











Globally, engaging
consumers on social
channels, even as they
return to "normal”
social interaction, is
also likely to continue
to yield new customer
engagement. Retailers
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not just to know what
consumers want

and what they are
purchasing but also

to understand why
deeply. Understanding
customer audiences
and segmenting
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return engagements
will keep brands at

the forefront of
competitive social
spaces.
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Global events have created significant shifts in consumer behavior in 2020 — changes that will likely impact the retail industry for years

to come. Customer care and customer engagement have also taken on new dimensions in the current environment. While convenience
remains a priority for consumer decision-making, safety is emerging as a strong consumer choice driver. As the customer journey evolves
and becomes even more personalized, retailers will do well to rethink the shopping experience, embracing mobile as the new and leading
point of sale and creating flexible, engaging, and frictionless virtual store environments.

There is no way to know what lies ahead. In retail, the balance between digital and physical shopping
preference changes almost daily. Retailers that can be agile in meeting shifting consumer demands,
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Similarly, those that can innovate for their consumers, offering new browsing, buying, and fulfillment options

(such as online ordering with curbside or in-store pickup or home delivery) will also be well-positioned to
succeed. The key is flexible, sophisticated omnichannel operations that engage consumers at every step.

As the holidays draw close, all signs point to a busy season for retailers — and a challenging one, with
consumers fluctuating between online and offline shopping with expectations for superior customer
service. With greater insight into their inventories, retailers can accurately assess

what's in stock and where inventory is located to meet demand, regardless of channel.
Nevertheless, consumers maintain high expectations for availability and delivery speed.
Inventory transparency and clear deadlines for holiday-timed shipping will help end
2020 on a high note.
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