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eMarketer principal analyst Andrew Lipsman and executive editor of the
eMarketer Retail Newsletter Rimma Kats share firsthand accounts of
the National Retail Federation’s annual trade show, focusing on retail
personalization, returns, sustainability and more.

Most Important Elements of the Shopping Experience
When Making a Digital Purchase According to US
Internet Users, Oct 2019

% of respondents

Free shipping

85%
Free returns

Smooth checkout process

54%
Accurate/informative product descriptions
51%
Strong, relevant search functionality
39%
Ability to use retailer or manufacturer coupons/offers
32%

Ability to talk to a person (via chat, text or phone) if | have a
question
25%
Availability of buy now/pay later options at checkout
16%

Source: Retail TouchPoints, “2019 Shopper Insights Survey: Mapping the
Ccustomer Journey,” Oct 31, 2019
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Subscribe to the "Behind the Numbers" podcast on SoundCloud, Apple
Podcasts, Pandora, Spotify or Stitcher.
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https://soundcloud.com/behind-the-numbers
https://podcasts.apple.com/us/podcast/behind-the-numbers-emarketer-podcast/id1113097936
https://www.pandora.com/podcast/behind-the-numbers-emarketer-podcast/PC:21669?part=PC:21669&corr=podcast_organic_external_site&TID=Brand:POC:PC21669:podcast_organic_external_site
https://open.spotify.com/show/7C9j1qi6NI4Uct9gWfFdxk
https://www.stitcher.com/podcast/emarketer-behind-the-numbers/behind-the-numbers
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