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2007 Online Holiday Shopping Survey
OBJECTIVE

Gauge opinions of online shoppers at the start of the 2007 holiday shopping season.

WHY CONDUCT THIS STUDY NOW?

As the 2007 holiday shopping season approaches, consumers will continue the trend towards
increased reliance on online shopping. While continued growth in online holiday shopping is
expected, what’s especially interesting is how important the issue of merchant trust and integrity
is for consumers who plan to shop online this season. This study is designed to determine how
consumers plan to shop this holiday season, as well as what factors will affect these plans. The
study also looks at what factors contribute to the perceptions of risk and trust that determine
which shoppers are sufficiently confident to become buyers.

METHODOLOGY

The survey was conducted by Vizu via the Vizu Answers online research network between
November 5 and November 13, 2007. Each question was presented on more than forty English
language Web sites.

EXECUTIVE SUMMARY

With Jupiter Research expecting more than 126 million Americans to buy products online this
year (a 6% increase from last year) and more than $39 billion in sales anticipated (a 20%
increase from 2006)*, the online market has never been more important to the retail industry.
Understanding the mind of the online shopper is critical for merchants to sell into that
increased demand. buySAFE, Inc. (www.buysafe.com), the leading trust and safety company
for e-commerce transactions, sponsored this study to gauge the opinions of shoppers heading
into the 2007 winter holiday season. The survey reveals several key insights into consumer
behavior:

e 34.7% of shoppers plan to do more shopping online this season compared to their
normal retail patterns; one-third (33%) of respondents plan to do more online shopping
this year than last year.

* 50% of respondents report they have had one or more serious problems when making an
online purchase; merchant performance is now the #1 factor for shoppers to consider
when deciding WHICH MERCHANTS to buy from online.

e Over 48% of shoppers cite merchant performance (e.g., will the item arrive as
promised; will the merchant honor stated policies) as the most important factor to
them, followed by 37.5% citing price, 8.7% citing amount of selection, and 5.8% citing
ease of transaction.

Trust in the merchant emerges as the leading factor in a shopper’s decision about which
merchants to buy from, and how much will be purchased. The market is split: consumers will
reward merchants they can trust, and will steer clear of the rest. This theme is evident in the
survey data presented below.

* US Online Retail Holiday Forecast, 2007 Patti Freeman Evans Retail October 19, 2007 - Concept Report
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SURVEY QUESTIONS

Question 1

When rou shop for the holiday season, compared to your
nermal retail patterns. are you MORE LIKELY TO:

| 30.7%
research things online, then shop for them in person

- T s & zﬁ-?q':-"
shop at the mall
T 1.0

shop in independent bowtiques and shops

I 7

shop in big box stores (Wal-Mart, Target, etc.)

View Zone: Al Zones [

How deo you plan te shop for gifts this heliday season
compared to last year's holiday season?

‘

P— 3.0t

Maore online shopping

I 2 1.0%

Maore off-line shopping

I 46.0%

About the same
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View Fone: ;-_'ﬂll £ones

What are the reasons you might do more shopping ONLINE
this holiday season?

T, 7.6

Variety of goods

I 1.5

Prices are hetter online

Comvenience of shopping exXperience

3T
Comvenience of shipping from online merchants

I o

High cost of gas

R ——— 45.5%
Hassle of malls andd stores
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Question 4

View Zone: x-‘-.II Zones |ﬂ'

idt What are the reasons you might do more shopping OFF-line this
(g b holiday season?
+

I 3.2
Fear of things going wrong with online transactions {merchant not shipping on time,
etc.).

- ErE
Lack of confidence that | can select the best gift online.

T 52.0%

Preference for familiar stores OFFline.

' 36.0%
Greater confidence in heing aie to return goods to traditional stores.

[ .

Procrastination ... | can shop at the last minute OFFine.

Question 5

e

View Zone: ':;llifnnes Ii]

| Which of the following factors would cause you to spend a

greater percentage of your holiday shopping budget
online?

I 2.

Increased trust in enline retailers.

. s 1.7
Wider variety of goods.
R R

Better customer sendce.

T — .30

Lower shipping costs.
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Question 6

.I."-*.‘._, I -

View Zone: ﬁ«ll iunes |1_L

What is the most important factor to you when making an
online purchase?

B 5.8t

Wide selection of products

I 7.5

Product price

.7

Ease of transaction — easy t¢ navigate through checkom

- e
Merchant performance — confidence that you'll get what you paid for

Question 7
,- .‘_ e

View Zone: .-“-‘«II Zones BJ

ST How many times have you had a serious problem when making
store BE purchase online {product didn’t show up, merchant policies
not honored, ete)?

50.0%
MNewver

PR 2,97
Once

'F- 8.7%

Twiice

P 1.4

Three times of mare
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Question 8
' 'Vote Breakdown ‘Total Responses: 101

View Zone: | All Zones v

When shopping online, would you feel more comfortable
buying from a Boended Merchant?

Yes

Question 9
"'Vote Breakdown Total Responses: 100

View Zone: | Al Zones v

If every online purchase was guaranteed (i.e.. you get what you
boi._lghgur get your money back), would you spend more money
online

I 6.0

nsure
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Question 10

View Zone: __.-'l'-.ll Zanes

If there were a way to guarantee every online purchase,
would you purchase more frequently from independent
online retailers?

P 00
Yes

I 16.0%

Mo

I 12.0%

Unsure

Key Takeaways:

*  66% of respondents said they would be more willing to buy online if every purchase was
guaranteed.

* The positives of shopping online are strong: better prices (48%) and increased
convenience (41%) each score well. The negatives of off-line shopping included the
hassles of the mall, which are cited by 45%

*  64% said they would feel more comfortable if a merchant were bonded.

This suggests that a shopper without confidence in an online merchant’s ability to deliver on its
promises is NOT a likely buyer. One might, therefore, infer that the online merchants who
address and meet this customer need up-front, removing all doubts and generating consumer
confidence to hit the BUY button, will generate more sales.
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