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What we’re here to do
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Bring our industry together in a time of uncertainty
Share experiences and learnings
Provide a safe space to ask for help

...(hopefully) be entertaining




What’s coming up
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Agenda
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The story so far: the coronavirus crisis as told through e-commerce data
Handling a crisis in e-commerce: where we’ve been and where we’re going

Virtual networking break

No budget, no bother: how to keep marketing when the chips are down
The watershed moment: will today’s crisis change the way we do business?

End of virtual event



Who are we?
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Yieldify


https://www.yieldify.com/

LADIES FORMAL SHOES
SILZE. Z
$145.00

Personalization
Unique
Effortless
Compliant
Connected



Personalize
your website
faster...



Without
editing code



for different
\/ behaviors and
segments



©) ..and it’s all
connected
into journeys



...all managed
*. on your behalf



From this...




| Website abandonment
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SHOP CURL TYPES LOOKS SALONS i CuRe EXHERTS OURSTORY  BLOG

https://www.ouidad.com/

Best Sellers

Best Sellers.
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The name says it all. Fall in love with Ouidad’s
customer favorites: products curly hair can’t live
without to tame frizz, tackle next day curls, or
infuse deep nourishment.
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Code ACCGIFT2

SHOP NOW

REFINE YOUR SEARCH ALL CURL TYPES
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The story so far

The coronavirus crisis
as told through e-commerce data
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About us

Daniella Gregory
Global Strategic Sales
& Partnerships Director

Yieldify Yieldify

Melissa Elliott
Head of Data
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‘ What everybody knows

‘ The new normal: 5 lessons from the next layer of data

. Key takeaways



COVID - 19

What everybody knows...
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Impact on retail traffic

Bi t
w= Beauty == Electronics +~ Fashion == Grocery == Health & Personal Care chalgg: in
== Home & Garden == Luxury Brands LATE March
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L

with too many sales




e Less organic traffic
e Reduced acquisition
spend

® Reduced conversion rate

E-Commerce Manager
with too few sales



E-Commerce Manager

. & ith too many sales
Supply chain delays o Wi y
. o’ .~ . . . rs.ﬁr
Reduced inventory R ’

Coping with closure of

brick-and-mortar




The New Normal

5 lessons from the next layer of data

Tomerrow
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April 2019

April 2020



is in the new visitors
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Don’t be fooled by the proportions...

New vs
[ returning [ new Returning

as a % of total
sessions
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There’s a real spike in NEW visitor sessions

Shoppers are
discovering

@ OLD NORMAL [ NEW NORMAL
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...and even though their sessions are SHORTER

Average minutes spent onsite by user type New user
. sessions are
' growing
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...and returning users still view more pages than new ones
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3.00

Day

== == New User - New Normal == == New User - Old Normal == Returning User - New Normal == Returning User - Old Normal



...the REAL story is in the sales

New visitors

Old normal: new users % of total sales New normal: new users % of total sales
- e = : are more

50.00% likely to buy
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0.00%

Sunday Monday Tuesday Wednesday Thursday Friday Saturday

day of week



...and can be seen in conversion rates

Conversion Rate

8.00%

6.00%

4.00%

2.00%

0.00%

BONUS

@ OldNormal [l New Normal Bounce rates

have hardly
changed

New Users CR Returning Users CR



It’s an overall ‘greener’ visitor base

Retail Average Session Count over time The average
visitor knows
== New Normal == OIld Normal less about you

than usual
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Lesson: treat your new traffic separately

Y WEE e /N

OUR COMMITMENT TO YOU . Clarifying value

props

Proper Hygiene

We have taken all the necessary precautionary measures
on your respective parcels as they will be sanitized to ‘ I ,ARI NS

ensure your safety.

4%
I =

Free Shipping Customer Care

We will look forward to serving Your well-being remains our
you on Clarins.com and shipping  utmost priority, and you can
fees will be waived during this always reach our customer

period. service team at
shopping.sg@clarins.com.




Lesson: assume less knowledge then usual

To show our gratitude and to help keep L,
our Keyworkers fuelled by science during
this time, we are offering an

EXTRA 10% OFF ALL PRODUCTS

Keep up the great work!
from Team SiS

Enter your email

=]t=

SCIENCE IN SPORT

Enter your bluelight card number OR Occupation

Pick your favourite sport v

Check here if you would like to receive the latest news and
offers from Science in Sport
Read more on our COVID-19

GET MY DISCOUNT Business Update




esson: engage returning visitors

Free shipping on all orders! COVID-19Response  Freo Swatches  Showrooms  ReferaFriend  AboutUs v

BURROW Seating +  Tables  Rugs  Accessories v  Outlet

Burrow House
from home

We're practicing social distancing and
keeping the doors to Burrow House closed,
but our world-class team is still available to

provide some long-distance design
concierge. They're happy to answer product
questions, place custom orders, offer their
interior design expertise, or anything else

that strikes your fancy. B U R R O ‘ '

SCHEDULE A DESIGN
CONSULTATION

We’'re setting a new standard for furniture

R ey

shipping on every pet-friendly materials adaptable, easy-to-
order move design
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Shoppers are viewing WAY more pages

Average number of pages viewed by device
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...but that’s only the case for retail

8.00

................................................
...............................

-----
--------------------

.
‘e
",
.

2.00 : : :
2 4 6 8 10 12 14

Day
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Travel
pageviews
have stabilised
at a low level
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...they’re even adding more to cart

Average no. items added to cart

Shows that
B Oid Normal [l New Normal stock challenges
aren’t stoppin
3.00 PPINg
shoppers
2.00
1.00
0.00

Finance Total Retail Total Travel Total



...but conversion rates are LOWER

== Old Normal CR == New Normal CR
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6.00% /______——
L% —_

4.00%

2.00%

0.00%
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day of week



...but why?

4

Waiting for product
to come back in
stock

1 2 3

Financial insecurity Browsing out of Waiting to buy more
- hesitant to spend boredom ‘in one go’




Lesson: focus on the onsite experience NOW

Show
customers

alternatives for
missing stock

Your pretty treats

Because it's all about you, and because
we love to pamper our beloved customers,
we have prepared a whole page

dedicated to beauty offers! C RI S
This is the opportunity to (re)-discover Lf & N

Clarins products.

DISCOVER ALL CURRENT OFFERS




Lesson: focus on the onsite experience NOW

Delivery Update:

Royal Mail: Express & Standard - Some local delays
DPD Next Day: No delays, currently 99.9% on time

All products are in stock and despatched same day when ordering by 2pm
Safe distance working practices have been implemented

Free returns service extended to 6 months

Close




ping from Home (SFH)
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Sessions are up across the whole week

== New normal == Old normal
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But proportionally more online shopping over the weekend...

Online

== Old normal == New normal shopping >
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Lesson: adjust ad schedules

Original Wayfarer
Classic Black

@ VIEW PRODUCTS

A

13,210 likes
rayban Life's moments define who you are. Embrace
them, #PROUDTOBELONG

Description

° rayban o Coj Try t On
R Q o




Lesson: capitalize on a new WFH culture

marimekko @ Lounging in style. A bold
print makes it easy to stay both stylish
and comfy at home.

The lovely @linneklund shares her home
office look: our Lepatus tunic in the
Unikko (poppy) pattern.

Explore our Spring/Summer collection at
marimekko.com

tmlewin @ « Follow
T M Lewin Jermyn Street

tmlewin @

Keep calm and conference call. Iit's
business as usual as much as possible at
T.M Lewin. For crisp shirts, or an excellent
jacket we're on-line and ready to help.
Work Smart. Work Safe. #tmlewin

ad

®

" steve_wilk & This was me
d throughout the week lol!!

3d Reply

prandez Hahahaaaa. Love the style

CONFERENCE and e atituce

CALL CHIC.

We're on-line and ready to deliver O Q V m
| crisp shirts and sharp jackets. 7,139 likes

| Work safe. Work smart. 4 DAYS AGO

SHOP Now Add a comment...




sing desktop revival
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Session growth on mobile AND desktop

Shopping
| Oldnormal [ New normal from the sofa
60000 is still on
mobile

40000

20000

desktop mobile tablet



Desktop session times are getting way longer...

Average minutes spent onsite by device
5.5

5.0
4.5
4.0
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== Desktop - New Normal == Desktop - Old Normal
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Mobile session times are less consistent

Average minutes spent onsite by device
3.8

3.6
34
3.2

3.0
2 4 6 8 10 12

Day

== Mobile - New Normal == Mobile - Old Normal

14

16
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...but fewer SALES are being made on desktop

== = New Normal: Desktop % of sales == New Normal: Mobile % of sales Desktop CR
== = Old Normal: Desktop % of sales == OIld Normal: Mobile % of sales has DROPPED
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rvice message has evolved
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What consumers want...

® @

43% 40%

of consumers find it wants to know how
reassuring to hear companies are
from brands they responding to the
“know and trust” coronavirus pandemic

® &

43%  15%

believe coronavirus say they don’t want to hear
messages from retailers from companies at the
sound too similar and current time
“are losing their impact”




What consumers are actually looking at...

Percent of Sessions Viewing Coronavirus Information Pages by Vertical

== Holidays == Insurance ~= Leisure & Tourism == Transportation & Travel
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Lesson: add the message upfront

W{4 JEWELRY WEDDING & ENGAGEMENT  BEAUTY, HOME & GIFTS  DESIGNERS COMCECTIONS GUIDES & MUSINGS

Famous Letter Rings can ship straight to your door without our site-wide delays. -
Thank you for supporting our independent designers. xo.
Jyou for supporting 5 5 \<‘,c\’a i

~Toigaicd

Made by us, in our Brooklyn studio.
SHOP NOW




Maintaining brand loyalty through clear communication

Michaels Rewards ~ Chat  Gift Cards  Classes & Events  Coupons

B WViichael: S

i
SHOP CATEGORIES BOREDOM BUSTERS  PROJECTS & VIDEOS  TEACHER SUPPLIES FOR YOUR BUSINESS  CUSTOM FRAMING  WEEKLY AD 5

We're here so you can get the supplies you need, safely.
Learn how we're taking care of our Team Members, customers and their orders.

e = ®

NEW! Buy Online and Pick Up Curbside View store hours and pick-up options Find out where your order is

How it Works | Store Locator Track It

FREE CURBSIDE PICKUP NOW AVAILABLE

Restock your stash without leaving your car.




Extending return period

S}

FExtended Returns!

YOU NOW HAVE 45 DAYSTO
DECIDETO KEEPYOUR NEW ITEMS
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Conclusions % :

X A A

New visitors have open wallets - adapt to them

While traffic rises, conversion rates drop; the onsite experience is critical

Adjust for a world of more erratic shopping schedules, esp the weekends
Mobile is growing, but desktop needs help - there are easy fixes here
Coronavirus messaging is getting tired - focus on what your customer

needs to know



Thank you! //
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Handling a crisis
In e-commerce

Where we've been and where we’re going
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Jez Groom Keith Anderson Stephanie King
Chief Choice Architect SVP, Strategy & Insights Client Services Lead

cowry

consulting 7|Profitero Yieldif Y



No budget, no bother

How to keep marketing when
the chips are down
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? About us

Bhavik Patel Paul Markovic Nick Pulvino
Head of Conversion = Ecommerce Product Manager  Client Service Lead

teletext VIilk Yieldify

MAKEUP



The watershed moment

Will today’s crisis change the
way we do business?

Tomerrow
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About us

Rytis Jakubauskas Raj Nijjer Michael Desimone
General Manager VP Marketing Consulting Lead

‘ latana @ Y|e|dify
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VISION

with Milk Makeup

Wednesday, May 13th

Follow this link to sign-up

Tomrrow
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https://app.livestorm.co/yieldify/2020-vision

Thank you! //
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Yieldify


https://www.yieldify.com/

