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• Question: What fundamental changes in the North American Consumer are 
most important to the customer experience practitioner?  What to do about 
those changes? How to adapt?
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Experiences vs. 

Pride of Ownership
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Nissan 350Z/370Z Sales Figures 2005-2017 Lyft Shared Rides 2013-2017 in the US
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MP3 Killed the audiophile (almost)

As time passes, and a generation moves away from being consumers of high-end audio (about 65 to 75 years old), a young 
generation moves into being consumers. But all those people who have been perfectly happy with the MP3’s on their 
iPhones and Android phones are not becoming the replacement consumers. This is one of the reasons why the number of 
high-end audio dealers in the US appears to have decreased in the last decade. Where there used to be three dealers in my 
immediate area, now there is only one.”- John Johnson Jr. https://hometheaterhifi.com/editorial/decline-high-end-audio-sales-new-outlook/
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The Decline of the Mall, The Rise of Online

We all know this is happening, but why? Walmart, Best Buy, & next generation soft-goods 

retailers like Kohls & Target began to destroy the mall anchors: Sears, JCPenney, Macy’s… With 

no anchors, foot traffic began to fall. Then comes the rise of broadband, enabling Amazon.com 

& Netflix to change the game for everyone.
Mall photo credit: By GatorSlayerFSU [Public domain], from Wikimedia Commons; Amazon photo credit: Amazon.com
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The Consumer’s Relationship With Retail is Evolving

High end & destination malls continue to 

do well, mixed use centers appear to be the 

new social hubs.
Easton Town Center photo credit: By Etc289 [Public 
domain], from Wikimedia Commons

Order online, receive your order the same 

day. If you don’t like the clothes, leave 

them in the grocery store. North American 

consumers are becoming “digital first.”
Amazon Lockers Photo credit: Whole Foods Market
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North American Consumers Expect Entertainment

Sell experiences, not commodities! “Going to the store or the mall, therefore, becomes a 

discretionary diversion undertaken primarily when people want a shopping experience as 

opposed to a buying experience, in which online often proves to be the best option…For just 

about every product category, Americans simply don’t need to go to the store in order to shop, 

so going to the store becomes the experience.”—Pamela N. Danziger, Forbes “What The Laterst Retail Trends Reveal 

About American Shoppers”

Photo of Destin Commons, Destin Florida credit South Walton & 30A Community Website
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Consumers are now “Digital Native”

Not having a fully operational digital channel in 2019 is like not having a website in 2010 or not 

having a phone in 1980.” (Absurd!) Are you enabling the digital customer experience, or is it 

displacing you? I.T. is less & less a separate department. I.T. is the whole company! Photo: Screenshot 
of Wendy’s restaurant app.

For the first time ever, shoppers are going to the web for most of 
their purchases.
An annual survey by analytics firm comScore (SCOR, 
+5.96%) and UPS (UPS, +1.28%) found that consumers are now 
buying more things online than in stores.
The survey, now in its fifth year, (This was from 2016, two years 
ago!) polled more than 5,000 consumers who make at least two 
online purchases in a three-month period. According to results, 
shoppers now make 51% of their purchases online, compared to 
48% in 2015 and 47% in 2014.
As online shopping accelerates, so does the use of smartphones 
to make purchases. The survey showed that 44% of smartphone 
users made buys through their devices, compared to 41% a year 
ago.
-Madeline Farber, Forbes June 8, 2016 “Consumers Are Now Doing Most of 

Their Shopping Online”

http://fortune.com/2016/06/08/online-shopping-increases/
https://pressroom.ups.com/assets/pdf/pressroom/white%20paper/2016_UPS_Pulse%20of%20the%20Online%20Shopper_white%20paper%20final.pdf
http://fortune.com/2016/06/08/online-shopping-increases/
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Social Media is Replacing Traditional Media

• The pay-TV market shed about 410,000 subscribers during the first quarter of 2017, a significant reversal after a fractional gain of 10,000 

subscribers in Q1 2016. That loss is even greater when removing internet-delivered providers (which gained 350k subscribers) from the list –

widening to a loss of more than three-quarters of a million subscribers. - https://www.marketingcharts.com/television-78405
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Social Media is Replacing Traditional Media

Before:

• Better Business Bureau

• Conde Nast, etc.

• Restaurant Critics

• Consumer Reports

• Travel Agent

• Cnet

After:

• Yelp

• TripAdvisor

• Amazon Reviews

• Booking sites

• Twitter

• Instagram
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Streaming Content Is Killing Broadcast

Among 18- to 24-year-olds, however, for the first time, streaming audio beat out AM/FM radio 

as the top source of listening. (For teens ages 13 to 17, the listening habits are similar. The 25-

to 34-year-old age group is the next highest in terms of streaming, and streaming becomes 

progressively less popular with each older age group.) 
Source for this slide: http://www.niemanlab.org/2016/04/left-on-the-dial-with-young-people-trading-amfm-for-streaming-
will-radio-find-a-home-in-your-next-car/

http://www.infinitedial.com/blog/2016/3/8/vod1z05re6mh9pv0svjth7yo8wu5lp
http://www.niemanlab.org/2016/04/left-on-the-dial-with-young-people-trading-amfm-for-streaming-will-radio-find-a-home-in-your-next-car/
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Changing definitions of race & ethnicity

The share of whites who marry “out” of their race has more than doubled since 1980, to 9%. 

The percentage of blacks who marry non-blacks has more than tripled, to 17%. Asians and 

Hispanics have the highest rates of intermarriage, with more than 25% of all Asian newlyweds 

marrying a non-Asian.
Carol Morello, Washington Post February 12, 2012 “Intermarriage rates soar as stereotypes fall: 
https://www.washingtonpost.com/local/intermarriage-rates-soar-as-stereotypes-fall/2012/02/15/gIQAvyByGR_story.html?
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Traditional ethnic affinity marketing is 
becoming obsolete as individual identity 
becomes more complex. Lifestyle, 
income, education level and peer group 
identity become more relevant as 
ethnicity becomes more fluid.
• Méxican ≠ Puerto Rican
• Argentine ≠ Dominican
• High Socio-strata Black ≠ Low Socio-

strata Black
• Massachussets White ≠ Mississippi 

White (If this is obvious, the others 
should be, too)
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Urbanization, Loss of Rural Lifestyle

• “Hunting participation dropped by about 2 million participants but still remained strong at 11.5 million hunters. 

Total expenditures by hunters declined 29 percent from 2011 to 2016, from $36.3 billion to $25.6 billion.”-

www.fws.gov

• In its most recent earnings report, for the second quarter of 2017, Cabela’s reported a 4.2% decline in revenue, a 

7% decline in retail store sales and a 9.3% slump in comparable-store sales. The company stated that the 

revenue decline was partly caused by a slowdown in firearms and shooting-related categories, and was 

worsened by the fact that a major competitor had held liquidation sales following its bankruptcy filing (the 

Cabela’s report did not state it explicitly, but that competitor was Gander Mountain).
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• The news is not all bad. Fishing & Wildlife watching continue to grow. “More Americans also went fishing. The 

report indicates an 8 percent increase in angling participation since 2011, from 33.1 million anglers to 35.8 

million in 2016. The greatest increases in participation—10 percent—were seen in the Great Lakes area. Total 

expenditures by anglers nationwide rose 2 percent from 2011 to 2016, from $45 billion to $46.1 billion.”-

www.fws.gov

Urbanization, Loss of Rural Lifestyle
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So what?

• Rethink distribution methods 

• Rethink channels 

• Rethink the relationship with the customer

• Sell experiences, not commodities!

• Segmentation: Digital marketing allows you to be 

different things to different people, but don’t lose 

your authenticity!

• You don’t want to be divisive, but you don’t have to 

be bland, either (Like the guy on the right).

• LCV matters! Know who you are dealing with. Use 

technology to know & coddle your valuable 

customers.

• Take into account profound changes in how work & 

career are viewed
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Let’s play Futurist: Fad or Trend?

• Mail order Meals (Blue Apron, etc.)

• Tiny House Movement

• Home Multi-purpose Robot

• US to predominately shared mode 

transportation

• Smart Watches

• Drone Delivery

• Proximity Based Marketing
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Thank you!

Loren Moss
loren@unidodigital.media

Twitter: @CloudCompute809
LinkedIn: https://www.linkedin.com/in/lorenmoss/

Publications:
www.financecolombia.com

www.financetnt.com
www.cognitivebusiness.news

Research, editorial & analysis
www.unidodigital.media

Data analytics services
www.unidodigital.com  


