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Introduction
The Virtual Experience Economy (the merger of 
in-person and digital consumer behavior) has 
long been touted as a key driver for the 
continued shift towards more sustainable, 
purposeful and convenient retail habits. 
However, up until the start of 2020, it was 
ŨñňŪşǖĐłñşşğŪĺğƛĎƛñŪėƣñŪėėňĺňƯñşͨȌƛƣƯ
start-ups who placed virtual service strategies 
at the forefront of their customer offer. 

Meanwhile, some of the world’s largest 
legacy brands have had to completely 
rethink their business models - swapping 
brick and mortar for Direct-to-Consumer 
initiatives at blistering speed. 

As a result, online 
sales grew by in 
36% in 2020 (the 
highest growth 
seen in 13 years), 
according to 
research by IMRG.

This year, McKinsey & Company reports 
that e-commerce is up over 25% on 
pre- pandemic levels.

Retail brands already trading successfully 
online were able to transition their 
marketing and customer journeys more 
quickly, placing them in a better position to 
compete against, or take advantage of, the 
dominance of the Amazon digital 
marketplace. 

Ultimately, it took a global pandemic for the 
Virtual Experience Economy to shift gears and 
go mainstream - ten years worth of 
technological progression occurred in just 90 
days, as people moved their everyday lives 
online and businesses accelerated digital 
transformation strategies in a bid to safeguard 
their futures.



During the pandemic, many forward-thinking 
retail brands implemented virtual service 
offerings (available to customers via live chat 
and online appointment scheduling) to create 
ƣñĹğ͓ğŪĺñĺňŪĺñŪėŨŵƛğğĹȌĐňğŪƯĐƷƣƯŵŨğƛ
experiences.

The need is evidenced by a sharp rise in Google 
searches for the term ‘virtual appointments’ 
plus the ‘Working from Home’ trend of  being 
‘Always on’ via Zoom, Microsoft Teams or 
Google Meet for work and social activities.
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However, according to a recent Contentsquare 
survey, only 15% of consumers said they were 
happy with their e-commerce experiences, 
suggesting a need for richer and more 
personalized online shopping strategies.

When you couple these heightened consumer 
expectations with longer-term retail issues 
such as supply chain challenges, employment 
ĐŵŪĐğƛŪƣ͓şŵĐśėŵǐŪƣñŪėƛňƣňŪĺňŪȍñƯňŵŪ͓ňƯ͵ƣ
clear that retail brands need to keep evolving 
for the uncertainty that remains ahead.
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Google Trends insights show a sharp rise in searches for “Virtual Appointment” 
from March 2020. The trend line shows that prior to the pandemic, the concept of 
virtual appointments was embryonic but in the two years since the start of 2020, 

strong interest in virtual appointments has prevailed. 



To understand further how the current retail 
and consumer landscape continues to drive 
interest in virtual appointments, Qudini 
surveyed 2,000 American consumers. 

Over the next few pages, using the insights and 
data collected, this report will analyse the 
demand and what the future holds for retail’s 
virtual service revolution.

The Demand for 
Virtual 
Appointments in 
Retail

Between May and September 2021, Qudini 
carried out quantitative research among 2,000 
American consumers to discover preferences 
and behavior when it comes to scheduling 
appointments.

We found that 77% of respondents wanted to 
be able to schedule at least one type of 
appointment:
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Appointments for in-store 
services - to enable 
customers to pre-plan the 
times they want to visit the 
store for general and 
ƣƘğĐňȌĐñėǏňĐğƣğƛǏňĐğƣ͒

Appointments for virtual 
services - to enable 
customers to connect with 
an advisor by phone or 
video from their own 
homes. 

Appointments for store 
visits - to enable customers 
to schedule a time to come 
in to browse the shop - an 
approach which was made 
mandatory in a number of 
countries when stores 
reopened after lockdowns. 



•   For the older segments, a majority of 
Generation X (40%) wanted the added 
convenience of being able to schedule 
appointments for in-store visits. While Baby 
Boomers were 1.3 times more likely than 
Generation Z to want the ability to make an 
appointment for in-store services.

•   Even more so, this youngest generation were 
almost equally likely to want virtual 
appointments as they were to want in-store 
appointments at 30% and 34% respectively. 
Choice is therefore a key ingredient for 
maintaining and growing customer loyalty 
amongst the hard-to-reach Generation Z. 
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•   Virtual appointments were in-demand the 
most for travel agencies (35%), real-estate 
agencies (35%), banks (30%), phone stores 
(27%), luxury retailers (27%), electronics 
retailers (26%) and vaping retailers (26%). 

•   Of those who expressed a desire to be able 
to schedule virtual appointments across all 
retail segments, 30% were under the age of 
24 (Generation Z), 28% were Millennials 
(aged 25-40), 19% were 41-56 year olds 
(Generation X) and 15% were over the age 
of 57 (Baby Boomers). 

With Generation Z customers twice as 
likely as Baby Boomers to engage with 
virtual appointments, plus strong 
interest among Millennials, more and 
more retailers are offering virtual 
appointment services to appeal to youth 
demographics - building loyalty and 
advocacy as a result.



Consumer interest in virtual appointments with retailers by age generation
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By gender, we discovered that men were only 
slightly more likely than women to want to 
engage with banks through virtual appointment 
offerings (27% vs 24%). 

While the business case for appointment 
scheduling is further strengthened by 
high-earning senior management. Expressing 
the strongest desire to want to communicate 
with retailers online (35%), closely followed by 
C-suite level executives (34%) and business 
owners (32%).

»łňƣñşƣŵƛğȍğĐƯƣƯłğėğƣňƛğĹŵƛŨŵƛğ
time-saving convenience, the ability to speak to 
brands at times and in places that suit people 
best and current workplace practices, where 
already time-poor leadership roles have 
increased their technology usage in order to 
maintain regular communication with remote 
staff over video conferencing platforms.

During April 2020, the number of companies 
using the video conferencing app, Zoom grew 
by 50% to 300 million daily log-ins. At the 
time, it equated to 100 million more online 
users than the previous month, forced to switch 
from physical to digital meeting interactions 
due to the coronavirus pandemic.
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Consumer interest in virtual appointments with 
retailers by job seniority



By October 2020, Microsoft Teams was also 
reporting rapid growth, with more than 115 
million daily active users - an increase of 53% 
since April.

Today, the Zoom software registers over 3.3 
trillion annual meeting minutes. That’s an 
increase of 65% from the two trillion meeting 
minutes logged the year before. Meanwhile, 
the number of daily active users on Teams 
surpassed 145 million back in April 2021. 

Just as our every-day use of video conferencing 
technology shows no sign of abating 
post-pandemic, neither does people’s desire 
for technology solutions that add value and 
convenience to their lives.
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An increased use of appointment scheduling 
software within retail is therefore not just a 
pandemic trend and will remain an important 
ingredient of the sector's digital 
transformation, as brands continue to 
enhance the customer experience to reach the 
expected standards of their modern-day 
consumers.



Smarter decisions
Qudini’s data analytics suite 
enables Brown Thomas to 
improve sales, marketing and 
resourcing through better 
understanding of customer 
demand.

“Interestingly, about 60-70% of people 
that book virtual appointments have not 
been to our stores before and are 
completely new to the brand. There’s a 
lot more we can do to connect with 
customers and have sales through 
remote experiences.”

Director of Stores, Brown Thomas

“If you are looking for solutions to help 
improve your customer experience and 
increase sales then this is the best 
company to get in touch with. Qudini is 
ǄĚƑǋ�ǷĚǊĿċŕĚ�ǅĿƥĺ�ƥĺĚĿƑ�ČŕĿĚŠƥƙ�ĿŠ�
providing them with the best possible 
solutions to uplift their current business 
set-up to new heights. Highly 
recommended!”

Digital Innovation & Omnichannel Lead, 
Brown Thomas

A chain of major department stores use Qudini 
to enable their customers to schedule in-store 
and virtual personal shopping appointments 
and beauty consultations (with brands 
including luxury fashion and make-up). 
Virtual appointments take place using Zoom’s 
video conferencing software integrated within 
Qudini.

Increased sales
The department store chain is 
able to convert more online 
customers to service through 
supporting them through 
personalized service.

New customers acquired 
60%-70% of customers that 
book a virtual appointment have 
not visited before.

¬ĿĳŠĿǶČîŠƥ�ƭƎƥîŒĚ�
Video beauty consultations are 
regularly booked out two-weeks 
in advance.

25% reduction in store 
associate idle time 
Now that their time is taken up 
serving more customers, even 
when store footfall is down.
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Case study: A 
Major European 
Department 
Store

Qudini’s data analytics suite 
enables the department store 
to improve sales, marketing 
and resourcing through better 
understanding of customer 
demand.



An Iconic British Luxury Retailer 
A luxury retail brand that works with us 
understands that every shopping experience 
is as unique as the shopper themselves and 
that time is a precious commodity. That’s why 
they partnered with Qudini to create a range 
of personalized appointment services to suit 
shopper’s needs. 

From virtual appointments that allow people to 
shop from the comfort of their own home to 
expert in-store private styling sessions for 
customers to explore their collections in detail, 
Qudini has empowered shoppers to browse 
and buy in whichever way they feel most 
comfortable.
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We asked survey respondents if they’d still 
want to schedule virtual appointments in a 
post-Covid world and discovered that 
unequivocally, the genie won’t now go back in 
the bottle, as demand for digital interactions 
with retail continues to be high.

Universal interest in 
virtual appointments is 
almost equally as 
strong post-pandemic 
(43%) as it was during 
the pandemic (46%). 

What Does the Future Hold for Virtual 
Appointments?

Men are just as likely to want to use virtual 
appointment services after the pandemic as 
they were during at 47%, while women are 
only slightly less likely to maintain their 
interest in meeting retail sales staff online 
(42% compared with 46%)
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By job seniority, each level was almost as 
likely to want to schedule virtual appointments 
during and after the pandemic, with business 
owners, senior management, and middle 
management slightly more likely to want to 
continue meeting virtually, due to their 
increased usage of virtual meeting platforms 
within the workplace.

For businesses in general, the case for 
increased investment in appointment 
scheduling is extremely strong, with 93% of 
our survey respondents citing at least one 
positive impact from using an appointment 
service in the past 12 months. 

A third said it made 
them more likely to visit 
the retailer, 24% said it 
drove them to buy 
something, 25% cited it 
as the reason for 
choosing the retailer 
over its competitors, 
29% said it made them 
more likely to return, 
and 21% said it spurred 
them to tell their friends 
about the retailer. 
UŪȌŪñŪĐňñşƯğƛŨƣ͓ǐğ
can quantify these 
ȌŪėňŪĺƣñƣñėėňŪĺñŪ

additional $99,000 
per store each year for 
the average 100-store 
retailer getting 200 
appointments each 
month. Across the 
store portfolio, this 
would add $3.3 
million in direct sales 
and $6.6 million, 
resulting from 

increased loyalty and customer advocacy 
(source: Qudini). 

Overall, when asked directly why consumers 
would prefer to schedule virtual 
ñƘƘŵňŪƯŨğŪƯƣ͓ğĹȌĐňğŪĐǖñŪėƯňŨğƣñǏňŪĺ
(29%), plus better planning (24%), were 
almost as important as keeping Covid safe 
(32%) and will be key drivers for growing 
the appointment scheduling trend across the 
retail sector moving forward. 

With Covid-19 likely to become endemic, 
meaning it will always be present in the 
ƘŵƘƷşñƯňŵŪƯŵƣŵŨğėğĺƛğğşňśğƯłğȍƷŵƛ
chickenpox, consumers will look for solutions 
that both allay their concerns about shopping 
in-store and save them time, allowing for 
improved management of daily tasks. 

Here at Qudini, we 
predict that virtual 
appointment 
scheduling will grow 
alongside 
Direct-to-Consumer 

and social commerce as retail accelerators, 
with banks leading the way.
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According to McKinsey, between 60 to 70% of 
American adults are now omni-channel 
consumers, able to switch seamlessly between 
brick-and-mortar retail and e-commerce. 

Even as shoppers venture back into stores, 
e-commerce is still experiencing accelerated 
growth of around 30% across the US, resulting 
in elevated online penetration of 30% higher 
than pre-Covid-19 (source: McKinsey). 

Reasons for this strong growth of online retail 
ƯƛğŪėƣňŪĐşƷėğñėňĺňƯñşͨȌƛƣƯƘƛğĹğƛğŪĐğĹŵƛ
goods and services, especially amongst 
Generation Z, who demand added convenience 
and technology that will make their daily lives 
easier. 

This extends into appointment scheduling as, 
revealed by our survey, this youngest 
generation also want the ability to make both 
virtual appointments and in-store 
appointments - providing them with greater 
choice driven by technology.

With the Omnicrom variant of coronavirus 

causing continued uncertainty, the business 
case for Covid-safe solutions such as virtual 
appointment scheduling remains strong. 
But even when a greater semblance of 
normality returns, our research has shown that 
interest in virtual appointments will remain 
łňĺł͓ėƷğƯŵňƯƣğĹȌĐňğŪĐňğƣñŪėƯňŨğͨƣñǏňŪĺ
qualities, important especially to 
higher-earners and more senior leadership 
roles. 

Prior to 2020, consumers across all 
generations, salaries and seniority would 
generally have turned to retail challenger 
brands to provide more omnichannel services. 
In the sector today however, even legacy 
department stores across the US, Europe, Asia 
and Australia have undergone digital 
transformation to better compete in a world 
where customers need stability and 
reassurance as well as revolutionary ideas. 

Our quantitative research has shown that 
customers using appointment scheduling to 
receive virtual services are more likely to 
ğŪĺñĺğǐňƯłƯłğƛğƯñňşğƛňŪƯłğȌƛƣƯƘşñĐğ
(46%), and more likely to buy something both 
online (44%) and in-store (40%). 

There’s also an increase in loyalty (49%) and 
advocacy (46%), which helps the retailer to 
stand-out against its competitors.  

By embedding video appointments at the heart 
of future-facing strategies, retail stores will 
ensure they remain relevant to younger 
generational segments, while providing safe, 
personalized and convenient online service 
environments for all.

Conclusions
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been recognized for her achievements on the Forbes 30 under 30 list.

We hope you found this report useful.
To discuss how we can help you to choreograph the perfect in-store or 

virtual customer experience get in touch with: info@qudini.com

Thank you For Reading

Qudini’s Appointment Scheduling Software offers a convenient and premium service that 
ėƛňǏğƣĹŵŵƯƯƛñĹȌĐ͓ƣñşğƣñŪėşŵǖñşƯǖ͓ĎǖğŪñĎşňŪĺǖŵƷƛĐƷƣƯŵŨğƛƣƯŵƣğñŨşğƣƣşǖƣĐłğėƷşğ
appointments for in-store and virtual retail services. For more information on this or our 
ŵƯłğƛƣŵşƷƯňŵŪƣƣƷĐłñƣǐñşśͨňŪǏňƛƯƷñşƚƷğƷňŪĺ͓ĹñƣƯğƛĐşňĐśñŪėĐŵşşğĐƯƘňĐśƷƘ͓ğǏğŪƯ
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