


Marketing Distribution Channels change over time
chaped by the evolution of technology and distribution



Corner/ General Stores
1800s

Department Stores
Mid-1800s

Supermarkets
1930s

Shopping Malls
1950s

Discount Chains
1950-60s

Superstores
1960-80s

Wholesale Clubs
1970-80s

E-Commerce

1990s

A Amazon.com
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Gen X

Babyboomers

Silent Generation
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E-commerce (electronic commerce or EC)

IS the buying and selling of goods and services, or the transmitting of funds or
data, over an electronic network, primarily the internet.



E-Commerce = E-Commerce vs. Physical Retail =

Acceleration Continues @ +16% vs. +14% Y/Y, USA Share Gains Continue @ 13% of Retail

E-Commerce Sales + Y/Y Growth E-Commerce as % of Retail Sales
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mm E-Commerce Sales ==Y/Y Growth




ek Growth of E-Commerce

billions of dollars

25 - vs In-Store Sales*™
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A
W E-Commerce sales
-10 - ¥ In-store sales
-15 4 * Selected categories of retail sales, including
electronics, books, music, clothing, home furnishings
and general merchandise. Excludes motor vehicles,
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-~ E-Commerce: Market Overview

< How Big is the E-Commerce Market? (Stats and Forecast)

{ E-Commerce Buyers in MILLIONS

700

654

600

500

400

300

200

100

. 1 &0
paseto}
98
23 91
l 59 , 66 45

2011 2012 2013 2014 2015 2016

E -C O m m e r Q: by reg io n M Asia-Pacific  m North America = Europe ® Latin America ® Middle-East Africa






2 - The big countries



Average internet user is over 25y

Shopping is fastest growing online activity




72% of small & medium business aren’t selling online

More purchases on desktop then mobile




33% of all online sales happen after 6PM

Online sales represent 30% of the economy




Favorite online activity is reading e-mail

97% of internet users shop online




Highest open rates occur in the morning

Amazon & Otto represent 50% of all online sales




Only 68% of the French use the internet

19% of online sales happen on non-french sites




Fastest internet speed in the world

Most online shoppers shop between 10pm and 12pm




45% of online purchases happen on non Canadian sites

Nearly 70% of smart-phone users shop online




13% of Russians shop online

Most common form of payment is COD




18% of all online sales are fashion (related)

Only 7% of purchases are made on a smart-phone




¢ - The big sites
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Taobao.com
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Product

Swimwear summer short T shirt millet mobile power Korean stylish boots miniskirt sling pants

) Categories Tmall Parcel forwarding

» English

Chinese (Simplified)

Chinese (Traditional)
Sandals shoes Filipino

French

aobao Southe| Indonesian

. & Clothing >
Latest Fashion T-Shirt

Bridal Gowns Dress

3 bags & shoes >
Backpack Straw bag

Rain Boots Boots

() Digital >
HTC Mobile Accessories
Mobile Power Covers

. ©) Home & Garden >

Wall Stickers Paintings

Blanket Carpet

Baby >
O Sandals Sports shoes
Kids pants Shirt

@ Sporting Goods >
Yoga T-shirts Tights

Mats
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Payment Promotions
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Khmer

Lao
Malay
Thai

..... Vietnamese

Registernovandaeta ™™

¥10 Alipay Hongbao!

From: 15.10.2014-11.11.2014
Click here to learn how to register.
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Shopping Taobao Shippl Secure
G\?\ge & Q8A e Payment
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Download aliwangwang

37X,  Global secure payment by Alipay
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New users get ¥10 Hongbao
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C' | www.amazon.com

amazon Your Amazon.com Today's Deals GiftCards Help » Join Amazon Prime Today ?

Shop by A Hello. Sig 0 Wish
Department v Search | Al n Your Account v -\.—.,Cartv List v

Amazon Instant Video: The latest TV shows, available instantly. EXPANDTOLEARNMORE

L
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Instant Video @ MP3 Store  Cloud Player Kind Cloud Drive f(ﬁp::éor;?d Dlgitszz)lf(t;s;l:gs Au%l}]gtl)glgks * — 4 Y ‘ ’
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n Gift Connections Made F{]ﬁ,;\,' » Learn more ..‘e“. -

Introducing

yaperwhite |
The}jxorﬁﬂ'a n:’:s.t Qo v | Hunareas of :
advanced e-reader u Free Songs

From $119 > Shop now

The All-New

kindle

The ultimate

HD experience

From $199 » Shop now

Bikes with Street Cred Clothing Trend Amazon Prime

& @ THE AMAZON CLOTHING STCRE

& DRESS SHOP |

The season's biggest trends from Calvin Klein,
BCBGMAXAZRIA, Tracy Reese, and more.

Shop now amagon MP3 g /

A ot
Advertisement NI

Gold Box Deal of the Day

> Shop Dresses

$1.99 Kindle Inspirational Memoirs and

> Shop All Clothing
- 8 More
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Amazon Has Yet to Crack the Chinese Market FHEM

. . . Taobao.com

Market share of e-commerce websites in China in 2016 (% of B2C sales) 1 601m

Tmall.com 56.6% Z
JD.com 24.7%
Suning.com 4.3%
Vip.com 3.5% B2C e-commerce sales in 2016 D R
Gome.com.cn = 1.2% o
g Yhd.com = 1.1% E Q-‘m \,

> ) 'S n\.
Amazon.cn l 0.8% —_— ' \s
Dandang.com & 0.7% $378 billion $394 billion N

China® United States
Jumei.com | 0.5%
Others 6.7% ] &
4
nvel ) Chinese uan S. dollars at t! 1] | 1 CNY = 0.14538!( D /
BUSINESS INSIDER Sources: IRessarch China, LS. Denartment of Commercs : statista %a
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Chinese Singles' Day Eats Cyber Monday for Breakfast

Alibaba's GMV™ on Singles' Day vs. U.S. e-commerce sales on Thanksgiving weekend

o _{X

7 I Thanksgiving Day + Black Friday (U.S. total) [} Singles' Day (Alibaba)

B Cyber Monday (U.S. total) S0
~
] $17.8b i
S $14.3b
38 v $4 & $3 7b

2015 2016 2017

* GMV = gross merchandise volume measuring the dollar value

of all goods sold on Alibaba's platforms .
e statista %

@statistaCharts Sources: Alibaba, comScore, media reports
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Hi, brandonramos597! (Sign out)

CATEGORIES ELECTRONICS FASHION

« Back to My eBay | Listed in category: Jewelry & Watches >

You're the highest bidder. | RLECEEER SO

;L Sell one like this

Description Shipping and payments

MOTORS TICKETS

Watches >

NA-LXHUAN

DEALS CLASSIFIEDS

Pocket Watches > Antique

.

Community Customer Support \ / Cart

(, eBay Buyer Protection Learn more

Win your auctions on the go, get the free eBay mobile app

NCN ANTIQUE BRONZE MEN CHINESE DRAGON PENDANT QUARTZ POCKET NECKLACE WATCH

1 Want v) Own

ltem condition: New without tags

Time left: 598 (sep 13, 2012 00:44:11 PDT)

Current bid: US $0.99 [ 1bid] 1-click bid

Place bid
Enter US $1.04 or more

Add to Watch list v[

EBillVelater New customers get $10 back on 1st purchase
Subject to credit approval. see terms

Shipping: $5.99 Economy Shipping from outside US | see details

e

ails about international shipping here. (2

n

t

Ships to: Worldwide See exclusions

m location: Hong Kong, Hong Kong

Delivery: Estimated between Sun. Sep. 30 and Thu. Oct. 11 2
Payments: PayPal’ Bill Me Later | see details

Returns: 30 days money back, buyer pays return shipping | Read details

= eBay Buyer Protection
- Covers your purchase price plus original shipping.

Learn more

EODOQ

Seller information
dailyetrade ( 22824 3X) me
99% Positive feedback

Save this seller
See other items

Visit store: B dailyetrade

Start your 30-Day
No-Cost Review of
freeshippingor and get
$10 Cash Back on

your next eBay order.

Print | Report item

—
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ﬁi 4 Alipay.com Taobao.com
. 106m

<flipkart.__ 601m

7 65m

2457 Customer Support - Contact Us | Home | Account | Wishiest | Logn | Signup !L
¢-Gift Voucher | Wallet | Digital Cart (0) Db%

flyte

' - eBook - W | - Digital Cart (0 .’: .
ﬂ;?f«‘u,* -
_ Flyte eBooks New to eBooks? Learn More 5 Alibab: g 6G Rq ku ten
(ategories ’
Literat L Fletio M ANDROID APP ON A 65m .
E Experience eBooks on f lgte P Google play

Bestsellers

CHETAN BeAGAY Yo f \ \ ‘ | .’ 4
YOUNG » \,,N.,, &
Ve &

Fathe /
- 47\

GLTITON
P Google play E
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@Rakuten
Alibaba Group )
5 104m < , 6 65m |.

The world’s largest marketplace
for services, starting at $5
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$2)



Sais 1 5 =E P

Alipay.com Taobao.com

<flipkart..,.

q

&

Q

.70

5 Ali J(L((/ roup ﬁiﬁh ’ 4 6 G Rq ku te n
104m [~ 7 ~~ 65m |.




35 E P

Taobao.com

snapdeal:

== SEE ALL CATEGORIES

INDIA'S LARGEST
SUITINGS & SHIRTINGS
STORE

, TOP BRANDS ‘
EXTRA 25% OFF

RAYTON IGWALIOR
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Cyber Monday Sets New U.S. Online Shopping Record

Thanksgiving weekend online retail sales in the United States

2016 2017 @ Year-over-year growth

Thanksgiving Black Friday Saturday Cyber Monday

Adobe retail data is based on the analysis of one trillion visits
@ @ @ to 4,500 retail websites and 55 million stock keeping units

@statistaCharts Source: Adobe Digital Insights StatISta .E



Let’s go to
work

4. vAuDE€

Analyse the VAUDE website/online shop

What inﬂuences/tﬁggers online sales?
What creates possible browse or cart abandonment?
Compare both online and mobile experience?

A 4



Let’s go to
work

4. vAuDE€

Each group analyses one competitor E-Experience

What inﬂuences/tﬁggers online sales?
What creates possible browse or cart abandonment?
Compare both online and mobile experience?

A 4
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10 to 50 Euros

51 to 100 Euros

101 to 200 Euros

201 to 500 Euros

Spending in Euros

Over 500 Euros

| don't know, no answer

0%

5%

10%

15%

20% 25% 30%

Share of online shoppers

35%

40%

41%

45%

50%




Qothing

Shoes and Lifestyle
information Technology
Media & Entertainment
Telecom

Home & Garden
Household Electronics
He alth & Beauty
Consumer Electronics
Toys

Food /Nearfood

Sports & Recreation
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» zalando [N 72,5

oo I -~
amazon.com - 41,5m

E-commerce - TOP 10 of Austrian online shops (2014)



amazonde (RGERG OREEG WAEEE
» zalando [ 174 4m
w«usaz,-111 1m

Ielectronicﬂyou
Mediasivicrdt [ 42,9m
0.0
E-commerce - TOP 10 of Austrian online shops (2016)
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E-commerce -
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Internet users who bought or ordered goods or
services for private use over the internet in the previous
12 months, 2012 and 2015 (% of internet users)

£* MT BE K SK C ES PL SI LV MU EL PT HR LT T C BG RO

90%

80%

70%

EU-28 = 65%

1 RIF

3

EV-28 = 59%
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® 1624 @ 2534 @ 3544 @ 4554 @ 55+

W h O IS shopping online in Austria?




10 to 50 Euros 36%

51 to 100 Euros 41%

101 to 200 Euros 13%

Spending in Euros

201 to 500 Euros 4%

Over 500 Euros 1%

| don't know, no answer 5%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%  50%

Share of online shoppers

H OW much do online shoppers spend in Austria?

P




28

7 O% of e-buyers reports to have no problem when purchasing online



Number of times people shopped online, EU-28,

2015 (% of individuals who bought or ordered goods or
services over the internet for private use in the previous
3 months)

1-2 times

3-5 times

6-10 times

more than 10 times

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 509
mtotal ®16-24 years ®™25-54 years w55-74 years




Online purchases in the previous 12 months, EU28,
2015 (% of individuals who bought or ordered goods or

services over the internet for private use in the previous
12 months)

clothes, sports goods

travel, holiday accomodation

household goods (e.g. fumiture, toys)
txckets for events

books. magazines newspapers

fdms, music

electronic equipment

video games software, other software and upgrades
computer hardware

telecommunicabon services

food or grocenes

shares/insurance, other financial services
medicines

e-learming matenal

0% 10% 20% J0% 40% 50% 60% 70%

siotal w1624 years w2554 years = 55.74 yoars

28

Internet users who bought or ordered goods or
services for private use over the internet in the previous
12 months by age groups, EU-28, 2007-2015 (% of
internet users)

70%

65%

60%

55%

50%

45%

40%

35% o

2007 2008 2009 2010 2011 2012 2013 2014 2015
= om o TOla] e 16-24 years  w—m25-54 years e 55-74 years



Low  Shopping Easy to Free Time Easy Range of
Prices Convenience Compare Shipping Saving to Buy Products

s el =)

38% 354 33% 31% 30« 29+ 17

- Why are people buying online?



Free 1-day Free Easller Payment Multiple Same day casier Visual
In-store  Try-on

Online
Shipping Shipping Exchange Returns Security Shipments Shlpplng Returns Capabilities

E-commerce - What makes you more likely to buy online?



See, Touch
& Feel

E-commerce - What are barriers to buy online?
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Get Certain More . Support  Enjoy
968, Touch E Quicker Local Shopping Lowest

Product  About asy .
i Immediatly The Fit Co f rtable Returns Delivery Retail Experience Price

E-commerce - What are barriers to buy online?
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Get Certain More Support  Enjoy
968, Touch E Quicker Local Shopping Lowest

Product  About asy .
i Immediatly The Fit Com f rtable Returns Delivery Retail Experience Price

E-commerce - What are barriers to buy online?
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E-commerce sales as percentage of total sales of leading retailers in the
United States as of May 2016

20%
15%
K
A
e
S
° 10%
Q
on
ITJ
=
Q
o
&
5%
0%
Nordstrom Gap Inc Macy's Kohl’s Best Buy Home Target Costco Walmart
Depot
Source: Additional Information:
eMarketer; Fortune United States; eMarketer; May 2016

© Statista 2016

E-commerce - The end of brick & mortar?



E-commerce sales as percentage of total sales of leading retailers in the
United States as of May 2016

Nordstrom hap Inc Macy's Kohl’s Best Buy Home Target Costco Walmart

Depot

Source: Additional Information:

eMarketer; Fortune United States; eMarketer; May 2016
© Statista 2016

E-commerce - The end of brick & mortar?
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NORDSTROM

1901 Founded
65,000 employees




NORDSTROM

1901 Founded
65,000 employees

121 Nordstrom stores

194 Nordstrom Rack stores




9:41 AM

NORDSTROM

Juniors

Many touchpoints, same great experience




Nordstrom Total E-Commerce Sales

In millions (S)
vr s NORDSTROM
NORDSTROM

25%

Q1 2015 Q2 2015 Q3 2015 Q4 2015 Q1 2016 Q2 2016
Source: Company filings Bl INTELLI GENCE



Nordstrom Rewards: Now everyone can earn a $20 Note. Join now.

A
0

I/W(, N O R D S T RO M Bl Change Country q Search Sign In v

Designer Collections Women Men Shoes Handbags Accessories Beauty Trend Kids Home Holiday Gifts Sale Brands Pop-In

-

L ———

We're celebrating our customers.
READ THEIR STORIES

[« NORDSTROM




Nordstrom Rewards: Now everyone can earn a $20 Note. Join now.

oD

m, N O R D S T RO M BE Change Country Q Search  SignIn v

Designer Collections Women Men Shoes Handbags Accessories Beauty Trend Kids Home Holiday Gifts Sale Brands Pop-In
S RN Y NS T L

NORDSTROM close X

&
>

Shipping to Belgium

e All prices in euros

e Low international shipping rates

xr

More information about shipping internationally is available on our website.

Continue Shopping

Not shipping to Belgium? Click here.

_—/\




Nordstrom Rewards: Now everyone can earn a $20 Note. Join now.

A
0

I/W(, N O R D S T RO M Bl Change Country q Search Sign In v

Designer Collections Women Men Shoes Handbags Accessories Beauty Trend Kids Home Holiday Gifts Sale Brands Pop-In

-

L ———

We're celebrating our customers.
READ THEIR STORIES

[« NORDSTROM




LogIn/SignUp | Help | Store Locator Cart &

P Nordstrom Rack m HauteLook

Free Shipping on Orders Over $100* N O R D ST R O M raC k

?0-Day Returns to Nordstrom Rack
WOMEN SHOES HANDBAGS & ACCESSORIES MEN KIDS HOME GIFTS CLEARANCE

DIANE VON
FURSTENBERG

LIMITED-TIME ONLINE SALE EVENT

SHOP CLOTHING

ENDS IN
3 DAYS

POWERED BY

HAUTELOOK




NORDSTROM NorDsTROM @8 Rack

Nordstrom Rewards: Now everyone can earn a $20 Note. Join now. . Nordstrom Rack m HauteLook Login/SignUp | Help | Store Locator Cart &
: Free Shipping on Orders Over $100* k n
Search
Bl Change Country O% Search  Signln v @ 90-Day Returns to Nordstrom Rack N O R D ST R O M raC °

[« NORDSTROM

WOMEN SHOES HANDBAGS & ACCESSORIES MEN KIDS HOME GIFTS CLEARANCE

Designer Collections Women Men Shoes Handbags Accessories Beauty Trend Kids Home Holiday Gifts Sale Brands Pop-In

-

|

DIANE VON
FURSTENBERG

LIMITED-TIME ONLINE SALE EVENT

We're celebrating our customers.
READ THEIR STORIES

|-« NORDSTROM

SHOP CLOTHING

ENDS IN
3 DAYS

POWERED BY

HAUTELOOK




BLOGKBUSTER

STORE
SALE!

Sluu GAMES g a2

590 i - i e

- A challenge for brick & mortar
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Webrooming




showrooming




showrooming




showrooming

check for competitor pricing in store

check for product reviews in store

purchase form a different company '

when they return home

»




showrooming

wants to touch & feel the product

check for competitor pricing in store wants to avoid shipping costs

check for product reviews in store

' Webroomin
purchase form a different company .

when they return home

»




Why are we ?
ost of trust in the dealership or sales experience due to

previous experiences

. .
»r B BT s dEas ov L oo e




Price was better online

Planned to buy online but wanted to see item(s) in person
before ordering

item was out of stock at store

Would rather have item(s) shipped to home than take home
with me

Was not convenient to buy in-person at the time

Other 4%

% among those who engaged In ‘showrooming'

Why are we showrooming?
Lost of trust in the dealership or sales experience due to
previous experiences



% who purchased from

a retailer online had also
an in- store experience
In the same period.

\_ .o &

over %

off in-store shoppers
have interacted with the retailer online
In the last 3 months.



Hetall =
Technology + Media + Distribution
Increasingly Intertwined



HOMEPAGE

VIEW CATEGORY
=]  browse abandonment

=] cart abandonment




HOMEPAGE
VIEW CATEGORY
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4

~ 2] browse abandonment ;
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=] cart abandonment



IS a ratio between number of website visitors who made a
purchase and total number of website visitors.
So if you had 100 in total and 2 of them made a purchase,
the conversion rate is 2%.



Conversion rate of online shoppers worldwide as of 4th quarter 2016

3.5%

3.26%
3% 2.94% 2.95%
2.76%
2.5% 2.46%
b
[© 2%
c
O
5
>
S 1.5%
)
1%
0.5%
0%
Q4 '15 Q1 '16 Q2 'l6 Q3'16 Q4 '16
Source : Additional Information:

Monetate Worldwide; Monetate; 3rd quarter 2015 to 4th quarter 2016
© Statista 2017

So what is an average conversion rate in 20167 It is around 1.3-1.4%.

Average Conversion Rate was 1.12% for multi-channel retailers
and 2.00% for pure-play online retailers according



Conversion rates of online shoppers by device and

platform Q4 2016
Q4 2015 Q12016 Q2 2016 Q3 2016 Q4 2016
Traditional
Smartphone
Tablet

Conversion rate differs per medium used! Desktop still has the highest conversion
rate.



Retail Research Behavicr by Device

68% research on Of that 68%
their smartphone —
67% researchon Of that 67%
their tablet —
74% research on Of that 74%
their laptop —
60% researchon Of that 60%
in-store —

Retail Purchase Behavior by Device

Purchase on Murchase on Purchase on Purchase
smartphone tablet aptop n-Slore

w) (2 (@Y ()
g (0) (2) (@)
g 523 )
o (e () 27«)

INBCGEEs [O0 DUreholng method Source: A\Wre Q2200

Conversion rate differs per medium used! Desktop still has the highest conversion

rate.



NORDSTROM

Conversion Rate

Load Time (s)

How does load-time affect conversion rate



Custometourney

- Research & Planning Product Discovery Ordering Process

Rescarch pl’OdUCtS, prices and offcrs S BGRONT SN OO NSRRI HSR STt aess ol |2 :Add t.’() : De"_vew Paymenl Review &
.. Clickon*BUY NOW" button | |:ShoppngCarti: options  :: options :: confirn

Follow-up on refunds

Checkout Flow Share

Slevd Check order experience

plans status Return the (reviews)

Call up Customear Care

May call il

difficulties | -
oceur
Blogs & i : :

(T Compare Prices : :
Otter sites : ; H Cf‘a?‘:k °'dtf1' Paper invoice
status on the s

\ | websile the product
Mail lickels
& | for refund

Talk with
Irends

Customer journey in e-commerce



SITE LANDING PRODUCT PRODUCT CART CHECK OUT
DISCOVERY PRESENTATION MANAGEMENT

Search and filtering Product description Cart management Guest shopping / login

Images and other media Shipping options

Category B ‘

Landing pages

Roviews and

recommendations Vvish kst

Offers and promotons Sorting and ordering Payment options

Other services and

Related services options

SEO and URL sirategy

Product configuration

Products previews

il

Racommendations Order tracking

Usear special pages Racommendations Price and other options

Order options

Customer journey in e-commerce
5 key stages of the buying process and main drivers



P Nordstrom Rack B} HauteLook LogIn/SignUp | Help | StoreLocator

Free Shipping on Orders Over $100* k n
90-Day Returns to Nordstrom Rack N O R D ST R O M raC Search

WOMEN SHOES HANDBAGS & ACCESSORIES MEN KIDS HOME GIFTS CLEARANCE

DIANE VON
Z -URSTENBERG

LIMITED-TIME ONLINE SALE EVENT

SHOP CLOTHING

ENDS IN
3 DAYS

POWERED BY

HAUTELOOK

IN e-commerce
5 key stages of the buying process and main drivers



Free Shipping on Orders Over $100* k n
90-Day Returns to Nordstrom Rack N O R D ST R O M raC Search

WOMEN SHOES HANDBAGS & ACCESSORIES MEN KIDS HOME GIFTS CLEARANCE

e '« Sh
PRODUC] Women's Shoes
NISCOVERY
DISCOVERY WOMEN / SHOES
Women Size Vv Color v Price v Brand ¥ 9517 Iltems Sort By: Newest Arrivals v
SHOES # Search Q
A
Boots & Booti : .
oots & Booties B Naturalizer (37)
C
Sandals D Nature Breeze (67)
Sneak o
neakers E New Balance (74)
P : . -
umps G Nicole Miller (15)
H
Flats | Nicole Miller Artelier (7)
Mules & Clogs J Nina (1)
, K
Slippers L Nina Originals (4)
M Nine West (66)
N
0 Not Rated (8)

Customer journey in e-commerce
5 key stages of the buying process and main drivers



WOMEN / SHOES / SNEAKERS / ACTIVE

New Balance
690 Running Shoe - Wide Width Available

$59.97

$74-95 20% Off Style #: WT690LB2

€) Fit Predictor Calculate your size

Size Size Chart

6B 6.5B 7B 7.5B 8B 8.5B

9B 9.5B 10B 11B 12B 6D

6.5D 7D 7.5D 8D 8.5D 9D

9.5D 10D 11D 12D

Color: BLACK-GREY

Price and other options | Quajity

ADD TO CART

Customer journey in e-commerce
5 key stages of the buying process and main drivers

Shipping & Returns

e Shipsin5 - 7 days. This item is ready to ship
e This item qualifies for free shipping when you spend over $100.
e Returnable within 90 days to a Nordstrom Rack store or by mail.

e Thisitem cannot be shipped to Canada.

About This ltem

Details:
Sizing: True to size. B=standard width, D=wide width

- Trail running

- Round toe

- Lace-up vamp

- Padded tongue and collar
- Imported

This item cannot be shipped to Canada.

Materials:
Mesh and synthetic upper, manmade sole



CART
MANAGEMENT

Cart management

You May Also Like You have 1 item in your cart

Shlpplng optons New Balance Remove $59.97

690 Running Shoe - Wide Width
Available

Color: BLACK-GREY / Size: 10B / Qty:
1

Wish kst

Related services N
/ NORDSTROM rack
S
Subtotal: $59.97
TOMS Brooks VINCE. Brooks
Altair Chambray Slip-On Shoe Glycerin 13 Running Shoe - Multiple Berlin Sneaker Glycerin 13 Running Shoe - Multiple FREE SHIPPING ON ORDERS OVER $1OO
$17.24 $69.00 75% Off Widths Available $119.97 $225.00 47% Off Widths Available C H EC KO UT
$79.97 $150.00 47% Off $79.97 $150.00 47% Off EASY RETURNS TO NORDSTROM RACK STORE OR BY MAIL

Customer journey in e-commerce
5 key stages of the buying process and main drivers



Have questions? Live Chat @i

SHIPMENT 1 OF 1 SHIPPING ADDRESS + New Address
Staimd.ard $7.95 TOom Fleerackers
Shipsin 5 - 7 days. 9641 Sunset Blvd
S Beverly Hills, CA 90210
CHECK OUT 310-276-2251
New Balance $59.97
690 Running Shoe - Wide Width Edit
Available
Color: BLACK-GREY
Guest shopping / login - Remove
Size: 10B PAYMENT METHOD
Returnable
Order i
Credit Card PayPal
REVIEW & CONFIRM
Paymem mmns Card Number
Subtotal $§59.97
Other services and Shipping i $7.95
options .
Tax $5.40 Expiration Date
Order tracking 8 <EcuRs January-01 v 2016 ¥
CHECKOUT Total: $73.32
Security Code
PLACE ORDER

Nickname for Card (Optional)

Customer journey in e-commerce ny Cart
5 key stages of the buying process and main drivers siingadares

Same as Shipping
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User Experience FAILS which impact conversions

Absence of Product Page Videos

The average time spent by a user on a particular site is just 6 seconds.
Your UX must therefore be designed to convince users they need to spend more

time on the site. This is why using a video is absolutely crucial for your efforts



bathrooms @ =
W R aacia FREE UK DELIVERY . 2o
u0844 358 1995 )il us today ' ey B

T
| oL | gogooe
| You are here: 1ome > Eathvoom > Bathvoom Tags > Ura Batteosm Taps > Ehe > U-TETI0S
L || ethic mono basin mixer |
Ref;: U-TETI0S
! REPEBSO0 - Sawngs i22.74 Dwsconrt 25% —
You Pay £66.76 inc VAT Bullra
Q m |

Quantity:
ADD TO CART
B o | oy | e | mes

«mé«xh\domwmm thhcm reguitors. “vor |

Prossure (bar) Fiow rate (1/min)
3 e
— Material: Brass

| 'Il Pressure: Mo 0.5 bar gressuwre and above

ol |

Delivery: 2-3 workng days - when ordered by noon,
Warranty: 10 yeu Qurantee

User Experience FAILS which impact conversions

Insufficient Product Information

42% shoppers’ abandon an online purchase because of limited product information
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User Experience FAILS which impact conversions

Product Images

Product pages offering tons of information about the product. A user can also click on

the product image to view a larger version of the image; coupled with all other
information on the page.



SO OFF LOURS CHMALIREY CMAMSAONS FREE DELVERY TO AUSTRALIA NT. UISA AND CANADA, THE SALE NOW LR TO 70% OFF - ENDS ONLUINE TWURSDAY

Mome /| Men | Casul Shrts
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User Experience FAILS which impact conversions i

FRCM MAS TO YoU

0000 EE 18:59 o

Product Images Hello, Sally | T

-
C
As a mamber you can claim exclusive benefits and offers | — @ M&S Q [f]

The use of responsive web design is also N I

- : : : Hello, Sal
becoming prevalent, which ensures a website - .
renders effectively on all screen sizes.

As a member you can claim exclusive
benefits and offers

Account

Add your card o your sccount, cdam your
friends and family vouchers and more...

| Activate your Bewards card

Tedl us what you're |
' offers and ren

Ad

Account

Activate vour Rewards card




llllll

WELCOME TO CUSTOMER SERVICE
. +44 1618 366 825
Fante NS SERN

L4 < AE]

PAYMENT IVACYPOLIEY TERNS AND COMNDITIONS
¢ E .

User Experience FAILS which impact conversions

Poor customer service pages

This Is another huge mistake made by e-commerce merchants. The customer
service area of their site is either non-existent; even if it is there; it gives out a
feeling that the merchant couldn’'t be bothered about customer service.



User Experiences which have a positive impact on conversions
Mobile responsiveness

People want to shop while they are on the go, it's been proven time and time
again, If your website is not compatible for mobile, you will have a hard time

pleasing your customers. This is an investment that you absolutely must make
when starting an ecommerce website.



Debit

%Ver;i;;gcﬁny @wd @wd w ' PayPaI

o DISCOVER

EXPRESS ~  NFTWORK l

User Experiences which have a positive impact on conversions
Security

As people shop online, they will want to know that their personal information is
secure. The data that is collected through your website should definitely not be
disclosed to any unauthorized personnel, and you should take measures to
demonstrate to visitors you're your website is secure and legit.



BESTELLSTATUS | NEWSLETTER ANMELDUNG ANMELDEN &

MANNER FRAUEN KINDER SPORTS MARKEN PERSONALISIEREN MICOACH Q suchen ‘

SEN—

. ’f FIND FOCUS

B ON THE MOVE

Ji
User Experlences which have a Impact on conversions

No one wants to read a manual to be able to use your website. The design
should be simple and very straightforward. The login and sign up options
should be very evident, and when someone presses buy they shouldn't have to
jump through hoops to get down the funnel.
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, A Lesen Sie alle 3 Bewertungen
FRAUEN GEWICHTHEBEN
i €69,95
-
@ Farbe Bold Blue (AP9528]
Py ’\ ”
“ Y
Groflentabelle
n Wahle deine Gréfe aus v 1 v
n Ist deine Grof3e nicht mehr auf Lager?
ﬁ} IN DIE EINKAUFSTASCHE @
. f G|l 9| P

Dieses Model ist 182 cm grof3 und tragt Grof3e S.

User Experiences which have a positive impact on conversions
Product information and images

The design of your website should accommodate lots of product pictures and
descriptive information. No one wants to buy something that they cannot see or
they have no information about. The goal is to make sure that the customers
are better informed when they are doing their shopping.



l BESTELLSTATUS | NEWSLETTER ANMELDUNG ANMELDEN &

aﬁ%as MANNER [;.7.\V/J'] KINDER SPORTS MARKEN PERSONALISIEREN MICOACH Q suchen ﬁ

IM FOKUS SCHUHE KLEIDUNG ACCESSOIRES SPORTS
Neu eingetroffen Originals Shirts & Tops Alle Taschen Running
Running Sweatshirts Schultertaschen Training
Athletics ZNE o .
NMD Training Trikots Rucksacke Outdoors
adidas neo Sport-BHs Sporttaschen Tennis
Gazelle _ o _
Outdoor Hoodies & Trainingsjacken Socken Schwimmen
Tubular
Tennis Jacken Hute Golf
StellaSport o
Golf Trainingsanzuge Handschuhe Fufiball
Rita Ora
Basketball Hosen Schals Basketball
Outlet Fufiball Tights Brillen Studio
Sandalen & Flip Flops Shorts Yoga
Mach dein eigenes Design Rocke und Kleider
Swimwear

Make sure that your have a convenient search tool. The first time visitor is

likely looking for one particular thing. They do not want to spend the whole day
sifting through items that they do not need.



Herren > Sport > Sportbekleidung > Jacken & Westen

Sportjacken fur Herren

Regen- & Outdoorjacken Ubergangsjacken Softshells Trainingsjacken Westen Fleecejacken

Winterjacken & -mantel Ski- & Snowboardjacken

Sportart v Marke ~ Farbe ~ Preis ~
Grolke ~ Anlass v Kollektion ~ Technologie v
Obermaterial ~ Innenfutter ~ Neue Produkte ~

. REGgEeNn- & OQutdoorjacken fur Herren

(Regen- & Outdoorjacken) Ubergangsjacken Softshells Westen Fleecejacken Winterjacken & -mantel Ski- & Snowboardjacken
Sportart v Marke v Farbe v Preis v
GrolRe v Kollektion v Technologie v Obermaterial v
Innenfutter ~v Neue Produkte v
Outdoor X Blau X

76 Artikel

Sortieren nach: Beliebteste v




WHERE AND WHEN WILL YOU BE USING THIS JACKET?

® .
FLU'D I.l"L ';:j:“




ésf}‘
‘\, Welcome to Planet Fitness. Home of the Judgement Free Zone®

IR oy | s ress | smamansvmus | sroron | ason ¢

(3]
Find a Location (v
(&

Commercials

Current Promotions

User Experiences which have a positive impact on conversions

Colours

No one wants to have their senses assaulted by a cocktall of strange colors.
One very common mistake many people make with ecommerce websites is
setting white text on a black background. Make it easy to see text and images,
and find colors that complement each other.



4 BEWERTUNGEN
100%

der Kunden wiirden dieses

03. November 2016
PERFEKTE SPORTKLEIDUNG!

Material ist super, passt perfekt, ist bequem und schaut wirklich super aus

v Ich wirde dieses Produkt empfehlen

Produkt empfehlen
PleM - Verifizierter Kaufer
PASSFORM . e :
Antworten War diese Bewertung hilfreich? Ja (0) Nein (0]
ZU ENG PERFEKT ZU WEIT
LANGE 02. November 2016
ZU KURZ PERFEKT ZU LANG PERFORMANCE, DESIGN UND FUNKTION UND IN EINER TIGHT VEREIN
Super angenehmes Material, sehr angenehm zu tragen
KOMFORT
v/ lch wirde dieses Produkt empfehlen
SERRSCHLECHT SERREUT silja74 - Verifizierter Kaufer
QUALITAT
Antworten War diese Bewertung hilfreich? Ja (0] Nein (0]
SEHR SCHLECHT SEHR GUT

User Experiences which have a positive impact on conversions
Recommendations

When you provide your customers with links to recommended products they
might like, then you are going to make shopping easier on your site and
promote additional sales. At least six links will make for an easier shopping
experience that encourages extra additions to their cart.



Gen Z

Millennials

Gen X

Baby
Boomers

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

. Speed . Convenience . Site experience . Price
Brand Reputation B Ease of return . Free shipping

. Loyalty reward or discount . | do not buy from online stores
. Other (please specify)

User Experiences which have a positive impact on conversions differ over
Generations

What is your primary reason to by online?
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Yo

of customers abandon before completing their online purchase (2017)



Reasons for abandonment during checkout

High extra costs — I 6 1 %

Forced account creation — NG 35%

Long/complicated checkout
process

27%
Lack of transparency 24%

Website errors — NN 22 %,

Untrustworthy website — I 8%
Slow delivery — I 16%
Unsatisfactory return policy 10%
Insufficient payment methods I 8%

Declined credit card 5%

Yo

of customers abandon before completing their online purchase (2017)



Reasons for abandonment during checkout

High extra costs — I 6 1 %

Forced account creation — NG 35%

. N\
Long/complicated checkout 27% 73%

process —
Lack of transparency 24%
Website errors 122% 8 0%

Untrustworthy website — I 8% |:| 85
0
I | (O | : /o

Slow delivery

Unsatisfactory return policy 10%
Insufficient payment methods I 8%
Declined credit card 5%
%o

of customers abandon before completing their online purchase (2017)



FASHION 68.3%

TRAVEL 81.7%
The smaller the screen

T Y oL size the less likely to
: 0

NON-PROFIT 83.1%

buy.

of customers abandon before completing their online purchase (2017)



