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How brands and retailers can adapt to 
and embrace new consumer behaviours 



Times are a changing 

Covid 

Dash to digital 

Social responsibility 

Omnichannel and hybrid experiences 



We need to look forward… 

Bravery 

Honesty 

Reflection 

Empathy 

Adapt to changes in 

consumer behaviours 



and outward 



Growth strategies 

Recovery plan – Bring 
business back to pre-
Covid profit level 

Maintenance plan – 
Keep existing 
business profit level 

Step change plan – 
Making a step change 
to increase business 
profits 

Transformation plan – 
Moving the business 
to new model to 
maximise profit 



Today we will consider… 

1. The challenge 

2. The  case study 

3. Your actions 

4. Examples 



What does brave look like? 



What does brave look like? 



Three practical activities 

Jobs to be done 

Pains 

Gains 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Reap the benefits of empathy 

Pain – I don’t want to 
leave the beach to get 

snacks 

Don’t worry we we’ll 
deliver where you are 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pain – I can’t get what I 
want in my local shop 

Tell us what you need on 

our app and we will 

stock it within 24 hours 

Pain – I want upmarket 

shopping at high street 

prices 

We’ve transformed our 
store to meet your needs 

Pain – shopping is 

boring 

Have fun, bring your 

mates 

Pain – I want fresh herbs 

and a low environmental 

footprint 

We grow our own – in 

front of your very eyes 

Pain – picking up parcels 

is so … seedy 

Our spaces offer you 

everything you need to 

enjoy online shopping 



Grow your business 

Be brave 

Build empathy 

Listen 

Become indispensable 



Michelle Spaul 

https://customerexperienceconsultant.
co.uk 

This shift to younger digital shoppers, is impacting what luxury brands sell, their business 

models and the tech they use. What younger shoppers want is different. Affordable luxury 

has grown 3.5%, with recommerce and the circular economy, one-off vintage luxury 

pieces, pop-up stores and luxury experiences designed for social sharing all shaping 

shopping habits 

RETAILX SECTOR ANALYST REPORT LUXURY 2021 

Environmental and sustainability issues have become increasingly important in the sector. 

This is being seen in the products themselves, their ingredients and the supply chains, as 

well as in the materials used for containers. Large corporations are keen to publicise their 

environmental and social governance credentials and plans to alter their business 

processes. 

RETAILX SECTOR ANALYST REPORT BEAUTY & COSMETICS 2021 

Ethical and environmental issues are reshaping the industry, with post-pandemic 

consumers looking to buy fewer items but wanting those items to be ethically and 

sustainably produced 

RETAILX SECTOR ANALYST REPORT FASHION 2021 


