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18%
still seek out the ‘traditional’ 
customer experience by both 
researching and purchasing in-store 

36%
do their research online and visit 
brick-and-mortar stores to make 
the purchase

38% do everything online
(research and purchase)

Sectors perceived as being 
THE MOST DIGITALISED

Sectors perceived as having 
PROGRESS THE MOST IN ONE YEAR*

TOP 3
IN DIGITALISATION

83%

Household 
appliances

78% 81%

Fashion Tourism

+24 pts
+19 pts+16 pts

Restaurant 
industry

Decorating Bookshops

Payment security is key to avoiding 
abandoned shopping carts

French people are open 
to innovative payment methods

Strong customer authentication:
what do consumers think?

3 in 4 consumers
regularly visit 
e-commerce websites, 
to research and/or shop.

1 in 2 consumers
have already desisted 
from an online purchase 
at the payment stage

BUT

payment 
page is not 

mobile-friendly

58%61%

security measures 
are too strict

81%

slowdowns 
in the process

88%

doubts regarding 
security at the 
payment page

87%
of French people 
are in favour of 
stricter identification 
requirements for 
online payments

55%
of people under 35 see 
it as a barrier to online 
shopping, compared 
to 33% of those older 
than 35

While young people value 
a smooth experience, 
older people value security.

88%
think strong customer 
authentication is above 
all an effective way 
to guarantee online 
transaction

EXPECTATIONS VARY 
WITH AGE

INNOVATIVE PAYMENT METHODS 
ARE WELL-KNOWN:

HOWEVER, ADOPTION 
REMAINS LIMITED

REASONS

Source: ‘E-commerce in 2022: changes and expectations among the French’, 
a study conducted by OpinionWay for Dalenys on 18 and 19 August 2021

* data compared to those of the ‘Digitalisation of commerce: French expectations for 2021’ 
study by OpinionWay carried out for Dalenys on 25 and 26 November 2020

EFFECTS OF THE PSD2 ON 
THE CUSTOMER JOURNEY

Split 
payments

Split 
payments

Buy now, 
pay later

Buy now, 
pay later

Digital 
wallet

One-click

59% 59%

71% 79%

Split 
payments

Digital 
wallet

Digital 
wallet

26%

18%17% 20%

USE POTENTIAL IS 
NEVERTHELESS HIGH
The French are open to adopting these payment 
methods in the next few months: 

29%

23% 25%

One-click

22%

One-clickBuy now, 
pay later


