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Introduction

Spring of 2020 brought change like the retail world has never seen 

before. Over a few short weeks, the COVID-19 pandemic shifted 

entire business operations online. Massive lifestyle changes tested 

retailers’ ability to connect with customers in new and innovative 

ways.

Although 2020 has been a challenging year, it has taught us a lot about 

the path forward. We have witnessed new and accelerated consumer 

trends, creative retail strategies, and emerging technologies that will 

undoubtedly reshape the future of retail.

So what does that future look like? There’s no doubt that we’ll face 

more uncertainty as we continue adapting to the new normal. But by 

examining what we’ve learned so far, you can plan, pivot, and grow 

your business into the new year!
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In 2021, retailers must go beyond the 

business-as-usual mindset to engage and 

convert customers where they spend their 

time- whether that is on the web, in person, 

or both.

Consumers turn to physical storefronts, 

websites, mobile apps, and social media to 

research, browse, and purchase products. If 

retailers aren’t on their customers’ preferred 

channels to meet and serve them to the 

best of their abilities, then they will find 

it very difficult to compete. That’s where 

omnichannel retail comes in.

Omnichannel retail refers to the practice of 

selling across multiple destinations with a 

seamless, unified experience. It’s more than 

a flashy buzzword. Omnichannel retail puts 

you in a position to reach more customers 

while delivering an interconnected 

experience that spans across channels and 

devices.

Nothing is more frustrating than not being 

able to navigate a website that isn’t mobile-

friendly or finding that your loyalty points 

only work on a retailer’s website, but not on 

their other channels. Remember, customers 

don’t think in terms of channels or devices. 

To them, it’s all shopping with you, so it’s 

necessary to produce the most seamless 

experience possible.

Brick and mortar retailers need to be 

prepared to blend their physical and digital 

storefronts as well. Due to safety concerns, 

it may be a while until consumers are ready 

for lengthy in-store shopping excursions. 

That said, most will elect to buy online 

and pick up their orders in-store versus 

waiting on their orders to ship. This is a 

tangible trend that’s grown massively over 

the past year, and it’s quickly becoming a 

standard expectation. Be prepared to offer 

Buy Online, Pick Up In Store (aka, BOPIS) 

services if you are operating one or more 

storefronts.

Omnichannel strategies
are a must
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Omnichannel customers spend 4% more in-

store and 10% more online than single-channel 

customers. For every additional channel they 

use, customers spend more money. (Source: 

Harvard Business Review)

75% of consumers expect a consistent experience 

wherever they engage with a brand, regardless 

of the channel (website, social media, mobile, in 

person). (Source: Salesforce)

By 2021, 90% of retailers will offer the Buy 

Online Pick Up In-Store (BOPIS) option. (Source: 

Retail Touchpoints)

The facts:

https://hbr.org/2017/01/a-study-of-46000-shoppers-shows-that-omnichannel-retailing-works
https://www.salesforce.com/blog/2017/05/14-retail-customer-experience-stats.html
https://retailtouchpoints.com/resources/90-of-retailers-plan-to-implement-bopis-by-2021
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Marketing expert, Mark Scheafer, argues 

that “the most human company wins”, and 

never has it rang more true than in these 

isolating times. He points out that brands are 

defined by the positive human impressions 

they make, not on their content or use of 

novel technology. The latter are simply 

mediums by which businesses can use to 

create a broadscale impact. How you use 

them to connect with your customers is up 

to you!

Businesses need to go back to their roots 

to deliver the authentic human connection 

people are longing for. Before the age of 

global commerce--and more recently, the 

internet. People shopped locally with those 

they knew, liked, and trusted. Now and in 

the year ahead, this will be no different. 

Business owners and staff members must 

make an effort to create lasting, positive 

human impressions by being empathic, 

genuine, and relatable.

Think about how your business can become 

more customer-centric with a more human 

approach. This may mean working closely 

together with staff members to develop 

better customer service, gearing up with 

technology to remain better connected to 

customers, or finding ways to incorporate 

live streaming or real-time chat so another 

human can help them in the moment.

CommentSold has seen many direct-to-

consumer businesses and independent 

retailers become their customers’ favorite 

brands by harnessing technology to deliver 

better, more human experiences. Over 

time, these experiences translate to word-

of-mouth referrals to friends, social media 

reviews, and posts from trusted influencers. 

In some cases, business owners and staff 

become trusted tastemakers by selling with 

a consultative and personalized approach.

The most human
company wins
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64% of consumers say they want brands to 

connect with them. (Source: Sprout Social).

Consumers with an emotional connection to a 

brand have a 306% higher lifetime value, stay 

with a brand for an average of 5.1 years vs. 3.4 

years, and will recommend brands at a much 

higher rate (71% vs. 45%). (Source: Motista)

43% of customers spend more money at brands 

they’re loyal to. (Source: Fundera)

The facts:

https://sproutsocial.com/insights/data/social-media-connection/
https://www.prnewswire.com/news-releases/new-retail-study-shows-marketers-under-leverage-emotional-connection-300720049.html
https://www.fundera.com/resources/brand-loyalty-statistics
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Stay at home orders and remote work have 

completely redefined our way of living. 

Consumers are spending less time out and 

about and more time in front of their devices, 

where they’re indulging in activities like 

binge-watching videos and online shopping. 

Now U.S. retailers are quickly discovering 

what China has known for some time. Live 

commerce (or “live selling”), the practice 

of selling through live video, is the perfect 

opportunity to capitalize on these consumer 

trends. Video is a powerful and persuasive 

medium for online selling. On a typical 

online product listing, customers are 

unable to examine a shirt in their hands 

or try it on a fitting room. With live selling, 

video hosts and models can demonstrate 

the style, fit, and stretch for them, and can 

even respond to their product questions in 

real-time. In addition, shoppable videos 

from CommentSold can be streamed to 

multiple channels at once, which allows you 

to leverage powerful social channels like 

Facebook while also streaming to owned 

brand channels, such as a shop’s mobile 

app.

Brands of all sizes are using video to add a 

face to their digital storefronts, to showcase 

products, and to highlight their key selling 

points, much like a do-it-yourself QVC. 

But thanks to livestreaming technology, 

shoppers don’t have to phone in or visit a 

website to make a purchase or speak to a 

salesperson. Purchasing from one of these 

live sales can be as simple as leaving a 

comment and paying the automatically 

generated invoice. 

Live commerce has done a lot more for 

brands than facilitating sales. It has also 

given brands a way to showcase their 

unique personalities, foster trust, and 

build relationships. Real-time, two-way 

conversations, contests and games, and 

behind-the-scenes events give customers 

an entertaining and endearing experience 

that builds lasting loyalty.

E-commerce meets
entertainment with live,
shoppable video
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Between January 2020 and July 2020, 

CommentSold saw a 270% increase in the 

number of its retailers selling via livestream, 

as well as a 50% increase in spend per viewer. 

(Source: CommentSold)

China has proven the effectiveness of the 

livestream e-commerce market, with this retail 

category worth a projected $138 billion by the 

end of 2020. (Source: Forbes)

Livestream e-commerce is taking off in the U.S. 

and is expected to be worth around $25 billion in 

2023. (Source: AP News)

The facts:

https://www.forbes.com/sites/richardkestenbaum/2020/08/19/shoppable-livestreaming-is-the-rage-in-china-will-it-take-off-in-the-us/?sh=1897bbbb2049
https://apnews.com/article/technology-coronavirus-pandemic-76803d22086e157da8cbba63c1ebafb1


9  |  The Changing Retail Landscape: What Business Owners Should Know

One of the major challenges that retailers 

faced in 2020 was the downsizing or closure 

of markets due to the COVID-19 pandemic. 

With many retail business owners and 

buyers reliant on these markets for stocking 

inventory for upcoming seasons, the market 

closures sent retailers scrambling for 

alternative buying channels.

The in-person wholesale shopping 

experience has unique advantages that 

shopping from images on a website cannot 

provide. Retailers know the fit and fabric that 

their customers prefer, and these aspects 

are difficult to capture in a product photo or 

description. 

This is where live selling technology comes 

into play. Previously, we discussed the 

impact this technology is having on the 

interactions between retailer and customer. 

The pandemic has prompted many 

wholesalers to launch their own live sales 

through CommentSold, allowing retailers to 

shop for new inventory on social media and 

mobile apps. While not an exact replacement 

for in-person buying, it’s a strong substitute, 

with live sales allowing retailers to see the 

items modeled and ask questions in real-

time about fabric, sizing, and more. When 

not live, wholesalers are able to share fit 

videos to their social media and mobile app 

to thoroughly demo the products.

While travel and event restrictions 

are disappointing, shopping with top 

wholesalers from your living room couch 

is undeniably convenient. The ability to 

purchase a product (and have confidence 

that your customers will love it) with a 

comment is a positive outcome of recent 

retail shifts. We expect that live and social 

selling will become increasingly popular with 

wholesalers looking to engage with retailers 

from a distance, even when “business as 

usual” is restored.

Shopping for inventory
won’t require a plane ticket
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Most event marketers have had to “cancel, 

postpone, or pivot” events due to the pandemic. 

(Source: Bizzabo)

There has been a steep decline in both 

attendance and revenue at trade shows in 2020, 

which is expected to continue in 2021. (Source: 

Washington Post)

Wholesalers are a rapidly growing segment of 

businesses using CommentSold for live and 

social selling. (Source: CommentSold)

The facts:

https://welcome.bizzabo.com/post-covid-19-event-outlook-report
https://www.washingtonpost.com/business/on-small-business/miss-trade-show-swag-big-conventions-paused-until-late-2021/2020/09/22/0e3f6ea2-fd08-11ea-b0e4-350e4e60cc91_story.html
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A mobile-friendly e-commerce website 

is fundamental to online selling, but 

websites often lack interactive features 

to keep customers engaged past the first 

purchase. Social media platforms, although 

impactful for sales and marketing, have 

their limitations too. Changing algorithms 

and growing lists of rules and regulations 

may one day cause social media channels 

to become unprofitable for small and mid-

sized businesses. One way that retailers 

are protecting against these uncontrollable 

factors is by adding a branded mobile app 

to their toolkits.

Mobile apps, with their prominent placement 

on mobile device home screens and their 

potential for push notifications, create a 

direct marketing channel that retailers 

maintain control over. At times when it can 

be a struggle to reach customers in a noisy 

social newsfeed or crowded inbox, push 

notifications can deliver messages straight 

to your customers’ phones right when you 

need to reach them. This is particularly 

powerful when you want to invite them to 

take advantage of a limited-time promotion 

or to join you on a live sale at a moment’s 

notice. With one tap, they’ll arrive directly in 

your app.

Customers appreciate the ease that comes 

with shopping within a mobile app. In 

fact, shopping through apps has risen in 

popularity over the course of 2020. App 

Annie reported that mobile shopping post-

pandemic has surpassed even previous 

holiday shopping. A more recent study from 

the mobile app tracker found that 59% of 

US adults prefer to shop using their mobile 

phone.

In short, mobile apps can add a lot of 

value for both you and your customers. 

And these days, you don’t need to code 

or spend a fortune to obtain one. In 2020, 

CommentSold rolled out its immersive, 

feature-rich shopping apps to all its Business 

plan customers, at no extra cost. 

Mobile apps will set
brands apart

https://www.appannie.com/en/insights/market-data/covid19-consumer-behavior-mobile/
https://www.appannie.com/en/insights/market-data/covid19-consumer-behavior-mobile/
https://www.emarketer.com/content/more-consumers-shopping-via-mobile-amid-pandemic
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By the end of 2021, industry leaders expect 

mobile phones will make almost 73% of 

e-commerce sales. (Source: eMarketer)

The pandemic has advanced mobile behavior by 

2 to 3 years. (Source: App Annie)

On average, shops see a 20% increase in revenue 

within 6 months of launching a CommentSold 

mobile app, and mobile app shoppers are 220% 

more likely to repurchase than non-app shoppers 

(Source: CommentSold).

The facts:

https://www.statista.com/chart/13139/estimated-worldwide-mobile-e-commerce-sales/
https://www.appannie.com/en/insights/market-data/covid19-consumer-behavior-mobile/
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The pandemic has presented unforeseen challenges for retailers on 

several fronts. Not only has it pushed many into new selling channels 

(such as mobile apps and live sales), but it has changed the way 

retailers must shop for new inventory. 

What 2020 has proven is the importance of human connection. The 

businesses that have grown in audience and revenue despite the 

year’s challenges are those who have found innovative ways to 

connect with their customers. Whether this is creating communities 

in Facebook groups or live streaming and chatting with customers in 

real-time, authentic and relatable interactions offer customers much-

needed social engagement and produce long-lasting loyalty.

Moving into 2021, retailers should be ready to experiment with new 

channels and tactics and to adapt to what will likely be frequent 

changes to restrictions and guidelines for retail operations and travel. 

Now is the perfect time to focus on establishing or strengthening 

your digital presence, and to devote time to connecting with your 

customers and introducing them to the faces behind your brand.

The way forward
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Future proof your business and
build lasting customer connections 

with CommentSold

Start Free Trial

https://try.commentsold.com/pricing?utm_source=leadmag_digital&utm_medium=unpaid&utm_campaign=guide&utm_content=the_changing_retail_landscape_what&utm_term=start_trial

