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Using same day delivery for a fee

Signing up for new online class

Using curbside pickup regularly

Ordering restaurant delivery online

Getting medical support remotely

Keeping new video or music online streaming services

Ordering more on Amazon

Purchasing groceries online

Using digital/contactless payment

Connecting more with my friends and family on social media

Using digital banking

Thinking about the activities that you have started doing during the COVID-19 pandemic, please indicate how likely you are to 
continue doing the following once stay-at-home restrictions are lifted (4,5 - likely)

Base: 1,116 French online adults / Source: Consumer Technographics COVID-19 Survey (Wave 2)

Une partie des nouveaux comportements initiés pendant le 
confinement sera pérenne
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Croissance du e-commerce mais jusqu’où?
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Retrouver la confiance et repenser l’hybridation des 
parcours magasins & digitaux

Le « welcomer », souvent un « manager » est 
là pour guider les clients et limiter les 
déplacements.

Annabel Chaussat, directrice marketing et e-
commerce du groupe Fnac-Darty

55%
Des 
consommateurs 
français prévoient 
de retourner très 
progressivement 
en boutique
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Which of the following delivery options, if any, would you be interested in using when shopping online 
once the COVID-19 pandemic has passed?

19%

7%

8%

14%

17%

20%

24%

30%

43%

None of these

Guaranteed same day delivery in more than 90 minutes for a fee

Guaranteed same day delivery within 90 minutes for a fee

Guaranteed next day delivery for a fee

Pick up inside the store

Collect purchases from a nearby locker

Collect purchases at a nearby post office

Curbside pick-up

Deliver purchases to me during a scheduled timeslot

Base: 502 online adults in France / Source: Forrester's Consumer and Covid Consumer Energy Survey, May 2020

Davantage de choix et de personnalisation dans les modes de 
livraison
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Vers une nouvelle relation à la marque

• Recréer de la confiance et du lien

• Passer à une démarche servicielle

• Personnaliser l’expérience client

• Maitriser les moments mobiles

• Accélérer le conversationnel

• Faciliter les visioconférences

• Produire plus de contenus 

digitaux

• Placement de produits

• Tester les podcasts

• Marketing d’influence
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After your experience during the covid-19 pandemic, how will you choose brands? 

In the next 12-24 months, I will go out of my way to buy from companies that:

16%

20%

29%

37%

40%

44%

45%

49%

53%

Stand for the same religious causes that I do

Stand for the same political causes that I do

Can deliver the products I need faster than anyone else

Offer the products I need at the cheapest price

Prove that they treat their employees well

Show me how they keep my personal data secure

Find ways to help their local communities

Are committed to reducing their impact on the environment

Only make products locally (e.g., in my country)

Base: 502 online adults in France / Source: Forrester's Consumer and Covid Consumer Energy Survey, May 2020

Accélération des attentes client autour des valeurs, mais 
attention à l’effet boomerang et à la dissonance cognitive
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Faire mieux avec moins: le défi marketing en contexte de 
crise économique

Which of the following are likely to be your organization's top marketing initiatives over the next 12 months? 

(Top 10 shown)

Base: N= 1,968 Marketing decision-makers / Source: Forrester's Global Business Technographics Marketing Survey, 2019 

24%

25%

26%

26%

28%

30%

30%

31%

34%

35%

Refresh or strengthen our company's brand

Drive customer centricity

Align brand promise with customer experience

Channel growth

Develop new products or services

Increase marketing agility/ability to respond to change

Improve the ROI/effectiveness of marketing

Improve marketing alignment and collaboration

Improve operation efficiency

Improve our use of data and analytics
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Plus que jamais, il va falloir démontrer la valeur de 
l’expérience client
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C’est aux dirigeants de faire évoluer la culture d’entreprise 
et les modes de management à la française 
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4 chocs vont redéfinir les organisations dans les années 
2020-2030

1. Risques systémiques

2. Robotisation et automatisation

3. Tsunami des données employés

4. Du pouvoir du client à celui du 

collaborateur
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Avec plus de 12 millions de chômeurs partiels, l’inquiétude 
des employés grandit mais reste plus faible qu’ailleurs

Base: n=1,052 EU workers / Forrester's Q2 Europe PandemicEX Study 1 (Apr 29-May 1)

25%

37%

30%

29%

36%

43%

42%

41%

43%

52%

26%

40%

31%

38%

52%

23%

26%

27%

29%

45%

34%

50%

37%

43%

54%

My company may not make it financially and have to

close completely

The coronavirus pandemic will last longer than my

finances will allow me to make it

My job is not secure enough and I might be let go if

things get bad enough

My company may have to lay off or fire people because

of the economic impact of coronavirus

The government won't take strong enough steps to

resolve the coronavirus crisis

How concerned are you about the following?

Italy France Spain UK Germany
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La confiance des employés envers leur management faiblit

46%

46%

46%

52%

56%

47%

51%

56%

60%

66%

 My company has a plan for how we'll manage the risk
associated with the coronavirus

 My company has the technology resources to allow
people to work from home if necessary

 I have confidence in the president of my company to
handle the coronavirus situation in the best way possible

 I have flexibility in my work schedule and obligations to
take care of family members should I need to

 My company will put my health and wellbeing first in
making decisions about the risk of coronavirus

Base: n=222 French workers who are at least part-time employed

Forrester's Q2 Europe PandemicEX Study 1 (Apr 29-May 1)

Mars 2020

Mai 2020

How much do you agree or disagree that the following conditions apply to you at work?
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Une majorité souhaite poursuivre le télétravail après la crise

How much do you agree with the following statements about working from home during coronavirus?

19%

34%

39%

45%

55%

31%

35%

54%

54%

I have a hard time managing my family/childcare
responsibilities working from home during coronavirus

I am not as productive working from home

I cant wait to get back to the office when all this is over

I prefer working from home

I hope I can work from home more often even after this
crisis is over

Mars 2020

Mai 2020
Base: n=222 French workers who are at least part-time employed

Source: Forrester’s Q1 2020 PandemicEX EU study 
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La révolution du télétravail et le besoin de redonner du sens, 
de récréer du lien, de motiver

« Après le coronavirus, on ne 
travaillera plus comme avant. 
Les salariés réticents envers 
le télétravail ont constaté 
qu’il permettait de 
s’épanouir. Les managers qui 
n’imaginaient pas gérer leurs 
équipes de loin ont changé 
d’avis. Je ne pense pas qu’on 
revienne en arrière. » 

- Jennifer Christie, DRH de 
Twitter
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En conclusion

• Accéléreration des tendances pré-existantes

• Modification durable des comportements et des attentes

des consommateurs et des employés.

• Disparition des entreprises qui n’avaient pas amorcé

leurs transformations (digitale/technologique, culture client, 

écologique)

• Pivot vers une entreprise agile pour s’adapter aux 4 chocs 
de la décennie à venir: risques systémiques, robotisation

et automatisation, tsunami des données employés, 

engagement collaborateur.
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Merci.

Thomas Husson

VP, Principal Analyst

@Thomas_Husson

06 62 31 36 40

thusson@forrester.com
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Afin de vous apporter du contenu au plus proche de 
vos attentes lors de nos prochains webinars

Merci de répondre à notre questionnaire de 
satisfaction

WEBINAR

WEBINAR
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Ne manquez pas nos prochains webinars : 


