FROM CANOPY TO STORE

How to Turn Fuel Customers into Store Customers

For convenience retailers, in-store sales generate nearly three-fourths (72.6%) of
gross profit dollars.1 Unfortunately, estimates suggest that a similar percentage of
consumers drive away after refueling.2 Understanding this—and how to correct
it—is one of the core challenges facing the industry.
GasBuddy has studied this issue extensively. Our findings indicate that forecourt
conversion rates are highly sensitive to whether or not retailers meet consumers’
basic needs for safety, cleanliness, and hospitality. Furthermore, consumers show
strong interest in specific strategies and promotions that can help convert fuel-only
customers and drive incremental visits from those who already visit the
convenience store.
This report summarizes key findings from surveys conducted in July and December
2018. GasBuddy surveyed active and engaged users to learn more about their
habits and behaviors. Total responses equaled 15,163 and 20,419, respectively.
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CURB APPEAL MATTERS
Frequent c-store customers say these factors have a strong or moderate
influence on their opinion of a store before going inside.

Store design
and upkeep

Cleanliness of
the fueling area
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lighting

Brand
reputation

Opinions of friends
and family

The forecourt is the first handshake that welcomes customers to the store. If
consumers perceive a store as dirty, boring, or unexceptional, then they’re unlikely
to come inside. Retailers must prioritize ‘the basics’ of safety, cleanliness, and
hospitality before addressing higher-level needs.
Reputation matters as well. Retailers no longer own their brand—the customers do.
What they say in online reviews and share with friends and family has a significant
impact on brand perceptions. The good news is that retailers own the experience.
By providing a world-class customer experience and monitoring consumer
feedback, retailers can boost their brand’s reputation and drive sales.

TIP: Has your company established procedures to actively monitor online ratings and
reviews? One major fuel brand relies on GasBuddy Business Pages to identify stores
that fall below brand standards and prioritize corrective action.
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RESTROOMS GENERATE SALES

Q:
How often do you make a purchase
after using the restroom at a gas
station’s convenience store?

DON’T MAKE
THESE MISTAKES

Q:
What are the top reasons
for avoiding convenience
store restrooms?

22.60% Frequently
56.08% Occasionally
21.32% Not at all

83.75%

Restroom was dirty

57.86%
...BUT THEY MUST BE CLEAN!

Restroom was outdated
and/or poorly maintained

Q:
Have you visited a gas station’s
convenience store with the intent
of using the restroom, but decided
to leave and go elsewhere?

40.82%

C-store was outdated
and/or poorly maintained

37.57%

Restroom required a key
or an access code

Yes
No

26.84%
I didn’t feel safe
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TELL CUSTOMERS YOU’RE THE BEST

Q:

If a gas station’s convenience store promoted their commitment to clean,
quality restrooms, would that influence you to visit?

Probably
Definitely

Every restroom visit is a sales opportunity. It’s a chance to connect with fuel-only
customers who would otherwise rarely—or never—wander inside the store.
Unfortunately, retailers who provide outdated, dirty, or poorly maintained facilities
are not equipped to leverage this opportunity.
Restrooms are a litmus test for overall store quality. When retailers fail to meet the
need for safety and cleanliness, it casts doubt upon every aspect of their
operations—especially foodservice. As retailers continue to place increased
emphasis on hot dispensed beverages and proprietary foodservice, quality
restrooms are non-negotiable. Today’s consumers expect it.

TIP: Even the best retailers have individual locations that sometimes fall below brand
standards for restroom quality. Monitor online reviews to identify potential issues the
moment they occur.
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“My stores are clean. What else can I do?”
REACH CONSUMERS
WHERE THEY’RE AT

Q:

How many consumers look at
their phone while refueling?

DELIVER RELEVANT OFFERS

Q:

Would the following mobile
phone advertisements
influence your decision to visit
a convenience store brand?

Healthy food
options

OVERALL
55.11%

18-34
72.59%

It’s safe to assume that every
customer carries a smartphone.
More than 1-in-2 look at it while
refueling—as do nearly 3-in-4 of
consumers ages 18-to-34. This
opens many opportunities to drive
in-store sales through relevant
offers and promotions.
Fuel discounts resonate especially
well. In a recent GasBuddy study,
65% of consumers said gas prices
impact their ability to spend money
on other items and services.

Redeemable coupons
for convenience
store products

Loyalty rewards
for convenience
store products

Loyalty rewards
for fuel savings

Female

Male

TIP: GasBuddy can help. Leading retailers leverage the Pay with GasBuddy network to
drive fuel sales with targeted GasBack discounts. Our Shopper Marketing Solutions
also build brand awareness for advertisers and drive additional visits to retailers.
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CONSUMERS SHOW AN INTEREST IN REWARDS PROGRAMS

Q:

Do you use rewards programs from
gas stations or convenience stores?

Q:

If yes, how frequently
do you use them?
48.78% Very frequently
34.20% Somewhat frequently
12.84% Somewhat rarely
4.17% Very rarely

70.52% Yes
29.48% No

BUT ISSUES PREVENT
SOME CONSUMERS
FROM ADOPTING THEM

Q:

Why do you rarely use
rewards programs from
convenience retailers?

TRY SOMETHING DIFFERENT

Q:

What would change your mind?

Ability to build up
points and spend on
whatever I want

The savings are minimal

Earn discounts on fuel for
my in-store purchases

The discounts are for
products that I don’t
purchase

Discounts on products
that I purchase daily
or weekly

It doesn’t offer anything
that I care about

Discounts on car washes

I don’t like carrying
another card

Ability to skip the checkout
line by scanning items and
paying on my phone

It’s too confusing

Female

Male

TIP: GasBuddy can promote your rewards program. Drive additional app downloads
using GasBack offers, promote discounts to a targeted audience, and more. Contact
us to learn how we can partner together.
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How GasBuddy Can Help
RETAILERS
●

Ensure your stations are found wherever
consumers search—Google Maps, GasBuddy,
Apple Maps, and more.

●

Leverage location and ratings data to provide
performance insights across your brand

●

Reveal how your stores compare to your
competitors

●

Drive incremental sales by offering targeted
discounts to Pay with GasBuddy cardholders

●

Promote app downloads using GasBack
promotions

For a demo, contact pages@gasbuddy.com

ADVERTISERS
●

Drive visits and increase brand awareness
with native-advertising units

●

Reach consumers during the path to
purchase

●

Leverage analytics to provide visit uplift and
campaign insights

To learn more, contact advertising@gasbuddy.com

Sources:
1. NACS 2017 State of the Industry Report
2. https://csnews.com/get-fuel-only-customers-your-store-knowledge
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