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FitForCommerce
is a specialized 
consultancy founded to 
help online businesses 
accelerate growth.

Trusted advisor to 
hundreds of global 
companies.

Digital Diligence™
is a philosophy and our 
methodology based on an 
investment and due 
diligence mindset for 
decision-making and 
execution to ensure 
success.

We are the help.

Curated digital innovation 
tracking and applied 
market advice to 
businesses in a CDO-on-
demand service.

Benchmarking of 
Top 120 Retailers 
for Omnichannel 
(Web, Mobile, In-
Store) innovation.
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Some of our

CLIENTS
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A. B. C. D. E.

When it comes to Omnichannel Retail, 
your company approach is most like …

Text “FFC817” to 22333 to join, then A B C D E to vote



FitForCommerce ©5 FitForCommerce ©

When it comes to Omnichannel Retail, your company approach is most like…
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TODAY’S RETAIL REALITY
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Omnichannel
leaders must excel 
across all channels 
and customer 
touchpoints
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OMNICHANNEL SHOPPERS ARE 3-4X MORE VALUABLE

Sources: Harvard Business Review, Retail Systems Research, xAd
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WHAT’S HOLDING RETAILERS BACK?

29% 29%

26% 26%
24%

18%

LEGACY SYSTEMS INSUFFICIENT 
BUDGET

UNCLEAR NEXT 
STEPS

LACK OF EXECUTIVE 
DIRECTION

CULTURAL 
RESISTANCE TO 

CHANGE

SILOS OF 
DATA/OPERATIONS

Retail Systems Research, Oct 2016
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Yesterday’s Innovations became today’s 

Best Practices.

Today’s Best Practices will become 

tomorrow’s Table Stakes. 



FitForCommerce ©11 FitForCommerce ©

Fourth Omnichannel Channel Retail Index
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RETAILERS ARE 
CATCHING ON...

BUT THERE IS 
STILL SO MUCH 
WORK TO DO!

Adoption of Omnichannel Best Practices 

Top • 10  of 120 leading retailers score 

between 68% and 78%

Average of all retailers increased from •

56% in 2016 to 64% in 2017

Home retailers score • 68% in adoption of 

omnichannel
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THE OMNICHANNEL RETAIL INDEX LEADERS

Leading Retailers in the Omnichannel Retail Index 2017 
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WHO WINS IN THE HOME CATEGORY?

Home retailers in the overall top 30 of the Omnichannel Retail Index 
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WHAT ARE THEY DOING RIGHT? 

OVERALL WEB MOBILE CROSS-CHANNEL

5 74% 71% 79% 67%                    100%

STORE

6 73% 73% 79% 50%                    89%

15 67% 62% 79% 75%                    78%

21 64% 60% 93% 58%                    67%

28  62% 60% 79% 75%                    33%

RANK
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WHO FALLS SHORT?

64 53% 56% 57% 33%                   44%

77 47%  44% 57% 50%                    56%

94                  39% 46% 36% 17%                    22%

Home retailers with rankings 64 and below 

OVERALL WEB MOBILE CROSS-CHANNELSTORERANK
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WHO WINS IN DEPARTMENT STORES?
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WHAT CAN WE LEARN 
FROM THE INDEX?
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ONLINE BEST PRACTICES ARE FAR FROM 
TABLE STAKES...BUT THEY SHOULD BE

78%

75%

33%

20%

21%

81%

84%

35%

33%

33%

Autosuggest/autocomplete for search

Faceted navigation on category pages

Live chat on product detail pages

Online-only stickers

Video on product detail pages

Sampling adoption of online best practices

2017 2016
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#1

Online 

Faceted Navigation

Reviews & Ratings

Color Swatches

Quick View

Product Recommendations

✔️

✔️

✔️

✔️

✔️

And many more
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RETAILERS LOVE/HATE SOCIAL

80%

33%

7%

80%

46%

12%

User reviews & ratings on product detail page

Upload photos on product detail page

Log in via social media account

Adoption of social media content and login 

2017 2016
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60%

70%

41%

57%

Filter based on Ratings &
Reviews

Display of Ratings on
category pages

Adoption of Ratings and reviews 2017

HOME OVERALL

HOME LEADS IN RATINGS AND REVIEWS
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MOBILE OPTIMIZATION TOPS ADOPTION 
RATES…BUT SHOULD BE HIGHER

93%

94%

90%

Mobile optimized site Mobile optimized emails Saved bag between platforms

Adoption of mobile best practices

90%
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#1
Mobile

Mobile optimized site

Mobile optimized email

Saved bag between platforms

Zoom optimized for mobile

✔️

✔️

✔️

✔️

And many more
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12%

41%

46%

92%

Reserve online/pick up in store

Buy online/pickup in store

Buy  in store/ship anywhere

Buy online/return in store

Omnichannel Service Offerings 2017

ADOPTION OF CROSS-CHANNEL GROWING
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At Nordstrom, curbside service 

really is curbside!
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66% of home retailers offer shop in store/ship 

anywhere (vs 46% overall).

HOME TAKES ON OVERALL RETAIL IN 
CROSS-CHANNEL 

50% of home retailers offer buy 

online/pick up in-store (vs 41% overall).
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Filter by store availability

Product Availability In store 

Buy Online Pickup In store

Buy Online Return In store

Cross-channel gift card usage

✔️

✔️

✔️

✔️

✔️

#1
Cross-

Channel
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INVENTORY LOOKUP IS A MUST-HAVE

16%

39%

61%

27%

56%

66%

Filter by store availability online

Display product availability in store online

Sales associate look for item online or in another store

Product availability across channels

2017 2016
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63% OF HOME RETAILERS OFFER IN-STORE 
PRODUCT AVAILABILITY

63%

56%

HOME OVERALL

Product availabilty in store
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MISSED OPPORTUNITIES IN STORE

2%

27%

50%

40%

61%

82%

5%

31%

53%

57%

66%

86%

Offer incentive to provide email

Associates ask for email address

Sign Up for Rewards / Loyalty

Associates access to shopper's personal info

Look for item online or in another store

Knowledge of the return process for online orders

Adoption of services supporting cross-channel

2017 2016
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Empower sales associates to look up 

items online or from another store if the 

item is not available in their store 

88%

66%

HOME OVERALL

ENDLESS AISLE STANDS OUT IN HOME
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FREE RETURNS TAKE A LEAP FORWARD

23%

35%

59%

28%

47%

53%

Free shipping w/o threshold

Free return shipping

Free shipping w/threshold

Adoption of free shipping and free returns

2017 2016
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NEXT DAY DELIVERY IS A PRIORITY

8%

68%

17%

73%

Same day delivery

Next Day delivery

Adoption of Next Day/Same Day Delivery

2017 2016
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INTERNATIONAL IS GROWING, BUT THE 
EXPERIENCE FALLING SHORT

74%

33%

43%

30%

International shipping

Language selector

Currency selector

Localized experience

Global commerce adoption 2017



FitForCommerce ©

Much still to be done; even leaders aren• ’t scoring high enough

A lot of opportunity for savvy retailers to jump ahead of the pack•

Carry your brand promise throughout all digital interactions •

Thoroughly understand your core customer segments priorities•

Understand your competitive position•

The ENTIRE organization must be committed to providing truly exception •

customer experiences.

Integrate ALL your customer data into one profile•

WRAPPING UP
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Don’t be the ostrich
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www.FitForCommerce.com l   transformation@fitforcommerce.com

HOW DO YOU STACK UP? 


