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The retail industry had big plans 

to shift to an e-commerce model by the 

end of the decade but little did anyone 

know that what was projected to take 4-6 
years would be accelerated in a matter of 

weeks due to COVID-19. When the early days 

of the pandemic resulted in stay-at-home 

orders, there was a widespread shift to how 

consumers searched, found and purchased 

goods and services. 

Now what had started as a shift out of necessity has turned into an evolution of consumer behaviors 

that are vastly reshaping the future of the retail and service industries as we know it. Retailers and 

service providers are finding themselves at a crux of change - and those who do not embrace the 

shift and adapt rapidly have already fallen critically behind.

The sales trends reported by Amazon in 2020 aptly illustrate this unprecedented shift in consumer 

behavior brought about by the pandemic. Amazon’s e-commerce revenue saw a 47% gain year 
over year for the second quarter of 2020. Although COVID-19 restrictions were widely lifted by the 

third quarter and consumers were able to shop in their favorite brick-and-mortar retailers while 

socially distancing, the e-commerce giant still saw an astonishing 37% net sales growth year over 
year for Q3 2020. 

Analyst firm McKinsey & Company has been following the shift in behavior closely and recent-

ly concluded in a study that found approximately 75% of buyers and sellers now prefer digital 

options over face-to-face citing safety, speed and convenience. Meanwhile, Salesforce has found 

that consumers’ interactions with companies are now 60% online/40% offline.

So what can you learn from 2020, and how can you 
apply these lessons to your business to remain 
relevant with consumers, stay competitive and not 
only survive, but thrive? Let’s take a closer look.
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How COVID-19 Accelerated 
E-Commerce Trends
By the Numbers
Since the beginning of the COVID-19 pandemic in early 2020, consumers 
have not only changed what they are buying, but also when and how. 

Three out of four 
people have tried a 
new shopping method 
due to the coronavirus.

By mid-June 2020, 
more than 75% of 
Americans had 
tried new brands 
from new places or 
otherwise changed 
how they shop.

Of the 75% of consumers who 
say they tried different online 
brands during the pandemic, 
60% expect to integrate the 
new brands and stores into 
their post-COVID lives.

BOPIS (buy online, pick 
up in-store) grew 
195% in May 2020.

Nearly 70% of 
consumers intend to 
continue buying online 
for store pickup.

More than half 
of all consumers 

intend to continue 
using curbside 

pickup and grocery-
delivery services 

after the pandemic 
is over. Disney Plus achieved 

in two months, 
what took Netflix 
7 years.
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While people around the world were subject to stay-at-home 
orders in early 2020, many manufacturing facilities were forced 
to temporarily freeze operations unless deemed essential, 
which had a substantial impact on global supply chains. Even 
the 2-day Prime shipping that many American consumers 
were used to was replaced by long waits, as Amazon pivoted 
inventory priorities to stocking essential items to support 
its customer base.

Fast forward to the end of the year when holiday shop-
ping is traditionally at its peak, the increase in online 
shopping combined with a reduction in holiday travel 
brought on an unprecedented shipping volume, 
resulting in warnings of potential shipping delays 
from retailers and the US Postal Service.

Widespread 
Shipping Delays

Importance of the Cloud 
for the New Digital Workforce
From an operational standpoint, retailers and 
service providers were also faced with a sudden 
shift of a remote workforce - some temporarily 
during stay-at-home orders, and others on a 
longer-term basis. 

Upwork’s “Future of the Workforce Pulse 
Report” finds that one in four Americans 
will be working remotely in 2021, and by 
2025, 36.2 million Americans will be working 
remotely – an 87% increase from pre-
pandemic levels.

This momentous change brought the benefits of 
the cloud front and center quickly - businesses that 
already had cloud infrastructure in place were able 
to make a smooth transition to a digital workforce 
as all files, inventories and more were centralized, 
easily accessible 24/7 and updated in real-time. 
Those who hadn’t yet made the shift to the cloud 
needed to fast-track their digital transformation 
efforts, losing operational efficiencies until they 
were able to properly execute cloud infrastructure 
to connect employees working remotely. 
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Top 10 E-Commerce Trends for 2021

#1 Brick-and-mortar retailers are evolving to stay relevant
While e-commerce has gained popularity over the past decade, brick-
and-mortar locations have in turn seen a decline in revenue. So when 
retailers were faced with unexpected mandated closures with the 
onset of the pandemic, many that were already struggling were forced 
to close permanently. Ultimately, as e-commerce sales grew in 2020, 
brick-and-mortar store revenues declined an estimated 14 percent.

Moving forward, to stay relevant and remain a destination for 
shoppers, brick-and mortar retailers and service providers will need 
to embrace digital transformation, as well as focus on elevating the 
in-store experience with superior customer service while prioritizing 
cleanliness and health to make customers feel comfortable and safe. 
To support these efforts, there will also be a trend towards incorporating 
digitally-enabled technologies to make the in-store experience more expe-
riential and streamlined with the introductions of click and collect, cashierless 
checkout, contactless payment and digital signage.

#2 Continued growth of buy online / pickup (BOPIS)
BOPIS grew 35 percent year-over-year in January 2020, but by August of 2020, 

it had grown 259%. By August 2020, three-fourths of the top 50 store-
based retailers in the US were offering curbside pickup and 43.7% of the 

245 retailers with stores ranked in the Digital Commerce 360 Top 500 
offered curbside pickup, a massive uptick from 6.9 percent at the end 
of 2019. At one point, Target’s curbside sales grew more than 700 
percent, while Best Buy reported 41 percent of revenues coming 
from curbside or in-store pickup. 

“We are seeing signs that online purchasing trends formed 
during the pandemic may see permanent adoption,” Taylor 
Schreiner, Director, Adobe Digital Insights, said in a statement. 

“While BOPIS was a niche delivery option pre-pandemic, it is fast 
becoming the delivery method of choice as consumers become 

more familiar with the ease, convenience and experience.”

BOPIS will be here to stay, as consumers still have a desire to drive to a store, 
yet want the comfort and safety of less contact. “Americans are used to their 

cars and actually do like stores, so this is kind of a hybrid where you’re getting the 
best of both worlds,” notes Oliver Chen, a retail analyst at Cowen. 
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Top 10 E-Commerce Trends for 2021

#3 The Growth of Omnichannel
“Omnichannel” has been an industry buzzword for a while, but the COVID-
19 pandemic and the accelerated shift to e-commerce has certainly 
been a catalyst for its adoption and growth. Defined by HubSpot as 
being “capable of selling absolutely anywhere the consumer is willing 
to buy,” an omnichannel approach offers consumers the opportunity 
to interact and purchase from a retailer or service provider in a multi-
tude of ways, including a brick-and-mortar location, websites, apps, 
social media platforms, digital marketplaces and more. 

With several channels all working together, it is important to create a 
seamless experience across the entire brand ecosystem to successfully 
build brand awareness, customer engagement and sales. Yet, a study by 
BigCommerce notes that few retailers are successfully executing on all of 
their channel initiatives, citing a misunderstanding of what consumers want. 

#4 Gaining Consumer Trust
One-third of consumers will stop buying a product if they lose trust in the brand, 

making brand authenticity more important than ever. According to a study 
conducted by IBM, “consumers are prioritizing those that are sustainable, 

transparent and aligned with their core values when making these deci-
sions. They’re willing to pay more, and even change their buying habits, 
for brands that get it right.” The study goes on to note that to earn 
consumer confidence, “companies must go beyond simply offering 
convenient or quicker services to gain customers’ trust – consumer 
brands now need to differentiate themselves by offering convenient, 
quicker access to detailed information previously unnecessary, such 

as how the products are manufactured, quality of ingredients, if it is 
sustainable or ethically sourced, and under what conditions.”

According to Forrester, shoppers are increasingly evaluating products 
and brands based on a company’s ethics and values, with 41% of US 

consumers actively seeking to buy from a company associated with social, 
environmental and political ideals.
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Top 10 E-Commerce Trends for 2021

#5 Investing in loyalty and retention
A July 2020 report found that 45 percent of American consumers had 
changed their brand preference due to the pandemic – that number 
had surged to 75 percent only a month later. The shift in brand loyalty 
was brought on by availability, value and convenience, and research 
firms believe these changes may stick, projecting that upwards of 62 
percent of consumers will make permanent changes to their brand 
loyalty post-pandemic. This trend makes focusing on customer 
loyalty and retention another critical point for a brand’s survival.

In reaction, spend on loyalty and retention marketing will increase by 
30 percent in 2021 as CMOs assert control over the full customer life-
cycle according to Forrester’s 2021 Predictions report. This will translate 
to seeking out and acquiring customers “who will stick around for the long 
haul” and nurturing them with valuable loyalty programs.

#6 Fulfillment and shipping times become competitive 
advantages

Supply chains experienced significant disruption in 2020 with nearly 
75 percent of companies reporting some degree of disruption due to 

COVID-19. 

While there is potential for continued disruption to supply chains 
while the COVID-19 pandemic continues, moving forward, retailers 
are seeking out ways to diversify their manufacturers and whole-
salers for inventory purposes, while diversifying shipping options 
across providers.
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Top 10 E-Commerce Trends for 2021

#7 Increase in Online B2B Buying
Forrester projects that 80% or more of the B2B sales cycle now takes 
place in remote or digital environments, replacing what was previously 
led by field sales teams. The analyst firm notes that the roles of field 
and inside sales will essentially merge moving forward, as buyers 
favor the benefits of digital interactions, including increased 
convenience, quicker time-to-value and more flexibility to move 
between channels and routes.

With B2B buying shifting online, organizations are increasingly imple-
menting custom cloud-based B2B software solutions on platforms such 
as NetSuite to ensure a seamless experience for buyers and support 
digital workforces with powerful tools for real-time inventory assessment, 
fulfillment automation, billing and more.

#8 Analytics and Customer Data Move to the Forefront
With a greater emphasis on e-commerce naturally comes a greater need 

for in-depth analytics and customer data to identify trends, optimize the 
organization’s approach to selling and strengthen customer support. 

NetSuite provides this depth of data and insight, 
creating a real-time dashboard to view and dissect 
important information on your customers.
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Top 10 E-Commerce Trends for 2021

#9 Chatbots and AI
In the Forrester 2021 Predictions study, the firm believes that more 
than a third of B2B technology buyers will rate chatbots as a top-10 
engagement channel. Chatbots powered by AI are an increasingly 
important tool to offer buyers personalized engagement at scale.

The firm notes that fewer than 20 percent of B2B companies are 
currently using AI with chatbots to successfully communicate with 
buyers and instead utilize a chatbot that is a middleman between 
buyer and human seller. The key is to effectively integrate an AI 
solution with your platform.

#10 Subscription Models Continue to Soar
Consumers rely on subscriptions for everything from news to entertainment, 

food delivery, education and more. By offering a simple, hassle-free 
shopping experience, the popularity of subscription models is surging 

with 69 percent of Americans having multiple subscriptions, including 
28 percent with four or more.

Astute retailers are jumping on the subscription bandwagon as 27% 
of consumers expect to increase their subscription payments in 
2021. With monthly or yearly recurring subscriptions, businesses 
can focus on nurturing existing customers rather than incurring the 
expense of new customer acquisition.

– and NetSuite has this capability to get you there.
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NetSuite: The Foundation for a 
Powerful E-Commerce Strategy

In short, SuiteCommerce provides everything your 
business needs to succeed: 

The future of e-commerce is transforming at an unprecedented 
pace – making it crucial to prioritize e-commerce transforma-
tion to stay competitive. Having all your retail functions in one 
place, in a single portal hosted on the cloud, will be import-
ant to stay nimble in an evolving hybrid retail environment.

As a pioneer in the commerce industry since 1998, 
NetSuite was the first to provide an e-commerce solu-
tion that integrated with back office systems. Today, 
NetSuite’s SuiteCommerce powers thousands of 
online businesses helping them grow and expand 
to new heights. 

Rapidly create unique, personalized 
and compelling mobile, web and 
in-store experiences that differentiate 
your brand and exceed customer 
expectations.

Provide consistent and personalized 
cross-channel experiences, targeted 
marketing and superior customer 
service with a single view of all 
customer interactions and transactions 
across all touchpoints and channels.

Meet customer expectations to buy, 
fulfill and return goods anywhere 
while maximizing profitability. It’s 
easy when you have centralized order 
management and a single view of 
inventory across all channels and the 
supply chain.

Be ready to respond to opportunities 
by quickly deploying sites for multiple 
business models, channels, brands, 
countries, currencies and languages, 
all on the same platform.

Create seamless, omnichannel, 
brand experiences and streamline 
your business with a cloud-based 
infrastructure that unifies business 
applications and provides a central 
repository for order management and 
customer, item and inventory data. 
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GIR Software Services: 
Your Dedicated NetSuite Expert
As a NetSuite Solutions Provider, GIR applies our expertise 
and in-depth knowledge of NetSuite to help organizations 
transform their e-commerce strategy with SuiteCommerce 
and SuiteCommerce Advanced. From standard implementa-
tions to custom solutions, our team works with B2B and B2C 
businesses of all sizes and industries to align the powerful 
tools offered by NetSuite with your e-commerce goals. 
With solutions that are built to scale as your company 
grows, GIR seeks out long-lasting client relationships 
to support every stage of e-commerce transformation 
and beyond with unmatched support.
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Our “Get it Right” Approach to Seamlessly 
Implementing Your E-Commerce Strategy
GIR helps clients navigate technical intricacies and pain points using a customer-centric approach and 
custom-made, personalized solutions. Using a “Get it Right” principle, rest assured our team will use simple 
and straightforward language to engage and communicate with you in all stages of implementation.

Our process includes:

Configuration of SCA Components
GIR’s engineers put their years of SCA configuration experience to work to achieve 
functionality by configuring efficiently and effectively. 

Integration with Existing Systems
GIR addresses data connection points and integration with external applications to 
ensure all upstream customer-facing applications get the data they require.

Go-Live Support
GIR works with your team to support a successful launch and address any unforeseen 
challenges if any were to arise. 

Defining Your E-Commerce Strategy
GIR works with your internal team to get a deep understanding of your e-commerce 
goals and existing pain points to develop a detailed e-commerce strategy.

Building Wireframes and Mockups
GIR creates and reviews wireframes and mockups with clients to increase the speed 
of development and ease the coordination at every level. 

Performance Optimization
GIR uses the most advanced, cloud-based performance optimization techniques to tweak 
the performance of your e-commerce website

Creating Functional Specification and High Level Design Guides
GIR creates a functional specification guide detailing requirements as well as a design 
document that work together as a roadmap for successfully implementing the final solution.
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Learn more about how GIR’s NetSuite experience and 
expertise can support the transformation of your e-commerce 

strategy so your business can stay competitive and thrive. 

Schedule a complimentary consultation with our team. 

 

Reach out to us at 

info@girsoftwareservices.com 

or (713) 570-0483. 

Are You Ready to Transform 
Your Business with the Industry’s 
Top NetSuite Experts?

GIRSoftwareServices.com
   twitter.com/girservices
   linkedin.com/company/girsoftwareservices
   facebook.com/girsoftwareservices
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