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About the study

CouriersPlease (CP) commissioned an 
independent survey of 162 online Australian 
retailers to discover the main business focus 
for retailers in 2021, after the economy opens 
completely. The survey compared these 2021 
strategies with the strategies retailers focused on 
before the shutdowns in March 2020. 

CP surveyed online retailers across a range of 
industries and organisation sizes: micro (1-15 
employees), small (16-50 employees), medium 
(51-200 employees) and large (more than 200 
employees).

Which areas did online retailers focus on before 
the shutdowns in March 2020?

The survey asked respondents which strategies 
they focused on before the shutdowns in March 
2020, and they could choose multiple priorities. 
Fifty-six (56) per cent worked on driving repeat 
customers, 36 per cent expanded their product 
range and an equal 33 per cent focused on 
customer acquisition and increasing their online or 
social media presence. Further, 27 per cent worked 
on differentiating their brand from competitors and 
20 per cent grew their e-commerce offering, while 
18 per cent cited focused on innovation before the 
shutdowns in March.

What was your main business focus before the Government-mandated shutdowns in March? 
Select all that apply.

Response All 
(%)

Number of employees in organisation (%)

1-15 16-50 51-200 201-1000 1000+

Customer acquisition 33 28 33 44 60 75

Driving repeat customers 56 59 50 50 60 25

Differentiating the business from 
competitors through branding and 
marketing

27 29 39 13 0 25

Expanding our product range 36 32 61 38 0 50

Increasing our online and/or social 
media presence 33 37 22 19 20 50

Innovation 18 13 28 25 20 50

Growing our eCommerce offering 20 17 28 25 20 50

Introducing a better returns or 
exchange process 2 3 0 0 0 0

Opening or expanding physical 
stores 6 5 6 6 0 50

Other 3 3 0 0 20 0

Before March 2020, the larger the organisation, the more likely they were to focus on customer 
acquisition: 60 per cent of large retailers drove customer acquisition, compared with 44 per cent of 
medium-sized businesses, 33 per cent of small businesses and 28 per cent of micro businesses.

Retailers across a number of industries were also 
surveyed. Industries included food and beverage, 
apparel, cosmetics, healthcare, toys and tech and 
electronics, among others.

A higher proportion of online retailers in the 
apparel industry focused on increasing their 
online or social media presence before March 
2020: 63 per cent of apparel retailers made this 
a focus, compared with 32 per cent of food and 
beverage businesses, and just an equal 13 per 
cent in automotive and healthcare.

What was your main business focus before the Government-mandated 
shutdowns in March? Select all that apply.

Other

Opening or expanding physical stores

Introducing a better returns or
exchange process

Innovation

Increasing our online and/or social
media presence

Expanding our product range

Driving repeat customers

Customer acquisition
33%

56%

27%36%

33%

18%

20%

6%

2% 3%

2 out of 3
apparel retailers focused on 

increasing their online or social 
media presence before

March 2020
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What will online retailers’ main business focus 
be after the economy is fully open?

Respondents were asked to identify what their 
main business focus will be after the economy 
opens completely in 2021. The data reveals 
that sales will be the focus for 52 per cent: 28 
per cent of respondents will prioritise customer 
acquisition, and 24 per cent driving repeat 
customers. Customer acquisition will be a priority 

for retailers after the economy opens completely, 
with 28 per cent of respondents citing this as their 
main business focus in 2021. Twenty-three (23) 
per cent of retailers will prioritise driving repeat 
customers, while 13 per cent will differentiate the 
business from competitors through branding and 
marketing, and an equal 11 per cent will expand 
their product range and focus on growing their 
e-commerce offering.

Across industries, a higher proportion (47 
per cent) of food and beverage retailers than 
other retail categories will focus on customer 
acquisition. This compares with 38 per cent of 
those in apparel and 17 per cent in tech and 

What will be your main business focus after the economy is fully open?

Other

Opening or expanding physical stores

Introducing a better returns of exchange process

Innovation

Increasing our online and/or social media
presence

Expanding our product range

Driving repeat customers

Customer acquisition

28%

24%13%

11%

6%

5%

11%

0% 1% 0%

2 out of 3
food and beverage retailers will focus on 

customer acquisition when the economy is 
fully open

42%
of tech and electronics retailers will focus on 

driving repeat customers

electronics. Driving repeat customers will be a 
priority for 42 per cent of respondents in tech and 
electronics, compared with 32 per cent of food 
and beverage retailers, and 13 per cent of apparel 
retailers.


