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E-Commerce trust

« Dnline shappers ane rather reeeaed wihen it oomes 1o buying oroducts from
atiner inberned sers or on urknawn websies

= 1in 2o shoppers fus a preference for Beigin setises.

Prezl

- Shoppers trast e commerce activities mare than they did in the pase, which
results inan increase in the amcunt and the varety of products bought online.

- Barriers lowards online payme nt with & credit card and purchase on unkeawn
wehsites are bess prasant.

"

Sector focus

= Langest amaunts are speng in the electmo, inter or and/or dosit-yourself seooe
« Time saving aspect in food sactor
= Toys sector has highest scores on satisfaction
« Telezam and spart websites scoee the lowest on likeability.

+ 2 outaf § online shoppers prefer hom dellvery

Summary report

e-Commerce experience
Current online shopping behavior
Online purchases
Sector focus
e-Commerce trust
« Internet fraud

Online purchases

+ Top 5 consiars of hote s/ fashion, event / Tanspon tickess and boois,

+ The majarty of praducts is biought antme mate often than in X111,

+ Biginal mussic, st rivion and digital films/saries are bought most
Fegaentty

. Ccehing fihoes, ane
+ Telezom digital music and supsrmarkes food are more mche mackets.
+ T 5 CONSISTS O the Soma praducrs a5 Lt year.

+ Tigaets, hotels, books and evectranics ave already pought on a regular
base and are expectsd ta be baugrt even mare in the fure.

+ A online barser s1tys 0 aaline buger The inte ilian tn buy online agoin is
ey strong and bas increased compared to 1 year 2ga.

1 in 5 anline buyers keegs on [oaking for infersaticn affline speialy
for wehic les. 'Y ond furniturefhousehioid products), The most importang
gurce of Information |5 enire,

Online purchases
Cument purchase new preducts
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shopping behavior
- High inflow of new online buyers.

+ Younger people, women, and peogle with a lower income
mare often first e-commerce experience

e-Commerce
experience

« 46% of the Belgian internet population has made an anline
purchase in the past year.

- Ganeral trust in the security of e-commerce has risen (from 54%
in 2011 to 70% in 2012).

- Far younger, Dutch-speaking peaple within the higher incorme-
rank. oniine shapping is more popular.

Current online

Current online shoy
Experlence

Q0 Wheen did s sl g s i

= 1in & online buyers buys online every month. fEpe—— - -
+ E-commerce in Belgium is obviously expanding, 3 out of 10 v [
online buyers already spend more than 1 year ago. s B
+ W now see an equal spread between new and replace —
purchases.
v [
-
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e-Commerce
experience

- 46% of the Belgian internet population has made an online
purchase in the past year.

- General trust in the security of e-commerce has risen (from 64%
in 2011 to 70% in 2012).

- For younger, Dutch-speaking people within the higher income-
rank, online shopping is more popular.
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E-commerce experience

Penetration
Q: Have you ever bought new products or services via the Internet for personal purposes? We refer to ordering new, not

second-hand, products or services via an e-commerce website of a company (not via e-mail).
Q: Did you buy new products or services via the Internet for personal purposes in the past 12 months? We refer to ordering

new, not second-hand, products or services via an e-commerce website of a company (not via e-mail).

[ EVER PURCHASED
ONLINE

2012 2011 2012 2011
ONLINE POPULATION 67% 66% 58%
BELGIAN POPULATION* 52% 52% as%

* Extrapolated to the Belgian population regarding the current internet-population (78%)




Current online shopping behaviour
Experience (profile)

Q: When did you first buy something via the Internet (for personal purposes)?

[ % = FIRST ONLINE PURCHASE IN LAST TWO YEARS

GENDER vale | -
remale |
FAMILIY COMPOSITION  Kids _1 35%
Nokids, couple [ 5%
Younger people, v sole N
women, and people - —_—
with a lower .l
income have had wss I
a first e-commerce o T
expercience in the last
two years more often ncome | tessthan 2sc0eo N
than the other groups sosser I
More than 3500euro [N '©% W Sign. difference (95%)

N = 1058 / F = None

©:Prez
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Current online
shopping behavior

- High inflow of new online buyers.

- Younger people, women, and people with a lower income
more often first e-commerce experience
- 1 in 6 online buyers buys online every month.

- E-commerce in Belgium is obviously expanding. 3 out of 10
online buyers already spend more than 1 year ago.

- We now see an equal spread between new and replacement
purchases.



Current online shopping behaviour
Experience

Q: When did you first buy something via the Internet (for personal purposes)?

2011
In the past 12 months 21% -
1 to 2 years ago 14%
3 to 4 years ago 24%
5 to 6 years ago 19%

As 1 in 5 online buyers
- did his/her first online

7 to 10 years ago

purchase in the past

More than 10 years ago

4% )
12 months, there is

6% a high inflow of new
online buyers.

| do not remember

N = 1058 / F = None
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Online purchases

- Top 5 consists of hotels / fashion, event / transport tickets and books.

+ The majority of products is bought online more often than in 2011.

« Digital music, nutrition and digital films/series are bought most
frequently.

+ Clothing /shoes, books and CD/DVD/Blu-ray are real volume generators.
- Telecom, digital music and supermarket food are more niche markets.
- Top 5 consists of the same products as last year.

« Tickets, hotels, books and electronics are already bought on a regular
base and are expected to be bought even more in the future.

+ An online buyer stays an online buyer.The intention to buy online again is
very strong and has increased compared to 1 year ago.

+ 1in 5 online buyers keeps on looking for information offline (especially
for vehicles, DIY and furniture/household products). The most importa
gurce of information is online.




Online purchases
Current purchase new products

Q: Which new products or services did you buy via the Internet (for personal
purposes) in the past 12 months?

2011
Hotel / Overnight stay I 42%
Clothing / shoes NN 40%
Event tickets (MY 38%
Boat, plane or train tickets I 34%
Books I 33% .
Computer, hardware and software IR 27% 24% Top 5 consists of
CD/OVD / Blu-ray / Games NN 23% 23% :
Electronic appliances NI 21% 18% HOtEIS/faShlon’ Event
Pt I i / transport tickets and
Telecom N 16% M Fashion 16%
Personal care products [N 16% — 16% books.
Household appliances N 14% & Electronic appliances 12%
Toys 12% 8 Entertai ot 12%
Furniture and home decoration [N 8% S % ; -
i <fuse a Teiecom = The products in this
Fun fair tickets 1 8% m Health & Beauty 10%
bl =y o = top 5 are the same
Pharmaceutical products W 6% m Nutrition - as last year. They
Sports products [ 6% = Sports 7% . -
Digital films / series W 5% 6% have all increased in
Resto / catering M 3% m O 2% .
Cars, motorbikes, bicycles il 2% Toys 2% iImportance
Other I 17% m Other 16%

N = 1058 / F = None



% Purchased last 12 months
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Online purchases
Current purchase of new products (Quadrant) 2012

Q: Which new products or services did you buy via the Internet (for personal

purposes) in the past 12 months?
Q: Please indicate how often you bought the following new products via the

Internet (for personal purposes) in the past 12 months

s
. Average frequence Volume
ool becon et ® Clothing / shoes I,
W Event tickets
Boat, plane or tram tickets (W
e Clothing /shoes,
Computer, hardware
it books and CD/DVD/
T - L Blu-ray are real
® Electronic applances e
- penetration volume generators,
No volu " =
ke ma e Bt i while Telecom,
Digital music and
NP i s Supermarket food are
® Digital films / series ¥
8 Raste / catwing | Niche more niche markets
e

Buying frequence % bought more than § times last year N = 1058 / F = None



Sector focus

- Largest amounts are spent in the electro, interior and/or do-it-yourself sector.
- Time saving aspect in food sector.

- Toys sector has highest scores on satisfaction.

- Telecom and sport websites score the lowest on likeability.

- 2 out of 5 online shoppers prefer home delivery.




Online product purchase
Purchase amount

Q: How much money did you spend at your most recent online purchase?

On average online shoppers spend
€ 187. Electro

I -
nterior |
o Garcen Y -
The largest amounts I —
are spent in the
i oot [
electro, interior and/or
Do-it-yourself sector. S
fashion NN
Online shoppers spend telecom [N =
the least on books and Health & seauty [N :2
the entertainment ooks [ -
sector.
Entertainment -

©:Prez



E-Commerce trust

- Online shoppers are rather reserved when it comes to buying products from
other internet users or on unknown websites.

+ 1in 2 online shoppers has a preference for Belgian websites.
+ 78% believes an offline shop increases website reliability.

+ Shoppers trust e-commerce activities more than they did in the past, which
results in an increase in the amount and the variety of products bought online.

« Barriers towards online payment with a credit card and purchase on unknown
websites are less present.
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E-commerce attitude

Q: To what extent do you agree with the following statements? (Top 2 scores)

| % CONSUMERS WHO AGREE / TOTALLY AGREE | [ 2011 |
I prefer an online purchase via a Belgian website to one via a foreign website 46%
| think foreign websites for online purchases are less reliable 28%

than Belgian websites

1 in 2 online shoppers
30% has a preference for
- Belgian websites,

30% perceives foreign

| prefer delivery by courier

| prefer delivery by mail

I I [} I
s L

| prefer delivery via pick-up point 26% _
websites as less
reliable.
| prefer online payments to offline payments 34%
78% believes an offline
I think a purely online website without offline counterpart is less reliable - " 21% ShOp Increases WEbSItE
than an online website with an offline counterpart s - =l
| prefer an online purchase with a purely online website without offline . re I Id b [ l Ity'
counterpart to a website with an offline counterpart . 13%

N = 1058 / F = No filter

@:PreZI
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Internet fraud
Exposure

Q: Have you been confronted with Internet fraud related with your purchase of
new products or services on the Internet in the past 12 months?

2011: 7%

The occurrence of
Internet fraud is very
limited.

Only 4% has been
confronted with
fraud related to their
purchase in the past
12 months.

® Yes, multiple times ®Yes,once = No

N = 1058 / F = No filter
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Introduction

To me, the concept of ‘online commerce’ is becoming a pleonasm.
Because trading is done through all channels available - including
WEBSItes! The boundaries between the classic ‘bricks” and the new
‘clicks’ are disappearing at a stunning pace. Online companies open
physical stores, while those who have been selling in brick & mortar-
stores, are further exploiting the new channels of e-commerce.

Our second e-commerce survey, still the most comprehensive in its kind,
shows that online commerce has reached a certain level of maturity. Some
sectors still have tremendous growth potential within the existing online
population, while others need to focus on attracting potential customers in
the “offline” world.

These are exciting times for everybody in our trade. | hope this survey will give you
an idea of what the future will bring.

~ Pleonasr

From Wikipedia, th
Dominique Michel,
Ceo Comeos

Not to be coni
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From Wikipedia, the free encyclopedia
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Not to be confused with Neoplasm.

NULCR G R T WETE the use of more words or word-parts than is necessary for clear
i - examples are black darkness, or buming fire. Such redundancy is, by
traditional rhetorical criteria, a manifestation of tautology.




