
Businesses are delivering great customer experiences by: 
- Offering QR codes to allow browsing from the queue 
- Creating playlists for customers to enjoy while waiting 
- Fewer customers at any one time, offering a 
  more personalised service
- Offering entertainment for children while queuing
- Getting together to close off streets for alfresco dining and shopping 

The new consumer hierarchy of needs
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How can you open up to the new normal, where customers have different levels of confidence and a wide 
range of wishes and preferences? The key is understanding today’s consumer, and offering them the 
choices and service levels that will keep them coming confidently back.

Understand them
Coronavirus has had a distinct impact on 

consumer spending. Research has identified 
four main groups whose spending habits have 

been affected in different ways.* 

Consumers in 
this group are 
cutting back on 
some spending 
and waiting 
for more 
normal times

Ideas to give your service extra sparkle include:
- Remembering choices and preferences and automating follow-ups
- Creating personalised offers
- For retailers, offering remote personal shopping by video
- For restaurants, delivering cook-at-home versions from the menu
- Keeping in touch with your customers, ensuring your website is  
  friendly and welcoming 

Businesses are delivering great customer experiences by: 
- Offering QR codes to allow browsing from the queue 
- Creating playlists for customers to enjoy while waiting 
- Fewer customers at any one time, offering a 
  more personalised service
- Offering entertainment for children while queuing
- Getting together to close off streets for alfresco dining and shopping 

Businesses should offer 
flexible delivery options
- Choice of times
- Ease of use
- Ease of return

Customers want convenient 
collection options
- Contactless
- Convenient
- Drive Thru / Curbside / In store

Safety is the priority
- Contactless payment
- Separators – Perspex /     
  floor markers
- Hand Sanitiser
- Gloves & Masks

This group’s 
spending levels 
have remained 
unaffected by 
the impact of 
the virus

Hibernators 
are cutting 
back on all 
non-essential 
purchases

The Confident 
group is spending 
more than they 
were before the 
pandemic 

Give them confidence
The way people choose to shop is changing 
too. By meeting the needs of different people 
with a range of attitudes to risk, businesses 

can give all their customers confidence. 

Wow them
The new normal is creating opportunities 
for businesses to drive loyalty in creative 
ways, through engaging experiences and 

extra attention to customer care. 
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