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El nou consumidor en l'era post Covid-19

Pau Virgili

4 de juny de 2020 Do Good. Do Better.
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Post Covid world

Horizon Coming out Managing the
Preparing for the crisis  Navigating the crisis of the crisis next normal

Safeguard lives
Case count

-8% to —1
economic s

Safeguard livelihoods
GDP



Lower income

hits a
majority
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Consumer income

¥periencs adecrease inincorme.

Consurmers globally

Consumers globally have experienced a decrease in income in
the past 2 weeks.

Respondents who experienced & decrease vs. increase in income over the past 2 weeks'
% of respondaris

Income decreased Income increased

us 4

-3

Germany a0 - 3

McKinsey

& Company
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Consumers are pessimistic

In most markets navigating the crisis, the majority of consumers are
pessimistic or unsure about the economic recovery.

Confidence in own country’s recovery in after-COVID-19 economy,’ % of respondents

Optimistic The economy will
rebound within 2-3 months and
grow as strong as or stronger
than before COVID-19

Unsure The economy will be
affected for 6-12 months or
longer and will stagnate or show
slow growth thereafter

Pessimistic COVID-19 will have
a long-lasting impact on the
economy and show regression/
fall into lengthy recession

India China US  South South Germany Brazil UK Spain France ltaly
Africa Korea

33 44 47 49 61 64 58 58 45 51 54

15
12 19




Consumer
expect long

lasting
effects

109 [N Generaitat snserores
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Consumers expect the effects of COVID-19 to be long-lasting.

W 4+months M 2-3 monthe

How long do you believe you need to adjust How long do you believe your
your routines due to COVID-19?" personal/household finances will
be impacted by COVID-197?
ao us 63 7

w0
o
b
o
o

Brazil 60 86
90 64 South Africa 89
93 72 UK 51 64
G4 71 France 59 T2
94 69 Spain 63 82
99 88 Japan 67 N




Spain’'s
Economy is
based on
some of the
most
impacted
sectors

Global consumers anticipate pulling back on spending across categories.

Expected spending per category over the next 2 weehs compared to usual’
net intent 5

Apparal Food and grocery

Household

Services  Entertainment

Travel and transportation
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WW and Spanish consumers are
transitioning to online massively

Spaniards have been increasingly adopting and using new digital
and low-touch activities, including video chat and grocery delivery

Have you used or done any of the following since COVID-19 started’ [ ]notusing W Using samefiess M Usingmore Ml Just started using
% of respondents

.

it

A

£

=y,

Grocery delivery
Restaurant delivery
Meal-kit delivery

Videoconferencing: professional

%
j
%_
]

Video chat: personal

Remote learning: self

Remate learning: my children
Online media streaming

TikTok

Playing online video games
Watching online video gaming
Online personal training/fitness
Digital workout bike or machine
Telemedicine: physical healthl
Telemedicine: mental health
Wellness app (e.g., meditation)

R 13% D
- TS

B 3% F

T 0%
.
T T

Fo/
/ /o

- BN &%

. e oL

B 1%

%

1% [

- EET

! Q: Have you used or done any of the following since the COVID-19 situaton started? If yes, Q: Which best describes when you have done or used each of these ifems? Posgible angwers: “just staned using since COVID- 19 staned”,
“using mose since COMID-19 started”; “using about the same since COVID- 19 staried”, “using less since COMID-19 started.”

enterprise
network
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WW and Spanish consumers shopping
online and switching retailers

Many consumers have switched retailers and shopped new websites

Have you used or done any of the following since COVID-19 started'
% of respondents

Shopped new grocery store 18%

Shopped new website: basics 18%

Changed primary grocery store 17%

Shopped new website: non-basics 5

Switched to discount store 15

-
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Mid Term




Consumer 5.0

Key digital trends
acceleration:

1. Superinformed and empowered
consumer

2. Data, personalization and service.
3. Omnichannel

4. Consumer energy
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GO gle problems ford fiesta % !’ Q

Q Todo [ Noticias [J Videos &) Imagenes < Shopping ! Mas  Configuracion  Herramientas

Aproximadamente 10.500.000 resultados (0,50 segundos)

www.fordproblems.com » models ~ Traducir esta pagina

Ford Fiesta Problems and Complaints - Ford Problems

What problems can you expect with the Fiesta? Owners share their top complaints, and which
model years to avoid

www.motorbiscuit.com» Cars ~ Traducir esta pagina

The Worst Ford Fiesta Model Year You Should Never Buy

15 mar. 2020 - But many of the issues reported about the 2011 Fiesta's doors were downright
dangerous. Separate components of the car's door such as the .

Videos

Ford Fiesta owner Problems with the Ford Problems with Ford 5

describes problems with Focus and Ford Fiesta Automatic

transmission Transmissions (Focus &
Fiesta)

Detroit Free Press Stern Law, PLLC Stern Law, PLLC

YouTube - 12 jul. 2019 YouTube - 24 oct. 2016 YouTube - 24 oct. 2016

www.carsguide.com.au» ford » pr... + Traducir esta pagina

Ford Fiesta Problems and Reliability Issues | CarsGuide

Are you having problems with your Ford Fiesta? Let our team of motoring experts keep you up
to date with all of the latest Ford Fiesta issues & faults. We have .

www.carcomplaints.com » Fiesta ~ Traducir esta pagina

Ford Problems Overview | CarComplaints.com

Compare Ford Fiesta complaints. problems. & worst model vears. There are 665 complaints on
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BISSELL Cleanview Rewind Pet Deluxe Upright Vacuum Cleaner,
24899, Green

by Bissell
Wiy v 713 ratings

for "bissell cleanview rewind pet deluxe upright vacuum cleaner, 24899"

Price: $149.99 + $339.64 Shipping & Import Fees Deposit to Spain Details

Style: Vacuum Only

Rewind Bagless+Extra Rewind Bagless+Hand Vacuum Only
Belt+Extra Filter Vacuum
= 1 option from $219.98 $149.99

Color Green

Item Dimensions Lx WxH 13 x 14 x 46 inches
Brand Bissell

Surface Recommendation Hard Floor

Model 24899

About this item

* Every BISSELL purchase helps save pets. BISSELL proudly supports BISSELL Pet Foundation and its mission
to help save homeless pets.

Triple Action Brush Roll loosens, lifts and removes embedded dirt and pet hair from multiple surfaces
Scatter-Free Technology reduces scatter on hard floors

Automatic Cord Rewind wraps the 27" power cord for you so you never have to wrap the cord again
Edge-to-edge cleaning provides a powerful clean all the way to the edge of every room in your home
Large capacity, Easy Empty Dirt Tank empties with the press of a button

Specialized pet tools including the Pet TurboEraser Tool, Pet Hair Corner Tool, Dusting Brush, Crevice Tool,
and Extension Wand are kept close by while cleaning with on-board storage

Customer ratings by feature

Easy to use AT 47
Easy to assemble wRwwy 4.7
Suction power wRWWT 46
Easy to clean *RA KL 45

See all reviews
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Online reviews Son la segunda fuente mas fiable de
informacion para el 70% de los consumidores

Nielsen study 28.000 internet users

@) DoctorsScorecard.com
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O Citysearch

RESTAURANT.COM’
EAT. DRINK. SAVE MONEY.
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Assistant Professor

publical

Do online consumer reviews
affect restaurant demand?
An investigation of Yelp.com
and restaurant data from the
Washington State Department
of Revenue
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Contextual information
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Clients have completed

70% [B%:H

of their purchase
process when they
contact the seller

US data B2B study Google




Consumers today..

e Can access full information
e Choose conversations with brands

e Can lead conversations at scale

In summary they are aCtive pal‘tnel‘s




Consumer 5.0

Key digital trends
acceleration:

1. Superinformed and empowered
consumer

2. Data, personalization and service.
3. Omnichannel

4. Consumer energy
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An angry man walked into a store...




All in one place.

DY, ) A 2T / - All things mobile.
NS :

.....

get a move-on,
mucus. e §
-

learn more »

mx
Mucinex

[
-

CREATE YOuR
rECESTRY —7

Use a Orecd
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Target’s analysis takes customer data from MANY
interaction points, both physical and online and
relates them back to the GUEST ID

* Online browsing
* Online Cookie
 Email click-thru
 Mobile

i * Registries
Demos <~ . « Coupon redemption
' v\ | » Store purchase
i U T \ : * Demos
tinon * Lltimately relate

I” ll.ll.a bac I\ to
tore
__ = Gaest ID
N Clase
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TARGET

Estimates that it has made $1B
by being able to predict who is
pregnant...
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Identificat amb el CIP

Tens algun d'aguests
simptomes?

InTodusix & teu Codl d loantiic
Pers: (CIP) que trobaras ala 2
sanitaria, sense espais Febre’

Tos continuada o persistent?

Dificultat respiratoria?
Accedir al

Malestar general?

No tens Codi dicentificacis Persanal
(CIP)7 Identificat amb un alre métode
aqui

I| Generalitat Selecciona un idioma
de Catalunya

Condicionas Iagales

SEGUENT
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Consumer 5.0

Key digital trends
acceleration:

1. Superinformed and empowered
consumer

2. Data, personalization and service.
3. Omnichannel

4. Consumer energy




Customer Journey
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Illustration by: David C. Edelman and Marc Singer
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5.8

v 0 &3

CPG Health/

ran
Restaurant Beauty

o

CPG Grocery

Average Number of Sources Used by Category

o 10.2 10.8
I | | I

o B o R & m O 5

OTC Health Credit Card Investment Travel Banking Insurance Tech Automotive Voters

Google ZMOT Study, 2011
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44%

Research online and
buy products online

=
~
-~
~
-~
~
-
~
-
-
-

51%
Research online and

visit store to
purchase

Image credits & Source: Google & Ipsos Holiday Shopping Intentions Study

\\l\llll‘HHH!
\

I

P AN

17%

then purchase online

~ | Visit a store first, and

Research online visit store

< to view product, then
~ | return online to purchase

~
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DIGITAL DRIVES IN STORE CONVERSION

Digital Impact on In Store Conversion

USING DIGITAL BEFORE USING DIGITAL DURING

|

S

Source: Deloitte Digital, “The New Digital Divide,” .

¢
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MERCADONA; Condcenos Supermercados Trabaja con nosotros Atencién al cliente Espafiol

Empieza tu compra
en Mercadona

Introduce tu cédigo postal y dependiendo de tu ciudad
accederds a la nueva compra online o a la web cldsica.

ENTRAR

“
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Wi-Fi Smart mirrors

Personalized

touch-screen displays beacons help shoppers
with on-premise
virtual shopping

In-store
(Sjmfartl pickups for
1g|ta online
g;cse purchases
Mobile In-store 3D Printer for
payment custom products,

checkout parts, and accessories.
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We are mdny nd”* i
theworld.

[> Discover #IAMMANY

Comunidad liderada por la personificacion de la
marca con la propia Rebecca Minkoff

QCC|O ms il mnil':":; ﬂ
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nmediatez v virtualizacion de
Orocesos

El Grupo Duet introduce asistentes virtuales en sus
centros Duet Fit

g}F;CTO RY

La informacién profesional imprescindible Escrito por Redaccion. Publicado en Noticias



¢ Te puedo ayudar?

iHola! Gracias por comunicarte con
Duet Fit Via Augusta. Soy un

—_— asistente virtual: hazme una -
- pregunta especifica e intentare ia}

E. | ayudarte.

& 208 - BUET FIT, 2 L - HIF BE5SHE1953
Prvacidad - Polftica d= Cookies




Gamificacion

Duet Fit Sagrada Familia wes
Publicat per Hootsuite [?1- 11 octubre de 2016 - &

WeFitter y GrupoDuet te recompensan por hacer deporte! w2
Supera el #RefoDuet y podras ganar 1 afo gratis en un gimnasio del
Grupo Duet. ;4 hitps/iwww wefitter. com/challenges/retoduettyear. .

A
-—-_-'"'"’ ',L F,
- - ,.ul‘:l

WEFITTER.COM

Going to the gym for FREE? YES! Meet the #DuetChallenge
and you could...



Contenidos expertos

ENTRENATU

suelo pelwco enel
gym?




Data analitics y geomarketing
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Consumer 5.0

Key digital trends
acceleration:

1. Superinformed and empowered
consumer

2. Data, personalization and service.
3. Omnichannel

4. Consumer energy
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Consumer energy

| m l Product

co-creation
Content
creation

Message
amplification

Insights on
needs-journey
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We have members, not
customegks

members




the mobile

nehwork | Our offer Community Help A My giffgaff

-:::- Get help +* Forum

ForumIndex » Contribute

if Contribute

giffgaff is run by you: post your feedback, take part in giffgaff projects and have your Start i toblE
say in upcoming developments. P
i 2 3 863  Next >

We're building a new app - We Need You! @ w

Started by: alex_app

Latest by: dtuxcomp 3daysago 186

The gaff - 14th September 2018 @ w

Started by: willp789

Latest by: costahay 15 hours ago 28

Help and support. ® q

Started by: spacefrog

Latest bv: kath72 40 mins aga 10



Super Recruiter generates more sales than
our Display activity at x10 lower cost

giffgaff (5=
T
For only £7.50 get:

250 minutes
S00MB 4G data
Unlimited texts
Free calls & texts

to giffgaff numbers

\ a_
1 Order a Free SIM




Our offer My giffgaff Community




Overall Tesco Vlrgm

Satisfaction 7 ) 91% -
Customers with a

: 4% -
reason to complain

2

Average call waiting @ 00:58 00:43

time (mm:ss)

Ofcom complalpts per@ 21 47

100,000 subscribers

Satisfaction with
stactionwith (g ENEEH -
complaints handling <»

93%

2%*

00:53

14

61%*

98%*

1%*

60%

92%

3%

01 17

12

57%

97%* 89% 86%* 88%*

3% 3% 4%

00:51 00:52 00:58
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Thank you

Pau Virgili

m linkedin.com/in/pauvirgili
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