ANJA &
FI\VIN\ND

GROUP

THE FUTURE OF
E-COMMERCE



6 MARKETS
A GLOBAL =] mo
STUDY




LAGGARDS

WHO ARE
PROSUMERS? MAINSTREAM

20%-30% PROSUMER
PROSUMERS ADOPTION

INSTIGATORS

Source: Havas Worldwide Prosumer survey, 2019
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E-COMMERCE
HAS BECOME

A NEW NORM

84% 61%

PROSUMERS MAINSTREAM

Nowadays, it feels like the e-commerce experience
is better than the in-store experience.
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TO THE POINT IT
HAS BECOME

SECOND NATURE

79% 53%

PROSUMERS MAINSTREAM

During Covid-19, spending time
surfing /shopping on e-commerce platforms
was essential to keep me entertained.
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49/24 79/46 80/70 75/47 85/59 93/77
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IT WILL STAY THAT WAY FOR MANY CATEGORIES

After the COVID-19 crisis, | will be more likely to shop for these categories of products online rather than in-store:

77
58 59
I |

Clothing Groceries and other
food items

B Prosumer ™M Non-Prosumer

76
60 60
53
41 41 38

30
17
Luxury items Electronic products and Banking and finance Health-related products Cars and automotive Beauty products
services (e.g., from pharmacies, accessories

healtcare brands)
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Accuell  Produit Voyages Mes Courses  Electricit

Philips Avance Collection HD9745-90, Hot air
fryer, 0,8 kg, TurboStar, 1 h, 4 personne(s), ...

= amazon \Y

New Philips Avance XXL Digital Tw Q

@ Sélectonnez votre adresse de Ivrason

CREATE MOMS FRYER AR . Froouse
Automatique 3 A (haud Sans Mude

CEN
. W+ no order minimum shipping
Walmarts Restrictions spply
l Iry it free
Pheligs
New Philips Avance XXL Digital Twin TurboStar
Airfryer Black/Silver - HD9650/96
wAkhd (46) Qratings  Hcomments

V)

BUT IT HAS ALSO CREATED A HOMOGENEOUS SHOPPING EXPERIENCE

M
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E-COMMERCE
MIGHT BE LOSING

ITS LUSTER

27% 38%

PROSUMERS MAINSTREAM

Buying online is convenient, but most of my
e-commerce experiences are really boring.

11 = @ === o
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32/24 35/44 22/45 45/46 19/17  19/46
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HOW TO MAKE E-COMMERCE SHINE?
WHEN CREATIVITY MEETS COMMERCE



1. THE NEW RULES OF E-COMMERCE



THE NEW RULES OF E-COMMERCE

The debt >90

Free shipping & returns
Fast & seamless delivery
Good customer ratings

The nice to have >50

Loyalty discounts
Purchase recommendations
Variety of options

Where you can make
a difference >30

Inspiration board
Mimic in-store experience
Info about product impact



FREE SHIPPING & RETURNS

93% 89%

PROSUMERS MAINSTREAM U.K. Spain ltaly France Switzerland Germany
Young Adults 158% —9.2% 108% -~ 111% -~ 205% -~ 10.6%
In a post-COVID-19 world, how important is each of the Adults 0.0% 8.0% 8.79% 7% 14.9% 1%
following website /app attributes? Free shipping & return.
Seniors 7.5% 8.4% 7.4% B 6.2% 7.1% 6.6%

94/88 95/91 94/84 83/88 95/95 95/89
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FREE SHIPPING & RETURNS

Gold Lion — Creative E-commerce

Taking advantage of
wardrobing while
other e-tailers blacklist
customers who return
items too often.
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SEAMLESSNESS & FAST DELIVERY

Fundraising from operators of "dark

95 O/ 8 5 O/ stores” in millions of euros
gopuff
PROSUMERS MAINSTREAM A
Q
Brands have a duty to make the product-return Glove 1280
I ible.
process as easy/seamless as possible @ 1,050
91% 80% -
O O Flink~ 292
PROSUMERS MAINSTREAM
- FANCY 125
In a post-COVID-19 world, how important is each of the following

website /app attributes? Fast delivery (within 1-2 days).



SEAMLESSNESS CASE STUDY

foae ()7 Jo{c]

thNEWES N ASTEST

COOLES MAY 10 ORDER KFC

Inventing seamless experiences
within a specific context: gaming
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CUSTOMER RATINGS

Glossier.

REVIIW HIGHLIGHTS

93% 79%

PROSUMERS MAINSTREAM

L& & & &%

Fimally figured it out?

H ypoma hasd muicesd me aftar my fing few spplicationa | wouldse gin
this 1 stars - the smucdgy. blobchy mess was a far ory from the
ethereally colorful. shimmering eves prossised by Gl Read More

'."T-'-__—..- HB

"

In a post-COVID-19 world, how important is each of the following 2l el
1 Graal product
Bought a lidetar dug in Fawn and Cub. These are 1o easy bo spply
and band using just a fingertip. They gve a really pratty subthe
& shirnmer 1o iy eyebd (hat leokd better than & naked b Rasd More

M 5

website /app attributes? Access to customer reviews/ratings.
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87/67 93/76 94/82 88/73 94/86 97/90
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THE NEW RULES OF E-COMMERCE

The debt > 90

Free shipping & returns
Fast & seamless delivery
Good customer ratings

The nice to have > 50

Loyalty discounts
Purchase recommendations
Variety of options

Where you can make
a difference > 30

Inspiration board
Mimic in-store experience
Info about product impact



LOYALTY DISCOUNTS

87% 79%

PROSUMERS MAINSTREAM Le paiement mobile de Starbucks plus
In a post-COVID-19 world, how important is each of the pOpUIalre que GEUX d Apple et Google

following website /app attributes? Loyalty discounts. LN A

= g SE o

86/80 84/72 88/77 81/72 91/90 87/83
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PURCHASE

RECOMMENDATIONS

77% 56%

PROSUMERS MAINSTREAM

In a post-COVID-19 world, how important is each of
the following website /app attributes?
Recommendations based on past purchases.

Il = == &0 -
raln I

64/45 65/46 85/67 66/43 81/69  88/71
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VARIETY OF OPTIONS

IKEA Becomes First Retailer To Let

4 3 % 4 2 % Customers Pay Using Time

PROSUMERS MAINSTREAM
REVENDRE SON ANCIEN TELEPHONE LORS D’UN ACHAT SUR BACK
What are the most important elements of a MARKET 2
good mobile e-commerce experience? BackeMarket
Gives me a variety of payment options. Le BlooD)

I I E EE —— Le bitcoin : une méthode de paiement

désormais acceptée par les e-commerces
32/43 48/36 23/28 43/34 56/60 54/51 [ECN
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THE NEW RULES OF E-COMMERCE

The debt > 90

Free shipping & returns
Fast & seamless delivery
Good customer ratings

The nice to have > 50

Loyalty discounts
Purchase recommendations
Variety of options

Where you can make
a difference > 30

Inspiration board
Mimic in-store experience
Info about product impact



INSPIRATION SHOPPING

47% 31%

PROSUMERS MAINSTREAM

| think brands could make the e-commerce experience more fun by:

Allowing people to create inspiration boards on-site (Pinterest).

= = Py ™

39/18 53/26 44/38 34/23 48/33 60/50

#monkistyle

We LOVE to see u all & your unique style. Pis keep
tagging @monki to share ur A-MAZE-ING
#monkistyle with us!

h
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MIMIC IN-STORE EXPERIENCE

33% 25%

PROSUMERS MAINSTREAM

e E-shop SMMPacls  Contact

What are the most important elements of a good
Your Secrets Become Ours

mobile e-commerce experience? Makes shopping fun,
as enjoyable as an in-store experience.

E— L& ) L EVERYBODY HAS SECRETS White
I I — #E — m 69,00 €
29/20 34/21 41/36 30/19 28/20 37/35 L. L g—— esroox
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MINDFUL INFORMATION

35% 28%

PROSUMERS MAINSTREAM

TRABITIONAL KETALL

What are the most important elements of a good mobile e- I
commerce experience? Provides information that helps me shop

mindfully (e.g., product sourcing, environmental impact). Craquez pour le produit ayant A MADE IN FRANCE

les valeurs qui vous © PREMIUM
& UPCYCLING

o N LA _{.} ressemblent. & FATTALIIN
— m ﬂ @ I Ao avons s de et s derie s produis guc £ NATUREL

r de Montmartre et cette créme 100% 5 CADEAU PARFAIT

29/20 28/23 33/28 40/25 39/37 38/37 w nio

+ CHOOSETHEFUTURE
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96
85

PRIVACY (NOT
SELLING/SHARING
PERSONAL
INFORMATION)

PRIVACY (NOT
SELLING/SHARING
PERSONAL
INFORMATION)

91 g9

PRIVACY (NOT
SELLING/SHARING
PERSONAL
INFORMATION)

96
86

FAST DELIVERY
(WITHIN 1-2 DAYS)

83
69

FAST DELIVERY
(WITHIN 1-2 DAYS)

88
78

FAST DELIVERY
(WITHIN 1-2 DAYS)

88

77

LOYALTY DISCOUNTS

86
80

LOYALTY DISCOUNTS

84
72

LOYALTY DISCOUNTS

IN A POST-COVID-19 WORLD, HOW IMPORTANT IS EACH
OF THE FOLLOWING WEBSITE/APP ATTRIBUTES?

84
69

ONE-TOUCH
PURCHASES (NO NEED
TO REINPUT ADDRESS,
PAYMENT INFO, ETC.)

68

ONE-TOUCH
PURCHASES (NO NEED
TO REINPUT ADDRESS,
PAYMENT INFO, ETC.)

66
58

ONE-TOUCH
PURCHASES (NO NEED
TO REINPUT ADDRESS,
PAYMENT INFO, ETC.)

85
67

RECOMMENDATIONS
BASED ON PAST
PURCHASES

64

45

RECOMMENDATIONS
BASED ON PAST
PURCHASES

65

46

RECOMMENDATIONS
BASED ON PAST
PURCHASES

M Prosumer

63
52

REAL-TIME CHAT WITH
AUTOMATED
CUSTOMER SERVICE
(CHATBOT)

44
30

REAL-TIME CHAT WITH
AUTOMATED
CUSTOMER SERVICE
(CHATBOT)

59

REAL-TIME CHAT WITH
AUTOMATED
CUSTOMER SERVICE
(CHATBOT)

REAL-TIME
CONNECTION WITH A
HUMAN
REPRESENTATIVE
(E.G., VIDEO
NTERACTION, ONE-TO
ONE SHOPPING
ADVICE, CHAT)

52
I 40
REAL-TIME
CONNECTION WITH A
HUMAN
REPRESENTATIVE
(E.G., VIDEO
NTERACTION, ONE-TO-

ONE SHOPPING
ADVICE, CHAT)

67
I 50
REAL-TIME
CONNECTION WITH A
HUMAN
REPRESENTATIVE
(E.G., VIDEO

NTERACTION, ONE-TO-
ONE SHOPPING

ADVICE, CHAT)

B Non-Prosumer

94
I 84
FREE SHIPPING

94
88

FREE SHIPPING

95 g1

FREE SHIPPING

92 85

FREE RETURNS

95
89

FREE RETURNS

91 26

FREE RETURNS

91
71

ECO-FRIENDLY
PACKAGING

79
66

ECO-FRIENDLY
PACKAGING

66

ECO-FRIENDLY
PACKAGING

94

62

ACCESS TO CUSTOMER LOW PRICES
REVIEWS/RATINGS
87
79
74
67
ACCESS TO CUSTOMER LOW PRICES
REVIEWS/RATINGS
93
85 85
76
ACCESS TO CUSTOMER LOW PRICES

REVIEWS/RATINGS

98
87

TRUST

94
86

TRUST

94 g1

TRUST



2. PURPOSE BEYOND CLICKS



E-COMMERCE
HAS TO BE

ABOUT MORE
THAN JUST
ACCESS

58% 55%

PROSUMERS MAINSTREAM

In the future, | expect tech companies like
Alibaba and Amazon to: Ban products/services
that have a negative impact on society.

Il = == &0 -
raln I

58/47 53/43  45/63 56/54 68/62  64/63
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SUSTAINABLE FROM BEGINNING TO END

83% 70%

PROSUMERS MAINSTREAM

In a post-COVID-19 world, how important is each of the

following website /app attributes? Eco-friendly packaging.

11 = == k& -

79/66 66/51 91/71 71/67 85/77 95/87

51% 38%

PROSUMERS MAINSTREAM

The COVID-19 crisis has changed my shipping expectations in
the following ways: | expect my deliveries to be green and
sustainable (e.g., local delivery, delivery by bike).

1l = == & =
— ralns I

48/34 28/19 52/52 35/26 57/36 69/61
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TAKE CARE OF YOUR PEOPLE

51% 8%

PROSUMERS MAINSTREAM

The COVID-19 crisis has changed my shipping
expectations in the following ways: | expect the
delivery employee to be paid well.

e Amazon News &

.@sensanders We've created over 130K
new full-time jobs in the last year alone.
Good jobs w/highly competitive pay &
full benefits. Avg hourly wage in the U.S.
for a full-time associate in our fulfillment
centers, including cash, stock, &
incentive bonuses, is over $15/hour (1/2)

PY Eernie Sanders ©

2epros

Just Eat, déja plus de 2 000 livreurs en CDI
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RE-COMMERCE AS THE FUTURE OF E-COMMERCE

R 2%

2% of the total weight of the fashion and luxury sector, the
global second-hand market should grow by 15 to 20% per
year over the next five years (Boston Consulting Group x

For me, the future of e-commerce will be:
Platforms that focus on secondhand products
(fashion, home décor, electronics, etc.).

11 = == hed -

52/37 35/28 13/31 36/28 30/30 43/44

Vestiaire Collective).
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3. BE ON THE RIGHT SIDE OF DATA HISTORY



PRIVACY IS
GAINING

MOMENTUM

94% 899%

PROSUMERS MAINSTREAM

In a post-COVID-19 world, how important is each of
the following website /app attributes? Privacy.

1B == &0 -
raln I

91/88 91/89 96/85 91/87 97/95  97/90

M
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DATA
EDUCATION

SHOULD BE
MANDATORY

78%

MAINSTREAM

89%

PROSUMERS

| am vigilant with my children so they avoid
sharing their data on the internet.

Il = == &0 -
raln I

86/80 86/76 88/75 93/74 96/89 81/77
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JUDGMENT DAY HAS ARRIVED

76% 65%

PROSUMERS MAINSTREAM

Attt P”Va,CY-
That's |PIQone :

= = & =
I I — 25 < I '
70/58

87/65 86/75 75/65 61/53 83/76
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HASSLE FREE TRANSPARENCY IS A MATTER OF UX

‘F)t) dudewithsign

Soho New York

e

55%  43%

IT TAKES TO READ

THE AMAZON KINDLE'S PROSUMERS MAINSTREAM 1 & :
TERMS AND CONDITIONS? . &
| think the measures to protect the use of my \\\\ A

online data complicate my internet browsing.

Qv

332608 J'aime

H havas
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THE NEW DATA
TRADE-OFF:

BETTER CUSTOMER
SERVICE

45% 33%

PROSUMERS MAINSTREAM

I’m willing to share my personal data with brands and
companies if it guarantees: | will get better customer service.

Il = == &0 -
raln I

46/21 38/27 62/53 45/29 52/33  57/55
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THE NEW DATA TRADE-OFF: READY TO PAY PEOPLE FOR THEIR DATA?

53% 43%

PROSUMERS MAINSTREAM

I’m willing to share my personal data with brands and

companies if it guarantees: I'll be financially compensated.

i == B -
- ralny I

11 =
53/40 58/38 46/37 55/42 56/46 54/43

Facebook récolte depuis 2016 des données (trés) personnelles sur des utilisateurs Ggés de 13 & 35 ans.
L'entreprise leur verse en échange une somme d'argent tous les mois.

Using Aetna's new app and
personalized rewards program could
pay for your Apple Watch

H havas
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4. FROM A PLACE TO BUY TO A PLACE TO SOCIALIZE



TWO WAYS FORWARD




TWO WAYS FORWARD




ONE WAY: ,,COMMUNITIZING* THE E-COMMERCE EXPERIENCE

51% 37%
PROSUMERS MAINSTREAM

| think brands could make the e-commerce experience more
fun by: Enabling people to shop together (like in real life).

52% @ 33%
PROSUMERS MAINSTREAM

For me, the future of e-commerce will be: Platforms
that allow shoppers to interact with one another.

Business

Comment Pinduoduo a dépassé Alibaba pour

devenir la plateforme de e-commerce la plus
populaire de Chine

«C'est trés ludigue, on voit le
prix descendre au fur et a
mesure que l'on constitue un
groupe»

Le Journal
du Dimanche

H havas
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TWO WAYS FORWARD




READY FOR
SOCIAL

COMMERCE?

57% 31%

PROSUMERS MAINSTREAM

Being able to shop directly on social media
will: Make the experience more fun.

M

1B == &0 -
raln I

31/14  41/19  77/55 38/13  65/36  66/51
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BUT IT WILL MAINLY DEPEND ON OUR
REALTIONSHIP WITH INFLUENCERS

60% 37%

PROSUMERS MAINSTREAM

| like to discover and buy new
products from influencers | follow.

I —— . ) L& 0 n

S
38/16 47/31 71/59 51/23 68/32 70/65




INFLUENCERS
HAVE BECOME

“SALES
MONKEYS”

73% 69%

PROSUMERS MAINSTREAM

| feel influencers on social media
have become “sales machines”.

Il = == &0 -
raln I

79/79 79/58 56/66 79/64 80/75  69/70
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THEY HAVE TO TAKE RESPONSIBILITY

84% 74% 91% 79%

PROSUMERS MAINSTREAM PROSUMERS MAINSTREAM
| want influencers to be held responsible for the Shopping via social media should require as much of a
products/services they recommend. guarantee /information as traditional e-commerce experiences.
11 E = & = 11 E = & =
78/68 81/69 94/86 84/71 81/69 83/80 82/71 86/72 95/83 90/76 96/89 91/84

H havas
village



75%

PROSUMERS

WITH THAT IN MIND,
LIVE SHOPPING HAS A PROMISING FUTURE

54%

MAINSTREAM

| think live shopping sessions are a good

way to make the e-commerce experience

*

more fun and entertaining.

N S

21

61/43 67/36 79/68 68/39 81/62 84/79

10%

of e-commerce sales in China
are made via live-video.
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THE EMPIRE

EASY, CHEAP AND FAST ACCESS TO EVERYTHING
EXPANDING IN EVERY POSSIBLE CATEGORY
DATA X PRODUCT X SERVICE

« | KNOW YOUR NEEDS AND COVER THEM ALL »




ONE STOP
SHOP THAT

KEEPS
EXPANDING

70% 61%

PROSUMERS MAINSTREAM

For me, the future of e-commerce will be: Huge
platforms where you can access everything you want
quickly (e.g., Amazon, AliExpress).

Il = == &0 -
raln I

58/48 69/58 62/57 64/52 77/74 88/78
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DATA
X
PRODUCT

X
SERVICE

61% 39%

PROSUMERS MAINSTREAM

| expect my e-commerce shopping experience to:
Be tailored to my needs through personalization
and artificial intelligence.

Il = == &0 -
raln I

42/28 58/29 60/54 57/25 69/43  68/60
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THE REBELS

ALTERNATIVE VISION OF THE CATEGORY

HYPER SPECIALISTS

ENGAGEMENT X PLEASURE X SEGMENTATION

DIFFERENCIATING CUSTOMER EXPERIENCE




THINK LOCAL

48%  41%

PROSUMERS MAINSTREAM

For me, the future of e-commerce will be:
Websites that promote local producers.

Il = == &0 -
raln I

56/43 52/35 29/32  44/40 51/39  61/56
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TIENDA CERCA BY AB INBEV

THE

LGl FCONOMIC IMPACT OF COVID-19 Gbd
9 SMALL BUSINESSES STRUGGLING TO SURVIVE AMID PANDEMIC Bl
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RETHINK SECOND HAND

33% 33%

PROSUMERS MAINSTREAM

For me, the future of e-commerce will be:
Platforms that focus on secondhand products
(fashion, home décor, electronics, etc.).

= == hed -

52/37 35/28 13/31 36/28 30/30 43/44

Déprogrammons
1'obsolescence.

Des produits durables, reconditionnés par des experts.

BGCk( Mdrket backmarket.fr

- 24: W .
V¥ 2 HE =

- nq' ‘ (’m‘ 1 =
—_— o/

BACK MARKET ET FRIENDS
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PEOPLE OVER

ALGORITHMS

76% 58%

PROSUMERS MAINSTREAM

When shopping online, | prefer to get product
recommendations from real people (e.g., influencers,
my friends) rather than from an algorithm.

Il = == &0 -
raln I

60/48 76/51 77/67 75/47 83/61 78/78
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THANK YOU



