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“we have to do our
homework”




How can e-commerce
save small business



COVID-19 had a big impact on us, online
marketplaces in Portugal

olx.pt worten.pt fnac.pt kuantokusta.pt dott.pt

13.78M 6.461TM  3.833M  3.375M 771,298

State of Emergency



https://pro.similarweb.com/#/website/audience-overview/olx.pt,worten.pt,fnac.pt,kuantokusta.pt,dott.pt/*/999/2020.01-2020.04/?webSource=Total

Still, in Portugal, we have a huge step to make

Share of populationthat shopped online
during the last 12 months, 2019
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https://ec.europa.eu/eurostat/web/products-eurostat-news/-/DDN-20200420-2

Why are we behind: lack of trust and convenience

Reasons for not shopping online: Share of individuals in each country
2017

Too long delivery times or because of " Trust concerns about receiving/returning
. problems receiving goods at home REyIEnCE e SanGenS goods, complaint/redress concerns

% 21%
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Source: eurostat I
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https://ec.europa.eu/eurostat/web/products-eurostat-news/-/DDN-20200420-2

How can e-commerce
save small business?

We nheed to get
more Portuguese
buying online!!!



We, the e-commerce industry, have to do our
homework and invest, invest, invest:

e Customer First, really
o “Work back from the customers” - Jeff Bezos
o Build the customer journey with your customer in mind
o Throw away the rulebook in your customer support department

e Convenience and online experience
o Stop trying to mimic the offline to the online
o #mobile first, easy and cheap mobile access
o Improve end-to-end customer experience and service levels

e Trust and Safety
o Investin cyber security
o Educate customers
o Make sure online payments are trusted, safe and easy
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Some examples where
our customers
struggle...



Some examples where our customers struggle...

P BURLAS Confinamento estimula as burlas digitais; MBWay é o mais comum

EDUCAGAO  SAUDE  JUSTICA  MEDIA

e Online puRLAS . . ei s E :
Confinamento estimula as burlas digitais; MBWay é o mais
fraud on

comum

‘e N
O LX ‘-. O Ministério Publico alerta para burlas com o MBWay, mas outros métodos tém sido utilizados: MEO, EDP, CTT ou mesmo compras
; de materiais de protec¢ao contra a covid-19 podem ser fraudulentos. “Consumidor portugués tem pouca literacia digital”, apontam
especialistas.

Diogo Cardoso Oliveira - 9 de Abril de 2020, 18:08

e Not building
the trust that
our customers
need online

C t t Source: Publico.pt °I X
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https://www.publico.pt/2020/04/09/sociedade/noticia/confinamento-estimula-burlas-digitais-mbway-comum-1911690
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Mobile
experience
for online
grocery

shopping

- -
-

Mimicking
offline with
online creates
suboptimal

experiences
on mobile

Some examples where our customers struggle...

) !s_ Categoria Subcategoria > Filtro
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Source: Continente app


https://play.google.com/store/apps/details?id=pt.continente.LojaContinente&hl=pt_PT
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Some examples where our customers struggle...

Overpriced
access to be
online

=

Access to
mobile

internet is
expensive

Country

Average price of 1GB mobile data

Switzerland $8.38

Norway

Portugal
Belgium
Germany
Luxembourg
The Netherlands
Finland

$2.14

Sweden $2.07
Spain $1.81
Iceland $81.46
United Kingdom $1.39
Ireland $1.36
Austria $1.08
France $0.81
Denmark $0.80
Italy $0.43
$0.00 $2.00 $4.00 $6.00 $8.00 $10.00
Average price of 1GB (USD - Feb 2020) °I x

Source: Cable.co.uk - Feb 2020 - based on 5,554 mobile data plans in 228 countries


https://www.cable.co.uk/mobiles/worldwide-data-pricing/
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Some examples where our customers struggle...

Waiting in
line to drop
off a
package..

Online
experience not
matching the
offline service
levels

dnoticias@pt
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Tempo de espera nos CTT é principal causa de insatisfagao
dos clientes

22 AGO 2019/08:44 H.

Um inquérito da associagao Deco a 1.800 clientes dos CTT revela que
esperam, em média, 18 minutos para serem atendidos e que o tempo de
espera € o que causa mais insatisfagao.

0 inquérito realizado a 1.800 consumidores de Braga, Coimbra, Lisboa e

Porto concluiu que os residentes destas cidades estdo “pouco satisfeitos” o I x

Source: dnoticias.pt - based on Deco research - Aug 2019


https://www.dnoticias.pt/pais/tempo-de-espera-nos-ctt-e-principal-causa-de-insatisfacao-dos-clientes-HE5143854

Some exam

e Tryingto
cancel an
internet
subscription
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e Offline process
done online

e Not customer
centric

ctt

Cancelar o meu servico

através das linha

elar o servico

e Formulario de cessacdo de servico de MEO

e Formulario de cessacao de servico de M

(

N

3. Aceda ao simb me s (0 envelope 1
ique em Criar pedido;
5. Preencha os campos do pedido, indicando:
¢ no Tema: Pedido
¢ no Assunto: Pedido de Cessacao
6. Escolha o produto que pretende cancelar
7. Anexe a copia digitalizada do formulario preenct

8. Cligue em Enviar pedido

Apos criat

Q
2

Entre no my MEO com os dados do seu ID ME(

), aguarde um contacto da nossa parte

ples where our customers struggle...

altice cessagdo de servigo
Mod /1001313 en . e ]

T Nasotataco | =T
N Requisisto | |

1. IDENTIFICAGAO DO CLIENTE preenchimento obrigatério
Nome

C.CidadiofBi Pasaporte ] Contrbuinte
Morads |

| Locaidade
cod.postal - I ] |
Neclente e Conta

Exclusiv clientes empresarias e

2. INFORMACAO DE CONTACTO preenchimento obrigatdrio

Cédigo acesso Cert. Permanente

Nome 11|
Telemévelconacto Emal
3. SERVICO(S) A CESSAR preenchimento obrigatério
| neTetione [ 7] sername ntenet P
[Inesenvgo v
Motivo da cessagdio (preenchimento facultativo)
Dedfitirisse paloisAIGD [ Fatorereso [ Austocta protongada
[ problemas teicos ] Faecimento [ oesagregasiofamilar
] nfommagso comercialincorreta [ porabiidade (] Faturas ematraso

5] Madanga de casasem nova sl

| Reclamagao Qualidade / Rapidez servigo

[ Transteséncia para outo produt / senviso

[ Banda targa Movel

[ Mudanca para outro operador |

[ ouro L
Data pretendida de cessagdo | |/ | |

5. OBSERVACOES

[6.0n00SPESSORS ]

s dados recolhidos através do presente documento so indispensiveis e de fornecimento obrigatrio e serdo processados e armazenados
tempo termo:

Source: MEOQ.pt


https://www.meo.pt/ajuda-e-suporte/produtos-meo/gerir-produtos/alteracoes-de-contrato?search=type&keyword=cancelar%20contrato#cancelamentoservico
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Also at OLX we need to step up our game, that's

why we are investing how!

_—

2019

We started with
our Customers
Support!

Hthrow_away
the_rule-book

Rebranding,
rebuilding

Trust & Safety

SME support:

_—

Beyond

Convenient
transactions

e Shipping through
OLX

e Buying directly OLX

#OLX desempata a
vida



Hdesempata
a vida




