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AS A CHILD YOU WERE TOLD

Never share your 
personal  

information

Never get in a 
car with a 
stranger

Never stay at a 
random person’s 

house



Instagram
Facebook

Uber
Lyft

Airbnb
Trip Advisor

TODAY, YOU COULDN’T IMAGINE 
THE WORLD ANY OTHER WAY 
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AVERAGE PUBLIC TRUST IN BUSINESSES

Sources: Edelman’s 2019 Trust Barometer; PwC 2017

of consumers would 
go elsewhere if 
given reason not 
to trust a business

87%

AUSTRALIA TRUST IN BUSINESS 
CONTINUES TO BE LOWER THAN THE 

GLOBAL AVERAGE



THOSE WHO TRUST 
YOUR BRAND

Source: ACRS Consumer Retail Trust Model 2018

• Have a significantly higher 
intention to purchase

• Have a significantly higher 
loyalty preference

• Have a significantly higher 
likelihood to recommend



ADVERTISING 
& CONTENT 
OVERLOAD

CONSUMERS 
AS 

INFLUENCERS

DATA 
BREACHES

“FAKE NEWS”



Material Mindful

Conspicuous Conscious

A SHIFT IN CONSUMER BEHAVIOUR 
HAS GIVEN RISE TO THE NEXT 

GENERATION CONSUMER



Convenience

Then Now

THIS HAS RESULTED IN 
NEW PURCHASE DRIVERS



WHAT’S UNDERLYING 
THIS CHANGE?

Values

Identity

Technology



53%
Feel that shopping 
contributes to their 

quality of life

91%
Want brands to use 

sustainable ingredients or 
materials

92%
Believe that sustainable 

business practices should be 
standard

70%
Are willing to pay more 
for products that don’t 

infringe on human rights

50%
Feel it’s important that a 

product is made from 
recycled material

66%
Are willing to pay more for 

products from a sustainable 
or socially conscious brand

Top: J. Walter Thompson Intelligence 2018; ditto; ACRS Omnibus November 2018 
Bottom: Nielson 2018; J. Walter Thompson Intelligence 2018; ACRS Omnibus November 2018 

THE CONSCIOUS CONSUMER MINDSET



11%
Increase in 

ethical 
cosmetics sales

19%
Increase in 

ethical clothing 
spend

12%
Decrease in 

leather shoes 
sales

60%
Increase in 

women buying 
second hand

Source: Ethical Consumer 2018; Statista 2018; Ethical Consumer 2018; ThredUP 2019

THE IMPACT ON THEIR SHOPPING 
BEHAVIOURS IN THE LAST TWO YEARS



BUSINESSES ARE BEGINNING TO 
BUILD A CULTURE OF PURPOSE

Source: Deloitte 2019

“An organization’s culture of purpose answers the 
critical questions of who it is and why it exists. They 
have a culture of purpose beyond making a profit…A 

culture of purpose guides behaviour, influences 
strategy, transcends leaders - and endures.” 

- Punit Renjen, Deloitte Global CEO



HOW CAN 
BUSINESSES 

PREPARE FOR 
THE NEXT-GEN 
CONSUMER?



ENABLE

Image source: Sustainability Victoria via YouTube, ProductReview.com.au



EDUCATE

Image source: Everlane, Influester company reviews



ENCOURAGE

Image source: Photo credit Nadine Beyrouti for Broadsheet 2019, Facebook review



EVOLVE

Image source: Powershop, Mozo



Image source: Unilever via YouTube






Evolve
Continue to evolve by having 
a clear purpose and through 
innovation, collaboration, and 

commitment

SUMMARY FOR PREPARING FOR 
THE NEXT-GEN CONSUMER

Educate
Educate consumers by being 

transparent about your 
business practices and how 

they can contribute

Encourage
Encourage consumers 

to engage in good 
behaviour through 
business initiatives

Enable
Give consumers tools to 

make decisions that they can 
feel good about and that align 

with their values



ACRS, Monash University
Building S, Level 6
26 Sir John Monash Drive
Caulfield East VIC 3145

+61 3 9903 1340
stephanie.atto@monash.edu
monash.edu/acrs

mailto:stephanie.atto@monash.edu

	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	THOSE WHO TRUST YOUR BRAND
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20

