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Online bookings

Video consultations/viewings

Home delivery service

Online video tutorials

Online video events

Contactless payments

Collection service

None of the above 
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25%
10%

Which of the following new services, if any, have 
you started using as a result of Covid-19?

How optimistic are you about the 
success of your business for the rest 
of 2020 and into 2021?

How do you prefer to communicate 
with your customers when 
marketing products or services?

To what extent do you agree with the following statement?

What are the most effective communication 
channels for your business?

What new ways of communicating with 
your customers have you introduced as 
a result of Covid-19? 

Online video calling

WhatsApp

Phoning

Text (SMS)

Mailing

23% 16%
77% 82%

28%

26%

25%

21%

20%

26%

25%

23%

Phone call 

Public Facebook 
posts 

Email 

1

2

3

58% 67% 76%

Not very or not at all optimistic Very or quite optimistic

Who’s getting
the message?

Trades

2020 2021

Instant messaging (e.g. WhatsApp, 
Social DM’s or Chatbots) is key for 
business success post Covid-19.

Instant messaging (e.g. WhatsApp, 
Social DM’s or Chatbots) is an 
important communication tool for 
my business. 

Responding to messages in a 
timely way is key for business 
growth post Covid-19.

30%

33%

31%

28%

19%

Source: Censuswide, in conjunction with Yell Business 2020

To drive an uplift in enquiries:
Facebook page

To drive an uplift in sales:
Instagram direct messaging, Paid Facebook ads

To drive an uplift in repeat business:
Paid ads on Instagram

To increase website traffic:
Twitter account

To increase customer satisfaction:
Text messaging

2% are unsure


