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Consumer Behavior & Trends

Ryan Lin, Ipsos Associate Director

Brand owners should keep improving customers’ shopping experience for now and the future.
Because of the trend of big data and advanced technology, marketing strategy must include
managing and analyzing huge amount of numerical data and combine with the actual sales
experience for gaining wider market coverage. In addition, mobile marketing will be another trend

due to the well-developed of e-commerce and mobile payment.

As the growth of Gen Z, they’re going to be the next purchasing powerhouse. Thus, brand owners
should put more attention on this group of consumers. Gen Z is known for their fervent social media
usage, so when developing communication strategy, brand owners should combine their social media
behavior with other customers information instead of focusing on single customer’s experience, to

form a common purchase experience of their social network.

Consumption is Everywhere:

“E”-commerce is not only knowns as

Electronic Commerce, which means a
sales channel via computer network over
the Internet, but also can be re-defined as
“Everywhere” Commerce. Digital
shopping makes customers purchase

goods anytime and anywhere.

Globalization: It isa common
phenomenon nowadays. Digital channels allow brands easily enter markets which are difficult to
enter before, e.g. China and India. As the countries with large populations become more involved in

the Internet, the sales opportunities increase accordingly.

Third-Party APP: Corporates in different industries, such as retailer, e-commerce, banking, etc,
launch their own APP for marketing and selling purposes. Also the social media like “Line” develops
their own consumption channel and provide a new purchasing way for customer. As the third-party
APP is more and more popular, retailer can easily reach the consumers who are difficult to reach

before.

Third-Party Payment and Electronic Payment (E-payment): The third-party payment nowadays is not



only for collections and payment transfer, but also a new choice of payment through top-up function,
which offers another operable channel for brand owners. In addition, customers gradually adopt the
mobile payment, e.g. Apple Pay, Google Pay, and Line Pay. Retailer can cooperate with bank and plan

more attractive marketing events for customers.

Free-riding consumer behavior: Customers can take photos of shoes they see on the street, then find
out the shoe’s information by photos. In this way, the purchase path is shorter and no longer limited
to traditional purchase behavior such as information collection, products comparison and then

purchase. More and more impulse purchase happened.

Mobile marketing: Brand owners can reach their customers via mobile phone, for example, they can
use GPS to position customers and send the instant message when they close to products. Although
this technology has been for ten years, as the more connection to APP, more applications will be
developed in the future. In addition, automobile industries also keep up with trends, they figure out
consumer behavior by numerous journey records, and create marketing plans which are closer to

customers.

he Rise of Gen Z

As mentioned in the beginning of the article, Gen Z, the group born after the Millennials, is starting
their young careers and being pivotal. Gen Z grow up in a digital era, Internet is like a necessity to

their daily life. The change of generation also changes the market.
There are some obvious changes below:

The difference between Gen Z and Millennials: Gen Z is much relied on mobile phone compared to
Millennials. At the same time, the usage of television decrease accordingly. Both of them have highly
social behavior, but they are different in media choices. For most of Millennials, Facebook is the main
choice. For Gen Z, it is common to engage in multiple social media like Facebook, Instagram,

YouTube, etc. Thus, corporates should manage those social media more carefully.

They prefer novel product to novel experience: Because of growing up with rapid development of
Internet, the opportunities for product experience have become less. For example, in the past, if you
want to do shopping, you need to go to stores or visit department stores and trial products by
yourself. But for Gen Z, they have a high acceptance of online shopping and high reference to

information shared on the internet. A practical experience is not that important anymore.

More sensitive to edgy promotion: Traditional promotion doesn’t work for Gen Z. Marketers should
change to more creative and innovative storytelling styles. Gen Z is more responsive to edgy or visual

strategies, such as YouTube video, especially the young customers.



Highly awareness of Corporate Social Responsibility (CSR): In the past, customers were less
concerned about CSR, while the tune is changed when moving to the new generation. This new
generation of customers, Gen Z, accounted for nearly 25% of the population and born between 1997
and the early 21st century, they are the first generation who grow up after the birth of WWW, and
therefore Gen Z are highly connected to the digitalization. However, this doesn’t mean that they have
been separated from society. Internet become another social channel, another part of life. The
information quickly spread to each other, therefore corporates should be more focus on reputation
management. That’s why social listening is widely used by corporates to monitor online reputation

and for appropriate responses.

They want quick response: Fast-paced world makes customers become more impatient and eager to
save more time. Especially the younger people, more and more of them hope to receive a quick
response in few minutes when shopping, they even except the instant response. To satisfy

customers, corporates should reduce their response time.

Al Craze is Changing Consumer Behavior:

Al is changing consumption patterns. There are some dimensions below:

Customers are encouraged to spend more: There is a smarter way to sell goods by big data analysis
which can accurately predict consumer behavior. Al can automatically sell goods to customers in an
appropriate time and increase deal rates. For example, sending customers push messages at the right

time to boost sales.

Customer loyalty is increased: Data collection by Al can help to discover the behavior of highly loyal
customers. Corporates can figure out which products or services customers like and increase their
adhesion toward the brand. In addition, Al can improve user experience, for instance, Airbnb’s Al
provide users personalized search results to increase experience and satisfaction of accommodation.

With such service, there is no reason to use other channels.

Customers will be more used to “convenience”: Customers are used to convenient shopping because
of the blooming e-commerce. Al optimize the service experience further, for example, face and
fingerprint recognition allow customers to place orders easily. Corporates can save manpower and
costs based on voice Al in customer service and solve customers’ problems more effectively as well.

As the result, Al makes the shopping experience more convenient for customers.

Discover the new consumer groups: Corporates combine big data with deep learning to introduce

more personalized marketing methods and appeal to anyone who might buy their products. Finding



patterns in data with Al help businesses understand what customers really want. For example,
automobile industries can combine consumer preferences with work-related data to predict the
intent and preferences of different consumer groups to buy cars, and analyze them in more detail to

find more potential customers.

Data become a new currency of digital marketing era
in this changeable and fast-moving markets. But it is
not enough to have data only. Learning how to
manage and monetize data are also important.
According to IDC report: The Digitization of the World
from Edge to Core which explore global data trends,

Financial service, manufacturing, healthcare, media

and entertainment will be the driver for the growth of

data in this new epoch.

How to effectively manage data will be a key of corporate sustainability.

Ipsos is the global leader in branding and marketing research and has locations in over 89
countries across the world. Our creative solutions help us build strong relationships which lead
to better results for our clients. This has made us the trusted advisor and with all matters lead
by our industry expert from measuring, modeling to managing customer and employee
relationships.

For more information, visit us online at:

https://www.ipsos.com/en-tw/solution/overview#category3

or contact our research team:
Ruth Yu, Executive Director

02 2701-7278 ext.130 Ruth.yu@ipsos.com
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