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The Current Economic Environment
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Current Consumer Trends
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Despite Rising 
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Consumers are 
Still Spending

56% of polled 
South Africans 

saw their 
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Valerie Webley



Customer Types
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Customer Types
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Satisfied Customers

“Loyal to Prices” Customers 

Convenience Loyals 

Benefits Loyals

“Just Because” Loyals

Truly Loyal Customers 
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Strategies for Different Relationships



The Online Experience Challenge

Online 
shopping 

challenges

Strict Payment 
Policies

Lack of Business 
Visibility

Poor Product 
Information

Limited Delivery 
choices

Disconnect 
between Online 
shopping and in 
store experience

Site is not user 
Friendly
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Lings Naidoo



How Do You Spot the Jumpers?
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Zone of Defection



The Operational Response
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So, What Now?!
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Redflank Panellists



19

Etienne van Wyk
etienne.vanwyk@redflank.com

Valerie Webley
valerie.webley@redflank.com

Lings Naidoo
lings.naidoo@redflank.com

Our Panelists’ Contact Info 
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Lucky Draw
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Jolene Linde

And the winner is…
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