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Researchers at Stockholm School of
Economics and Bambuser Uncover
Key Insights on Video Commerce in
Retail

New research reveals video commerce increases willingness to pay by
over 60% and enhances customer engagement.

Stockholm, December 4, 2024—Researchers Karina T Liljedal and Hanna Berg from the
Stockholm School of Economics, in collaboration with the Swedish Retail and Wholesale
Council and Bambuser, have released a report examining the evolving landscape of digital
customer interactions in physical stores.

The research highlights (full report in Swedish) the growing relevance of video
commerce and the role of live shopping in fostering deeper customer engagement,
authentic interactions, and influencing purchasing decisions. The project has shown
overall positive effects when retail companies implement and offer different types of
video-based service encounters. As a result, video commerce emerges as a cost-effective
strategy to boost customer satisfaction, deepen engagement, and drive sales growth.

In an experiment involving the impact of recorded video content on e-commerce,
Product display pages (PDPs) with and without video content, the results were clear:
consumers were willing to pay significantly more (increasing 60,91%) for a product
when a video was included on the product page. Research highlights that recorded video
content not only enriches online product information but also enhances the overall
shopping experience, creating a more engaging and consumer-friendly environment.

The research also delves into digital clienteling, where personalized video customer
meetings enhance the customer experience. Key insights include: purchase intent, brand
perception, product quality perception and the willingness to pay. While the length of
video calls did not directly increase the likelihood of a purchase, they did boost the value
of purchases made. Approximately 15% of video customer meetings led to a purchase
during the call, underscoring the potential of personalized video engagement.

“Our research indicates that video really makes a difference in both digital service
encounters and in e-commerce in general. We were surprised by how consistently
consumers were willing to spend more for products bought using video, spanning one-to-
one and video enhanced e-commerce” said Karin T Liljedal, Stockholm School of
Economics.
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https://handelsradet.se/app/uploads/2024/11/Sammanfattning-2024_7-ENG.pdf
https://handelsradet.se/forskning-och-utveckling/publikationer/

“The findings highlight the transformative impact of video commerce in fostering deeper
customer connections and enhancing engagement. We are excited to see such compelling
evidence of its benefits, which perfectly align with our vision for the future of digital
commerce” said Maryam Ghahremani, CEO of Bambuser.

The research team conducted a series of studies, including a literature review, five
experiments, three analyses of store data and live shopping broadcasts, seven focus
groups with a sample of American and British consumers, and an interview study. They
also collaborated with doctoral researcher Ksenia Mischa Rundin, who specializes in live
shopping.

This collaborative report reveals that digital touchpoints—particularly video-based
interactions—are not just a temporary trend but are becoming integral to the shopping
experience, both online and in physical stores. Live shopping, digital clienteling, and video-
enhanced product displays offer retailers new ways to build stronger customer
relationships and drive increased engagement and sales.

About Swedish Retail and Wholesale Council

The Swedish Retail and Wholesale Council is a foundation consisting of employers
associations (Fremia and Svensk Handel) and national labour unions
(Akademikerforbunden, Handelsanstalldas forbund and Unionen). The Swedish Retail and
Wholesale Council's overall aim is to strengthen the competitiveness of Swedish retail
business and to create good conditions for employees.

About Bambuser

Bambuser is the world’s leading virtual commerce company with the largest customer
base in its industry. More than 250 brands from 40+ countries leverage Bambuser's best-
in-class solutions.

Bambuser is truly global with headquarters in Stockholm and offices in New York, London,
Paris, Tokyo, and Turku, and with a passionate team speaking more than 30 languages.
Founded in 2007 as a livestreaming pioneer, trusted by the world’s leading news agencies,
Bambuser pivoted to Live Shopping in 2019, leveraging its legacy as the industry leader in
video-first technology.
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