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Cosa é la Digital Competitive Map...a cosa serve oQ

ASSE ‘ COSA MISURA

Verticale - . . . . ..
. . . Offerta Digitale nel mondo: Presenza, Lingue e Localizzazioni
Digital Strategic " . . .
per Siti, Ecommerce, Socials, Email Marketing
Reach
Orizzontale - Esperienza Digitale dei clienti:
Digital Customer Navigazione Siti, Ecommerce UX (selezione prodotti, check-
Experience out, delivery), Customer Service, Servizi Cross-canale, App

Uno strumento di Benchmarking & Audit oggettivo per definire i punti di forza e
le opportunita di miglioramento digitale per i singoli Brand
N %
Prezioso input per la definizione della Roadmap Digitale e delle priorita.
KPI digitali per Top Management / Azionisti / Investitori
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Soci Altagamma - 4 Raggruppamenti Analit

ICI

“contactlab

OSPITALITA 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 IllyCaffe Etro Moda
Verdura Resort Moroso Livio Felluga Fedeli Moda
Villa D’Este Poltrona Frau Masi Fendi Moda
. Porro Mastrojanni Ferragamo Moda
15 SOC| Riva 1920 Nonino Gucci Moda
Valcucine Ornellaia Herno Moda
Zanotta S.Pellegrino Isaia Moda
. Segnana Kiton Moda
19 SOCl Tenuta Luce Loro Piana Moda
Max Mara Moda
21 Soci 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
© Copyright 2017-2020 Contactlab DaVineS Altri
This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner Technogym Altri
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Metodologia - Moda / Gioielleria / Merchandise / Altri
28 Criteri e 327 Parametri

| AXES |1 CATEGORIES |1 CRITERIA || Focus |
1. Direct E-commerce in Key Countries Worldwide
2. Online Luxury Department Stores (added Galeria in KR, Hankyu in JP) Worldwide
1. E-commerce Strategy . )
3. Luxury E-tailers Worldwide
4. Online Product Categories Extension (added Collaborations, Shoppable Virtual Collections, NFT) Italy
DIGITAL
STRATEGIC REACH 2. Social Media Strate 5. Social Reach (added Tiktok, Douyin, RED) Worldwide
- GLOBALIZATION : &Y 6. Shop on Socials (added Douyin Boutique) Worldwide
(132 Parameters)
; 3. Customer Engagement Strate, e coosagey LIS
Supply Side ’ B & 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 ‘
11. Website Navigation Italy
. . 12. Product Selection Support Italy
6. Website E UX
ebsite Experience (UX) 13. Product Presentation on Product Pages Italy
14. Remote Shopping Highlighted on Web (NEW CRITERION) Italy
15. Customer Service Contact Options Italy
2. Customer Service 16. Chatbot on Web Italy
' 17. Chatbot on Facebook Italy
DIGITAL 18. Style Advisory (added Style Advice via Instagram) Italy
CUSTOMER EXPERIENCE
- UX 19. Check-out Process Italy
(195 Parameters) 8. E-commerce Experience (UX) 20. Online Payment Methods Italy
21. Delivery and Return Options Italy
Demand Side
22. Store Finder Italy
9. Cross-Channel Experience (UX) 23. Drive from Web to Store Italy
24. Digital in Store (added QR Engagement on Store windows and Instore) Italy
25. Email Proficiency Italy
. 26. Share Options Italy
10. Cust E tE
HSIOMENENEABEMENTEXPENience 27. Gamification (NEW CRITERION) Italy
28 Apps Italy
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Metodologia - Design
27 Criteri e 356 Parametri

| AXES || CATEGORIES || CRITERIA | FOCUS

1. Direct E-commerce Worldwide
T T — 2. Online Luxury Department Stores Worldwide
: EY, 3. Luxury E-tailers Worldwide

4. Online Product Categories Extension Italy
5. Online Communities Worldwide
DAL 2. Social Media Strategy 6. Social Reach Worldwide
SR CICIRESCES 7. Shop on Socials Worldwide

- GLOBALIZATION : P
(165 Parameters)
8. Web Languages Worldwide
. 3. Customer Engagement Strategy 3 R

Supply Side 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

13. Website Navigation Italy

7. Website Experience (UX) 14. Product Selection Support Italy

15. Product Presentation on Product Pages Italy

16. Customer Service Contact Options Italy

8. Customer Service 17. Chatbot on Web Italy

18. Customer Service Advisory Italy

DIGITAL

CUSTOMEiIE ))(( RERIENCE 19. Check-out Process Italy

(191 Parameters) 9. E-commerce Experience (UX) 20. Online Payment Methods Italy

21. Delivery and Return Options Italy

Demand Side

22. Store Finder Italy

10. Cross-Channel Experience (UX) 23. Drive from Web to Store Italy

24. Digital in Store Italy

25. Email Proficiency Italy

11. Customer Engagement Experience 26. Share Options Italy

27. Apps Italy
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Metodologia - Alimentare

24 Criteri e 294 Parametri

| AXES CATEGORIES | | CRITERIA |[ rocus
1. Direct E-commerce in Key Countries Worldwide
2. Online Department Store Worldwide
1. E-commerce Strategy
3. International E-tailers Worldwide
4. Online Product Categories Extension Italy
2. o T Gt 5. Social Reach Worldwide
DIGITAL STRATEGIC REACH . Social Media Strate,
EY 6. Shop on Socials Worldwide
- GLOBALIZATION
(137 Parameters)
Web Languages Worldwide
i 3. Customer Engagement Strategy ; )
Supply Side 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
12. Website Navigation Italy
7. Website Experience (UX) 13. Product Selection Support Italy
14. Product Presentation on Product Pages Italy
. 15. Customer Service Contact Options Italy
8. Customer Service T @ P T
DIGITAL 3 ervice Advisory taly
CUSTOMER EXPERIENCE
-UX 17. Check-out Experience Italy
(157 Parameters) 9. E-commerce Experience (UX) 18. Online Payment Methods Italy
19. Delivery and Return Options Italy
Demand Side
20. Store Finder Italy
10. Cross-Channel Experience (UX) .
21. Visits Italy
22. Emadil Proficiency Italy
11. Customer Engagement Experience 23. Share of Product Page Italy
24. Apps Italy
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Metodologia -

Ospitalita

24 Criteria e 287 Parametri

| AXES | | CATEGORIES | CRITERIA | FOCUS |
1. Booking Languages Worldwide
2. Booking Currencies Worldwide
1. Ecommerce Strategy 3. Luxury Networks highlighted on Website Worldwide
4. Booking Platforms Worldwide
5. Online Product Category Extension Italy
DIGITAL
STRATEGIC REACH 2. Social Media Strategy 6. Social Reach Worldwide
- GLOBALIZATION
(143 Parameters)
7. Web Languages Worldwide
3. Customer Engagement Strategy B R
Supply Side 8. Email Reach Worldwide
9. Brand Storytellin Worldwide
4. Storytelling Highlighted On Web 3 4 g 3 3 .
10. Services and Facilities Storytelling Worldwide
5. Sustainability and Causes 11. Sustainability and Causes Worldwide
12. Website Navitagion Italy
13. Room Selection Support Italy
6. Website Experience (UX) 14. Room Presentation Italy
15. Restaurant Presentation Italy
16. SPA Presentation Italy
DIGITAL . 17. Customer Service Contact Options Italy
CUSTOMER EXPERIENCE 7. Customer Service 18, Cust Service Advisory Italy
- UX
(144 Parameters)
) 19. Check-out Process Italy
8. E-commerce Experience (UX) )
Demand Side 20. Online Payments Methods Italy
9. Cross-Channel Experience (UX) 21. Hotel Locator Italy
22. Email Proficiency Italy
10. Customer Engagement Experience 23. Share Options Italy
24. Apps Italy
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Differenti livelli di maturita digitale
(% Panel Score over Max Score)

“contactlab

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

DCM Digital Exploitation
(% of Max Potential Score, Total Panel)

49%
36%
25%
20%
International Moda / Gioielleria / Design Alimentare
Merchandise / Altri

49%

Ospitalita
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Lingue dei siti Web

“contactlab

Brands with Web Language (% Total Brand Panel)

97%
100%
0% 73%
60% 53% 45%
German 20% 33%
2000 .
0%
International  Moda/ Gioielleria / Design Alimentare Ospitalita
Merchandise / Altri
100%
80% 74%
60% 48%
[ 400
Russian ’ 19% 20%
2000 11%
oo — B ]
International Moda/ Gioielleria / Design Alimentare Ospitalita
Merchandise / Altri
100% 100%
80% 64%
60%
Chinese 40% 26%
209 10%
o - o 0%
0%
International Moda/ Gioielleria / Design Alimentare Ospitalita

Merchandise / Altri
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Presenza di canale E-commerce diretto

Italy

USA

China

© Copyright 2017-2020 Contactlab

Brands with Direct E-commerce (% Total Brand Panel)

L 00% 100% 95%
(]
80%
60% 52%
A0% 37%
(]
0%
International Moda / Gioielleria / Design Alimentare
Merchandise / Altri
80%
60%
40% 24%
0% 16%
° ]
0% S
International Moda / Gioielleria / Design Alimentare
Merchandise / Altri
100% 87%
80%
59%
60%
40%
20% 0% 5%
0% I
International Moda / Gioielleria / Design Alimentare
Merchandise / Altri

“contactlab
contactia This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

Note: for Hospitality, booking in
Chinese language for 60% of Panel



Presenza su Facebook

0,
100% 92% o1

90%

80%

67%

70%

Facebook Links for 60%
Shopping / Booking 50%

40%
30%
20%

10%

0%
International Moda / Gioielleria / Ospitalita
Merchandise / Altri

Facebook Links for Shopping / Booking
(% Total Brand Panel)

57%

Alimentare

26%

Design

Note: All Brands with Facebook Accounts

Copyright 2017-2020 Contactlab
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Presenza su WeChat

WeChat Accounts

WeChat Links for
Shopping / Booking

ight 2017-2020 Contactlab

WeChat Accounts
(% Total Brand Panel)
100%
100% 86%
80% 74%
60%
40% 33% 33%
0%
International Moda / Gioielleria Design Ospitalita Alimentare
/ Merchandise /
Altri
WeChat Links for Shopping / Booking
(% Total Brand Panel)
100% 92%
80%
59%
60%
40% 27%
20% 5% . 10%
0% — [
International Moda/ Gioielleria Design Ospitalita Alimentare
/ Merchandise /
Altri
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Design: Shop via WeChat Account s

Example Kartell WeChat Account linking to JD Store + Invite to shop on Tmall

WeChat official account Chat Page Official Store on JD.com

E ﬁmﬁgﬁ Q. s Kartell f@T 9) X KARTELL SEARIE

u 43 - SR

Kartell £ 3H#

KARTELmeE >
AHER

Kartellofficial ! -
ARREE @M%

RitSHE, RER

NNHTR | § T T

[T

N B S _ &
MNAHTE | BIEEERE
= Tyt RIS

TMALL
MRFBRE - FRIZEUE

Wik ERNRBEE - :
@ -xFBN -FRRN KBS Invite to shop on

https://kartell.tmall.com Tm a I I Vi a u rl
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Alimentare: Shop via WeChat Account
Example Frescobaldi WeChat Account linking to JD Store

Chat Page

Frescobaldi {E B S

WeChat official account
B AR

Frescobaldi

S e
e

RIS G % E Frescobaldi Tt &
HTEHLWE !

il FAREE - BRRER
LrAVH SR - T ERTERIRKIE
HTEESAEE - MR

FBDZS

Y AT L G
Rty "‘-..-‘.‘ L

FRESCOBALDI 1E/

Click here to Frescobaldi
Mini Program ! Learn
wine tasting skills, make a

reservation for the tour.
FRESCOBALDI

B | RERENE
FFl AT !

B!

contactlab

Mini Program

FRESCOBALDI

1€ S8 W 505 1K) T 4R BT

Official Store

TAEMP L0
[ BRUEN




Alimentare: Shop via WeChat Account
Example Campari WeChat Account Invite to shop on Tmall

WeChat official account

B IRSR

Campari
BEE

CAMPARI
GROUP

' swmn' | CAMPARI
SR GROUP

Al

M+ —EXLE |

contactlab

Chat Page
Campari&E[E

Ciao ! FiIX IS EBEEH
ARS » MEEZIFFEE » B
BEAEE GBRIANGEER
18A%) - TREEESE

AL - BE 85—

EE N EEEFHRAS L
% BE 8 2—FY XE
SRET WL &M AESD » 188
d=—0O=

BEHITHBEE uﬁEﬂmﬁﬁ
ARSE T 3E | nba

Invite to shop on
Tmall via url

MRBERR > FRREULIE
WiE > ERHNRBES -

https://iinbali.m.tmall.com




Ospitalita: Booking via WeChat Account

Example Lungarno Collection WeChat Account linking to Booking on Website

WeChat Official Account

B IR

lungarnoc
ollection

L

contactlab

é’\/

Chat Page

lungarnocollection

n REF » SHBE

lungarnocollection !

EIERS

528

BE&R5H

« Book Now »

< 36 lungarnocollection

I &EE F 75 2t

A0S

I8

“Book Now”
(Link to
Lungarno Website)



The Digital Competitive Map 2021 — Design
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Digital Strategic Reach (Globallization)

120
110
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90
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60
50
40
30
20

10

Max Score (419)
Avg
// //;/
/4
: Kartell
L]
Alessi
Ll
Poltrona Frau
Artemide .
.
Driade
Ll
L]
FontanaArte
e Giorgetti
Fantini
* Moroso Alias
p *Boffi
o) 5 N
Valcucine _ Porroe +B&B Italia
» 5 shuve Bisazza '
Zanotta 1920Liv.ing
Divani
Ll
Davide Groppi
|
|
0 10 20 30 40 50 60 70 80 90 100 110 120 130 140 150 160 170 180

contactlab

................................................ « Avg
Max Score (309)
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Digital Customer Experience (IT UX)



Brand Storytelling

Example Alias with interactive Timeline for Iconic products

T

a;’@@o to prodlﬂt page

nnnnnnnnnnnnnnnnnnnnnnnnnnnn

< ©
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Digital Interactive Catalog
Example Porro

More ’
\m.'_\}) l'.'_ll:l_ln;_{u mterattivo prOdUCt |
pictures Video £
Interview
with
@ Designer
[ t——n (]

360° view

contactlab



Product Configurator
Example Valcucine “MACHINA” The ultimate Kitchen Configurator

Information
for specific
products

Change Point of View

g TR E:E l

360° view of configurated kitchen

Download
configurated
kitchen

- |
ﬁ .. E. . - Configure
E BHE BB (material,

colors, finish)

© Copyright 2017-2020 Contactlab
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Product Configurator

Example Poltrona Frau

1919

’ CONFIGURA l

RICHIED! INFORMAZIONI >
Tempi di spedizions

Da7.137 € ot |1

o I b © Copyright 2017-2020 Contactlab
Conta Ct a This document may not be modified, organized or

15t step: Select upholstery

Configura

Configurated product

2" step: Select color

Clonfigure

Configure X

)

1919

uuuuuuuuuuuuuuuu

Preview

reutiliz

Request for more info

Download PDF

21



Web Live Chat 00
Example Kartell O

“Hi, I’'m your
personal Kdesign
assistant”

- product
- assistance
- Kartell

Kartell ] 0 5

WOP NN SANILWORD  WICSLMOACT  COMIPACTRODM 0N DELMOBLE 7

A,

E Hi, fm your personal

Kdesign assistant Hi, I'm your personal

Kdesign éssistant

Arstof all, well me about
yourself

BOURGIE METAL
€521,00

BouRt MITAL

= I cen belp you choose your

> YOU'RE A KARTELL LOVER Kartell product

s

B o

> YOURE AN ARCHITECT
B You require oxsistence

Howr can | help yon?

Youwoudlike te know more
ibout Kanes

Kartell assistant

Contactin progren

You require
assistance

You require assistance

buongiormo

E Information on online orders

Hi, ’'m your
Kdesign
assistant, how
can | help you?

u Them's a problem with your
product

How can | help you?

B You need a spare part

Wi e @G 22

R I b © Copyright 2017-2020 Contactlab
o
Conta Ct a This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner



The Digital Competitive Map 2021 — Ospitalita
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Digital Strategic Reach (Globallization)

340

320

260

240

220

200

180

160

140

120

20

Max Score (375)
Avg

7

: De Russie
Lungarno Collection: « o
: Verdura Resort

2 Splendido Belmond Hotel
Cristallo Resort & Spa *
3 L]

: ®Andana
Jhecssesssssammrssons Principe Di Savola .............. S IRIOER, o oosmssensmssamnsmmsssass 7 Avg
2 o Pellicano
Masseria San Domenico ¢Villa D’Este
2 :
Bauer
Capri Palace Jumeirah  « Bellevue:Syrene
L . :
San Maurizio 1619
4
7
Max Score (271)
i 7/
10 20 80 90 100 110 120 130 140 150 160 200 210 220

Digital Customer Experience (IT UX)



Sustainability

Example Pellicano

PELLICANO

MULELN

FARBENEPER ILPIANETA FARBENE PER LE PERSONE

Stiamo adottando musure per nduns iIncsiro impatto  sull'ambianie Le persone sonc ou Pallicanc olals nostrs inzistive

A =, § =\ | " i )
* * “ locale & proteggers circondano | nastn hote sociall & cultur | nosir Lt gh ospti & le
\_ Scopri di pill sul nostri impegni ambientali comunita focali. Scopri di pid

Our Environmental Initiatives and Commitments:
* Marevivo partnership

* Reducing plastic waste

* Saving energy and emissions

* Conserving water

* A Meat Free Monday

[ ]
8 t tl b © Copyright 2017-2020 Contactiab m rown v
“contactia This document may not be modified, organized o reutilized in any way without the express written permission of the rightful owner
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Resort Virtual Tour and Shop

Example Andana

Virtual Tour

OVERVIEW

contactlab

VERTIGOVRIT

25



Hotel Reservation, Chat and Check-in online
Chat

Example Splendido Belmond Hotel App

The Hotel Acct m
BELMOND
:) . . . ‘ Splendido
SKUP BAGS TRANSFER CALL A TAXI TOURS & -

ACTIVITIES

The Hotel Acci

Reopening April 2022
@ ) & & =z

R Rl ]

WAKEUP CALL LATECHECKOUT PICKUPBAGS  TRANSFER CALLATAX|
The Hotel Acci The Hotel
@0\
‘.’ \.,EI
CHANGE HOTEL CHECKAN CONTACTS HOUSEKEEPING  MAINTENA)
CHANGE HOTEL [l CHECKAN CONTACTS ~ HOUSEKEEPING MAINTENAR ONLINE

ONLINE

Covid 19 Update

ONLINE CHECK IN

Please enter the
following info:

Check-in
Online

Splendido Health and
Safety

Belmond Protects

& Last name

Wining and Dining

Z Reservation Number

SEARCH
ght 2017-2020 Contactlab

Scontactlab T et G ———— ™

Ristorante L
Terrazza

Room Service

Private Bar

permission of the rightful owner

Hotel Reservation

®© Accommodation

SPLENDIDO

A BELMOND HOTEL
PORTOFIND

BOOK

Accommodation

Departure date

b2
Splendido. Portofino
When would you like to
go?
Siendi
°
nd wal
Arrival date
=}

Check availability

26



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

“contactlab

/F

HOTEL DE RUSSIE

Guests =% Arrival
2 Adults, 0 Children ] Tye, Nov 30, 2021

Select a Room

View Results By
Rooms b

Classic Room
Sleeps2 | 1Queen | 30m?

¢ 1 Queen bed or 2 Twin beds
» 30 sqm /324 sq ft (average)

» Complimentary High Speed WiFi

FIND RESERVATIONS % 39-06-328881 ENGLISH-US ~
Deutsch
Departure English - US
Wed, Dec 1, 2021
Optiox'; Espanol - Espania b
- Franqais €
Italiano )
Nederlands i
Sort By
Recommended ¥  Shoy Portugueés
Pyccxnii | RuUssian |
B Arabic F
mikz | Chinese [

Léj where possible
@ Complimentary highl

© 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
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E-voucher Gift Box OO

Example De Russie and Verdura Resort O
De Russie Verdura Resort
B  [1OTEL DERUSSIE GITT CERTIFICATTS . = VERDURA RESORT VOUCHER REGALO =

3
iF
ERDURA RESORT

INFORMAZIONI SULLA CONSEGNA

~ea Delivery via e-mail

~ve Delivery via post

— — e >

e | -

28
ht 2017-2020 Contactlab
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The Digital Competitive Map 2021 — Alimentare

Digital Strategic Reach (Globallization)

contactlab

140 Max Score (239)

Avg
130 :
D V4
: Feudi di San Gregorio
100 — .
Masi Domori
L L]
90 : .
illyCaffe
Agrimontana °
o S.Pellegrino Calvisius Caviar P e
4 ] Acquerello
70
60 : B i
:  Baratti&Milano
50 i
. Frescobaldi . Feprari Trento
Campari ° « Nonino :
40 LI Ornellaia e Ca’ Del Bosco
Livio Felluga .
a *  Tenitaiirce Mastrojanni
LJ [ ]
- -
Allegrini  Bejiavista
20 .
Segnana
10
Max Score (304)
0 |
0 10 20 30 40 50 60 70 80 90 100 110 120 130 140 150

Digital Customer Experience (IT UX)



Virtual Tour Visits

Example Tenuta Riso Acquerello

Acquereiio is an intornationally unique Carnaroli rice,
grown and packaged by the Rondoling family st
Tenuta Colombara in the heart of the province of Verceiii.

Lambiente adatto
per il riso perfetto

La pianura di Vercelli € una zona storicamente votata alla

coltivazione del riso. Immensi specchi d'acqua ¢reano un Livorno Ferraris
PACsagEic magico e incantevole, che ha ispirato numerosi

artisti & poeti. E qui che Acquerello viene coltivato nel —

rispetto dell'ambiente. Durante fa coltivazione l'acqua ¢

mantenuta sempre alta. Questo consente di mantenere un

ecosisterma delicato e [a fauna tipica della risaia: rane,

libellule e aironi hanno qui ka loro casa.

VIRTUAL TOUR DELLA TENUTA %

© Copyright 2017-2020 Contactlab
contactlab

This document may not be modified, organized or reutilized in any way without the express written per

NEGOZI & RISTORANTI  ACOUISTA ONUNE  NEWS  AREA PRESS  CONTATTI

Dora Baltea

aprile - agosto

volatili acquatict, rondini. fibellule,

rane

circa 160




Vini Biologici shoppable online and Digital Wine Tasting

Example Masi

FRESCO DI MASI
ROSSO

contactlab

FRESCO DI MASI
BIANCO

MASI LUNATIO

3. BROLO CAMPO
ORO
ROSSO DEL VERONESE

4. RISERVA COSTASERA

AMANONE CLASSICO

Digital Wine Tasting

Un'occasione per vivere la Masl Wine Experlence anche da casa, in totale sicurezza, quando preferiscl. Acquistando Il cofanetto *I
vini icona di Masi nel mondo® potral degustare la setezione di vini con |a guida di Raffaele Boscaini per scoprire cosa si cela dietro
le nostre migliori etichette.

Dopa il racconto della storia di Masi e i suoi vini, conosceramo le tecniche di degustazione e insieme affineremo | sensi degustando
i vini iconici defla Valpoliceia.

Clicca qui per acquistare il cofanetto e riceverai tutto l'occorrente per |a degustazione

« Bonacosta Valpolicella Classico Doc 750 ml
» Campofiorin Rosso Verona Igt 750 mi
* C della i Classico Docg 750 m!

= Levatappi personalizzato Masi

« Chiavetta USB contenente 1a video degustazione con Raffaele Boscaini
Inoltre ti Invieremo via mall

« |struzioni per la preparazione dei vini
« Tovaglietta per la degustazione

« Invito valido per due persone per visitare la cantina ad un prezzo speciale

Prezzo: €79,00
Il prezzo indicato & per singolo cofanetto di degustazione

Se desider! organizzare un Digital Wine Tasting privato con | tuoi amici o | tuol colleghi, contattaci a: wine.experience@mas.it - 045
6832532
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Direct E-commerce with delivery also to China and Russia
Example Feudi di San Gregorio

FEUDI DI SAN GREGORIO . STORE

COUNTRY ? Your persona

Chile | Reunion

Ehina China g I Your cart

Christmas Island ‘"[ Biscsian Federtion ] Russia

Cocos (Keeling) Islands i SR € llt;

Rwanda
Colombia

Saint Barthelemy .
Comoros SHATER €18

Saint Helena

Congo €12,81

Cook Islands Saint Kitts and Nevis

€30,81

Clty * Z2IP code ~

*Mandatary firld

Shipping address

Shipping address differs from billing addeess

e I b © Copyright 2017-2020 Contactlab
CcO nta Ct a This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner



WhatsApp and Web Live Chat Contact Options oS,
Example lllyCaffe Q

IDEE REGALOD
Come regalare Telicita

Live Chat

o illy Coffee Corner =

1|

WhatsApp A © Q 8 @

@ Open WhatsApp

Customer Care

Il nostro obiettivo & avere clienti soddisfatti al 100%
Per qualunque d

asa

mostri prodotti e servizi, € possibile contattare il nostro
o WhatsApp Bl numero 3401841800 dal lunedi al venerdi dalle 09.00 alle

@ Benvenuto sulla Via della Felicita
|

Stiamo per metterti in contatto con il o illy
Spedalist

17.00.
In alternativa, puo inviare un'e-mail a servizioclienti@illy.com o chiamare il numero verde
800 821 021 dal lunedi al venerdi, ore 08.30 - 20.00, ed il sabato dalle 08.30 alle 13.00.

Inserisci il tuo nome

A minute ago

b >

Il servizio clienti non & operativo la domenica, il lunedi successivo alla domenica di
Pasqua e nelle seguenti giornate:

1 e 6 gennaio.

25 aprile.
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Very complete Customer Service Advisory
Example Domori via Email

Gentilissima Giulia,
grazie per il suo messaggio € per l'interesse verso Domor.

Le consigiiamo sicuramente Il nostro cioccolato tondente: <

* lalinea dicioccolato Criolll https://domori.com/it/38-il-criollo, l cacao fine per eccellenza, dall'inconfondibile arematicita e

rotondita;

® le Tavolette Single Origins littps://domori.com/it/24-le-origini-land, per provare tutte le differenze organolettiche del

cioccolato che derivano dalle diverse aree geografiche di provenienza.

Beverage
suggestions

A quesio Iil( nttps://domori.comit/content’22-pairing fué inoltre trovare suggerimenti per gli abbinamenti con il beverage.

Puo acquistare tutti i prodotti sul nostro e-shoff https://domori.com/inegozio, l)n le spedizioni Express ricevera tutto in 24/48h
lavorative.

Acquistando sul sito, saremo liefi liomaggialle anche la nosira Ruota della Degustazione, [Ehe aiuta ad assaociare gusti e profumi del
nostro migliore cioccolato.

Restiamo a disposizione per qualsiasi altro dubbio o chiarimenta. C o m p I e m e nta ry P rese nt

Cordial saluti,

E-commerce

Cell phone Qe )

cs.ecommerce@domori.com
wwyv. domori.com

ACADEMY

SPONSOR UFFICIALE DE

R I b © Copyright 2017-2020 Contactlab
Conta Ct a This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

Chocolate
Product Links

Link to Shop
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The Digital Competitive Map 2021 — Gioielleria

240 Max Score (235)

230 Avg

160 Bulgari
; o

150 : Breitling Cartier
i L LJ

140 Tiffany

130 IWC

L]
120 Omega

Digital Strategic Reach (Globallization)

H °
110 : Van Cleef
: 5 A
o5 e o TR R A A S R A NSO R A AT AR S R R Y 4 0 S eSO N AT PR RIS ST GTAS W vg
100 i Pomellato =
: L]

90
80
70
60
50

Buccellati

L] a
10 Vhernier

30
20 Chantecler

10 Max Score (420)

0 5 7,
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Digital Customer Experience (IT UX)
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Gift Finder

Example Bulgari

BVLGARI

BVLGARI

Step 1. Who is
unwrapping this gift?

Step 2. What kind of
woman is she?

Step 3. Did you already
have something in mind?

Step 4. Do you have a price
range in mind?

ntactlab

opyri - e al
contactlab e

Gift Finder results
[ eeomiaicwesas ]
" BVLGARI

There you go!
Soma g "
=k )
7 5y
) % (’ i
=
@ } \ " ‘[: &4
') #6L
S s
) N &




The Digital Competitive Map 2021 — Moda / Gioielleria / Merchandise / Altri

Legenda

® Merchandise

contactlab

Digital Strategic Reach (Globallization)

230
220
210
200
190
180
170
160
150
140
130
120
110
100
90
80
70
60
50
40
30
20
10

Max Score (235)

- Avg
Valentino
.
Versace
.
PradaesFendi  Bulgari
o« *Ferragamo
Zegna Tods  Fonclor
i » Max Mara
1 &y Loro Piana
: o . a
Stone Islan&! Brunello Cucinelli
Emilio Puccie | . .
e Missoni
Bottega Veneta s S B .
[ 3 * Brioni e Sergio Rossi
Roné Caovilla» TeChNOgym - Ferrari
SPGB T (T4, =71 e A A A B R PR
« o Hermo
Lamborghini s e Pomellato
Davi : Alberta Ferretti
Ducati av.lns.vs :
Riva ® Maserati Dainese ;
. . L o
.
Corneliani Fodoli
sala .
Kiton o
Buceollati Aur.om Piacenza .Cashmero
., * Agnona
Alfa Romeo
.
Vhernier

Chantecler
L]

Gucci
.

i Avg:

Max Score (420)
|

10 20 30 40 50 60 70 80 90 100 110 120 130 140 150 160 170 180 190 200 210

220 230 240 250 260 270 280 290 300
Digital Customer Experience (IT UX)
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Home Shopping Experience
Example Max Mara

@ Servizio Clienti Ordina online e ritira in negozio © Trovail negozio pill vicino

MaxMara

REGALI NUOVI ARRIVI  ABBIGLIAMENTO CAPPOTTI E GIACCHE BORSE E SCARPE ACCESSORI  SFILATA BRIDAL MM WORLD  SERVIZI SPECIALI Q 2 @

[ Home Shopping Experience ]

Il servizio comodo e pratico per ricevere il savoir-faire

Max Mara direttamente a casa tua.

Contatta su WhatsApp uno dei negozi in cui & attivo

Home Shopping Experience: riceverai una consulenza

=

personalizzata e una selezione di capi pensati
apposta per te.
All'invio dei capi, verra pre-autorizzato l'importo

totale dell’ordine sulla tua carta di credito, ma ti verra

MaxMara
= addebitato solamente quello dei capi che deciderai di
tenere. Sarai sempre in contatto con la tua
i responsabile di vendita che ti guidera in ogni fase,

dalla selezione dei capi fino all’eventuale restituzione
gratuita di quelli che non ti interessano.

contactlab
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Product Collaborations
Example Versace and Fendi: The Swap

= FENDI A B b

Discover The Swap: Versace by Fendi and Fend! by Versace, n

from the perspective of Kim

Discover the Swap:

contactlab

VERSACE

Iscriviti alla nostra mailing list per
TH essere avvisato quando le collezioni
Fendace saranno disponibili
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Gamification
Example Ferragamo The Metropolitan Enigma Online Game

M’;-ruw-
Parco dell'ldrosealo

I'he Metropolitan Enigma

e 1w abernary eI T WS PR S "

Start the Investigation

SIART THE BeERTIGATON

GalleriasStrasburge

= Pamm e

Via Chiossetto

Galleria Strasburgo

“contactlab




NFT
Example Ferrari Modulo NFT

contactlab
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Shoppable Virtual Collections
Example Gucci Shoppable Virtual Sneakers (via App)

GucCc

GUCCIL
SNEAHER

La prima sneaker virtuale della
Maison, la Gucci Virtual 25

© Copyright 2017-2020 Contactlab

contactlab

en permission of the rightful owner

Exclusive Content

Designed especially for the Gucci
Sneaker Garage, the House
presents its first digital model.
Unlock the special package to
virtually try them on, gain access to
exclusive wallpapers and in-game
downloadable content so you
can wear it in other virtual worlds
including VR Chat and Roblox.

Buy

Restore

Continue to play

Shop



The Digital Competitive Map 2021 — International Luxury Panel

Legenda

@ Soft Luxury
® Hard Luxury
® Eyewear

® Beauty

contactlab

Digital Strategic Reach (Globallization)
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Max Score (235)

74

Avg
27 Gucci
4 ®
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Saint Laurent 4 . :DG  MACa 4
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R N R SR o R RS A S Ao S e v v it L P ELTTRIL T PTTRPPRRR 05)7 Avg
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® e Chioé e :
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Omega e : =
. Chanel
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. :
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Digital Customer Experience (IT UX)



