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Figure 1. While retail sales volume is slowing, nominal value Figure 2. Consumer spending in durables is expected to 
contract by 1.8% in 2023
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A changing relationship with consumers 

may come as no surprise that customer acquisition and retention 
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Figure 3. The changing consumer
Wealth distribution

A challenging environment
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A millennial at age 40 has  

13

 

14

15

16

 
 

 
17

 
 

in the past decade

Increasing diversity
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 • Organized retail theft: 
20 Some retailers have 

and has gotten so dire that costs to cover lost products and 
21 As many 
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 • ESG:
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 • Labor issues:  
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 • Supply chain 

 • Omnichannel
and tapping into loyalty programs 

 • Digital

Lessons from leaders

Leaders have prioritized areas for moderate  
to major investments



2023 retail industry outlook

8

Figure 4. Strategy† vs. investment‡

Position on chart indicates average  across executives
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consumer expectations and digital preferences that may create 
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Retailers are in a tough spot as nearly all executives surveyed say 
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Changing consumer preferences for omnichannel services fueled 
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their reverse logistics systems to create frictionless transactions to 
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 And AI 

 

Make returns frictionless

40
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Save a sale
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that pack and ship returns for partnering retailers—there is an 
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Figure 5. Reverse logistics recommendations
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channel that more than half of leaders and laggards agree that 

Social strategies for success

47 and social commerce 

in technologies to provide a seamless purchasing experience 

Figure 6. Social commerce trends on the rise

more than 60% in the past decade51

61%
only 38% 52

32% of Americans have made a purchase on a 
social media platform in the past year53
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6.8 hours 8.1 hours in 2021
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31% in 202150
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Summary
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