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Survey Reveals Loyalty Programs &
Communication Essential to Retail Success

CGS

CGS sponsored Dynata to survey 1,000 consumers across the U.S.
about their current spending habits around non-essential items. For
the purposes of this survey, non-essential purchases are items other
than food, medicine and hygiene products. Notable findings include:

« Consumers aren't upset about service disruptions, but continued
transparency is essential

 Loyalty programs are a must-have for retailers

« Consumers continue to make non-essential purchases for their
wardrobe
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Q1: What is your annual income?

25% -
20% A
15% -

10% +

0% A

Under 30,000 $31K - $50K $51K - §75K $76K -$100K $101K- $150K Over $150
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Q2: Which most accurately describes your current place
of residence?

50% -
45% -

40% -

15% 1
10% -

5% -

0%

live in a city
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Q3: When buying non-essential items, where are you
shopping online? Select top choice.

80% -

60% -
50% -
40% A
30% -
20% -

10% -

Amazon & other Brand websites (e.g., Department store Second-hand websites Local/small business luse arental
marketplace websites Nike) websites (e.g., Macy's) (e.g.,eBay, ThredUp) websites subscription service
(e.g. Rentthe Runway)
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Q4: What types of clothing and fashion purchases are
you making right now? Select all that apply.

60% -

50% A

20% -

10% -

Everyday clothing Fitness clothing Footwear Jewely/bags/other Luxury/designer clothing I'm not buying clothes
accessories right now
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Q5: Have you been financially impacted by COVID-197

70% -

50% -

10% -

0% -
Yes, my business Yes, | was laid off Yes, my salary was cut Yes, due to a family No, | haven't been impacted
temporarily closed member’s job cut financially
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Q6: What types of loyalty programs would entice you to buy
(or buy more) during this time? Select top 3.

100% -
90% -
80% A
70% A
60% -

50% A

20% -

10% -

Free shipping Gift card incentives  Product discounts and Added membership Personalized perks Other
promotions benefits (e.g., a consultant)
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Q7: If you have been disappointed in a retailer’s service in the
past month, what were the primary reasons? Select top 3.

10% -

0% -
Delayed deliveries Delayed response to Unable toresolvean  Unable toresolvean  Products unavailable | haven't been
issue resolution issue by phone issue onlinefchat online disappointed
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Q8: Since the COVID-19 epidemic started, have you noticed a
delay in the delivery of online purchases?

40% -
35% A
30% -
25% A
20% -
15% -
10% -

5% H

0% -
Yes, and | wasn't notified about it~ Yes, but the retailer notified me  No, | haven't experienced a delay ~ I'm not ordering anything online
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About CGS

CGS

For 35 years, CGS has enabled global enterprises, regional
companies and government agencies to drive breakthrough
performance through business applications, enterprise learning and
outsourcing services.

CGS BlueCherry® Enterprise Suite provides clients with a powerful,
comprehensive set of tools to drive their fundamental business
processes. It focuses on the needs of high-growth organizations
operating in the consumer lifestyle products, retail and apparel
industries.

The BlueCherry Enterprise Suite’s built-in capacity addresses the

needs of all core management, planning, product development,
manufacturing, logistics, finance and sales functions.
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