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Consumer attitudes and trends are constantly changing and 
evolving, and 2021 was no exception! That the Covid-19 pandemic 
affected how people shopped comes as no surprise, but exactly 
how did it influence their behavior? Here’s what we’ve learned – 
and how to bring the learnings into practice in 2022.

Voyado CXP is used by some of the largest e-commerce companies and retailers in Northern 
Europe – and the platform reaches millions of end-consumers daily. This index report is based 
on aggregated and anonymous data from 410 million purchase occasions and collected from 
various industries like fashion, beauty, interior design, and sports. We’ve compared data from 
January 1st through December 31st, 2020, to the same period in 2021. 

Eager to see what we found out about shopping behaviors, and in what ways you can use the 
insights in your daily work? Let’s dive right in!
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Key findings

• Email open rates have increased – alongside the level of 
personalized communication for this channel. Keep creating 
customized messages, but keep in mind that every bit of content 
needs to be timely, relevant, and tailored to your customers’ 
wants, interests, and needs.

• Men are the driving force behind the increase of average 
receipts online and the decrease of average receipts in-store. 
This indicates they’re more comfortable making bigger, more 
complex, and more expensive purchases online these days. So, 
make sure to build customer trust and find ways to reflect the 
new reality! Always provide relevant product information and 
replace physical fitting rooms with clever-made videos and 
detailed product imagery.

• Since we’re saying goodbye to third-party cookies, put your 
energy and absolute focus on collecting – and activating – 
your own customer data. This database is worth the weight of 
gold, and exactly what you need to create memorable, seamless 
shopping experiences and build customer loyalty.
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15% 
23% 

5% 

increase in 
personalized emails

Must-know email stats

increase in open 
rate for men 18-25

decrease in click rate 
for all ages and genders
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Emails are opened 
more frequently
The overall email open rate increased in 2021, and the most interesting finding 
is a change within the age groups. Historically, people over 56 open their emails 
more often, but their rate increased the least last year. How come? Due to the 
pandemic, all consumers have turned to digital devices – more or less. And we 
assume that the older generation has caught up with the younger one and at the 
same time learned that every email that lands in the inbox isn’t a must-read, like 
an envelope arrived on the doormat. 

With this said, email is still one of the most cost-effective marketing channels 
– if it’s done right and with a little extra love. The highest increase, by 23%, was 
among men between the ages of 18 and 25. More on this, and the importance 
of relevant and personalized communication, if you keep scrolling!

2020 2021

Open rate for men, per age group
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Click rate for men, per age group
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People click 
less in emails
The click rate, on the other hand, decreased by 5% in 2021 – among all ages 
and genders. This shows the importance of relevant and targeted content. As 
a retailer, you can’t rely on getting someone’s full attention by just writing a 
witty subject line. What’s inside the email is crucial, and you need to focus on 
creating shopping experiences that cater to every customer’s needs.

So, the smoothest way to deliver relevant experiences? Use what you already 
know about your target audience, and if that’s not enough – get to know your 
customers a little better! In other words: make sure you’ve got the tools and 
platforms that make it possible to collect and draw insights from customer data.

Click rate for women, per age group
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Brands are better at 
personalizing communication
Retailers personalized their emails 15% more in 2021! The highest increase was 
seen in emails sent to men between the ages of 18 and 35 – and this is most 
likely what made them open their emails more frequently! We’ve said it before, 
and we say it again: personalization is powerful. 

But, to keep up with the ever-changing industry and succeed in 2022, 
communication also needs to be hyper-relevant. Consumers become more and 
more selective and expect highly relevant content that feels organic. Content 
that is delivered at the right place, and at the right time.

Personalization rate for men, per age group
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Personalization rate for women, per age group
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The highest increase, by 27%, was in 
emails sent to men between 26 and 35
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Numbers show that retailers have been focusing on recruiting more 
members in 2021 – which is a great sign. Use major shopping occasions like 
Black Friday, Cyber Monday, Singles Day, and the holidays to collect data 
on these buying customers – but make sure to activate the database. The 
number of active customers has barely increased compared to 2020, and 
not taking advantage of your customer database means missing out on 
potential engagement and sales. For 2022, set up a strategy to convert your 
members into customers directly!

Turn your members 
into customers
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Men are (still)  
the big spenders
The average receipt per purchase decreased by 1% in 2021. But as seen in 
previous index reports: men are still the big spenders with a higher average 
receipt, both in-store and online.

A hot tip for 2022 is to get the most out of each and every sale – especially 
when it comes to men who spend the most. For example, if you’ve sold 
a phone, seize the opportunity to cross-sell by encouraging the person to 
purchase a phone case, wireless chargers, and headphones.

Average reciept per purchase for women, per age group

Men spent almost twice as much 
money as women when shopping
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People spend the 
most money online
E-com keeps on growing and when it comes to online shopping, the average 
receipt per purchase increased by 5% in 2021 – an increase that was seen 
among all age groups. The highest receipts were found among the older 
generation, showing that these people had the strongest purchasing power 
online. And just like in 2020, men spent twice as much money as women when 
buying stuff online. Their growth in receipt value is a sign that they are the 
driving force behind the overall increase.

As online shopping has become the new normal and since consumers make 
bigger (and more expensive) purchases online, brands need to improve 
every customer touchpoint to stay competitive. Make sure to be relevant 
on comparison sites since customers are stars at researching before placing 
an order – and look into things like: are your website and app accessible and 
functional for people with disabilities? Do you have the platforms and tools 
you need to maximize product search? Are you nailing delivery processes and 
payment solutions? Smooth customer experiences are a hygiene factor in 2022.
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Average receipt per e-com purchase for men, per age group

Customers between 18 and 25 increased 
their average e-com receipt by 9%150
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Less money is 
spent in-store
Unlike online, the average receipt per purchase in-store decreased by 3% 
during 2021 – among all ages and genders. But just like in e-com, men spent 
more money than women when shopping in a physical store. 75% more, in fact. 
Despite this, men’s reduction in receipt value is the main reason for the overall 
decrease.

What can we learn from this? E-commerce has increased, but as corona 
restrictions are being lifted all around the world, omnichannel will continue 
to expand. It’s all about convenience for today’s shoppers, and what’s more 
convenient than a seamless omnichannel experience? Be available to your 
customers wherever and whenever they need you, whether they’re Instagram 
shopping, browsing for new favorites on a smartphone, or wanting to pick up 
a package in a physical store. Online and offline need to work together – 
especially if you want to spur customer loyalty.

The average in-store receipt decreased 
by 3% among all ages and genders

Average receipt per in-store purchase for women, per age group
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People shop 
online more often
People shopped online more often in 2021 – an increase that was seen among all 
ages and genders, except for women between the ages of 18 and 25 (a decrease 
by 6%). Overall, men increased their online shopping rate by 15%, compared to 
a 6% increase among women. But – although men in the age group 26-35 were 
the ones with the largest increase, women in the same age span are still the most 
frequent online shoppers. A little something to think about: since we know that 
these women are more likely to search and shop for sustainable products, take 
that aspect into account when communicating with them.

Purchase rate online for men, per age group
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Purchase rate online for women, per age group
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Less action in 
physical stores 
People didn’t purchase items in-store as often as they did in 2020 – an 
average 2% decrease was seen among all genders and ages. This was most 
likely an effect of lockdown and stay-at-home orders during the pandemic. 
Interesting fact, though: in previous years, the data has shown that men shop 
more frequently in physical stores than women, but these numbers evened out.

In-store shopping decreased 
among all ages and genders

2020 2021

Purchase rate in-store for men, per age group
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People buy more 
products when they shop
In 2021, people bought slightly more products per purchase – the number 
increased by 1%. The biggest news was that women shopped more items per 
receipt than the year before, and men slightly less. The gap between genders 
has (in other words) decreased, and there are plenty of opportunities to offer 
additional or complementary products to all your customers when they’re on a 
shopping spree!

Average number of items per reciept for women, per age group
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but men bought fewer items per purchase

Average number of items per reciept for men, per age group
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increase in purchase 
rate online

8%

decrease in purchase 
rate in-store

2%

How numbers 
changed in 2021

decrease in 
email click rate

increase in email 
open rate

5%

5%

increase in 
personalized emails

increase in average 
value of e-com receipt

15%

5%

decrease in average 
value of retail receipt

3%

increase in products 
per purchase

1%

Overview of statistics
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Top tips for a 
successful 2022!
• Personalization in marketing is paramount – but it’s more than 

just addressing your customer by name. Personalized content 
means delivering relevant communication to customers based on 
their interests and context, in real-time and throughout their whole 
shopping journey.

• As third-party cookies will be removed, first-party data becomes 
key in order to understand what your customers actually want, 
tailor your communication, and create hyper-personalized shopping 
experiences. How to do this? With an intuitive CXP, you can collect 
personal data, historical data, intent, and product searches – and then 
easily act on it. Not up and running yet? Now’s the time! Your customer 
data is a true goldmine.

• To successfully run a business online today, you need to make 
your website and app accessible to all – regardless of disability. 
For example, ensure that every piece of information is presented so 
that people can understand it without relying on color, and make all 
functionality available from a keyboard.
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• Online shopping continues to grow, but as many retailers reopen their 
doors, a seamless omnichannel experience is more important than 
ever. It’s all about convenience for consumers these days, and the truth 
is that retail fails when online and offline don’t work together. Physical 
stores still serve a purpose, and you need to be available to your 
customers – wherever and whenever they need you. So, spark sales 
and customer loyalty by investing in your omnichannel strategy!

• Performance marketing is still crucial, but social commerce becomes 
more popular and more important by the hour. If you have not 
incorporated it into your marketing mix yet, it’s high time to do so! 
Influencers play a key role in your social commerce strategy, so focus 
on finding the right and most relevant persons. And as YouTube is 
making moves into social commerce, find out how this could benefit 
your brand. Ever tried live shopping? Well, it’s definitely here to stay – 
and it’s flourishing on TikTok. Fun facts: the majority of TikTok users are 
over the age of 25 and the platform recently surpassed Google as the 
most popular destination on the internet.

• Customer lifecycle communication is a must in 2022. Your main goal 
should be to activate your members as soon as possible to build strong 
brand trust. That way, customers will prioritize you over competitors 
and continue to come back to you, again and again.

• As we just mentioned, it’s the end for third-party cookies. If you have 
been relying on third-party cookies for your advertising efforts, you 
need to change your strategy! Be in control of your own customer 
data and make sure to use it to target consumers with online ads. Also, 
consider moving ad money to maximize your budget’s effectiveness. 
For example, to increase the relevance of your site, refine your loyalty 
proposition, and engage in social commerce.
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