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AGENDA

e L'Oréal Group overview

e Consumer Care Omnichannel

Transformation - One Voice

* One Voice Results with focus on

live chat experience




B OVERVIEW ON MAIN BRANDS AND CATEGORIES
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B OVERVIEW ON MAIN BRANDS AND CATEGORIES
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B OVERVIEW ON MAIN BRANDS AND CATEGORIES
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I OVERVIEW ON MAIN BRANDS AND CATEGORIES
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Il CONSUMER CARE OMNICHANNEL TRANSFORMATION - ONE VOICE

SILOS - by channel ONE VOICE — by expertise
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PUT THE EXPERT AND NOT THE CHANNEL AT THE HEART OF THE CONVERSATION



Bl ONE VOICE RESULTS

ONE VOICE ACHIEVEMENTS FOCUS ON LIVE CHAT

v 199 We kept 100% reply rate in all channels
4 We trained dedicated L'Oréal ambassadors to the channel

v" K We reduced average reply time (email -7 hours vs 2020; social -4

hours vs 2020) v We increased opening hours for all live chats (+56 hours/week vs
2020)
v (@® We increased opening hours for all brands (email +21 hours/week,
social +32 hours/week) v' @ We halved our average reply time
v' 4 We created a multi-division knowledge base available for our agency v & We leveraged on consumers feedback to create better replies and
to be even faster and more precise when replying to our consumers lead consumers to digital services

conversations vs 2020) website) and upselling (AOV + 5€ vs avg website)




THANK YOU

Barbara Fontanive

Consumer Care Specialist
L’'Oréal ltalia S.p.A.
barbara.fontanive@loreal.com




