Meeting the needs of a multichannel shopper
Matt Piner - Conlumino
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The backdrop
Weak economic growth

GDP growth patterns, year-on-year change (%)
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The backdrop

The consumer view

How do you expect your own personal finances to change over the next 6 months?
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Lot Slightly About Slightly Lot
worse worse same better better
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The backdrop

Less disposable income

Wages versus inflation
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The backdrop

Complex consumer reactions

I am thinking much more about
what I'm buying

72.2%

I am looking for quality products that
will last me out

55.3%

I will pay more for something that’s
right for me

41.1%

I am buying cheaper options where
they are available

37.9%

I am buying fewer luxury items such as
clothing

34.3%
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Rise of multichannel

Online driving overall growth

Total retail consumer expenditure growth (%)

31.6
21.4
16.1 15.1 15.2
13.3 12.3
4.0
2.4 1.3 12 1.6 1.3 1.5
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Rise of multichannel
Main reasons for shopping online

Cheaper 75.3%
More choice 30.6%
Can shop at any time 24.99,
Saves time 24.8%

Access to retailers not near me

13.9%
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Rise of multichannel
Shopping around

The number of channels used during clothing shopping
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one two three four five+
2012 9.3% 41.8% 38.3% 7.2% 3.4% 2012
2002 17.9% 68.4% 9.8% 3.9% 0.0% 2002
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Value of mobile spend

£22.9bn

£8.4bn

£1.8bn
£1.1bn

2011 2016

. Direct spend
. Influenced spend S
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Rise of multichannel

Social media - impact less direct

Value of social media spend

£1.6bn

£1.4bn

£208m -

2011

. Direct spend
. Influenced spend

£3.3bn

£3.0bn

2016

\

gl'/

y,



The multichannel shopper

Conlumino
hello@conlumino.com | 020 7936 6663

Rise of multichannel
Stores - still the main channel

Changes in fashion store numbers

© &

Store numbers Store space (sq ft)

2011

53,875 111,654k

2015

49,971 105,009k
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Retailer’s response

Developing the different channels

©

Online Stores
Becoming more Driving less revenue
important and but still crucial

influential touchpoint

Mobile

Relatively small, but
rocketing up

O

Social media

Having more and more
of an (indirect)
influence

RESEARCH PURCHASING (embryonic) (embryonic)

v v
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Retailer’s response

Online - more transactional

Proportion of retail spend made through the internet

2010 2020
8.2% of all retail spend 20.4% of all retail spend
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Retailer’s response

Online - more personalised

Personalisation becomes mainstream

dheslia a
Submit an idea for a chance at fame. friends &
TWENTY-FIVE HUNDRED DOLLARS!
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M&M'’s: Majestic wine: Threadless:
Putting your face on chocolate Localised ranges and improved Turning customers into product
recommendations designers
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Retailer’s response

Stores become ‘multichannel’ - collection
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Retailer’s response

Stores become ‘multichannel’ - inspiring
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Retailer’s response
Mobile creates a ‘digital footprint’

Growth of mobile spend by location to 2013.

+1449% +202%
o [ R

+120%  *125%

+92%  +111%
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Retailer’s response

Mobile creates a ‘digital footprint’

®e000 3 3G =+ 17:32 62% W) eee00 3 3G °* 17:33 61% )
techradar.com

& kindle fire prices ¢
Asus Fonepad

30th Apr 2013 | 16:21

GOugle kindle fire prices n

Web Images Videos News More ~

Low Prices On Kindle Now A ® Place Your Finger
www.tesco.com/Kindle_Fire UA i ",",1_','.:?.;.": -2
Choose From Kindle Fire 7" Or 8.9" Tabs.
Order Online Today. In Stock.
Kindle Paperwhite At £109
Shop on Google Sponsored @ Asus flexes its hybrid muscle once again
with a 7-inch tablet that makes calls
£84.93' £159.99 l £229.95 I o
eBay PC World John Lewis TechRadar rating:

% %k k k

Like:
Great LED-backlit screen; microSD storage;

Kindle Fire: Amazon.com's #1 best-
seller, now even better

www.amazon.co.uk/kindle-fire.../B0083...
... available to ship to your location. Please
click here to purchase a Kindle Fire tablet

fram Amazan ~am

< 1 M O

Premium metal chassis; Good battery life;

Dislike:
No rear camera; Poor speakers; Nexus 7
cheaper; Impractical for calls;
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Retailer’s response

Social media for engaging with consumers

The feedback loop

Discover

74%

\

Feedback Assess

31% Amm 35%
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Retailer’s response

Amazon uses social media to engage

171 of 180 peaple found the following feview holptul

olofolole UEI2ZFBO000 11 Api 2013

By ANGY72  10P 1030 REVIEWER

Sue Name: 32 ineh

This is the new and improved version of the EH5000, | have never seen the oid model in action but the F5000 is supposed
specification, apart from this the lechnical specs are the same. | chose the new and more expensive model because of the |
model with a narrow bezel (the EH5000 s chunky at just 2 cm thinner than my B yrs old LCD Tv) and because | change TV

sense 1o buy the latest available model One word of caution do not buy this model because of the Ethemet port as this is | Amazon Help @
software updates. this TV is not DLNA compliant. Not an issue for me as | think Smart TV's are 90% marketing and 10% fun G @AmaZOHHﬁ’D

TV box or a media player will give you a REAL smart Tv for an extra 80£ We answer »\:‘\“:;;”\H' ppor qesions 7 ays a
Back to the TV coming from an Byrs okt LCD 26" Tv | have 1o say that the F5000 gives an amazing viewing experience. It's

mihelp.
OMG!, | loaded Avatar on dvd and the image blew me away! | cannot comment on audio as | use an external theater systen
Fantastic TV, if anything | regret not getting the 37* but wife wouldn't want fo hear about it!

In @ nutshell. this is the 2013 update on the EH5000 (now discontinued) with better video specs, siim design and a narrow b

only. image quaiity is outstanding, looks good In the lving room, discrete and non-invasive! Recommended 11,569 ° 2433 L~ W Follow
2Comments | Was this review helpful to you?  Yes | | No
71 0t 76 peaple found e following reviaw helpk Sail | Help Puzzle & Trivia Hits »Leamn: Tweets au Nores
Joicieiol Reasons for buying and reasons for being delighted (UPDATED WITH SCART INFO) 20 1 Hello, Matihe iy A w Amazon Help
ByDavel  T0P 60 REVIEVER VNG VOICH Your Account=  Prime v fBasket~ Li e @slevenedmondson \ Sorty to hear about that, Best to contact
Size Name: 42ineh | An otified Purchase © 5 Customer Service here amzn 1o/19A0Kfe so that they can help.
HomeCriema  Moa Sweamag  HLFI& Home Aud  Acoessones.

First of all why did | buy this particular television and not one of the many others in this sze / price range? s
o ! Samsung UE32F5000 32-inch lescreen 1080p Full HD LED TV with Freeview T # View conversat

nere are several reasons HD (N | 1 ~

lew for 2013 uf
EE,.E g ) [ Yax. 1 vart FREE One-t Q  AmazonHelp

the reviews about quality were very positive dccdoded: [ (148 customer caviers) B coniomer @20ENNENSS I you contact Customer Service here
- have seen 3D and it wasn't a feature that | particularly wanted (do | really want to wear glasses over my g size Wame: amzn 10/19A0Kfe We should be able to check the status
-1 didn't want a "Smart” television as | have a PC permanently connected Lenovo VE74AUK Q190 Ultra Sma  32inch hd
B887 1.5GHz Processor, 4GB RAM, 500GB HOD, LAN. WLAN, Integrated Graphics, Windows B), a really ex or AT
can be updated as time goes on. whereas the Smar function is going 1o get more and more out of date as t Sian in to turn an i-Clidk and 9 View conversation

pre: £249,00 & this item Delivered FREE in the UK with Super Saver Delivery. See detals and
conditions Include

[ Sauar=Trade 3-¥r Warranty
)

In stock. PecdentProtctn

Dispatched from and sold by Amazom.

Want it by 1pm tomarrow, 28 Sepl.? Order it within 50 mins and choose Express Delivery at checkout, Detals
« Enjoy amazingly vivid and realistic Full HD entertainment o Wich st | > )
+ Ses mare amazing calours with Wice Calour Enhancer Plus
& Access your photos, moves and music on USB storage

* Access 4 HD channels through Freeview HD

More Buying Choices
Cramplon nd Add to Baskst.

£27900+
» St& mare product details

Tribal UK
35 new from £240.99 2 used from £234.18 1 refurbished from £299.99 £279.99 + Fres

Hugnes Direct
Buy this TV and get £30 off Samsung HW-F550 46-inch J10w Soundbar with Wireless
Sub Wooter

eci Buy this TV from aur prometian and get £30 off Semsung HW-FS50 46-inch 510w Soundber with
Wirebess Sub Woofer. The discount wil be applied when both products are bought togsther from
‘Amazon.co.uk. Offer vaiid 1l S6ptember 30th 2013, 25:59, CUCk hars for more information,

Have one to sell? | Sell yours,
share FIH ¥ ﬁ
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Final Conclusions

Meeting a multichannel shopper’s needs

Stagnant environment

Complex consumer

Stores

Social media

©O 00 0 0 0

Multichannel a ‘growth pocket’

Empowered by multichannel

Increasingly personalised

Fulfil and inspire

Track the shopper

Engage
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