



Summary
A survey was conducted to determine whether people really do prefer shopping in-store. Within this report the term in-store refers to individual shops, supermarkets and market places. The survey asked respondents a series of simple questions concerning their shopping habits. We started off by asking about their weekly shopping habits moving onto their preferred method of payment when shopping. We questioned their levels of satisfaction with their purchases, and customer service experiences. The survey ended by asking what respondents felt were the greatest advantages to buying in-store.
With the constant chatter in the media about the demise of the high street. It was decided that the subject deserved closer inspection. To get a fuller understanding, in the future another survey should be undertaken with a variation allowing for the different sectors of online services to be divided.
It was concluded that shoppers prefer to shop in-store, but prices encourage them to keep returning online. Reminds me of a quote from Peter Drucker that Dr. Russell Ackoff repeatedly uses. He said -
“There’s a difference between doing things right and doing the right thing”
For those of us that are not business owners it makes perfect sense to forfeit a percentage of profit in an attempt to rescue the high street. But that would be doing the right thing!
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Introduction
The subject of whether or not there are benefits to holding onto traditional shopping is of great importance. Using a short survey people were asked a series of questions around the frequency of use. and satisfaction of products and experience. when shopping in-store and/ or online. Through feedback received outside of the survey (Appendix 1), it has been mentioned that the parameters of the survey left respondents feeling restricted. There was no variation for the separate sectors to be divided. The afore mentioned survey being the focus of the report. It was also reflected on that the survey only questioned from the perspective of the consumers and not the business owner.
[bookmark: _Toc513557777]Preparing the Survey
Before writing the survey, choosing the questions was challenging. Although the answers had been formulated a writing block was firmly in place. Rather than fail to produce this report, the survey was published with a limited variation of questions and too broad a scope. Albeit, it did contain categorical (otherwise known as nominal) and interval questions. The order of the direct specific questions was carefully thought through to avoid bias. A progress bar was added to the survey to prevent/ reduce fatigue during the survey. 
See here a link to the survey;
https://bourne1974.typeform.com/to/kcatxv 

A copy of the survey report;

https://bourne1974.typeform.com/report/kcatxv/ibpc05pMygSxFynY 

As the survey is live, the report is likely to change over the next few weeks as it is being continually shared via WhatsApp.
All figures shown in this report are correct as of 8 May 2018.
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Figures 1, 2, 3, and 4 tables showing the results of the survey ‘Are There Benefits to Holding onto Traditional Shopping?’ listed below. 

[bookmark: _Toc513557779]

[bookmark: _Toc513557780]

[bookmark: _Toc513557782]Fig.4.



[bookmark: _Toc513557783]Discussion
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[bookmark: _Toc513557785]A Typical Week
13 out of 44 survey responders reported shopping in-store extremely often in a typical week. Whereas only 4 in 44 reported, shopped extremely often online over the same period. Seemingly signaling a preference for traditional shopping. However, looking at the table (Fig. 1) quite often in-store and somewhat often online have an equal score.
[bookmark: _Toc513557786]Payment Method
· 27 out of 44 responders prefer to use cash when shopping (Fig. 2). 
New contactless technologies are developing regularly to make payment by card and phone quicker and easier. Carlyle, R. (2018) wrote in the Express earlier this year about contactless technologies in the making that allow us to make payment with our eyes within the next 15 years. Debit and credit cards are currently widely used alongside cash to settle payment in-store. 25 out of 44 responders prefer to use a debit card when shopping. 6 out of 44 said they prefer using payment apps, with half that amount preferring credit card and/or PayPal. 
[bookmark: _Toc513557787]In-store Purchases and Procedures
Shoppers report a high level of satisfaction with in-store purchases and procedures (Fig. 3). 
· 56.8%, just over half, said they were more likely to find what they wanted in-store.
· Only 31.8% said they found a broader selection in-store.
· Less than a third found in-store prices fairer.
· 77.3% experienced a more effective customer service in-store.
· 77.3% found in-store returns procedures fairer
· 59.1% said that overall, in-store purchases provided them with better satisfaction. 
It is clear to see from these results that responders are still enjoying traditional shopping. They report being more able to find what they want, a far better customer service and fairer returns procedures when shopping in-store 
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The question ‘Upon reflection, which would you say are the greatest advantages to buying in-store?’ was asked. The results recorded by the respondents are shown in Fig.4. and below.
· 25% - Seeing, feeling, and testing an item before purchase.
· 18% - Trying on items before purchase.
· 14% – No shipping costs.
· 10% - Ease of returns/ refunds
· 10% - Less likely to receive an inferior product.
· 9% - No need for an internet connection.
· 6% - Can use cash.
· 7% - Interaction with other people.
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It is worth mentioning some of the benefits to the in-store business from the perspective of the business owner. With a physical presence, as illustrated by the respondents of the survey, customer service care is as important as advertising (Skills You Need 2018). You are more able to;
· Deal with customer complaints quicker/ on the spot.
· Offer alternatives when dealing with enquiries
· Customers will share their experiences with others.
· Less returns.
[bookmark: _Toc513557790]Business Owner (In-store) Disadvantages
· Subject to high rent charges
· Subject to the continuously falling footfall in London and the South-East 
[bookmark: _Toc513557791]Disadvantages for Customers (In-store)
In every argument there are two sides. So here we will take a look at some of the disadvantages for customers shopping in-store.
· Not always convenient for disabled shoppers
· Restricted shopping hours
· Limited selection instore
· Higher prices
· Products out of stock/ in a different store
· Need to leave home to participate
· Time consuming
· Not as easy to compare prices
· Stores can be busy and untidy
· Pay for travel and parking

[bookmark: _Toc513557792]Advantages to Online Shoppers
· Takes less time make a purchase
· Compare brands in a time efficient manner
· Within easy reach for growing numbers of consumers through the internet
· Not restricted by opening hours
[bookmark: _Toc513557793]Disadvantage to Online Customers
· Higher chance of purchasing inferior products
· Loss of connection/ power interrupts buying procedure
· Loss of funds due to dishonest sellers
· Loss of funds due to poor returns service
· Loss of personal information due hackers
· Poor legal recourse
[bookmark: _Toc513557794]Advantages to Online Business Owners
Many businesses are exploring their options to cut spending. Last year the Chancellor has cut business rates much earlier than expected in an attempt to ease the effect of rate rises on small businesses according to BBC News (2017). The online community do not face the same level of pressure as the in-store community with;
· Less rent to pay
· Reduced business rates
· Lower energy costs
· Decreased staffing costs
· Unlimited opening hours
· Access to the world stage
· Sell high volume of products due to lower pricing
[bookmark: _Toc513557795]Disadvantages to Online Business owners
· Power or equipment failure
· Loss of revenue due to card fraud
· Fake reviews affect sales
[bookmark: _Toc513557796]Conclusion
At this time there is not a clear winner concerning whether people prefer online to in-store shopping. They do however prefer to pay for their shopping in cash although debit cards come a very close second. They clearly prefer to make contact with their items before purchase. Seeing, feeling, testing, and trying on before parting with their cash being the of most importance. In general customer service care is far better in-store. If there were a company who was willing to reduce their profit margin and take on the current trend where online is cheaper than in-store they could do well – the snapshot in this survey suggests that people still prefer the traditional in-store shop. It is prices that keeps them returning to the online store.
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Appendix:
Appendix.1 
Feedback received outside of the survey;
[12:36, 5/7/2018] ELLAS Mum 😆☀: Hi Debbie, I did do the survey and hope it’s helpful, however, it doesn’t differentiate between grocery and other goods like clothing and household stuff...
I generally do all grocery shopping in store but most of other stuff online...but can’t really differentiate that in the survey.
[12:42, 5/7/2018] I Can Do All Things 🙌🏾: I know. . . Hmmm. . .  I was going to separate the different sectors but wrote the survey in the small hours when although it is quiet the brain was a bit fuzzy. I'm sure I will have to revisit the subject - then I will zero in and be more specific. Thanks for the feedback.
[12:53, 5/7/2018] ELLAS Mum 😆☀: As far as the way I shop (can’t say that for everyone!😋)...I do all grocery shop in store...clothing and trivia stuff online...then household goods like kitchen equipment and white goods both in store and online...depends on how familiar I am with the product...
[17:11, 5/7/2018] I Can Do All Things 🙌🏾: I'm just as varied . . . depends on mood and time of year as well. I only had space for 10 questions. All the feedback has been given me plenty to think about - will produce a more refined piece on my second attempt 😳. Definitely give it more time and consideration 👩🏽‍💻
In-store or Online?

In-store	From your experience, where are you more likely to find what you want?	When shopping, in general do you find a broader selection;	Compare in-store and online. Which gives you fairer prices most often?	Which provides a more effective customer service?	Which provides a fairer returns procedure?	Overall which purchases have provided better satisfaction?	25	0	14	0	14	0	34	0	34	0	26	Online	From your experience, where are you more likely to find what you want?	When shopping, in general do you find a broader selection;	Compare in-store and online. Which gives you fairer prices most often?	Which provides a more effective customer service?	Which provides a fairer returns procedure?	Overall which purchases have provided better satisfaction?	19	0	30	0	30	0	10	0	10	0	18	



In a Typical Week, How Likely Are You to Shop 
In-store 	Online
 

In a Typical Week, how likely are you to shop in-store?	Extremely often	Quite often 	Somewhat often	Not at all	13	17	8	5	Extremely often	Quite often 	Somewhat often	Not at all	0	0	0	0	In a Typical Week, how likely are you to shop online?	Extremely often	Quite often 	Somewhat often	Not at all	4	12	17	11	Extremely often	Quite often 	Somewhat often	Not at all	
Extremely often	Quite often 	Somewhat often	Not at all	


When shopping what is your preferred method of payment?
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Cash	Debit card	Payment apps	PayPal	Credit card	27	25	4	3	3	
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