WKHLU�GDWD�FROOHFWLRQ�DQG�DUH�XQDEOH�WR�
JHQHUDWH�WKH�LQWHOOLJHQFH�WKH\�QHHG�WR�DFKLHYH�DQWLFLSDWHG�JDLQV�

)XUWKHUPRUH��FRQFHUQV�DERXW�GDWD�SULYDF\�DQG�D�ODFN�RI�FOHDU�GLUHFWLRQ�DV�WR�KRZ�WR�
XVH�WKLV�GDWD�WR�DFKLHYH�FXVWRPHU�H[SHULHQFH�LPSURYHPHQWV�LV�KDPSHULQJ�����RI�
UHWDLOHUV�IURP�PD[LPLVLQJ�WKHLU�FXUUHQW�RU�DQWLFLSDWHG�LQYHVWPHQWV�LQ�WKHVH�WHFKQRORJLHV�
WR�SURPSW�FXVWRPHUV�WR�OHDYH�WKHLU�PRELOH�SKRQH�QXPEHU�LQ�D�VHOI�VHUYLFH�NLRVN��
EURZVH�WKH�VWRUH�DQG�DZDLW�DQ�606�DOHUW�ZKHQ�D�VWDII�PHPEHU�EHFRPHV�IUHH�

$V�D�UHVXOW��UHWDLOHUV�DUH�PLVVLQJ�D�VLJQL¿FDQW�WULFN�ZKHQ�LW�FRPHV�WR�XQGHUVWDQGLQJ�
KRZ�KLJK�GHPDQG�SHDNV�DIIHFW�WKH�FXVWRPHU�MRXUQH\�WKURXJK�WKHLU�VWRUHV�RU�LGHQWLI\�
3R6�SUHVVXUH�SRLQWV�DQG�DUH�XQDEOH�WR�JDLQ�WKH�LQVLJKWV�WKH\�QHHG�RQ�FXVWRPHU�DUULYDO�
DQG�LQ�VWRUH�QDYLJDWLRQ�WR�PDNH�LPSURYHPHQWV�WR�GHSDUWPHQWDO�SURFHVVHV�RU�XSJUDGH�
ÀRRU�VSDFH�FKDUDFWHULVWLFV�DQG�OD\RXW��

5HWDLOHUV�WKDW�IDLO�WR�FRQQHFW�WKHLU�VHOI�VHUYLFH�NLRVNV�ZLWK�WKHLU�&50�LQYHVWPHQWV�DV�
DOVR�DW�D�ELJ�GLVDGYDQWDJH��,QWHJUDWLQJ�WKH�WZR��DORQJ�ZLWK�PRELOH�VROXWLRQV�SRZHUV�D�
SHUVRQDOLVHG�DQG�VHDPOHVV�MRXUQH\�WKDW�WKH�FXVWRPHUV�FOHDUO\�GHVLUH�

)LQDOO\��WKH\�DUH�DOVR�IDLOLQJ�WR�FDSWXUH�LQFLVLYH�LQWHOOLJHQFH�RQ�FXVWRPHU�GHPRJUDSKLFV�
DW�LQGLYLGXDO�ORFDWLRQV�ZKLFK�LQ�WXUQ�ZRXOG�VXSSRUW�HQKDQFHG�DQG�KLJKO\�ORFDOLVHG�
SURGXFW�PHUFKDQGLVLQJ�
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&RQFOXGLQJ�REVHUYDWLRQV
5HWDLOHUV�DUH�KLJKO\�FRPPLWWHG�WR�NHHSLQJ�FXVWRPHUV�VDWLV¿HG��DFNQRZOHGJLQJ� 
WKDW�D�JRRG�RYHUDOO�FXVWRPHU�H[SHULHQFH�HTXDWHV�WR�LQFUHDVHG�VDOHV�DQG�JUHDW�
FXVWRPHU�OR\DOW\�

%XW�HQVXULQJ�WKDW�WKHLU�FXVWRPHUV�H[SHULHQFH�UHPDLQV�FRQVLVWHQW��SRVLWLYH�DQG�WUXH�WR�
EUDQG�YDOXHV�DFURVV�WKH�PXOWLWXGH�RI�FKDQQHOV�WKH\�SURYLGH�±�IURP�VKRS�ÀRRU�WR�PRELOH�
DSS�±�LV�SURYLQJ�D�UHDO�FKDOOHQJH�IRU�UHWDLOHUV�

*HWWLQJ�LW�ULJKW�FRXQWV��EHFDXVH�ZKLOH�RQH�WKLUG�������RI�FRQVXPHUV�VDLG�WKH\¶G�
VWRSSHG�VKRSSLQJ�ZLWK�D�UHWDLOHU�LQ�WKH�ODVW�\HDU�DV�D�UHVXOW�RI�D�EDG�H[SHULHQFH�
RYHU�KDOI�������FRQ¿UPHG�LWV�WKH�UHDVRQ�WKH\¶YH�DEDQGRQHG�D�UHWDLOHU�LQ�WKH�SDVW��
&XVWRPHUV�H[SHFW�VOLFN�H[HFXWLRQ�ZKDWHYHU�FKDQQHO�WKH\�XVH�±�DQG�WKDW¶V�HVSHFLDOO\�
WUXH�RI�WKH�SK\VLFDO�VWRUH�

,I�UHWDLOHUV�ZDQW�WR�HQVXUH�WKHLU�GLJLWDO�LQ�VWRUH�FURVVRYHU�VWUDWHJ\�\LHOGV�DQWLFLSDWHG�
EUDQG�DQG�UHYHQXH�WUDFWLRQ��LPSURYLQJ�WKH�ZD\�WKH\�PDQDJH�FXVWRPHU�TXHXLQJ��
ZDLWLQJ�DQG�LQ�VWRUH�MRXUQH\V�LV�LPSRUWDQW��(YHQ�EHWWHU��HOLPLQDWLQJ�FXVWRPHU�ZDLW�WLPHV�
DQG�JHQHUDWLQJ�RSSRUWXQLWLHV�IRU�PRUH�SRVLWLYH�LQ�VWRUH�LQWHUDFWLRQV�E\�RUFKHVWUDWLQJ�
WKH�FXVWRPHU�MRXUQH\�VKRXOG�EHFRPH�D�SULRULW\�

%XW�ZKLOH�����RI�UHWDLOHUV�DFNQRZOHGJH�WKDW�LPSURYLQJ�WKH�RYHUDOO�FXVWRPHU�
H[SHULHQFH�RI�WKHLU�EUDQG�DFURVV�HYHU\�WRXFK�SRLQW�LV�D�WRS�SULRULW\��UHWDLOHUV�DOVR�
FRQ¿UP�WKDW�D�ODFN�RI�NQRZOHGJH�������DQG�LQ�KRXVH�VNLOOV�������PHDQV�WKH\¶UH�
XQDEOH�WR�LPSOHPHQW�WKH�WHFKQRORJ\�WKDW�ZRXOG�DGGUHVV�WKH�WRS�TXHXLQJ�DQG�ZDLWLQJ�
LVVXHV�WKDW�IUXVWUDWH�FXVWRPHUV�ZKHQ�VKRSSLQJ�LQ�VWRUH�±�H[WHQGHG�ZDLW�WLPHV��XQIDLU�
TXHXLQJ�EHKDYLRXUV��EHLQJ�XQDEOH�WR�ORFDWH�NH\�VHUYLFH�SRLQWV�RQ�DUULYDO�LQ�VWRUH�

Qmatic perspective

7RGD\¶V�UHWDLOHUV�QHHG�WR�HPSRZHU�FRQVXPHUV�DQG�VWDII�WR�GLIIHUHQWLDWH�WKH�
in-store experience:

• 6HOI�VHUYLFH�NLRVNV�RIIHU�FXVWRPHUV�WKH�RSWLRQ�WR�OHDYH�WKHLU�PRELOH�SKRQH�
QXPEHU�DQG�EURZVH�WKH�VWRUH�ZKLOH�DZDLWLQJ�DQ�606�DOHUW�WKHLU�LWHP�LV�
UHDG\�IRU�FROOHFWLRQ�VWRUH�DVVLVWDQW�LV�DYDLODEOH��7KH�OLNHOLKRRG�WKDW�WKH\�
ZLOO�H[HUFLVH�WKHLU�ULJKW�WR�OHDYH�GXH�WR�ORQJ�ZDLW�WLPHV�WKHQ�GHFUHDVHV�DQG�
WKH�FXVWRPHUV�WKDW�ZDON�DURXQG�LQ�WKH�VWRUH�DUH�PRUH�OLNHO\�WR�EX\�PRUH��
9LUWXDO�TXHXLQJ�V\VWHPV�DOHUW�VWDII�ZKHQ�FXVWRPHUV�DUH�ZDLWLQJ�DQG�VHHNLQJ�
KHOS��7KLV�HPSRZHUV�FXVWRPHUV�ZLWK�D�IHHOLQJ�WKDW�WKDW�WKH\�KDYH�QRW�EHHQ�
IRUJRWWHQ��HQVXULQJ�WKDW�WKH\�DUH�NQRZQ��YDOXHG�DQG�EHLQJ�WUHDWHG�IDLUO\��

• &URVV�FKDQQHO�DSSRLQWPHQW�VHUYLFHV�HQDEOH�VWRUHV�WR�EDODQFH�FXVWRPHU�
DFFHVV�WR�VWDII�H[SHUWV�DW�OHVV�EXV\�WLPHV�RI�WKH�GD\��

• ,PSOHPHQW�µ9RLFH�RI�WKH�&XVWRPHU¶��9R&��WHFKQRORJLHV�WKDW�DOORZ�FXVWRPHUV�
WR�HYDOXDWH�WKHLU�H[SHULHQFH�ZKLOH�LQ�VWRUH��XWLOLVLQJ�WRXFK�VFUHHQV�RU�WKHLU�
RZQ�PRELOH�GHYLFH���JHQHUDWLQJ�YDOXDEOH�FRQWLQXRXV�IHHGEDFN�RQ�FXVWRPHU�
VDWLVIDFWLRQ�IRU�RSHUDWLRQDO�VWRUH�WHDPV��,W�DOVR�HPSRZHUV�VWDII�PHPEHUV�WR�
WDNH�GHFLVLRQV�LQ�UHDO�WLPH�UDWKHU�WKDQ�ZDLWLQJ

• 0DWFK�WKH�EHVW�VNLOOHG�VWDII�UHVRXUFHV�WR�WDON�WR�WKH�ULJKW�FXVWRPHUV�DW�WKH�
ULJKW�WLPH�WR�HQJHQGHU�FXVWRPHU�VHUYLFH�SURYLGHU�WUXVW

• 0DS�DQG�RSWLPLVH�VWRUH�ZRUNIRUFH�SODQQLQJ�DQG�GHYHORSPHQW�DFFRUGLQJ�WR�
VHUYLFH�OHYHO�NH\�SHUIRUPDQFH�LQGLFDWRUV��.3,V��
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$V�����RI�UHWDLOHUV�ZKR�KDYH�VXFFHVVIXOO\�LPSOHPHQWHG�FXVWRPHU�EHKDYLRXU� 
WUDNLQJ�DQG�DQDO\VLV�VROXWLRQV�GHPRQVWUDWH��DQ�LQ�GHSWK�NQRZOHGJH�RI�KRZ�FXVWRPHUV�
PRYH�WKURXJK�VWRUHV�DQG�WKHLU�VKRSSLQJ�SUHIHUHQFHV�DQG�LQ�VWRUH�EHKDYLRXUV�PDNHV� 
LW�SRVVLEOH�WR�LPSOHPHQW�QHZ�VWRUH�OD\RXW�FKDQJHV��LPSURYH�VWRFN�ORFDOLVDWLRQ�� 
LQLWLDWH�PRELOH�YRXFKHULQJ�DQG�DOOHYLDWH�TXHXLQJ�SUHVVXUH�SRLQWV��$OO�RI�ZKLFK�
JHQHUDWHV�LQFUHDVHG�LQ�VWRUH�SXUFKDVLQJ��HQKDQFHG�FXVWRPHU�VDWLVIDFWLRQ�DQG�JUHDWHU� 
UHWXUQ�IRRWIDOO�

2YHUDOO��ZKHQ�LW�FRPHV�WR�WKH�UHWDLO�H[SHULHQFH��WKHUH�VHHPV�WR�EH�GLVSDULW\�EHWZHHQ�
ZKDW�FXVWRPHUV�ZDQW�DQG�H[SHFW��DQG�ZKDW�UHWDLOHUV�DUH�GHOLYHULQJ�RU�H[SHFW�WR�GHOLYHU�

'HVSLWH�WKH�IDFW�WKDW�����RI�UHWDLOHUV�EHOLHYH�WKH\¶UH�GRLQJ�ZHOO�RYHUDOO�ZKHQ�LW�FRPHV�
WR�GHOLYHULQJ�D�JRRG�FXVWRPHU�H[SHULHQFH������RI�FRQVXPHUV�LQGLFDWH�WKDW�D�SRRU�
H[SHULHQFH�LQ�WKH�SDVW�KDV�UHVXOWHG�LQ�WKHP�QR�ORQJHU�VKRSSLQJ�ZLWK�D�UHWDLOHU��$VNHG�
WR�UDQN�WKHLU�WRS�FDXVHV�RI�VKRSSLQJ�IUXVWUDWLRQ������RI�FRQVXPHUV�UDWHG�ZDLWLQJ�LQ�
ORQJ�TXHXHV�LQ�VWRUHV�DV�WKHLU�VHFRQG�PRVW�VLJQL¿FDQW�DQQR\DQFH��:KHQ�LW�FRPHV�

Qmatic perspective

• ,QWHJUDWH�WKH�GLJLWDO�FXVWRPHU�H[SHULHQFH�ZLWK�WKH�IDFH�WR�IDFH�H[SHULHQFH��
RIIHU�RQOLQH�DSSRLQWPHQW�ERRNLQJ�VHUYLFH��UHVHUYH�µRUGHU�RQOLQH�FROOHFW�LQ�
VWRUH¶�SLFN�XS�WLPHV�WKDW�FXW�ZDLW�WLPHV

• 'HSOR\�PRELOH�DSSOLFDWLRQV�WKDW�PDNH�LW�HDV\�IRU�FXVWRPHUV�WR�ORFDWH�DQG�
DFFHVV�VWRUHV�DW�D�WLPH�RI�WKHLU�FKRRVLQJ

• *LYHQ�WKDW�D�PDMRULW\�RI�FXVWRPHUV�HQWHU�VWRUHV�ZLWK�RQO\�D�URXJK�LGHD�ZKDW�
WR�EX\��WKH\�DUH�LQFUHGLEO\�LPSUHVVLRQDEOH�ZKHQ�WKH\�DUH�LQ�WKH�VWRUH��,Q�
VWRUH�PRELOH�FKHFN�LQ�VXSSRUWV�GHOLYHU\�RI�SHUVRQDOLVHG�RIIHUV��UHOHYDQW�WR�
RQOLQH�SXUFKDVLQJ�EHKDYLRXUV�GHVLUHV

• &RQWH[W�PDUNHWLQJ�YLD�LQ�VWRUH�GLJLWDO�VLJQDJH�FDQ�EH�WDLORUHG�WR�FXVWRPHUV��
EDVHG�RQ�WKHLU�VHUYLFH�VHOHFWLRQV�DQG�LQGLYLGXDO�MRXUQH\�WKURXJK�WKH�VWRUH

• &RPELQH�LQQRYDWLYH�WHFKQRORJLHV�OLNH�$SSOH�L%HDFRQV�ZLWK�D�FXVWRPHU�
MRXUQH\�PDQDJHPHQW�V\VWHP�WR�JLYH�FXVWRPHUV�HQWHULQJ�D�UHWDLO�ORFDWLRQ�
UHDO�WLPH�LQIRUPDWLRQ�RQ�FXUUHQW�ZDLW�WLPHV��RSWLRQV�WR�WDNH�D�YLUWXDO�WLFNHW�WR�
D�TXHXH��VHOHFW�DQG�UHTXHVW�D�VHUYLFH�IURP�GHSDUWPHQWDO�VDOHV�VSHFLDOLVWV�
DV�WKH\�DUULYH�LQ�VWRUH��UHTXHVW�VWDII�KHOS�DQG�UHFHLYH�DOHUWV�DV�VWDII�PHPEHU�
PDNHV�WKHLU�ZD\�WR�WKH�FXVWRPHU�ORFDWLRQ�

Qmatic perspective

• ,PSOHPHQW�EXVLQHVV�DQDO\VLV�RI�LQ�VWRUH�SHUIRUPDQFH�DJDLQVW�.3,V�WR�¿QH�
WXQH�RSHUDWLRQV��EDODQFH�VWDI¿QJ�GHSOR\PHQWV��GHOLYHU�UHDO�WLPH�XSGDWHV�WR�
ÀRRU�SHUVRQQHO�DQG�PDWFK�VWDII�H[SHUWLVH�WR�FXVWRPHU�QHHGV

• ,Q�VWRUH�FKHFN�LQ�HQDEOHV�UHWDLOHUV�WR�FRQYHUW�VWRUH�YLVLWV�LQWR�LQFUHPHQWDO�
UHYHQXH�RSSRUWXQLWLHV�ZLWK�JHW�VWDII�LQ�IURQW�RI�WKH�ULJKW�FXVWRPHU��ZLWK�WKH�
ULJKW�VNLOOV�DQG�ULJKW�SURPRWLRQ

• 8WLOLVH�&XVWRPHU�-RXUQH\�'LVFRYHU\�RU�µVDIDUL¶�WRROV�WR�XQGHUVWDQG�FXVWRPHU�
WRXFK�SRLQWV�DQG�LPSURYH�WKH�FXVWRPHU�H[SHULHQFH��HYDOXDWH�KRZ�FXVWRPHUV�
LQWHUDFW�LQ�VWRUH�DQG�LGHQWLI\�LPSURYHPHQW�RSSRUWXQLWLHV��



Page 16 A Qmatic Research Paper

7R��QG�RXW�PRUH�DERXW�KRZ�4PDWLF�FRXOG�KHOS�
\RXU�5HWDLO�EXVLQHVV��FRQWDFW�

$GGUHVV
4PDWLF�8.��'HUZHQW�+RXVH�
*URXQG�)ORRU��8QLYHUVLW\�:D\�
&UDQ¿HOG�7HFKQRORJ\�3DUN�
%HGIRUGVKLUH�0.����$=

Phone:
������������������

Email:
PDUNHWLQJ�XN#TPDWLF�FRP

:HEVLWH�
ZZZ�TPDWLF�FRP�XN

7ZLWWHU�
ZZZ�WZLWWHU�FRP�4PDWLFB8.

$ERXW�4PDWLF
4PDWLF�OHDGV�WKH�ZD\�LQ�PD[LPLVLQJ�IDFH�WR�IDFH�FXVWRPHU�WRXFK�SRLQW�RSSRUWXQLWLHV��4PDWLF¶V�VROXWLRQV�LQWHJUDWH�WKH�YLUWXDO�RQ�OLQH�DQG�WKH�UHDO�ZRUOG��WR�
KHOS�JHQHUDWH�D�VHDPOHVV�FXVWRPHU�H[SHULHQFH��7R�FUHDWH�WKH�RSWLPXP�&XVWRPHU�([SHULHQFH�0DQDJHPHQW��&(0��VROXWLRQ��EDVHG�RQ�WKH�FRPSDQ\¶V�PDUNHW�
OHDGLQJ�VRIWZDUH�DQG�KDUGZDUH�VROXWLRQV��4PDWLF�KDV�LQYHQWHG�DQG�XVHV�RXU�&XVWRPHU�)ORZ�0DQDJHPHQW��&)0��PHWKRGRORJ\��)URP�PDQDJLQJ�WKH�FXVWRPHU�
MRXUQH\�WR�FROOHFWLQJ�LQVLJKWV�IURP�DFURVV�D�VSHFWUXP�RI�FXVWRPHU�LQWHUDFWLRQV��4PDWLF�HQDEOHV�UHPDUNDEOH�FXVWRPHU�H[SHULHQFHV�UHVXOWLQJ�LQ�EUDQG�OR\DOW\�
DQG�VXSHULRU�FXVWRPHU�VDWLVIDFWLRQ��:LWK�OHDGLQJ�SRVLWLRQV�LQ�)LQDQFH��5HWDLO��+HDOWKFDUH�DQG�3XEOLF�VHFWRUV��4PDWLF�RIIHUV�D�JOREDO�IRRWSULQW��RSHUDWLQJ�LQ�RYHU�
����FRXQWULHV�WKURXJK�VXEVLGLDULHV�DQG�SDUWQHU�QHWZRUN�

�������4PDWLF�*URXS��$OO�ULJKWV�UHVHUYHG�� ������URWO�����

WR�UHVROYLQJ�WKH�LQ�VWRUH�IUXVWUDWLRQV�RI�VKRSSHUV��UHWDLOHUV�DSSHDU�KDPVWUXQJ�E\�
LQGHFLVLRQ�DQG�D�ODFN�RI�FODULW\�LGHQWLI\LQJ�ZKDW�WKHLU�LQYHVWPHQW�SULRULWLHV�VKRXOG�EH�
ZKHQ�LW�FRPHV�WR�LPSOHPHQWLQJ�VROXWLRQV��$V�D�¿UVW�VWHS��UHWDLOHUV�QHHG�WR�SXW�EXVLQHVV�
LQWHOOLJHQFH�FDSDELOLWLHV�LQWR�SOD\�WR�JDLQ�WKH�LQVLJKWV�DQG�NQRZOHGJH�WKH\�QHHG�WR�
EHWWHU�DOLJQ�WKH�LQ�VWRUH�FXVWRPHU�H[SHULHQFH�ZLWK�FXVWRPHU�H[SHFWDWLRQV�

$SSHQGL[����0HWKRGRORJ\

7KLV�4PDWLF�VXUYH\�ZDV�FRQGXFWHG�LQ�)HEUXDU\������E\�9DQVRQ�%RXUQH��DQ�
LQGHSHQGHQW��WUXVWHG�DQG�VSHFLDOLVW�WHFKQRORJ\�PDUNHW�UHVHDUFK�SURYLGHU��7KH�
FRPSDQ\�FRQGXFWHG�RQOLQH�LQWHUYLHZV�ZLWK�����UHWDLO�GHFLVLRQ�PDNHUV�LQ�RUJDQLVDWLRQV�
ZLWK�����RU�PRUH�HPSOR\HHV�DQG�ZKLFK�KDYH�ERWK�RQOLQH�DQG�RIÀLQH�VDOHV�FKDQQHOV��
2I�WKRVH�EXVLQHVVHV�����KDG���������HPSOR\HHV������KDG�EHWZHHQ�������DQG�
������DQG�����KDG�PRUH�WKDQ�������HPSOR\HHV��7KH�LQWHUYLHZV�ZHUH�FRQGXFWHG�ZLWK�
���,7�GHFLVLRQ�PDNHUV�DQG����EXVLQHVV�GHFLVLRQ�PDNHUV�

,Q�DGGLWLRQ��RQOLQH�LQWHUYLHZV�ZHUH�FRQGXFWHG�ZLWK�����FRQVXPHUV�ZKR�VKRS�XVLQJ�
RQOLQH�DQG�RIÀLQH�FKDQQHOV��2I�WKRVH�VXUYH\HG�����ZHUH�������\HDUV������ZHUH�
������\HDU�ROGV�DQG�����ZHUH�������\HDU�ROGV��������\HDU�ROGV�DQG����\HDUV�DQG�
RYHU��7KH�GHPRJUDSKLF�ZDV�HYHQO\�VSOLW�EHWZHHQ�PDOH�DQG�IHPDOH�UHVSRQGHQWV�����
UHVSRQGHQWV�ZHUH�IURP�WKH�1RUWK�(DVW�RI�(QJODQG�����IURP�WKH�1RUWK�:HVW�����IURP�
<RUNVKLUH�DQG�+XPEHUVLGH�����IURP�WKH�(DVW�0LGODQGV�����IURP�WKH�:HVW�0LGODQGV�����
IURP�WKH�(DVW�RI�(QJODQG�����IURP�WKH�6RXWK�:HVW�����IURP�:DOHV�����IURP�6FRWODQG�
DQG����IURP�1RUWKHUQ�,UHODQG�


