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“As the UK’s leading department stores continue to
struggle, there is a question as to whether the concept of a
department store is still relevant. A broad range of goods
was once what made these retailers stand out but online

retailers can now offer an unparalleled amount of choice.”
– Samantha Dover, Senior Retail Analyst

This report looks at the following areas:

This means that department stores need to find new ways to stand out, but the luxury players in this
sector have proven that success is still possible if you have the right brand mix and can offer a superior
shopping experience to what is available elsewhere.

• What can the mass-market players do to revive their fortunes?
• If experience is a differentiator, what can department stores do next?
• How can department stores reassert their position as experts?
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John Lewis’ customer experience stands out

A need for more staff expertise

Differentiation needs to be a priority

Two thirds shop with department store retailers
Figure 60: Department stores used in the last 12 months, May 2019

M&S leads both in-store and online
Figure 61: Department stores used in-store and online in the last 12 months, May 2019

Young men are driving the shift online
Figure 62: How consumers shopped with department stores in the last 12 months, by age and gender, May 2019
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Luxury department stores attract more male consumers
Figure 65: Department store customer profiles, by gender, May 2019

Leading players more popular with older shoppers
Figure 66: Department store customer profiles, by age, May 2019

Most department stores have a bias towards urban shoppers
Figure 67: Department store customer profiles, by location, May 2019

Market positioning doesn’t always determine customer affluence
Figure 68: Department store customer profiles, by socio-economic group, May 2019

Clothing remains the most purchased category
Figure 69: What consumers bought from department stores in the last 12 months, May 2019

What people buy is influenced by gender
Figure 70: What consumers bought from department stores in the last 12 months, by gender, May 2019

Department store fashion popular with older consumers
Figure 71: What consumers bought from department stores in the last 12 months, by age, May 2019

One in three only buy one type of product
Figure 72: Repertoire of what consumers bought from department stores in the last 12 months, May 2019

Department store usage is infrequent
Figure 73: Frequency of department store usage in the last 12 months, May 2019

Men shop more often
Figure 74: Frequency of department store usage in the last 12 months, by gender, May 2019

Frequency highest amongst 25-34s
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Figure 75: Frequency of department store usage in the last 12 months, by age, May 2019

Clothing buyers shop less frequently
Figure 76: Frequency of department store usage in the last 12 months, by what consumers bought, May 2019

Department store usage is largely unchanged
Figure 77: Changes in department store usage in the last 12 months, May 2019
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Figure 78: Why consumers used department stores more in the last 12 months, May 2019
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Figure 79: Why consumers used department stores less in the last 12 months, May 2019

Consumers are relatively content
Figure 80: Satisfaction with the department store retailer used most frequently in the last 12 months, May 2019

John Lewis outperforms both M&S and Debenhams
Figure 81: Satisfaction with the department store retailer used most frequently in the last 12 months, by leading players, May 2019

Clothing buyers are least satisfied
Figure 82: Satisfaction with the department store retailer used most frequently in the last 12 months, by core product categories, May
2019

Staff training should be a priority
Figure 83: Key drivers of overall satisfaction with department stores, May 2019

Figure 84: Overall satisfaction with department stores – key driver output, May 2019

Methodology

The discounting challenge is ongoing
Figure 85: Attitudes towards department stores, May 2019
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Interpretation of results
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Forecast methodology
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