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Belg

ian Distance Selling Organisation

BeCommertce is the Belgian association for companies active in distance
selling, both online (via all forms of e-commerce) and offline (via catalog, direct mail,
phone, SMS, TV, etc.). Through awareness raising, information, promotion, certification
of e-commerce sites through a quality label and its own code of conduct, BeCommerce
encourages the further growth of the eCommerce sector and the strengthening of consumer
confidence in distance selling.

More info: www.becommerce.be

resident of the Board of Directors

During the spring of 2011 BeCommerce ran a major member survey in
association with iVOX into the current situation and expectations of
electronic commerce in Belgium. Focusing on the expected growth of the

industry, most sold products online, logistical services and payment methods.

The Belgian e-commerce market is far from saturated. There is much room
for improvement and expansion. And this is exactly where BeCommerce and

its partners will provide the necessary support and knowledge.

Patricia Ceysens,

President of the Board of Directors

At



Forecast growth of 40%

The sector is very positive: 70% of respondents expect in 2011 a growth of 40% in their
online sales compared to 2010. The Belgian e-commerce market is far from saturated. The
market share of the multi-channel players drops to 46% compared to 65.9% in 2009. The
pure-players, companies that sell exclusively over the Internet,dominate the market with
54% market share, compared with 34.1% in 20009.

E-commerce is hiring!
In order to accommodate this growth, the right job profiles are needed. Over 75% of the
surveyed e-commerce companies is planning to hire 10 new employees on average in 2011

to boost their activities. Belgian e-commerce businesses are looking for online marketers

(49%), I'T specialists (32%) and logistical operators (19%).

Mapping e-commerce in Belgium
In the top 3 of the best-selling products over the Internet we find decoration products, like

last year, at No. 1 (35.1% in 2009 and 46% in 2010). The top 3 is further complemented by
tashion accessories (43%)and clothing (43%).

The belgian Post is still the most popular package vendor. 65% of companies surveyed
indicate to deliver parcels through the post to their customers. Couriers (38%) and pickup
points (for example, Kiala) are also offered to deliver online orders. More and more

e-commerce companies offer the ability to pick up packages at a collection point (from

29.5% 1n 2009 to 38% in 2010).

Online stores who offer credit card payment are still very popular. 95% of the Belgian
e-shops offer payment by Visa and MasterCard, 38% offers payment via American Express.
Paying with ordinary bank card - Bancontact/ Mister Cash — is possible with 60% of the
Belgian internet shops, Maestro is offered at 49% of the shops. Besides the online payment
systems like PayPal (54%) and Ideal (46%), online banking is well established as a payment

method.
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AIM OF THE STUDY Independent Belgian company
Study of the current situation in the online distance selling market in Belgium as well as Legal profile Subsidiary of Belgian company
expectations and trends Subsidiary of foreign company

Only distance sales

Type of sales
METHOD Both distance selling and traditional

Online quantitative survey with respondents from the BeCommerce database, wich include Online-only sales

at that time 537 email addresses, targeting Belgian organisations with distance selling Type of distance Ol ey e e i
activities. sales

Exclusively offline sales
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Legal profile Sales activities

An independent Belgian company - 38%

A branch / subsidiary of a Belgian parent I 59,

company

Abranch / subsidiary of a foreign parent
company

B Only distance sales
m Both distance selling and traditional




Target customers distance selling

Both consumers and businesses _ 43%

Only businesses (B2B) 0%

The share (%) of the distance selling activities in the total
business turnover of 2010

66%

The share (%) of B2C and C2C in the total turnover of
distance selling 2010

87%

Visa, MasterCard
Bancontact/Mister Cash
PayPal

Maestro

IDEAL

KBC/CBC Online
American Express
Dexia Direct Net
ING Home’ Pay
Cash Ticket
Diners
Paysafecard
PingPing

UATP

Airplus

JCB

Payment methods

I mmmmmmemmmmmmmmmnyn 95%

IR, 60%
IR 54 %
[, 49%
N 46%
I 38%

[ — 38%
—— 35%
— 30%

. 5%

. 5%

3%

3%

m 3%

m 3%

m 3%



“

~ be commerc;.be

-

Home décor

Fashion accessories

Clothing

MP3 players

Games

Kitchen appliances

Hardware & Software

Garden supplies

Beauty Products

Toys

Stereos

Digital cameras,

Phones

DVD Players

TVs

Mavigation

Health

Books

DVDs

CDs

Other

Magazines

Vacuums

Office supplies and office furniture
Financial services and products
Food and drink

Tourism including airline tickets
Tickets for sporting events
Tickets for concerts

Theatre Tickets

I—— 4300
300

I—. 3 5%
. 3 52%
I 3 50
I )0
E— 300
I )0
I )0
I 3 )0
e

Products

>500

251 -500

101 -250

51-100

21-50

I1-20

6-10

2=5

Distance selling staff
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73%

60%

Belgium Western European

countries

24%

Other European
countries

Market

1%

Outside Europe

Geographic breakdown

in 2010

B Belgium

B Western European countries
Other European countries

H Qutside Europe

9%

Geographic breakdown

| %




Share of total turnover

In 2010

B Belgium
B Western European countries
Other European countries

H Qutside Europe

2%

3%

Turnover

Situation

On average

10

new hires
in 2011

Online marketers
IT specialists [ NNEG 527
Other NG 27
Logistics operators [ | 9%
Photographers [l 5%
Not looking for any profile at this moment NG 24%



>25.000.000€

10.000.000 € - 25.000.000 €
5.000.000€ - 10.000.000 €
1.000.000 € - 5.000.000 €
500.000€ - 1.000.000€
125.000 € - 500.000€

50.000€ - 125.000 €

Distance selling tfurnover

I

Order methods

Via postal services 41%

Courier (e.g. UPS,TNT,DHL,...) 16%

Through pick-up points (e.g. Kiala,...) 13%

Through a private transport service 9%

None of the above 22%
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Average price distance selling Number of parcels

>500€ [ 5%
201€-500e N '
10.000 - 25.000 -8%

lo1€-200¢ [ 27
27% 5.000 - 10.000 .3%
>1€-100€ _8% 1.000-5.000 [N 5%
31€-50¢ [ 195 500-1.000 [l 3%

ise-30¢ | 1% <soo. [N
<ise [l omoxgve s wornacon [ 5+

| cannot give this information
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>50%
41%- 50%
31%-40%
21%-30%
6% - 20%
1% - 15%
6% - 10%
3%-5%
< 2%

| cannot give this information

Returned orders

Bl 3%

B 3%

0%

B 3%

I

I 50

I 11

I 11
R, 30%
e 24%

Via postal services

Through pick-up points (e.g. Kiala,...)

Courier (e.g. UPS, TNT,DHL,...)

Through a private transport service

Other

None of the above

I
L% ]
50

19%

16%

38%

38%

Delivery end user

65%



Bpost

Kiala

TNT PostPakketService
DHL

Other

UPS

DPD

Fiege

Mondial Relay
Katoen Natie
Fedex

| don't know

No logistic partner

— 49%
I 30%
I 27%
I 19%
I [4%
4%
L BN
. 8%
B 8%
B 8%
B 3%

5%
B 6%

Logistic partner

1%

Yes,via delivery at
home

1%

Yes,via pick-up
points

0%

Yes,via a locker
network

Time slot delivery

70%

8%

No | don’t know
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VIl. Experience & trends

Expectations fotal online sales

Will remain the same

It will fall l 5%
Not applicable - 14%

70%

Total online sales

m |t will fall

VIl. Experience & trends

65%

Total sales via catalogue

“ Will remain the same

© Willincrease

Expectations sales

60%

Total sales via
telephone/fax/SMS/email

" Notapplicable
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Promotion distance selling Potential problems
TOP TOP
Search engine optimization (SEO) 84% Payment / transaction problems [NESIIT 0 EiE L I SEIE A | 92%
Search engine advertisement 81% o o -
(SEA) Shipping/ logistics problems 8% 89%
Direct mall (via e-mall) 5% 1% 78% Returns Invalid product (late 87%
returned used or damaged) -
Internet banners 65% Ll e 87%
(undamaged and within the...
Affiliate Marketing 62% Direct mail (via e-mail) 8% 84%
Price Comparison Sites e s 49% Direct mail (via post) NSO ses s | 70%
Other (e.g. offline advertising) 24% 19% 43% Affiliate Marketing 3% 70%
Direct mail (via post) 2% 41% Internet banners 68%
ftio o1 2 | 24% Price Comparison Sites [N A e | 60%
TV 51% 5% 16% Other (e.g. offline advertising) 5% 49%
Notused B Very unimportant = Rather unimportant u Rather important B Very important B Never = Rarely M Sometimes H Often
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The Belgian distance selling market will I3
continue to grow over the next 2 years

Competition with foreign distance
selling companies will increase further
overthe next 2 years

Itis impertantfor an e-commerce
website to be certified by an
independent body party

The Internet will be the main channel
system in the next 2 years

The Belgia.n law pr'evn?nts thl.z .gr.'nwth of - 3% 27%
my distance selling activities

The Belgian distance selling industry has _
n 38%
abad image

B Completely disagree = Rather disagree Neutral  mRatheragree  m Completelyagree

1 No opinion

Trends

TOP

92%

89%

76%

68%

38%

22%

fwitfercom/becommerce
www.lboecommerce.be
info@becommerce.be

A=)
BECoOMMERCE QUALITY LABEL

2se”  RELIABLE ONLINE SHOPPING


http://twitter.com/becommerce

http://www.becommerce.be
mailto:info%40becommerce.be?subject=

