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Importance of Additional Precautions

Ensuring products are available at closest location

87%

Limiting the sale of certain items

81%

Providing hand sanitizer / handwashing stations

85%

Offering contactless payment options

67%

Catering to vulnerable customer needs

84%

Providing single-use hand towel to cover fuel pump

64%

Facilitating social distancing

83%

Providing single-use hand towel to cover cart/basket

63%
Using thermal imaging cameras to detect temperatures

52%

Taking appointments to shop at a particular time

42%

Offering curbside pickup

52%
Offering delivery

49%

When it comes to consumer satisfaction 
with precautions, how do brands, by sector, 

compare to their competitor set?

Grocery 

Somewhat SatisfiedVery Satisfied

Grocers and Pharmacies are Meeting
Expectations but Gas & Convenience

Brands are Falling Short.

Satisfaction with COVID-19 Precautions Taken by Brands

Grocery

Very/Somewhat
Satisfied

87%

Pharmacy

Very/Somewhat
Satisfied

88%

Gas & Convenience

Very/Somewhat
Satisfied

73%

COVID-19 and 
the State of 
Consumer Loyalty
As the economy starts to re-open, our latest COVID-19 study provides brand-level 
tracking of consumer sentiment regarding the importance of precautionary measures 
along the customer journey, and the extent that there is still work to be done to 
rebuild confidence in retail customer experiences.

High-Frequency Retail Edition

Source: Data provided from the Bond Data Lake, including data collected from the Bond COVID-19 

State of Consumer Loyalty Pulse Survey. Wave 4: May 8th (n=1,511)

H-E-B

80%
60% Avg

Costco

61%
Walmart

61%
Publix

59%
Kroger

59%
Albertsons

45%

Satisfaction with COVID-19 Precautions Taken by Brand 

Pharmacy 

Walgreens

60%
61% Avg

CVS

59%
Rite Aid

56%

Very/Somewhat SatisfiedVery Satisfied

Satisfaction with COVID-19 Precautions Taken by Brand

Gas & Convenience

Circle K

58%
44% Avg

Exxon and Mobil

53%
7-Eleven

53%
Chevron

52%
Kroger

43%
BP

42%
Speedway

40%
Shell

37%

Very/Somewhat SatisfiedVery Satisfied

Satisfaction with COVID-19 Precautions Taken by Brand 

Very/Somewhat SatisfiedVery Satisfied

Retailers Need to Pay Attention to Demographic 
Differences When it Comes to Precautions.

The importance of things like hand sanitizer and catering to vulnerable customer needs grows with
 the age while young consumers place greater emphasis on the off-premise customer experience:

 curbside pickup, delivery and shopping appointments.

What About Catering to Loyal Customer Needs?

45%

In this moment, only 45% customers find rewarding loyalty important. 
But as consumer confidence is restored, loyalty will return to its 

important role of enabling experiences that treat best customers best.
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