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Overview of our Research
Who did we speak to?



Background
• Tryzens commissioned an extensive research project targeted at both eCommerce

Directors and Consumers

• This research identified what consumers really want when shopping online and in 
store, and the current priorities of eCommerce Directors

• We wanted to answer the following questions;
– What makes a consumer buy from a website, and what doesn’t?
– Are delivery methods and payment options really that important?
– What do you think retailers should be focused on?
– Were the priorities of eCommerce directors aligned with consumers?



We spoke to … Consumers
• 1,000 UK based online consumers
• From all age groups over 16 



We spoke to … eCommerce Directors

• 100 decision makers in retailer organisations ( IT & eCommerce )

• Retailers had to have at least one physical store and one website

• Minimum £2 million turnover in UK



Consumer demographics
What did we learn about our consumers?



The average person spends >£6k online annually



Using a laptop the majority of the time



Between 6pm and 10pm



Frequency of shopping is not a Gender issue



Women spend 14% more time shopping online



But Men outspend Women by 44%

Male spending in 
these categories 
is at least twice 
females



26-45 year olds are the most active online…



Shopping across verticals is the ‘norm’



What Consumers Like



What do consumers most value?



And how do they like to keep in touch?



How do consumers find offers online?



…but there are variances by age…



…and how are retailers promoting offers?

35% of retailers 
view as vitally 
important – only 
9% of consumers 
agree

Over 10% of 
retailers don’t 
view as 
important, 77% 
of consumers do



Which features are most important?



And how does this vary be age?



What Consumers Want



Key reasons not to shop online



Which products do you prefer to buy in store?



What stops consumers buying?



Where do consumers think retailers can improve



In summary
Key things to consider on your way back to 
the office…



In summary
• Getting the basics right is key for consumers

– Have you asked your customers what they would like to see?
– Is your website ranking as well as it could in search engines?
– Have you optimised your e-mail campaigns?
– Do you make use of extended SSL certificates and trust icons in checkout?
– Does onsite search provide a high level of relevance in the results?
– Are you focused on increasing conversion of existing users, before adding more traffic?

• Online preferences vary significantly by age, but not by gender
– Do you know the age profile of your consumers?
– Are you focused on the right features for your target customer?
– For younger customers : are you personalising your offers, offering live chat and social 

customer service
– For older customers : are you providing the right search refinements and options, are reviews 

credible and prominent and is it easy to find the product you want



Any questions?
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