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Put customer 
convenience first

#1



“Mobile first” is not just a buzzword

▪ Mobile use is higher than ever, and 
people expect a great
experience

- All content and products should 
be available on mobile

- Content should be sized to fit the 
screen properly

- Pay attention to mobile speed

Be aware of Google’s new “Core Vitals” 
algorithm update



Ecommerce is now table stakes

▪ Make as many products as possible 
available for online purchase

▪ Provide multiple fulfillment options 
(delivery, click-and-collect, curbside)

▪ Ensure people can transact 
effectively on mobile

▪ Consider launching an ecommerce 
app

▪ Ensure sufficient stock of in-demand 
products

▪ Speed and reliability are incredibly 
important, especially with younger 
shoppers

▪ Increase availability of pick-up times

▪ Make returns easy



Integrate online & offline

▪ Create interesting and engaging 
user experiences that merge 
physical and digital

▪ Incorporate your website and 
app into the customer 
experience:

0% 5% 10% 15% 20% 25% 30% 35% 40%

Select items and be able to immediately walk
out of store with purchase completed

Scan items while shopping and make payment
via mobile phone

Earn loyalty points automatically when entering
with the assistance of facial recognition

View additional information via interactive shelf
displays

Virtual fitting rooms which show you how the
product will fit

Ability to access product information via QR
codes

Receive information via personal device while
moving around the store

Clerk provides a more personalised experience
with the assistance of facial recognition

Preferred in-store shopping features

Source: Euromonitor International

At-home In-store



It’s all about data

#2



First-party data is critical

▪ First party data provides a 
tremendous competitive advantage

▪ Develop a plan on how to generate 
data about your customers 

- Loyalty program

- Incentive/offer

- Personalization/customization

- Ecommerce/delivery

Recent changes by Apple, Facebook 
and Google have emphasized the 
importance of 1st party data



Don’t just gather data – use it!

▪ Have a plan on how you intend to 
gain a competitive advantage 
through data

- Create personalized experiences

- Develop new products

- Improve marketing effectiveness

- Identify and adjust to changes in 
customer behavior

▪ What data do you need to gather

▪ How will it be stored

▪ How will it be applied in order to 
achieve your objectives



Rethink your marketing 

#3



Don’t go back to “normal”

Recognize that consumer 
behaviors and needs have 
changed 

Take this as an opportunity to 
evaluate what has worked over the 
last year

Consider changing your media mix 
and messaging

Be aware that your competitors are 
almost certainty shifting dollars into 
digital advertising



Leverage your localness

▪ Knowing that consumers are 
buying closer to home, take 
advantage of your local footprint

Make sure people know 
you are in their local 
community

Optimize for 
popular “near me” 
searches

Localize your social 
media and search 
advertising



Put customer convenience first

It’s all about data

Rethink your marketing 
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