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Cosa è la Digital Competitive Map…a cosa serve

ASSE COSA MISURA

Verticale -
Digital Strategic 

Reach

Offerta Digitale nel mondo: Presenza, Lingue e Localizzazioni
per Siti, Ecommerce, Socials, Email Marketing

Orizzontale –
Digital Customer 

Experience

Esperienza Digitale dei clienti:
Navigazione Siti, Ecommerce UX (selezione prodotti, check-
out, delivery), Customer Service, Servizi Cross-canale, App

Uno strumento di Benchmarking & Audit oggettivo per definire i punti di forza e 
le opportunità di miglioramento digitale per i singoli Brand

â
Prezioso input per la definizione della Roadmap Digitale e delle priorità.
KPI digitali per Top Management / Azionisti / Investitori
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OSPITALITÀ DESIGN ALIMENTARE MODA / GIOIELLERIA / MERCHANDISE / ALTRI
Albereta Alessi Acquerello Buccellati Gioielleria
Andana Alias Agrimontana Bulgari Gioielleria
Bauer Artemide Allegrini Chantecler Gioielleria

Bellevue Syrene B&B Italia Baratti&Milano Pomellato Gioielleria
Splendido Belmond Hotel Bisazza Bellavista Vhernier Gioielleria

Capri Palace Jumeirah Boffi Ca’ del Bosco Agnona Moda
Cristallo Resort & Spa Davide Groppi Calvisius Caviar Alberta Ferretti Moda

De Russie Driade Campari Bottega Veneta Moda
Principe Di Savoia Fantini Domori Brioni Moda

Lungarno Collection FontanaArte Ferrari Trento Brunello Cucinelli Moda
Masseria San Domenico Giorgetti Feudi di San Gregorio Corneliani Moda

Pellicano Kartell Frescobaldi Emilio Pucci Moda
San Maurizio 1619 Living Divani IllyCaffè Etro Moda

Verdura Resort Moroso Livio Felluga Fedeli Moda
Villa D’Este Poltrona Frau Masi Fendi Moda

Porro Mastrojanni Ferragamo Moda
Riva 1920 Nonino Gucci Moda
Valcucine Ornellaia Herno Moda
Zanotta S.Pellegrino Isaia Moda

Segnana Kiton Moda
Tenuta Luce Loro Piana Moda

Max Mara Moda
Missoni Moda
Moncler Moda

Piacenza Cashmere Moda
Prada Moda

Rene’ Caovilla Moda
Sergio Rossi Moda
Stone Island Moda

Tod's Moda
Valentino Moda
Versace Moda
Zegna Moda

Alfa Romeo Merchandise
Dainese Merchandise
Ducati Merchandise
Ferrari Merchandise

Lamborghini Merchandise
Maserati Merchandise

Riva Merchandise
Acqua di Parma Altri

Aurora Altri
Davines Altri

Technogym Altri

Soci Altagamma – 4 Raggruppamenti Analitici

19 Soci

15 Soci

21 Soci 44 Soci
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Metodologia - Moda / Gioielleria / Merchandise / Altri

AXES CATEGORIES CRITERIA FOCUS

DIGITAL 
STRATEGIC REACH
- GLOBALIZATION
(132 Parameters)

Supply Side

1. E-commerce Strategy

1. Direct E-commerce in Key Countries Worldwide
2. Online Luxury Department Stores (added Galeria in KR, Hankyu in JP) Worldwide
3. Luxury E-tailers Worldwide
4. Online Product Categories Extension (added Collaborations, Shoppable Virtual Collections, NFT) Italy

2. Social Media Strategy
5. Social Reach (added Tiktok, Douyin, RED) Worldwide
6. Shop on Socials (added Douyin Boutique) Worldwide

3. Customer Engagement Strategy
7. Web Languages Worldwide
8. Email Reach Worldwide

4. "Made in" on Web 9. "Made in" on Web Worldwide

5. Sustainability and Causes 10. Sustainability and Causes (NEW CRITERION) Worldwide

DIGITAL 
CUSTOMER EXPERIENCE

- UX 
(195 Parameters)

Demand Side

6. Website Experience (UX)

11. Website Navigation Italy
12. Product Selection Support Italy
13. Product Presentation on Product Pages Italy
14. Remote Shopping Highlighted on Web (NEW CRITERION) Italy

7. Customer Service

15. Customer Service Contact Options Italy
16. Chatbot on Web Italy
17. Chatbot on Facebook Italy
18. Style Advisory (added Style Advice via Instagram) Italy

8. E-commerce Experience (UX)
19. Check-out Process Italy
20. Online Payment Methods Italy
21. Delivery and Return Options Italy

9. Cross-Channel Experience (UX)
22. Store Finder Italy
23. Drive from Web to Store Italy
24. Digital in Store (added QR Engagement on Store windows and Instore) Italy

10. Customer Engagement Experience

25. Email Proficiency Italy
26. Share Options Italy
27. Gamification (NEW CRITERION) Italy
28 Apps Italy

28 Criteri e 327 Parametri
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Metodologia - Design
27 Criteri e 356 Parametri

AXES CATEGORIES CRITERIA FOCUS

DIGITAL 
STRATEGIC REACH
- GLOBALIZATION
(165 Parameters)

Supply Side

1. E-commerce Strategy

1. Direct E-commerce Worldwide
2. Online Luxury Department Stores Worldwide
3. Luxury E-tailers Worldwide
4. Online Product Categories Extension Italy

2. Social Media Strategy
5. Online Communities Worldwide
6. Social Reach Worldwide
7. Shop on Socials Worldwide

3. Customer Engagement Strategy
8. Web Languages Worldwide
9. Email Reach Worldwide

4. "Made in" on Web 10. "Made in" on Web Worldwide

5. Brand Storytelling 11. Brand Storytelling Worldwide

6. Sustainability and Causes 12. Sustainability and Causes Worldwide

DIGITAL 
CUSTOMER EXPERIENCE

- UX 
(191 Parameters)

Demand Side

7. Website Experience (UX)
13. Website Navigation Italy
14. Product Selection Support Italy
15. Product Presentation on Product Pages Italy

8. Customer Service
16. Customer Service Contact Options Italy
17. Chatbot on Web Italy
18. Customer Service Advisory Italy

9. E-commerce Experience (UX)
19. Check-out Process Italy
20. Online Payment Methods Italy
21. Delivery and Return Options Italy

10. Cross-Channel Experience (UX)
22. Store Finder Italy
23. Drive from Web to Store Italy
24. Digital in Store Italy

11. Customer Engagement Experience
25. Email Proficiency Italy
26. Share Options Italy
27. Apps Italy
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Metodologia - Alimentare
24 Criteri e 294 Parametri

AXES CATEGORIES CRITERIA FOCUS

DIGITAL STRATEGIC REACH
- GLOBALIZATION
(137 Parameters)

Supply Side

1. E-commerce Strategy

1. Direct E-commerce in Key Countries Worldwide

2. Online Department Store Worldwide

3. International E-tailers Worldwide

4. Online Product Categories Extension Italy

2. Social Media Strategy
5. Social Reach Worldwide

6. Shop on Socials Worldwide

3. Customer Engagement Strategy
7. Web Languages Worldwide

8. Email Reach Worldwide

4. "Made in" on Web 9. "Made in" on Web Worldwide

5. Brand Storytelling 10. Brand Storytelling Worldwide

6. Sustainability and Causes 11. Sustainability and Causes Worldwide

DIGITAL
CUSTOMER EXPERIENCE 

- UX 
(157 Parameters)

Demand Side

7. Website Experience (UX)

12. Website Navigation Italy

13. Product Selection Support Italy

14. Product Presentation on Product Pages Italy

8. Customer Service
15. Customer Service Contact Options Italy

16. Customer Service Advisory Italy

9. E-commerce Experience (UX)

17. Check-out Experience Italy

18. Online Payment Methods Italy

19. Delivery and Return Options Italy

10. Cross-Channel Experience (UX)
20. Store Finder Italy

21. Visits Italy

11. Customer Engagement Experience

22. Email Proficiency Italy

23. Share of Product Page Italy

24. Apps Italy
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AXES CATEGORIES CRITERIA FOCUS

DIGITAL 
STRATEGIC REACH
- GLOBALIZATION
(143 Parameters)

Supply Side

1. Ecommerce Strategy

1. Booking Languages Worldwide
2. Booking Currencies Worldwide
3. Luxury Networks highlighted on Website Worldwide
4. Booking Platforms Worldwide
5. Online Product Category Extension Italy

2. Social Media Strategy 6. Social Reach Worldwide

3. Customer Engagement Strategy
7. Web Languages Worldwide
8. Email Reach Worldwide

4. Storytelling Highlighted On Web
9. Brand Storytelling Worldwide

10. Services and Facilities Storytelling Worldwide

5. Sustainability and Causes 11. Sustainability and Causes Worldwide

DIGITAL 
CUSTOMER EXPERIENCE

- UX 
(144 Parameters)

Demand Side

6. Website Experience (UX)

12. Website Navitagion Italy
13. Room Selection Support Italy
14. Room Presentation Italy
15. Restaurant Presentation Italy
16. SPA Presentation Italy

7. Customer Service
17. Customer Service Contact Options Italy
18. Customer Service Advisory Italy

8. E-commerce Experience (UX)
19. Check-out Process Italy
20. Online Payments Methods Italy

9. Cross-Channel Experience (UX) 21. Hotel Locator Italy

10. Customer Engagement Experience
22. Email Proficiency Italy
23. Share Options Italy
24. Apps Italy

Metodologia - Ospitalità
24 Criteria e 287 Parametri
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Differenti livelli di maturità digitale
(% Panel Score over Max Score)
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DCM Digital Exploitation
(% of Max Potential Score, Total Panel) 
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Lingue dei siti Web

German

Russian

Chinese 
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Brands with Web Language (% Total Brand Panel) 
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Presenza di canale E-commerce diretto

Italy

USA

China
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Brands with Direct E-commerce (% Total Brand Panel) 
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Presenza su Facebook

Facebook Links for 
Shopping / Booking

92% 91%
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Presenza su WeChat

WeChat Accounts

WeChat Links for 
Shopping / Booking
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WeChat official account Chat Page Official Store on JD.com

JD Store
TMALL

Invite to shop on 
Tmall via url

Design: Shop via WeChat Account
Example Kartell WeChat Account linking to JD Store + Invite to shop on Tmall
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Alimentare: Shop via WeChat Account
Example Frescobaldi WeChat Account linking to JD Store 

WeChat official account Chat Page

Click here to Frescobaldi 
Mini Program ! Learn

wine tasting skills, make a 
reservation for the tour.

Mini Program 

JD Official Store

Official Store
on JD

Buy
Now
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WeChat official account Chat Page
Invite to shop on 

Tmall via url

Alimentare: Shop via WeChat Account
Example Campari WeChat Account Invite to shop on Tmall
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“Book Now”
(Link to 

Lungarno Website)

WeChat Official Account Chat Page « Book Now »

Ospitalità: Booking via WeChat Account
Example Lungarno Collection WeChat Account linking to Booking on Website 
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The Digital Competitive Map 2021 – Design
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Go to product page

Brand Storytelling 
Example Alias with interactive Timeline for Iconic products 

2017
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360° view

More 
product 
pictures Video 

Interview 
with  

Designer

Digital Interactive Catalog
Example Porro
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360° view of  configurated kitchen
Download 

configurated
kitchen

Change Point of View

Configure 
(material, 
colors, finish) 

Information 
for specific 
products

Product Configurator
Example Valcucine “MACHINA” The ultimate Kitchen Configurator
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1st step: Select upholstery Configurated product

Preview

Download PDF 

2nd step: Select color 

Request for more info

Product Configurator
Example Poltrona Frau
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“Hi, I’m your
personal Kdesign

assistant”
- product

- assistance
- Kartell

Hi, I’m your 
Kdesign

assistant, how 
can I help you?

You require
assistance

Web Live Chat
Example Kartell
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The Digital Competitive Map 2021 – Ospitalità
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Sustainability
Example Pellicano

Our Environmental Initiatives and Commitments:
• Marevivo partnership
• Reducing plastic waste
• Saving energy and emissions
• Conserving water
• A Meat Free Monday
• Home grown vegetables
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Resort Virtual Tour and Shop
Example Andana

Virtual Tour Shop
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Hotel Reservation, Chat and Check-in online
Example Splendido Belmond Hotel App Hotel Reservation

Check-in 
Online

Chat



27
© Copyright 2017-2020 Contactlab 
This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

Russian

Chinese

Booking Language also in Russian, Arabic, Chinese
Example De Russie

Arabic
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E-voucher Gift Box
Example De Russie and Verdura Resort

De Russie Verdura Resort

Delivery via e-mail
Delivery via post
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The Digital Competitive Map 2021 – Alimentare
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Virtual Tour Visits
Example Tenuta Riso Acquerello
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Vini Biologici shoppable online and Digital Wine Tasting
Example Masi
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Direct E-commerce with delivery also to China and Russia
Example Feudi di San Gregorio

China
Russia
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WhatsApp and Web Live Chat Contact Options 
Example IllyCaffè

WhatsApp
Live Chat
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Very complete Customer Service Advisory 
Example Domori via Email

Chocolate 
Product Links

Beverage 
suggestions Link to Shop

Cell phone

Complementary Present
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The Digital Competitive Map 2021 – Gioielleria
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Step 4. Do you have a price 
range in mind?

Step 1. Who is 
unwrapping this gift?

Step 2. What kind of 
woman is she?

Step 3. Did you already 
have something in mind?

Gift Finder results

Gift Finder
Example Bulgari
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The Digital Competitive Map 2021 – Moda / Gioielleria / Merchandise / Altri
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Home Shopping Experience
Example Max Mara 
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Product Collaborations
Example Versace and Fendi: The Swap

Discover the Swap: 
Versace by Fendi and 

Fendi by Versace

Iscriviti alla nostra mailing list per 
essere avvisato quando le collezioni 

Fendace saranno disponibili
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Gamification
Example Ferragamo The Metropolitan Enigma Online Game

Start the Investigation
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NFT
Example Ferrari Modulo NFT
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Shoppable Virtual Collections

La prima sneaker virtuale della
Maison, la Gucci Virtual 25

Example Gucci Shoppable Virtual Sneakers (via App)

Shop
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The Digital Competitive Map 2021 – International Luxury Panel


