


We are all being bombarded
with messages about… 

the future of retail



Brick-and-mortar 
retail is dying…
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…and 
technology
is the future
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Fundamentally, we 
understand that
brick-and-mortar retail still 
has a strong value 
proposition for shoppers



ENGAGES
THE SENSES

Adriana E., 37
Charlotte, NC

Q6. While taking a selfie video, tell us, 
for the times you do shop in a physical 
store, why you choose to shop there 
over shopping online..

“I just want to take a look
at a product before I make 
the purchase. So, I want 
to pick it up. I want to 
play with the buttons.”

INVITES
BROWSING

Rebecca R., 26
New York, NY

“Other times it's easier to 
kind of browse in person 
to see what all the options 
are. It makes things 
stand out.”

DELIVERS INSTANT 
GRATIFICATION

Farah N., 42
Atlanta, GA

“I have instant 
gratification [shopping 
in stores], and this to me 
is really important because 
sometimes I need those 
things quickly.”



As technology
continues to 
be integrated 
in-store…
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We sought to better articulate 
for ourselves and our clients…



…the role technology plays in a 
shopper’s experience today, to 
inform what it could be tomorrow



but first…



We wanted to define the
characteristics of a 
positive shopping experience



771
So, we asked

shoppers

…from all over the country Image courtesy of dscout



What emerged were some
common characteristics



the woman working 
went out of her way 
to pick up the 
humidifier, and even 
gave me a discount 
for my trouble.Timely

Delivering the 
right service, at 
the exact time 
when shoppers 
need it

1

Rebecca T., 23
Glendale, AZ

Q2. Tell us about 
a positive shopping 
experience in a store

When I went to the store and 
explained what happened,

“ ”Something in the 
app malfunctioned…
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Personalized
Providing an experience 
that reflects a shopper’s 
individual needs 

2 It was a very personal 
experience and I felt 
very helped and 
valued as a customer.

Sam C., 23
Indianapolis, IN

Q2. Tell us about 
a positive shopping 
experience in a store

“ ”
Not only was I blown away 
by the price and selection…
but a store associate 
helped me find the 
perfect pair for me.
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Human
Having retail 
associates in tune 
with the needs 
of shoppers

3
Wegmans has 
outstanding 
customer service!

Jessica B., 48
Buffalo, NY

Q2. Tell us about 
a positive shopping 
experience in a store

I recently had a bad experience 
at another grocery store, and

“
”

and the Wegmans 
associates apologized 
for them.

SO
R
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In fact,

n=727Q2. Tell us about a positive shopping experience in a store

74% of responses 
tied a positive 
experience to a 
human interaction 
– and NOT a technology 
or other factor



So that’s it!
It’s all about the people
Forget technology



right?



No, of course not.
But what is technology’s 
role in the physical store?
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n=771
Q6: Which of the following statements BEST describes you when it comes to digital and technology tools in a physical store?

And a vast 
majority of 
shoppers are 
using technology 
in their in-store
experience 95%



n=771
Q6: Which of the following statements BEST describes you when it comes to digital and technology tools in a physical store?

With over half 
reporting that 
they use 
technology 
all the time

54%
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56%

57%

61%

71%

73%

76%

88%

In-store kiosk

Handheld scanner

Coupon app

Retailer app

Price checker

Web browser on phone

Self-checkout

They are using many different technologies 
throughout the store experience
Q3: While shopping in a physical store, which of the following digital and technology tools 
have you used or interacted with while shopping? Select all that apply.



And many of these technologies leverage 
a tool that we carry around with us every day
Q3: While shopping in a physical store, which of the following digital and technology tools 
have you used or interacted with while shopping? Select all that apply.

56%

57%

61%

71%

73%

76%

88%

In-store kiosk

Handheld scanner

Coupon app

Retailer app

Price checker

Web browser on phone

Self-checkout



Using my cell phone is 
probably the biggest 
technology tool that I'll use 
in a retailer, simply 
because, in this day and 
age, you have everything 
in your pocket as far as 
knowledge goes.

“
”

Our 
phone
Q9. Tell us about 
shopping using digital 
tools in store

Tom C., 21
Erie, PA



It must be 
worth the 
download

Can they get online 
in your stores?

Does it reflect how 
they expect to use it?

Does it reduce 
friction, not create it?



Q5: We want to know more about how 
you’re using those digital and technology 
tools while shopping in a physical store. 
How do you use the digital and technology 
tools mentioned? Select all that apply.

Other
Use augmented reality display
Get on a wait list for a service
Try out/experience a product

Modify shopping list
Order items to be shipped to home

Scan a QR code
Pay with stored credit card

Find the location of an item in the store
Check availability at another retailer

Check another retailer online
Use a coupon app

Check out
Find ratings and reviews

Look for information on a product I…
Check availability in-store

Price compare
Look for coupons/promotions while…

Use coupons
Check price

Because 
they are 
accustomed 
to using 
technology 
in a variety 
of ways



Pay with stored credit card

Find the location of an item in the store

Check availability at another retailer

Check another retailer online

Use a coupon app

Check out

Find ratings and reviews

Look for information on a product I…

Check availability in-store

Price compare

Look for coupons/…

Use coupons

Check price

Many of 
the reasons 
revolve 
around 
saving time

Q5: We want to know more about how 
you’re using those digital and technology 
tools while shopping in a physical store. 
How do you use the digital and technology 
tools mentioned? Select all that apply.



You may have noticed that 
time-saving solutions 
are not 
the top reasons to engage 
with technology



Price and saving money
are the top reasons they engage

60%

65%

69%

69%

69%

79%

Look for information on a product
I am considering purchasing

Check availability in-store

Price compare

Use coupons

Look for coupons/
promotions while shopping

Check price

Q5: We want to know more about how 
you’re using those digital and technology 
tools while shopping in a physical store. 
How do you use the digital and technology 
tools mentioned? Select all that apply.



of the digital and 
technology experiences 
shared were tied to 
saving money

“Any deals that I can possibly get. 
I'll use my tools on specific apps."

Valerie Z., 30
Bakersfield, CA

"I was able to go online and I was able to 
price compare Best Buy with Wal-Mart 
and because Best Buy matches the 
lowest price available at any store.”

Holland T., 43
Austin, TX

“I am constantly using apps when shopping, 
especially for stacking coupons, deals, 
discounts & cash back or cash earned.”

Patrick K., 37
Chicago, IL

Q9. Tell us about shopping using digital tools in store. n=710

63%



Are you wondering what 
we were wondering?



Are today’s circumstances 
training shoppers 
to primarily turn to 
technology for a
financially driven benefit?



When developing 
solutions for 
our clients, there 
are a series of 
key questions we 
ask ourselves 

Will this engage shoppers?
Will this drive retailer and brand loyalty?
Will this drive conversion?
Will it encourage trial?

How does this help the retailer?
How does this help the brand?
How does this help the shopper?

Does it invite exploration?
Does it help educate the shopper?
Does it promote a behavior change?



We know that the most 
meaningful solutions for 
retailers and manufacturers 
are ones 
that drive growth…



…at full price



Asking questions enables us 
to uncover shopper barriers 
{ and there were some } 
to unlock the true growth 
potential of a solution



I didn't really learn anything 
new. I wouldn't have seen it 
unless I was doing this 
survey…and they didn't 
really do anything for me.

Amanda G., 35
North Reading, MA

Q10. How take a video telling us about your 
experience – good or bad. What was helpful? What 
was unhelpful? Did you learn anything new?

I find them [QR codes] pretty 
annoying to use, honestly. Even 
though most people have QR 
scanners now. They're just annoying.
“

”



If they don’t 
see it, 
they won’t 
use it

M2.Q5 What do you dislike about using Interactive Displays 
while shopping in a physical store? 

“I have never used this feature 
[augmented reality] during a 
shopping experience simply 
because I have never seen it 
before.”

Tom C., 21
Erie, PA



If it doesn’t 
work the first 
time, you don’t 
get another 
chance

M2.Q5 What do you dislike about using Interactive Displays 
while shopping in a physical store? 

“If I use it [app] every time, 
its a keeper. 
If it’s complicated or a 
buggy app or doesn’t load 
properly, I will not continue 
using it.”

Vivianne T., 35
Long Beach, CA

Q13. How do you decide which apps to 
download and which apps you keep?



If doesn’t have 
a clear benefit, 
it is ignored

“I have noticed interactive 
displays, but I just don’t see the 
point in engaging with them. 
I do think it’s a cool feature, however 
for me it doesn’t add anything to 
my shopping experience.”

Victoria P., 24
Birmingham, AL

M2.Q5 What do you dislike about using Interactive Displays 
while shopping in a physical store? 



The good news is —
the behavior for using 
technology is there



Shoppers just need a 
compelling reason to engage



Intuitive
The tool itself is visible, 
easy to use, and clearly 
communicated 
throughout the store to 
promote adoption

1 So here is the 
interactive display. 
As you can see, it's 
easy in terms of just 
touching the 
specifics that I 
want…

Q9. Tell us 
about shopping 
using digital 
tools in store

“ ”
sort 
every 
kind
possible

Thomas V., 40
New York, NY



Additive
It has a clear benefit for 
the shopper whether it 
be saving them time, 
providing education, or 
making shopping fun

2 …When I'm there I 
always am on their 
application. They 
have a really nice
shop & checkout, 
while-you-buy 
application.

Q9. Tell us 
about shopping 
using digital 
tools in store

“
”

Rachel B., 24
Grand Rapids, MI



Integrated
It is on-brand for the 
retailer or manufacturer 
and works within the 
ecosystem without 
causing friction

3 ✓check 
inventory

✓compare prices 
in-store and 
online

✓see if I can ship 
to my home

✓check for 
coupons

✓check my 
shopping list

✓ locate items 
in store

✓use at checkout

“
“
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When all the right tools and 
strategies come together, technology 
can drive meaningful growth



It requires a combination 
of what we know 
makes for positive retail 
experiences…

Timely

Personalized

Human

1
2
3

…what prompts 
shoppers to choose 
to engage with 
technology 

Intuitive

Additive

Integrated

1
2
3



PROFITABLE,
SUSTAINABLE,
LOYALTY-DRIVING

And getting it 
right leads to

G
RO
W
TH



We are 
here 
to help

ChaseDesign SKA
1326 New Seneca Turnpike
Skaneateles, NY 13152
315.685.1000

ChaseDesign NYC
300 Vesey Street
New York, NY 10282
315.317.4605

ChaseDesign CVG
309 Vine Street
Cincinnati, OH 45202
315.685.1000

Peter Cloutier
Growth & Partnerships Lead
pcloutier@chasedesign.net

315.317.4605

Visit us @ www.chasedesign.net

http://chasedesign.net

