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In RCP’s latest consumer survey, we explore the customer 
preferences and trends across channels, highlighting generational 
differences, that are defining today’s retail customer expectations. 
Below we review the key themes, as defined by the customer, critical 
to delivering a leading customer engagement strategy.

Preferred Shopping Channel

Generational Breakdown

How well are retail 
stores competing with 
Amazon and other 
marketplaces?

Preferred Shopping Paths
Is same day delivery 
becoming the new 
expectation?

Stores 92.5%

92.0%

88.6%

79.2%

57.6%

39.7%

20.8%

Amazon/Marketplace

Retailer’s Website

Mobile App

Social Media

Catalog/Call Center

Voice

What is most important to 
customers when choosing 
between different shopping 
channels?

Percentage of customers who ranked the following channels in their top 5, 
based on frequency they used each in the last year.

Amazon, and similar marketplaces, continue 
to dominate a lot of retail. Stores are still 
more preferred than any other retail channel, 
but not by much. 

Voice Assisted has the lowest preference, 
but with at least 20% utilizing, it is still 
significant.

47%

Purchase online/mobile 
for home delivery

Browse online/mobile 
then purchase in store

37%
Browse in store then 

purchase online/mobile

35%

33%

Purchase online/mobile 
pickup in store

Purchase online/mobile 
for local delivery

31%
Purchase online/mobile 
for same-day delivery

25%
Browse catalog then 
purchase in store or 

online.

Top shopping path based on frequency in the last year, excluding
 in-store only shopping path.

Gen-Z has the highest utilization 
of local-delivery at 47% and 
same-day delivery at 40%! 

Baby Boomers utilize 
local-delivery 27% of the time 
and same-day delivery only 18%. 

Ranking of
Shipping
& Delivery
Preferences

1Buy Online,
Ship to home

Buy in-Store, Ship to home
Not as important to 
Younger generations

Least

Top 3 Frustrations
With BOPIS

Highest
Frustration
Level!

Top Reasons
for using phone in store64%

of customers Say that the most
Important mobile capability is Coupons, 
discounts, and promotions.

vs
72% 56%

Top 2 Activities performed
Before visiting a store
61% Compare

Prices 46% Look for
Offers/coupons

Top reasons 
Customers 
Choose... 

2. Immediate product availability
3. In-store experience
4. Product Selection
5. Associate Assistance

vs

What’s Most 
Important in 
Selecting 
Where to Shop?

Ease of Checkout & Payment in the Store

Self-Checkout

Ability to Pickup an Online Purchase in the Store

Sales Associate to Assist with Shopping

Ability to Buy/Order Out-of-Stock item in Store

Retailer Mobile App Optimized for in Store Experience

Available Shopping Tools & Technology in Store

Customer Wi-Fi

None of the Above

Mobile POS used by Store Associate

60%

40%

35%

28%
Ability to do Curb-Side Pickup

27%

27%

18%

16%

14%

10%

6%

Importance
of Self-checkout

Higher expectations for store 
technology and in-store 

experience.

What personalized 
Services are most 
Important? 48%

rated personalized 
rewards based on customer 
loyalty as most important

Personalized promotions 
and discounts

36%
Product 

recommendations based 
on my previous purchases

29%

25%

Product recomm 
endations based on my 

browsing history

Product 
recommendations based 

on what is in my 

23%
Product 

recommendations based 
on my profile preferences

18%
None of the above

Gen-Z leads with preference for more 
personalized services/experience, 
with Millennials not far behind and a 
majority of Gen-X and Boomers don’t 
see personalization as important.

49%

Shopping trips are 
very targeted, and 
grocery delivery is
on the rise.

of customers plan to only 
visit 1 – 2 stores for most 
shopping trips68%

54%
planning to just
visit 1-2 stores

44%
plan to visit 3-6 
stores per trip

21%
plan to visit 3-6 
stores per trip

79%
planning to just
visit 1-2 stores

72% of people have used Instacart 
or similar service for groceries 
in the last month 

78% 52%
Convenience stores are 
Frequented more often 
by Gen-Z and Millennials

31%
not visiting a 
convenience store 
in the last month
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Survey Source: RCP conducted an online survey of over 1,000 consumers in the US in May 
2024. At the time of the survey, the generation breakdown is as follows:

1Ability to see,
feel, and try on

2. Product Selection
3. Online Experience
4. Product Reviews
5. Product Details

1Convenience

STORE online
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