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Introduction

Online retail continues to grow in importance around Christmas, with increasing numbers of Swedish shoppers making 
the move online to purchase their festive shopping. Retailers today must manage this shift online with care to ensure 
both the online and in-store experiences meet customer expectations during this critical trading period.

This year Black Friday and other promotional sales days, saw more considered approaches from both consumers and  
retailers. Consumers sensibly used the online channel to secure their bargains rather than braving the crowds and queues 
in stores. Retailers took steps to smooth the peaks, by extending promotions over the course of a week rather than a 
single day, and increase efficiencies to cope with the new demand patterns. 

Although ‘Click & Collect’ was used by only a modest number of consumers in Sweden its popularity is growing. Increased 
numbers of adults used such services this Christmas and more are expected to join them in 12 months time. It represents 
a great opportunity for retailers to drive customers into their stores and to then deliver a quality service that enhances 
their omni-channel credentials. But if they fail on this then the consequences are serious – not only in them losing the 
sale but also hard-fought customer loyalty. 

How have retailers delivered on customers’ expectations across the online channel this year? 

Surveying 2,038 Swedish adults, the JDA/Centiro Christmas Customer Pulse 2016 report* provides a thorough overview of 
customers’ online shopping experiences during the Christmas period.

of online Christmas shoppers said they would be  
likely to switch to an alternative retailer as a result  
of a poor online Christmas shopping experience

of Christmas ‘Click & Collect’ shoppers encountered  
issues with their ‘Click & Collect’ orders

82%

42% 
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*All figures, unless otherwise stated, are from 
YouGov Plc. Total sample size was 2,038 adults
and fieldwork was undertaken between 28th 
December 2015 - 3rd January 2016. The surveys 
were carried out online. The figures have been 
weighted and are representative of all Swedish 
adults (aged 18+).

The research was commissioned by JDA.
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Online Christmas shopping  
continues on an upward curve

None Some Half Most All I did no Christmas  
shopping this year

26%
30%

14% 15%

4%
11%

The level of consumers doing their Christmas shopping online continues to rise, with a third (33%) of 
Swedish adults doing more than half of their shopping online during the Christmas period.  
However, the research did reveal that 85% of respondents still did a least some of their shopping via 
other channels highlighting that the traditional store still has an important role to play. Indeed, 26% 
of respondents said they did no online shopping this Christmas.

33%  
of Swedish 
shoppers bought 
more than half 
of their  
Christmas  
shopping online

Which of the following comes closest  
to the amount of Christmas shopping  
you did online this year?

4 JDA & Centiro Christmas Customer Pulse Report 2016



A ‘Click & Collect’ Christmas
‘Click & Collect’ has not yet become a mainstream activity in Sweden but it is a  
growing phenomenon, with 25% of people using it when doing their Christmas shopping 
this year. It is clear that Swedes are trying it, but compared with other countries they are 
still some way behind in terms of their levels of adoption. In the UK by contrast, 41% used 
‘Click & Collect’ over Christmas. Of those respondents that used the service, avoiding de-
livery charges (47%) is the key driver followed by the convenience of home delivery (33%), 
and more confidence in receiving the goods than with home delivery (27%). 

XX-XX-XX

CLICK AND 
COLLECT

25%
Said Yes

66%
Said No

Which of the following statements  
about your ‘Click & Collect’  

shopping this year apply to you?

Did you use ‘Click & Collect’ services this year 
while completing your Christmas shopping?

9% Didn’t Know

27%

33%

47%
...as it was more convenient  

than home delivery 

...as I was more confident of getting 
my goods than with home delivery 

...to avoid delivery charges

5

I used ‘Click & Collect’... 
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When asked the same  
question in the UK

41% 
Said Yes

56% 
Said No

3% Didn’t Know



XX-XX-XX

CLICK AND 
COLLECT

Staff were unable to/ took a 
long time to locate orders on 
internal systems 

Staff were unable to/ took a 
long time to locate or source 
goods in-store 

Long waiting times due to lack 
of in-store staff 

No dedicated area in-store for 
‘Click & Collect’ purchases 

An item was out of stock at 
my preferred store, so I had to 
collect them from an alternative 
store 

The retailer notified me before 
collection, but after I placed 
the order, that my item was no 
longer available

Which of the following 
did you experience 
with a ‘Click & Collect’ 
purchase?

18%

Since ‘Click & Collect’ has not yet become a mainstream activity in Sweden, we suspect 
retailers have not given it the focus that would provide customers with a first class service 
in-store. This has resulted in many respondents encountering problems when using the 
service. The survey found 42% of Swedish adults suffered from issues with their Christmas 
‘Click & Collect’ orders, compared with 36% in the UK. The majority of these related to 
issues in-store during the collection process. Long waiting times due to lack of staff (28%), 
items being out of stock at the shoppers’ preferred store (22%) and difficulty in locating 
the items in-store (21%) were particularly acute problems. This suggests retailers need to  
improve the overall customer experience in-store if they are to satisfy the predicted  
greater use of ‘Click & Collect’ in the future. 

21%

28% 19%

22%

21%
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With ‘Click & Collect’ not yet fully established in Sweden, only 11% of respondents said they chose a 
retailer that offered ‘Click & Collect’ versus one that didn’t over the Christmas period. This compares 
with a much higher 25% in the UK where it is now an expected option when buying online.

Based on your ‘Click & Collect’ experience of  
Christmas shopping this year, which of the following  

statements best applies to you?

said they will use ‘Click 
& Collect’ more next 

Christmas

said they will use  
‘Click & Collect’ about 
the same amount next 

Christmas

said they will use 
‘Click & Collect’ less 

next Christmas

CLICK AND 
COLLECT

HOME 
DELIVERY

Did you choose a retailer that offered ‘Click & Collect’ over a 
retailer that only offers home delivery, specifically because of 

‘Click & Collect’ services?

Less The Same More

 21%61%7%

11%

81%

8% Didn’t Know

7

Yes

No

11% Didn’t know
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Despite these issues, Swedish online shoppers look set to increase their use of ‘Click & Collect’ servic-
es next Christmas. More than a fifth (21%) of respondents said they would use it more over Christmas 
2016 compared with only 7% who said they would use ‘Click & Collect’ less over this period.  



Problems with online Christmas orders  
continued to impact retailers
Swedish retailers are generally doing well with their handling of online deliveries, but 
there were still some problems with orders taken over the festive period. More than a fifth 
(22%) of respondents said they had experienced issues with their purchases. Whilst this 
is less than in the UK (33%), we would caution Swedish retailers that we have seen UK 
consumers ’raising the bar’ on what they consider good service and marking retailers more 
harshly. Expect Swedish consumers to follow this trend.

Of those shoppers that had encountered problems, 56% had suffered from late delivery or 
items never received, and 21% missed deliveries including when they were at home. Other 
problems involved customers receiving damaged (23%) or incorrect (15%) goods, which are 
serious issues when considering the cost of correcting them through the processing of the 
returned items. Addressing this should be a priority for retailers as the financial  
implications are huge. These findings highlight how retailers still need to improve their 
home delivery services around the last mile.

Did you experience  
any problems with  
your online Christmas  
shopping orders  
this year?

75%
Said No

22%
Said Yes

3%  
Didn’t  
Know

56%Missed delivery 

21%Late Delivery 

15%Damaged Goods

23%Incorrect Goods
8 JDA & Centiro Christmas Customer Pulse Report 2016

When asked the same  
question in the UK

33% 
Said Yes

64% 
Said No

3% Didn’t Know



Online shopping is growing rapidly as a percentage of total retail sales around the globe including 
Sweden so it should be a warning to retailers that a significant number (82%) of Swedes said they 
would switch to an alternative retailer when shopping online next Christmas if they suffered a poor 
experience this year. When the same question was asked of Swedish adults’ experiences during the 
whole year (JDA/Centiro Customer Pulse 2015) the figure was a lesser 73%, which highlights an even 
greater importance in delivering a high quality of service to customers over the Christmas period.

If you were to have a poor experience when ordering a product  
at Christmas, how likely would you be to switch to an alternative  
retailer when shopping for products online?

Customer Pulse 
Report 2015

Advanced
Business
Partner

Report 20159%

Not Likely

9%

Don’t Know

82%

Likely
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Product availability and ordering deadlines
Retailers continue to lose sales to their rivals because of a failure to better manage their stock right 
up to the delivery deadlines during the Christmas period. As many as 14% of respondents said they 
used an alternative retailer because their preferred one did not have the items available online and 8% 
said they used another merchant because delivery times failed to meet their requirements. This com-
bines to make a total of 22% of respondents that were forced to shop with another retailer rather than 
their initial preference, which is higher than in Germany (17%) and the UK (21%).

Did you have to use an alternative retailer for any of your  
purchases, because your preferred retailer did not have the 
items you needed available online or because delivery times did 
not meet your requirements?

Christmas  
shoppers  
purchased  

in-store due to 
online delivery  

deadlines

Online shoppers 
switched retailer 
due to product 
availablity or  
delivery times

17% 22%

Yes, I did because my preferred 
retailer did not have items I needed 
available online 

Yes, I did because my preferred 
retailer did not have delivery times 
that met my requirements

Don’t know 

No, I didn’t

71%
7%

14%

8%
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Which of the following  
did you do as a result of  
Christmas ordering deadlines?

27% 17% 11% 7% 5%
Ordered 

items earlier 
than planned

Shopped  
in store
instead

of online 

Shopped 
with an 

alternative 
retailer 

 
OF LOCATIONS.

Didn’t 
order or 
buy the 

item at all

Bought a 
different 

item 
instead

Because retailers typically set ordering deadlines a week or more in advance of Christmas Day, in 
order to ensure pre-Christmas delivery this has an impact on the behaviour of customers. The survey 
found 27% of online Christmas shoppers chose to purchase earlier and 17% of respondents chose to 
buy in-store instead. 

Retailers have looked at adding more delivery capacity to deal with spikes in demand around peak 
period such as Christmas, but it is clear customer expectations still aren’t being met.  It is also  
evident that retailers need greater insight into their carrier networks so they can offer more flexible 
and convenient delivery options.

18% of all  
potential  
sales were 
lost in 2015 

These imposed delivery dates and a failure to ensure availability up 
to the deadline can also lose retailers lots of sales if not handled 
carefully. As many as 11% of respondents said they shopped with an 
alternative retailer either online or in-store and another 7% decided 
not to buy the item at all because of availability issues or restrictive 
delivery deadlines. This combined 18% of lost sales is a very worrying 
scenario for retailers in Sweden when compared to the UK market 
where the total figure was 14%. Balancing the fulfillment of orders 
with the avoidance of lost sales through too early delivery cut-offs 
will be a challenge retailers face next Christmas.
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Did SOME of 

their Christm
as  

shopping online 

during sales 

events

5%

Impact of Christmas sales events
Swedish shoppers this year embraced the online sales events such as Black Friday and 
Cyber Monday that have grown massively in popularity over the past few years. The 
research highlighted that as many as 69% of respondents did some of their Christmas 
shopping during these promotional events. It is clear they are now a feature of the 
festive retail calendar across Europe and, therefore, require the necessary planning and 
scheduling.

Retailers learned a lot from the frenetic activity around the pre-Christmas sales events of 2014 and 
moderated their activities – through a combination of better planning and less aggressive promotional 
activity. This year’s survey showed they had better managed their ‘Click & Collect’ services in the early 
part of the Christmas period as 24% of respondents’ said their experiences were better overall  
compared with other times of the year, while only 13% said their experience was worse. 

Overall would you say your experience of ‘Click & Collect’ in  
store was better or worse during sales events compared to  
other times of the year?

Which of the following comes closest to the amount of online 
Christmas shopping you did during sales events?

9%18%39%
Did HALF of 

their Christm
as  

shopping online 

during sales 

events

Did MOST of 

their Christm
as  

shopping online 

during sales 

events

Did ALL of th
eir 

Christm
as  

shopping online 

during sales 

events

24%13%  
Worse Better
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Despite retailers learning plenty of lessons from Black Friday and the various other pre-Christmas 
promotions in 2014, some have still pursued an aggressive promotional strategy as shown by the 8% 
of respondents who decided they did not want an item once they had received it received it, and so 
returned it. 

This pressure on them to make impulse purchases needs to be better controlled in the future because 
all these unwanted items result in the costly processing of returns for retailers. These unwanted goods 
being dispatched could also have led to the subsequent poor availability of these specific items for 
other customers as 13% of consumers said that not all the items in their basket were still available 
by the time they reached the online checkout. This is higher than the figure of 10% of customers who 
experienced this same problem in the UK.

Which of the following did you experience  
during online sales events?
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I decided I didn't want 
an item once I received 

it so I returned it

13%

9%

2%

8%

Not all the items in my 
basket were still  

available by the time 
I reached the online 

checkout

Late delivery/  
item(s) never received

Incorrect  
goods received

Received  
damaged goods3%

10%

1%

8%

2%

3%

of online Swedish and UK  
sales event purchases were
returned in 20158% 

Sweden UK



Summing up
The Centre of Retail Research forecast that online retail sales were expected to increase by 15.5% in 
20151. Swedish retailers have worked hard to adapt their systems and procedures to deal with these 
new patterns of demand across non-traditional channels during the festive period. Although they are 
commendably dealing effectively with home delivery of goods, online Swedish Christmas  
shoppers continue to be plagued with problems around their online orders that involve ‘Click &  
Collect’. Shoppers in Sweden are just beginning to adopt ‘Click & Collect and we expect it to grow 
quickly to become an important feature of the market, as we have seen happen in the UK. It is  
therefore vitally important that retailers deliver an exemplary service in-store. However, without the 
effective management of staff, stores and inventory, retailers risk damaging customer relationships. 
Ironically, at a time when the online channel continues to grow, the in-store experience is becoming 
ever more important.

Is your supply chain ready?

14

JDA’s Manufacturing Pulse report takes an in-depth 
look at the relationship between consumers and 

2015. The survey was carried out online. The figures 
have been weighted and are representative of all 
adults (aged 18+) in Germany, France, Sweden  

LINEAR SUPPLY CHAIN

DIGITAL SUPPLY CHAIN

43% also stated they had experienced frustration with 
manufacturers not having the desired products in stock.  
 
As consumers continue to purchase through multiple channels 

to manufacturers’ supply chains. An inability to adapt and 
manage this complexity will see manufacturers’ bottom lines 
significantly impacted. What is required is a shift to the 
digital supply chain, where digital capabilities in planning, 

be configured in a way which supports both traditional channels, 
as well as supporting direct commerce.

Digital Supply Chain 
Digital commerce needs a digital supply chain

BUY MAKE MOVE STORE DELIVER

PRODUCT CUSTOMER

Digital Supply Chain
Digital commerce needs a digital supply chain
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About JDA  

JDA Software is the leading provider of end-to-end,  
integrated retail and supply chain planning and execution  
solutions for more than 4,000 customers worldwide. JDA’s 
unique solutions empower its clients to achieve more by  
optimising costs, increasing revenue and reducing time to 
value so they can always deliver on their customer  
promises. Using JDA, you can plan to deliver. 
 
 
 

 

About Centiro

Centiro believes in empowering logistics for successful  
companies. Our cloud-based solution for delivery  
management is used by finer supply chains in more than 105 
countries. With us a retailer can think global, yet  
offer customers a consistent and personalised experience 
for first- and last mile delivery and returns to take a brand 
and shopping experience full circle. It’s a plug-and-play  
setup offering a world-class portfolio of carrier networks. 
From straightforward shipping labelling solutions and carrier  
management, through harmonised tracking, event  
management and cost control – we offer functional features 
that extend your existing IT-landscape. For further  
information, please visit www.centiro.com

With Centiro retailers can assert control over their delivery  
networks and turn it into a strategic advantage.  Our  
cloud-based delivery management solutions enable retailers 
to quickly and easily on-board new carriers, gain complete 
visibility into their delivery network and provide their  
customers with a full-circle brand experience.

Retailers today must contend with offering consumers a  
variety of delivery services with high precision and  
flexibility.  With Centiro, you can reduce the complexity in 
how delivery services are envisioned, utilised and managed.  
We make blending delivery alternatives possible and  
seamless.
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