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Mobile wallet technology could rescue retailers as 

many Brits are not willing to queue 

Retailers could be missing out on almost 21 million opportunities* 

 

London, 30th January, 2012: Research from YouGov shows that consumers’ reluctance to 

queue means retailers are not only losing almost 21 million potential customers to sell to 

every year, but some of those customers are potentially lost for good, as they turn elsewhere 

to purchase goods.  

 

In order to understand the amount of lost transactions attributed to large queues, YouGov 

conducted a study based on a hypothetical scenario in which consumers were asked 

questions that involved queuing. Adults on YouGov’s UK online panel were asked questions 

to understand if queues restrict retailers from making sales. A further objective of the study 

was to determine how consumers expect retailers to reduce queue times.  

 

The research reveals that 59% of shoppers are not prepared to wait in a queue and faced 

with one, almost one third of frustrated shoppers would turn to online retailers (32%), while 

almost one fifth (18%) would go to an alternative shop - creating 20.65 million missed 

opportunities every year*. But retail experts at YouGov believe there is hope for struggling 

shopkeepers, as the latest contactless technology could help to reduce the amount of 

business they are losing.  

 

When it comes to queues in shops, consumers believe that it’s the shopkeepers that are to 

blame. In fact, when asked about the factors retailers have control over in relation to 

queuing, 89% cited not having enough staff members as the cause of queues, while 23% 

named payment methods taking too long as a factor. 

 

Though the majority of respondents blame lack of staff as the cause of the problem, 

increasing staff costs to manage peak footfall is not a realistic option. Retailers need to look 

at alternative ways to reduce queues. YouGov believes that one answer lies in contactless 

technology which has the ability to speed up the payment process. With just under a quarter 

of consumers attributing queues to slow payment methods, the adoption of the contactless 

card may be just what retailers need to lure shoppers back into their shops.  
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Q: We would like you to imagine that it is summer and you are buying a gift for a close friend. 
The gift is the only thing your friend wants and the summer sales are not on. You find the item
that you wish to buy but then see that the shop has a very long queue. What would you do? 

59% would not queue up. 
This could potentially be a
lost opportunity of almost 
21 million customers to 
that retailer.

 

 

 

 

Rob Cushen, Retail Consulting Director at YouGov, believes technology has the power to 

solve some of the retailers’ problems: “Life is tough for high street retailers at the moment.  

This research shows that a significant number of shoppers turn their backs on a high street 

shop if the queues are too long. The problem for traditional bricks and mortar retailers is that 

these same people will then go online and once there they prefer online specialists like 

Amazon.  This is a huge lost opportunity for the high street. The solution is not to increase 

the number of staff to handle queues at peak times but the smart use of technology”.   

 

Consumers ready for the mobile wallet 

At a time when many people are time-poor, speed and convenience also emerge as clear 

drivers for shoppers. Asked about the reasons for getting a mobile phone handset capable of 

contactless payment in YouGov’s quarterly Mobile Wallet survey**,74% cited convenience, 

63% named speed of payment and 59% said it was easier than paying by cash/cards. 

 



Commenting on those less willing to adopt contactless technology, YouGov’s Russell 

Feldman, Associate Director who manages the Mobile Wallet study said: “Online banking 

faced the same challenges that a mobile wallet system faces now, and as with any 

technology involving personal finances, reassuring customers that the technology is safe 

and secure, educating them and having systems in place if something does go wrong will be 

the keys to success. Our research suggests some shoppers are ready to try out mobile 

wallet payments, so high street retailers have a real opportunity to tackle the queues by 

adopting contactless technology. The current economic climate could be the catalyst to go 

contactless: not only keeping customers satisfied as queues are reduced, but allow retailers 

to compete more effectively with their online counterparts.” 
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Notes to Editors 

Methodology for the queuing study: YouGov interviewed 1,004 respondents between 21st 

December and 22nd December 2011. All interviews were conducted online with YouGov 

panellists. The respondents were sampled and weighted to be representative of the online 

population. Respondents were 18+. 

 

The scenario was as follows: We would like you to imagine that it is summer and you are 

buying a gift for a close friend. The gift is the only thing your friend wants and the summer 

sales are not on. You find the item that you wish to buy but then see that the shop has a very 

long queue. What would you do? 

 

Due to the time of year of the fieldwork, it was decided to make the scenario’s time period in 

the summer. 
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* This figure comes from the queuing survey. The 20.65 million figure is 59% of the online 

adult population not queuing based on 35 million adults in the UK population that are online. 

 

About YouGov’s Mobile Wallet study: 

YouGov’s mobile wallet study is a quarterly syndicated study understanding the potential use 

and current use of the mobile wallet, NFC, and contactless payment.  

 

Methodology: YouGov interviewed 2,927 respondents between 4th November and 8th 

November 2011. All interviews were conducted online with YouGov panellists. This is the 

third wave of research with previous waves conducted in May and August 2011. 

 

** The figure used comes from the third wave of YouGov’s Mobile Wallet survey 

 

About YouGov 

YouGov is an international, full service market research agency offering added-value 

consultancy, qualitative research, field and tab services, syndicated products such as the 

daily brand perception tracker BrandIndex, fast turnaround omnibus and comprehensive 

market intelligence reports. YouGov’s sector specialist teams serve financial, media, 

technology and telecoms, FMCG and public sector markets. 

 

YouGov is considered a pioneer of online market research and has a panel of 2.5 million 

people worldwide, including over 350,000 people in the UK representing all ages, socio-

economic groups and other demographic types.  

 

As the most quoted market research agency in the UK, YouGov has a well-documented and 

published track record illustrating the accuracy of its survey methods. 

For further information visit: yougov.co.uk 

 

 


