Moving from “What is Shopflix?”

To “This is the one I trust” or “Did you try Shopflix?”



0 Gaining Trust as a start-up

I don’t know the brand 0 Z I have used it 1-2 times 04

I know it but I don't use it 0 3 Ilove the brand, I
am a frequent user



an scale fast!

Rk Onl

@ Performance Marketing: Can create a flow
of customers with budgeted expenses

@ UX/UI OnSite customer journey can
make the world in user experience



0 Trust is not build in Marketing, it is build in fulfilment

Trust & Loyalty

Product & Operations

10-100+ Touchpoints per purchase
From search to unboxing

0-5% of these is human interaction
Speed & reliability = Loyalty



R How to build Product & Operations: Complexity of excellence

@ Do NOT underestimate the need for a nurtured P&0O team

@ Build & Use a data feedback culture and an excellence mindset - evaluate, review, improve

@ Above all you need to CARE! Building a top notch product experience needs Mass EQ

Feel not a singular customer but all customers at the same time

Challenges



0 Pacing for Success in a very fast paced sector

Evaluate fast and act fast, but think mid term

The Underestimation Tax: Neglecting mid term design costs
actually much more in time and money

Trust is earned slowly but lost instantly

-
E a




0 Loyalty programs for engagement, frequency and trust

A well designed loyalty can make massive difference, with
subscription being the king - when applicable

Design them carefully so they add both value and revenues to
your business rather than costs. They can do so!

When to launch? The sooner it makes sense




0 Couple of Loyalty figures - just 3 months after launch

Rocket Boost Touching all base Improve & Attract
Order Bands - Subcribers
12 Months 0
SeLorel ' SO y0U dO nOt IUSt
ubscription
a. No Orders 982 cannibalise your best users
b. 1 Order 362
c. 2 Orders 25
d. 3 Orders 130
e. 4-5 Orders 12
f. 6-10 Orders 116
g. 11+ Orders 78 o
Total 2,010 You do improve them
+

Both frequency and LTV
got 5-10 times higher

Is it inherently better users? attract

Not really as user come from

high quality new users
than avg user every profile



0 Empowered human connection - human touch points do matter

Build a modern Customer Care team:
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Structured, tech enabled and efficient
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\ Allow your team to act according to their passion,

even sometimes exceeding limits




R Shopflix Case example last week

a® Local Guide - 41 reviews * 2 pholos

* %% %% 16 hours ago

Mapayyeilape pia okouTa HEoW TG MAATYOpHAC, n ornoia Enetra anod Kamnowo didotnua,
EVTOC TNC 2£T1AC TNG EYYLNONG, EBYAAE BAAGBN. NMpoonabnoape va EMKOLVWVI|OOUUE HE
TO KATAoTnpa, QWS pag anavnoav 0Tt £XouV KAEIOEL K va anevBuvBoUHE OTNV EMLONUN
avTLPOooWNELQ.

MuArjoape pali Toug K avtoi pag eimav nwe dev To avalappBavouy ylati n okoumna fnrav
napa eloaywyr).

‘Enetra anoé moAAECG KPOUOELG OTO KATAOTNA TIoU EiXE KAELOEL (TO OToio oPupLle
KAEQTIKA) K otnv opada tou shopflix, n shopflix avéAaBe tnv mArpn €evBLVN K pag €yive
ETLOTPOPI) XPNHATWV.

Av K ftav xpovoBopa n drtadikacia AGyw TOU ATEAEIWTOU TILVK TIOVK HE TNV
avTUMPOoowWTia K To Katdaotnua n opada tov shopflix Atav navra dtabeoipn K 0To TEAOG
€A\voav To TpoBAnua pag.







