
39%
of frequent shoppers are more likely

 to shop more if the website shows them 
products based on their past purchase history 

44%
are more likely to shop 

more if the website 
is visually appealing 

54%
shop more online with websites 

that o�er a loyalty program with exclusive 
discounts, rising to 61% of frequent users

Shopping habits have changed  

What makes consumers spend more?

shop online more 
frequently than before

55%

60%

71%
of frequent online shoppers 
report spending more

have seen an increase in 
their online spending overall

What do consumers want now?  

Minimise friction

Planning and prices

About the research

About Magento Commerce

54% 
say that the pandemic has changed 
their expectations of online shopping 

“

�is research was carried out in partnership with Loudhouse in October 2020. 
We interviewed 7,046 global consumers to understand how their online shopping 
behaviours have changed in the past 12 months. �is included respondents from 
13 regions from a range of age groups.

Magento Commerce, which powers Adobe Commerce Cloud, is the leading eCommerce platform for brands of all sizes 
that support B2B, B2C and B2E use cases. Magento Commerce boasts a strong portfolio of cloud-basedomnichannel 
solutions, integrating digital and physical shopping experiences and powering $155 billion in gross merchandise.

Adobe Commerce Cloud, part of Adobe Experience Cloud, makes every brand interaction personal and every
experience shoppable. Built on Magento Commerce, Adobe Commerce Cloud deeply integrates with Adobe
Analytics Cloud, Adobe Marketing Cloud and Adobe Advertising Cloud.

Tailored to the needs of global B2C and B2B companies to support multiple brands, sites and countries and to
orchestrate commerce across every channel, Adobe Commerce Cloud provides a highly customisable and scalable 
end-to-end platform to manage, personalise and optimise the commerce experience across every touchpoint.
Adobe is changing the world through digital experiences.

For more information, visit www.adobe.com

Opportunities to save money

52% 
are more likely to look for 
discounts and o�ers than before

55% 
say it is more important that a website is 
secure and their payment details are kept safe

Safety is paramount

49%
(Half ) are willing to pay more from 
environmentally friendly retailers

Green spend

A bespoke experience

35% 
say an experience where they only 
saw relevant products and o�ers 
would make an experience ‘stand out’

70%
are more likely to shop 
elsewhere if they can’t 
�nd products quickly

52%
value the ability to easily 

�nd further information on 
products and services 

44%
tend to make at least one 

unplanned purchase of an item with 
every online transaction they make 

38% 
want fewer steps in 

the check-out process 
now more so than ever 

63%
would abandon at 

check-out if a retailer doesn’t 
o�er free delivery or returns

48%
are keen to return to 

in-store, o�ine shopping 
as soon as possible 

40%
spent more time comparing 
prices and o�ers with other 

websites over the last 12 months 

69%
(Seven in ten) want retailers to 
have good environmental credentials

Sustainability as standard

1

Five reasons to choose a hybrid  

platform that supports B2B and  

direct-to-consumer selling

�e Best of Both Markets

Importance of the following when online shopping

Very important

Important
58%

47%

47%

41%

31%

67%

23%

32%

39%

38%

41%

38%
�at my personal identity 
and data is safe

�e the retailer’s price 
is reasonable/a�ordable

�at the online 
experience is simple

90%

90%

86% 69%

�at stock is readily available

�at the website loads quickly

�at the retailer has good 
environmental credentials 

85%

82%

Consumer preferences 
in eCommerce 2020
In a year full of challenges, ecommerce has been a saving grace for many 
retailers. But when shopping online became a necessity, not a choice, 
how did consumer expectations and preferences change?

Magento carried out a survey of 7,046 consumers across Europe, 
�e Middle East and Africa to understand how their shopping behaviours 
have changed in the past 12 months. Here’s what we discovered.


