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Data Points
Supermarkets Score High for Technology
Supermarkets do a better job leveraging technology to improve the in-store experience than other retail 
formats, according to a recent poll of 11,000 North American consumers conducted by customer expe-
rience management technology firm Empathica, based in Mississauga, Ontario. The Empathica Con-
sumer Insights Panel also revealed that a higher ratio of shoppers — 8.8% — were open to receiving 
daily mobile phone messages from their supermarket than they were from any other retail format.
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36% 
of consumers 
said they 
receive regular 
emails from 
supermarkets.

Consumers 
who said they 

would like

44.1%  
coupons sent 
to their mobile 
phone before 

they shop.

How often would you like to hear from your 
favorite supermarket about coupons, sales or 

promotions on your mobile phone?

34.5%
Weekly26.0%

Never

8.2%
Not sure

“While in-store, mobile and social technologies are 
still emerging … consumers are starting to express 
a willingness to embrace some of these tools, such 
as checkout technologies that save them time.” 

— Gary Edwards, chief customer officer, Empathica 

How has new technology affected 
your recent in-store experiences?

Which types of stores use technology in a way 
that makes your experiences better?

(Multiple responses allowed)

Supermarkets/Grocery Stores................................................................................. 77.5%
Gas Stations.........................................................................................................60.0%
Pharmacy/Drug Stores...........................................................................................34.3%
Electronic Stores...................................................................................................32.5%
Department Stores................................................................................................26.2%
Discount Stores/Warehouse Clubs...........................................................................22.1%
Quick Service Restaurants.....................................................................................19.6%
Clothing Stores.......................................................................................................17.5%
Casual Dining Restaurants.....................................................................................15.7%
Hardware/Home Improvement Stores...................................................................... 15.1%
Convenience Stores...............................................................................................15.0%
Auto Parts Stores.................................................................................................. 11.7%

Would you be willing to have your 
location tracked inside a store to access 

additional coupons, sales promotions 
or product suggestions?

58.5%
No

20.8%
Yes

20.7%
Not sure

8.8%
Daily

6.0%
Every 2 weeks

8.1%
Do not 

use

8.3%
Monthly

(multiple responses allowed)

Makes me more productive	 33.8%
Easier to make the right purchases	 33.7%
Makes shopping more fun/enjoyable	 24.9%
No difference in my shopping experience	 22.8%
More rewarding shopping experience	16.5%
None of the above	 11.4%
No opinion	 10.3%
I don’t like being bombarded with all these technologies	7.5%


