
How retailers can safely 
stay open for business 
during Covid-19

A survey ran by leading global retail tech company.

Based on insights from a survey 
of 2,000 British consumers



About the 2,000 UK consumer survey 

Coronavirus has changed the world as we know it. Many stores have had to close shop, causing mass job 
losses and economic downturns. Even those that remain open have had to adapt to new ways of 
operating.

With key scientific discoveries yet to be made, nobody knows how long the necessary social distancing 
measures of the pandemic will continue for.

Retailers will need to find a new ways to serve their customers that prioritise their health. Doing so will 
ensure stores can stay open, jobs stay intact and spend continues in the economy.

To help retailers to navigate this challenging period we surveyed 2,000 UK consumers to understand: 
which stores they were avoiding during the Covid-19 outbreak, how they plan to use click and collect and 
which retailers they want virtual service from by phone or video



Executive Summary



What these findings indicate for retail in the Covid-19 era

Our survey gave rise to 3 key findings.

1.
Customers are avoiding every 

type of store as much as 
possible.

44% for essential store types.
77% for non-essential stores. 

2.
Customers want to use click 
and collect more to reduce 

time in store.

42% for just essential stores.
26% across all other retailers. 

3.
Customers want virtual service 
by phone or video from every 

type of retailer.

54% from essential retailers.
31% across all retail types. 

Social distancing is key to 
building customer 

confidence to visit stores. 

Stores could serve as 
contactless fulfilment hubs 

for click and collect.

Brand relationships should 
be built online.



What this will mean to the economy

What getting this right will mean to a retailer

1.
Stores stay open to drive 
sales and build customer 

relationships.

2.
Reduced delivery costs and 

increased omni-channel growth 
in the future.

3.
Improved online sales and 
greater customer loyalty.

Stores stay open and many 
retail employees keep their 

jobs.

Retailers stay in business 
and can contribute to the 

economy.

Brand representatives stay in 
employment even if 

customers stays at home.



How Qudini software ensures customer 
safety while enabling stores to stay open

1.
Scheduled visits and virtual 

queuing that enables in-store 
social distancing.

2.
Fast contactless online order 

pick-up at the store entrance or 
curbside.

3.
Effortless virtual appointment 
and event bookings for phone 

and video service.



Safe and seamless customer 
experiences, all within a single platform

1.
Scheduled visits and virtual 

queuing that enables in-store 
social distancing.

2.
Fast contactless online order 

pick-up at the store entrance or 
curbside.

3.
Effortless virtual appointment 
and event bookings for phone 

and video service.



Our Retail Choreography suite 

Appointment 
Scheduling

Virtual 
Queuing 

Event 
Management

Task 
Management

Powers leading global brands



Our findings in detail:

Our survey of 2,000 British consumers 
during the Coronavirus outbreak showed...



3 key customer behaviours that will 
change the way retailers operate

1
Customers are 

avoiding every type 
of store if they can 

2
Click and collect will 

gain traction to reduce 
customer time in-store

3
Customers want 

virtual service from 
every type of retailer



Key Finding 1
Most Britons are avoiding stores as 

much as possible



Britons are avoiding all types 
of stores as much as possible

• 37% of consumers have eliminated non-essential trips to 
stores and other public places. 43% have heavily reduced 
trips. Only 7% have not changed their behaviour.

• Our survey was taken 6 weeks ago. Our questions allowed 
respondents to indicate if they had not reduced non-essential 
trips to stores and other public places. When looking by region 
at the percentage of customers that have not reduced their 
non-essential trips, there seems to be a possible correlation 
between regions where higher percentages did not reduce 
their non-essential trips to stores and public places and higher 
Coronavirus cases in the region at this present moment in time 
(5th May 2020). We cannot say if this is cause and effect.



Britons are avoiding all types 
of stores as much as possible

• GenZs are the least likely to fully eliminate their 

non-essential trips to stores and other public 

places.

• Overall, Baby Boomers have reduced/eliminated 

non-essential trips to the greatest extent.



Consumers are avoiding all essential retail store types where 
possible: 

• Bank branches - 66% are avoiding and 27% are reducing 
visits.

• Pharmacies - 37% are avoiding and 47% are reducing
visits.

• Grocery stores - even 22% are avoiding, yet 60% are 
reducing visits.

• DIY stores - only 73% are avoiding, yet 21% are reducing 
visits.

• Pet stores – only 58% are avoiding, yet 60% are reducing
visits.

Britons are avoiding all types 
of stores as much as possible



For all other store types, an average of 77% of their 
customers were avoiding trips to stores in the weeks leading 
up to the lockdown.

Britons are avoiding all types 
of stores as much as possible

Ordered by least avoided: 
• Mum/children/toy retailers (72%)
• Car garages (73%)
• Opticians/eyewear retailers (75%)
• Estate agencies (77%)
• Make-up/skincare (77%)
• Book retailers (78%)
• Sportswear retailers (79%)
• Fashion/Apparel (79%)
• Homeware/furniture (79%)
• Electronics (80%)
• Phone retailers (79%)
• Car dealerships (80%)
• Luxury product retailers (80%)
• Travel agencies (81%)



Outside of the Coronavirus, these are the 
percentage of survey respondents that said they 
would normally visit these different types of 
retailers. 

Britons are avoiding all types 
of stores as much as possible



The following graph shows the % of customers that 
would normally visit different types of retailers 
compared to those that are now avoiding them.

The insights help to show how essential stores are to 
the general public through the higher percentages of 
customers that normally visit them and the lower 
percentages of customers avoiding them. 

Britons are avoiding all types 
of stores as much as possible



Key Finding 1: 
Customers are avoiding 
all types of stores as 
much as possible: 

Retailers are turning to virtual queuing and 
appointment booking software to control traffic by 
enabling customers to schedule visits and service or to 
wait remotely while staying updated. 

Solutions: 

o Ensure stores stay open & customers stay safe.
o Increase sales.
o Create a competitive advantage.

Getting this right would enable a 
retailer to:

In-store social distancing and enhanced customer management
will be essential to building customer confidence to visit stores 
as lockdown eases.

41% are avoiding 
essential stores

77% are avoiding non-
essential stores

Key finding 1 conclusion - What this 
indicates for retail in the Coronavirus era:



Safe and easy 
social distance queuing.

1
2

3

4

Check-in on 
any channel

Provide wait 
time & position

Team access 
on any device

Customer updated as 
their turn arises

Build customer confidence with…



1 2

3

4

Seamless 
appointment booking.

Book from any 
channel 24/7

Receive 
reminders

Personalised
greeting

Team access
on any device

Build customer confidence with…



Key Finding 2
Customers are more likely to use 

click and collect



• Outside of the Coronavirus outbreak, only 10% of UK 

consumers use click and collect services frequently 

and 30% occasionally.

• A third (33%) of Britons never use click and collect.

Consumers are more likely to use click 
and collect services during Covid-19



• 20% of GenZ consumers frequently use click and collect services, 

making them the highest users of all generations. They’re 

followed by Millennials at 16%, and then GenX at 9%.

• Baby Boomers are the least likely to use click and collect, with 

only 4% doing so frequently. They are 5 time less frequent users 

than GenZ customers.

• Generations most likely to use click and collect services frequently 

or occasionally are: Millennials (51%), followed by GenX (50%) 

and then GenZ (48%).

Consumers are more likely to use click 
and collect services during Covid-19



During the outbreak: 

• 42% of consumers are more likely to use click and collect 

services from grocery and pharmacy stores. 

• 26% are more likely to use click and collect services across 

“Other retailers in general”

Consumers are more likely to use 
click and collect services during 
Covid-19



Consumers are more likely to use 
click and collect services during 
Covid-19

• Overall, a third (36%) of consumers plan to increase 

their use of click and collect during the Coronavirus. 

• A third (35%) of Baby Boomers plan to increase use 

of click and collect services, despite being the least 

likely age group to use click and collect services 

outside of the Coronavirus outbreak.



Key Finding 2: 
Customers plan to use 
click and collect more to 
reduce time in store: 

Retailers are implementing contactless click and collect 
services that enable customers to easily collect their orders 
from the store entrance or curbside.

Solutions: 

o Improve online sales.

o Reduce delivery costs.

o Enhance P&L performance.

o Build omni-channel customer behaviours that 

lead to future growth.

Getting this right would enable a 
retailer to:

The growth in click and collect popularity suggests that during 
Covid-19, stores should serve more as fast fulfilment hubs to 
collect online orders with minimal contact.

Key finding 2 conclusion - What this indicates 
for retail in the Coronavirus era:

42% Plan to use click and collect 
more in essential stores

26% Plan to use click and collect 
more in other retail stores

New consumer demographics will use click and 
collect more and learn new omni-channel 
behaviours as a result.



Contactless
click & collect pick-up.

1 2

3

4

Check-in by 
phone or staff

On screen countdown 
and SMS updates

Customer receives order 
at store entrance or curb

Access
on any device

Support social distancing with…



Key Finding 3
Customers want virtual by phone and 

video service from every type of retailer



• Half (48%) of consumers want 'essential' retailers (banks, pharmacies & 

grocery stores) to provide virtual service by phone, and 15% want virtual 

service by video.

• For all other retail types, 31% want virtual service by phone or video. 

16% want virtual service by phone and 12% by video.

• Across all types of retailers, younger generations are more than twice 

(113%) as likely to want video service from brands than their Baby 

Boomer counterparts.

UK consumers want virtual 
service by phone or video from 
every type of retailer



All Retailers: BB vs Younger Video
Baby Boomer vs younger generation 

interest in video service
Baby Boomer vs younger generation 
interest in phone OR video service

Baby Boomer interest in video services is 
significantly less than Younger generations 
across all areas.

Baby Boomer interest in video service is 
greatest for:

• Mum/children/toy retailers
• Grocery stores
• Pharmacies
• Banks

By phone or video Baby Boomers are equally as 
likely to want service from grocery, pharmacies 
and banks.

Their interest in virtual service differs most 
heavily from younger generations for: estate 
agencies, homeware/furniture, fashion, beauty 
products, electronics and sportswear.



• There is a correlation between the type of retailers 

that customers are more likely to want virtual 

service from and those that they would be more 

likely to visit outside of the Coronavirus.

UK consumers want virtual 
service by phone or video from 
every type of retailer



• Overall, customers want virtual service more from the 

retail types that they are also finding it least possible 

to avoid.

• For all other retail types there is less correlation 

between the percentage of customers that were 

avoiding them in the weeks prior to lockdown and 

those that want virtual service by phone or video. This 

suggests that the need for virtual service is more 

contextual to the virtual service potential and the 

demographics of the individual industry. 

UK consumers want virtual 
service by phone or video from 
every type of retailer



Key Finding 3: 
Customers want virtual 
service by phone or video 
from every type of retailer

Retailers are taking their personalised one-to-one 
services and events online and using software to make 
these easy to access and book.

Solutions: 

o Increase online sales.
o Build customer loyalty and advocacy.
o Stand out amongst competitors.
o Understand the future growth potential of online virtual 

service for your brand.

Getting this right would enable a 
retailer to:

Customer relationships should be built online.
The avid interest in virtual service from younger demographics 
also suggests this interest extends beyond the outbreak and that 
Covid-19 could act as a catalyst for a new omni-channel world 
where personalised interactions happen more frequently online.

Conclusion: What this indicates for retail in 
the Coronavirus era:

54% Want virtual service from 
essential retailers

31% Want virtual service from 
all other retailers

Across every type of retailer 12% of people 
want virtual service by video.



Simple online 
appointment booking.

1 2

4

Book from any 
channel 24/7

Receive 
reminders

Connect by video 
conference at start time

Access
on any device3

Take your one-to-one services online with…



Effortless online 
event booking.

1 2

4

Book from any 
channel 24/7

Receive 
reminders

Connect by webinar 
URL link at start time

Team access
on any device

3

Take your brand events online with…



Additional Observation:
Stores will need help 
navigating health guidelines 
and staying motivated

Task management software can help head office 
teams to share tasks, messages, images and 
resources with their store teams to keep them 
informed and motivated.

Solutions: 

o Ensure all stores maintain necessary health  
standards.

o Boost employee morale and motivation.
o Improve productivity and performance.

Getting this right would enable 
a retailer to:

Head offices will need to stay in touch with their stores now 
more than ever to provide motivation and guidance as they 
navigate this new environment.

Conclusion: What this indicates for retail 
in the Coronavirus era

The proportion of customers avoiding stores 

indicates that, even as the lockdown eases, 

customers will be cautious. Retailers that fail to 

meet current health standards risk damaging 

customer relationships. Yet, with government 

health advice and regulations constantly 

changing, stores will need help understanding 

requirements.



Instant HQ to store 
task communications.

1

2

3

Create tasks 
at HQ level

Store manager and 
HQ stay updated

Team access
on any device

Support your stores through Covid-19 with…



To Summarise



77% 
Are avoiding non-
essential retail types 
as much as possible

31% 
want virtual service 
by phone or video 
from every type of 
retailer

36% 
Plan to use click & 
collect services more 
to reduce time in-store

The Qudini survey of 2,000 
British consumers shows 
that during Covid-19

In the Coronavirus 
era, these insights 
indicate

In-store social 
distancing and 
customer 
management is 
needed for 
customers to visit.

Stores should 
become 
contactless 
fulfilment hubs 
for online order 
pick-ups.

Brand 
relationships 
should be built 
online by phone 
and video.

How Qudini software ensures 
customer safety while 
helping stores to stay open

What keeping stores 
open this way would 
mean to the UK economy

Customers stay safe, while 
stores stay open. This 
ensures people stay in 
employment and there’s 
spend in the economy.

Retailers spend less on 
delivery and more people stay 
in employment to support 
store fulfilment. Increased 
omni-channel customer 
behaviours leads to future 
growth of brands and the 
economy (omni-channel 
customers spend more).

Greater employment with 
remote advisors working 
to advise customers at 
home, leading to 
increased online spend 
and an improved 
economy.

Appointment Scheduling Software and Queuing 
System limits the number of customers in 
store by enabling them to 
schedule visits or join virtual 
queues and wait outside while 
staying updated by SMS and a 
webpage.

can then bring them their order 
at the store entrance or 
curbside. The customer will 
receive SMS and smartphone 
updates while they wait.

Our queuing system enables retailers to 
operate entirely contactless stores by enabling 
their click and collect customers to check-in 
when they reach store. Staff 

to offer online one-to-
one service and virtual 
events that customers 
can easily discover and 
book online.

Our appointment scheduling software and 
online event booking system enables retailers 



Physical queues were an iconic consequence of 
World War II rationing schemes.

Three quarters of a century later, with the 
smartphone technology we have today, this 
approach feels unnecessary. 

Perhaps virtual queues could become an iconic 
upside of the Coronavirus pandemic.

Final thought



Our Retail Choreography suite 

Appointment 
Scheduling

Virtual 
Queuing 

Event 
Management

Task 
Management

Powers leading global brands

About Qudini



info@qudini.com

www.qudini.com

Thank you 

Imogen Wethered


