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#5  IN-STORE EXPERIENCES NEED TO BE AS 

SEAMLESS AS ONLINE

ALMOST HALF OF CONSUMERS HAD STORE 

ASSOCIATES FIND AN ITEM IN ANOTHER STORE 

FOR SHIP-TO-HOME IN THE PAST 6 MONTHS. 

BUT ALTHOUGH 90% OF STORE ASSOCIATES 

HAD ACCESS TO INVENTORY INFORMATION, 

ONLY 7% OF THEM ATTEMPTED TO SAVE 

THE SALE.

84%

50%

74%

#4  MULTIPLE FULFILLMENT OPTIONS HAVE 

BECOME TABLE STAKES

66% 55% 49%

68% 

expect delivery of their online 

purchases within 3 days

say multiple 

fulfillment options 

influences 

willingness to 

complete a purchase

say they will switch 

retailers if their 

preferred method of 

fulfillment isn’t 

available

will remain loyal to a 

retailer if buy online, 

pickup in store is 

available

are influenced to make a purchase when store 

associates are equipped with a mobile point of  

sale system

have had a store associate use a mobile device 

to check inventory or check out

expect store associates to access their 

customer history when visiting a store

#2  INTERACTIVE CONTENT REIGNS

#3  INDIVIDUALIZED BUYING EXPERIENCES ARE 

THE FUTURE

% OF CONSUMERS INFLUENCED TO COMPLETE A 

PURCHASE

85%

HOMEPAGE 
With personalized Homepage 

promotions

PRODUCT PAGE
With targeted recommendations 

on the Product Page

44%

SHOPPING CART
With product recommendations in 

Shopping Cart

92%

LOYALTY DISCOUNTS
Through Loyalty Discounts 

and offers

55%

INTERACTIVE CONTENT - 92%

PRODUCT REVIEWS - 82%

SIMPLIFIED SHOPPING CART EXPERIENCE - 78%

MULTIPLE FULFILLMENT OPTIONS- 66%

QUANTITY OF PRODUCT AVAILABILITY - 64%

LIVE CHAT- 55%

#2  INTERACTIVE CONTENT REIGNS

PRODUCT REVIEWS

82%  of consumers are influenced to complete 

their purchase thanks to product reviews.

In the past six months, 93% of consumers have 

reviewed product ratings before purchasing an item.

INVENTORY AVAILABILITY
Having quantity of an item displayed influences 

64% of consumers to complete their purchases

~/Library/Messages/

FACTORS THAT INFLUENCE CONSUMERS TO 

COMPLETE A PURCHASE

 #1 PRICE TRUMPS BRAND LOYALTY

2% OTHER

2% SPEED OF DELIVERY

3% DELIVERY OPTIONS

4% ONLINE SHOPPING EXPERIENCE

6% RETAILER / WEBSITE EXPERIENCE

12% PRODUCT BRAND

70% PRICE

MOST IMPORTANT FACTORS WHEN CONSIDERING AN 

ONLINE PURCHASE

STOP GUESSING WHAT YOUR CUSTOMERS EXPECT WHEN THEY SHOP ACROSS YOUR RETAIL CHANNELS.  

IN KIBO’S ANNUAL CONSUMER TRENDS REPORT, WE SURVEYED NEARLY 3,000 SHOPPERS  TO DIVE INTO 

THEIR EVER INCREASING EXPECTATIONS OF RETAILERS:

WHAT DO YOU NEED TO KNOW TO OPTIMIZE THE PATH AND IMPROVE THE EXPERIENCE FOR 

DIGITAL PURCHASES?

WHAT DO 

YOUR CUSTOMERS 

ACTUALLY WANT?
KIBO’S CONSUMER TRENDS REPORT – 2017 EDITION

of consumers do research online 

before visiting a store

of consumers said they have 

looked up inventory on a 

retailer’s website before 

visiting the store and 80% are 

less inclined to visit a store if a 

website does not provide 

current product availability 

 of consumers reported 

interactive content influences 

them to make a purchase. In the 

past six months, 93% of 

consumers have reviewed 

product ratings before

purchasing an item

of consumers reported that 

most of the time loyalty drove 

their purchasing 

94
%

81
%

92
% 57

%


