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Our benchmark includes top 200 online retailers from 8 European countries
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Webshops in 8 sectors were assessed on 17 dimensions and 140 criteria

Storefront
User Catalog Product Us_,er Shopping
management search experience cart
Fulfilment
Place orders Manage Payments Shlpplng Shlpplng & Custqmer
orders details fulfilment service

Extended capabilities
Personalisation &
recommendations

Multi-channel

Globalisation

Rich content

Social media
integration
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Who leads the
European landscape?



Southern Europe is strongest on most capabilities, closing in on the US
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Examples from the leading countries

Alternate (DE) - Search & Recommendations

seit 1992

Hardware | Notebook & PC Software | Gaming | TV&A

» ipad| , 2 Topseller PC- Konf:gu
iPad Vi
10-W-USB Netzteil fiir Pad V G |

Access Folio StandfuB fiir iPad2 R
Bamboo Stylus fiir iPad :
Bluetooth Tastatur Apple iPad I I ' I I I
Bluetooth Tastatur f. Apple iPad2

ClearScreen Schutzfolie fir iPad 2 'u

Corium Serie fir iPad 2
HULITE ULBUD/YU DU U

CallMe
Sicherheit & Zahlung
E’ 9 Gell DIMM 16 GB DDR3-1333 Kit Q

Datensicherheit > B €79,90% =
sicher bezahlen >
widerruf & Rickgabe > LG Acer

CH10LS28 Aspire 5560G-

8204G50Mnkk

TSGR Sicher rahien mit
5 Paypai

Istanbulism (TR) - On-site track & trace
: )/ yurticicargo E m:zji‘s

-

Tom Génderileriniz %100 Risksiz, Kogulsuz ve Guvenli Bir Sekilde...
1000 lerce Urainde 17:00'a ve 600 Km'ye Kadar Olan Siparisleriniz

. 7®* | erTESiGUN EviNizDE! [ ®*

Micbir sebepler (Hava, yol muhalefeti vb.), kargo tarafindan adrese tesiim hizmeti verimeyen veya beliri gin adrese teslimat yapilan
yerler haric, 1000'lerce Grinde 600 K ye kadar olan adreslere 1 Ginde tesimat yapimaktadir.

! Kargo Takip Numara Sorgulamast

Miisteri/Alici Adi: * Ara

* Aramayi sadece Miisteri ya da Fatura isminden yapabilirsiniz. Liitfen Siparis numarasindan arama yapmaymiz!

Bimeks (TR) — What’s up Box

55 Oktay K. Sunny SMO22L 56 Ekr... satin ald.

s Maci C. 1 saat 54 dakikada siparigini teslim aldi.
£& Faruk B. Mext 5720 5.0" Mavi... satin aldi.

%5 BurbantL. 2 glnde siparigini teslim ald.

+& Erdeniz B. 5 ginde siparigini teslim ald.

#& Savas L. 3 saat 58 dakikada siparigini teslim aldi.
® yasin Jameson USA 6004 Oto... igin yorum yaph.

o Ozae K. 1 saat 11 dakikada siparigini teslim ald.
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What are top performers
In each sector?



Fashion: Italy is (co)leading on 3 of the 6 extended features ““
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Mobile Commerce Globalization - Q
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—ES
-y 1 -
- el [ -
Social Networking ~ Rich Content —FR@
US Index

Multi-Channel Support

T x! )
(v )
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Best practices in Fashion

El Corte Inglés (SP) — Virtual model

Cazadora
Falda 29.95€
Bolso 155.00 €
Bailarinas 75.00 € -
Camisa 57.00 €
Gorro 1495 €

Probador Virtual

€2Covie fnges>

facebook connect

VAQUEROS  Todo

Toen

Mis estilismos

Comunidad

Personal Shopper 7
modelo

oes

Categorias v

x piFrddoo Amere

Accesorios
Jerseys
Pantalones
Blusas y Camisas
Camisetas y Polos
Chaquetas

Faldas

Prendas de Abrigo
Vestidos

Bolsos

Zapatos

Relojes

Bisuteria

Cazadora
Marcas Falda 2995 €
Bolso 155.00€ "
Bailarinas 75.00 € -
Camisa 5S700€"™
Gorro 1465€
Vaquero 66.00 €

Comprar conjunto (397.94 €)

10

ASOS (UK) — Order from magazine

9

How I”d wear...

R o

M(;Wﬂumm«hmk@nmww»hm

ST

AS0S Woven T-Shirt With Embroidered
Sleeves
£38.00

Embroidered detail t-shirt by AS05 Collection. Featuring a
round neckline, short sleeve styling with an embroidered
design, and an exposed zip fastening to reverse.

ABOUT ASOS COLLECTION

Directional, exciting and diverse the AS0S Collection makes
and breaks the fashion rules, Scouring the globe for
inspiration, our London based Design Team is inspired by
fashion’s most covetable trends; providing you with a cutting
edge wardrobe season upon season.

| Green |

El SIZE GUIDE

|select Size

ADD BA

SAVE FOR LATER

Nelly.com (SE) - Shop celebrity outfits

.m “ 8 n e L l 9 .com d,::— Inge produrter | soppngbeven

B svmanon s i MAGAIR R

OKEN  SHOPPA KENDISLOOK
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Consumer electronics: Netherlands is leading in multi-channel support ‘

Gl

Recommendations

I I ——DE
—IT
Mobile Commerce Globalization —NL
—SE
—ES
—TR
1B e~ L
B~ ] [\ —rFRE@
Social Networking Rich Content US Index

Multi-Channel Support
]
]
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Best practices in Consumer electronics

MyCom — Availability in store(NL) Price Minister (FR) - Up-sell from shopping cart

Com Zeist
& P ——— Ajoutez une extension de garantie Fermer la tenctre 3
ET01GE Zeist En complément de votre article, PriceMinister vous propose une
B 0308918959 extension de garantie ;
L4 E zeist@mycom.nl @ 23 mois 20,11 €
Beschikbaar 11 mois 17,60 £
Morgen {dinsdag, & maart) Fuiifil Fi N B
_ congg P © 6mois 15,00 €
- Winkelvoorraad ol
Fuiifilrm ) Aucune
2 stul(s) | . @
- 5 Phioto Mumericue
- Openingstijd
- - o o
- ® masndag 12:00 - 18:00 Produit Heuf
dinsdag 9:30 - 18:00 ET Achetez tranguille, Priceminister étend votre garantie |
e TETIETT 5:30 - 18:00 - Réparation : Changement des pigces et main-d'oeuvre compris
- w - Transport : Frais d'enlévement et de retour couverts
-
donderdag 2:20 - 12:00
- vrijdag 520 - 21:00 Pour en savoir plus sur les condtions générales de ventes des extensions
de garantie, téléchargex ks notice d'utilization au format POF.
zaterdag 9:30 - 17:00
w zondag Gesloten
-
-

@anneer kan ik het aﬂlalen‘h
@ Direct

w Morgen (12:00)*

Crea tu Pack Internity de Electrénica y/o Accesorios

Si compras productos de clectrénica, accesarios, o electronica + accesorios, obtendras importantes descuentos

Ower 2 - 4 dagen*®
Owver 4 - 10 dagen®

Electronica Accesoriols Resumen y Precic del Pack

& CONSOLA NINTENDO 3D5 AZUL AQUA ADAPTRDOR DE CORRIEENTEYUSE [
\ Onbekend / DERTECH FARA 3D§ Tu seleccién sctual:

CONSOLA NINTENDC 2D AZUL AQUA
Adsptador de comente y USE Dertech para 108

— com-ce 1Y
ayuda

Elige productos de electronica (Max. Elige accesorios (Max. 4)
. para crear
| + (+ Te ahorras 3.00 € e
L
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General merchandise: UK is strongest on extended features

[

Recommendations

N LA @' I I R
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Best practices in General merchandise _—

Tesco (UK) — Rich content & Offers

Debenhams (UK) — Mobile commerce

«HlKPNNL = 16:18 =S

Back DEBENHAMS & =»

Barratts
Grey Mid High Casual Boots
£30.00 (was £55.00) * ok ok ok

DEBENHAMS

Home > Pregnancy

+ Getting pregnant
+ Pregnancy

+ Birth %
This month:

Rate, review and

test products, 4 ‘ : b2
plus have your say! g ! Save £1.98, Was

| £9.98 now £8

/ [y ! Pampers New Baby
A i Total Care Mini 62
; : Cancel

N\
Product Details Wish / Gift List

Share Add To Bag -

will KPN NL %

Any 2 for £8 now

Read article : £4.40 each
T
%
-

Back DEBENHAMS @& =»

comfy

: L2 8 8 84

H 5 lovely comfy boots especially for people who have
Y 3 134 miles trouble with their feet. | wore these boots all day
;}' and with ne sore feet. BRILLIANTIN! highly

Norwich reccomend them.

D EL

= Great Yarmouth
=
3

152 miles ’ Pleased with purchase
*kok ok
> Vary comfy flat boots, highly recommended
159 miles Good Boots
Broadstairs - Westwood... ok k ok

Just what i have been after to replace my old ones.
They fit well and are comfy.

Colchester Maria

?
171 miles e
Very nice, warm and comfortable

>
176 mil

Ipswich

>
163 miles

Bury St Edmunds

Local Stores All Stores

Add To Bag
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Are clicks outperforming
(online) bricks?



Pure players versus Traditional retailers

Pure play % Pure play more advanced

n top 25 - Catalog & product search
C 58% Q * Payments

| R dati
NL 52% ecommenaations L
UK S|z 33% . SOC'?' .

< LI * Mobile H
FR I I 33%
DE 31% Traditional retail (online) leading
T I I 2504 & ° Catalog & product search -

« Extended features

H 0
Sl el . Social (DE) I I
ES 13% » Mobile (FR)

= =
« Recommendations (UK) rgllaX
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What about Mobile?



Mobile commerce is most mature in UK and France

General merchandise and Fashion have the most advanced adoption

Consumer electronics falls behind in mobile capabilities

M Mobile barcode scanning

- - M Mobile store navigation

Share with friends
B Mobile site/app

Level of mobile maturity
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Top performers in mobile per sector

Consumer electronics Fashion General Merchandise

FNAC EJIUIHII\, .- 88 Topshop E [l - % Debenhams E m - E{g
France ; UK UK
Siba E %g }E% Zara E é@ Ef% Tesco E m %ﬁr
Sweden “ Spain ‘ UK °
Mediaworld E b H&M E 4. |0 Argos E 18]
Italy % NL % & F UK % (&7

E Mobile site/ Mllm‘ Mobile barcode &b Mobile store Eil1 Share with

app scanning . navigation (8l friends
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Mobile best practice

Topshop (UK)

will KPN NL 3¢

Browse catalog

«ill KPN NL 3G

4

View products

will KPN NL 3¢

Remember your size

«ill KPN NL 3G

O TOPSHOP L ] CLOTHING L ] DETAILS
DRESSES 294) > (i) BLACK BOYFRIEND +
BLAZER
ToPS @05 > £65.00
JERSEY TOPS G171 >
gos SAVE AS DEFAULT DRESS SIZE?
KMNITWEAR @on > You can change your saved sizes
in the settings area of the app.
R e o K KT
COATS e »
JEANS 95) > oo
{ .
M TROUSERS & LEGGINGS no4y > vouR g S A
di A
= — P~
v A F 0O v 2~ 7 v A F 0 &
Swop SCAN NOTERGOK MY BAG WL LoV SCAN NOTERODK WY BAG LISCI SCAN NOTERGOR MY BAG

Buy or check stock Social sharing

will KPN NL 3¢

Black Boyfriend Blazer

L L ] DETAILS
Size 10
 © & (O
e SHARE ON TWEET sEna 10

FACESOOK THiS A raienn NOTESOOK

Great Yarmouth Outfit Stock »

Nerwich Outfit Stack »

Norwich Low Stock »

Ipswich Stock »

Ipswich Debenhams Stack »

Barcode scanning

«ill KPN NL 3G

SCAN

Align the code in between these lines
and hold still

ae CHEEK #
. e @
T 0 M = A
v 8 v A~ T 0 W v = O ae
wELOVE scan NOTENSOK MY BAG wE LoV scan NOTLBOOK MY BAG wE LovE snoe NOTEBOOK MY BAG

20
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State of Dutch e-retall



Netherlands — Current state versus European average —
]

G

Product search & Catalog

Payment options Order tracking & shipping

Social networking Rich content (virtual models)
Mobile commerce Recommendations
Multi-channel

Product search
Multi-channel (keyword and feature search)

(reserve online, pick up, ship to,

X Recommendations
return items to stores

Customer service

L+ @

Order tracking
Product search & Catalog

e (detailed product content Rich content
L often with promotions) _
Mobile commerce
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What to expect — US and UK trends arriving in Europe

Content as asset Data analytics
to drive experience to target custome

rs
[ |
- -

"‘
e

Multi-
channel

D chpoints Internationalisation
—

igital in-store tou
' 5
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Deloitte

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited, a UK private company limited by guarantee, and its network of member firms,
each of which is a legally separate and independent entity. Please see www.deloitte.com/about for a detailed description of the legal structure of
Deloitte Touche Tohmatsu Limited and its member firms.

Deloitte provides audit, tax, consulting, and financial advisory services to public and private clients spanning multiple industries. With a globally
connected network of member firms in more than 150 countries, Deloitte brings world-class capabilities and deep local expertise to help clients
succeed wherever they operate. Deloitte's approximately 170,000 professionals are committed to becoming the standard of excellence.

This publication contains general information only, and none of Deloitte Touche Tohmatsu Limited, its member firms, or their related entities
(collectively, the “Deloitte Network”) is, by means of this publication, rendering professional advice or services. Before making any decision or
taking any action that may affect your finances or your business, you should consult a qualified professional adviser. No entity in the Deloitte
Network shall be responsible for any loss whatsoever sustained by any person who relies on this publication.
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Appendix: Benchmark model overview

Storefront
User Product User Shoppin
Catalog : pPIng
management search experience cart
Login, user Catalog views, Browse, sorting & Site performance, Product availability,
profile, loyalty product content, filtering, feature security & privacy, backorders,
program comparison search accessibility wishlist
Fulfilment

Manage Customer

orders

Shipping
details

Shipping &

Place orders

Payments :
service

fulfilment

Order summary, Order tracking, Pg)_/ment 'pres, Shlpplr]g options, D_ellvery Call center, FAQ,
express checkout, : billing options, shipping date, appointments, .
. . order history . co-browsing, chat
gift services coupons tax calculation returns

Extended features

: Recommen- . Social Mobile .
Rich content : Multi-channel : Globalisation
dations networking commerce
Image search, Targeted Reserve onlineg, Sharethis, Mobile app, store Localized content,
virtual models, recommendations, pick up in store, Facebook, Twitter, navigation, multi currency,

store blogs cross/up-sell return to store user community barcode scanning regional sizes
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