
This report looks at the following areas:

•• The impact of COVID-19 on retailers and how it will impact on consumers’
expectations around retailers.

•• How leading retailers score on metrics such us usage, trust, satisfaction,
likely recommendation and perceived differentiation.

•• The top scoring brands for particular personality traits, including value,
ethicality, innovation, and customer service.

•• Retailers particularly noted for online service.

Lockdown periods and social distancing measures put additional strain on
non-essential retailers, including department stores and fashion retailers, and
on retailers with no existing online presence or delivery logistics. At the same
time, the coronavirus crisis meant an immediate decline in consumer
confidence that encouraged consumers to add to their savings and cut back
on non-essential spending, adding pressure on the entire non-grocery retail
sector.

While the shift towards ecommerce represents a long-term phenomenon, the
in-store shopping experience is hard to replicate via digital channels. As the
proportion of consumers who try to limit the time they spend in-store gradually
drops, retailers’ physical spaces can become a powerful tool to reach and
appeal to new audiences. For instance, retailers can take inspiration from
Harrods’s in-store art exhibitions, original window displays and live on-site
events to catch the eye of consumers and add value to the in-store shopping
experience.

Although the economic aftereffects of the pandemic have led consumers to put
particular emphasis on value, the coronavirus crisis has also put ethical topics
such as fair treatment of workers and environmental sustainability in the
spotlight. This suggests that messaging exclusively focused on low prices may
reach a limited audience and narrow retailers’ room for manoeuvre in the
longer term.
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Retailers that develop a more holistic understanding of value that takes into
account consumer demand for convenience, ethical credentials and guidance
towards positive behavioural change are better placed to resonate across
demographics. For example, Co-op’s move to make its GRO plant-based
ranges more price accessible to a wider public in order to reach its
environmental goals in time showcase a clear value-for-money proposition
while promoting an ethical brand image.
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Figure 10: Top ranking of brands operating in the retail sector,
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Figure 11: Top ranking of brands operating in the retail sector,
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service”, 2017-21
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Figure 12: Short-, medium- and long-term impact of
COVID-19 on retail, 2021
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Figure 13: Proportion of consumers cutting back on non-
essential spending, 2020-21

• …but it is not all about money
Figure 14: Change in priority given to the environment since
the COVID-19/coronavirus outbreak, 2021

• Retailers aim to prevent avoidable waste
Figure 15: Tesco and OLIO team up to reduce food waste,
2021

• Retailers invest in tech to reach consumers at home
Figure 16: Proportion of consumers trying to limit the time they
spend in-store and shopping more online, 2020-21

• In-store shopping comes back into fashion
Figure 17: Westfield announces global music event featuring
Lady Gaga, 2021

• It is never too early for Christmas

• Amazon dominates the retail landscape
• Decontextualize your offerings to stand out
• Consumers recommend retailers that tap into value

• Amazon dominates the retail landscape
Figure 18: Top ranking of brands operating in the retail sector,
by overall usage, 2017-21

• Boots boosts its online presence
• Purchases of essential good lead usage of retailers

Figure 19: Top ranking of brands operating in the retail sector,
by usage in the last 12 months, 2017-21

• Heritage impacts on trust

THE IMPACT OF COVID-19 ON RETAILERS
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Figure 20: Top ranking of brands operating in the retail
sector, by agreement with “A retailer that I trust”, 2017-21

• Store presence impacts on perceptions of trust
• Homebase creates new job opportunities for young people

• Amazon’s vast offering boosts brand loyalty
Figure 21: Top ranking of brands operating in the retail sector,
by commitment (net of “I prefer this retailer over other” and “It
is a favourite retailer”), 2017-21

• Boots uses tailored promotions to appeal to different
consumer profiles

• Amazon’s constantly evolving business strategy stands out
Figure 22: Top ranking of brands operating in the retail
sector, by differentiation (net of It is somewhat different from
others” and “It is a unique retailer”, 2017-21

• Harrods’ creativity can inspire grocery retailers
• Like IKEA, decontextualize your offerings to stand out

• Premium brands score high on satisfaction
Figure 23: Top ranking of brands operating in the retail
sector, by positive endorsement (net of “Good” and
“Excellent” reviews), 2017-21

• Consumers recommend retailers that tap into value
Figure 24: Top ranking of brands operating in the retail
sector, by likely recommendation, 2017-21

• Innovation is green
• Heritage luxury brands stand out for exclusiveness
• Perceptions of value interlace with ethics

• BPC retailers stand out for ethicality
Figure 25: Top ranking od brands operating in the retail
sector, by agreement with “Ethical”, 2017-21

• Co-op Food makes sustainable/ethical eating more
accessible
Figure 26: Co-op Food announced a price cut on its GRO
plant-based range, 2021

PREFERENCE

DIFFERENTIATION

SATISFACTION AND RECOMMENDATION

BRAND REPUTATION – KEY TAKEAWAYS
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• Marks & Spencer provides excellent customer service
Figure 27: Top ranking of brands operating in the retail
sector, by agreement with “A retailer that has great customer
service”, 2017-21

• Specsavers reaches consumers at home
• John Lewis improves the remote shopping experience

Figure 28: To ranking of brands operating in the retail sector,
by agreement with “Welcoming”, 2017-21

• IKEA is synonymous of innovation
Figure 29: Top ranking of brands operating in the retail
sector, by agreement with “A retailer that is innovative”,
2017-21

• Dr. Martens stays up with the times
Figure 30: Top ranking of brands operating in the retail
sector, by agreement with “Cutting edge”, 2017-21

• Heritage luxury brands stand out for exclusiveness
Figure 31: Top ranking of brands operating in the retail sector,
by agreement with “Exclusive”, 2017-21

• M&S Simply Food is worth paying more for
Figure 32: Top ranking of brands operating in the retail
sector, by agreement with “A retailer that is worth paying
more for”, 2017-21

• John Lewis extends own-label brand Anyday

• Value and price often but not always linked
Figure 33: Top ranking of brands operating in the retail
sector, by agreement with “A retailer that offers good value”,
2017-21

• Perceptions of value interlace with ethics

• Amazon: the online retailer par excellence…
Figure 34: Top ranking of brands operating in the retail
sector, by agreement with “A retailer that provides great
online service”, 2017-21

• …but there still space for competition
• Amazon becomes physical with food

CUSTOMER SERVICE

INNOVATION

PREMIUM AND PRESTIGE

VALUE

ONLINE SERVICE
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• Abbreviations

APPENDIX – DATA SOURCES, ABBREVIATIONS AND
SUPPORTING INFORMATION

APPENDIX – BRANDS COVERED
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About Mintel
Mintel is the expert in what consumers want
and why. As the world’s leading market
intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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