WHAT DO YOUR CONSUMERS
EXPECT FROM IN-STORE
SHOPPING?
New research explores the views,
frustrations and expectations of
U.S. shoppers and the technology
solutions required to improve the
experience.
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DOES EVERYBODY
GET FRUSTRATED
WHEN THEY’RE
SHOPPING?

52%

of consumers are irritated by
having to wait in line to pay

Upgrading POS is a necessity; yet
investment must be well-directed and that
can mean acquiring new digital
technologies built to integrate with a legacy
system. To find out, Omnico conducted
research among 2008, consumers over the
age of 16, right across the U.S.

92%

admit to experiencing
frustration when
shopping in-store

28%

57%

are also frustrated if
they cannot find what
they like in the right
style, size or color

of men identified waiting
in line as their chief gripe
compared with

47%
of women

28%

start to feel their patience
evaporating if they cannot
find a sales assistant

WHICH TECHNOLOGY
SOLUTIONS DO CONSUMERS
WANT TO MAKE STORE
VISITS EASIER?
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74%

KIOSKS
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82%

of respondents are ready to use kiosks for
in-store payments, with 75% either already
using such devices, or ready to do so within
the next 12 months.
More than half (52%) agree
that paying at a self-service
kiosk will improve their entire
in-store experience. This is
especially popular among the
16-24 age group (64%)

APPS – SCANNING AND PAYING

A majority
across all age
groups (55%)
already use a
personal
banking app
and 51% a video
or music
streaming app.

The overwhelming
majority (86%) say
they are prepared
to adopt the
technology at some
point, while 52%
are either already
employing it or will
do so within the
next year

TABLET OR IPAD
PAYMENTS:

20%
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of consumers say the use of tablet or iPad payments
would iron out difficulties and make life simpler in-store

ORDERING AHEAD FOR FOOD AND DRINKS
IN-STORE

51%

of respondents are
between somewhat
and very likely to
use either a cell
phone app or a
self-service kiosk
to order ahead for
food and drink.
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LOYALTY PROGRAMS

92%

of respondents in
our research use
loyalty programs in
one form or another

43%

31%

43% women always use a
loyalty scheme or coupon
when shopping, compared
with 31% of men.

69%
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said they are more likely to use a loyalty scheme if
it is integrated in a phone app that enables them to
pay for goods, accumulate points and spend them

TRANSFORMING REFUNDS

31%

dislike having
to wait until
they reach
the checkout

4 IN 10 40%
hate waiting at the
customer service point

06

86%

of respondents said they get
frustrated when waiting to get
their money back in a store

This research emphasizes how
consumers clearly want technology to
make their lives easier in-store and give
them the same level of personalization
and convenience as online.
Download the full report here:

www.omnico.com/instore-shopping-expectations
and contact Omnico today enquiries@omnicogroup.com

