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Offline industry is “collapsing”



Offline industry is “collapsing”



(Online) also took extra measures





Consumer behavior 
changes as the COVID-19 
outbreak evolves
McKinsey also reveals that 84% of Indonesians believe that 
this situation will take more than two months before 
routines can return to normal; hence the shifting to online will 
potentially become a new normal as consumers expect to 
reduce in-person activities for a more extended period.



So, How we should evolves 
in adapting to the big shift
in consumer behavior?

Enabling the users for the fulfilling their demand and opening 
opportunities to broader area.





Many of them are now onboarded and making a good sales…



Frozen Food on the rise: From “dine-in” to eat at home…

Business Opportunities: Customer Behavior now has 

been evolved (frozen is ok), demand has been created, 

and agility to change to adapt new channel 

management, new business model, and new operations 

strategy is key! 



Even Malls is opened now, customer stays at lowest point, why?



A: Some customers are concerned about their financial stability

Customer is changing to buy what they “need” instead of what they 

“want”, uncertainty during COVID-19, including potential economic 

recession has made them becoming more mindful about the spending



A: Some customers are concerned about the virus, and (still) 
prefer to use  E-commerce instead..

30% of Customers are planning to do 

online shopping more often..

Not only for secondary product but also 

essentials, and high price items..



Easy and ultra-convenient ways to fulfill consumer needs, enabling 
them to focus on health and financial stability, beyond e-commerce!

Part of cashless society by 

empowering cashless payment 

Beyond just marketplace:
● Digital products, i.e., phone 

credit, paying various bills

● Fintech products, i.e., e-gold, 

online loan

● Government services: i.e., tax 

payment

● Donation and Zakat

Provide free shipping 

across Indonesia

Support govt on updating 

COVID-19-related info

Supported by 24/7 Support –

You’ll not find this at Mal

● Millions of shop options

● Regularly updated stock 

and supply

● Transparent & competitive 

pricing



With “Hyper-personalization” to save time: Beyond user segmentation

The App should capture:

in precise “micro-moments”.

content interests

browsing patterns

purchase histories

Every time you open it, 

there’s something that 

you’re “teased” to buy! 





Be mindful, it’s ONLY the tip 
of the iceberg…

Source: asia.nikkei.com

No news is NOT good news in
Customer Service..
(John Goodman, Salesforce)

70% of millennials consumers feels that self-
service is fulfilling, they’d rather do it their
own, or post in social media instead of calling
the hotline or tagging your company account..
(Nielsen, Delta partners analysis, 2017)

https://lifeandhealth.orgPic://hdwprom, www.salesforce.com

1-4% escalated to Management

70-96% Do not complaint to anyone, and 

in most cases, tell bad story about their 

experience in social media, to friends, or 

simply churned (switch to competitors)! 

4-30% Complaint once to CS officers, 

tag the social account, etc.

Dig & Dive-in, all the time!

https://lifeandhealth.org/


Source: Harvard Business Review, by Thales S. Teixeira 

Disruption Starts with Unhappy 
Customers, Not Technology

• In the common scenario that executives think technology is trying to
disrupt their business, they’ll try to find a way to develop that
technology internally or buy it from other i.e. FB acq. WA, IG

• Yahoo was once the leader in the nascent search engine space but
lost the top position to Google and then lost the second position to
Microsoft’s Bing. They spent USD2.8Bn to acquire 53 start-up but
eventually closed 33 of them.

• Nokia and Blackberry failed to quickly adapt to changes, customer
is happier with open apps environment like android and apple.

• When large companies decide to focus on changing customer
needs and wants, they end up responding more effectively to
digital disruption.



Adapt to keep growing 
even at lowest demand…

• Finding new channel?

• Revamping business model?

• Go pick up the demand?

• Expansion to online?

• Moving the stores?

• Partnership with other company?

• Or even change the business line?

“Life Is Like Riding a Bicycle to Keep Your Balance 
You Must Keep Moving” - Albert Einstein



Stay “alert” & “listen to understand” and act to voice of customer & 
any performance movement in real-time basis – time is key!

Nowadays (where “Netizen” rules), getting your brand down is 
as easy as #Uninstall(Brand)”



In conclusion, COVID-19 has ignited new lifestyles and new 

behaviors which carry tremendous challenges and learnings for 

all business, especially in the area of customer experience..

Adaptability
Be ready (easy) for the changes

Alertness
"Listen & Act” to Voice of Cust.

Agility
Strong, agile, & robust system



Thank You..


