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As the Christmas quarter was approaching, 
Morrisons had a number of challenges in mind that 

would likely have a significant impact on sales:

Ø  What is the magnitude of basket abandonment?
Ø  How are we doing in terms of conversion — 

especially between product zones?
Ø  How to improve layouts, such as the location of 

the Cafes now near store entrances?
Ø  How do customers spend their time, especially 

between low vs. high margin products?
Ø  Are there any special behavioural patterns 

related to the Christmas season?

Walkbase was called in to shed light on these 
questions. Walkbase Analytics uses stores’ existing 

Wi-Fi and other in-store technology to provide real-
time data on customer behaviour. The solution was 

installed to Morrisons stores to get insights on:

Ø  Footfall and dwell time trends 
per week, day & hour

Ø  Recurring visit patterns
Ø  The popularity of different zones

Ø  Path analysis – how do customers 
typically move about

Ø  How do different sections drive 
footfall to others

CHALLENGE & OPPORTUNITY 

SOLUTION 

WALKBASE ANALYTICS 
HELPED LARGE FORMAT 
GROCER TO CUT BASKET 
ABANDONMENT AND 
IMPROVE CUSTOMER 
SATISFACTION, RETENTION 
AND SALES
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Ø  25% of visitors were making quick visits, 25% 
spent more than 30min; quick visits took over 

on late hours
Ø  Saturday was the most popular day while the 

busiest hours were during Sunday afternoon
Ø  Saturday also had most recurring visitors and 

longest visits
Ø  People tended to visit on the same weekday

KEY FINDINGS 
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Ø  The Café was visited by more than a third of 
visitors, usually at the beginning of visit

Ø  Fresh Foods was the next most popular zone 
with the longest average visit duration

Ø  The analysis of most popular paths showed a 
typical route through the “Fruit & veg” zone

Ø  Frozen food, Leisure & Sweets had longer 
average dwell times than Clothing
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Ø  The Café represents a large opportunity for 
digital advertising to stimulate buying

Ø  The Café location could be changed to attract 
visitors to stay longer in the store

Ø  Predict queues and adjust staff rotas to 
improve satisfaction and stop basket 

abandonment
Ø  Drive more people to self checkout with clear 

layout and signage
Ø  Guide people from the major conjunction to 

Clothing with engaging signage and offers
Ø  Guide people further to the store with easy-

access layout and engaging signage
Ø  Help people to get all they need within a 

single visit at Christmas time

ANALYTICS DRIVEN IMPROVEMENTS 

CHRISTMAS SEASON INSIGHTS 

Ø  45% of customers came more than 
once a day

Ø  Peak Christmas traffic was 2:00 PM 
on the 23rd of December

Ø  Changes to staff rotas saw a 
reduction in queue lengths and 

basket abandonment
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ABOUT WALKBASE 

Walkbase is the leading in-store analytics and marketing solution for 
retailers. Just like web analytics platforms have revolutionised the online 

shopping experience, Walkbase provides the same level of measurability 
and smartphone enabled personalisation to brick-and-mortar stores.

 
Based on indoor location technology, the platform provides real-time 

analytics on customers’ habits so the same level of personalisation can 
apply in brick-and-mortar as it does online. It analyses in-store customer 

patterns, measures and optimises the impact of marketing on physical 
stores, engages customers with personalised in-store marketing, and links 

the online and offline customer journeys together.

CONCLUSION 

INSTORE ANALYTICS ILLUSTRATED THAT QUEUE LENGTHS 
WERE WORST AT TIMES WHEN 3 OR LESS CHECK-OUTS 
WERE OPEN DURING PEAK TIMES. A SIMPLE CHANGE TO 
THE STAFF ROTAS ENABLED MORRISONS TO INCREASE 
CUSTOMER SATISFACTION AND REDUCE BASKET 
ABANDONMENT SIGNIFICANTLY.


