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Grocery industry is facing one of the most
fundamental industry shifts in history.
Traditional supermarkets are losing
market share to new channels

licly traded grocery retailers
between 2012 and 2017.
According to eMarketerer,
online foods and beverages
are the fastest growing ecommerce product category in
the Europe with almost 20%
growth2. Same goes with
Finland, for example.3 Still the
same research estimates that
groceries will be among the
least penetrated markets for
the years to come. UK, France,
South Korea, Japan and China
are a bit more developed, but
the share of ecommerce is
still nowhere bigger than 10%
of total sales.
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Grocery retail sales are shifting from supermarkets to convenience stores and
new channels such as online and discount stores. (Source: McKinsey4)

Many grocery retailers in the
Western world are facing
stagnating growth of sales and falling prices. Total
sales have grown only 2%
yearly for the past decade

and increasing competition
from discount chains and
increasing labor and commodity costs has contributed to
evaporation of over half of
the combined profit of pub-

In this paper we will argue
that the biggest reason for
retail ecommerce having not
grown faster is bad customer
experience especially in shopping cart creation. The easiest
way to improve customer
experience is voice technology.

More than half of the grocery sectors profits have vanished
since 2012

Economic value add of publicly traded grocery retailers, billions USD. (Source: McKinsey)
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Case: Walmart is using shoppable recipes to engage
consumers

Sumaiya Balbale, the vice president of
e-commerce, mobile, and digital marketing
of Walmart said that while ”consumers today are shopping very differently6”, Walmart
wants to find new ways to get its products
in front of shoppers.

Walmart is collaborating with Tasty, a Buzzfeed spinoff that makes recipes and cooking videos. Users of Tasty iPhone app can
find over 4000 recipes and filter them by
ingredients, dietary needs or difficulty. The
app has over 300.000 reviews with an average rating of 4.9 and is among the top 20
of all food apps on the App Store5.

Tasty has almost 100 million Facebook
followers and over 60 million viewers for its
recipe videos, who can now conveniently
fulfill their grocery needs from 2200 Walmart stores right after being inspired by a
cooking video.

Now, with the Walmart collaboration users
can also add the ingredients of all Tasty
recipes to Walmart shopping cart and either
do in-store pickup or have them delivered
home.

Three reasons that still constrain e-commerce sales in
grocery retail
Not many millenials would
even consider buying flight
tickets from a brick-and-mortar store. Still they do their
grocery shopping pretty much
just like their grandparents
did. Almost half of all Britons
have never bought groceries
online7. There are three major reasons why consumers
prefer offline experience over
online in groceries.
Delivery costs; average cost
for collecting the items and
delivery per basket is around
8-13 EUR. Usually about 80%
of this cost is transferred to
the customer.89

For example Amazon spends
a whopping 25% of it’s total
revenue on shipping and fulfillment costs.10
Lack of trust11; consumers
are accustomed to selecting
the freshest foods themselves. They don’t necessarily
trust collectors to do that
for them. Same goes with
replacement products; while
the customer is perfectly okay
if their 1,5 litres of Coca-Cola is replaced with 1 litre of
Coca-Cola, they might not be
okay with it being replaced by
Pepsi of any amount.
Bad user experience; a typi3

cal supermarket has about
30.000 to 50.000 SKUs.
While customers might enjoy
browsing through dozens of
red dresses before purchase
decision that’s usually not
the case with milk or other
low-value products. The
current customer experience
in creating a grocery shopping cart is cumbersome and
requires a lot of scrolling and
clicking through.
In fact, 85% of online grocery
shoppers use the same store
they used the first time because it’s a lot easier to modify previous orders than to
start from scratch.

”Your brand needs to
have its own agents
that can talk directly to
customers”
– Satya Nadella, CEO, Microsoft

Case: S-Group voice-enabled shopping list
Data seem to suggest that one of the biggest hurdle with grocery ecommerce is
creating the first shopping cart and placing
the first order.

use voice to add products to their shopping
cart. When user says “5 litres of milk”, for
example, the app adds 5 litres of the most
common milk to their shopping cart. If they
want to choose another milk, it can be
changed simply by clicking the product and
changing it.

85% of ecommerce customers continue using the same retailer after the first
purchase due to easier reorders. This is why
it’s very important to make the first shopping experience as easy as possible.

Compared to current voice assistant solutions, this multimodality allows a more intuitive and faster way of creating shopping lists.

SOK, the biggest grocery retailer in Finland
built an iPhone app that allows users to
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Retailers still don’t get voice
shopping right
According to Deloitte, more
than half of grocery sales is
already influenced by digital.
12
The amount of digitally influenced purchases has more
than doubled in two years.
Grocery apps are some of
the fastest growing mobile
app categories. According to
eMarketer13, one fourth of US
consumers are already using
some grocery app monthly.
Figures are similar in Europe.
However, consumers are
already looking for even better options for fulfilling their
grocery needs. Capgemini
research14 finds that nearly a
quarter of consumers prefer
voice over websites and traditional apps for shopping.
Consumers are using voice
throughout their shopping
journey. Over half of all consumers are using voice to
research products and a fifth
are using voice to make a
purchase.
Currently most of the voiceenabled shopping happens

on voice assistants such as
Amazon Alexa or Google
Home15. These devices offer
at best a seamless shopping
experience for basic commodities that don’t require a lot
of research or replenishment
purchases of something that
the consumer has already
purchased before.
For more complex purchases
consumers want to be able
to compare and see the products they are purchasing.
This requires a display that
can be used in addition to
voice.

From retailers point of view
the biggest issues with smart
speakers have to do with the
ownership of the purchase
journey. By using Alexa or
Google Home retailers are
handing out a big chunk of
their consumer data to tech
giants and leave themselves
vulnerable to privacy issues16.
They are also effectively
driving traffic from their own
channels to major tech giants.
In order to really build a great
shopping experience, voice
must be incorporated into
retailers’ own digital apps.

Three reasons why current smart
speakers are not the way to go
1 One platform to

2 Heightening

support

brand loyalty

3 Data ownership
& privacy

It’s impossible to
build a consistent
user experience on
3rd party platforms
(eg. Alexa, Siri and
Google Home)

Only a first party
app can drive
brand loyalty. Smart
speaker solutions are
essentially driving
traffic to competitors.

Using third party
assistants means
giving out consumer
data outside. It can
also lead into privacy
issues.

5

Voice assistant usage on
smartphones is three times
higher than smart speakers.17
Conclusions
Grocery retail is in the middle of a paradigm
shift. Traditional supermarkets are losing
market share to both new digital channels and
convenience stores.

ones. This means retailers have to be among
the first and best in new channels or face
fierce competition when trying to regain their
customers.

At the same time, voice commerce is also
growing rapidly. Current solutions on smart
speakers have issues related to privacy, data
ownership, customer loyalty and user experience that are hard or impossible to solve for
retailers.

While major tech companies such as Apple,
Amazon and Google with their smart speakers
are an enticing partner to build the first voice
shopping experiences for, best solutions require end-to-end ownership of the whole purchase journey.

In order to stay relevant, grocery retailers have
to offer the best customer experience for their
customers. This is best done by building the
customer experience from ground up.

It’s not a question of if but when voice will
be the most common way to shop in digital
channels. Transformation from offline to online have already destroyed many traditional
retailers. If transformation to voice is not taken
seriously, the same will happen again.

Because of the nature of digital grocery retail,
it’s easier to keep customers than to gain new
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