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Panel of 37 Luxury Brands
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LUXURY PANEL

Armani Loro Piana
Balenciaga Louis Vuitton
Bottega Veneta Max Mara New
Brunello Cucinelli Michael Kors
Bulgari Miu Miu
Burberry Moncler

Cartier Moschino New
Celine Prada

Chanel Ralph Lauren
Chloé Ray-Ban

Coach Saint Laurent
Dior Stonelsland New
Dolce&Gabbana Tiffany

Fendi Tod's

Ferragamo Tory Burch
Givenchy Valentino

Gucci Versace New
Hermeés Zegna

Hugo Boss




DCM 2019 analytical frame revised/upgraded:
overall 20 Criteria and 200 Parameters

O

O

O

| AXES [ CATEGORIES [ CRITERIA [[  Focus |
E-commerce Strate 1. Countries with E-commerce (added HK, Luxury Pavilion CN, Isetan JP) Worldwide
) gy 2. Online Product Categories Extension (added Pet Accessories) us
DIGITAL - = " P
STRATEGIC REACH 2. "Madein" on Web 3. "Made in" on Web us
B 4. Web Languages Worldwide
. Customer Engagement Strategy 5. Email Reach Worldwide
6. Social Reach (added Line JP, Kakao KR) Worldwide
7. Product Presentation on Product Pages us
. . 8. Product Selection Support (added Order by Price, Size Finder Tool, Back-in-Stock) us
Website Experience & . .
. . 9. Customer Service Contact Options us
Customer Service
10. Chatbot on Facebook NEW CRITERIA us
11. Style Advisory us
12 Online Shopping Appeal and Friendliness us
DIGITAL . E-commerce Experience 13. Online Payment Methods (added Gift Card) us
CUSTOMER EXPERIENCE 14. Delivery Options (added Return Shipping Options) us
(120 Parameters)
15 Store Finder (added Share of Store page) us
. Cross-Channel Experience 16. Cross-Channel Services us
17. Digital in Store NEW CRITERIA Italy
18 Email Proficiency us
. Customer Engagement Experience | | 19. Share of Product Page (added Share via Link) us
20. Apps us
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Panel significant improvements in E-commerce Country

Coverage, Social Reach and Cross-Channel Services (around

35% 3-4 years ago)

“contactlab

Digital Competitive Map Competitive Map 2019 Score Over
Criteria Score 2019 Maximum Potential %
Email Reach 859
Web Languages 716 72%
Customer Service Contact Options 245 66%
Online Shopping Appeal and Friendliness 340 66%
Countries with Ecommerce 772 65%
Social Reach 701 63%
Product Presentation on Product Pages 316 61%
Email Proficiency 486 57%
Store Finder 776 55%
Product Selection Support 486 55%
Cross-Channel Services 534 53%
Online Payment Methods 350 50%
Delivery Options 435 49%
"Made in" on Web 143 48%
Online Product Categories Extension 325 44%
Style Advisory 188 42%
Apps 114 39%
Share of Product Page 170 27%
Digital in Store 164 25%
Chatbot on Facebook 12 F
8.131 55%

Total Panel

organized or reutilized in any way

utthe express written permission of the rightful owner



Digital Competitive Map Luxury 2019
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Digital Customer Experience (US focus)
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Ko | Online Sales| o .
Online Sales Flagship Gulf | on E-tailers Sales Online
Canada Online Sales on Dept. Online Stores| WecChat (UAE/ Net-a- on E-tailer Sales
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Mitsukoshi Hyundai/ (TMALL App) | (April 2019) Saudi) [ Mr Porter us Farfetch US|
luxu Shinsegae i uUs

=
5]

1
1
ToryBurch [ 1

R 10
R 4
4
ory Burch 6
17
MuMiu | 18
Fendi | 19
prada | 19
21
Tods |
Cartier |

Iga

‘ersace

N

21
21
21
21
26
31
32

35

=

o
3

| | Yes | Yes [ Yes | Yes | Yes | Yes | Yes | Yes | Yes | Yes | Yes | Yes [ Yes | Yes | Yes | Yes | Yes | Yes | Yes | Yes | Yes | Yes |
|| partial [ Partial | Partial | Partial | Partiall | Partisl [ Partial [ Partil [ Partial |  Partial [  Partial |  Partisl | Partial | Partial | Partial | Partial | Partial [ Partial | Partial | Partiasl [ Partial [ Partial |
| [ No | No [ No | ~No | No [ No | No [ No | No [ No [ No | No [ No [ No [ No | No [ No | MNo [ No | No [ No [ No |

08 t tl b © Copyright 2017-2020 Contactlab -
CO n a C a This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner Legenda. Improvement Worsening
) DCM 2019 vs. DCM 2018 DCM 2019 vs. DCM 2018




Significant increase in Direct E-commerce presence in China,
Australia, Korea, Russia, Gulf countries and Taiwan
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Europe

Japan

LFL Panel Direct E-commerce presence

(%, Panel 33 brands, DCM 2019 vs DCM 2018)
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Michael Kors and Miu Miu with the most Direct E-commerce
additions

Countries with Direct Ecommerce by Brand
(Panel 33 Brands, DCM 2019 vs DCM 2018)
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Note: Europe accounted as one single country, Givenchy still not active in US by the end of the analysis
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Celine and Dior started to sell full catalog online in US

Celine US Product page

Dior US Product page

O & n0

I;RINTED SILK DRESS

CELINE
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Hermes / Bottega Veneta / Fendi / Ralph Lauren / Tiffany
started to sell directly online in China

Example Hermeés

China L3 =
| =

[l
o)

HERMES
PARIS
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o~
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Moncler / Miu Miu / Chanel started to sell directly online in Korea O

Example Moncler (in Korea powered by Moncler, not by Ynap)

Enjoy Free Shipping and Free Return!

@ SHIPPING TO: KR CLIENT SERVICE CONTACT US ENGLISH (SOUTH KOREA) ~ Q Sea

Shipping to: KR [[b |
: -~ | p
|

11
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Louis Vuitton / Michael Kors / Ralph Lauren started to sell o0
directly online in Russia O

Example Louis Vuitton

LOVISVUITION  (vam 1ot matommchs 1Ok mwi okt e A. O s

pre—

Ree

NOACHAS CYMKA S LOCK GM

Addto Cart

115 000 py6

oBpaborco sauerc 30x03a coctaaut of 3 0 5 paBounx axe

uuuuuuuuuuuuuuuuuuuuuuuu

Mogenutscs CNUCOK NOXENTHUMA
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Dolce&Gabbana / Chloé / Miu Miu started to sell directly online in  ~0O

Taiwan O
Example Dolce&Gabbana
DOILCE : GABBANA ¥+ == M ®ISHE 3 #DGYOURSELF  #DGMILLENNIALS  WORLD TAIWAN TW | ZHO r‘\ & Ol &
Al
]
\
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Michael Kors started to sell directly online in India 08

DELIVERY | SALE UP TO 50% OFF

= e ] Q98
MICHAEL KORS &

o
I n I a WOMEN MEN COLLECTION HANDBAGS SHOES WATCHES ACCESSORIES GIFTS SALE

Enjoy up to 50% off selected styles

HANDBAGS } CLOTHING » SHOES » ACCESSORIES » VIEW ALL )

Terms & Conditions,

14
© Copyright 2017-2020 Contactlab
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Prada / Miu Miu / Michael Kors started to sell directly online in o0
the Gulf O

Example Prada (UAE)

PRADA

Women Men Pradasphere

UL s

4
SS 2020 Menswear

DISCOVER THE SHOW
*

Women

“contactlab



WeChat Boutiques brand coverage almost doubled

“contactlab

Brands selling on WeChat
(Number of brands, Panel 33 brands, DCM 2019 vs DCM 2018)

ORLNWAUIOIN0WL

WeChat Boutique

m 2018 m 2019

© 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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11 Brands selling on Luxury Pavilion

Example Bottega Veneta

Luxury Pavilion Homepage Luxury Pavilion Product Page
< Q@ ©0
BOTTEGA VENETAE PR
GARE whRRy Eﬁﬁﬁ (+XE )

BR RN OH® W WA

¥13800

SBHEMRG BS ()

[#rée L] BOTTEGA VENETA 20198
R B LG 8 A KR

g3,
L
=

PSR 2 XIESSY) i mis A
% 18LFI156900iR %

2009 FER 5

%contactlab e

r reutilized in any way without the express written permission of the ri¢

Add to cart |Buy
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Zegna and Hugo Boss started to sell online on major Korean
dept. store Shinsegae

Example Zegna

Pyt

#WHAT MAKES A Migzd
19F/W 224 Z4m Q!

Taik 5B

SHOP NOW

“contactlab



Only Max Mara / Valentino / Ferragamo / Ralph Lauren selling  ~O
online on Japanese Isetan Mitsukoshi Luxury O

Example Max Mara

2211 '\SETAN MITSUKOSHI LUXURY

New Arrivals

Dresses & Jumpsuits Knitwear & Tops Skirts & Trousers

20—t &I VER D

19
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Most Brands increased their online offer in Jewelry

Example Ferragamo

= Db Fomagarse- o wea

WOMEN | JEWELRY AND WATCHES Silver Jewelry - Sort by: Default ~ Filters = @ In your store

Fine Jewelry

Fashion Jewelry

| | Watches

| |

| | Al

| |

| '

AN N ;’:‘-“\ /

GANCINI NECKLACE  § 1,250 GANCINI BRACELET - € 850 GANCINI NECKLACE & 590
SIZEM
—

GANCINI BRACELET - $ 850 GANCINI BRACELET - $ 530 GANCINI EARRINGS
SIZE S SIZE S

“contactlab

GANCINI BRACELET
- SIZE S

$ 530

The timeless elegance of the Ganciniin a
contemporary and innovative interpretation. This
bangle is made from rhodium-finish silver with
different size Gancini in & fresh and elegant
design. Size S: 16 em

Collection 55 18

Color: Silver ~

THIS ITEM SHIPS IN 5-7 BUSINESS DAYS.

& apb TO BAG

© IN YOUR STORE

Q Add to wishlist ~ [ Share ~ & Print

PRODUCT DESCRIPTION -

in rhodium-finish silver

Made In ITALY

20



New Panel entry Versace with significant online offer of Jewelry

and Watches...

United States | EN (§) Stores  Customer Care SHOP THE SUMMER SALI

E Sign in / Register B
comr TRty CRESRE Wiremc = © O

VERSACE
WOMEN MEN CHILDREN HOME COLLECTION SALE  JEANS COUTURE NO

WORLD OF VERSACE

Home | Women | Accessories

V-Floral Garden Stud Earrings

V-FLORAL GARDEN STUD
EARRINGS
$325.00

Color: Gold

NOTIFY WHEN AVAILABLE

2 Q

Evoking the spring time, these \-Floral Garden stud earrings
feature 2 gold tone Medusa in the center and crystal petals

All Versace Jewelr . More

(P oemaisa cane .
iy sizesET +

B sireNG & RETURNS -

Q I b © Copyright 2017-2020 Contactlab
Scontactla

This document may not be modified, organized or reutilized in a out the e

ten permission of the rightful owner

0O

United States |EN (§)  Stores  Customer Care SHOP THE SUMMER SA

SALE Sign in / Register B:
COMPLIMENTARY GROUND SHIPPING <t 2 0 ‘j =2

VERSACE

WOMEN MEN CHILDREN HOME COLLECTION SALE JEANS COUTURE WORLD OF VERSACE

m

Home | Women | Watches | Gold Audrey V. Watch

GOLD AUDREY V. WATCH
$1,350.00

Color: PNUL

=

ADD TO BAG

@ Find in Bou

< ©

A youthful, effervescent and fun timepiece 3€" the Audrey

tch for the women who are glamorous and never

without a sense of humor. ... More

(P DeTAILs & caRe +

£ SHIPPING & RETURNS +

0O

O
B
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....and also Homeware

“contactlab

e T . "

VERSACE

L

HOME COLLECTION

tortow Q Qe

BAROCCO | © BAROQUE BED & BATH DINING

LIVING

VERSACE LIFESTYLE

|

THE 2019 PORCELAIN COLLECTION

MEDUSA

© 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

r
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New Panel entries Stone Island / Moschino / Versace selling
Childrenwear online

Example Stone Island

COMPLIMENTARY STANDARD SHIPPING +

ﬂONMD

ogco nta Ctla b ............... e COICLGHTSOFTSNELLA U133 GARMINTOVED PLATEDREFLECTIVE 41231 COMFORT TECH COMPOSITE
O (J A s ——————————————————————————



Tiffany with significant online offer for Pets

Pets

Your pet is part of the family
so make them best in show
with elegant accessories,
including pet collars and tags,
bowls splashed in our iconic
Tiffany Blue® hue and leather
leashes dashed with style.

08 t .tl b © Copyright 2017-2020 Contactlab
CO n a C a This document may not be modified, organized or reutilized in any way withot

& 0 TIFFANY & CO. 8k O O

ut the express written permission of the rightful owner
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Jewelers significantly expanding their online offer into Soft Luxury08

Extension into Soft Luxury
(US, number of Bags/SLG/Soft Acc, DCM 2019 vs DCM 2018)
200
180

160

140
120
100
80
60
40
- | B

Bulgari Tiffany Cartier
m 2018 m 2019

o

o

25
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Hermes starting to declare “Made-in” in RTW and Soft
Accessories (beyond Watches already done before)

_ United States Find & store Contact Us
Find a store Contact Us
_ = o serki o
= s HERMiE s o e o Menu O search HE&I\@ES A Account [ Cart
PARIS
{ Back
<Bad( "SANGLES EN ZIG DANS LES NUAGES
TWILLBI TIE
ZAG" MICRO JACKET
= $195
$2,525
. ™. ? Tie in hand-sewn silk twill (100%
! jacket in "Sangles en zig zag" A silk)
"v - = otton)
” I Riders in the sky - a jockey's dream?

= X Reverse your tie to reveal a hidden
palladium-plated jeans bus ¥

.
v : 2o
4 | o "
%
’

pattern

at the waist band

Designed by P

lippe Mougquet

\ . .
= Made in France Made-in France
Size Select
Color (5) g
This item will have a shipping delay of 5-7 business
e
Product reference: H626122T 19
C Like to know more? Contact Customer Service
& e Product reference: H923200DT9034
\ Like to know more? Contact Customer Service
) Care £
. =
) \ -—
n +
'_.,ﬁ\.-_ Product details ar Delivery & retumns

“contactlab ot s e e oo



Louis Vuitton started to declare “Made-in” origin for Shoes
(beyond RTW and Watches already done before)

LOUISVUITION  LYNOW  WORLD OF LOUIS VUITION ~ WOMEN  MEN  STORES a @ LOUIS VUITION v Now MEN  MEN  STORES Q @ cssswumon v
- -
AAAAAAAAAAAA
STELLAR MADELEINE
SNEAKER BOOT PLATFORM
SANDAL
38.0 v Siz
Size guide 38.0 v
Size guide
$920.00
$1,320.00

th Share
nflfs 8w e Nelgu

RECENTLY VIEWED PRODUCTS RECENTLY VIEWED PRODUCTS

pers nks and
l ! : e —
o
il ubber outsole give this hi-top o fresh
-
?\lrii 0 A UTTON STELLAR SNEAKER BOOT
e Feature:

»»»»»»»

Made in Italy 2svicy
scontactlab Made in Italy

Q Add 1o Wishlist

27



United States [EN(3)  Stores  Customer Care

SHOP THE SUMMER SALE
COMPLIMENTARY GROUND SHIPPING

VERSACE

MEN  CHILDREN  HOME COLLECTION  SALE  JE

Sgnin/Regster Q) [Teag

0O

WORLD OF

Women | Bags | Voyage Barocco Print Evening Bag

NEW IN

VOYAGE BAROCCO
PRINT EVENING BAG
$1,350.00

Color: Back
_a

@ Find in Boutique

< Q

Supple calf lexther evening bag in the Voyage Barocco print,
inspired by mots of ravel and the meeting of New York

and Mian. Enriched vi .. More

& oemais s cane *

- Veyage Barocco print

- Medusa

- Magnetic flap over closure
- Intermal pockets

- Removable shoulder chain strap
- Outer fabric: 100% Leather
- Lining 1005 Cotton

“contactlab

Made in Italy

© 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

United States [EN (5)  Stores  Customer Care SHOP THE SUMMER SALE

COMPLIMENTARY GROUND SHIPPING

VERSACE

MEN  CHILDREN TION  SALE

Home | Women Clothing Jackets & Coss | Technicolor Baroque Print Silk Bomber Jacket

Versace only new Panel Entry systematically declaring

Sgnin/Regster Q) [7]Bag

JEANS COUTURE ~ WORLD OF VERSACE 0

TECHNICOLOR BAROQUE
PRINT SILK BOMBER
JACKET
$2,550.00

Color: Print

Size Size Guide

Silk s jacket with front zip closure ar

ribbed knfis < bright Techni

or Baroque

suring a Barscco

(P oETaLs & care

Baroque prirt.

3% Elastane

Made in Italy




Panel increasing Web Language coverage particularly on o0
German and Spanish O

LFL Panel Web Languages Coverage
(%, Panel 33 brands, DCM 2019 vs DCM 2018)
100%

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

English Japanese Chinese French Italian German  Spanish Korean Russian  Chinese Portuguese Arabic
Simplified Traditional

2018 m 2019

X

29
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Gucci and Tod’s added Chinese Traditional on website

Example Tod’s

o o [

e % 5 2ER5 BRAE NO_CODE

a e QO

ANE IR 8
2

HK$11,800

MOD: XBWDORK0O200UCAMO27 NEW COLLECTION
=
3 N /M N
o M
o
2 E 1
¥
@

ONE SIZE
O mBEns O, BERRE pdp_info

ERNER
Delivery within 7 business days

d

08 t .tl b © Copyright 2017-2020 Contactlab
CO n a C a This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner



6 Brands offering Arabic language on website

Example Chanel

CHANEL

“contactlab



New Panel Entry Moschino offering English, Chinese and
Spanish options on US website

BOUTIQUE LOVE
MOSCHINO NOSCHND MOSCHIG © &4 © 0

WOMEN  WORLD OF United States m

English

English
Spanish

Chinese

“contactlab



Panel increasing Email language coverage particularly on
Chinese Simplified / Traditional, Japanese and Spanish

LFL Panel Email Languages Coverage
(%, Panel 33 brands, DCM 2019 vs DCM 2018)

100%

90%
80%
70%
60%
50%
40%
30%
20%
10% l l
0%
English Italian Chinese Japanese French German Spanish Korean Chinese Russian  Portuguese Arabic
simplified traditional
(China (Taiwan/HK)
Mainland)

08 t .tl b © Copyright 2017-2020 Contactlal
CO n a C a This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner



Miu Miu added Chinese Simplified / French / Spanish / German o9
In emails

Chinese Simplified French Spanish German

eMiUticons eMIUticons eMIUticons eMiUticons

El nuevo logo de Miu Miu, presentado por prim 7 durante el desfile hiahr-Sommer 2019 Fashionshoy
PnmaveraVerano 2 r st aportando color & Miu Logo interprebier den Ematicon-Style neu {
ada wear Kollektion fur die kommende Saison

neue Miu
die Ready-10.




Loro Piana added Chinese Simplified /Japanese / Russian in emails

“contactlab

Chinese Simplified

Japanese

Russian

@ 2

HELH i R 5

DL B
-

pesETs

HEaAVvosvar

BEEEOL VD, KREIAPTA T LT
FEXELSILES.

DL Lore

e

KOJUIEKITHIO BECHA — JIETO

JETKOCTS H YTOHYEHHOCTS
Wenkosoe nnarse Beatris C
AMGTOHANBHBIMM NONOCKIMH,
CO3IAII0LMMM MOTHB Y30P3
wWwespoH.

O
B



Bulgari, Gucci and Coach only brands with Email in Arabic

Example Bulgari

uuuuuuuuuuuuu

“contactlab

O
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ca. 60% of Brands exploiting Japanese Line,
ca. 50% Korean Kakao,
only Chanel / Givenchy / Dolce&Gabbana Russian VK

Brands with official Accounts on Social Networks
(%, Panel 37 brands, DCM 2019)

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

0%

Facebook Instagram WeChat Weibo Twitter Line Kakao
(US) (US) (China) (China) (US) (Japan) (Korea)

x

X

xX

X

x

x

oQ t .tl b © Copyright 2017-2020 Contactlab
Scontactia This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

VK
(Russia)
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Socials heavily used for driving traffic to Brand e-store 5

Brands linking Socials to Brand e-store directly or via Social Store
(% Brands with E-commerce and Account, DCM 2019)

100%

90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Kakao Facebook Line WeChat Twitter Instagram Weibo
(Ru55|a) (Korea) (US) (Japan) (China) (US) (US) (China)
Brands linking loutofl 12 out of 35 out of 18 out of 29 out of 30 out of 31 out of 25 out of
Socials to E-store (D&G) 12 37 19 31 34 37 32

38
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11 Brands added Instagram Shop Feature

Example Zegna

“contactlab

Instagram Shop

wl IWIND = 10:20 L @ 9 85% ()4

< zegnaofficial &

Ermenegildo Zegna

Clothing (Brand)

The Ermenegildo Zegna Group is the world leader in
luxury men's clothing, fine fabrics, accessories and
fragrances.

bit.ly/2MZWORY

Followed by lafra_986

m Message Email v

o

FS §S20 EDITORIALS FATHER'SD...

= 6 [

TECHMERINO™

TECHMERINO™/ m
sneakers

Ripstop fabric jacket

® Q @

© Copyright 2017-2020 Contactlab

%% A

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

Instagram Product Page

[ o e — = e i
@zegnaoffﬁcia\

TECHMERINO™ sneakers
$395

gnaofficial

Description

” Shop zegnaofficial

n QA B O

written permission of the rightful owner

Product Page on Zegna E-store

X TECHMERINO™ sneakers SS19 1031618...

www.zegna.us

SIGN UP TO GET FREE SHIPPING

ZZegna
TECHMERINO™ SNEAKERS
$395:00

$197.50

>
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18 Brands linking Line account with E-store

Example Burberry

Line Post with Link to E-store Burberry Japan E-store
< Burb : BOYIEE | IN— /N —
Rt X https://jp.burberry.com/tales-of-the-sea/... @
wrecw - Burberry
BURBERRY Q B =
SHOP THE COLLECTION

BOYE

VAR « T4y D2019FERKIL I 3>
3. REOBEOGHL. REXFEZHKRT 3
DUEDTHBHIaTI-TA45—+-0—-)L
Uy O TEKKT) O—BICA Y AN1 TN
Flro

RBOREBR ST F—TUS b, A1 ZIOEX Q@ BEFUEA Q
—PMOREL Wt EF—THY, TV e et
g e o TUF—TUS kDY TIAIN—LTF 1 T
IRTIOEH ) —IMICZa TV RETSALE F=N=HYA vV JLd=ILRFL—bk #-
L.
¥178,200 ¥88,560

© Copyright 2017-2020 Contacf

08(: O n ta Ctl ab This document may not be mod| bl’by.CO/86h fightful owner




12 Brands linking Kakao account with E-store

Example Miu Miu

Kakao Post with Link to E-store Product Page on Miu Miu E-store

Kakao Account Homepage

11:27° Tue 2§ yun 11:27 Tue 25 Jun - FTF43% 0 11:27 Tue 25 Jun TF43%m
SRS Y
< ELTES
MIU MIY S—
MZE 0|20/ = HM_0|22AE{(MiuMonster)
i g 1 259

00| L0A A& ME0l= D|R2AE (MiuMonster) & BILIEAR.

EraxviZt F ZAjo| MEE A1 1|0} I D (Sofia Fanego)| 2&& Y422 HAGLICH

0|0l
29.763
)
po zogey ; — — Jr>:
® s Shoot by Eraxvi
Chat riend #MiuMiu

#MiuMonster

Feed

i olpol

M22 0|90|2 #= HaM_0|22AE (MiuMonster)
0|L0|R0M A& H=0l= 0|R2AE (MiuMonster) & BHLEEAIL.

EraxviZ} F FAjo| MES 412 4|0t T T (Sofia Fanego)2| 2&E Y22 HAGLICH

HAl0] SO 71% ME o3| v
Ao v
o REEES
‘
‘ 1,300,000
A
‘ 2muo| £743p]
Q Like ) Comment ™ Share
afEtolA &7

e
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Loro Piana with combined Link from Wechat to both o0
Brand E-store and WeChat Boutique O

Link from WeChat to Brand E-store

eec0 | WIND 7 12:19PM @ 7 4 86% k4 eee00 | WIND & 12:19PM @ 7 % 87% 4
X X Hooded Anorak | Lc
Hay ¢ ‘
= g P o
1SR T = Q B Y% Lone R A
LoroPianaif 1&gl $B% > L E > Hooded Anorak

®R/1f69, fE RAMBE
BRI, BIRKIE R
AIRRERR—E

e = e & o

Hooded Anorak
I
FAl4665 [ Made in Italy

RMB18,100.00

RERRBFEMEBR, RABRXTHREH
BURE, %2 Rain System® BHKRMIE, KER
W, RERN.

Link from WeChat to WeChat Boutique

RBMBERO

“contactlab

®eec0 | WIND & 12:30 PM @ 15:24 (o URL POy |
LoroPianaif i g 1 eee Loro PianafREY 375 @
TRIRERAI AR

By OF P
& L Do

o Piana BFHEAF]
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Fendi still offering the most Share options on Product Page,
Including WeChat / Weibo / WhatsApp / Line

Login/Register Q Q) &

©® Q, Shipping to: United States v English v FENDI
ROMA

WOMAN MAN KIDS GIFT IDEAS WATCHES CASA FENDI ROMA STORE LOCATOR F IS FOR...

Woman  Ready to Wear v

rm—
PULLOVER Sharss <
' Multicolor fabric sweater f ’
Code: FZY702A50GF118W
$890.00 P =
T L &
" Select size
BEIEER
FIRIRE M ©
PLEASE SELECT A SIZE o

Q Add to Wish List

®  Find in store

Q, Contact us +1 646-952-8399

Free Standard shipping on all orders
Express shipping in 2 — 3 working days

Free returns within 14 days

May we help?

DESCRIPTION MORE DETAILS

Short-sleeved close-fitting sweater. It has a ribbed finish. a round neck and side slits. Made of viscose
with black and brown FF motif. Black ribbed edges with contrasting-colored FF.
Made in italy

oQ t .tl b © Copyright 2017-2020 Contactlab
Scontactia This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner

>
WeChat %

Weibo &

WhatsApp ®

©® Line

Multicolor fabric sweater -

PULLOVER | Fendi

Multicolor fabric sweater '

www.fendi.com

Multicolor fabric sweater -
PULLOVER | Fendi | Fendi Online
Store https://www.fendi.com/us/

pullover-multicolor-fabric-sweater/

p-FZY702A5QGF118W
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9 brands including Videos with Worn Products

Example Dolce&Gabbana (new addition)

DOILCE : GABBANA WOMEN MEN CHILDREN WATCHESSJEWELRY SUNGLASSES GIFTS #DGYOURSELF #DGMILLENNIALS WORLD

ENJOY FREE SHIPPING & RETURNS

Men / Clothing / Suits / Floral Jacquard Casind-Fit Suit

VN

“contactlab

FLORAL JACQUARD CASINO-FIT SUIT
$4.295

Free Shipping and Returns

COLOR: RED

SIZE SIZE GUIDE

44 46 48 50 52

If th
product to kno

ADD TO BAG

ADD TO WISHLIST

is not available, sef

en it will be back in stock

b= NEED HELP?

DESCRIPTION CARE & DETAILS SHIPPING & RETURNS

The new runway collection is dedicated to the dream of elegance.
The alluring atmosphere of the 1940s has inspired the Designers who
have reinterpreted the silhouettes of those times, giving them a
contemporary make-over and creating iconic and timeless garments.
Elegant three-piece floral jacquard suit featured in the advertising
campaign featuring faille details:

« Regular Casind fit

* Jacket with shawl lapels, three flap pockets and a breast pocket

* Single-breasted fastening with a single button and lined

* Buttoned inner pocket and two welt pockets

* Pants with front slant pockets and rear buttoned welt pockets

US| ENG Q
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Most brands displaying Products both worn and not worn o~

Example Moncler (new addition)
Product worn

FREE STANDARD SHIPPING

“contactlab

8 MONCLER PALM ANGELS

ONLINE EXCLUSIVE

USD 2,005.00

Read more

PRODUCT DETAILS +
COMPOSITION & CARE +

SHIPPING & RETURNS +

selected color: bright blue

SELECT A SIZE

ADD TO SHOPPING BAG

@ ADD TO WISH LIST

Product not worn

FREE STANDARD SHIPPING

LOG IN / REGISTER *

B MoEL%i’E« ﬁ. GELS

ONLINE EXCLUSIVE

USD 2,005.00

Read more

PRODUCT DETAILS +
COMPOSITION & CARE +

SHIPPING & RETURNS +

selected color: bright blue

SELECT A SIZE

ADD TO SHOPPING BAG

@ ADD TO WISH LIST

f v =



Half panel including Model Measures on product pages 5

Example Bottega Veneta (new addition)

SIZE & FIT GUIDE Model Fit Details

The model is 179cm/5’10 %"
and is wearing an Italian size 39

46
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Size finder Tool offered by 5 brands

Example Max Mara (FitFinder)

Your Best Fit

YOUR BEST FIT

This recommendation is based on
the size that people like you
bought, and whether they returned
it.

Based on the purchases of
thousands of similar shoppers,
there is a 53% chance that you
will be happy with a size S.

“contactlab
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Chanel offering Virtual Try-on for Beauty and Eyewear

CHANEL a @ CHANEL a

MAUTE COUTURE ~ FASHION  HIGH JEWELRY  FINEJEWELRY  WATCHES  EYEWEAR  FRAGRANCE  MAKEUP  SKINCARE MAUTE COUTURE ~ FASHION  HIGH JEWELRY  FINEJEWELRY  WATCHES  EYEWEAR  FRAGRANCE  MAKEUP  SKINCARE

“contactlab

TRY ON

=4Q CHANEL o G

ROUGE
ALLURE

$38

| SRt

© Copy! 2017-2020 Contactlab
This document may not be modified, organized or reutilized in a

SQUARE SUNGLASSES

Brown frame 24-Karat Golg maTor lenses.
et

$625

MATERIAL
Acetate - G

7 coLors

XD Brown rame. 26.Kars G

2 FITS AVAILABLE

Standars

@ Trvon

without the e;

ROUGE ALLURE
ELODIE!
$38

ten permission of the rightful owner

SQUARE SUNGLASSES

Brown frame 24-Karat Golg maTor lenses.

$625

MATERIA

Acetate
7 coLors

~EHD Brown rame. 26.Kars Gokd miro enses

2 FITS AVAILABLE

Standars

l @ wvow

CHANEL

ROUGE
ALLURE

nse Lip Coiour

Pt Snvens

ouick DD T
ROUGE ALLURE
FLEGANTE
$§38

]
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Armani offering Virtual Try-on for Beauty

GIORGLQU{}RMANI e Q GIORGIO ARMANI e Q
home > makeup > lip Mmakeup > lipstick > rouge d'armani lipstick <& SHARE h p makeup & SHARE

Virtual try-on

virtual try-on

ROUGE DARMANI
LIPSTICK

LASTING SATIN LIPCOLOR

ROUGE DARMAN]I
LIPSTICK

LASTING SATIN LIPCOLOR

Lipstick that lets you experlence comfort and shine without fading and
feat READ MORE

e pE-.

W 3500-Gio ~ +Discover the color range

IND A STORE

Lipstick that lets you experience comfort and shine without fading and
feat READ MORE

.

W 300-Gio v +Discover the color range

“

M+

TRY IT ON
Explore the range of Armani
shades. updated In real time

&

R [y # 2
Live Camera
maee oo Jpload Photo

DESCRIPTION HOW TO APPLY

Keywords Lipstick that lets you experience comfort and shine

Keywords Lipstick that lets you experience comfort and shine 8hwear-Intensity  without fading and feathering. The unique formula gives
hwear-Intensity  without fading and feathering. The unique formula gives ot DS UID o B R O {hrerie I colomWhIle the o e
- comport 1IpS UP to & hours of Intense Iip color, while the soft texture .

‘ = Du - . |D R Benefits leaves lips feeling continuously hydrated. This long-lasting
Benefits A The dream lipstick 1Pstick 1s packaged In an elegant black lacquered case

IIpstick s packaged In an elegant black lacquered case
The dream lipstick  ''PS (L < 4 with an exclusive magnetic closure. Sealed with a click.

‘with an exclusive magnetic closure. Sealed with a click Type
Type

Lipstick

Lipstick

oQ I b © Copyright 2017-2020 Contactlab
scontactla

ied, organized or reutilized in any way

without the express written permission of the rightful owner



Dior offering Shade comparison tool for Beauty

V' Unitedsiates (US§)  Q Customer Service

© Boutiques

= Menu < Search on dior.com

a) DIOR

DIOR ADDICT LIP
GLOW TO THE MAX

Color reviving hydrating lip balm

@00000
D

201 Pink

Light pink

$3400 WV

Send from Wednesday, June 26

( FIND A BOUTIQUE >

COMPARE SHADES

" o0000
20

212 Rosewood
Rosewood

( Choose

A

©—
Possible to drag

Select two colours and move the cursor to compare them

20000
20

206 Berry

Bermy

Choose >

Delivery & returns

“contactlab

© Copyright 2017-2020 Contactlab
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Ca. 2/3 of Brands offering Customer Care contacts via
Facebook, Instagram, and Web Live Chat

Brands offering Customer Care Contact options
(%, Panel 37 brands, DCM 2019)

100%

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

0%

Email Phone Facebook Instagram Web Live Chat Twitter
(Phone or Email)

xX

X

X

X

X

X

oQ t .tl b © Copyright 2017-2020 Contactlab
Scontactia This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner



22 out of 37 Brands now have Web Live Chat

Example Burberry
BURBERRY MONOGRAM WOMEN MEN CHILDREN BAGS THE TRENCH COAT SALE Q

Do
»

The Kensington Heritage Trench

Coat

$1,990.00 Q
Colour (3) Coat length (2) Size (US)

Mid grey v Regular v = v

A Web Live
Free Shipping and Returns
Place your order today and receive it within 3-5 working days ‘ h at

Find out more or Contact Us

S SHOPRUNNER FREE 2-Day Shipping & Free Returns sign in ’

Add to Bag Find in Store Youst 1627, Jun 3: i@

Hello! | was looking for a
coat to wear at a
wedding, could you help
me?

Thank you for your
query Margot, | am
delighted to learn of
your interest in our

beautiful coats and it
would be my pleasure to
assist you.

“contactlab



24 out of 37 Brands offering Email contact option on Instagram...

Example Versace

<& versace

4.921 18,5M 283

Posts Followers  Following

Versace

Design & Fashion

e-versace.com/prefall19

Followed by sandy_king_kong, hoonuna and 1 other

R e o )~ | Email

‘.

IGTV PreFalll9  Versace SS... VersaceSS19 The

EH O O £

% A2 v it
f

P |

Copyright 2017-2020 Contactlab
s doc
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...but only Balenciaga/Cartier/Ralph Lauren offering Call
contact option on Instagram
Example Balenciaga

Contact

Call
+33184 952223

Email
clientservice.fr@balenciaga.com

08 t tl b © Copyright 2017- -2020 Contactlab
CO n a C a This document may not be modified, organized or reutilized in any way without the express written permission of the rightful owner



2/3 of Brands offering Message option on Facebook 08

Example Prada (new addition)

Prada @

@Prada

Home

Posts

_ Send
- — Message

Posts 3.8 out of 5 - Based on the opinion of 119
Locations people
Community 0 Prada
51 mins - §

Videos =@ Very responsive to messages

#reginaking wears a #Prada pink silk satin gown with an American
About neckline and an asymmetric drapery while attending the 73rd Annual

Tony Awards in New York. Community See all
Instagram #PradaPeople

2L Invite your friends to like this Page

Create a Page

Wl 6,624,647 people like this
2\ 6,611,673 people follow this
2L Varisa Makkasaman and 43 other friends like

this

“OORI

About See all

P

~) Typically replies instantly
Send message

@ www.prada.com

“contactlab S —
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Similarly to Louis Vuitton, now also Cartier is highlighting
Facebook Message option on website

Example Cartier

CONTACTUS ; SERVICES / FINDABOUTIGUE ;  +1 855 205 2869 v ewnctoum ’ Snoponfmo@

@/ﬂé/‘
JEWELRY WATCHES ENGAGEMENT LEATHER GOODS FRAGRANCES GIFTS THE MAISON
& ACCESSORIES

CONTACT US

CONTACT US

TO CONTACT US, PLEASE SELECT YOUR COUNTRY/REGION.

United States ‘ v

Bl cauus "@A WRITE TO US LIVE CHAT
TEL. 1-800-227-8437 SEND AN E-MAIL Our live chat service is available

during opening hours:

Aovaa3sd

General Enquiries A Cartier Ambassador will respond
) as soon as possible Monday - Friday {9AM - 5PM EST), Saturday
Monday - Friday (9AM - 9PM EST), asp (10AM - 7PM EST), Sunday [10AM - 6PM EST)
Saturday (10AM - 7PM EST), Sunday Client Relations Center
(10AM - 6PM EST) 645 Fifth Avenue
8th Floor

New York, NY 10022

Message us
@ MESSAGE US

A Cartier ambassador

W | I I rep I y to yo u VI a A Cartier ambassador will reply to Find your nearest Cartier boutique Join us for a personalized

you via Facebook Messenger or Cartier reseller appointment at the boutique of your

Facebook Messenger choics

BOUTIQUES I3() APPOINTMENTS

“contactlab | \L




Style Advisory: via Chat and Phone quite OK, while via Email and

FB not OK |

Brand

Burberry

1

Loro Piana

Tory Burch
Cartier

Bottega Veneta

Chanel

Louis Vuitton
Michael Kors

[ ECR I RC R RUR FNY NN

Balenciaga

Gucci

Bulgari 10
Coach 10
Ray-Ban 10

-
@

Ralph Lauren
Saint Laurent

e
@&

Dolce&Gabbana

-
@©

-
~

STYLE ADVISORY (tested in May-June 2019

mr|Weblvechat | Phone | Gmal | tacebook

17
Ferragamo 17 No chat
Tiffany 17 No chat

Chloé
Hugo Boss

NN
NN

Max Mara

~
N

No chat

“contactlab

Twitter

n.a.

n.a.

n.a.

n.a.

n.a.

n.a.

n.a.

n.a.

Moschino 21
Tod's 22
Valentino 22
Zegna 22 No chat
Fendi 28 No chat
Moncler 28 No chat .
Armani 30 No chat n.a
Hermes 30 No chat n.a
Miu Miu 30 n.a.
Versace 30 No chat n.a.
Brunello Cucinelli 34 No chat no phone number n.a.
Givenchy 34 No chat no phone number n.a.
Prada 34 n.a.
Stone Island 34 No chat no phone number n.a.
Plus S, proactivity, product pictures beyond Plus (engaging and proactive) Plus , product picture beyond link on| Yes Yes
link on web, ...) web,
Yes (reply to the point and link to product on web) Yes Yes (reply to the point, link to product on web)
Style Advisory Not Offered or reply not to the point Style Advisory Not Offered or reply not to the point | Style Advisory Not Offered or reply not to the point Style Advisory Not Offered or reply not to the point Style Advisory Not Offered or reply not to the point

© 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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18 Brands now offering Style Advisory via Web Live Chat
vs. 10 Brand in DCM 2018

Example Tory Burch

“contactlab

LIVE CHAT

Hello, . How may we help you?

Hello i was wondering whether ypu
could help me choose a bag/clutch for
adress

its gonna be long light bluegreyish

and flowy
its a bridesmaids dress
3:37 pm
Hello | My name is andl

would be happy to assist you.

1 would love 1o assist you in choosing a
bag for your bridesmaids dress!

| can send you some recommendations
based on the description of your dress.

3:40 pm

[ Do you have a color preference? ]

2:41 pm

This document may not be modified, organized or reutilized in any

Im not sure, the dress is light
blue/greyish

S0 sometihng that would go with it?

Okay, perfect.

| will send you some options now!

LY

What do you think of these options? )

3-49 pm

what pair of heels would recommend to
go with the flower bag for example?

350 pm

1 am happy to hear thatl

I can also send some recommendations
for heels.

Dups:/www.ioryburch.com/peneiope-
metaliic-shngDack-
SAndal/SS496 NIMIZCOl..,

I think these heel would be a nice,
classic heel that you could wear.

dorsay-puUMR/S2027 himi?color=200

This one might also be a good
complement L0 your dress.

We do not have most of our summer

heels out on the website yet, so these
two are the best out of the heels that
are currently online.

3-58 pm

oh | see, when would they be available?

3:57 pm

Our new season items are being
released throughout June and July.

We usually have new items added to
the site daily and weekly, so | would

definitely suggest keeping an eye on
your emails and the website.

okay perfect
thank you for your help
3 =8 pm
You are very welcome!

May | ask when this wedding is?

340 pm
in september
4:00 pm

Okay, perfect.

We will have many new styles of heels
and clutches added in the meantime.

4:00 pm

great thank you

have a nice day

4:02 pm
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Style Advisory via Email: Burberry and Moschino best o0

practices with follow up emails

Example Moschino
First Email

020 Contactlab
ot be modified, organized or reutilize

“contactlab

thout the

vritten permissiot

Second Email

MUSCHINO BUM To help you choose your size correctly,

we suggest you consult our size table:

Thank you for contacting Moschino customer service.

To help you choose your size correctly, we suggest you consult our size tables:

Woman: Clothing - Underwear - Shoes - Accessories

Man: Clathing - Shoes - Accessories

Children: Clothing

These values refer to the measurements of your body and nct to the size of the product, as the latter may vary depending on the fit of the garment and materials.

Each product page also displays the size shown on the label and the conversion to international sizes.
For more information, de not hesitate to contact us, we will be happy to help you.
Yours sinceraly,

Maoschine Customer Service

© 2018 MOSCHINO All Rights Reserved - P.iva IT 02705970404, Managed by Triboo Digitsie
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Only Moncler / Cartier / Dior / Ray-Ban offered effective
Style Advisory via Facebook

Example Moncler

“contactlab

Moncler

Moncler @
‘ 2.9M people like this

Thank you for your message.

A dedicated Client Advisor will be pleased to get
back to you as soon as possible from Monday to
Friday.

Im locking for a casual and comfortable pair of mens
shoes for daily wear so something not too delicate. In

terms of color, | prefer neutral and easy to match
ones. thank you

)

Dear )

@ I'm Thank you for contacting us.

Following your request, | am glad to propose you these models that might
be in line with your request:

Mencler New Monaco - hitps://store.moncler.com/it-
it/sneakers cod2307389542147028.html#dept=EU Shoes Men SS

Moncler Horace - https://store.moncler.com/it-
it/sneakers cod2307389542060677.html#dept=EU Shoes Men SS

Moncler Adon - https://store.moncler.comy/it-
it/sneakers cod14693524282957068.html#dept=EU Shoes Men SS

Moncler Meontpellier - https:.//store.moncler.com/it-
it/sneakers cod272216333451990.html#¥dept=EU Shoes Men SS

Moncler Bradley - https://store.moncler.com/it-

it/sneakers cod76461509292359.html#dept=EU Shoes Men SS

Meoncler NEW MONACO da Uomo, Sneakers | Store Ufficiale

Moncler NEW MONACO da Uomo: Scopri le caratteristiche e

E acquista online direttaments dal sito ufficiale Moncler,

In order to assist you promptly with your request, | kindly invite you to provide us
with further details regarding the pair of shoes that you are looking for and confirm
also the preferable size and the city where you live.

I will be more than delighted to prepare a garment selection in line with your
request.

Looking forward to receiving your kind reply.
Best regards.
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...Chatbot on Facebook a possible solution, but few pioneers 08

Chatbot Features
Brand Ranking Information on Payments / Deliveries / Brand Heritage / Product Info & Care Omnichannel Features E-commerce link froi Oper.ator
Returns chatbot to E-store option

Michael Kors 1
Louis Vuitton 2
Tiffany 2
Burberry 4
Dior 4

Armani 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Balenciaga 6 No chatbot No chatbot No chatbot No chatbot No chatbot

ottega Veneta 6 No chatbot No chatbot No chatbot No chatbot No chatbot

runello Cucinelli 6 No chatbot No chatbot No chatbot No chatbot No chatbot

ulgari 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Cartier 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Celine 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Chanel 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Chloé 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Coach 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Dolce&Gabbana 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Fendi 6 No chatbot No chatbot No chatbot No chatbot No chatbot

Ferragamo 6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

6 No chatbot No chatbot No chatbot No chatbot No chatbot

Yes Yes Yes Yes Yes
No No No No No 61
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Louis Vuitton using Chatbot for Product Info & Care

“contactlab

Louis Vuitton @ e o
22 Louis Vuitton

Snare

Are you looking for anything else? It's hard to pick
Just one piece. Select a button or search for an
item below. I'm also happy to connect you to a

E Louis Vuitton Client Advisor!
Options
.
P d t : ) Search in Conversation
E Welcome, how can | help you? O u C a gﬂage Messages
Rate Experience
@
g Notifications
What material is your Louis Vuitton product?
What material is you Louis Vuitton Messenger Link
prOdUCt’) m.me/LouisVuitton

Product Care: Monogram Canvas
louisvuitton-info.mode.zi

‘Dl More Info

(Message an Advisor) (Go Eack) (D Restam)

I@O ¢ ® D

Y Louis Vuitton
Product care: Monogram Canvas

To preserve the becuty of your producr, we
recommend following these guidelines for its

care:

- Be careful not to scratch or rub your producf
against abrasives surfaces, especia”y the leather
trim.

- Protect your product from humidity and keep it
away from direct sources of heat, such as
radiators and the inside of cars in summer.
-When not in use, store the item in the dust bog
provided with your purchase. Do not store in
high temperatures, high humidity or unventilated
areas.

-To clean the canvas, use a soft c\orh,

dompened with 5|i9hf|y soapy water, Gvoiding

© Copyright 2017-2020 Contactlab

This document may not be modifi

ied, organized or reutilized in any way without the express written permission of the rightful owner
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Burberry using Chatbot for Information on Payments / o0

Deliveries / Returns

“contactlab

© C

Payments

v Burberry @

e
RS .

Choose a category to
start browsing our most
frequently asked
questions

- ——

Payment

See questions

= Type a message

opyright 2017-2020 Contactlab
5 doc nay not be rr

This document may not be modified, organized or reutilized in an

Deliveries

v Burberry @
R .

Choose a category to
start browsing our most
frequently asked
questions

Delivery & shipping

See questions

= Type a message

ritten permission of the rightful owner

Returns

we  Burberry @
NS .

Choose a category to
start browsing our most
frequently asked
questions

Cancellations & returns

See questions

= Type a message
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Tiffany using Chatbot for Store Locator

Tiffany & Co. @

Hi! I'm the Tiffany & Co. Assistant. How can |
help you?

Gift Finder

Find something
special for
everyone on your
list.

Find a Store
Find your nearest
Tiffany & Co. store

Find a .
_Store

Tiffany & Co.

Options

O\ Search in Conversation
Manage Messages
Rate Experience

Notifications

Tiffany & Co. @ o o

Active on

12:07 PM
Tiffany & Cao.
Find a St Active on Mess
. @

Options

‘We can help you find your closest Tiffany &
Co. retailer! Type your zip code below.

O\ Search in Conversation

10090
@.

Manage Meassages

Tiffany & Co.
FAQs

Browse Popular
Questions

. Visit Tiffany.com

Messenger Link

m.me/Tiffany

© Copyright 2017-2020 Contactlab

“contactlab

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

Rate Experience

Wonderfull Here is your nearest Tiffany &
Co. store,

Q Netifications

Meszenger Link

m.me/Tiffany

Tiffany & Co.
37 Wall Straet, New York, NV, 10005

Call Us

Get Directions

Visit Website )
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Louis Vuitton using Chatbot for in Store Availabilit

Louis Vuitton @ o 0
Store Availability
» y Louis Wwiitton
Y, Please send your location in order to find the nearest store. You can type it or tap on the button below.

Q. searchin Conversation

22
° op;‘émfaac s r
Your Location
o
*Due to high demand, we are unable to guarantee item availability
>
Louis Vuitton New York Bloomingdale&#039;s

Alma BB Capucines PM
$ 0.00 $35.000.0

Women&#039;s

1000 Third Avenue, 1st Floor
New york New york, 10022
+1.212.644.2574

Omi

More Like This More Like This

Share

I Available in Stores Unavailable Now

Available in Stores

Shop Online ~ Change Location

o Manage Messages Y Louis Vuitton X
‘ : Rate Experience
- ; ° L ; o £ Netifications Alma BB
3 W ; $1,900.00
’ * # + g 2 * m.me/LouisVu:

© Copyright 2017-2020 Contactlab
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Michael Kors linking Chatbot to Brand E-store o8

Michael Kors chatbot on Facebook
N Do

i) o Michael Kors

Manage Messages
Effortlessly chic looks styled by Michael himself
and a watch that does it all—explore our current
favorites below. Rate Expene

Kors Style

Shop The Looks

—) Shop The Looks

9]

020 Contactlab

“contactlab

Michael Kors E-store

MICHAEL KORS

The Semi-Annual Sale

UP TO 60% OFF SELECT STYLES
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Payment methods adopted by panel in US 5

Total Panel Online Payment Methods Coverage
(%, Panel 36 brands excluding Givenchy, DCM 2019, US)

100%

90%
80%
70%
60%
50%
40%
30%
20%
1110
B B .
Visa / PayPal Secure Discover Diners Club Gift Card Apple Pay Union Pay Maestro Installment WeChat Pay Bank
Mastercard Payment (Japan) (China) payment /Alipay Transfer
/ Amex Notice

67
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24 Brands offering Discover Credit Card in US

Example Gucci GUCCI

Payment

— = !

=

“contactlab



6 Brands offering Apple Pay

Example Chanel (new addition)

CHANEL a & w &

HAUTE COUTURE  FASHION  HIGH JEWELRY  FINEJEWELRY  WATCHES  EYEWEAR  FRAGRANGE  MAKEUF  SKINGARE

REGTANGLE SUNGLASSES. Qw1 v 5450.00
Goid frame. Gray lenses

®® yiesal
Bt Remove

Sublotal $460.00
Stipping

nformation >

Taxes.

TOTAL $460.00

GIFT MESSAGE

Persanaize your gif vith & Special message. CHOOSE 10 [ECENve a bIank of printed Card to INClude wilh your git

® Danatinclude a cars
© Sena me a biank car

© Witz a gift message

PAYMENT METHODS
visa B & g 9O, 823

r

‘ P PayPal |

CONTINUE SHOPPING >

PAYMENT METHGDS
wisa @ & =g .2 3| 8

Copyright 20 ontactlg

“contactlab e oo




Only Ray-Ban / Tiffany / Ralph Lauren offering Installment o0
Payments in US O

Example Ray-Ban (new addition)

£ USA Shop: Shop Now, Pay Later. Afterpay now available. Free overnight shipping on standard items and free returns on all orders.

?ﬁ‘]'g‘w SUNGLASSES  EYEGLASSES @ CUSTOMIZE ~ EXCLUSIVES  GIFTS @ Q Q ﬂ My Account v
< View All Wayfarer Family | Home > Ray-BanSunglasses > Icons Sunglasses > Wayfarer Family > MNina
NINA W Add to Wish List Jkddok 45 | 13 Reviews

LENSES: Green Classic 6-15 $163.00 Or4
Or 4 payments 0f 4075 withafterpaya? p ay m e n tS 0 f

Create Your Own Ray-Ban {@ CUSTOMIZE IT > 40 - 75 W I t h

afterpay
Size- Standard

'  Estimated Delivery Date FriJune 28th

M Free Overnight Shipping and Free Returns

DETAILS FRAME / LENSES SIZE
Available in 6 COLORS View all

Model code: RB4314MN £01/31 54-18

Take awalk on the wild side with this revamped, vintage Ray-Ban
w v v ) shape. See and be seen in these purrfect, trendy cat-eye frames,
which feature a keyhole bridge with iconic rivets. The retro specs are

FRAME: Red Havana: Black Grey Havana: Black Beige Havana: Black Black available in spotted havana as well as classic black and brown
LENSES: Violet Photocromic Blue Washed Grey Washed Green Classic G-15
READ MORE
o 70
o 7-2020 Contactlab
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Next Day/Overnight Delivery offered by ca. 70% of brands,
Second Day by ca. 40%, Saturday Delivery by ca. 20%

Total Panel Special Delivery options
(%, Panel 36 brands excluding Givenchy, DCM 2019, US)
100%
90%

80%

70%
60%
50%
40%
30%
20%
0% .

Next Day/ Overnight Second/ Two Day Saturday Same Day Sunday Delivery
Delivery

“contactlab




Only Louis Vuitton / Loro Piana offering Same Day delivery
Example Loro Piana

ge: EN @%{/ @MMI/

New 1N SS19 WomaN Man Kips AT HOME STORES MAY WE HELP? THE RARE WALK STORE

Frequently Asked Questions

Select your task to view all related FAQ's.

7

Purchasing Products Do you provide same day delivery service?

)

Yes, for orders shipped to Manhattan we offer same day delivery as an option

Creating an Account & Payment that can be selected directly on our website. Orders placed by 12:00PM EST on
S J

weekdays will be delivered by 6.00PM EST on the same day. Orders placed on

Details weekends or after 12.00PM EST on weekdays will be delivered on the next

k business day. J

If you ship to locations near Manhattan in New York, New Jersey or Connecticut

Purchasing Gifts

(the “Tri-State area”) and would like to see if we can provide same day delivery
please contact our customer service by email at

Addresses customerservice.us@loropiana.com or call any time between 9:00AM and
6:00PM EST from Monday to Friday (except American national holidays) at 212-
. —— 652-1650 or toll free at 1-855-481-g100.
Scontactlab  Gon Deliety & Shippiig
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Cross-channel services offered by Panel in US 5

Total Panel Cross-Channel Coverage
(%, Panel 37 brands, DCM 2019)

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

i n
0%

In Store Collect in Store Make to Order Return in Store Book an Product Reserve&Try  Return in Store
Availability (Products) (refund) Appointment exchange (in instore (credit)
Store)
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Valentino / Gucci / Saint Laurent / Moncler adding Reserve&Try

Example Valentino

CHECK AVAILABILITY IN
BOUTIQUE
s Gis
é 4 J\I. L
-
CLIMBERS SNEAKERS IN
FABRIC AND MIRROR-
EFFECT LEATHER
8 -

CHECK AVAILABILITY

o0 Copyright 2017-2020 Contactlab
Scontactlab e o et oy

UNITED STATES

WORLDWIDE

VALENTINO - NEW YORK FIFTH AVENUE
@ 693 5TH AVENUE 10022 NEW YORK UNITED STATES

Q, 0012123555811

® Opening hours

Mon10:00 - 19:00
Tue 10:00 - 19:00
Wed10:00 - 19:00
Thu 10:00 - 19:00
Fri 10:00 - 19:00
Sat 10:00 - 19:00
Sun 12:00 - 18:00

RESERVE THIS ITEM

Reserve this item

O
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6 brands adding Make-to-Order services 5

Example Gucci

)

R N

"
< .Q‘:_‘ ! E \'-
Ace sneakers can be pérsonalized with letters in diverseé golors and materials.
B 3 "".
p

Championing the idea of self-expression, knits and accessories Ophidia totes and Ace sneakers can be personalized with
letters in diverse colors and materials.

Bt

Gucci DIY Knitwear DIY Ophidia GG Supreme large tote

Personalize your Ace

Personalize your Personalize your Tote

i Knitwear 75
“contactlab



Only Hugo Boss and Moncler promoting Endless Aisle service
on Websites (1/2)

Example Hugo Boss

BOSS

NEW ARRIVALS MEN WOMEN FATHER'S DAY GIFTS INSPIRATION SALE

BACK TO ALL STORES

BOSS Store New York

10 Columbus Circle Suite 106
New York

New York

10019

0 +1(212) 485 1900

© Weits an e-mail Services & Promotions

CALCULATE ROUTE E = ¥ S &
¥ 3o, " New York Institute
b of Technology
g,

€l
Umpire Rock \{

S 1 3 Time Warner Cervler@ﬁqm Heckscher Pla
i Y . ~ - o - s, 4 ygrour
Business hours: Services & Promotions % o W, o
T “
§V’
Endless Aisle Shopping Museum of (&) We, +

Arts and Design 'Y SO

& W N

7 75 W
BOSS BOSS “sap, RR
. K

vyfecOaB
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Only Hugo Boss and Moncler promoting Endless Aisle service  ~O
on Websites (2/2) O

Example Moncler

FREE STANDARD SHIPPING

(B

{ GO BACK SHARE = k

)
MONCLER Yy ><
Via Montenapoleone, 1

20121, Milan
MEN, WOMEN

[ Click from store ]

@) 0039 02 76341316

B milano-mantenapoleene@moncler.com
Monday - Saturday

10:30 - 19:30

Sunday

11:00 - 19:00

You're at a Moncler store and you can't find an item? The size or colour you're
looking for is no longer available? Check its availability online with one of our
Client Advisors, who will help you search categories on our website and finalise
your purchase.

MEN WOMEN CHILDREN GENIUS MONCLER NOW  BOUTIQUES MONCLER BEYOND

7
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Apps with Augmented Reality features (1/3)

Example Hermés Twilly d'Hermés App

AUGMENTED
REALITY

oint the camera of your smartphone above any of
twilly’s peaks, or the Twilly d'Hermes

P
Lay the silk twilly flat, or place the sleeve
in front of you.
Choose the ‘Augmented Reality’ item on menu and
P
face of the sleeve.

e o < Ulvdll =

Please note that the experience will work better on a
well-lit environment.

If you have difficulties, try to place the twilly on a
white background.

To discover all the elements of the experience, do
not hesitate to play with the different points of view
by rotating your smartphone.

*Translation of the AR sentence: “Between the street
and the “Faubourg”, the path is short, its name: Twilly.”

dHermes BACK

“contactlab

INSTRUCTIONS

Lay the silk twilly flat, or
place the sleeve in front
of you.

Choose the ‘Augmented
Reality’ item on the menu
and point the camera of
your smartphone above
any of the twilly’s peaks,
or the Twilly d’Hermeés
face of the sleeve.
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Apps with Augmented Reality features (2/3)

Example Moncler Genius AR Lens App

“contactlab

Copyright 2017

his document ma

2020 Contg
ot be mi

MONCLER GENIUS AR LENS

N—
Moncler S.p.A.  Art & Design
H PEGI3
X This app is incompatible with all of your devices

nd of lookbook experience created by

T multiy e behind each of the 8 Genius

neon landscape of Palr

of the physical book. Sim

ENS to uncover a new reality

*For an optimal experience we recommend using an iPhone 8, X or a Samsung 8 or 9

MONCLER GENIUS AR LENS brings the
printed pages of “MONCLER GENIUS book” to
life using Augmented Reality in a new kind of
lookbook experience created by THE
DEPARTMENT OF NEW REALITIES. We’ll
reveal the secret multiverse behind each of the
8 Genius collections — invisible to the eye—
and only seen through the MONCLER GENIUS
AR LENS app.

79



Apps with Augmented Reality features (3/3)

Example Gucci App with Home Décor and Virtual Try-on for Eyewear and Sneakers

GUCCI =

Gucr‘,m‘ Guc‘m.S:P»f\“ ' .
GUCCI ACE SNEAKER

Screenshots iphone iPad iMessage

£

SHOP THE COLLECTION

Eyewear: users can digitally try on Gucci sunglasses,
take a photo and share.

Decorate your spaces with new Gucci Décor objects
using Augmented Reality.

WHAT’S NEW
What's New Version History . . .
RS- Yo - CR——— Virtually try on Ace sneakers with the latest version of
7-2020 Contactlab the App &

“contactlab



Louis Vuitton and Prada offering Travel Apps

Example Louis Vuitton City Guide App

“contactlab

LOUIS VUITTON CITY GUIDE =

Louis Vuitton Editeur SAS

Since adventure might be around any corner,
Louis Vuitton has mixed tried-and-tested
favourites with new places and traditional
sites with offbeat ones, as long as they
express the soul of each city
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DCM Luxury 2019: Key Research Conclusions (1/3) o0
Overall

— Overall Panel Exploitation for New DCM 2019 55%. Panel Score on Strategic Reach
AXxis (65%) higher than on Digital Customer Experience Axis (50%)

— Overtime significant improvement in E-commerce Country Coverage, Social Reach
and Cross-Channel Services Criteria (now above 50%, while around 35% 3-4 years
ago)

—In DCM 2019 Burberry and Gucci co-leading. Louis Vuitton, Valentino, Fendi also
standing out in the top 5

* Burberry with maximum score on the Digital Strategic Reach Axis (Gucci close)

» Gucci with maximum score on the Digital Customer Experience Axis (Burberry
very close)
— Miu Miu, Dior, Ferragamo with the most significant improvements on the Digital
Strategic Reach Axis ranking vs DCM 2018
— Ralph Lauren, Miu Miu, Dior and Moncler with the most significant improvements on
the Digital Customer Experience Axis ranking vs DCM 2018

“contactlab



DCM Luxury 2019: Key Research Conclusions (2/3)
Digital Strategic Reach Axis

— Powered by Ynap brands (Valentino, Bottega Veneta, Chloé, Balenciaga, Moschino,
Armani), plus Burberry and Dolce&Gabbana with the largest e-commerce presence

worldwide

— Significant increase in direct E-commerce presence in China, Australia, Korea,
Russia, Gulf and Taiwan

— Hermes and Gucci with the largest Product Category online offer, followed by
Armani/Versace/Tiffany

— Soft Luxury companies significantly expanding into Hard Luxury... while Hard
Luxury companies into Soft Luxury

— Ca. 60% of Brands with official account on Japanese Line, ca. 50% on Korean Kakao,
only Chanel/Givenchy/ Dolce&Gabbana on Russian VK

— Social accounts heavily used for driving traffic to Brand e-store. Link to E-store
particularly increased for Instagram, Weibo and WeChat

“contactlab



DCM Luxury 2019: Key Research Conclusions (3/3) O
Digital Customer Experience Axis O

— Ca. 60% of Brands offering Customer Service contact via Web Live Chat (up from below 50% in
DCM18)

— Style Advisory via Chat and Phone quite OK, while via Email and Facebook not OK !

— Chatbot a possible solution for Customer Service via Facebook, but few pioneers: Louis Vuitton /
Burberry /Dior / Tiffany / Michael Kors

— In US Discover/JCB Credit Cards offered by ca 60% of brands, Apple Pay by ca. 20%, Installment
Payment only by Ray-Ban, Ralph Lauren and Tiffany

— Hermeés best adapted to US delivery standards (Overnight/ Second Day/Saturday delivery options).
Only Louis Vuitton and Loro Piana offering Same day delivery

— Zegna/Gucci/Prada with the most complete offer in “Cross-Channel Services”. In Store Availability
now offered by ca. 70% of Panel (vs 50% DCM 2018), Reserve &Try by ca. 20%

— Ca. Half Panel offering the very useful “Endless aisle” feature in Store, even if only Hugo Boss and
Moncler declare it on website

— Augmented Reality starting to appear in Luxury: Virtual Try-on tools for Beauty, Eyewear, Shoes and
Home Décor simulation

— Still some surprising findings!

« 3 brands not offering Customer Service via Phone

6 Brands did not reply to Email enquiries, 11 Brands to Facebook enquiries
2 brands not giving information about Store Opening Days/Hours

1 brand with no Cross-Channel Services at all

10 Brands with no Mobile Responsive/Adaptive Layout yet
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