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Future collection techniques 
for enforcement services.
Exploring developments in technologies & 
conversational commerce trends. 
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The changing trends during & since the pandemic

1 - Source: United Nations Conference for Trade and Development
2 - When Are People Most Likely to Buy Online? - MAY 11, 2021, BY GRAHAM CHARLTON - LAST REVISION BY Brad Ward ON May 11, 2021
Photo by Firmbee.com on Unsplash

How COVID -19 triggered the 
digital and conversational 
commerce turning point.

15 March 2021

In years to come, we will look 
back at 2020 as the moment that 
changed everything. 

Nowhere else has unprecedented 
and unforeseen growth occurred 
as in the digital and e -commerce 
sectors, which have boomed 
amid the COVID -19 crisis.
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The growth trends have 
been uneven, but growth 
does look set to continue 
in some regions and for 
sometime.  

For example, we are 
seeing strong growth in 
Europe & North America 
compared to 2019.
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Day , time and channel

Source: When Are People Most Likely to Buy Online? - MAY 11, 2011, BY GRAHAM CHARLTON - LAST REVISION BY Brad Ward ON May 11, 2021

SHARE OF TOTAL RETAIL SALES (%)
Business.com 2020

Canada
Annual online Sales

$30 billion
share of total retail sales

5.7%

United States
Annual online Sales

$340 billion
share of total retail sales

7.5%

Brazil
Annual online Sales

$19 billion
share of total retail sales

2.8%

France
Annual online Sales

$43 billion
share of total retail sales

5.1%

Germany
Annual online Sales

$73 billion
share of total retail sales

8.4%

China
Annual online Sales

$672 billion
share of total retail sales

15.9%

Japan
Annual online Sales

$79 billion
share of total retail sales

5.4%

Russia
Annual online Sales

$20 billion
share of total retail sales

2%
South Korea
Annual online Sales

$37 billion
share of total retail sales

9.8%

United Kingdom
Annual online Sales

$79 billion
share of total retail sales

14.5%

Online sales & traffic by device
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Mobile Sales

Mobile Sales

51,361,433
Mobile Traffic

76%

Desktop Sales

25,913,083
Desktop traffic

24%
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Are our strategies still relevant?

ÁEncouraging and pushing customers to make contact or pay 

outstanding amounts via self -service portals. 
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Are our business beliefs & strategies still relevant?

ÁDo you understand why some customers abandon processes?

ÁAre the strategies for following up missed calls, emails and messages 

customers still effective?
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Fixes for post pandemic habit changes

ÁProactive communication, varied delivery times 

into the ɄMidɅ evening. 

ÁUse BOTS for signposting and coaching tasks and 

out of hours coverage.

ÁPaper2digital - Customers want digital ɀIntroduce 

QR codes for Ʉdigital FLϥPɅ.  
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Fixes for post pandemic habit changes?

ÁIntroduce IVR deflection to reduce inbound call volumes. 

Drive to digital preferences and coaching.

Text:

SUPPORT to
07537 417083
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New habits ĒOpen Banking Payments
Open banking for payments is a fast, safe option for customers that reduces 
payment charges.

Transactions 
completed within 
the customers App 
are highly secure 
raising customerɅs 
confidence in the 
process. 


