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We work with business and
technology leaders to develop
customer-obsessed strategies
that drive growth.
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There is no such thing as an online, offline, or
channel-specific consumer.

Disruptive brands build business models for
customers: living in a digitized, connected,
omnichannel world.



Luxury consumers are far more digitally

mature than many luxury brands




Forrester’s Empowered Customer Segmentation
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Progressive Savvy Convenience Settled Reserved
Pioneers Seekers Conformers Survivors Resisters

Luxury Consumers
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Base: 4,250 to 83,152 online adults (18+) Sample Size varies by country. Base: 497 to 8,421 online adults who purchase luxury goods in the past three months. Note:
percentages do not total 100 because of rounding. The EU-5 is France, Germany, Italy, Spain and UK; China is metropolitan China. Source: Forrester Analytics Global

Consumer Technographics Online Benchmark Survey (part 1), 2018

© 2019 FORRESTER. REPRODUCTION PROHIBITED.



The global online luxury opportunity is growing;
APAC continues to dominate

Global Online Luxury Retail Forecast Luxury goods online consumer spend distribution by region
2018 to 2023 [€ Billion]

$ 78 B Asia/Asia Pacific/Oceania [ll North America [l Europe [ Latin America/Caribbean
Middle East/Africa

2%

2%

$35

2018 2023

Source: Forrester Analytics Luxury Retail Forecast 2018 to 2023 (Global) Note By Europe we mean UK, France, Germany, Netherlands, Spain, Italy and Sweden.

See Luxury Retail 2018: What A Difference A Year Makes Forrester report
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= 60% to 70% of global luxury sales are
N . .
% I digitally influenced.

- 72% of the highest-spending luxury
.- buyers use social media to interact
=" with their favorite luxury brands.




Neat Day and Nominated Day available in the UK, came day delivery within London
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Luxury brands are playing catch up to popular

and profitable multi-brand pure players

Source: See Forrester Report Luxury Brands Must Chase Digitally Savvy Global Luxury Shoppers
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BURBERRY'
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Expanding the horizon for luxury sales and
engagement experiences
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Enhancing and evolving the in-

store experience
- IO




FINANCIAL TIMES

Richemont bids to take full control of Yoox
Net-a-Porter

Swiss luxury group looks to shake up internet strategy as consumers go online

Prada Plays Digital Catch-Up in
—~ o
China
Focusing on digital and forging relationships with KOLs like
"Mr Bags” will prove crucial to Prada regaining ground in

China, aregion which ac
global luxury sales.

Cha;lel Strikes FarfetchDeal to Augment
Boutiques

'42]]&‘ E’rltgraph HOME NEWS SP

Business

Economy Companies Opinion Openeconomy Markets Alex Telegraph Con

A - Business

Burberry to expand online reach with
Farfetch tie-up

Extending digital capabilities with

partnerships and acquisition

Making The Best Of A Digital Situation: What
Brands Can Do To Catch Up Online
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It isn’t just about technology.

It is what we DO with technology
that matters.




Luxury brand organisations must become channel
agnostic digital cultures

______________________________________________________________________

Branded digital touchpoints - Tradltlonal touchpoints
Social Kiosk Web Mobile Tablet : : Stores Contact center

Single, enterprise wide
view of stock and orders




The days of online flagship stores are over

MICHAEL MICHAEL KORS
Mercer Embossed-Leather Tote
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Check Store Stock 10 Miles v/ new york city SEARCH

Available within 10 miles of "new york city”

MICHAEL KORS ROCKEFELLER CENTER LIMITED AVAILABILITY
3.4 miles away
ADD TO BAG & PICKUP

See Store Details

MICHAEL KORS COLUMBUS CIRCLE LIMITED AVAILABILITY

4.0 miles away
ADD TO BAG & PICKUP
See Store Details

Michael Kors lets US customers buy online from select

stores and collect orders within 3 hours
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WELCOME TO

SNAP. FIND. SHOP.

We've made it really easy to
find exactly what you are
looking for!

Terms and Conditions

Swipe through the short tutorial to check out
our new features
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Swipe
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Joan Bilotta
Contemporary CUSP
English

Sam Baptista
Contemporary CUSP
English

Portuguese

Sandy Armet
Contemporary CUSP
English

Amanda Gibbs
Cosmetics

English

French

Spanish

Easily access
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Email Address

Password

Remember Me

.

ACCESS YOUR LOOKS

®ee00 AT&T LTE 10:30 PM

WANT MORE IDEAS?

SHOP ALL GIFTS

Stephen Webster
" EARINGS & NECKLACE $1200

e

Digitally extend a store's ability to serve luxury

customers
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Luxury brand organisations must become channel
agnostic digital cultures

______________________________________________________________________

Branded digital touchpoints - Traditional touchpoints
Social Kiosk Web Mobile Tablet : : Stores Contact center

Single, enterprise wide Unified and customer-
view of stock and orders centric organization




Performance and success metrics must promote
customer centric, not channel centric behaviours




SHISEIDO+ DIGITAL
ACADEMY

Shiseido's digital academy ensures ongoing
training and investment in digital skills

Let's be digitally fit




Luxury brand organisations must become channel
agnostic digital cultures

______________________________________________________________________

Branded digital touchpoints

@y L1100

. Social Kiosk Web Mobile Tablet ::

Single, enterprisewide Unified and customer- Holistic view of the
view of stock and orders centric organization customer
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45% of firms are expanding, upgrading, or
making new investments in devices
specifically designed to help store
associates better deliver personalized,
contextual experiences to customers in
stores.

Base: 44-45 digital business professionals
(Percentages may not total 100 because of rounding)
Source: Forrester’s Q2 2017 Global Business Commerce Technology Investment Panel Online Survey
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BUT ... that only focuses on a small porportion of
the customer base and one touchpoint

What have been the top challenges to maturing personalization initiatives at your
organization? (Please select up to five challenges.)

Insufficient access to customer data _ 92%
Lack contextual data for real-time targeting _ 39%
Regulation/compliance barriers _ 37%

Base: 109 digital executives
Source: Q1 2018 Digital Business And Experience Panel Survey

© 2019 FORRESTER. REPRODUCTION PROHIBITED.



Retail business model must evolve to operate in
new ways, to support new customer outcomes

o

Data and insights

Customer ecosystems Customer

Digital
experiences
Digital
innovation

__________

Digitally enhanced
product; digital services

Digital
operations

Enterprise Business ecosystems




All aspects of the business are affected, the
business transformation requires strong

leadership CHECKLIST
Culture

Organization

Technology

Metrics




Build platforms and partnerships to accelerate
and scale
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FORRESTER'

‘ Michelle Beeson
_ +44 207-323-7677
mbeeson@forrester.com

Thank you

FORRESTER.COM




