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The Toolbox Marketing team of retail marketing experts carried out consumer research on Junemas (25th 
June 2021) in a bid to gain valuable insights as to what Christmas 2021 means to consumers, following a 
very deflating and lacklustre Christmas 2020 due to Covid-19.

Looking into their snowglobe, the team have been discussing and predicting what Christmas 2021 might 
mean for retail, leisure and dining places up and down the UK. In this whitepaper we’ll share our survey 
data and key predictions.

The pandemic restrictions that have been 
crippling the UK retail and leisure property 
markets are easing.

Nationally, footfall is about 70% of what it 
used to be in 2019.*

Online sales** have started to fall, despite 
warning signs that physical retail was dead 
It’s less than 6 months until Christmas Day.

Traditionally in 4 months time, shopping 
centres, high streets and town centres up and 
down the UK will be switching on Christmas 
lights.

*Source: Springboard Index, June 2021

** Charged Retail, Online retail sales fall at 
highest rate in history in June, 14th July 2021

Introduction

Current situation, July 2021:



Our Predictions:

79% of our survey respondents indicated that 
they are excited for Christmas this year.   
We believe this will lead to a supersized 
Christmas 2021 with cravings for festive 
experiences and indulgent gift giving. 

Christmas Cheer

With 87.5% of people being optimistic and 
confirming they think Christmas will be 
celebrated ‘like we used’ to.  This paves 
the way for all of the good ol’ Christmas 
traditions, but also a new layer of experiences 
as friends and families come together to 
celebrate the most wonderful time of 
the year! 

A traditional Christmas?

Chloe Keith, Managing Director

5% of our survey respondents have already 
started Christmas shopping! We think that 
shoppers will plan ahead and ‘buy now, 
gift later’ to either save a few pennies or to 
avoid online shopping IF we head back into 
a lockdown during the Christmas shopping 
period. 

Buy now, gift later 

HO, HO, HO

BAH HUMBUG



Nicole Burton, Account Manager

Now, more than ever, consumers are 
focussing on sustainability.  They want to 
know where their products have come from, 
and the impact of product and/or packaging 
on the environment.  This could have a 
negative impact on the likes of Amazon as 
people want their Christmas shopping to 
be delivered with less carbon emissions and 
reduced packaging.  But could have a positive 
impact on … 

Sustainable gifting 

If Christmas gifts are purchased locally, not 
only does this tick sustainability boxes, it 
also supports the local community.  If current 
trends are anything to go by, the shop local, 
support local, love local movement will 
flourish over the festive period.  Especially 
if people have to/are used to staying local.  
78% of people did clearly indicate that it 
is important to them to support smaller 
businesses when Christmas shopping. 

... Shopping local! 

Liana Stanford, Group Head of Creative 

Our survey does indicate that 69% will shop 
both physically and online.  Shoppers are 
going to be looking around for the best 
deals and sometimes they just so happen 
to be online.  We all know there are various 
motivations for each mode of shopping 
and our places need to be aware of this and 
geared up. 

Physical and online shopping 
learn to live together 



Kim Dodd, Account Director

And we’ll say it again, community! 
Communities have come together to support 
each other during the pandemic. Christmas 
is the perfect chance to give back to the 
community and we therefore predict an 
increase in our places supporting and giving 
back to their communities in many ways.  
Something as simple as a Christmas Donation 
Station or dropping off toys at the local 
Children’s Hospital goes a long way. #bekind 

Community, community, 
community 

Can you experience the magic of Christmas 
digitally? 55% say no.  There may need to be 
a phyigital combination, but ultimately the 
digital should drive the physical.  We expect 
to see a rise in popularity of magical light 
trails, selfie experiences and even walking 
grottos this year! 

Experience the magic 
of Christmas

Our survey results were inconclusive! But 
it is important to think about how children 
can interact with the big man himself.  Think 
elf school, naughty or nice challenges, toy 
testing and interactive letter to Santa writing 
experiences instead!

Grotto go or Grotto no? 



Matt Newman, Account Executive 

Two thirds of survey respondents attend a 
Christmas market. They also like to get that 
festive feeling through other experiences 
like parties, pantomimes and ice skating.  
Experience is key! Consumers expect more.  
If they’re going ice skating, they want the 
mulled wine, they want the perfect selfie 
moment, they want to hear Mariah Carey 
blaring out.  They want to make memories! 

That festive feeling!

Ellie Pimbley, European Account Manager 

Tenants and influencers using Tiktok will 
be very powerful for place brands and 
awareness. Christmas 2021 is TikTok’s first 
real Christmas and we predict that the 
platform will explode during the festive 
period, powerfully promoting Christmas gifts 
and experiences to its target audience. 

The power of TikTok 

Daniella Sharman, Graphic Designer 

Those offering a one stop, Christmas shop 
are going to fare better this Christmas.  
Christmas all under one roof is what 
customers want! They want to get the turkey, 
the sellotape and their all singing all dancing 
Christmas jumper in one place.Think about 
your customer journey.

Christmas convenience



94% of our survey respondents (there were 
a few Grinch’s) said that they missed their 
family and friends the most last Christmas.  
Have we finally discovered the true meaning 
of Christmas? Yes! So this Christmas is going 
to mean more than ever and as we stop 
taking things for granted. 

The true meaning of Christmas

We are pleased to report that 77% of people 
have been nice.  The other 23%, well, we 
don’t know what they’ve been up to, but 
Santa does!

Naughty or nice?

Multiple factors could impact Christmas Cheer 
this year and are definitely worth keeping 
in mind: 
- Another lockdown 
- Tougher Covid restrictions being reintroduced 
- Consumer confidence 
- Delivery delays 
- Abuse of shop workers 
- Queues
- Out of stocks 
- Lack of customer service 
- Below standard experiences 

Talking of naughty



Christmas 2021 will be the year where consumers discover the real meaning of Christmas.  

Family, friends, local and community will be at the heart of everything our customers want.  Traditional 
Christmas experiences, delivering that festive feeling, will be the key to unlocking physical visits to 
shopping centres, high streets and town centres, but people want and expect more.  There needs to be a 
seamless, stress free customer journey in both physical and digital environments.  Ultimately, the power of 
digital should be harnessed to drive the physical and create those magic and memorable moments past 
Christmasses have delivered.  

In regards to Christmas marketing delivery, we advise being flexible and have a plan B and plan C up the 
sleeve of your elf costume and you never know what could arrive on Santa’s sleigh or down the chimney. 

Conclusion

Our full report can be downloaded from our website:
toolboxmarketing.com


