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Our survey received over 2000 responses AGE

from across North America (see survey over 65 Under 30
respondent demographics below). 12.9% 9%
The survey included three primary areas of f;:;
. 0
focus:
e How consumer habits have changed 51-65
when engaging with c-stores and gas 36.4%
stations? 41-50

22.1%
e \WWhat do consumers expect? ’

e How should c-stores adapt to meet new
health and safety guidelines and LOCATION
expectations?

In this report, we examine how consumer

. . . Canada
habits and expectations have shifted, and 46.8%
what that means for customer-facing
businesses that handle the selling of daily
essentials such as fuel, tobacco, alcohol and
prepared foods.

United States
53.2%




Initial Findings

According to our survey
respondents, the frequency of
their visits to convenience stores
and gas stations has decreased
by 73% since the pandemic
began.

This number varied slightly
between Canada and the United
Stated, with a decrease of 76%
in Canada and 70% in the United
States, according to our survey
responses.









Key Findings

Across the board, cleanliness is viewed as a top priority for
consumers everywhere.

Our survey results demonstrate a generalized reluctance to
use communal facilities in public places, such as
restrooms. There also seems to be a preference for crew-
service over self-service at this time.

Visibly reinforcing safety measures and social distancing
guidelines creates an added layer of trust, comfort, and
reassurance that consumers are looking for when engaging
with a physical business location.



Cleanliness and proper
sanitization is a top
priority to every kind of
consumer.






When it comes to
ordering prepared
food, these are the
most important
factors, according to
our respondents...
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As we look ahead, 46% of respondents said that the

number one change they hope to see businesses make in
the face of future potential waves of COVID-19 is
improved cleanliness and sanitation.

Greater availability of contactless service
10.2%

Employees wearing safety apparel
10.2%

Improved cleanliness and sanitation

45.9%
Limiting traffic in-store

16.3%

Better online ordering
17.3%




Embracing crew-service
and the future of your
facilities







At c-store and gas stations, consumers
expect to grab coffee and prepared food
from you when they're out and about and
on the go.

COFFEE

Self-dispensed
40.6%

Crew-service
59.4%

FOOD

Self-dispensed
36%

Crew-service
64%

Our respondents shared that in today's climate, they would
feel more comfortable purchasing coffee and prepared
food via crew-service, as opposed to self-service.

60% of respondents would prefer crew-service when
purchasing coffee, and 64% of respondents said the same
when purchasing prepared food.



Interestingly enough, the only
time we see that preference
change drastically is when it
pertains to the purchasing

of fuel.

84% of respondents said they
would prefer to self-serve when
purchasing fuel.



Extremely likely When shelter-in- If we now take a moment to talk about facilities
place and social

>omewhat ikely distancing measures and how they correlate with self-service areas,
Nettherfikely or unlikely— are relaxed, how according to our respondents, we are seeing
Somewhat unlikely likely will you be to . ’ .
engage in the some increased reluctance towards using
Ext I likel - O o o o
THEmEY Y following activities? condiment stations, self-serve coffee machines,
roller grills, and bakery cases.
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Purchase self- Use self-serve Purchase
dispensed condiments prepared food
beverages (coffee bar) items from
bakery cases,

roller grills




And. another thmg to consider NOTE: How likely are [l Extremely likely
’ shoppers to use your .

Is your restroom facilities. facilities?

Somewhat likely
B Neither likely or unlikely

.« o . Somewhat unlikely
Individuals who are

unsure/unlikely about
shopping in-store are also
25% less likely to be 2504
comfortable using your
facilities.

Extremely unlikely

100%

50%

o 25%
This is another area where

cleanliness, comfort, and 0%
safety need to be reinforced Unsure/Unlikely Extremely likely
visibly and frequently and to shop in-store  to shop in-store
engrained in your daily

operations.




Visibly reinforce
yvour health and
safety guidelines
and standards










40% of respondents said they want
to see social distancing measures
and guidelines reinforced and
posted and that it is extremely
important to them.

While 39% of respondents
feel that visibly seeing
employees cleaning
surfaces is extremely
important to them and
find it would add to their
comfort.



39% of respondents also feel that
seeing more food covers around
prepared food and plexiglas
guards for employees would be
extremely important to them and
their comfort.

And, 36% of respondents want to
see employees visibly wearing
safety apparel.



The time to act is now.

As a convenience store of gas station operator you are
essential and on the frontlines everyday. It's important
that you take a step back and objectively look at your
infrastructure.

As a business, you need to learn the pain points that
your customers are experiencing and identify the
areas that will help you drive repeat business.

It has never been more important to listen to your
customers.

You need to be able to anticipate consumer needs,
and understand that things may never go back to the
way they were.
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