




Why the was study 
undertaken





How the study was 
executed





Who took part
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Shopping before lockdown

❑ Online shopping in general

❑ Buying groceries

❑ Medical supplies



Online shopping
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Online shopping for GROCERIES





Woolworths Pick n Pay Makro Checkers Other Takealot







Buying MEDICAL supplies online





Shopping SINCE lockdown



Online GROCERY shopping





Yuppiechef

UCook

Tree Sweets

Organic Food market

Game

Bottels (Pick n Pay app)

OneDayOnly

One Cart

Zulzi

Netflorist

Makro

Takealot

Checkers (Sixty60)

Other

Woolworths

Pick n Pay (website)





Poor Service Recovery

Improving service delivery

Disappointing performance

Surprisingly good service levels
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I plan better

I have a preference to buy certain products from specific online
stores

I pay more attention to quality and expiry dates of products

I buy more in bulk (fewer purchases)

I buy products with a longer shelf life

I am less brand sensitive/loyal

I spend more money per purchase

I'm more reluctant to buy fresh produce online

I am less price sensitive (access to item overrides price)

I am becoming more intolerant of errors/delays with online
shopping

I tend to buy from online stores only on recommendations of
others

NA No Yes
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Online for MEDICAL supplies
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Instore GROCERY shopping
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I am less price sensitive (access to item overrides
price)

I am less brand sensitive/loyal

I spend more money per purchase

I buy products with a longer shelf life

I buy more in bulk (fewer purchases)

I shop alone (no family)

I am spending less time in a store

I plan better (fewer trips to shops)
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Conclusions

What we learned
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Contact us

Liezel Jonkheid

www.consumerlab.co.za

liezel@consumerlab.co.za
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