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Summary 
 
Main Street Cheraw collected 170 survey responses between April 20th and May 1st 2020.  The 

goal of the survey was to better understand consumer behavior as businesses are allowed to 

slowly re-open during the COVID-19 Pandemic.  The results of the survey largely mirror 

national and state surveys.  Potential customers were surveyed on comfort levels of crowds, 

going ot different types of businesses, online shopping habits, and open ended responses.   The 

key findings of the survey are as follows: 

 

1. Consumers want to know what steps businesses are taking to protect them from the 

spread of COVID-19. 

2. Consumers wish to avoid large crowds, especially indoors, until a vaccine is developed or 

until the virus has abated. 

3. About 50% respondents are ready to patronize businesses again even if they do not feel 

comfortable going into crowded places.  This represents a market share ready to be 

captured and they should be actively pursued through advertising. 

4. Publicly available hand sanitizer is universally requested. 

5. An expanded online presence is critical to compete with increased online shopping. 

 

 

A further breakdown can be found on the following pages.  Please use the data along with other 

resources available to create a strategy that works for your business. 
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Best Practices for Making Customers Comfortable 
 
Customers were asked what behaviors have made them more comfortable when patronizing a 

business.  The following are quick action items that could be implemented in any business for a 

low cost. 

 

Quick Action Items: 

1. Publicly post what steps you are taking to protect customers from potential spread of the 

virus.  If posted, ensure that they are being followed. 

2. Have hand sanitizer available to customers in a conspicuous place. 

3. If practical, keep the door to your business open, not only is it inviting but it limits 

contact with potentially contaminated surfaces. 

4. Gloves, if used, should be changed frequently.  Gloves made customers feel less 

comfortable compared to masks or hand sanitizer. 

 

While there were many individual responses to this question, these four items were the most 

consistent in impacting customer comfort while shopping. 

 

 

Comfort in Dining Establishments:
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Key Takeaways: 

 
Consumers might be willing to pay more if extra cleanliness adds considerable expense to your 

daily operations, but it might be better to adapt that into your budgeting as we enter a “new 

normal”.  Additionally, plan to maintain curbside delivery or pickup for the foreseeable future. 

 
 

Questions Relating to Online Shopping: 
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Key Takeaways: 

 

During the Pandemic people have spent more time at home and for safety and convenience have 

turned to online shopping and it is expected that the trend of online shopping will continue.   

 

Action Items: 

 

1. If practicable offer online ordering for your products. 

2. If you do not have a website or social media, consider getting one to showcase specials 

especially since consumers may not wish to idly browse stores right now.  It also 

increases brand awareness when people are mostly at home.    

3. Collect email addresses of patrons to promote special events, new services, and new 

inventory. 

 

 
 
Open Ended Question Takeaways: 
 

1. Has a business done anything that has made you feel LESS comfortable? 

 

This set of free responses was not particularly revealing outside of other questions.  Responses 

varied but the consensus was seeing employees being unhygienic gave them pause when 

shopping at a store.  This includes things like not practicing social distancing, not using hand 

sanitizer, or putting their hands near the lids of drinks.  Additionally, customers expressed a 

desire to see businesses promote social distancing through design, for instance placing Xs on the 

floor 6 feet apart at the register, etc… 

 

2. Is there anything else you would like a business owner to know? 
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This section generated a variety of responses but they overwhelmingly had a message of 

positivity to hang in there and that residents look forward to being able to patronize our small 

businesses again.  When it is appropriate, consider having an open house style event to promote 

your business.  Be sure to follow proper guidelines! 

 
 
 


