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Introduction
There is not one person in the world that was not affected by the Covid19 outbreak. Every single person has experienced some type of loss
during the pandemic. From the loss of loved ones and livelihoods to the
closures of schools, offices, and camps, everyone was affected in some
way.
The year 2020 consisted of living in a time where the unknown was
more pervasive than ever before. The pandemic led to stay at home
orders, closures of businesses, and wide-spread social distancing. With
no answers of how long things would last, businesses had to take action.
In this white paper we will discuss:
1. Effects Covid had on how people shop
2. Coming out of Covid- shifting dynamics
3. Technology allowing the shift
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Effects Covid-19 Had
on How People Shop
Covid-19 has led to a drastic shift in how people shop and how
companies do business. Brick and mortar stores have been feeling the
effects of eCommerce for years, but 2020 expedited the process in
ways that were unimaginable in such a short period of time.

eCommerce
Every year, it is expected that as technology increases online sales will
increase, but 2020 led to increases in a single year that had never been
imagined before. The US alone has jumped from 9.9% of retail sales being
1

online in 2018 to 14% in 2020. So, how did eCommerce grow so
dramatically? Many factors played a part which resulted in exponential
growth, but these four factors stand out in particular:
1. Limited Capacity
a. With state and federal orders dramatically limiting capacity
inside buildings, stores had lines forming and wrapping alongside
their building
2. Caution
a. With little information on the virus, the unknown stoked fear
throughout the world. People became cautious of many things:

20%

1. Sanitation
2. Social distance
3. Mask usage

3. Non Essential Shopping
a. People stopped browsing at stores and started surfing the web
4. Shortage of Items
a. eCommerce allowed for items to be found that were out of
stock or in short supply at physical retailers.

35%

All of the above factors led to a dramatic shift in how consumers
shopped.
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Brick and Mortar
As a result of the Covid-19 outbreak, brick and mortar stores had to find a
way to limit long lines, work through limited capacity, and social distance
where it may not be possible to give 6 feet of space. Several techniques
were used by businesses to maintain income during this unconventional
time. The main techniques included:
1. Curbside Pickup
2. Same Day Delivery
3. Elderly Hours
4. Additional Checkout Areas and Options
5. One Way Isles

General Merchandise Retailer
Many general merchandise retailers had to close on account of being
deemed unessential. Retailers had been utilizing curbside pickup for
several years; however, its usage soared exponentially during the
pandemic. According to Adobe Analytics, curbside pick up increased by
2

208% from 2019 to 2020. Furthermore, curbside pickup was leveraged
by essential businesses as well, to help reduce the number of customers
in the stores (stores labeled essential where permitted to remain
operational for in-person shopping).
In order to provide for their communities, many stores changed their
hours of operation and provided early hours for senior-citizens in an effort
to lessen the volume of in-person shoppers. They also added additional
checkout areas throughout the store to enable more distancing. Another
technique that was put into place was one way isles. This allowed for
customers to maintain distance as they navigated the store..
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Grocery Stores

Grocery stores also embraced curbside pickup, but not as much as they
embraced same day grocery delivery. Grocery delivery evolved into two
discrete modalities.. The first modality consisted of services delivered by
the actual grocery store. Through either the store’s app or website,
customers would add all the items they wanted to purchase to their cart.
An employee would scour the store and fill the customer’s order, and
afterwards, the order would be ultimately delivered to the customer.
The second modality consisted of leveraging a third-party service. A
customer would utilize the third-party services’ app or website to select
the store and items they wished to purchase.. Once ordered, a contractor
would go out and fill the order and drop it off at the customers’ preferred
location. In August 2019, revenue generated via grocery story pickup and
3

delivery services totaled $1.2 million. By June 2020, revenue had increased
exponentially, soaring to $7.2 million.
On the other hand, for people who preferred in person shopping, grocery
stores had to implement the aforementioned methods, namely: one way
isles, elderly hours, and additional checkout options. Many stores had
employees utilize tablets to do more checkouts than their stores'
checkout stands allowed. Some also offered contactless checkout, all
from the convenience of the customers’ smart device. More of this will be
discussed in the Technology Allowing the Shift section.
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Restaurants
Restaurants were among some of the hardest hit businesses due to the
pandemic. In an attempt to stay afloat, they dove directly into curbside
pickup services. Restaurants had been offering pickup and delivery for
years, but curbside pick up has offered a novel avenue for doing business.
Restaurants have turned many of their usual parking spots into curbside
pickup spots. Customers notify the restaurant they have arrived and an
employee brings the order out to them. Thus, eliminating the need for the
customer to come in and pick up their order.
Another dramatic change during the pandemic was third-party food
service companies. Restaurants embraced third party delivery services as
a way to reach those who felt unsafe to venture out. These food service
companies experienced tremendous growth during the pandemic. For
4

example, Ubereats delivery revenue grew 224% in 2020.

2
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Coming out of Covid:
Shifting Dynamics
While the pandemic is far from over, there is a sliver of light being seen at
5

the end of the tunnel. With over one third of the country fully vaccinated,
restrictions are beginning to be lifted. According to Dr. David Dowdy, an
associate professor of infectious disease epidemiology at the Johns
Hopkins Bloomberg School of Public Health, “The important message
right now in the U.S. is that things are trending in the right direction, to a
place where we're able to recommend to over one-third of Americans
that they can now take off their masks.”
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With masks coming off, the number of cases dwindling , and more
vaccines being produced, questions begin to surface:
Will things go back to normal?
Will everything remain online?
Will shopping go back to normal?

Reopenings
Stores and restaurants will eventually be allowed to go back to full
capacity, but will they ever again reach full capacity? People have

20%

become accustomed to the new features that businesses have put in
place in reaction to Covid-19. Whether it be the convenience of recurring
grocery deliveries to your doorstep or the comfort of staying in your car
as items are loaded in the trunk, these services save people time.

09

Technology Allowing
the Shift
Expedited Change
Technology has become an even more pivotal feature in business
models. If a business does not offer online shopping features, the
likelihood of growth is very low. Things were already swinging to a
heavily weighted technology focus before Covid-19, but they are even
more pronounced now.

eCommerce Technology
Due to such a drastic increase in online shopping during the pandemic,
many companies had to align their backend systems. Numerous
companies have websites set up that were not prepared for the amount
of increased orders. In order to take advantage of the rise in orders,
companies had to re-evaluate their logistics supply chain and system’s
backend operations.

Increased Entrepreneurship
Another outcome of Covid-19 was an increase in entrepreneurs. With
more time on their hands than ever before, many people went to work on

20%
their side businesses
or startup ideas. According to the U.S. Census

7

Bureau, there were 487,939 filed U.S. business applications in April 2021.

A staggering difference from the 255,942 applications submitted in April
2020. The reason for such a dramatic increase amongst nationwide
shutdowns is the growing faucets of the internet. From social media to
websites, people with no business experience could could harness the
lucrative possibilities offered by these digital platforms to cultivate their
own business..
U.S. Total — Seasonally Adjusted Business Applications
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Stats from United States Census Bureau
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In order to showcase and sell their products and services, entrepreneurs
needed websites created. Many people turned to Shopify which is one of the
leading eCommerce platforms on the market. The platform allows for quick
and easy set up of a website to help entrepreneurs start their businesses.
Shopify reaped the benefits of people’s need for technology with a year-toyear growth increase by 99% in 2020.
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With such a need for technology, LYSI saw many companies that needed
help. A multitude of companies came to them in need of integrating their
backend systems with their eCommerce sites. Conversely, other companies
came to LYSI with new eCommerce sites and LYSI integrated all the new
data into their backend systems.

Brick and Mortar Technology
One of the biggest problems with brick and mortar stores is the bottleneck of
checking out. With Covid-19 protocols at play , companies had to act fast to
maintain safe and desirable shopping experiences. In order to institute
changes such as curbside pick up and additional checkout areas,
technological changes had to be applied.

Curbside Pick Up
When the need for curbside pick up became all too obvious, companies
weren’t just able to implement it with a push of a button. They had to
plan, design, implement, and integrate all the technology that goes into it.
As stated in the Mobile Checkout section, these systems have to be
integrated on the backend. Depending on the technical complexity of the
integration, a feature to an existing platform can take at least 2-3 weeks.
One of the issues with curbside pickup is inventory management. If
companies do not have accurate inventory, they will spend time
searching for items that may have already been sold or have been
misplaced. This leads to wasted time by employees and upset
customers who are without their purchased items. Therefore, companies
have to have top-of-the-line inventory management to keep up with
curbside pickup.
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Mobile Checkouts
Mobile checkouts have emerged in the market within the past few years.
The pandemic further underscored the need for companies' to implement
mobile checkouts. However, there can be growing pains that come with
instituting a new checkout implementation into an existing system.
Therefore, measures must be taken to ensure a seamless implementation.
First, a company must do an analysis of their existing architecture. This
will allow them to know if they can integrate their existing systems or if
they will have to build new systems. Integration is not always possible for
a myriad of reasons: 1) the system could be out of date, 2) it could be a
closed system, or 3) it could have been built in-house and not at all
compatible with the introduction of modern software. The principal factor
companies need to consider is will this new system be able to recognize
revenue and inventory changes simultaneously with existing systems.
Apart from technical implementations, the human capital angle should be
evaluated. Once a company has successfully integrated a new checkout
system, there will be changes to the company’s landscape . While fewer
cashiers will be needed, there will still need to be employees available for
questions and concerns. Employees will have to be retrained on the new
systems and develop a different skill set. Companies have to make
decisions on how they are going to make this transition so it is smooth for
both the customers and the employees.
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Closing Remarks
Covid-19 has greatly impacted the world and how it operates.
Businesses were required to make dramatic shifts to keep people
safe and shopping. eCommerce grew at unprecedented rates with
the opportunities for anyone to sell their products online and
everyone being able to buy online from the convenience of anywhere.
Brick and mortar businesses provided new services like curbside
pickup and mobile checkouts to create ease with shopping. While
these new services had become popular in the last few years, Covid19 greatly accelerated the process.
Emerging out of the pandemic, many people question what will
happen next. Technology and convenience play the biggest role in
fueling uncertainty within the context of shopping and business. With
the rapid evolution of technology, both businesses and consumers
wonder what the future will hold for these highlighted industries.
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