
The Covid crisis has 
accelerated many trends, 
but the most significant ones 
for brands looking to engage 
with the future customer are 
the rise of both ecommerce 
and eco-awareness. 
Consumers are demanding 
a friction-free omnichannel 
purchasing experience and 
are especially keen on 
brands with an impeccable 
sustainability record

ONLINE SUCCESS IN 2021:
CUSTOMER EXPERIENCE 
AND SUSTAINABILITY

SUSTAINABILITY MOVES UP THE AGENDA FOR CONSUMERS

WHAT DO CONSUMERS LOVE ABOUT SHOPPING ONLINE?
Percentage of global respondents who said the following were the main attractions of ecommerce

57%Home delivery

47%Easier to purchase online than in store

42%Variety of products available

40%Promotional offers

40%Easier to compare products

49%Extra costs (shipping, tax, fees) too high

24%The site wanted the customer to create an account

17%Didn’t trust the site with credit card information

17%Couldn’t determine total cost of order up front

4%Card payment was declined

7%Not enough payment methods

12%Website had errors/crashed

11%Unsatisfactory returns policy

18%Checkout process was too long and/or complex

19%Delivery was too slow

... AND WHAT DO THEY LOATHE?
Percentage of online shoppers in the US who say the following are the main reasons for abandoning their cart

YouGov, 2021

YouGov, 2021

Baymard Institute, 2021

HOW CUSTOMERS ARE PRACTISING WHAT THEY PREACH 
The percentage of global consumers who say they agree with the following statements,  
based on their behaviour over the past 18 months

Agree Disagree

YouGov, 2021

I buy from companies 
that are conscious and 
supportive of protecting the 
environment

I am buying more 
biodegradable and/or 
eco-friendly products

I choose products  
with a traceable and 
transparent origin

I intentionally buy items with 
eco-friendly packaging or 
less packaging

54% 54%53% 55%

15%15%12% 15%

HOW MUCH HAS ECOMMERCE GROWN IN THE UK SINCE JANUARY 2020? 
Internet sales as a percentage of total retail sales since before the start of the pandemic

Office for National Statistics, 2021
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WHAT CUSTOMERS WANT TO SEE FROM THE FIRMS THEY BUY FROM
Percentage of consumers who have supported organisations with environmentally sustainable 
and/or ethical practices in the past 12 months

YouGov, 2021

WHY PURSUING SUSTAINABILITY IS A WIN-WIN
Smurfit Kappa, 2020

72%
of businesses believe that 
sustainability is a lasting 
trend

83%
of organisations describe 
sustainability as a 
commercial opportunity to 
be exploited

49%
say improving efficiency 
and/or reducing waste is the 
greatest influence on their 
sustainability strategy

27%
say that consumer 
pressure for greener 
practices and products 
is their main motivator

47%
say they would 
wait for longer for 
sustainable delivery

23%
of consumers say they 
would pay more for 
sustainable delivery

32%
of UK consumers value 
sustainability more than 
practical factors (eg, cost 
and delivery speed)
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Reducing waste

Producing sustainable packaging and adopting circular practices

Reducing carbon footprint

Committing to ethical working practices

Upholding human rights
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