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Top 10 Retailers with the best overall ORI Index
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Omnichannel Potential Analysis

Difference between what clients wish for and retailers offer

PERCENTAGE OF CUSTOMERS FOR
WHOM THE FEATURE IS IMPORTANT

Filter function based on store availability
(option of filtering displayed products according to whether they are available in a particular store)

Unrestricted possibility of a free delivery (regardless of order value or product category, etc.)

Unrestricted possibility of free returns (regardless of product category, customer club membership, etc.)

Time of delivery or time window of delivery (in hours) is specified product-specifically

Callback option offered (ability to request a phone callback from the retailer)

Possibility to ask a question about a product on the product page
in the form of a forum (to other customers or customer service)

General shopping information on the current Covid-situation/
protection concepts is available on the home page

Specific day of delivery is indicated product-specifically

PERCENTAGE OF RETAILERS
OFFERING THE FEATURE
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PERCENTAGE OF CUSTOMERS FOR
WHOM THE FEATURE IS IMPORTANT

PERCENTAGE OF RETAILERS
OFFERING THE FEATURE

31% 5%

Contact via Whatsapp possible

51% 29%

Comparison list of products offered

61% 45%

Delivery time is indicated separately in
the shopping cart for each product

Quality seal(s) indicated

55% 41%
Online banking payment option
(e.g. immediate transfer, PostFinance E-Finance)
30% 20%
Possible for item to be delivered on the
same day it was ordered

25% s 16%

Login via third party providers

(e.g. Facebook, Google or Paypal accounts) possible



Overview: User Navigation

TOP INDUSTRIES

Smartphone-optimized/
responsive website with

short loading time

Possibility to ey
buy a5 guest Top Criteria . e
whl ch are mo St :d':;h;. .(:Q‘" Clothing & Shoes  Jewelry & Watches Drugstores I:LSI:I;; :
important price, category) s

available
BEST PRACTIGE EXAMPLES

Items in shopping cart A :
are not lost even after — (
closing the browser 4 ' CALIDA PKZ TAwvY WEilL | vintersport || DEPOT
o P O (989%) - (95,6%) (953%) (95.2%) (94.9%)

% .
SWAROVSKI /’/larlonnaud
(94%) (93,8%)

ssssss



Retailer Examples: User Navigation

Retailers:

/Narionnaud

PKZ

95,6% 93,8%

The PKZ and Marionnaud online shops are particularly user-friendly thanks to the option to order as a guest. With both
retailers, the shopping cart is also retained after closing the browser, so that customers can continue shopping at a later
point in time if necessary. PKZ also offers the option of login via a third-party provider, which enables customers to
check out quickly without entering data in the online shop. Marionnaud stands out due to the good optimization of the
mobile website: The retailer scores with a short loading time of the mobile website and high response speed as well as
good display stability and thus fulfills the requirements of Google Core Web Vitals.
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Overview: Information, Transparency & Security

TOP INDUSTRIES

Product availability | \
in the online shop is
displayed

Delivery time is

indicated separately Top criteria
in the shopping

ca:r;?iruzztwh Which are mGSt Excl;::\:ixlgrgline Fectrones Home Ig::rz‘vemant llﬁzsl:lbriees&
important
BEST PRACTICE EXAMPLES

Delivery time is
indicated product-
Specific day of delivery specifically

is indicated product- BRACK.CH m electroni

(80,2%) (71,2%) (76,3%) (15,6%)

DO IT+GARDEN
Jmn MIGROS

(74,9%)




Retailer Examples: Information, Transparency & Security

Retailers:

SPORTXX

MIGROS

16,3%

Customers expect maximum transparency when shopping online. Media Markt and Sport XX take this fact into
account with information on shipping conditions, payment options and return options that can be found quickly -
both on the desktop and in the mobile version of the online shop. Both retailers inform their customers about the
specific day of delivery before they make an online purchase, thereby making it easier to plan. Comparison lists are
also offered as a decision-making aid for customers, on which the product details of selected articles can be
compared. In the interests of transparency, Media Markt and Sport XX have also integrated links to websites on the
homepages of their online shops, where they provide information about their sustainability efforts.
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Overview: Contact Options

TOP INDUSTRIES

Email address

available for

Contact form
requests

available for
requests

Top Criteria
which are most
s important

option offered
(ability to request
a phone callback
from the retailer)

Jewelry & Watches  Leisure & Hobbies Clothing & Shoes

BEST PRACTICE EXAMPLES

CALIDA i lPﬁSter . microspot.ch
(78,6%) (75,8%) (74,8%) (73,7%)
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Retailer Examples: Contact Options

Retailers:

BPfster LIVIQUE

14,8% 12,1%

Simple, diverse contact options are essential to optimally accompany and support customers in the customer journey.
The telephone hotline at Pfister and Livique can be found quickly and easily - with Pfister even with just one click. Both
dealers also offer various options for written inquiries, such as email addresses, contact forms and live chats. In
addition, Livique and Pfister have reacted flexibly to new requirements by bringing the consultation experience to their
customers live via video call at home.
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Overview: Fulfillment & Payment

TOP INDUSTRIES

General right of Top criteria

GRS which are most [ e e ey
important

BEST PRACTICE EXAMPLES

Different delivery speeds
are offered (e.g. standard
and express delivery) or

» zalando CALIDA
(88,0%) (87,1%)

standard delivery is
possible within
1-2 working days

ssssss Source: MindTake Omnichannel Readiness Index Study Switzerland 2022
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Retailer Examples: Fulfillment & Payment

Retailers:

CALIDA NESPRESSO
81,1% 80,9%

With Nespresso and Calida, customers can choose from a variety of payment options in the online shop - in addition to
debit, e-wallet, voucher payment and credit card, purchase on account is also an option. Calida also offers the payment
options online banking and payment in advance. With both retailers, delivery is not only free of charge, but also very fast
with 1-2 working days as the standard delivery time. Nespresso even offers a same-day delivery option. In addition to
the option of picking up ordered products in the retailer’s stores, which both retailers offer, customers can also use

other pickup points at Nespresso to collect their orders flexibly and independent of the time of day.
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Overview: Loyalty & Sharing

TOP INDUSTRIES

Possibility to ask a question about
a product on the page in the
form of a forum (to other customers or

customer service
) Contextual

recommendations (e.g.
“similar products”,
Question about “other customers
customer card/ loyalty also purchased..”)
program (e.g. entry field available

for loyalty card Tﬂp Criteria

number) and loyalty . Electronics Furniture Stores Books & Music
ea g which are most
communicated in the .
online shop important
BEST PRACTIGE EXAMPLES

/Narionnaud

micasa

(79,4%)

CHRIST

Possibility for product ratings/ _ : LIVIQue) )
| , CALIDA

Fust

(86,8%) (85.3%)

DO IT+GARDEN
[ MIGROS

customer reviews available

MMMMMM

(79,6%) (79,4%)
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Retailer Examples: Loyalty & Sharing

Retailers:

CHRIST

19,6%

Both Christ and Fust provide information about the customer loyalty program in their online shops and also enable
customers to use the "Supercard” for online purchases and collect points with their orders. In addition, product reviews
from other customers can be read in both web shops and you can submit your own ratings. Fust also enables
customers to ask questions about specific items in a forum on the product page and to exchange ideas with other

n ou

customers. Both dealers also offer contextual recommendations (e.g. “similar products”, “other customers also

purchased” etc.) and watch lists; at Christ, the wish list can also be shared with other people.
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Overview: Channel Integration

TOP INDUSTRIES

Customer-friendly design of the
store finder (with search field,
filter, map, store telephone numbers,

store opening hours, geolocation,
route planner, etc.) y

Products that have Top Criteria

been ordered l .
online can be i eisure Jewelry & DIY &
returned to the store Wh_lch are mOSt Hobbies Watches Home Improvement
important _
based on store BEST PRACTIGE EXAMPLES
availability (option of
Store information on Google pr?)dlt:«r:‘tggag::sﬂdaiynzdto
MyIBg_siness (c_om;lyllete prttmle whether they are PO T GARDEN
including opening hours, store available in i ,
phone numbers and store partcifar EEZZACHRIST | L ¢ - R%VSKI coop

(94.8%)

(93,1%) (92.4%)

locations on Google Maps) store)
(94,5%)
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Retailer Examples: Channel Integration

Retailers:

m electronics

94.8%

m?ca&g

94,8%

Both at Micasa and at melectronics, the store finder can be found very quickly and is designed to be customer-friendly - with
the stores displayed in a list and map, filter options for the stores displayed and geolocation for determining the location.
Individual store telephone numbers with a click-to-call function enable customers to contact the desired store quickly and
directly. A route planner can also be used to find a store as quickly as possible, and store information can also be found
directly via Google search. In addition, melectronics and Micasa offer their customers comprehensive omnichannel services.
Products can be picked up flexibly in terms of time (even late in the evening or on Sundays and public holidays) using Click &
Collect both in the stores of the dealers and in the entire network of "PickMup" locations and products can also be reserved
without obligation. When using Click & Collect as well as Reserve & Collect, the customer is informed transparently before the
order/reservation is submitted when the product is expected to be ready for collection. It is also easy to check the availability

of a specific product in a selected store in the Micasa and melectronics online shops.
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