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Introduction

Background

Within a matter of weeks, the Coronavirus 
pandemic has changed the world as we 
know it. Across America and much of the 
world, people must socially distance and limit 
their time in public. Many businesses have 
had to close their doors, leaving them with 
limited opportunities to service and engage 
with their customers. ‘Essential’ business 
types and healthcare locations that remain 
open are experiencing entirely new behaviors
amongst their customers and are having to 
heavily adapt their operations to prioritize 
public health.

With key scientific discoveries yet to be 
made (such as a Covid-19 vaccine, antibody 
testing and knowledge of human risk and 
immunity potential to the virus), nobody 
knows how long this new way of life will 
continue. 

It is possible that, for at least a year, social 
distancing measures will alleviate and tighten 
in waves and that, as a result of new health 
and economic concerns, customers will have 
new needs and methods of interacting with 
businesses. 

To support their customers’ new needs and 
to prioritize public health, modern businesses 
therefore need to find new ways to service 
their customers for the coming 12 months or 
beyond.

About our survey

To assist organizations in understanding and 
supporting their customers during the Covid-
19 pandemic, we at Qudini undertook a 
survey of 2,028 US consumers to 
understand; how their interaction behaviors 
were changing and how they wanted to 
engage with businesses within this new 
world.

Our questions centered around understanding: 

1. How customers are changing their behavior
with regards to going out in public?

2. Which types of businesses are people 
avoiding or still interacting with?

3. Which types of businesses would 
customers appreciate remote service from 
and via which channels?

Our survey questioned consumers on their 
opinions across a variety sectors, including 
healthcare, retail, banking, government offices, 
education providers, fitness providers and 
service providers (such as financial 
accountants and utilities providers). 

This report presents findings on how, during 
Covid-19, Americans are interacting with 
public sector organization including:

• Government offices,

• Education providers.
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Executive summary

How Americans want to interact

People are avoiding trips to government offices and education providers and would prefer 
virtual service.

Our survey found:

• 82% of respondents are avoiding education providers and government services.

• 60% of typical users of government/council offices want remote service by phone or video.

• 57% of GenZ want access to support from teachers and tutors by video, while 45% want 
access to tutor support by phone.

• Interest in video service from education providers is particularly high with Baby Boomers.
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American consumer behaviors are changing during Covid-19

As the Coronavirus outbreak continues to spread, the vast majority of US consumers are 
avoiding making non-essential trips to stores and other public places.

Our survey found:
• 30% of consumers have fully eliminated non-essential trips to stores, and a further 

52% have heavily reduced trips. 

• US regions are behaving relatively similarly, yet hard-hit states such as New York, 
New Jersey and California are more likely to eliminate or reduce trips.

• Trips to grocery stores or pharmacies are more common than trips to bank branches
or doctors clinics. 



About the Author

Passionate about business, fintech, retail and brands, Imogen is a 
thought-leader within retail, banking and the business world. She has 
been recognized for her achievements on the Forbes 30 under 30 list.

Imogen Wethered | Founder and CEO | Qudini

Qudini offer unique customer experience solutions centered on helping organizations to 
improve their profitability and drive lasting brand relevance by enabling them to a) connect 
customers to their services, b) improve their operations and c) capture game-changing 
insights. 

Their software suite includes market-leading enterprise-grade solutions for: 

About Qudini

• Appointment Scheduling

• Queue Management

• Task Management

• Event Management

Support customers at home with:
• Easy virtual appointments 

• Effortless online webinar event booking

Within the new Covid-19 world, the Qudini solutions can enable organizations to better 
service their customers both online and offline, in order to improve relationships while 
ensuring social distancing and maximum public safety. 

Covid-19 support from Qudini

Ensure on-site social distancing and public health 
prioritization through:
• Streamlined queue management

• Simple visit time-slot bookings

• Efficient in-person appointments

• HQ to store tasks and communications
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Report Section 1: 

How Americans are changing 
their behaviors as a result of 

Covid-19
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The Coronavirus has substantially impacted how 
Americans interact in the world

As we expected, Coronavirus has had a 
substantial impact on the way all Americans 
are interacting with the world. 30% of US 
consumers have fully eliminated non-
essential trips to stores and other public 
places as a result of the Coronavirus 
outbreak, while 52% have heavily reduced 
trips. 14% have to some extent reduced their 
trips, while only 4% have not changed their 
behavior at all.

Our insights found that men are 24% more 
likely to fully eliminate non-essential trips 
than women. But on average, both are 
equally as likely to fully eliminate or heavily 
reduce non-essential trips.

Of all demographics surveyed, Baby Boomers 
are the least likely to eliminate their non-
essential trips during the Coronavirus period, 
with only 22% of Baby Boomer respondents 
admitting to fully eliminating non-essential 
trips to stores and other public places. This is 
31% less than younger demographics, with 
GenZ, Millennial and GenX respondents all 
behaving largely similarly, with 32% fully 
eliminating their non-essential trips on 
average. 

Of all the groups, GenZs and Baby Boomers 
are the least likely demographics to comply 
with social distancing by either reducing or 
fully eliminating non-essential trips. It is 
worth pointing out that the behaviors of 
GenZ respondents could in some part be 
influenced by their Baby Boomer parents. 

These insights are interesting considering the 
Baby Boomer demographic is most at risk 
from the virus. The insights suggest that 
perhaps younger demographics are more 
concerned with protecting the health of older 
generations than older generation are with 
protecting themselves. Alternatively, younger 
generations could be more conscious and 
aware of the Coronavirus risk than older 
demographics.

Reduction of non-essential trips:
Overall response

The following Charts show 2,028 US consumer 
responses to:

Question 1: “Have you reduced trips to non-
essential stores and other public places since the 
Coronavirus outbreak?”

Response by age generation:
Eliminated and reduced
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When segmenting our insights by industry, 
we found that legal professionals are taking 
public health guidelines the most seriously, 
with 58% having fully eliminated their non-
essential trips. This serves as an average of 
twice that of respondents from most other 
industries. In comparison, IT & telecoms,
followed by HR industry professionals, have 
been the least likely to fully eliminate non-
essential trips.

Our insights also showed a correlation 
between higher earning individuals and the 
greater likelihood of eliminating and reducing 
their non-essential trips as a result of the 
Coronavirus outbreak.

When looking at location, our insights shows 
that the USA regions are, to a large extent, 
behaving similarly. With respondents from 
the Northeast (34%) followed by the West 
(30%) and the Midwest (30%), proving the 
most likely to fully eliminate their non-
essential trips to stores and other public 
areas. Southwest and Southeast respondents 
are slightly less likely to fully eliminate non-
essential trips by an average of 13%. They 
are also slightly more likely to not reduce 
their non-essential trips at all, with 6% of 
respondents in the Southwest having not 
reduced their non-essential trips, which is 
double that of the 3% in the Northeast and 
West regions.

By state, residents in Washington (43%), 
New Jersey (39%) and New York (38%) are 
most likely to fully eliminate their non-
essential trips to stores and other public 
places. Across the other 10 largest populated 
states, an average of 24% - 30% are 
reducing their non-essential trips. 

Across the 12 largest states by population, 
81% of people are either fully eliminating or 
heavily reducing their non-essential trips to 
stores and other public places. The rate of 
elimination/reduction is highest in New Jersey 
(91%), Michigan (85%), Virginia (84%), 
California (84%) and New York (84%). Rates 
are lowest in Texas (71%) and Georgia 
(73%).

Reduction of non-essential trips: 
Response by industry: Fully eliminated

Reduction of non-essential trips: 
Response by household income: Fully eliminated

Reduction of non-essential trips: 
Response by USA region

Reduction of non-essential trips: 
Response by USA region: Eliminated or reduced
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Report Section 3: 
How Americans want to interact 

with Government offices and 
education providers during 

Covid-19
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During Covid-19, Americans want remote video and 
phone service from government and education providers

For government services and education 
providers in the US, outside of the Covid-19 
outbreak, 62% of people considered 
government offices an applicable service that 
they might usually visit, while 56% had 
regular interaction with schools and 46% 
with colleges (likely as students or parents of 
students).

Our survey found that during Covid-19, an 
average of 82% of Americans have been 
avoiding education providers and 
government services and only 4% are 
continuing to visit these services as normal.

Customers of these services want virtual 
service as follows:

Government offices: 60% of typical users 
want remote service by phone or video. 
Across all generations, 48% want service by 
phone, while an average of 20% want service 
by video. 22% of Millennial, GenZ and GenX
users want virtual service over video, while 
12% of Baby Boomers want virtual video 
services. 

Schools and colleges: 57% of GenZ users 
want access to support from their teachers 
and tutors by video, while 45% want access 
to tutor support by phone. In comparison, of 
the Millennial and GenX respondents in 
education themselves or with children in 
education (60% of survey respondents), 36% 
want access to teacher/tutor services by 
phone and 47% want service over video. 

Amongst the Baby Boomer respondents over 
the age 55 with children or grandchildren in 
education, 23% said that virtual tutor service 
by video would be useful, while 19% said 
phone service would be useful.

Of all the industries we analyzed, education is 
the only industry where respondents of all 
ages indicated that service by video is a 
greater priority to service by phone.

Business types normally visited by Americans

Avoidance of different education and 
government services providers during Covid-19 

Generational interest in remote video and phone 
service from education providers 

Overall interest in remote video and phone 
service from government offices

Government /
Council offices

School teacher /
tutors

College teachers /
tutors

Government /
Council offices

School teacher /
tutors

College teachers /
tutors

Government /
Council offices
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To support British people during this difficult 
time while enabling essential social 
distancing during Covid-19, government 
services and education providers need to 
offer virtual services by phone or video.

The proportion of Americans across all age 
demographics stating that they want to 
access virtual service by phone and video 
indicates that these insights may extend 
beyond the Coronavirus outbreak.

Could Coronavirus be a catalyst to a new 
future of federal and state government, 
where Americans can seamlessly access 
virtual service online?

Providing virtual services would also hugely 
benefit government service providers, 
through improving attendance rates and 
reducing the operational requirements 
associated with physical service. 

Could education providers better support 
their students and parents through opening 
up the opportunity for them to engage with 
teachers and tutors at any time?

At Qudini, we offer virtual Appointment 
Scheduling software that will enable any 
government organization to ignite their 
remote virtual service offerings within a 
matter of days. 

Outside and within the Coronavirus outbreak, 
we’ve been helping leading healthcare 
organizations, retailers and banks to deliver 
pioneering omni-channel strategies to offer 
service to their customers online. Our clients 
include the NHS, Samsung, Tesco, NatWest, 
amongst a number of government council 
offices.

Covid-19 could be a catalyst for a new future where 
government service is more frequently accessed online
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How Qudini can help your organization 
during Covid-19
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All through our market 

leading solutions for:

• Appointment Scheduling

• Queue Management

• Task Management

• Event Management

Minimize prescription collection time by 
enabling patients to receive SMS updates
with their prescription’s 
status. On collection 
enable them to check-in 
so staff can bring their 
prescription to them.

Fast prescription collections 

Provide patients with telephone and 
video service that they can easily 
access by scheduling 
appointments or 
joining a virtual 
queue.

Easy virtual appointments
Engage and advise many customers at 
once by enabling customers to easily
discover, book 
and attend 
online webinar 
events.

Effortless online webinar bookings 

Reduce the number of patients on-site 
whilst minimizing patient time in line
by enabling them to 
join virtual queues 
and receive updates 
when their turn 
arises.

Streamlined queue management

Reduce the number of patients on-site at 
once by opening-up fixed visit time-slots that
patients can book 
onto online. Offer 
dedicated time slots 
to your vulnerable at-
risk demographics.

Simple visit time-slot booking
Minimize patient time in practice for those 
who need in-person services by enabling
them to schedule 
fixed appointments.

Efficient in-person appointments

Help your stores to navigate health 
guidelines and to stay motivated by
enabling head 
office to easily 
communicate 
tasks, resources 
and messages to 
them.

HQ to store task communications

We work with leading global brands



Thank you for reading
We hope you found this report useful for 
navigating the year ahead.

We also have sector reports for: 

• Healthcare
• Retail and Retail Banking
• Fitness providers
• Service providers (home utilities, 

accountants and beyond)

These are available by contacting 
info@qudini.com.

During April 2020 we will also be 
presenting these insights in a series of 
webinars found on our Resources section 
on www.qudini.com.
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