
Fast delivery and peace of mind

Do retailers deliver the right customer experience in the store?

vs.Consumer’s 
expectations

 
 Reality

 
 

 

Expectation #1:

 

Seamless customer experience

 

 
 

75% of Dutch consumers value a 
consistent experience across all channels. 

… Still, 73% experiences a 
different shopping experience 
in each channel

 

Expectation #3:  
Fully integrated sales channels

 

FACT! 
44% of retailers plan to invest 
more in tools that support 
customer-facing store staff.

 47% of consumers chooses to buy 
in a physical store because they can 
take the product with them 
immediately after making the 
purchase.

  

Meeting expectations of the Dutch consumer: 
where to start?

  Use data for a holistic view of the store visitor, orders, and 
inventory to provide a basis for connected commerce 
experiences.  

For more insights and advise, download the 
newest report:

Meeting 
expectations:

What Dutch consumers 
expect from a store 
and how retailers can 
manage these 
expectations.   

We’re here to help 

 

Expectation #2: 
Knowledgeable and helpful 
store associates

 

33% of Dutch consumers thinks the 
primary role of the store associate 
is to advise on products…

 

...Notably, around 75% of 
consumers sometimes feel they 
know more about the product 
than front-line staff 

  

Dutch consumers expect the store associate 
to check whether the product might be 
available in a nearby store.

26% prefer to be able to order the 
product on the spot for subsequent 
collection from the store or home 
delivery.

… Only 36% of the retailers 
monitor their inventory via 
a single, centralised system.

 

Expectation #4:  

FACT! 
90% of Dutch retailers admit to 
occasionally, or sometimes even 
regularly, suffering in-store stock
shortages. 26% of the retailers 
also fulfill online orders from the 
store’s inventory.
 

90% 

1.

Use technology and data to improve the digital interaction 
in the store.

2.

Invest in technology and training that will turn store employees 
in ‘trusted experts’.

3.

Prioritise technology that helps store employees to personalise 
customer contact.

4.

Manhattan Associates has earned a reputation for building 
technology solutions that solve the most complex business 
problems in supply chain, and now omni-channel. Today our 
Omni-Channel Solutions provide the infrastructure retailers need to 
build a highly adaptable fully collaborative omni-channel 
organisation.

Call us on +31 30 214 3000 or email ce@manh.com
Visit our website www.manh.com/en-nl

44% 


