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Buyer Trends: 
One-Stop-Shop

When customers are able to get all of their products in one or very few stores, it gives 
them more time to work, spend time with their family or enjoy leisure activities. Home 

centers tend to be the place to go for most customers, which is no real surprise. 
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Although people like to get their building supplies and other goods at hardware stores, 
they are not always seen as a place that has helpful and knowledgeable employees. In fact, 

40% of respondents believe that hardware store employees are NOT knowledgeable or 
helpful. There is room for improvement here, and stores can work on educating and 

training their employees to improve relationships with their customers.

In a time where everyone has experienced product and material shortages, customers will not 
hesitate to shift their purchasing to other stores if what they need isn’t available at their first 

choice. Most will not wait for the stock to return at their primary purchasing location. 

Stores can combat this by trying to keep their stock as full as possible. 
However, when that is not an option, stores can try to get similar products from 

a different brand. They can also offer discounts if buyers sign up for a waiting list. 

I WILL BUY A PRODUCT AT ANOTHER STORE IF IT IS OUT OF STOCK WHERE 
I USUALLY PURCHASE INSTEAD OF WAITING FOR STOCK TO RETURN

There is still some hesitance with online purchasing, as almost one-third of shoppers 
say there are certain products that they will never purchase online. On the flip side, 

only 8% will seemingly purchase anything online. While not stated in this survey, 
other HIRI studies have indicated several factors are involved, including physical 

characteristics of products (like paint color) and shipping cost factors.

Stores can improve these statistics by offering free sample options, 
discounted or free shipping, or other incentives to increase online buying.

More shoppers buy products as they need them instead of all at once, leading to 
several trips to the store. This is an opportunity for retailers on two fronts: It gets 

the customers in stores more frequently, and it gives professionals more 
opportunities to step in and help make the customer’s project easier. 

Overall, when customers come into the store more frequently, 
it means more interactions with the store and its employees. 

Customers and employees can build relationships, and the store 
becomes a trusted and reliable place for them to shop.

WHEN DOING A HOME IMPROVEMENT PROJECT, DO YOU PURCHASE 
THE PRODUCTS YOU NEED ALL AT ONCE OR AS YOU NEED THEM?

All at once

43.8%

56.2%
As needed

© Home Improvement Research Institute 2021

ABOUT HIRI

www.hiri.org

As the only nonprofit organization dedicated to home improvement 
research, HIRI empowers our members with exclusive, ongoing home 

improvement data and information for making better business decisions. 
Members are the leading manufacturers, retailers and allied 

organizations in the home improvement industry.

BUYER BEHAVIOR 
AND TRENDS

Buyer Trends:
Shopping at Same Store

Buyer Trends: 
Knowledge and Information Bases

Buyer Trends: 
Availability Is Top Need

Buyer Trends: 
Online Purchasing

Buyer Trends: 
When They Buy Products

Buyer trends have continuously changed since the start of the pandemic, 
and it’s important to understand those behaviors and how it impacts 

sales. By understanding buyers’ needs and their behaviors, you can alter 
your actions to increase profitability and success. Let’s see what these 
buyer trends are looking like and what you can do in response to them.

On average, nearly 60% of customers typically shop at the same store 
for home improvement products regardless of what products they are 

shopping for, most likely due to convenience and store availability. 

Because of this, home improvement retailers should evaluate what 
the most popular products are and continue to have them stocked 

to keep customers satisfied. If keeping a hefty stock is not an 
option, they should have alternatives available for customers to use.

With this being said, home centers should see what products, besides 
building materials, customers are looking for to ensure they have them in 

stock. Marketing these products so customers know they have them will be 
beneficial for both the store and the customers, as it will improve customer 

satisfaction and increase the number of people who visit the store. 

WHICH OF THE FOLLOWING WOULD YOU SAY BEST DESCRIBES 
HOW YOU SHOP FOR HOME IMPROVEMENT PRODUCTS?

HOME CENTERS USUALLY HAVE EVERYTHING I NEED
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HARDWARE STORES HAS MORE HELPFUL/KNOWLEDGEABLE 
EMPLOYEES THAN OTHER HOME IMPROVEMENT STORES

THERE ARE SOME HOME IMPROVEMENT PRODUCTS 
I WILL NEVER PURCHASE ONLINE

40.8%
I shop at several different 
stores depending on which 
home improvement 
products I’m purchasing

I typically shop at the same 
store for most of my home 

improvement puchases

59.2%


