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Offer reasonable prices
and freebies, but work
more on creating a
brand utility that is
anchored in a service

mindset, so customers
will keep coming back
for value, not for the
price.

66%

of consumers
would return for
free delivery
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Focus on envisioning
the meaningful
impact your product
or service will have
on customers.

Your relationship
with them should
extend beyond their
transaction.

Aim for
branding that
resonates with

customers, not
treating them as
a transaction.
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Click & Dispatch has driven 0 ‘
‘ up total digital sales by up to o




Make the shift from
focusing on products
and commodities

to services and
experiences.

As you embark on your
digital transformation,
it's important to execute
your digital vision with
the same conviction and

authenticity as your
in-store experiences.
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Make it simple,
make it
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mobile-friendly =

After establishing a connection with a customer, they
Bank on your visit your website and see if you really offer solutions
website's to their problems.
navigation ease.

True enough, our APAC respondents say this is what

they look for when shopping online: 31% of them

said an ecommerce website should be easy to use

and navigate, 32% said the website/in-app experience Act right away if there's

should be great, and 39% said that the website a simple detail in your

should work well on smartphones. website that disturbs the
customer experience.

No waiting times. No frustration. Quick as 1-2-3. The
online shopping platform performing as the customer
asked it to. That's when you know you earned points
for being sincere in keeping your promise.

o of APAC shoppers want
3 9 /o a seamless mobile

shopping experience



50%

of respondents
believe it's important
to protect their
personal data
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Ask for consent
before you use
a customer’s
data for other
purposes known
to them.
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Be transparent
to customers on
how their data
is collected and
processed.

Ensure that you
have security
certifications
for your online
platform.
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Enable all of

your customers'’
preferred payment
methods.

Every now and 3 9 O/
then, check whether O
transactions go of APAC consumers

through to each of avoid retailers that

your payment modes. rejected their
credit card

Fix glitches in your 5

payment systems
as soon as detected
or reported.




Check your
compliance to
environmental
policies.

Explore ways

of being more
transparent about
your product
sources.

Include
3 40/ sustainability
o and eco-friendly
aspects in your
of APAC consumers brand utility.
prefer retailers that
use eco-friendly
packaging




Our study reveals that customers
are comfortable with businesses
using Al as long as it benefits them.
So don't be afraid to take a chance
on Al if you could deliver better
value through it.

Leverage your brand
utility through Al, if it

makes sense for your
brand.

Combine big data and
Al to personalise and
improve customer
experience.

O of APAC consumers are
6 O /o comfortable with new
technologies
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Consider how
your customers

01

Start with
listening to
your customers.

02

Ask yourself:
“How can | help
my customers?”

engage with your
brand across the
organisation.

04

Identify
f opportunities to
make their

life easier.

‘ Brand utility should
create attention, be

useful, be desirable
and drive sales.
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