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Parallel to the election, Q&A also performs a survey among its 

own consumer panel, called the Q&A Panel. In this study the 

respondents are asked to indicate which aspects are important 

when choosing a particular store. In this, the same six aspects are 

used as the consumer gets when evaluating store chains in the 

election. This is a random sample of at least 200 respondents per 

category, in which the results in the dataset are weighted 

according to  gender and age.
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8%

11%

11%

15%

28%

28%

7%

12%

13%

16%

25%

27%

Appearance

Expertise

Hospitality

Ease of purchase

Price

Assortment

Importance of the aspects

Offline

Retail average Category X
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11%

11%

15%

28%

28%

7%

12%

13%

16%

25%

27%

Delivery

Service

User-friendliness

Information

Price

Assortment

Importance of the aspects 

Online
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42%

10%

19%

15%

Preferred purchase

Buying preference

On-line purchase (via internet) at a shop that doesn't have a physical shop
On-line purchase (via internet) at a shop that also has a physical shop
On-line purchase (via internet) at a marketplace
Off-line (at physical shops)

5%

23%

34%

38%

Shopping behaviour

Shopping behavior

Not visited Both on-line and off-line

Only off-line Only on-line
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29%

21%

45%

5%

37%

35%

32%

5%

Orientation in a physical shop

Exploring via printed material (leaflets,

magazines, newspapers, etc.)

Online search (website, mobile app,

social media, mail, etc.)

No preference

Which way of orientation do you prefer?
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22%

24%

25%

28%

28%

45%

19%

31%

23%

30%

32%

43%

Social Media

Recommendations from others

Email newsletter

Online leaflet

Door-to-door leaflet

Website of a shop/brand

Which of the following sources contributed to 

your last purchase?
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29%

21%

45%

5%

37%

35%

32%

5%

Home delivery, but not to the

neighbours

Home delivery or to the neighbours if

not at home

Pick up your order yourself at a

physical location of the webshop

Pick up yourself at a collection point of

e.g. PostNL or DHL

Which method of delivery do you prefer?
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59%

34%

42%

21%

24%

26%

24%

2%

65%

45%

43%

37%

35%

34%

28%

3%

With a specialist and exclusive range of products

tailored to your specific needs (not all products,…

Where you can buy and take away products you

need or want directly (e.g. because they are in…

To be able to see and/or buy products quickly,

easily and in a short time frame

To be convinced of the right product and the right

brand that I have seen before (e.g. by touching,…

To see and discover different products (e.g. by

trying them on, touching, testing and trying them)

To discover and be surprised by new products and

ideas

To learn, to be helped, to get advice and to be able

to make the right choice

None of these

Indicate to what extent these functions of a 

store in this category are important to you.

% (very) important
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6% 6%

12% 17%

28% 21%

37% 40%

16% 16%

Retail average Category X

To what extent is having contact with the staff 

in this category important for you to have a 

good shopping experience?

Not important at all Not important Neutral

Important Very important

34%

31%

25%

34%

26%

5%

10%

37%

35%

32%

28%

27%

10%

10%

Via social media

By Whatsapp

By calling

Via a chat function on the website

Via e-mail

Otherwise

I have no preference

How do you prefer to be contacted by the 

customer service of a (web)shop?
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35%

37%

18%

6%

5%

42%

30%

18%

5%

6%

Debit card

Smartphone

Cash

Credit card

Other

Which method of payment do you prefer for 

your offline purchases?
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42%

35%

8%

5%

2%

3%

47%

30%

13%

7%

3%

5%

iDEAL

QR code

Subsequent payment (AfterPay,

Klarna, Bilink, etc.)

Credit card

Direct Debit

Other

Which method of payment do you prefer for 

your online purchases?
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22%

31%

Retail average Category X

How many percent of your purchases in this 

category do you consciously check to see if they 

are sustainable? 

20% 21%

30% 31%

37%
28%

10%
16%

2% 4%

Retail average Category X

To what extent do you think it is important that 

the products you buy in this category should be 

sustainable?

Helemaal niet belangrijk Niet belangrijk

Neutraal Belangrijk

Heel belangrijk
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Importance-performance: RETAILER X

Price

Hospitality

Expertise

Assortment

Appearance

Ease of purchase
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46

65

41

-4

13

Retailer A Retailer B Retailer C Retailer D Retailer E

Net Promoter Score

41

59

35

-13

13

Retailer A Retailer B Retailer C Retailer D Retailer E

Net Loyalty Score
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Ranking

1 Retailer A 4,09 8.602 4,04 4,36 4,32 3,99 4,26 4,20

2 Retailer B 4,08 650 4,63 4,04 3,80 4,12 3,78 4,41

3 Retailer C 3,78 451 3,82 4,22 4,19 3,90 3,99 3,98

4 Retailer D 3,61 112 3,49 4,20 4,29 4,15 4,25 4,05

5 Retailer E 3,52 1100 3,70 3,99 4,14 3,93 4,04 4,00
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Q&A

Printerweg 22

3821 AD Amersfoort

Nederland

T: +31 (0) 33-2454637

Disclaimer

All text, figures, percentages, tables and figures contained in this report are displayed with care. 

Q&A Insights B.V. does not accept any responsibility for possible negative consequences by 

possible errors made in the manufacture of these texts, numbers, percentages, tables and 

figures in this report.


