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What do consumers want 
from their shopping experiences?
Today's customers want the best of both worlds; being 
able to shop online as well as in store.

Our research shows they value convenience and flexibility and 
favour a seamless and connected retail experience.

Adopting an omnichannel approach could be a great way 
for retailers to meet the changing needs of their customers, 
providing them with a fluid and dynamic customer experience.

Add value with POS finance

Bringing new technology to the buying process

Consumers want a convenient way to shop and, if accepted, POS finance can be a great 
way to help consumers spread the cost of a purchase using set monthly payments.

We are enhancing our technology 
to enable flexible billing.

This includes the option to ship 
purchases to different billing and 
shipping addresses - which makes it 
easier for business to implement click 
and collect, or for customers to buy 
items as a gift. 

Our continued innovation with 
technology will play a key role in 
making purchase journeys more 
flexible and convenient in the future.

Omnichannel shopping journeys
The online/in-store split between how customers like to shop is fairly even with:

Highlight 
additional costs

Put off buying if 
returns aren’t free

Put off buying an item 
if delivery isn’t free

of consumers preferring
to shop online

52%
of consumers preferring
to shop in store

48%

shop online for 
its convenience

shop online due 
to price

37% 14%
shop online for 
easy price 
comparisons

20%

of in store 
shoppers value 
being able to 
see an item

of in store 
shoppers value 
shopping 
assistants

63% 9%
of in store 
shoppers value 
self-service 
checkouts

13%

When thinking about additional costs 
such as delivery and returns, it could 
be beneficial to make terms clear 
from the start:

Don’t discount discounts
Customers are looking for deals and discounts.

91%
Look for discounts
when making a
purchase

71%
Potentially put off
by a purchase if
they can’t find a 
discount

47%
Look for 
discounts 
every time
they buy

8%
Definitely
put off by a
purchase if
they can’t
find a 
discount

of people choose POS 
finance because it's 
more convenient than 
other options

47%
of people choose POS 
finance because it 
helps them with 
budgeting

44%
of people choose POS 
finance because they 
believe its good value

41%

VS

Monthly payment and subscription options
There has been a shift towards monthly payment models, as subscription-based access to 
everything from TV shows to music and food becomes the new norm and preference for 
consumers, particularly younger generations. 

As a result, people have become much more comfortable with having regular monthly 
outgoings that enable them to budget on their own terms.

To find out more about blending the digital and online experience for your customers, read our report at 
www.barclayspartnerfinance.com/home/business/omni-channel-experience/

of people find subscriptions 
models very appealing

8%
of people find subscriptions 
models somewhat appealing

25%

Consider Click 
and Collect
If offering free deliveries isn't feasible, 
customers may value a click and 
collect option at checkout - an area 
expected to grow significantly over 
the next two years:

Click and collect 
orders are set 
to grow to 

55%
 of all orders by

2020
Source: 
https://www.globaldata.com/uk-click-collect-sales
-set-soar-55-6-2022/

Flexible
Billing

Bill to

Ship to
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*Barclays Partner Finance Consumer Research Survey, October 2018




