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WHAT’S REALLY CHANGED IN RETAIL?  

3 Shifts in Consumer  
Values Retailers Can  
No Longer Ignore
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COVID-19 pushes consumers to embrace technology  
in all aspects of life

Online shopping ɼȅȄƓȆɯ� 
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Retailers are realizing the Band-
Aids put on during the height of 
the pandemic are not sustainable 
going forward. We are not 
reacting to a set of trends — this is 
now a new set of behaviors we all 
must accommodate.” 

Anne Mezzenga, Co-Founder, Omni Talk blog

https://www.wsj.com/articles/pandemic-boosts-targets-growth-at-rivals-expense-11614684877
https://www.wsj.com/articles/pandemic-boosts-targets-growth-at-rivals-expense-11614684877
https://www.digitalcommerce360.com/2021/02/18/walmarts-online-sales-grow-79-in-its-just%E2%80%91ended-fiscal-year/
https://www.digitalcommerce360.com/2021/02/18/walmarts-online-sales-grow-79-in-its-just%E2%80%91ended-fiscal-year/
https://red-archer.squarespace.com/copy-of-meet-the-archers-2
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Customer experience touch points post-COVID-19

Physical store
ǆ���¥¤¬�¤��¤ª�¢¥��ª�¥¤ 
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Human service design elements
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Technology decisions
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“COVID-19 accelerated the adoption of 
digital e-commerce, mobile shopping, 
and last mile delivery. It reshaped 
last-mile logistics. But it didn’t change 
the fact that customers want retailers 
to provide speedy answers and 
resolutions across multiple channels  
of communication.” 

Matt Sanders, Vice President of Business 
Development at Ubiquity
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+208%

+28%

+$105B

SHIFT #1: 

How people receive 
their goods moves to 
front of the funnel
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“Convenience is paramount for every 
�«©ª¥£� Ɣ̈��«ª�ª�����ů¤�ª�¥¤�¥���¥¤¬�¤��¤���
is different for every customer — and 
�ªƪ©���ů¤�ª�¢¯�¤¥ª� «©ª�©¦���Ɠ�����ů¨©ª�
consideration customers have today is 
the ability to access a product when and 
where they want to access it.” 

Anne Mezzenga, Co-Founder, Omni Talk blog
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SHIFT #2: 

Reverse logistics are 
more important (and 
must be more human) 
than ever
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Customer behavior before
ǆ���¤ª�¨��ª�­�ª��salesperson�ª¥�©�¢��ª�¦¨¥�«�ª© 

ǆ���¤ª�¨��ª�­�ª��cashier�ª¥�£�¡��¦«¨���©� 

ǆ���¤ª�¨��ª�­�ª��customer support�ª¥�£�¡��¨�ª«¨¤

Customer behavior after
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“Post-COVID-19, brands must provide 
a more personalized customer 
experience. Knowing why a customer 
is contacting you before speaking to 
them, whether that’s a new purchase, 
order status, suggestions for items to 
purchase, is central to your ability to 
provide a positive experience.” 

Matt Sanders, Vice President of Business 
Development at Ubiquity
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¦¨¥��©©�¤������¡¥«ªƓ��«ª��©�¨�ª��¢��¥¥ª¦¨�¤ª©��¨¥­��¤��¥¦ª�¥¤©�ª¥�
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Anne Mezzenga emphasizes that, by far, the 
biggest risk to retailers was delivering poor 
experiences because they’re trying to be  
a technology company and they’re not. It’s 
far better to assess the tactics or partners 
that will allow a retailer to deliver the best 
experience and outsource to them so they  
can focus on what truly differentiates their 
brand in the eyes of customers.  

SHIFT #3: 

Outsourcing customer 
service can help 
retailers focus on what 
they do best 
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��°°�¤���¤¥ª���ª��ªƔ��¯��� Ɣ̈�ª��������¨�¨�©¡�ª¥�¨�ª��¢�¨©�­�©�

��¢�¬�¨�¤��¦¥¥¨��®¦�¨��¤��©�����«©��ª��¯ƪ̈ ��ª¨¯�¤��ª¥������

ª���¤¥¢¥�¯��¥£¦�¤¯��¤��ª��¯ƪ̈ ��¤¥ªƓ��ªƪ©���¨���ªª�¨�ª¥��©©�©©�ª���

ª��ª��©�¥¨�¦�¨ª¤�¨©�ª��ª�­�¢¢��¢¢¥­���¨�ª��¢�¨�ª¥���¢�¬�¨�ª�����©ª�

�®¦�¨��¤����¤��¥«ª©¥«¨���ª¥�ª��£�©¥�ª��¯���¤��¥�«©�¥¤�­��ª�ª¨«¢¯�

�����¨�¤ª��ª�©�ª���¨��¨�¤���¤�ª����¯�©�¥���«©ª¥£�¨©Ɠ�

	¥¨��®�£¦¢�Ɣ���¢ª¥¤��¥¤©���¨©��ª�¨�«�¡©ƪ�¦¨�©���¤ª�

�®¦�¨�£�¤ª�ª�¥¤�­�ª��¦��¡«¦Ǒ¥¤¢¯�©ª¥¨�©����¥¨��ª���¦�¤��£��Ɣ�

­������¢¢¥­���ª����¨�¤��ª¥�©��£¢�©©¢¯�¨¥¢¢�¥«ª�ª����®¦�¨��¤���

�¤�¨��¥¨��ª�£��¥¤���ª���¦�¤��£���©ª¨«�¡Ɠ���¨¥«�����¨��«¢�

�®¦�¨�£�¤ª�ª�¥¤Ɣ��ª�¨�«�¡©����¤ª�ů���ª��ª���©��£¢�©©��®¦�¨��¤���

¥��¥¨��¨�¤���¤��¨����¬�¤���¥�����­�©���£«���£¥¨���£¦¥¨ª�¤ª�¦�¨ª�

¥���ª©��¨�¤�����¤ª�ª¯�ª��¤�ª���ȃǑª¥Ǒȃ�¦¨¥��©©�¥��¦¢���¤���¤�¥¨��¨��¤��

�¤ª�¨��ª�¤��­�ª��ª�����¨�©ª�Ɠ�	¥¨��¤¥ª��¨��¥������¨�¤�Ɣ�¦�¨��¦©�¥¤��

­�ª���¥££«¤�ª¯Ǒ�¥�«©���¬�¢«�©Ɣ�ª��©�£���ª�¤¥ª���¬�����¤�ª���¨���ª�

��¢¢Ɣ��«ª��ª�­¥¨¡����¥¨��ª�¨�«�¡©Ɠ�

ƫ	¥¨��ª�¨�«�¡©Ɣ�ª��©�­�©���ª���¤¥¢¥�¯Ǒ��©���­�¯�¥��¥«ª©¥«¨��¤��

ª����«©ª¥£�¨��®¦�¨��¤��ƔƬ���¢ª¥¤�©���Ɠ�ƫ�«©ª¥£�¨©�©ª�¢¢���ª�ª���

�®¦�¨��¤���¥����¦�¨©¥¤�¢�°����¥�����¥¨�� Ɣ̈��«ª��ª�¨�«�¡©��©���¢��ª¥�

�«ª��¥­¤�¥¤�¢��¥¨��¥©ª©�����«©���ª����¤���ª��­�¯�­�ª��¥¤��¦�¨©¥¤�

¨«¤¤�¤������¡¥«ª��¤��ª�¨���¦�¥¦¢���«¢ů¢¢�¤��£¥��¢��¥¨��¨©�¨�ª��¨�

ª��¤�ª�¨���¦�¥¦¢��¨«¤¤�¤������¡¥«ªƓƬ

��ªª���¤��¨©Ɣ�������¨�©���¤ª�¥���«©�¤�©©���¬�¢¥¦£�¤ª��ª����§«�ª Ɣ̄�

¦¥�¤ª©�¥«ª�ª��ª��¥©ª���©��¢­�¯©����¤����¨�¬�¨��¥¨�¥«ª©¥«¨��¤�Ɠ��«ª�

�����Ǒȃȋ���©�����¢�¨�ª���ª���¦¨�©©«¨��¥¤�ª��ª��¨�¬�¨��¯��¨��ª�¤����

¢��¥¨�©�¥¨ª�����¤�¨�ª��¢Ǒ��¤��©«¦¦¥¨ªǑ�¥�«©���¨¥¢�©Ɠ��¯�¥«ª©¥«¨��¤�Ɣ�

¨�ª��¢�¨©�¥¦�¨�ª��£¥¨����ů���¤ª¢¯��¤����ª�£¥¨��¦¨¥�«�ª�¬�ª¯�¥«ª�¥��

©ª���Ɣ��©¦����¢¢¯��©���¨�©«¢ª�¥��ª����«©�¤�©©��¥¤ª�¤«�ª¯�ª��ª��¥£�©�

�¨¥£�£«¢ª�¦¢����¤ª�¨©�ª��ª�©ª�¯���ª�¬���¤�ª����¬�¤ª�¥����©�«ª�¥­¤Ɠ

Empower customer service agents 
to solve customer’s issues, avoid 
transferring calls, and reduce the 
need for follow-ups.” 

Matt Sanders, Vice President of Business 
Development at Ubiquity
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Meeting customers 
where they are with 
experiences they want  

�����Ǒȃȋ�£�¯���¬�����¤�����¥­��«©ª¥£�¨©��¥¢��ª���¨�¦¥­� Ɣ̈��«ª�

�ª���©¤ƪª����¤����ª������ª�ª��ª��«©ª¥£�¨©��¥¢���ªƓ��¤���©��«©ª¥£�¨©�

©���ª�©�¥¦¦�¤������¬�¥¨©�ª¥­�¨��ª���¤¥¢¥�¯Ǒ£����ª���¥¤¢�¤���¤��

£¥��¢��£��¤©Ɣ�ª����«©ª¥£�¨��®¦�¨��¤�����©��� «©ª���­�ª���ªƓ�

��ª��¢�¨©�ª��ª�­�¤ª�ª¥���¢�¬�¨�ª���£¥©ª�©«¦¦¥¨ª�¬���¤������Ǒ§«�¢�ª¯�

�®¦�¨��¤���¦¥©©��¢��Ǔ��¤����¤�ůª��¨¥£�ª��������¢�¬�¢©�¥���«©ª¥£�¨�

¢¥¯�¢ª Ɣ̄������¤����©¡�ª�©�°��ª��ª��¥£��­�ª��ª��ª�Ǔ�£«©ª��� «©ª�

ª¥�ª��©�����¤��©��¯��«�¢��¤��¥¨�¥«ª©¥«¨��¤���¤��¤¤¥¬�ª�¬���¤��

�¤ª��¨�ª����¦¦¨¥����ª¥���Ɠ

ƫ��ª��¢�¨©���¬�������¤���ª¥�£�¡����¨��¢��¥¤ª¨��«ª�¥¤�ª¥�ª����«©ª¥£�¨�

�®¦�¨��¤�����©���¥¤�ª���ª���¤¥¢¥�¯��¤��¦�¨ª¤�¨©�ª��¯�«©�ƔƬ�

��¢ª¥¤�©���Ɠ�ƫ�¤©ª����¥��©¦�¤��¤��ª�£���¤���¤�¨�¯�¥¤�¥«ªǑ¥�Ǒ

©ª¥�¡©�¥¨��«©ª¥£�¨�¦�¥¤����¢¢©��¤��¥ª��¨��¥¤��¨¤©�ª��ª��¨��£¥¨��

��ů���¤ª¢¯��¥¤��­�ª��ª���¤¥¢¥�¯��¤��¦�¨ª¤�¨©Ɣ�¨�ª��¢�¨©���¤��¨���

ª���¨�¥¤Ǒ©�ª��©ª����ª¥����£¥¨���£¦¥­�¨����¤��ů¤���¨��ª�¨�¦«¨¦¥©��

�¤�©�¨¬�¤���«©ª¥£�¨©��¤Ǒ©ª¥¨�ƓƬ

12
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SHIFT #1

Delivery priorities move to front of funnel
�«©ª¥£�¨©�¤¥�¢¥¤��¨��¢­�¯©�¢����­�ª��ª���¨�¦¨���¨¨���¦¨¥�«�ª©Ɣ�

�¨�¤�©Ɣ�¥¨�¨�ª��¢�©ª¥¨�©Ɠ���¥©��¦¨�¥¨�ª��©��¨��¥�ª�¤�©��¥¤��¨¯�ª¥�

�«¢ů¢¢£�¤ª���ª��¢©�©«����©���¢�¬�¨¯�£�ª�¥�©��¤��ª�£�¢�¤�©Ɣ�©���ª�¤��

©���ª��«©ª¥£�¨� ¥«¨¤�¯©Ɠ���¨¬����ª���¤¥¢¥���©����¥£���¨�ª���¢��¥¨�

���¤ª��¯�¤��¦¨¥�«�ª©��¤���£�¤�Ɣ�©«¦¦¢¯�¤��¨��¢Ǒª�£���¤¬�¤ª¥¨¯�

�¤�¥¨£�ª�¥¤Ɣ��¤��¥���¨�¤�����«¨�ª����¢�¬�¨¯�¥¦ª�¥¤©Ɠ

SHIFT #2

Reverse logistics becomes more human
�©�¨�ª��¢�¨©��¥�£¥¨���«©�¤�©©�¬����Ǒ�¥££�¨��Ɣ��«©ª¥£�¨©�­�¢¢��¥�

ª�¨¥«���¨�ª«¨¤��®¦�¨��¤��©�£¥¨���¨�§«�¤ª¢ Ɠ̄��¤������«©��ª�¥©��

�®¦�¨��¤��©�­�¢¢�£�¡��«¦��������¨�¦�¨��¤ª����¥��ª���¨��¤ª�¨��ª�¥¤�

­�ª�����¨�¤�Ɣ�ª�¥©���®¦�¨��¤��©�������ªª�¨�����®��¢¢�¤ªƓ��¤¥­�¤��

­�¯��«©ª¥£�¨©��¨���¥¤ª��ª�¤��¯¥«����¥¨��©¦��¡�¤��­�ª��ª��£��©�

¥¤��­�¯�ª¥��¨��ª��¦¥©�ª�¬���¨�¤���®¦�¨��¤��©Ɠ�

SHIFT #3

�«¦¦¥¨ª�©¦���ů�©�ª«¨¤�¢����¢�ª��©�ª¥�¥¦¦¥¨ª«¤�ª��©
�©�¨�ª��¢��¥¥ª¦¨�¤ª©��¨¥­��¤��¥¦ª�¥¤©�ª¥�¥«ª©¥«¨���¨�ª��¢�¥¦�¨�ª�¥¤©�

¦¨¥¢���¨�ª�Ɣ��ªƪ©��¤�¨��©�¤�¢¯��¥££¥¤��¥¨�¨�ª��¢�¨©�ª¥�¨��¥¤©���¨�

­��ª��¨��«©ª¥£�¨�©�¨¬�����©���¬�¢«��¢��«©��¥��¨�©¥«¨��©��¤��

¦�¨©¥¤¤�¢Ɠ����¤�����©�¦�¨�¥¨£����ª������¢�¬�¢©�¥��§«�¢�ª Ɣ̄�

���¦ª���¢�ª Ɣ̄��¤���¥¤©�©ª�¤� Ɣ̄�¥«ª©¥«¨�����«©ª¥£�¨�©«¦¦¥¨ª�

�¨��ª�©��¨��ª�¨��«©ª¥£�¨�¬�¢«�Ǔ�¤����ů���¤�¯Ǔ�¥¨��¤¯�¨�ª��¢� Ɠ̈

SHIFT YOUR FOCUS 

Superior customer experiences build loyalty
����©ª�¡�©��¨��������¤��«�¢��¤���«©ª¥£�¨�¢¥¯�¢ª Ɣ̄����Ɣ�©�ª�©���ª�¥¤�

¨�ª�¤�©Ɣ��¤����©¡�ª�©�°���¤�¨�ª��¢��¤���Ǒ�¥££�¨��Ɠ���ª��¢�¨©�ª��ª�

­�¤ª�ª¥���¢�¬�¨�ª���£¥©ª�©«¦¦¥¨ª�¬���¤������Ǒ§«�¢�ª¯��®¦�¨��¤���

¦¥©©��¢��£«©ª��� «©ª�ª¥�©���ª�¤���«©ª¥£�¨��®¦��ª�ª�¥¤©��¯��«�¢��¤��

¥¨�¥«ª©¥«¨��¤���¤��¤¤¥¬�ª�¬���¤���¤ª��¨�ª����¦¦¨¥����ª¥������¬�¤��

©«¦�¨�¥¨��«©ª¥£�¨��®¦�¨��¤��©Ɠ

Revisiting the shifts



���§«�ª¯ƪ©���¢�ª�¥¤©��¦Ǒ��©����«ª©¥«¨��¤��¦�¥¤��¨©�

¤�®ªǑ��¤�¨�ª��¢��¤����¥££�¨����®¦�¨��¤��©��¥¨�

��©¨«¦ª�¬���¨�¤�©Ɠ��«¨����¢��£�ª�¥�¥¢¥�¯��¤©«¨�©�

����ªª�¨���ª«¨¤�¥¤��«ª©¥«¨��¤���¯��¨�¬�¤���«©ª¥£�¨�

©�ª�©���ª�¥¤�«¦Ɣ��¥©ª©�ª¥�©�¨¬���¥­¤��¤���¤�¨��©�¤��

�«©ª¥£�¨�¢���ª�£��¬�¢«�Ɠ����§«�ª¯�¥���¨©�£«¢ª����¤¤�¢�

�«©ª¥£�¨��®¦�¨��¤����£�¤���£�¤ª�©�¨¬���©Ɣ�¨�ª«¨¤©�

¦¨¥��©©�¤���¤�����¨�����¡�£�¤���£�¤ªƔ��©�­�¢¢�

�©����¤¤�¢�¥¦ª�£�°�ª�¥¤�©ª¨�ª��¯��¤���¥¤©«¢ª�¤�Ɠ�

����§«�¨ª�¨����¤���­��¥¨¡���ª Ɣ̄�ª����¥£¦�¤¯���©�

��¢�¬�¨¯�¢¥��ª�¥¤©�¥¤�ů¬���¥¤ª�¤�¤ª©Ɠ

LEARN MORE

https://ubiquity.com/commit-to-cx-first-outsourcing/?utm_source=bankingdive

