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E-commerce in Romania 2020: 

before Covid-19



Methodology:
  
The study was conducted by an online survey in POP-UP format, which was shown to randomly 
selected Internet users.
 
Survey questionnaire consists of 41 question (35 key survey questions and 6 socio-demographic 
questions). 
 
Data weighted with structural data by gender, age and education.
 
Sample (N) – actual number of respondents of the questionnaire. 
 
Target group: 
 
Internet users in Romania aged from 14 to 74 years
 
Period:
 
5 February - 16 March, 2020
 
Sample:
 
N=1691
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Socio-demographic pro�le

Source: gemiusAdHoc research, February 2020
N= 1691

47,8 %52,2 %

50
40
30
20
10
0

14 - 24 25 - 34 35 - 44 45 - 54 55 - 74

22,0% 25,2% 24,4%
16,5% 11,9%

Age of respondents

1,5%
7,3%

14,4%

37,1%

9,0%

19,1%

11,6%

Less than 7 classes Incomplete middle school

Secondary Specialised secondary, technical school

Post-secondary

Incomple higher education (at least 3 courses)

Higher education

Education

Bucharest

Big Urban (over
100.000 people)

Small Urban
(under 100.000

people)

Rural area

0 4 8 12 16 20 24 28 32 36 40

25,9%

30,9%

19,8%

23,4%

Place of living



6

Top / middle level manager

Specialist / o�ce employee

Worker / technical worker

Small businessman

Farmer

Freelancer

Student

Senior

Unemployed

Housewife / houseman

Other

0 2 4 6 8 10 12 14 16 18 20 22 24 26

6,3%

23,6%

15,0%

3,8%

3,4%

3,3%

9,5%

8,8%

1,6%

13,6%

11,1%

Current employment status

Average net income

Less than 500 RON

Between 500 - 1.000 RON

Between 1.000 - 1.500 RON

Between 1.500 -2.000 RON

Between 2.000 - 3.000 RON

Between 3.000 - 5.000 RON

More than 5.000 RON

No income

I don't want to answer

0 2 4 6 8 10 12 14 16 18 20

6,3%

6,5%

6,5%

10,4%

15,9%

17,2%

12,5%

8,2%

16,4%

Source: gemiusAdHoc research, February 2020
N= 1691
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Have you made any purchase online?

The inhabitants of Romania who shop on the internet, from 
them...

89,6% from 
computer

9,5% from tablet 9,2% from TV

70,2% from 
mobile phone

76,3%

14,3%

9,4%

Yes No, planning to do it in the future No, not planning to do it



Overview of online 
activities
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Which of the mentioned activities you do online?

Search for products I want to buy

Read news portals

Compare the prices of different products /
services

Purchase products / services from domestic
e-commerce sites

Visit social media sites

Read blogs

Pay bills online

Search for shops I want to visit

Purchase products / services from foreign
e-commerce sites

None of the above

0 10 20 30 40 50 60 70 80

76.0%

65.7%

63.1%

61.1%

59.7%

55.3%

51.9%

49.7%

39.6%

5.2%

Source: gemiusAdHoc research, February 2020
N= 1691
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On which social media sites you are an active user?
WhatsApp

Facebook

Youtube

Instagram

Linkedin

TikTok

Pinterest

Twitter

Snapchat

I don't have my personal account on a…

Tumblr

Viber

Other

Reddit

0 10 20 30 40 50 60 70

69.0%
68.6%
52.2%
39.0%
18.2%
15.5%
14.1%
12.3%
10.9%
7.6%

3.6%
3.4%

2.6%
2.3%

Source: gemiusAdHoc research, February 2020
N= 1546

 Which of social media sites where you have a personal 
account are you visiting the most often?

45

40

35

30

25

20

15

10

5

0
Facebook WhatsApp Youtube Instagram TikTok Linkedin Pinterest Twitter Reddit Snapchat Tumblr Telegram

44
.4

%

21
.5

%

14
.3

%

13
.1

%

3.
5%

1.
6%

0.
6%

0.
4%

0.
2%

0.
2%

0.
2%

0.
1%

Source: gemiusAdHoc research, February 2020
N= 1691
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Source: gemiusAdHoc research, February 2020
N= 1691

Are you following Romanian in�uencer* accounts on social 
media sites?

*Influencer - the person who forms opinions on certain products, brands, or events

Yes No I don't know

Have you ever bought a product / ordered a service because 
it was recommended by an in�uencer*?

Yes No I don't know

62%

30%

8%

72%

18%

10%



12Source: gemiusAdHoc research, February 2020
N= 385

TOP 10 Romanian in�uencers respondents know / have 
heard of

George Buhnici

Selly

Adelina Pestritu

Cristina Ich

Mimi

Andreea Balaban

Hash

Ioana Grama

Dorian Popa

Alex Cosma

0 2 4 6 8 10 12 14 16 18 20

19.2%

18.3%

13.6%

11.0%

9.6%

8.8%

8.6%

7.0%

7.0%

7.0%
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Source: gemiusAdHoc research, February 2020
N= 228

TOP 10: In which Romanian in�uencer's recommendations 
you have the highest trust? 

George Buhnici

Andreea Balaban

Adelina Pestritu

99Vehicles

TheRealRed

Flavia Florea

Laura Jurcanu

Selly

Corritravels

Dorian Popa

0 2 4 6 8 10 12 14 16

14.6%

7.8%

7.5%

6.2%

5.9%

5.4%

5.4%

5.4%

5.0%

5.0%
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Source: gemiusAdHoc research, February 2020
N= 1691

Have you ever bought a product / ordered a service after you 
saw the advertisement online? 

50

40

30

20

10

0
Yes No I don't know/ don't remember

50.6% 31.4% 18.1%



 

Analysis of respondents 
who shop online



How often do you purchase online?

50

45

40

35

30

25

20

15

10

5

0
Very often (every week) Often (few times per month) Rare (one time per month or

few months)
Very rare (one time in half a

year or less)

6,8% 30,8% 45,6% 16,9%
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What devices do you use to shop online?

100
90
80
70
60
50
40
30
20
10
0

Computer Mobile phone Tablet TV (smartTV, game
consoles and so on)

89.6%

70.2%

9.5% 9.2%

Source: gemiusAdHoc research, February 2020
N= 1290



 Please apprise buying online 
(where -2 means that you approve with what is written in the left side, +2 mean 

that you approve with what is written in the right)

dangerous

hard to understand

more expensive than in regular
shops

takes more time than buying in
regular shops

uncomfortable

less choice of goods than in regular
shops

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

17% 35% 37%

13% 26% 54%

6% 23% 24% 41%

13% 7% 20% 15% 42%

11% 23% 56%

11% 14% 63%

-2 -1 0 1 2
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Source: gemiusAdHoc research, February 2020
N= 1290

safe

more choice of good 
than in regular shops

comfortable

takes less time than 
buying in regular shops

cheaper than in 
regular shops

easy to understand

90
80
70
60
50
40
30
20
10
0

E-shops Hotels, cars
and other

rental sites

Price
comparison

sites

Classi�ed
sites

Sharing
platforms

(Uber, Airbnb,
etc.)

Other Auction sites Coupon sites
89.0% 50.9% 49.6% 47.3% 27.2% 11.1% 10.8% 9.3%

Please indicate of the following types of e-commerce 
sites the ones that you have personally used



TOP 25 Romanian e-commerce sites
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Source: gemiusAdHoc research, February 2020
N= 1128

Emag.ro

Altex.ro

Olx.ro

Elefant.ro

Flanco.ro

Cel.ro

Fashiondays.ro

Hm.com

Okazii.ro

Publi24.ro

Bilete.ro

Libris.ro

Compari.ro

Farmaciatei.ro

Lajumate.ro

Evomag.ro

Notino.ro

Epanto�.ro

Dedeman.ro

Teamdeals.ro

Kau�and.ro

Dyfashion.ro

Bonprix.ro

Pcgarage.ro

Answear.ro

0 10 20 30 40 50 60 70 80

72.3%
19.1%
11.6%
11.1%
8.4%
6.9%
5.9%

4.9%
4.0%
4.0%
3.8%
3.5%
3.1%
3.1%

2.3%
2.3%
2.2%
2.0%
2.0%
1.7%
1.6%
1.6%
1.6%
1.5%
1.5%



 
 



TOP 25 foreign e-commerce sites
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Source: gemiusAdHoc research, February 2020
N= 1128

Amazon.com

Aliexpress.com

eBay.com

Wish.com

Alibaba.com

Booking.com

Asos.com

Sportsdirect.com

Adidas.com

Hm.com

Gearbest.com

Etsy.com

Joom.com

Uber.com

Takko.com

Chanel.com

Blocket.se

Sinsay.com

Blueair.com

Newyorker.de

Nyxcosmetics.com

Airbnb.com

Bolt.com

Pinkclove.co.uk

Footshop.eu

0 5 10 15 20 25 30 35 40 45 50

48.6%
24.6%
24.4%
12.6%
7.2%
5.3%
4.7%

3.0%
2.9%

2.2%
2.1%
1.9%
1.7%
1.7%
1.5%
1.5%
1.5%
1.4%
1.4%
1.4%
1.4%
1.3%
1.3%
1.2%
1.0%



 

What motivates you to shop online?

Home delivery

No need to travel to the store

Easier to compare all offers

Stores are never closed

Wider range than in traditional stores

Better prices than in traditional stores

Easy to �nd specialty / rare products

More information available about the
products

Faster than shopping in traditional stores

Loyalty programs

The ability to buy used goods
/collectibles

Other

Hard to tell / none of the above

0 10 20 30 40 50 60 70 80

76,8%

69,9%

69,0%

64,4%

59,1%

57,6%

55,8%

53,1%

43,7%

21,3%

18,4%

7,2%

2,6%
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Source: gemiusAdHoc research, February 2020
N= 1290



 

39,1%

32,9%

5,6%

22,4%

It will increase It won't change It will decrease

I dont know / hard to say

How do you think your 
spending online will 

change in the next year?

Please indicate three most important sources of 
information that affect your decision before making a 

purchase in e-commerce stores
55
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Source: gemiusAdHoc research, February 2020
N= 1290



 

Di�culties and problems related to shopping online

Delivery was too expensive

Problems related to returning the
product

Delivery took too long

Received product did not meet
expectations

Misleading information (about product
/ service, delivery, payment method,…

Bad service (no response to delivery
questions, bad customer service,…

Lack of basic information (about the
product, the retailer, the payment…

Couldn’t �nd the product / service

Problems with warranty

Purchase was not delivered

I have never experienced any
problems

Other

Hard to say/ none of the above

51,9%

39,4%

37,8%

35,3%

25,4%

25,2%

20,6%

18,6%

17,9%

11,8%

11,5%

3,0%

3,0%

 
 

A lot of respondents have encountered problems with courier services - not delivered on a 
speci�ed time, bad courier attitude, and bad handling of the package that damages the 
product. Some respondents have also remarked that they have had problems with the return of 
the goods and sometimes goods are not being delivered to Romania or have high customs 
fees. 

22

Source: gemiusAdHoc research, February 2020
N= 1290



 

What motivates you to choose a particular online shop 
instead of another who sells the same product you want 

to buy?

Good previous experience with that
speci�c shop

Lowest price for the same product

Lower delivery costs

Faster delivery

More product details available

Safer and easier payment options

Visually attractive presentation of the
product (clear images, video etc.)

Reputation of the eshop

Special loyalty offers

Better product warranty

Other

62,9%

60,0%

52,0%

45,5%

41,5%

37,8%

35,3%

34,5%

24,1%

20,8%

1,6%

Respondents have said that they choose online store based on the availability of desired 
products and best price for it, also previous experience with the store. 

23

Source: gemiusAdHoc research, February 2020
N= 1290



 

Home appliances (TVs, cameras,…

Clothing, footwear, accessories

Books, magazines, �lms, music

Rental and reservation services (hote…

Sports equipment

Airline tickets, other…

Mobile phones, tablets, gadgets

Cosmetics and other beauty products

Public and entertainment events…

Meal delivery to home / o�ce (pizza,…

Furniture and home decor products

Health care products

Cars and related equipment

Computers

Games (board games, toys, puzzles)

Computer software (excluding video…

Insurance & other �nancial products

Baby and mother supplies

Food (except meal delivery)

Video games

None of the above

0 5 10 15 20 25 30 35 40 45 50 55 60

57,4%

49,6%

48,1%

47,0%

44,7%

42,7%

41,0%

40,2%

33,6%

31,8%

28,2%

25,7%

24,4%

23,0%

22,6%

21,0%

16,6%

15,7%

13,5%

12,5%

2,0%

Products and services purchased from
Romanian e-commerce sites/ respondents would like 

to purchase:

24
Source: gemiusAdHoc research, February 2020
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Notino.ro

Emag.ro

Farmaciatei.ro

Elefant.ro

Avon.ro

Sephora.ro

Pensulemachiaj.ro

Farmec.ro

Douglas.ro

Crewshop.ro

Ori�ame.ro

Vegis.ro

Dm-drogeriemarkt.ro

Bestvalue.eu

Apiscosmetics.pl

Elfcosmetics.com

Garnier.ro

Girlsowncosmetics.ro

Lovediva.ro

Yves-rocher.ro

0 5 10 15 20 25 30

28,8%

28,2%

16,5%

14,5%

11,8%

11,7%

5,2%

4,2%

3,4%

3,3%

3,0%

2,9%

2,9%

2,9%

2,8%

2,8%

2,6%

2,6%

2,6%

2,6%

Please indicate 3 online shops where you usually 
buy cosmetics and other beauty products

25
Source: gemiusAdHoc research, February 2020
N= 1172

60

50

40

30

20

10

0
I prefer to test the

product before
buying

Product details are
not precise enough
(colours, textures

etc.)

I prefer to talk to a
consultant before

buying

Delivery costs are
too high

Other Delivery takes too
long

58.6% 27.1% 21.0% 20.5% 14.2% 12.7%

What are the reasons that stop you from buying 
cosmetics and other beauty products online? 

Source: gemiusAdHoc research, February 2020
N= 477



How much do you spend on online shopping in 
Romanian e-commerce sites per month?

26

40

35

30

25

20

15

10

5

0
20 RON - 50 RON 51 RON - 100 RON 101 RON - 300 RON More than 300 RON Hard to tell, I buy only

from time to time

6.3% 9.3% 28.7% 17.1% 38.6%

How much do you spend on online shopping in foreign 
e-commerce sites per month?

45
40
35
30
25
20
15
10
5
0

20 RON - 50 RON 51 RON - 100 RON 101 RON - 300
RON

More than 300
RON

Hard to tell, I buy
only from time to

time

I don't buy
products/ services

in foreign
e-commerce sites

6.3% 7.7% 8.1% 7.2% 41.2% 29.5%

Source: gemiusAdHoc research, February 2020
N= 1290



What motivates you to shop in foreign online stores?

27

Wider range of products

Lower prices than in Romanian shops

Better user experience

Foreign eshops are more trustworthy

Faster and easier delivery

Other

0 10 20 30 40 50 60 70

65.2%

59.3%

21.5%

15.9%

15.4%

10.6%

Source: gemiusAdHoc research, February 2020
N= 910

One of the most mentioned reasons is that certain products are available only with a 
manufacturer who is abroad or are available only in some foreign stores. Some respondents 
assume that in foreign stores they can get higher quality products.



Do you have a preffered time of the day/ week for 
online shopping? 

28

In the morning /on my way to work

During the daytime

Arround lunchtime

In the evening

During weekends

I don't have a preferred period

0 5 10 15 20 25 30 35 40 45 50

2%

11%

5%

23%

8%

49%

Source: gemiusAdHoc research, February 2020
N= 1290



Which of the mentioned payment options you would 
prefer to use to make purchases online?

29

In cash at the time of delivery

By card online (credit / debit card, Revol…

By card at the time of delivery

Using an online money transfer system…

Bank transfer

In cash at the store

Via text message / SMS

Using virtual money (Bitcoin etc.)

None of the above

Other

0 10 20 30 40 50 60 70 80

78.3%

50.7%

15.4%

11.6%

7.2%

6.1%

4.1%

1.7%

0.7%

0.3%

Source: gemiusAdHoc research, February 2020
N= 1290

Which of the mentioned delivery options you would 
prefer to use to make purchases online?

Delivery by courier service

Delivery by post

Pick the product at self-service…

Pick the product at the store

Pick the product at the post o�ce

Pick the product at the agreed place

Online delivery (music, e-books, vid…

Other

None of the above

0 10 20 30 40 50 60 70 80 90 100

93.1%

23.2%

16.6%

15.3%

12.2%

11.3%

10.1%

0.4%

0.3%



 

Analysis of respondents 
who shop online using 

mobile devices



 

What di�culties and problems have you encountered while 
shopping online from mobile devices?

Loading time is too slow/ slow
navigation

Uncomfortable to �ll all the forms
needed

User unfriendly site (letters or
images are too small, etc.)

The absence of a mobile app or
website compatibility with mobile

I don’t know / hard to say

Offered payment methods are
inconvenient

Too many steps for completing a
purchase

Other

0 5 10 15 20 25 30 35 40

37,0%

32,8%

30,9%

27,6%

24,1%

18,7%

17,1%

2,8%

Respondents mentioned that device is small and there are many ads from time to time.

31

Source: gemiusAdHoc research, February 2020
N= 927



Do you often start to buy something online via phone 
and complete the buying process via computer?

32

Yes 44.54%

No 44.04%

I don't know/ hard to say 11.41%

Source: gemiusAdHoc research, February 2020
N= 927

Do you often compare the prices of the same products on 
your mobile phone / tablet when you buy from traditional 

stores?

Yes

No

I don't know/ hard to say

0 10 20 30 40 50 60

62.2%

26.5%

11.3%



 

Analysis of respondents who 
do not shop online



 

What are the reasons you have not made any purchases online?

I want to view products with my own eyes

I don’t trust the warranty of products bought
online

I’m used to traditional stores and don’t search for
any alternatives

I don’t trust the payment methods

Shopping online is too expensive

Shopping online is too complicated

I want to talk with consultant before buying

Prices are the same as in traditional stores

I don't trust delivery services

Delivery costs are too high

I don’t have time to shop online

None of the above

I haven’t found the products I’m interested in
online

I don't want to wait till items will be delivered

Other

0 5 10 15 20 25 30 35 40 45

41,7%

29,8%

23,5%

14,6%

13,2%

13,2%

10,9%

10,9%

9,1%

8,8%

7,7%

6,3%

6,1%

5,5%

2,1%

34

Source: gemiusAdHoc research, February 2020
N= 401



 

What would motivate you to start shopping online?
None of the above

Lower prices than in traditional shops

Better personal net income

Easier and more comfortable to use…

Lower delivery costs

Better quality products

More product information on…

Faster delivery

Safer payment options

Better product warranty

Discounts for online buyers

Personalised shopping bags

Bigger range of available products

Other

38,1%

24,0%

19,9%

17,5%

15,8%

15,6%

11,1%

10,9%

10,0%

7,4%

7,0%

6,0%

3,9%

1,6%

None of the above
Home appliances (TVs, cameras,…
Mobile phones, tablets, gadgets
Clothing, footwear, accessories
Books, magazines, �lms, music
Sports equipment
Meal delivery to home / o�ce (pizz…
Games (board games, toys, puzzles)
Cosmetics and other beauty products
Airline tickets, other transport ticket…
Food (except meal delivery)
Health care products
Furniture and home decor products
Computer software (excluding video…
Rental and reservation services…
Computers
Baby and mother supplies
Public and entertainment events…
Cars and related equipment
Insurance
Other
Video games

24,8%
21,3%
21,1%
18,5%
17,4%
12,4%
12,3%
11,8%
11,2%
11,1%
11,1%
10,6%
9,8%
8,9%
8,3%
8,2%
7,7%
7,3%
5,6%
2,9%

2,7%
2,4%

Which products would interest you?

35
Source: gemiusAdHoc research, February 2020
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E-Commerce in Romania and the 

effects of Covid-19



37

Methodology:
  
The study was conducted by an online survey in POP-UP format, which was shown to randomly 
selected Internet users.
 
Survey questionnaire consists of 41 question (35 key survey questions and 6 socio-demographic 
questions). 
 
Data weighted with structural data by gender, age and education.
 
Sample (N) – actual number of respondents of the questionnaire. 
 
Target group: 
 
Internet users in Romania aged from 14 to 74 years
 
Period:
 
22 June - 7 September, 2020
 
Sample:
 
N=1056
 



Socio-demographic pro�le

43,7 %56,3 %

50
40
30
20
10
0

14 - 24 25 - 34 35 - 44 45 - 54 55 - 74

22,7% 26,6% 26,6%
14,4% 9,7%

Age of respondents

1,1%
5,9%

10,2%

43,5%
7,7%

18,0%

13,6%

Less than 7 classes Incomplete middle school

Secondary Specialised secondary, technical school

Post-secondary

Incomple higher education (at least 3 courses)

Higher education

Education

Bucharest

Big Urban (over
100.000 people)

Small Urban
(under 100.000

people)

Rural area

0 4 8 12 16 20 24 28 32 36 40

23,4%

30,1%

24,6%

22,0%

Place of living

Source: gemiusAdHoc research, August 2020
N= 1056 38
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Top / middle level manager

Specialist / o�ce employee

Worker / technical worker

Small businessman

Farmer

Freelancer

Student

Senior

Unemployed

Housewife / houseman

Other

0 5 10 15 20 25 30

7,2%

26,7%

13,9%

6,4%

3,9%

5,9%

10,7%

7,3%

1,0%

10,5%

6,6%

Current employment status

Average net income

Less than 500 RON

Between 500 - 1.000 RON

Between 1.000 - 1.500 RON

Between 1.500 -2.000 RON

Between 2.000 - 3.000 RON

Between 3.000 - 5.000 RON

More than 5.000 RON

No income

I don't want to answer

0 2 4 6 8 10 12 14 16 18 20 22

3,1%

6,5%

7,4%

7,6%

14,5%

19,2%

16,2%

9,1%

16,3%

Source: gemiusAdHoc research, August 2020
N= 1056
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Have you made any purchase online?

The inhabitants of Romania who shop on the internet, from 
them...

85,9% from PC

15,7% from tablet 9,5% from TV

67,1% from 
mobile phone

78,1%

12,9%

9,0%

Yes No, planning to do it in the future No, not planning to do it



Overview of online 
activities



42

Which of the mentioned activities you do online?

Search for products I want to buy

Compare the prices of different
products / services

Purchase products / services from
domestic e-commerce sites

Read news portals

Visit social media sites

Pay bills online

Search for shops I want to visit

Read blogs

Purchase products / services from
foreign e-commerce sites

None of the above

0 10 20 30 40 50 60 70 80

76.7%

62.5%

60.0%

59.5%

57.0%

56.9%

50.0%

42.3%

41.0%

6.8%

Source: gemiusAdHoc research, August 2020
N= 1056
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On which social media sites you are active user?
Facebook

WhatsApp

Youtube

Instagram

Pinterest

TikTok

Linkedin

Twitter

Snapchat

I don't have my personal account on a…

Viber

Reddit

Tumblr

Other

0 10 20 30 40 50 60 70 80

70.5%
68.9%
58.8%
39.4%
20.1%
18.5%
16.1%
13.0%
11.1%

6.5%
5.1%
5.0%

4.0%
2.3%

Source: gemiusAdHoc research, August 2020
N= 981

 Which of social media sites where you have a personal 
account are you visiting the most often?

50

45

40

35

30

25

20

15

10

5

0
Facebook WhatsApp Youtube Instagram TikTok Tumblr Linkedin Snapchat Pinterest Telegram Twitter Reddit

46
.0

%

24
.7

%

11
.4

%

7.
7%

5.
0%

1.
8%

1.
3%

1.
0%

0.
6%

0.
3%

0% 0%

Source: gemiusAdHoc research, August 2020
N= 1056
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Source: gemiusAdHoc research, August 2020
N= 1056

Are you following Romanian in�uencer* accounts on social 
media sites?

*Influencer - the person who forms opinions on certain products, brands, or events) 

Yes No I don't know

Have you ever bought a product / ordered a service because 
it was recommended by an in�uencer*?

Yes No I don't know

53%

37%

10%

67%

22%

11%



45Source: gemiusAdHoc research, August 2020
N= 255

TOP 10 Romanian in�uencers respondents know / have 
heard of

Selly

George Buhnici

Dorian Popa

Alina Ceusan

Adelina Pestritu

Codrin Bradea

Gami Os

Hash

Alexandru Balan

Andy Popescu

0 5 10 15 20 25 30 35 40 45

41.8%

14.4%

13.5%

9.0%

8.1%

7.3%

7.2%

7.0%

6.2%

5.9%
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Source: gemiusAdHoc research, August 2020
N= 152

TOP 10: In which Romanian in�uencer's recommendations 
you have the highest trust? 

George Buhnici

Codrin Bradea

Ileana Badiu

Selly

Dorian Popa

Irina Deaconescu

Mihai Bendeac

Abi

Diana Condurache

Simona Stan

0 2 4 6 8 10 12 14 16 18

16.3%

10.8%

6.8%

4.7%

4.0%

4.0%

4.0%

3.9%

3.9%

2.7%
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Source: gemiusAdHoc research, August 2020
N= 1056

Have you ever bought a product / ordered a service after you 
saw the advertisement online? 

50

40

30

20

10

0
Yes No I don't know/ don't remember

52.8% 33.1% 14.1%



 

Analysis of respondents 
who shop online



How often do you purchase online?

45

40

35

30

25

20

15

10

5

0
Very often (every week) Often (few times per month) Rare (one time per month or

few months)
Very rare (one time in half a

year or less)

17,1% 29,2% 40,7% 12,9%
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What devices do you use to shop online?

100
90
80
70
60
50
40
30
20
10
0

Computer Mobile phone Tablet TV (smartTV, game
consoles and so on)

85.9%

67.1%

15.7%
9.5%

Source: gemiusAdHoc research, August 2020
N= 825



 Please apprise buying online 
(where -2 means that you approve with what is written in the left side, +2 mean 

that you approve with what is written in the right)

dangerous

hard to understand

more expensive than in regular
shops

takes more time than buying in
regular shops

uncomfortable

less choice of goods than in regular
shops

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

16,5% 31,9% 44,3%

15,3% 17,5% 61,4%

8,1% 30,0% 17,5% 37,1%

9,7% 21,6% 18,6% 43,3%

14,4% 15,6% 59,3%

8,1% 16,3% 13,8% 59,2%

-2 -1 0 1 2
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Source: gemiusAdHoc research, August 2020
N= 825

safe

more choice of good 
than in regular shops

comfortable

takes less time than 
buying in regular shops

cheaper than in 
regular shops

easy to understand

90
80
70
60
50
40
30
20
10
0

E-shops Hotels, cars
and other

rental sites

Classi�ed
sites

Price
comparison

sites

Sharing
platforms

(Uber, Airbnb,
etc.)

Coupon sites Auction sites Other
85.9% 53.5% 49.2% 48.4% 20.5% 11.9% 10.8%

8.9%

Please indicate of the following types of e-commerce 
sites the ones that you have personally used



TOP 25 Romanian e-commerce pages
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Source: gemiusAdHoc research, August 2020
N= 636

Emag.ro

Altex.ro

Olx.ro

Cel.ro

Pcgarage.ro

Elefant.ro

Fashiondays.ro

Evomag.ro

Dedeman.ro

Flanco.ro

Mediagalaxy.ro

Carrefour.ro

Aboutyou.ro

Hm.com

Epanto�.ro

Bonprix.ro

Vivre.ro

Libris.ro

Zara.com

Farmec.ro

Farmaciatei.ro

Top-shop.ro

Notino.ro

Okazii.ro

Foodpanda.ro

0 10 20 30 40 50 60 70 80

75.0%
20.0%
11.8%
9.8%
9.6%
6.7%
5.9%

4.7%
4.7%
4.6%
4.6%
4.3%

2.9%
2.9%
2.8%
2.5%
2.5%
2.1%
2.1%
1.9%
1.7%
1.6%
1.6%
1.5%
1.4%



TOP 25 foreign e-commerce pages
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Source: gemiusAdHoc research, August 2020
N= 583

Amazon.com

eBay.com

Aliexpress.com

Wish.com

Alibaba.com

Hm.com

Booking.com

Joom.com

C-and-a.com

Zara.com

Nike.com

Steampowered.com

Adidas.com

Asos.com

Sportsdirect.com

Farfetch.com

Conad.it

Manomano.fr

Apple.com

Airbnb.com

Zaful.com

Cosstores.com

Gucci.com

Luisaviaroma.com

Shein.com

0 5 10 15 20 25 30 35 40 45 50

46.5%
27.9%
17.0%
9.8%
7.0%
6.7%
5.1%
4.1%

2.0%
2.0%
1.9%
1.9%
1.9%
1.9%
1.8%
1.6%
1.5%
1.5%
1.5%
1.3%
1.2%
1.1%
1.1%
1.1%
1.1%



 

What motivates you to shop online?

Home delivery

Stores are never closed

No need to travel to the store

Easier to compare all offer

Easy to �nd specialty / rare products

Bigger range than in traditional stores

More information available about the
products

Better prices than traditional stores

Faster than shopping in traditional stores

Loyalty programs

The ability to buy used goods
/collectibles

Hard to tell / none of the above

Other

0 10 20 30 40 50 60 70 80

73,2%

68,9%

62,7%

58,5%

56,7%

53,4%

50,1%

46,2%

36,7%

25,5%

19,9%

5,4%

2,5%  

53
Source: gemiusAdHoc research, August 2020
N= 825



 

37,3%

29,7%

6,7%

26,3%

It will increase It won't change It will decrease

I dont know / hard to say

How do you think your 
spending online will 

change in the next year?

Please indicate three most important sources of 
information that affect your decision before making a 

purchase in e-commerce stores
45

40

35

30

25

20

15

10

5

0
Online
store

Search
engines
(Google,
Yahoo
and so

on)

Family
and friend
recomme
ndations

Price
comparis
on sites

Product /
service

sites
(blogs

and
forums

included)

Online
ads

Newslette
rs& email
recomme
ndations

Product
catalogue

s

Traditiona
l stores

In�uencer
advertise

ments
/recomm
endations

I don't
know /
hard to

say

Outdoor
advertisin

g

Other

37
,5

%

31
,1

%

27
,1

%

25
,7

%

18
,9

%

18
,7

%

16
,6

%

8,
7%

8,
3%

7,
1%

4,
9%

1,
4%
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Source: gemiusAdHoc research, August 2020
N= 825



 

Di�culties and problems related to shopping online

Delivery was too expensive

Received product did not meet
expectations

Delivery took too long

Problems related to returning the
product

Misleading information (about product
/ service, delivery, payment method,…

Bad service (no response to delivery
questions, bad customer service,…

Couldn’t �nd the product / service

Lack of basic information (about the
product, the retailer, the payment…

I have never experienced any problems

Problems with warranty

Purchase was not delivered

Hard to say/ none of the above

Other

44,6%

38,5%

35,4%

32,7%

26,7%

22,4%

19,5%

18,8%

16,1%

12,6%

11,1%

4,6%

1,7%
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Source: gemiusAdHoc research, August 2020
N= 825



 

What motivates you to choose a particular online shop, 
instead of another who sells the same product you want to 

buy?

Good previous experience with that
speci�c shop

Lowest price for the same product

Lower delivery costs

Faster delivery

More product details available

Special loyalty offers

Safer and easier payment options

Reputation of the eshop

Visually attractive presentation of the
product (clear images, video etc.)

Better product warranty

Other

58,1%

51,3%

45,2%

42,7%

34,7%

34,6%

33,5%

32,8%

30,7%

23,0%

1,8%
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Clothing, footwear, accessories

Home appliances (TVs, cameras,…

Sports equipment

Rental and reservation services (hote…

Meal delivery to home / o�ce (pizza,…

Books, magazines, �lms, music

Mobile phones, tablets, gadgets

Cosmetics and other beauty products

Airline tickets, other…

Furniture and home decor products

Health care products

Games (board games, toys, puzzles)

Computers

Public and entertainment events…

Food (except meal delivery)

Computer software (excluding video…

Cars and related equipment

Video games

Insurance & other �nancial products

Baby and mother supplies

None of the above

0 5 10 15 20 25 30 35 40 45 50 55 60

56,3%

53,8%

47,0%

44,1%

42,7%

41,9%

41,9%

38,7%

34,9%

30,5%

27,6%

26,1%

23,6%

23,1%

21,8%

18,2%

17,5%

17,2%

15,5%

15,2%

1,7%

Products and services purchased from
Romanian e-commerce sites/ respondents would 

like to purchase:

57
Source: gemiusAdHoc research, August 2020
N= 825





 

Emag.ro

Notino.ro

Avon.ro

Sephora.ro

Farmaciatei.ro

Elefant.ro

Douglas.ro

Yves-rocher.ro

Ori�ame.ro

Farmec.ro

Farmasi.ro

Carrefour.ro

Makeup.ro

Auchan.ro

Frilla.ro

Comenzi.bebetei.ro

Bestvalue.eu

Crewshop.ro

Acado.ro

Sabon.ro

0 5 10 15 20 25 30 35

32,4%

22,4%

22,1%

17,9%

14,2%

12,6%

10,5%

7,3%

6,9%

4,2%

2,7%

2,6%

2,4%

2,3%

2,0%

1,8%

1,4%

1,1%

1,0%

0,9%

Please indicate 3 online shops where you usually 
buy cosmetics and other beauty products

58
Source: gemiusAdHoc research, August 2020
N= 737

50

40

30

20

10

0
I prefer to test the

product before
buying

I prefer to talk to a
consultant before

buying

Product details are
not precise enough
(colours, textures

etc.)

Delivery costs are
too high

Delivery time is too
slow

Other
55.0% 28.6% 23.6% 14.5% 12.3% 12.2%

What are the reasons that stop you from buying 
cosmetics and other beauty products online? 

Source: gemiusAdHoc research, August 2020
N= 305



How much do you spend on online shopping in 
Romanian e-commerce sites per month?

59

35

30

25

20

15

10

5

0
20 RON - 50 RON 51 RON - 100 RON 101 RON - 300 RON More than 300 RON Hard to tell, I buy only

from time to time

2.1%
14.8% 32.9% 26.0% 24.3%

How much do you spend on online shopping in foreign 
e-commerce sites per month?

35

30

25

20

15

10

5

0
20 RON - 50 RON 51 RON - 100 RON 101 RON - 300

RON
More than 300

RON
Hard to tell, I buy
only from time to

time

I don't buy
products/ services

in foreign
e-commerce sites

4.1% 6.5% 16.1% 13.3% 32.5% 27.5%

Source: gemiusAdHoc research, August 2020
N= 825



What motivates you to shop in foreign online stores?

60

Wider range of products

Lower prices than in Romanian shops

Better user experience

Foreign eshops are more trustworthy

Faster and easier delivery

Other

0 10 20 30 40 50 60

62.6%

57.2%

26.1%

19.4%

17.7%

8.9%

Source: gemiusAdHoc research, August 2020
N= 599



Do you have a preffered time of the day/ week for 
online shopping? 

61

In the morning /on my way to work

During the daytime

Arround lunchtime

In the evening

During weekends

I don't have a preferred period

0 5 10 15 20 25 30 35 40 45 50

1.2%

12.5%

4.4%

26.2%

10.2%

45.4%

Source: gemiusAdHoc research, August 2020
N= 825



Which of the mentioned payment options you would 
prefer to use to make purchases online?

62

In cash at the time of delivery

By card online (credit / debit card,…

By card at the time of delivery

Using an online money transfer syste…

Bank transfer

In cash at the store

Via text message / SMS

Using virtual money (Bitcoin etc.)

None of the above

Other

0 10 20 30 40 50 60

62.8%

55.8%

15.3%

13.0%

10.3%

7.2%

3.5%

3.1%

2.3%

0.3%

Source: gemiusAdHoc research, August 2020
N= 825

Which of the mentioned delivery options you would 
prefer to use to make purchases online?

Delivery by courier service

Delivery by post

Pick the product at self-service…

Pick the product at the store

Pick the product at the post o�ce

Online delivery (music, e-books, vid…

Pick the product at the agreed place

None of the above

Other

0 10 20 30 40 50 60 70 80 90

89.2%

25.8%

20.8%

14.5%

10.6%

8.5%

6.8%

0.9%

0.1%



 

Analysis of respondents 
who shop online using 

mobile devices



 

What di�culties and problems have you encountered while 
shopping online from mobile devices?

Uncomfortable to �ll all the forms
needed

Loading time is too slow/ slow
navigation

Too many steps for completing a
purchase

The absence of a mobile app or
website compatibility with mobile

I don’t know / hard to say

User unfriendly site (letters or
images are too small, etc.)

Offered payment methods are
inconvenient

Other

0 5 10 15 20 25 30 35 40 45

40%

35%

28%

26%

24%

21%

21%

5%

64

Source: gemiusAdHoc research, August 2020
N= 586



Do you often start to buy something online via phone 
and complete the buying process via computer?

65

Yes 34.70%

No 46.00%

I don't know/ hard to say 19.30%

Source: gemiusAdHoc research, August 2020
N= 586

Do you often compare the prices of the same products on 
your mobile phone / tablet when you buy from traditional 

stores?

Yes

No

I don't know/ hard to say

0 5 10 15 20 25 30 35 40 45 50 55

54.6%

29.6%

15.8%



 

Analysis of respondents who 
do not shop online



 

What are the reasons you have not made any purchases online?

I want to view products with my own eyes

I don't trust delivery services

I don’t have time to shop online

I don’t trust the warranty of products
bought online

Delivery costs are too high

I’m used to traditional stores and don’t
search for any alternatives

I don’t trust the payment methods

I don't want to wait till items will be
delivered

I haven’t found the products I’m interested
in online

Shopping online is too expensive

I want to talk with consultant before
buying

None of the above

Online shopping is too complicate

Other

Prices are the same as in traditional stores

0 5 10 15 20 25 30 35 40

38,2%

23,3%

22,2%

20,6%

20,1%

19,3%

18,7%

18,1%

15,4%

15,2%

15,0%

13,9%

10,4%

5,2%

4,2%
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What would motivate you to start shopping online?

None of the above

Better quality products

Lower delivery costs

Faster delivery

More product information on…

Easier and more comfortable to use…

Safer payment options

Better personal net income

Personalised shopping bags

Discounts for online buyers

Lower prices than in traditional shops

Better products warranty schemes

Bigger range of available products

Other

27,0%

27,0%

23,6%

19,8%

19,3%

17,4%

16,3%

16,0%

14,6%

13,4%

10,8%

10,2%

7,5%

1,0%

Meal delivery to home / o�ce (pizza, sushi etc.)

None of the above

Home appliances (TVs, cameras, washing…

Cosmetics and other beauty products

Furniture and home decor products

Computers

Clothing, footwear, accessories

Mobile phones, tablets, gadgets

Books, magazines, �lms, music

Health care products

Cars and related equipment

Food (except meal delivery)

Computer software (excluding video games)

Public and entertainment events tickets…

Video games

Airline tickets, other transport tickets, tolls

Sports equipment

Rental and reservation services (hotels, cars,…

Games (board games, toys, puzzles)

Insurance

Baby and mother supplies

Other

30,4%
26,4%
21,7%
19,5%
18,6%
18,5%
18,2%
16,2%
15,8%
15,6%
15,5%
15,3%
11,6%
10,5%
10,3%
10,1%
9,9%
7,3%
6,8%
4,5%

1,3%
0,6%

Which products would interest you?

68Source: gemiusAdHoc research, August 2020
N= 231



 

Data junctions and 
comparisons before and 

during Covid-19



Before Covid-19: Have you made any purchase online?

70

Gender Age Education Profession Place of living Income

Fe
m

al
e

M
al

e

0 10 20 30 40 50 60 70 80 90 100

73,1%

15,9%

11,0%

79,3%

12,9%

7,9%

Yes No, planning to do it in the future No, not planning to do it in the future

Source: gemiusAdHoc research, February 2020
N=1691
 

Before the start of the Covid-19 pandemic, males were 6 percentage points more likely to shop 
online than women. Most people who shop online are 25 - 44 years old, but young people (14-24 
y.o.) most likely would like to try online shopping in the future. Almost all respondents who are 
top/middle level managers (96%) and office employees (94%) have made online purchases. 



During Covid-19: Have you made any purchase online?

71

Gender Age Education Profession Place of living Income

Fe
m

al
e

M
al

e

0 10 20 30 40 50 60 70 80 90 100

79,2%

12,1%

8,7%

77,2%

13,6%

9,2%

Yes No, planning to do it in the future No, not planning to do it in the future

Source: gemiusAdHoc research, August 2020
N= 1056

After the start of the Covid-19 pandemic, females tend to buy online a bit more than males (2 
percentage points). Most people who shop online are 25 - 44 years old, but young people (14-24 
y.o.) and after the start of the Covid-19 pandemic, also seniors (55 - 74 y.o.) most likely would 
like to try online shopping. Almost all respondents who are top/middle level managers (97%) and 
technical workers (96%) have made online purchases. The same is true for  respondents with 
higher education (95%)



Have you made a purchase online?

The number of internet users who have made purchases online has grown for 2 
percentage points after the start of the Covid-19 pandemic.

How often you buy something online?

72
Source: gemiusAdHoc research, August / February 2020
 

90
80
70
60
50
40
30
20
10
0

August 2020 February 2020

78,1%

12,9% 9,0%

76,3%

14,3%
9,4%

Yes No but I plan to do it in the future No and I don't plan on doing it in the future

50

40

30

20

10

0
August 2020 February 2020

17,1%

29,2%

40,7%

12,9%
6,8%

30,8%

45,6%

16,9%

Very often (every week) Often (few times per month) Rare (one time per month or few months)

Very rare (one time in half a year or less)

There is visible significant growth also in the frequency of online shopping. More 
than 10 percentage point more internet users are now shopping online very often. 



What devices have you used to shop online?
100

90
80

70

60

50
40

30

20
10

0
August 2020 February 2020

85,9%

15,7%

67,1%

9,5% 9,5%

70,2%

9,2%

Computer Tablet Mobile phone TV (Smart TV, Blue-ray, gaming consoles, Set-Top Box)

Covid-19 pandemic has made respondents use their tablets more.
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How do you think your online spending will change in the 
next year?

45

40

35

30

25

20

15

10

5

0
It will increase It won't change It will decrease I don't know / hard to say
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Fewer people think that their online spending will increase in the following year (almost 
-2 percent points).



What are the reasons you have not made any purchases 
online?
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I want to view products with my own eyes

I don't trust delivery services

I don’t have time to shop online

I don’t trust the warranty of products
bought online

Delivery costs are too high

I’m used to traditional stores and don’t
search for any alternatives

I don’t trust the payment methods

I don't want to wait till items will be
delivered

I haven’t found the products I’m interested
in online

Shopping online is too expensive

I want to talk with consultant before buying

None of the above

Online shopping is too complicate

Other

Prices are the same as in traditional stores

0 5 10 15 20 25 30 35 40 45
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10%
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During Covid-19 there is a significant growth to reasons connected with delivery - high delivery costs 
(+11 percent points), don't trust in delivery services (+14 percent points), and don't want to wait a 
long time for delivery (+12 pp)



On which social media sites you are an active user?
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 Facebook Twitter Linkedin Instagram Youtube Pinterest Tumblr Snapchat

WhatsApp Viber TikTok Reddit Other

I don't have my personal account on any social media sites

After covid-19 pandemic, internet users are more active in their Youtube (+6.6 
percent points), Pinterest (+6 percent points) and TikTok (+2.9 percent points) 
accounts.
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Are you following Romanian influencers' accounts on 
social media sites?
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37,5%
30,1%

52,6%

61,7%

9,9% 8,2%
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More people have started to follow influencers on social media (+7 percent points) 
and also more internet users claim that they have bought things because of 
influencer recommendations (+ 4 percent points)

76Source: gemiusAdHoc research, August / February 2020
 

*Influencer - is the person who forms opinions on certain products, brands or events
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Have you ever bought a product / ordered a service 
because it was recommended by an influencer?



 

Products and services purchased from
Romanian e-commerce sites/ respondents would like to purchase:
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Clothing, footwear, accessories

Home appliances (TVs, cameras, washin…

Sports equipment

Rental and reservation services (hotel, ca…

Meal delivery to home / o�ce (pizza, sus…

Books, magazines, �lms, music

Mobile phones, tablets, gadgets

Cosmetics and other beauty products

Airline tickets, other transportation-relate…

Furniture and home decor products

Health care products

Games (board games, toys, puzzles)

Computers

Public and entertainment events tickets…

Food (except meal delivery)

Computer software (excluding video…

Cars and related equipment

Video games

Insurance & other �nancial products

Baby and mother supplies

None of the above

0 5 10 15 20 25 30 35 40 45 50 55 60

August 2020 February 2020

During Covid-19 pandemic, the biggest growth is visible in food delivery to home/office 
segment (+ 11 percent points), but the biggest drop for movie/theater / concert tickets 
(-10.6 percent points).



How much do you spend on online shopping in Romanian 
e-commerce sites per month?
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There has been an increase in spending on Romanian online shops. More people 
claim that they have spent more than 300 RON (+9 percent points). 
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How much do you spend on online shopping in foreign e-
commerce sites per month?



 

Which of the mentioned payment options you would prefer 
to use to make purchases online?

79
Source: gemiusAdHoc research, August / February 2020
 

Since the Covid-19 pandemic, there has been a significant drop of respondents who feel 
comfortable to pay for goods by cash to the delivery man (-15.5 percent points), while there 
is slight growth for payments by card online (+5 percent points) and bank transfers (+3 
percent points).

In cash at the time of delivery

By card online (credit / debit card,…

By card at the time of delivery

Using an online money transfer syste…

Bank transfer

In cash at the store

Via text message / SMS

Using virtual money (Bitcoin etc.)

None of the above

Other
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Which of the mentioned delivery options you would prefer to 
use to make purchases online?
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Since the Covid-19 pandemic, there has been a visible drop of respondents who feel 
comfortable by receiving their good delivered by courier service (-4 percent points) and 
picking the good up at agreed place (-4.5 percent points), at the same time, self-service 
terminals have become more popular (+4.2 percent points).

Delivery by courier service

Delivery by post

Pick the product at self-service
terminals

Pick the product at the store

Pick the product at the post o�ce

Online delivery (music, e-books, video
games and so on)

Pick the product at the agreed place

None of the above

Other
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