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How are South Africa’s lower-income 

supermarket retailers adapting to the needs 

of their consumers? Field agent assigned a 

survey across five of the major supermarket 

retailers in the lower LSM market to find 

out. In April, we assigned agents to visit 

retailers, make observations and feed back 

their preferences and experiences through 

photos and their answers to our questions 

in real time. 

Crowdsourcing via smartphones provides 

an unbiased, real-time understanding of 

consumer shopping habits and frustrations, 

assisting retailers to focus on relevant 

operational issues and reinforce customer 

loyalty and shopper satisfaction. Feedback 

is collected through photos, videos, audio, 

timers, and barcode scanners, capturing 

consumer insights instantaneously. 

We surveyed 70 random recipients, 

evenly spread across five lower LSM 

supermarket chains in South Africa: 

Choppies, Cambridge Foods, Boxer, OK 

Foods, and Usave. (see map)

In the survey, we looked at four known 

value items: toilet rolls (1 ply per roll), 

white bread (700g), long-life milk (per litre) 

and mince (per kg), requesting unit pricing 

and range of brands available for each. 

Pricing was verified using descriptions, 

volumes and pack prices. 

We then asked agents to identify what 

they believed to be a good bulk value 

deal and to photograph it. We also asked 

agents to rate each store on six attributes: 

availability, pricing, quality, friendliness, 

services, and location. 

Attracting low-
income shoppers
LSM groups represent a sizable portion of what is spent 

on food in South Africa. Lower-income consumers have 

a completely different mindset to middle- or higher- 

income groups. Because they have little to spend, it has 

to go a long way and nothing can go to waste. They are 

very fussy about value and quality. Just as products 

need to be seen to be fresh or of good quality, locations 

need to be convenient and in good condition. 

Products that are not aligned to meet immediate needs 

will not be bought, and retailers that do not earn shopper 

respect and trust will not do well. Continuous research into 

lower LSM shoppers’ needs and wants is essential for any 

retailer to succeed in this market.

Price per unit Boxer Cambridge Choppies OK Foods Usave

Toilet rolls 
(single ply)

3,13 2,67 2,73 3,43 3,07

White bread (700g) 10,17 8,99 8,78 9,99 10,70

Long-life milk (1litre) 11,21 10,69 10,92 11,85 11,68

Mince (per kg) 74,28 65,40 68,70 76,63 36,44

Housebrand 
Representation

Boxer Cambridge Choppies OK Foods Usave

Toilet Rolls 
(single ply)

36% 77% 21% 53% 7%

White Bread (700g) 29% 62% 7% 53% 0%

Long Life Milk (1litre) 14% 77% 0% 0% 14%

Mince (per kg) 93% 100% 100% 93% 0%

Attributes Boxer Cambridge Choppies OK Foods Usave

Availability score 14 11 13 14 9

Pricing score 14 13 14 14 14

Quality score 14 12 14 15 10

Friendly score 13 11 12 15 13

Services score 12 11 11 11 4

Location score 12 12 12 14 11





The best value on toilet paper, long-life milk and mince was 

found at Cambridge stores, while the best value for white bread 

was found to be Choppies. Cambridge house brands had the highest 

representation for toilet paper, white bread, and long-life milk. 

OK Foods were found to stock a good selection of brands in toilet 

rolls, long-life milk and bulk specials, while Boxer had a good range 

of bread brands available. 

Boxer was the only retailer found not to be have out-of-stocks  

in mince; here Usave shoppers reported the lowest availability. 

Usave also only appeared to stock mince mix (not beef), which 

would account for their apparent lower prices per kg. The top three 

bulk specials encountered across all retailers were maize meal, rice 

and flour.

In store attributes, OK Foods scored the highest. Pricing was  

the highest scoring attribute, where Cambridge foods was the only 

retailer not to score full points. The lowest rated attribute across all 

stores was services offered. The below table on shopper feedback 

illustrates some interesting insights.

Field Agent is changing the way the world collects business 

information. For more details, email us at: client@fieldagentsa.com.
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Shopper 
feedback 
(insights)

Boxer Cambridge Choppies OK Foods Usave

Positive 
insights

•	 organised •	 quality is good
•	 enjoy the early 

opening times
•	 specials 

throughout 
the month

•	 lots of bulk 
offers

•	 great layout
•	 very convenient
•	 specials through-

out the month

Negative 
insights

•	 difficulty in 
navigation

•	 long queues
•	 no variety in 

meat

•	 manage 
queues at 
month end

•	 the store 
smells

•	 must ease 
queue  
frustrations

•	 not enough 
staff at tills

•	 fruits & veg 
not fresh

•	 too much fruit 
& veg

•	 butchery could 
be bigger

•	 no variety in 
meat

•	 some meat has 
expired

•	 meat does not 
look safe

•	 there is no  
butchery

•	 poor range of 
products

•	 price tags 
bunched or  
missing




