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How favorably do you feel towards the following retail innovations? In the next 12 months, how likely are you to use the following while shopping online or in store? 
Which of the following have you experienced online or in-store in the past six months?

CUSTOMERS ARE READY FOR DELIVERY INNOVATIONS
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Business  

Retail Innovations
The retail experience is being reimagined using new tech advances, 
in part due to the pandemic, providing consumers with immersive 
ways to purchase products and services. CTA’s October 2020 study, 
COVID-19 Impact: Retail Innovations found the physical and digital 
spaces are merging. Robots, touchless displays and contactless 
payments, cashier-less stores and even augmented reality (AR) and 
virtual reality (VR) are being used to provide consumers with more 
efficient ways to shop. Consumers younger than age 35 in suburban 
and urban areas are the most receptive to these technologies. 

How favorably do you feel toward each of the following retail innovations?

CONSUMERS ARE READY TO SEE AI AND MIXED 
REALITY TECH IN RETAIL

Want Improved 
Product Returns

28%
Want Improved  

Payments & Checkout

24%
Want a Better Overall 
In-Store Experience

23%

Which of the following aspects of retail shopping do you believe needs the  
most improvement?  

CONSUMERS WANT TO SEE SIMPLER SHOPPING 
WITH MINIMAL CONTACT

49%Artificial intelligence/machine learning 
for inventory management

28%
Artificial intelligence/machine learning 

customer service chatbots  
(9% have experienced while shopping)

27%AR shopping  
(7% have experienced while shopping)

25%VR shopping  
(6% have experienced while shopping)

Favorability  
(“Very” + “Somewhat favorable”)

Future use  
(“Definitely” + “Probably will 
use in the next 12 months”)

Prior Experience  
(“Used” + “Experienced”)

74%
58%

36% 34%

70%

46%

23% 21%

67%

48%

7% 5%

Real-time delivery tracking Contactless food/grocery delivery

In the next 12 months, how likely are you to use the following while shopping online or in-store?

CONSUMERS OPEN TO MORE INDEPENDENT,  
CONTACT-FREE SHOPPING IN-STORE

73%
59%
56%
45%
44%

38%

20%

22%

15%

14%

35%

39%

34%

30%

30%

Extremely likely Somewhat likely

Cashier-less checkout/self-checkout

Touchless displays

Contactless “tap” payments

Contactless merchandising

In-store robots

Robot deliveries Drone deliveries
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