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Scorecard for usage

Facing large drop offs across homepage & product page

Client facing issues/ queries relating to customer support

Client has queries on fulfillment expectations/ insights

Client has questions on local payment methods & security

Client has questions on checkout preferences

1 Homepage Experience

2 Product page engagement and localisation

3 Customer Support effectiveness

4 Fulfillment providers

5 Delivery communications

6 Localised security & payment methods

7 Seamless payment & checkout experience

Google
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10 Operational Areas
for Nordic Export

1. Homepage CX Display

a. Norway - lowest expectation in
delivery times

b. Denmark - 90% expect to have choice
on delivery offering

c. Sweden - advanced online market with
highest share of mobile shoppers

d. Finland - highest volume of
cross-border purchases

2. Product Page CX Include

a. delivery cost

b. providing preferred payment methods
c. returns policy

d. Trust marks

3. Localisation

Only 60 - 41% of Nordic consumers
say having native speaking support is
a key factor

4. FAQ Include

a. searchable with a search bar
b. key FAQ themes

c. localised

5. Customer Support Ensure

a. email > phone
b. contact forms, live chat
c. simple to find & use

© 0060 O

6. Fulfillment Providers

a. DHL

b. Post Nord
c. City Mail
d. UPS

7. Fulfillment Offering & Communication
a. expect same day delivery

b. expected delivery time 3-4 days
c. low rates of returns across region

8. Security
a. Norton

b. McAfee
c. Paypal Verified badges

9. Payment Methods Need

a. Cards

b. Bank Transfer

Future Watchlist Payments:
a. Open-invoice

b. eWallets

10. Checkout Include

a. security badge
b. secure wording
c. progress bar

Google
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Must-know facts
The Nordics

=
Payment Methods

Sweden - Important Payment Methods
Cards

Denmark - Important Payment Methods
Cards

Finland - Important Payment Methods
Bank Payments

Checkout Experience

Key Purchase Drivers

Security is key- Norton / McAfee / Paypal Verified

badges

Simplicity & speed comes in second to security

80 &

Avoid carousels —or Allow users to save Make it easy to clear
let users control them products to a guest or reset filters for

wishlist. search results.

Guide users with helpful  Allow multiple filters to Highlight real-time
next steps when be applied without mistakes in booking
there are no matching reloading the page. forms.

search results.

Mobile Best Practices in Market

Source: Google Commissioned Data - Euromonitor (2018), Worldpay, 2018-2020 - PPRO, 2018-2020, Arvato,2018 - GWI, 2018-2020

&

Customer Support

Must have
Email & FAQ support

Top Online channels
email/contact form

Important Notes

More than 4 in 5 customers make use of
company FAQs

1in 3 of these will abandon cart if
necessary info unavailable

Important Notes

Logistics & Fulfillment -60% of the Danish consumers state it

Important Notes

is important to be able to choose the
logistics provider

- 79% of consumers expect free delivery - 40% of digital consumers buy from

- 83% of digital buyers consider

foreign websites due to wider selection

collection from an alternate delivery of products.

location most important

Google
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FI—”_ The Nordics Stage 1 | Home Page Experience
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. Dustin Home Cdon Coop Danmark
Action 1
Highlight:
, Wireless Nordic Black° = 2 CDON O & I %
Norway - lowest expectation in delivery times T Search through mions ofprocucts [ o :
Denmark - 90% expect to have choice on — < ® '0 > +

delivery Offering '. :"T::: n?::,:’cweybwu . Who S .ean means Cykler &
A

a great deal!

Sweden - advanced online market with highest B¥ter 186 kr +

share of mobile shoppers e .

Finland - highest volume of cross-border — +

purchases — °
EIE3E3E3E

TrustScore 4.4
110,534 anmeldelser

related to the large percentage of purchases from abroad
(=3 B s ®MobilePay

4 . Expectations for fast deliveries are lowest in Norway, which may be
uw

‘ - Danish online consumers are the strongest advocates of freedom of choice - Kundeservice
over 90% believe it is important to be able to choose where and how the

‘ ' product is delivered (almost 20% more than NO and 10% more than SE and FI)

Blivmedlem af Coop

‘ . Tech-savvy consumers with the largest share of consumers who purchase
q ' through cell devices in Nordics

Finland is the least mature e-commerce market in the Nordic region but is 1 Security badges 5 Discount shoutout in top 7 Customer review
also the country where the largest share of e-commerce consumers banner ratings
purchase from other countries. 2 Accepted payment badges
3 Localised for Nordic 6 Delivery offering shoutout 8 Local payment method
customers provided
2 5 ‘y Average uplift in signups to businesses 4 Discounts & coupons
O adding key value props to home page*

Google &g

*Source: Google Internal Data
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Action 2
Highlight the following on product page:

@ delivery cost

@ providing preferred payment methods
@ returns policy

@ trust marks

IKEA

Insight
Communication of delivery costs are most vital factor influencing
purchase decisions in all Nordic markets

New
ROAD TRAIN 199 :-
What was the primary reason users do not complete a purchase? Duvet cover 2 pillowcases, white / dark brown ,

240x220 / 50x60 cm
. Unsure of the General
‘ . Total price ‘ Terms and Conditions

159.20: - excl. VAT
including deliver . .
‘ ' o4 was toogexpensi\),e 14% (return policy, delivery SR 2

policy, etc.)
Gb You can see available delivery options o
checkout

y |
Uy

‘ - The store did not
o $ie 32%

offer the payment | 99 Lack of trust in the shop
‘ ' wanted to use 1 Clear product description

2 Delivery & returns
breakdown

+1 5% conversion uplift adding reviews/testimonials*

*Source: Google Internal Data

Cdon

= & CDON O &

Search through millions of products B

Stock status: In Stock e

Estimated delivery time 3-7 working days
Sold and d  INTERNATIONAL
by GLAMOURPUSS

3 Price clearly

4 Delivery timeline
shoutout

5 Safe purchase
trustmark

6 Delivery provider info

Google
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The Nordics Stage 1& 2 | Homepage & Product Page Experience
8 Al ) ”— g pag g P
IKEA Cdon

Action 3
60 - 41% of Nordic consumers say having native

speaking support is a key factor < CDON  rorotens

2
°d letar du efter? @ Hur kan vi hjalpa dig?

Key Factors Varens sovrumsnyheter &r har!

Visst ar det extra skont att ligga sig i helt nya
krispiga lakan? Nu kan du sova gott i riktigt skona
bomullslakan i ett naturligt och slitstarkt material

som blir mjukare och mjukare for varje tvatt. Kabmgarfor
100-81% ngh Level Of KnOW|edge and Ab'“ty Las svar pa vanliga fragor har
| ®
60-41% Know my personal details,
i preferences, query history oo

Staff

=

o _ . >
Vo EVA VA Service in different languages B iz
60-41% Native speaker to support
1 Localised website 2 Fully localised FAQ &

support options

Language options

1 O% average CR increase when site is localised*

Google

*Source: Google Internal Data
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Action 4

FAQ should include:
searchable bar
key FAQ themes

localised

Insight

More than 4 in 5 customers make use of company FAQs, 1in 3 of these will
abandon cart if necessary info unavailable. 39% go on to contact live support if

they are unhappy with FAQ

Usage of online
self-service portals

80%

of consumers use
online self-service
portals before
contacting
customer service

IKEA

@ A O @& =

Q What are you looking for? ©

Home > Customer service

common questions and

answers e

Here we answer the most common questions we
receive from our customers in the areas of Returns
and Complaints, Services, Product Information,
IKEA for companies, Delivery options, IKEA Family,
IKEA department stores, and Ordering and online
shopping.

Our 10 most common questions right now.
Coronavirus
Return & complaint

Services o

Product information

1 Search bar in FAQ for simple
navigation

2 Regular updates

3 Themes

Cdon
Discover the new CDON.se! ~
I want to cancel my order -~
I can not log in to my account? ~
Will the item be in stock again? ~
Can you call your customer service? ~
How do | return? ~
Did you not get an answ he

question?

© Coovriaht 1999 - 2021 CDON AB

4 Multiple contact
options

Google
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|—: |I= The Nordics Stage 3 | Add to Cart (Customer Support)

Customer support should include/be:

email > phone
contact forms, live chat
simple to find & use

Insight

Email is by far the most common used support channel,
followed by calling and contact forms

Usage of customer support channels

Email

Call

Contact form

Live chat

H&M

= #M 2L QO F

WE'D LOVE TO HEAR
FROM YOU

If you have any questions, we are here for you. We have
no opportunity to store products in stores.

CHAT WITH US
Our chat bot helps you around the clock with your
order. Should your question not be answered, the
colleagues in the live chat can help you during our
opening hours.

cALLUS
033-14 00 00
(Local call tariff)

OPENING HOURS

Monday - Friday: 07:00 - 21:00
Saturday - Sunday: 09:00 - 19:00 e

SOCIAL MEDIA
Facebook. [ =
Twitter

Instagram

KLARNA
1f you have any questions regarding your payment,
please contact Klarna's customer service.

1 Detailed FAQ section

2 Chat function icon across
journey

Adlibris

=, Adlibris _2 =

SIGNIN  SHOPPING CART

Search for your next reading exp:

Customer service v’
Hi, what can we help you with?

We want you to get help as soon as possible!
That is why we have gathered the answers to our
ommon questions, maybe you will find the

3 answer to your question here?

Answers to frequently asked questions and

Questions about your payment? Contact our
partner Klarna.

Adlibris ¥

My act s o

Customer sen N
M

3 Detailed FAQ section

4 Chat support available
thoughout
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Action 6

Stage 3 | Add to Cart (Delivery)

Fulfillment well recognised providers in

the Nordics include:

Cy| EZBESEZ, O posmord

Leading Delivery Preferences

AR
A} 4

$11.2 Est 2019 retail

ecomm revenue

Est 2019 retail
ecomm revenue

1 LY
Wy

Est 2019 retail
ecomm revenue

Est 2019 retail
ecomm revenue

$7.2
Bn

Est YoY
growth (2020)

Est YoY
growth (2020)

Est YoY
growth (2020)

Est YoY
growth (2020)

Source: Statista, eCommerce news; postnord’Ecommerce in Nordics 2018, Metapack2016 state of ecommerce delivery.

Lego

a1

— “i¥d g 1999,00 kr edie

Order Summary

Enter Promo Code ~

[select Delivery A~
Standard delivery

° Free

(3-5 business days)

Express delivery 150,00 kr
-2 business days)
Collection Point (7 Free

(3-5 business days)

Subtotal (2) items. e 1999,00 kr
Standard delivery Free

Order total 1999,00 kr

Inclusive of 399,80 kr VAT

Congratulations - you get FREE delivery!

Helo with vour order:

Order total inclusive of 399,80 krvat  1999,00 kr

1 Clear breakdown of delivery
options below the fold of each
website page

2 Next day option highlighted

= #M L QO .
Order value 299.00kr.
Delivery 39.90kr.
Amount 338.90 kr.

GO ON TO THE CHECKOUT

We receive

#Mf<WKama. (= @D VisA  visa
P rayrer Wiarma,

Prices and shipping fee are not confirmed until
checkout.

30 days right Read d
refunds,

R — o >

You might also like

. cwr

3 Shoutout returns &
exchanges policy

4 Shoutout delivery costs

Google




Stage 3 | Add to Cart (Delivery)

: :FI_”: The Nordics

Action 7

With regards to fulfillment should communicate:

& expect same day delivery
@ expected delivery time 3-4 days
@ low rates of returns across region

LS

-
w

Est 2019 retail ecomm revenue ($)

Est YoY growth (2020)

Expect free shipping

Expected delivery lead time

Want information on delivery time & place
Have collected from a distribution point

Returns Rates

$11.2 Bn $7.2 Bn $3.5Bn

7.1%

80%

: Deliveries are offered to delivery points and

Search through millions of products

Recommen ded price: SEK79

2 Add to Cart

(@ safe purchase - Shop safely on CDON. Read more

Estimated delivery time from 1 working day

Sold and shipped by CDON

Included in the campaign: 3 for SEK 199

3-5days

84%

67%

14%

Offering Free standard delivery = +1.5% to 4.5% conversion uplift

Offering Express delivery = +1.5% Conversion uplift*

Source: Statista, ECommerce news; postnord’Ecommerce in Nordics 2018, Metapack'2076 state of ecommerce delivery.

1 Product page provides clear
breakdown of shipping &
return methods

2 Full breakdown at
checkout & product page

3 Options, methods,
timelines, costs

4 Estimated delivery date
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Action 8

Security: Norton / McAfee / Paypal Verified
Security badges

Displaying localised payment partner badges
across journey

# Norton
et Qe

powered by Symantec

Inclusion of the Eshoppers Badge has seen CR

o
+8 /0 increases of +8%*

*Source: Google Internal Data

Asos

asOS TO CHECK (roren
COUNTRY OF DELIVERY:

® Sweden -
MY SHOPPING CART Show
1 article 769.00 SEK
OFFER / STUDENT CODE OR GIFT

CARD >

EMAIL ADDRESS

ADD MY EMAIL ADDRESS

1 Security Badge - Norton
displayed throughout site

Cdon

CDON @ &

%D Wi vow, mise, mies sl eomes o SHoN
can be delayed by up to 3 working days.

@ Shoppingcart ~ cHance
® Delivery cHanGe

= Payment
Dina kontaktuppgifter.

[®a Mail eller mobilnummer

2 Localised accepted
payment logos

3 Security reinforced at CTA

Google
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Action 9
Payment Methods Needed:

Future Watchlist Payments:

Cards Open-invoice

Bank transfer eWallets Notes

© Swedeniis at the forefront of open-invoice

Preferred Payment Method Secondary Payment Method payments: this aIternat.ive payment method is
the second most-used in the market.

@ Danes are among the highest card users in the
‘ - \ EU. Debit cards, at 1.26 cards per capita,46 enjoy
33% 25% a far higher usage than credit cards, which have
‘ ' ownership of only 0.31 per capita
Card Payments Invoice © InFinland, All online bank transactions must be
authorised with the strong identification method
‘ - \ TUPAS, a joint initiative of all banks in Finland.
Card issuers also require merchants to use
69% 16% TUPAS for all card transactions if a liability shift is
‘ ' desired by the merchant. Strong authentication
can be circumvented but then the merchant is
Card Payments eWallet liable for losses.
\ Card schemes:
39% 24%
+ visa ® = 9
48% 44% 4% 4%
Bank Transfer Card Payments

Google
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4

Action 10
Checkout should include:

Dustin Home Cdon

199 oLn - nuIne ucivery usuany

arrives next workday. The order CDON @R &

will be delivered delivered at the
© Rish now, music, movies and games from COON %

M agreed time between 08:00-21:00 can be delayed by up to 3 working days
security badge
fr Shopping cart CHANGE
H Payments -

secure wordin

g ( Klarna — ® Delivery CHANGE
progress bar Safe and smoooth -

@ Pay with card (=] Dina kontaktuppgifter.

Add card details

Mail eller mobilnummer
[~
B3 Card Number ‘ I

Basic Check out Checklist e —
Native Experience for card payments (no redirects) = ) mrme

2 059 SEK

([ oo youwant newsietters from 0
Guest Checkout

ing “Buy now" | confirm read Klarna's Privacy,

Emphasis on payment security (wording/ badge) Mo Gkl 1111 condios o
K fBE
. . arna.
Using a call to action, one that assures the user e
their transaction is safe (ie “Pay Securely Now”)
Progress bar
1 Featuring payment 3 Checkout- secure wording

) : b
Preparing users for redirect (e.g. Paypal etc). adges 4 Payment badges

2 Showing secure icon

QEOECENONONONO

Security badge highlighted early

Google



Thank you!




