
The Webby Awards Presents:

WHAT THEY EXPECT 
WHEN THEY’RE EXPECTING

Understanding the Sky-High Demands of the World’s Most Entitled Consumer



…where the phrase “do it yourself” 
has been replaced by "there’s an 
app for that.”

From food delivery and 
transportation to laundry and 
grocery shopping, the high-tech 
service economy is catering to 
consumers’ needs in an 
unprecedented way.

And, not surprisingly, we really 
love it.

Today’s consumers are more 
demanding than ever before… and 
their expectations are only growing.

WELCOME TO THE GOLDEN 
AGE OF EXPECTATIONS

Chapter 1
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To explore this phenomenon, we 
partnered with Harris Poll to survey 
2,000 adults in the U.S.
about their use of these services.

What we found is that not only are 
people extremely comfortable with 
using services they can summon
from an app or website, but
they’ve come to expect the same 
conveniences afforded by the 
Internet age — like real-time 
tracking, same-day delivery, and 
so on — from all the businesses and 
services they use.

The Webby Awards

The Webby Awards is the 
leading international 

organization honoring 
excellence on the Internet. 

For 19 years, we have 
honored the best of the 
Web. We receive entries 

from over 60 countries each 
year, and it is with this 

unique perspective that we 
present these insights.

Harris Poll

Begun in 1963, The Harris 
Poll weekly column is one 

of the longest running; 
most respected proprietary 

surveys conducted by 
Harris Interactive 

measuring public opinion 
and is highly regarded 
throughout the world.

Setting Your Expectations
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What do you get when you combine 
1,000 ambitious start-ups, a 
smartphone, and a generation of 
people who have been trained over 
years of “Magic” technology to have 
very high standards?

A consumer base that expects that 
level of convenience all the time, no 
matter what service they’re using... 
putting the onus on businesses to 
come up with new ways to be 
“AT THEIR SERVICE.”

QUESTION:

ANSWER:

We’ve Reached Peak Entitlement
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Convenience, Real-Time Tracking 
& Easier Payments rank as the top 3 
reasons people prefer to use 
sites/apps to traditional methods 
when booking services.

Understanding the Demand

TOP 5 REASONS CONSUMERS PREFER 
USING APPS/INTERNET SERVICES OVER 
TRADITIONAL METHODS

They like to track their purchase/service in real-time

Websites & Apps are convenient for me 

Payment is easier

They don’t have to talk to a person

They can provide instant feedback on the order

“Technology companies have revolutionized the 
consumer experience across key industries, yet 
healthcare has largely missed out. At Pager we're 
looking to create a platform for healthcare 
delivery that exceeds consumer expectations and 
therefore helps people to live longer, healthier 
lives. By making healthcare easier and 
stress-free, Pager can help people take better 
care of themselves and their families.”

Gaspard de Dreuzy, 
Pager Co-Founder

Pager

Launched in 2014, Pager gives users 
the ability to request a house call 

from a board certified physician to 
address injuries, illnesses and 

common health concerns 
on-demand.
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The four entitlements your 
business should be considering 
when interacting with your 
post-modern, digitally savvy, and 
highly demanding consumers.

HOW TO BE 
“AT THEIR SERVICE”

ⅰ. Instant Gratification

ⅱ. A Decision-Free Lifestyle

ⅲ. Complete Transparency

ⅳ.Seamless Experiences

Chapter 2
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If there’s one phrase that has come to 
define the Web, it’s “INSTANT 
GRATIFICATION.” In a matter of 
seconds, people can get answers from 
Google, movies from Netflix, or songs 
from Spotify. 

Now, they’re seeking that 
same instant gratification 
in the “real world” – and 
they’re getting it...

ⅰ. Instant Gratification

Uber

Available in 45 countries, Uber is the 
go-to app for getting a cab on the 
spot. Users tap their screen, get an 
immediate estimation of wait time, 

and can even watch their drivers' 
real-time route to know when 

they're approaching.*

First Opinion

Need a doctor’s opinion 
immediately? There’s now an app for 
that. First Opinion is an iOS app that 

lets users text board-certified 
doctors at any time of day and get a 

response within minutes.

Expect real-time 
customer service

90%

RESPONDENTS SAY

http://hrefshare.com/2dd6
http://ctt.ec/Rbvaf
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...Not only are they getting it, but apps 
like Washio (instant laundry pick-up) 
and Seamless (instant food delivery) 
have taught consumers to expect to 
be able to get whatever they 
want, whenever they want it — from 
any service.

And companies are finding 
unique ways to satisfy 
that expectation.

Expect to be able 
to schedule a 

service whenever 
they need it

89%

Seamless

Following its 2013 merger with 
GrubHub, food ordering service 

Seamless is now part of GrubHub Inc. 
and is available in 600+ U.S. cities.*

Washio

This service, launched in 2013, lets 
users arrange and pay for laundry pick 
up and delivery on demand through a 

smartphone app.

RESPONDENTS SAY

ⅰ. Instant Gratification

http://hrefshare.com/2dd6
http://ctt.ec/en28a
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Mineral water producer EVIAN did a 
promotion in NYC during the summer 
of 2013, allowing people to tweet 
#EVIANBOTTLESERVICE to have 
someone bike over with a bottle 
of water.

As a result, the company reportedly 
saw 3.5x more daily mentions of its 
brand vs. competing brands during 
the promotion, plus 2.8 million 
impressions and 750,000 
engagements on Twitter.*

ⅰ. Instant Gratification : Case Study
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Controversy about data collection and 
behavioral tracking aside, consumers 
are now accustomed to sites and apps 
learning enough about them to make 
recommendations and, in some cases, 
entire decisions. 

Whether it’s taste in clothing 
(TRUNKCLUB), meals 
(PLATED), or music 
(PANDORA), consumers have 
become so used to this level 
of personal attention that they 
want other services they 
interact with to make 
informed suggestions and 
decisions for them. 

Expect services to 
learn their tastes 

and make 
suggestions

RESPONDENTS SAY

53%

. A Decision-Free Lifestyle

Plated

Plated is a service that takes the 
decision making out of dinner. Users 

set dietary preferences and select the 
days they want a delivery, and Plated 

sends the perfect amount of 
ingredients and one of that week’s 

chef-designed recipes.

Pandora

Online radio company Pandora has 
been taking the guesswork out of 

music listening for users since 2000. 
That’s thanks to its Music Genome 

Project, an algorithm that determines 
what songs users want to hear based 

on their individual interests.

http://hrefshare.com/2dd6
http://ctt.ec/bc7cl
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In an effort to make it easier for 
customers to create customized 
sneakers, Nike launched a service 
called NIKE PHOTOID. Users connect 
their Instagram account to the site, 
choose their favorite photo, and the 
site then designs a custom pair of 
sneakers based on the 
photo’s color palate.

ⅱ. A Decision-Free Lifestyle : Case Study

Nike PhotoID

Social content 
campaign Nike PhotoID 

– created by creative 
agency AKQA – was a 
2014 Webby Nominee 

for Best Photography & 
Graphics and Best Use 

of Social Media.
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.Complete Transparency

Rate My Professors

RateMyProfessors.com helps college 
students get to know what they’re in 
for (or whose classes to avoid). The 
site hosts 14 million user-generated 
ratings for 1.3 million professors in 
7,000 schools, and it’s used by 4 

million college students per month.

Charmin - Sit or Squat

Toilet paper company Charmin 
released an app called Sit or Squat 

(Webby Honoree) which allows users 
to search, view, and rate public 

bathrooms so when they’re out and 
about they can make an informed 

decision on where to go.

"…We saw the opportunity to help solve a true 
consumer need beyond our product – which is 
finding clean, public restrooms. By providing 
this type of utility, we're positioning Charmin as 
a leader in providing the best possible bathroom 
experience and building affinity for the brand, 
while at the same time providing a valued 
service for customers."

Scott Mautz, Marketing Director NA
Charmin & Puffs Family Care

The age of Yelp reviews has given way 
to an era of consumers who expect to 
be able to base all of their decisions on 
other people’s experiences with 
products and services. 

By now, having a “customer 
reviews” section on any 
e-commerce site is a no 
brainer. However, companies 
are finding new and unique 
ways to provide transparent 
user feedback straight 
to consumers. 

Expect customer 
reviews to be 

provided

85%

RESPONDENTS SAY

http://hrefshare.com/2dd6
http://ctt.ec/ad25E
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Recognizing an opportunity in its own 
customer base to recruit new Prius 
buyers, Toyota Norway conducted the 
successful Webby-Nominated 
campaign Try My Hybrid through which 
hybrid owners connected with friends 
and strangers online to let them test 
drive their cars.

ⅲ.Complete Transparency : Case Study

Try My Hybrid

Webby Nominee in 
Automotive (2014), Try 
My Hyrbid was created 

by Saatchi & Saatchi 
Norway for Toyota
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Eliminating the middleman and cutting 
down the number of steps it takes to 
reserve a service or make a purchase is 
another highly ranked expectation for 
today’s consumers.

That means that they’re more 
likely to do business with you 
if you make it as easy as 
possible for them to 
complete or get to the next 
phase of a transaction. A 
number of businesses are 
already finding unique ways 
to satisfy consumers’ desire 
to do less themselves, and 
have more done for them.

Expect payments & 
checkouts to 
be handled

automatically

%

RESPONDENTS SAY

.Seamless Experiences

Trunk Club

Embodying the very definition of 
“making things easy” for people is 

TrunkClub, a clothing service for men 
that hand picks and ships a 

personalized selection of clothes.

78

http://hrefshare.com/2dd6
http://ctt.ec/c87N9
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Online grocer Fresh Direct expanded its 
traditional offerings by partnering with 
recipe-indexing site Foodily to launch 
POPCART: a service that allows users to 
highlight ingredients on a recipe to 
automatically have them 
added to their FreshDirect 
shopping cart.

ⅳ.Seamless Experiences : Case Study

Popcart

Popcart is a browser 
extension that works 
with Chrome, Safari, 
Firefox, and Internet 

Explorer and lets users 
add ingredients to their 

FreshDirect cart with 
one click.
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GREAT(ER) 
EXPECTATIONS

Chapter 3

By now, at least one thing should be 
clear: For consumers, the honeymoon 
period of “I can’t believe I can do this 
with my phone!” has officially given way 
to “Why can’t I do this with my phone?!”

And get ready… because our survey 
shows that in the next 5 years 
expectations are only getting higher.
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Services like PostMates and eBay Now 
already exist for same-day delivery from 
local businesses.

But consumers want more than just 
nearby establishments. They want 
same-day delivery from every 
corner of the country. That’s 
why Webby Winners AMAZON 
and GOOGLE are already 
experimenting with same-day 
delivery by drone.

Expect same-day 
delivery within 

five years

79 %

RESPONDENTS SAY

Bring on the Drones

Amazon Prime Air

Providing it’s granted permission from 
the FAA, the e-retail giant hopes to 

start using drones to deliver packages 
to consumers within 30 minutes of 

purchase by 2015.*

Google Project Wing 

In summer 2014, Google started 
conducting test flights of its own 

drone-delivery program in Australia. 
The program, Project Wing, has been in 
development for the past 2 years at the 

Google X research lab.*

“We’ve learned that our impatience is 
rewarded, so why should we wait? We expect 
more, faster, better. Concurrently, that very 
same impatience is the energy marketers use 
to sell more, faster, better. The industry is a 
black belt in Judo.”

Edu Pou, Executive Creative Director
The Barbarian Group and IADAS Member

http://hrefshare.com/2dd6
http://ctt.ec/pNcbb
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If the idea of artificially intelligent robots 
seems far fetched, consider that 40% of 
survey respondents said they expect to 
have a virtual assistant to help with child 
and pet care in the next five years. Which 
helps explain why this technology is 
already on its way.

   
   

   
 

Enter the Virtual Assistant

Jibo

Billed as the “world’s first family robot,” 
Jibo can recognize faces, take photos 

unprompted, listen and respond to 
requests, learn your preferences, and 

help with everyday tasks, like ordering 
takeout or entertaining your children. 

Jibo has raised over $2.2 million
on Indiegogo.

Jarvis

With people looking at their phone at 
an average of 150 times a day, it’s no 

wonder that text messages have 
become the predominant form of 

communication. And now you can get 
a 24/7 personal assistant who lives 

right in your SMS.*

RESPONDENTS SAY

Expect there will be
virtual assistants to

help with child &
pet care

40%

http://hrefshare.com/2dd6
http://ctt.ec/CF9lV
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Nearly 50% of surveyed consumers 
expect that in the next five years there 
will be a service that ships them 
products before they order them, 
meaning businesses need to find ways 
to anticipate and automatically meet 
their needs.

Expect there to be
a service that ships 

products before 
they order them

RESPONDENTS SAY

Meet Their Needs...Before They Have Them

Stash App

Netted, our daily email publication, 
recently covered an app called Stash. 
Users of Stash scan the barcodes of 

their beauty products and Stash keeps 
track of when they’ll run out and 

automatically sends a replacement.*

Anticipatory Shipping

In December 2013, Amazon filed a 
patent for what it’s calling 

“anticipatory shipping,” a process by 
which it will deliver packages to 

consumers before they buy them, 
based on previous orders, product 

searches, wish lists, and more.*

“Once ubiquitous, inexpensive, unlimited fiber 
capacity is in place in cities around the world, a 
visible electronic layer of life will seem 
routine—and it looks as if Americans will expect 
and demand just-in-time services based on 
predictive analytics. It's an interesting time to be 
alive. I hope that democratic governments—which 
answer the question "what is basic" for billions of 
people—will have the capacity to ensure dignified 
lives for their citizens in this context. They'd better 
hire a ton of Millennials.”

Susan P. Crawford, Director,
Harvard University’s Berkman Center 
for Internet & Society

48%

http://hrefshare.com/2dd6
http://ctt.ec/NckLU
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SHOW US WHAT YOU'RE DOING 
TO BE AT THEIR SERVICE

ENTER YOUR BEST 
WORK IN THE 

19th ANNUAL WEBBY 
AWARDS AT 

WEBBYAWARDS.COM

Final Entry Deadline December 19th
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APPENDIX:
FACT SOURCES

Pg 7 - Source: Tech Crunch
http://techcrunch.com/2014/06/06/uber-1-2b/

Pg 8 - Source: Seamless
http://www.seamless.com/all-cities/  -  http://about.grubhub.com/about-us/company-timeline/default.aspx

Pg 9 - Source: Ad Week
http://www.adweek.com/news/technology/evians-real-time-marketing-reaps-big-social-stats-159898

Pg 17 - Source: Forbes
 http://www.forbes.com/sites/stevebanker/2013/12/19/amazon-drones-here-is-why-it-will-work/

Pg 17 - Source: The Atlantic
http://www.theatlantic.com/technology/archive/2014/08/inside-googles-secret-drone-delivery-program/379306/

Pg 18 - Source: ABC News
http://abcnews.go.com/blogs/technology/2013/05/cellphone-users-check-phones-150xday-and-other-internet-fun-facts/]

Pg 19 - Source: Forbes
http://www.forbes.com/sites/onmarketing/2014/01/28/why-amazons-anticipatory-shipping-is-pure-genius/

Pg 19 - Source: Netted
http://netted.net/2014/07/14/stash/
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