5¢ studie e-commerce in
Belgium
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5¢ onderzoek online consumenten

o Zelfde methodologie= vergelijken met [~
voorgaande jaren

E-commerce |
o 1.500 respondenten: grootste onderzoek BEIgiuT 2015 1
in Belgié ; ,
® Onderzochten voor het eerst ’ S

mobiele aankopen COME0S % @ nsteeconeutns

o Conclusies:
Meer mensen kopen vaker online maar geven minder uit
Online handel kan fysieke winkels versterken
Schermgrootte en betaalproblemen grootste barrieres voor mobiel betalen
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Wie koopt online?
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440.000 nieuwe klanten

2015 2014 2013 2012 2011 2015
ONLINE '
popULATION | /7% 75%  75%  67%  66% 76%
BELGIAN
- 65%  61% 59% 52% 52% 64%

POPULATION*

* Extrapolated to the Belgian population regarding the current internet-population (84,7% in 2015)
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2014

2013

2012

EVER PURCHASED ONLINE VIA A WEBSITE PURCHASED ONLINE LAST YEAR VIA
OR A MOBILE APPLICATION A WEBSITE OR A MOBILE DEVICE

2011




Mannen: 7% meer dan vrouwen

Gender Male

Female

Language Dutch

French

Age 18-27
28-43
44-59

60+

Income Less than € 2500
€ 2500 - 3500

More than € 3500

2015
] 5
[, ¢

N, ¢
I, 5o

N 1 70
N 1 70
T
I - -
N, 0%
3 72
L *pah

Sign. Different from at least one other target group (95% confidence level)
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2014

65%

57%

64%

56%

67%
66%
55%

53%

57%
67%

70%

2013

62%
56%

61%

55%

60%

62%

56%

55%

58%

66%

72%

2012

55%

50%

56%

48%

57%
59%
49%

42%

50%
57%

60%

2011

56%

48%

53%

46%

59%
59%
45%

43%

48%

57%

73%
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Wat kopen we online?
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Clothing

Hotel / overnight stay

Books

Boat, plane or train tickets

Event tickets (e.g. concerts; no fun fairs)

Shoes

Computer, hardware and software

Personal care products

CD / DVD / Blu-ray / Games

Electronic appliances (e.g. digital camera, iPod, ...)
Household appliances

Toys

Bank products (current account, savings account, investment product, ...)
Telecom (Internet connection, landline / mobile phone)
Pharmaceutical products

Fun fair tickets

Sports products

Home decoration

Digital music (MP3, albums, ...)

Food (supermarket)

DIY

Furniture

Travel assistance or cancelling insurance

Garden products

Films or TV series in digital format (no DVD)

Prepared food (resto / catering)

Cars, motorbiks, bicycles, ...

Other insurances (e.g. fire insurance, car insurance, ...)
Other
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Kleren en schoenen meest populair

[ 506

38%
32%
32%
31%

I 30%
I 23%

22%
21%

I 19% e %
I 18% : :

I 18%

M Fashion =57%
M Interior =14%

17%
M DIY & Garden = 12%

I 15%

12%
12%

I 10%
I %
9%
I 5%
. 7%
. 7%
7%
I 6%
6%
| 4%
3%
2%
11%

M Fashion
Books
M Electronic appliances
Entertainment
B Telecom
Health & Beauty
W Interior
M Food
Prepared food
W Sports
H DIY
W Toys
Other




Food is een nicheproduct...

Average frequency

® Fashion

@ Books

Volume generator
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® Films or TV series in digital format
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Buying frequency
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...maar heeft veel potentieel

Average frequency
Booming
@ Clothing
@ Hotel / Overnight stay
Bogks
@ Boat, plane or train tickets
5“8“ @ Event tickets 2

Personal care products

‘H/____Lousehold appuaices Electronic appliances
® Toys

% Bought last 12 months

Spor

> prod

Cars, motorbikes,
bicycles

® Pharmaceutical products

ts @ @ Fun fair tickets
ucts @ Digital music ® Food

® Travel assistance or
cancellation insurance

Potentials

Average penetration

Intention to buy
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Top2 - bottom2 scores
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Hoe kopen we online?
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Weekly

Monthly

Every 1 to 3 months

Every 3 to 6 months

Every 6 to 12 months

Less than once a year
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6%

2015

27%

31%

18%

14%

11 juni 2015

2014

5%

23%

33%

20%

15%

4%

Minstens maandelijks kopen: +5%

2013

4%

20%

30%

23%

18%

2012

2%

14%

30%

24%

23%

2011

2%

15%

31%

22%

20%



Maar gemiddelde uitgave daalt met €8/maand

2015 2014 2013 2012 2011

Less than €20 13% 16% 26% 19%
Between €20 & €49 16% 17% 10% 16%
Between €50 & €99 23% 21% 20% 19% 22%
Between €100 & €149 17% 12% 13% 13%
More than €150 31% 33% 35% 32% 30%

AVERAGE € 153 / month €161 / month € 170 / month €163 / month €130 / month

€ 1.837 / year €1.932/ year € 2.040 / year €1.944 / year € 1.560 / year
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Online - Credit card

Online - Debit card

Online - PayPal

Offline - Bank transfer

Offline - By card at the point of sale
Mobile app - PayPal

Mobile app - Credit card

Mobile app - My bank’s app
Offline - Cash at the point of sale
Offline - Cash at the door

Offline - By card at the door
Offline - SMS payment

Offline - Cheque

Online - Other

Offline - Other

Mobile app - Other
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2015

10%

%

Gebruik debetkaarten stijgt

Evolution

Evolution

2015-2014 2015-2011

37% 4%
28% +5%
1%
3%
-1%
N/A
N/A
N/A
-1%
0%
-1%
0%
0%
2%
+1%

N/A

11 juni 2015

6%
+13%
+3%
-10%
-2%
N/A
N/A
N/A
-2%
1%
0%
0%

0%

2%

0%




HOUR

Between 9.00 and 18.00 will do,
if  don’t have to pay anything extra

It should be possible between 8.00 and
20.00, even if | have to pay something extra

It should be possible 24h/7,
even if | have to pay extra

DAYS OF THE WEEK

During the week is sufficient,
if I don’t have to pay anything extra

Also on Sunday, even if
| have to pay something extra

Also during the weekend,
even if | have to pay something extra
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2015

79%

15%

7%

2015

86%

4%
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Evolution

2015-2014

_3%

+1%

+2%

Evolution
2015-2014

-2%

+1%

+2% bereid om te betalen voor levering 24/7

Evolution
2015-2011

+3%

1%

2%

Evolution
2015-2011

+3%

_5%




Maar -9% bereid om >€10 te betalen

COST OF DELIVERY

Evolution  Evolution
2015 2015-2014 2015-2011

People > 44 y.0.
> Dutch -1% +12%
< Home delivery

Less than €4,00 +2% -6%
€4,00 till €7,50 -1% +1%

People < 45 y.o.

- > French

€7,50 till €10,00 P Rt ens +9% -4%

> Home delivery

More than €10,00
....................................................................................................... )
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leveringsproblemen

Payment prOblemS GUSRARS s i oty 3
$29% % :
(e.g. hacked payment website) 9 ........ 39

Minder betaalproblemen, meer

2014 2013 2012 2011

Conscious faulty information on the website _ 28% 26%

Wrong / damaged / incomplete / $
missing delivery 3

Issue concerning return shipment
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15%

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

9%

25%

20%

20%

49%

17%

25%

7%

40%

35%

28%

11%
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Met welk toestel kopen
we online?
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tablet/smartphone

CURRENT MOBILE PURCHASE BEHAVIOUR

2%

H No

* Extrapolated to the Belgian population regarding the current internet-population (84,7% in 2015)
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ONLINE

BUYING
POPULATION
ONLINE
POPULATION
s BELGIAN
— POPULATION*

21% e-consumers heeft al gekocht via

Mobile purchases
in the past 12
months

Mobile purchases
exclusively




15% zou niet opnieuw mobiel kopen

FUTURE INTENTION TO BUY NEW PRODUCTS/SERVICES

ON A MOBILE DEVICE IN GENERAL
Online buying population TOP 2 TOP 2

W Certainly M Probably Neutral W Probably not W Certainly not W Certainly M Probably Neutral I Probably not W Certainly not
Online mobile buying population TOP 2

e 3! 77% Gap: 59%

W Certainly M Probably Neutral M Probably not M Certainly not

Gap: 10%

0?5

o"”

comeas *-

for commerce and services 11 juni 20 15




betalingen

My mobile device's screen is too small

| do not trust making purchases on mobile
devices (smartphone, tablet)

Making online payments is difficult
on my mobile device

Making purchases on my mobile device
takes too much data

My mobile device's Internet connection
is not powerful enough

E-commerce websites are often not
compatible with my mobile device

The battery is drained too much when
making purchases on my mobile device

s
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W Definitely M Rather
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Barrieres: schermgrootte, vertrouwen en

2015
34% 8% 48%
0% 6% 40%
43% 7% 39%
48% 9% 29%
Neutral W Not really W Notatall
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Waarom kopen we
online?
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% CONSUMERS WHO INDICATE THIS AS A TOP 3 DRIVER TO BUY ONLINE

Because it saves time

Because | can find products and services at lower prices
Because it gets delivered to my door

Because I’'m able to shop 24 hours a day

Because | get access to special discounts, promotions...
Because | have a wider selection of products / services online
Because | can compare and review different products / services
Because | avoid crowds

Because | can see whether items are in stock

Because there is more product information online

Because | get access to products/services that aren’t available in my country...

Other reason
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Tijd belangrijker dan prijs
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31%

31%

23%

16%

14%

14%

13%
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@ Time & convenience

@ Purchase management

Evolution Evolution
2015-2014 2015-2011

+1% 3%
2% +2%
+1% +4%
-1% 2%
+1% +2%
+5% +8%
+1% +2%
+1% 0%
0% 1%
-1% -1%
+1% -1%
0% 0%




Online vervangt offline niet

2015

14%

Not at all, these are new / extra purchases

Not really, these are mainly

new / extra purchases 23%

These are as often new / extra purchases as

replacement of previous offline purchases 33%

Rather, these are mainly replacements

of previous offline purchases 24%

Totally, these are replacements of
previous offline purchases

Pl
Jos
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2014

12%

23%

33%

25%

7%

2013

16%

21%

32%

25%

2012

15%

21%

29%

26%

2011

20%

22%

27%

23%




Before | go shopping, | often search for inspiration online so
| know exactly what | want to buy in the shop

| often go shopping, simply to get inspired and see ideas;
| later buy online what | thought was interesting in the shop
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Online versterkt offline

4%

M Totally agree W Rather agree

11 juni 2015

Neutral W Rather disagree M Completely disagree

45%

23%

N/A

N/A



in the future?

2015

Certainly
Probably
Neutral
Probably not

Certainly not 0%
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40%

47%

>87%
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Algemene tevredenheid: +2%

Q: How likely are you to purchase other new products or services on the internet

2014 2013
\

37% 38%

> 85%

48% 51%
J

13% 9%

1% 2%

1% 0%

> 89%

2012

41%

48%

9%

2%

> 89%

2011

31%

53%

13%

2%

> 84%




Wat vragen we?
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Stimuleer e-commerce

e Groel internetpenetratie Internetpenetratie buurlanden

o Betrouwbaar betaalplatform: - 96 08%
gebruik betaalkaarten stijgt,

o 89.90%
- 85.75% 86-78%
. 84.70%
vertrouwen en gebruiksgemak
mobiele betalingen moet I I
ook toenemen . | | |
B FR D UK NL

o Professionele logistiek: leverings-
problemen moeten uitzonderlijk zijn en
steeds meer mensen willen leveringen 24/7

Bron: Internet Live Stats

o Cyber security: nood aan aanspreekpunt en snelle actie bij overtredingen
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