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1.There is a growing gap developing between those in-store
businesses that do have an online presence and those
that do not, that has been further exposed by COVID-19.
Some businesses recognised this during the pandemic
and changed strategy, and did reap the rewards of this.
•
		
		
		

39% of in-store businesses said that their volume of business has actually increased
due to COVID-19, but only 17% attribute this to in-store sales. Of the business that
said online sales had boosted their revenue during COVID-19, more than half launched
their online checkout during the pandemic.

• 93% of businesses that have lost business have not rebounded to pre-COVID-19
		 levels yet, although only 12% say that they have seen no recovery at all.

Question: To what extent had COVID-19 impacted
your volume of business?




 








 











 

Question: Do you have an online presence?
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of in-store businesses
launched an online
checkout since the start
of the COVID-19 pandemic
and a further 17% plan to
do so in the near future.

23%

Question: Has your volume of business returned to its regular
pre-COVID-19 level? (Businesses that saw a drop in sales during
COVID-19)
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of businesses that suffered
a reduction in revenue due
to COVID-19 say their sales
are yet to fully recover.

93%

Question: Was this increase in business volume due to online sales?
(Businesses that saw an increase in sales during COVID-19)
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2. Retailers have worked hard to overhaul their checkout
options, and this has had a positive impact on sales.
However, businesses still feel as though they were
not supported enough when trying to make checkout
adjustments.
• Only 12% of businesses surveyed said that they had made no adjustment to their
checkout offering whatsoever during COVID-19. Among the 88% of businesses that
		 had introduced changes to their checkout process, the most popular were accepting
		 contactless payments on delivery (44%), and accepting card payment on delivery (44%).
• The results of these integrations have been positive. More than a third (36%) of
businesses have seen a significant increase in sales due to the steps they have taken,
and overall 80% say that the impact of these new payment options has been positive.
• Despite this volume of overhauls and the positive results, businesses still feel as
		 though they could have done more with nearly half (47%) saying that the payment
methods that were on offer to them were insufficient.

Question: Which of the following measures have you
implemented during COVID-19? Select all that apply.
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Question: What impact have these changes had on your sales?






 
  
 
 



 



  

88%

of businesses
introduced at least
one new process to
their checkout
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Question: To what extent do you agree with the
following statements?
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3. Businesses are very optimistic about the future of in-store
retail and this belief has been strengthened by COVID-19.
But at the same time that isn’t stopping them admitting
that they are refocusing their own efforts online.
• Three quarters (76%) of businesses say that they are optimistic about the future of
		 in-store retail, and 21% are pessimistic. Opinions on either side appear to have been
driven by COVID-19, with over half (54%) saying COVID-19 has significantly impacted
their thinking on this and only 7% saying COVID-19 has not affected this opinion at all.
• However, when asked specifically about their own situation, businesses are much
more inclined to suggest that online is the way forward. 58% of businesses say
		 COVID-19 has forced them to refocus their businesses towards online sales for the
		 foreseeable future and 40% of businesses say that they are considering closing their
		 store and becoming online only soon. This may be being driven by the fact that most
		 businesses (61%) think consumers are still too concerned about COVID-19 to return
		 to stores.

Question: Are you optimistic about the future of in-store retail?
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Question: To what extent has this opinion been affected
by COVID-19?











of businesses agree
consumers are still too
concerned about COVID-19
to return to stores

61%
40%

58%

of businesses are
considering closing their
stores and becoming
online only soon

of businesses are
refocusing their efforts
towards online sales for
the foreseeable future
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4. The acceptance of cash did drop significantly during
stages of the pandemic but appears to be rebounding,
and businesses appear to have only limited plans to go
cashless in the long term. Conversely, as cash usage has
fallen the growth in use of contactless payment methods
has been evident.
• Only 28% of businesses have had no issues with customers using cash throughout
		 COVID-19, with another 4% saying that they were happy to but have been surcharging
		 cash payments. A further 20% of businesses have not stopped accepting cash, but
		 have discouraged customers from doing so.
• Almost half (47%) of businesses were not accepting cash at some point during the
pandemic. A small number (6%) had already stopped accepting cash prior to COVID-19,
		 some (15%) have continued to not accept cash payments having begun this during
		 COVID-19, and others (26%) stopped momentarily but have now started to accept
		 cash again.
• The vast majority of businesses (83%) already accept contactless payments, and 62%
		 of those that do not have plans to introduce contactless payments.
• There has been a clear surge in the use of contactless payments during COVID-19.
85% of businesses that accept contactless payments have seen the percentage of
		 transactions made with them via contactless increase during COVID-19.

Question: Are you currently accepting cash?
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Question: Assuming COVID-19 is no longer an issue, will you be
accepting cash in the future? (To businesses that are not accepting
cash currently)





  





Question: If legal, do you have any plans to stop accepting cash in
the future? (To businesses that are accepting cash currently)











47%

of businesses were
not accepting cash
at some point during
the pandemic
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48%

of businesses that
currently accept
cash have plans to
stop accepting cash
in the future

Question: Do you accept contactless payments?








Question: Do you have any plans to accept contactless payments
in the future? (To businesses that do not accept contactless
payments currently)
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Question: Has the percentage of transactions made via contactless
methods in your store increased during COVID-19? (To businesses
that do accept contactless payments currently)









 



   
 

85%

of businesses that
accept contactless
payments have seen
the percentage of
transactions made
with them via
contactless increase
during COVID-19
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5. Reducing friction at the checkout is a priority for
merchants, and they do have plans to integrate evolving
technology to make this happen. But they still have
concerns about some of these new technologies, as well
as other priorities that they are trying to balance when
allocating resources.
• Overall, almost two thirds (64%) of businesses say that integrating new technology
		 into their store to enhance the customer experience is a priority for them.
•
		
		
		
		
		

And when asked about customer experience there is a clear focus on the checkout;
54% of businesses say COVID-19 has accelerated their plans to reduce times
consumers spend at the checkout and 57% say that reducing the amount of time
customers spend at the checkout is their most important concern. Almost half (46%)
of businesses say that they have lost customers during COVID-19 because checkout
times have been too slow.

•
		
		
		
		

26% of businesses say customers can already pay for goods and services using an
app and 51% say they plan to introduce this within two years; 19% say that they have
a frictionless payment system where customers are automatically charged when
leaving a premises without having to physically check out (and 53% plan to add this
within two years); and 23% of businesses say customers can already authenticate an
in-store payment using biometric verification with a further 46% planning to
		 introduce this within two years.

• 54% of businesses are interested in frictionless transactions e.g. Amazon Go but are
		 worried this will increase the rate of fraudulent transactions.

26%

of businesses say
customers can already
pay for goods and
services using an app.
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Question: To what extent do you agree with the
following statements?
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of business agree that
COVID-19 has resulted
in digital transformation
being critical to their
business surviving and
thriving in the future.

60%
47%

of businesses agree that
the growth of 5G will spell
the end of the traditional
checkout.

of businesses think that
Amazon-Go style payments
where consumers are
automatically charged
when leaving a store with
items is the future of retail.

53%

Question: How soon do you anticipate that you will be able to offer
the following types of payments?
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6. Overall, payments appear to be more important to retail
merchants now than they have ever been, with COVID-19
having a significant impact on their view of this. And there
is definitely scope for payments company to do a better
job reacting to this; perhaps for the first-time businesses
are starting to think about payments as a competitive
advantage rather than just a necessary service.
•
		
		
		

For the majority of businesses upgrading their checkout is a current priority and an
even greater number of businesses say that this is more of a priority now due to
COVID-19. Overall two thirds of businesses agree that COVID-19 has changed the way
they think about accepting payments.

• When asked about obstacles to upgrading the checkout, 17% of businesses said suppliers
do not offer the solution they are looking for and 14% said that they cannot find a
		 supplier that understands their target market.

Question: To what extent do you agree with the
following statements?
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of businesses agree that
COVID-19 has changed
the way they think about
accepting payments.

67%
57%

of businesses say that
their checkout experience
currently gives them a
competitive advantage.

Question: What is preventing you from upgrading your
payment solution?
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Question: What are the most important factors you consider
when evaluating a payments services provider and which
factors have become more important due to COVID-19?
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Online
payments

Twitter PlugIntoPaysafe | LinkedIn Paysafe Group | www.paysafe.com

22

1. Businesses recognise that integrating new payment
methods into the online checkout is critical, and this has
been accelerated by COVID-19. The majority already have
plans in place to do so. But there is a lack of understanding
when it comes to which payment methods to offer, and
many businesses say they have stopped offering certain
payment methods due to a lack of demand.
• Overall 60% of businesses agree that offering more payment methods now is more
		 important than ever. 60% of businesses say consumer payment method preferences
		 have changed due to COVID-19.
• Similarly, 60% of merchants say that upgrading their checkout is currently a priority
		 for them, and 61% say that it is more important to them now than 12 months ago.
•
		
		
		

The result of this is that 76% of businesses have made plans to add more payment
methods to their online checkout. Of those that have made these plans, 34% say they
have made new plans directly due to COVID-19 and 32% are accelerating previously
made plans.

• However, despite this seeming acknowledgement of the value of alternative payment
		 methods, businesses are unsure about what this should mean for them in practice.
Half (50%) of businesses say they would like to offer more payment methods in their
online checkout but do not know which to offer. And many have a history of poor
decision-making in this area; 43% have stopped offering payment methods previously
		 due to a lack of consumer demand.

60%

of businesses agree
that offering more
payment methods
now is more important
than ever
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Question: Which of the following payment methods do you
currently offer in your online checkout?










 

 





































   
    


















   



































 

















  
  

















 

































































   
 




of merchants say that
upgrading their checkout
is currently a priority.

60%

61%

say that it is more
important to them now
than 12 months ago.
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Question: Which of the following payment methods are you
planning to offer in the next two years in your online checkout?










 

 


       

















 
    

















  

















 
 

















   



































 

















  

















  

















 

















  







































Question: Have you had, or do you have, plans to add more
payment methods into your checkout?
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Question: What impact has Covid-19 had on your plans to add
more payment methods into your checkout?
  




       




   
    



  




 



Question: To what extent do you agree with the
following statements?
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of businesses think that
COVID-19 has impacted
consumer payment
method preferences.

60%
of online businesses say
COVID-19 has changed the
way that they think about
payments.

62%
58%

of businesses have
accelerated their plans to
overhaul the checkout due
to COVID-19.
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2. Three quarters of businesses have identified a change
in consumer behaviour when it comes to which payment
methods are being used in their online checkout. The
most popular change is a growth in the percentage of
payments made via digital wallets. This shift is being
caused by a combination of factors.
• 76% of businesses have noticed a changed in the way people are making payments.
		 When asked which payment methods have grown in popularity during COVID-19,
digital wallets (named by 39% of businesses), was the most identified.
• When these businesses were asked why, a single trend didn’t emerge, although
there are some clear regional differences of opinion. US and Canadian businesses
(43%) believe that consumers not wanting to share financial details with an unfamiliar
vendor is a more important factor, and US businesses specifically believe consumers
		 are evaluating technology generally (44%). In Germany (47%), Austria (46%) and
		 Bulgaria (50%) being a victim of fraud is a driver. In Germany (45%) and Italy (46%)
		 businesses believe that consumers are using new payment methods to track their
		 spending more accurately, and in Germany (47%) and Austria (39%) new customers
shopping online for the first time is a greater factor.

Question: Have you seen a noticeable impact on percentage of
sales completed using any of the following payment methods?
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76%

of businesses have
noticed a changed in
the way people are
making payments

Question: Why do you think consumers are turning to more
alternative payment methods?
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3. Online businesses have already made efforts to evolve
their payments acceptance during COVID-19, and in the
main the impact of this has been positive. This has also
impacted businesses’ relationships with their payment
provider, although more work can be done in this area.
•
		
		
		
		

82% of businesses have implemented some sort of new payment method during
COVID-19. Accepting contactless (34%) and card payments (29%) on delivery is the
most popular of these. But upgrades to the online checkout have been popular
too; overall 42% of businesses have integrated a new payment method into their
online checkout and 24% have integrated more than one.

• The results of these new integrations have already been positive. Two thirds (67%)
		 of businesses have already seen an increase in sales due to these upgrades, and
this percentage is even greater in the US (75%).
•
		
		
		

More than half (57%) of businesses say that their relationship with their payment
services provider has become closer during COVID-19, and overall relationships
with payments services providers are reasonably positive although more can be
done. Two thirds (65%) of merchants say their payments partner understands their
business, and 69% trust their payment services provider to offer them the most
relevant payment methods. 68% also trust that their payments services provider is
		 keeping customers’ data secure. However, only 57% of businesses believe that their
		 checkout experience gives them a competitive advantage and 55% say that their
		 payments provider could be doing more to support them.

Question: Which of the following measures have you implemented
during COVID-19? Select all that apply.







 







  





   



       
  

 

 

 

  





















































   
   

















    
    

















 

















Twitter PlugIntoPaysafe | LinkedIn Paysafe Group | www.paysafe.com

 

30

of businesses have
integrated at least one new
payment method into their
online checkout.

42%

Question: What impact have these had on your sales?
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Question: To what extent do you agree with the
following statements?
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4. There is something of a dichotomy between how COVID-19
is impacting online businesses at the moment and how
businesses believe COVID-19 will impact them in the long
term. The majority of businesses say that their volume of
business has increased, and yet overall the outlook appears
to be pessimistic.
• When asked directly about how their volume of business has changed during COVID-19,
		 almost half (46%) of businesses say this has increased, versus a quarter (25%) that have
		 been negatively impacted.
• Many businesses also believe that COVID-19 has had a positive impact on their business
		 model. 31% say COVID-19 has had a positive impact on the number of products or
services they offer, 36% are positive about new product ventures, 31% believe they are
		 better positioned to enter new geographical markets and 41% think that COVID-19 has
		 increased their ability to innovate.
•
		
		
		
		
		
		

However, when asked more generally about the long-term impact of COVID-19 a much
more negative picture emerges. 72% of businesses say that COVID-19 will have a
long term impact on them, and of these 62% say they are currently being impacted
negatively (versus 27% that say they are being impacted positively). Over half (51%)
believe that they will continue to be negatively impacted for the next 12 months (versus
33% positively), and 40% believe that they continue to be negatively impacted beyond
12 months.

Question: To what extent has COVID-19 impacted your
volume of business?
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Question: To what extent has COVID-19 impacted the way
you run your operations?















  









 













 











  










 





 

 
 





















 

 



 

 





Question: How have the following been affected by COVID-19?
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Question: Has COVID-19 been impacting your business, or do
you expect it will impact your business (either positively or
negatively) in the long term?







Question: How is COVID-19 impacting your business... (To those
that agree that COVID-19 will impact their business at some point)
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5. Declined transactions, abandoned transactions, and
fraud concerns continue to be serious issues for online
businesses, and all have been made worse by COVID-19.
• According to businesses, both they and consumers are more wary of fraud now than
		 before COVID-19. 55% of businesses say that an increase in fraudulent transactions has
been one of their greatest concerns during COVID-19 and 58% say that it is hard to find
		 a balance between improving security processes and making the online customer
		 journey as quick and easy as possible. 60% say COVID-19 has resulted in consumers
		 being more concerned about being a victim of fraud and 60% believe that consumers
are increasingly looking to make payments online using methods where their financial
		 details are not shared.
• 73% of online businesses say cart abandonments are an issue for them (16% say a
significant issue). More online businesses in the US (29%) say abandoned transactions
are a significant issue than any other market. Only 13% of businesses said their cart
		 abandonment rate is negligible. Over half (51%) of businesses say that their abandoned
		 transaction rate has increased during COVID-19, and again this is most severely felt in
the US (65%. This may be linked to length of time taken for payment approval; in the
US a quarter (24%) of businesses say payment approval takes long as opposed to 16%
		 globally. Not being able to pay with their preferred payment method is the second
		 most popular reason consumers abandon transactions according to merchants (20%),
		 only behind the fact that consumers were only ever browsing (30%).
• 43% of businesses experienced a notable increase in their percentage of declined
		 transactions. There appears to be no consensus agreement on what consumers are
most likely to do if a transaction is declined, with trying a different payment source
		 (19%), contacting the merchant directly (19%), abandoning the transaction altogether
(18%), making the payment using an alternative payment method (17%), and contacting
		 their payment company (14%) all seemingly equally plausible in the eyes of merchants.

73%

of online
businesses say cart
abandonments are
an issue for them
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Question: To what extent do you agree with the
following statements?















































































Question: Are cart abandonments an issue for your business?
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Question: Has your percentage of abandoned transactions
been impacted by COVID-19?
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Question: What do you think are the most significant reasons
consumers abandon their shopping cart on your site? Select up
to three.










 

 



















 
   



































    
  

















   
 



















    

















    

















 

































  






































































 





































 



   

  

  



Question: Have you noticed a change in the percentage of
declined transactions following COVID-19?
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Question: If a transaction is declined at your checkout, what
actions do most consumers do next?
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Methodology

About this survey
To compile this data Paysafe and Sapio Research surveyed
1,100 online businesses based in the US, UK, Canada,
Bulgaria, Italy, Austria, and Germany, and 350 businesses
that predominately sell products or services in-store based
in the US and Canada between 9-18 September 2020.
About Paysafe Group
Paysafe Group (Paysafe) is a leading specialized payments
platform. Its core purpose is to enable businesses and
consumers to connect and transact seamlessly through
industry-leading capabilities in payment processing,
digital wallet, card issuing, and online cash solutions.
With over 20 years of online payment experience, an
annualized transactional volume of over US $98 billion,
and approximately 3,000 employees located in 12+ global
locations, Paysafe connects businesses and consumers
across 70 payment types in over 40 currencies around the
world. Delivered through an integrated platform, Paysafe
solutions are geared toward mobile-initiated transactions,
real-time analytics and the convergence between brickand-mortar and online payments.
Visit us at: www.paysafe.com
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