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La voix du client pour le
commerce numeriqgue

23 mai 2025 - ID GO0809945 - 6 min de lecture

Par des pairs contributeurs

Les plateformes de commerce numérique facilitent les transactions en ligne en
intégrant la gestion des produits, I'engagement client et I'analyse pour stimuler la
croissance des ventes. Cette note guide les responsables d'applications a s'inspirer des
évaluations et des avis de leurs pairs, partagés sur Gartner Peer Insights.

Pour visualiser la Voix Interactive du Client pour ce marché, cliquez sur le bouton Lancer

en haut de cette page.
Qu'est-ce que le commerce numérique ?

Gartner définit le commerce numérique comme la technologie permettant aux clients
d'acheter des biens et des services via une expérience interactive, en libre-service ou
assistée. La plateforme fournit les informations nécessaires aux clients pour prendre leurs
décisions d'achat et utilise des régles et des données pour présenter les commandes
intégralement facturées. Le produit de commerce doit prendre en charge l'interopérabilité
avec les données clients, le contenu produit (par exemple, le prix, la disponibilité) et les
fonctionnalités et données de commande via des APIl. Le commerce numérique est
généralement proposé sous forme de SaaS mono ou multi-locataire, ou sous forme
d'applications PaaS (plateforme en tant que service) hébergées par un locataire unique ou

gérées. |l peut étre proposé pour des implémentations sur site dans certaines circonstances

Qu'est-ce que la « Voix du client » de Gartner Peer Insights ?

« Voix du client » est un document qui synthétise les analyses de Gartner Peer Insights

et les présente aux acheteurs de technologies et de services. Ce point de vue agrégé,
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ainsi que les analyses détaillées individuelles, complétent les recherches des experts
Gartner et peuvent jouer un réle clé dans votre processus d'achat. Les pairs sont des
évaluateurs vérifiés d'un produit ou service technologique. lls non seulement évaluent
l'offre, mais fournissent également des commentaires précieux a prendre en compte

avant de prendre une décision d'achat.

Outre la perspective historique présentée dans ce document, Gartner propose un Magic
Quadrant, dirigé par des experts, consacré au marché du commerce numérique. Pour
consulter des études sur ce marché, veuillez consulter le Magic Quadrant du commerce

numeérique .

La figure 1 présente tous les fournisseurs éligibles a la « Voix du client » du marché, classés
en quatre quadrants selon les scores attribués a l'intérét et a I'adoption des utilisateurs (axe
des abscisses) et a I'expérience globale (axe des ordonnées). Le point médian de chaque
axe, intitulé « moyenne du marché », représente le score moyen calculé exclusivement pour

les fournisseurs inclus dans le document.

Les scores d'intérét et d'adoption des fournisseurs par les utilisateurs (axe des abscisses)
intégrent trois facteurs : le volume d'avis, la propension des utilisateurs a recommander et la
couverture du marché par secteur, taille d'entreprise et région. L'expérience globale des
fournisseurs (axe des ordonnées) est un score composite qui intégre les notes moyennes
des utilisateurs pour « Expérience globale », « Capacités » et « Support/Prestation ». Voir la

section « Méthodologie » pour plus de détails.

| €=

Figure 1. Voice of the Customer for Digital Commerce
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Gartner Peer Insights “Voice of the Customer”
Digital Commerce

MARKET AVERAGE

Each quadrant is sorted alphabetically. v
Strong Performer @ Customers’ Choice
commercetools
A
Shopif
opify >
SCAYLE VTEX =
=
m
_{
4-
<
m
HCLTech (HCLSoftware) Adobe &
®
Optimizely m
w Salesforce
(&)
E Sana Commerce
E Spryker
o
>
L
-
-
<
o
w
S Aspiring Established
USER INTEREST AND ADOPTION = As of Jan 2025 © Gartner, Inc

Gartner
Source: Gartner (May 2025)

Vendors placed in the upper-right “Customers’ Choice” quadrant of the “Voice of the
Customer” have scores that meet or exceed the market average for both axes (User Interest

and Adoption, and Overall Experience).

Vendors placed in the lower-right “Established” quadrant have scores that meet or exceed
the market average for User Interest and Adoption, but are below the market average for

Overall Experience.
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Vendors placed in the upper-left “Strong Performer” quadrant have scores that meet or
exceed the market average for Overall Experience, but are below the market average for

User Interest and Adoption.

Vendors placed in the lower-left “Aspiring” quadrant have scores below the market average

for both User Interest and Adoption, and Overall Experience.
Digital Commerce Peer Reviews and Ratings

In addition to the synthesis provided by the “Voice of the Customer,” you can read individual

reviews and ratings on the Gartner Peer Insights page for this market.

The rest of this document highlights some key insights for the digital commerce market
based on 18 months of reviews and also points you to particular ways to use the site in your

buying process.

Gartner Peer Insights’ reviews give insight into end users’ willingness to recommend each
vendor. Willingness to recommend is a component of the “Voice of the Customer” x-axis. For
details, see Gartner Peer Insights Voice of the Customer Methodology. Figure 2 compares
vendors by the percent of reviewers who were willing to recommend them (see the
Methodology section for details). To create a more detailed comparison between several
vendors on your shortlist, please go to the Gartner Peer Insights page for this market and

press the “Compare Alternatives” button under the vendor/product you are interested in.

Figure 2. Voice of the Customer for Digital Commerce, Willingness to ¥
Recommend
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Gartner Peer Insights “Voice of the Customer”
Digital Commerce
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Vendor Summaries

Figures 3 through 12 summarize key information for each vendor included in the “Voice of

the Customer”:

- Reviewer demographics for reviews received in the 18-month review period, ending 31
January 2025

« Overall Rating and rating distribution

- Other ratings covering specific aspects of the experience with the vendor
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The same eligibility requirements and weighting used in the “Voice of the Customer”

quadrants also apply for ratings in the vendor summary figures, including overall star rating,

willingness to recommend and rating by category (see Gartner Peer Insights Voice of the

Customer Methodology for details). Below each image is a direct link to the user reviews on

the Peer Insights site.

Figure 3. Voice of the Customer for Digital Commerce, Adobe Vendor Summary ¥

Adobe

4.4 % % % %3 (66)

Willingness to i
Recommend 83%

Rating Histogram

Rating by Category

Number of Responses

5 Star - 52% Product Capabilities 66
4 Star - 42% Sales Experience 61
3 Star I 6% Deployment Experience 65
2 Star 0%  Support Experience 62
1Star 0% Se 5‘|o
Company Size Industry Region
Overall Reviews = 66 Overall Reviews = 66 Number of Responses = 66
10B+ USD 17% Manufacturing 26% North America 23%
1B-10B USD 23% Services 26% Europe, Middle 9%
50M - 1B USD 52% Finance 12% East and Africa
Public Sector, Gov't, Edu 9% Education 9% Asia/Pacific 64%
Other 27% Latin America 5%
Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc
Gartner
Source: Gartner (May 2025)
Read all Peer Insights user reviews for Adobe.
Figure 4. Voice of the Customer for Digital Commerce, commercetools Vendor ¥

Summary
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commercetools Willingness to 1

4.6 % % % k * (28) Recommend 89%

Rating Histogram Rating by Category Number of Responses

5 Star - 61% Product Capabilities 28

4 Star - 39% Sales Experience 27

3 Star 0% Deployment Experience 28

2 Star 0%  Support Experience 28

1 Star % 25 4|.0 45 5.|o

Company Size Industry Region

Overall Reviews = 28 Overall Reviews = 28 Number of Responses = 28

10B+ USD 7% Manufacturing 36% North America 32%

1B-10B USD 32% Retail 32% Europe, Middle 43%

50M - 1B USD 57% Finance 11% East and Africa

Public Sector, Gov't, Edu 4% Communications 7% Asia/Pacific 21%
Other 14% Latin America 4%

Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc

Gartner
Source: Gartner (May 2025)
Read all Peer Insights user reviews for commercetools.
Figure 5. Voice of the Customer for Digital Commerce, HCLTech (HCLSoftware) 4

Vendor Summary
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HCLTech (HCLSoftware)
4.4 % % % %3 (20)

Willingness to 1
Recommend 75%

Rating Histogram Rating by Category Number of Responses

5 Star - 45% Product Capabilities 20

4 Star - 45%  Sales Experience 18

3 Star I 10% Deployment Experience 20

2 Star 0%  Support Experience 20

L % 35 40 45 5.|o

Company Size Industry Region

Overall Reviews = 20 Overall Reviews = 20 Number of Responses = 20

10B+ USD 15% Manufacturing 30% North America 25%

1B-10B USD 20% Retail 25% Europe, Middle 45%

50M - 1B USD 60% Services 20% East and Africa

Public Sector, Gov't, Edu 5% Finance 15% Asia/Pacific 30%
Other 10% Latin America 0%

Note: Percent distributions may not add up to 100% due to rounding.

Source: Gartner (May 2025)

As of Jan 2025 © Gartner, Inc

Gartner

Read all Peer Insights user reviews for HCLTech (HCLSoftware).

Figure 6. Voice of the Customer for Digital Commerce, Optimizely Vendor

Summary
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Optimizely Willingness to 1

4.0 % % % % (30) Recommend 71%

Rating Histogram Rating by Category Number of Responses

sstar [} 23%  Product Capabilities 30

4 Star - 57% Sales Experience 19

3 Star . 17% Deployment Experience 28

2 Star | 3%  Support Experience 30

1 Star % 50 3|.5 40 4|.5 5.|o

Company Size Industry Region

Overall Reviews = 30 Overall Reviews = 30 Number of Responses = 30

10B+ USD 3% Manufacturing 30% North America 83%

1B-10B USD 10% Construction 17% Europe, Middle 0%

50M - 1B USD 87% Miscellaneous 17% East and Africa

Public Sector, Gov't, Edu 0% Retail 17% Asia/Pacific 17%
Other 20% Latin America 0%

Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc

Gartner
Source: Gartner (May 2025)
Read all Peer Insights user reviews for Optimizely.
Figure 7. Voice of the Customer for Digital Commerce, Salesforce Vendor 4

Summary
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Salesforce Willingness to 18

4.5 % % % k¥ (28) Recommend 81%

Rating Histogram Rating by Category Number of Responses

5 Star - 54% Product Capabilities 28

4 Star - 39% Sales Experience 23

3 Star I 7% Deployment Experience 26

2 Star 0%  Support Experience 26

1 Star % 25 4|.0 45 5.|o

Company Size Industry Region

Overall Reviews = 28 Overall Reviews = 28 Number of Responses = 28

10B+ USD 29% Manufacturing 36% North America 39%

1B-10B USD 25% Retalil 14% Europe, Middle 29%

50M - 1B USD 43% Finance 11% East and Africa

Public Sector, Gov't, Edu 4% Healthcare 11% Asia/Pacific 29%
Other 29% Latin America 4%

Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc

Gartner
Source: Gartner (May 2025)
Read all Peer Insights user reviews for Salesforce.
Figure 8. Voice of the Customer for Digital Commerce, Sana Commerce Vendor ¥

Summary

https://www.gartner.com/doc/reprints?id=1-2L5FQGF5&ct=250604&st=sb&utm_campaign=Instant Follow Up Mails&utm_medium=email&_hsen...  10/16


https://www.gartner.com/reviews/market/digital-commerce/vendor/salesforce

04/07/2025 18:53 Réimpression de Gartner

Sana Commerce Willingness to 1
4.2 % % % k- (26) Recommend 78%
Rating Histogram Rating by Category Number of Responses
5 Star - 35% Product Capabilities 25
4 Star - 58% Sales Experience 22
3 Star 0% Deployment Experience 26
2 Star I 8% Support Experience 26
1 Star % 25 4|.0 4|.5 5.|o
Company Size Industry Region
Overall Reviews = 26 Overall Reviews = 26 Number of Responses = 26
10B+ USD 4% Manufacturing 38% North America 35%
1B-10B USD 15% Services 15% Europe, Middle 38%
50M - 1B USD 73% Miscellaneous 12% East and Africa
Public Sector, Gov't, Edu 8% Construction 8% Asia/Pacific 27%
Other 27% Latin America 0%
Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc
Gartner

Source: Gartner (May 2025)

Read all Peer Insights user reviews for Sana Commerce.

Figure 9. Voice of the Customer for Digital Commerce, SCAYLE Vendor Summary 4
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SCAYLE
4.9 * * * k% (22)

Willingness to 1]
Recommend 100%

Rating Histogram

Rating by Category

Number of Responses

5 Star _ 86% Product Capabilities 21

4 Star . 14% Sales Experience 20

3 Star 0% Deployment Experience 20

2 Star 0%  Support Experience 22

L % 4!0 4|.5 5.|o

Company Size Industry Region

Overall Reviews = 22 Overall Reviews = 22 Number of Responses = 22

10B+ USD 0% Retail 64% North America 5%

1B-10B USD 27% Manufacturing 23% Europe, Middle 95%

50M - 1B USD 73% Media 5% East and Africa

Public Sector, Gov't, Edu 0% Miscellaneous 5% Asia/Pacific 0%
Other 5% Latin America 0%

Note: Percent distributions may not add up to 100% due to rounding.

Source: Gartner (May 2025)

Read all Peer Insights user reviews for SCAYLE.

Figure 10. Voice of the Customer for Digital Commerce, Shopify Vendor

Summary

As of Jan 2025 © Gartner, Inc

Gartner
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Shopify Willingness to 18
4.5 %k kx k¥ (47) Recommend 91%
Rating Histogram Rating by Category Number of Responses
sstar [ 53%  Product Capabilities 47
4 Star - 43% Sales Experience 38
3 Star I 4% Deployment Experience 44
2 Star 0%  Support Experience 44
1 Star % 40 45 5.|o
Company Size Industry Region
Overall Reviews = 47 Overall Reviews = 47 Number of Responses = 47
10B+ USD 2% Manufacturing 36% North America 47%
1B-10B USD 11% Services 21% Europe, Middle 19%
50M - 1B USD 81% Finance 11% East and Africa
Public Sector, Gov't, Edu 6% Retail 9% Asia/Pacific 32%
Other 23% Latin America 2%
Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc
Gartner

Source: Gartner (May 2025)

Read all Peer Insights user reviews for Shopify.

Figure 11. Voice of the Customer for Digital Commerce, Spryker Vendor Summary 4
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Spryker Willingness to 1
4.3 % % *x k3 (22) Recommend 73%
Rating Histogram Rating by Category Number of Responses
5 Star - 36% Product Capabilities 22
4 Star - 59% Sales Experience 18
3 Star I 5% Deployment Experience 22
2 Star 0%  Support Experience 21
1 Star % 25 4|.0 45 5.|o
Company Size Industry Region
Overall Reviews = 22 Overall Reviews = 22 Number of Responses = 22
10B+ USD 18% Manufacturing 32% North America 14%
1B-10B USD 27% Retail 23% Europe, Middle 73%
50M - 1B USD 55% Communications 14% East and Africa
Public Sector, Gov't, Edu 0% Energy and Utilities 14% Asia/Pacific 14%
Other 18% Latin America 0%
Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc
Gartner

Source: Gartner (May 2025)

Read all Peer Insights user reviews for Spryker.

Figure 12. Voice of the Customer for Digital Commerce, VTEX Vendor Summary ¥
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VTEX Willingness to i
4.8 % % % k % (63) Recommend 98%
Rating Histogram Rating by Category Number of Responses
5 Star _ 78%  Product Capabilities 63
4 Star . 22% Sales Experience 60
3 Star 0% Deployment Experience 63
2 Star 0% Support Experience 62
1 Star 0% 4!0 4|.5 5.|o
Company Size Industry Region
Overall Reviews = 63 Overall Reviews = 63 Number of Responses = 63
10B+ USD 13% Retail 46% North America 11%
1B-10B USD 25% Manufacturing 43% Europe, Middle 25%
50M - 1B USD 59% Education 3% East and Africa
Public Sector, Gov't, Edu 3% Communications 2% Asia/Pacific 3%
Other 6% Latin America 60%
Note: Percent distributions may not add up to 100% due to rounding. As of Jan 2025 © Gartner, Inc
Gartner

Source: Gartner (May 2025)

Read all Peer Insights user reviews for VTEX.

Methodology

A full description of the methodology can be found on the Gartner Peer Insights Voice of

the Customer Methodology page.

Voice of the Customer includes vendors with products aligned to the market that have 20 or
more eligible published reviews (and 15 or more ratings for “Capabilities” and
“Support/Delivery”) during the 18-month consideration period ending 31 January 2025.
Reviews from vendor partners or companies with less than $50 million in revenue are

excluded.
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In the digital commerce market, Gartner Peer Insights published 789 reviews and ratings
during the consideration period. For details, see Gartner Peer Insights Voice of the

Customer Methodology.

The data used in this report is drawn from reviews on Peer Insights, a free peer review and
ratings platform that regularly publishes new reviews. The “Voice of the Customer”
methodology uses a snapshot of reviews data from a defined time frame and does not
automatically update as new reviews are published. The external Peer Insights site will

always have the most updated peer view of the vendors and products in this report.

The numerical ratings scores in each vendor summary graphic (shown as “Rating by
Category”) are best interpreted as sample statistics with a reasonable margin for error and

not as exact values.

© 2025 Gartner, Inc. et/ou ses filiales. Tous droits réservés. Gartner est une marque déposée de Gartner, Inc. et
de ses filiales. Cette publication ne peut étre reproduite ou distribuée sous quelque forme que ce soit sans
l'autorisation écrite préalable de Gartner. Elle présente les opinions de I'organisme de recherche Gartner, qui ne
doivent pas étre interprétées comme des déclarations de faits. Bien que les informations contenues dans cette
publication proviennent de sources considérées comme fiables, Gartner décline toute garantie quant a
I'exactitude, I'exhaustivité ou la pertinence de ces informations. Bien que les recherches de Gartner puissent
aborder des questions juridiques et financieres, Gartner ne fournit pas de conseils juridiques ou
d'investissement et ses recherches ne doivent pas étre interprétées ou utilisées comme telles. Votre acces et
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directeurs sur l'indépendance et I'objectivité ». Les recherches de Gartner ne peuvent pas étre utilisées comme
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