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QUESTIONNAIRE

Retailers’ Website Usage
Insight Into How Independent Home Improvement 
Retailers Use Store Websites
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Yes   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 86 .4%

No  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 13 .6%

Strictly informational   .  .  .  .  .  .  .  .  .  .  .  . 51 .7%

Both e-commerce  
and informational  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 43 .7%

Strictly e-commerce   .  .  .  .  .  .  .  .  .  .  .  .  .  . 4 .6%

Does your home improvement operation 
have a website?

How would you classify your website?

Overview
In today’s retail marketplace, having both an online and 

in-store presence is vital to provide customers a holistic 
shopping experience. 

To better understand how home improvement retailers use 
websites and manage the content they present on them, 
the North American Retail Hardware Association (NRHA) 
and Hardware Retailing distributed an online questionnaire to 
more than 100 retailers in the fourth quarter of 2015. 

The data shows that more than 86 percent of retailer 
respondents have a website, but only 30 percent of those 
retailers believe their stores’ websites are excellent or very 
good. Most of the respondents express that their sites 
have plenty of room for improvement. 

©2016 North American Retail Hardware Association.  
All rights reserved. Except as permitted under the United States 
Copyright Act of 1976, no part of this publication may be reproduced 
or distributed in any form or by any means or stored in a database 
or retrieval system without prior written permission of the publisher. 
Printed in the United States of America.
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For respondents who say their website is strictly informational: Why do you 
not offer e-commerce on your website? Select all that apply.

Too big of a project to take 
on at this time.

Not enough manpower to maintain.

Other

Too costly to maintain.

We do not want an e-commerce website.

Reta
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PeRSPectIveS

45.5%

40.9%

29.6%

4.6%

4.6%

Respondents Who Answered “Other”

Use wholesaler’s e-commerce platform. Firewall and encryption.

Currently in the process of implementing. Haven’t made it a priority.

Respondents Who Answered “Other”

Epicor platform and distributor platforms Co-op platform and custom

Online commerce customization platform Co-op platform and personal

0% 10% 20% 30% 40% 50%

Our distributor’s platform  .  .  .  .  .  .  .  .  .  . 69 .1%

A custom-created platform   .  .  .  .  .  .  .  .  . 4 .8%

Other  . . . . . . . . . . . . . . . . . . . . . . . . . . . 16 .7%

An off-the-shelf platform  . . . . . . . . . . . 9 .5%

What e-commerce platform does your 
store use?
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If Yes Explain

It meets our needs.

The website was 
recently redesigned.

It’s our  
wholesaler’s website.

If No Explain

It needs more 
information.

It is currently under 
renovation.

It needs to be updated 
and improved.

Yes   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 95 .2%

No  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 4 .8%

1-3%  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 85 .4%

4-6%  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 14 .6%

7-9%  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 0 .0%

10% or more  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 0 .0%

Yes   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 57 .7%

No  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 42 .3%

Do you offer “buy online, pick up  
in store” (BOPIS) through your  
e-commerce platform?

What percent of overall store sales is 
generated from e-commerce?

Are you satisfied with your website?
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How would you grade your website compared to competitors’ websites?

Who maintains the website?
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0%

0% 10% 20% 30% 40% 50%

5% 10% 15% 20% 30%25%

Excellent

A full-time staff member

Multiple Employees

A part-time staff member

Very Good

Good

Fair

An outside 
company  
or person

Poor

9.4%

23.3%

16.3%

10.5%

21.2%

29.4%

28.2%

50.0%

11.8%
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If a staff member maintains the website, then how is that duty handled?

How often is the website updated?

0%

0%

10%

5%

20%

10%

30%

15%

40%

20%

50%

25%

60%

30%

70%

35%

80%

40%

As the primary responsibility of a full-time staff member.

As one of a part-time staff member’s many responsibilities.

As the primary job of a part-time staff member.

Once a month

2-3 times a month

Once a week

2-3 times a week

Daily

As one of a 
full-time staff 
member’s many 
responsibilities.

Less than  
once a 
month

3.5%

6.9%

10.3%

24.4%

18.6%

8.1%

7.0%

2.3%

79.3%

39.5%
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What changes are PLANNED for the website in the future?

What changes would you LIKE to make to the website in the future?

Why does your store not have a website? Select all that apply.
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The North American Retail Hardware Association and Hardware Retailing have compiled multiple reports and studies on 
the home improvement industry. A library of this research can be found at  hardwareretailing.com/research-guides.

0% 5% 10% 15% 20% 25% 30% 35% 40%

Once a month Our wholesaler dedicates a web page to us.

Other

We do not have the manpower to create one.

We do not want or need one.

We do not have the 
money to create one.

We do not have the 
time to create and 
maintain one.

21.4%

21.4%

21.4%

7.1%

35.7%

35.7%

Respondents Who Answered “Other”

In the process of creating one. Tried our distributor’s but were not happy with it.

Cannot find a web designer to create the type of website most relevant to us.

No changes  
are planned for  

the future .

adding or improving 
e-commerce 
capabilities .

Continuing to update  
the site regularly .

updating the content 
and information .

adding or improving 
e-commerce 
capabilities .

No changes  
are planned for  

the future .

adding more 
information, pictures 

and videos .

Make the website 
more interactive .
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