
 
 

 
Market Research Finding e-commerce 
opportunities for Dutch companies in Italy
Commissioned by the Netherlands Enterprise Agency 



MARKET 
RESEARCH
Finding e-commerce 
opportunities for Dutch 
companies in Italy.



b
b
b
b
b
b
b
b
b
b
b
b
b
b
b
COLOPHONb
b
The stXd\ is a market anal\sis oZned b\ the Embass\ of the Kingdom of the Netherlands and the ConsXlateb
General of the Netherlands in Ital\.bb
b

b
 
k Embass\ of the Kingdom of the Netherlands in Ital\, ConsXlate-General of the Netherlands in Ital\,b
FebrXar\ 2021b
 
AXthor 
JXrjen Hallegraeff of BXsiness E[pansion.itb
Epemastate 9, 8926MX LeeXZarden, The Netherlandsb
ZZZ.bXsinesse[pansion.it _ jXrjen@bXsinesse[pansion.itb
 
Contact informationb
Embass\ of the Kingdom of the Netherlands, Romeb
E-mail: rom-ea@minbX]a.nlb
ConsXlate- General of the Netherlands, Milanb
E-mail: mil-ea@minbX]a.nlb
 
HoZ to cite the stXd\b
J. Hallegraeff, Finding e-commerce opportXnities for DXtch companies in Ital\: Preliminar\ market research.b 
Embass\ of the Kingdom of the Netherlands in Ital\, ConsXlate-General of the Netherlands in Ital\.b
FebrXar\ 2021.b b

1 



INDEXb

INTRODUCTION    ..«««««««..««««««««««««««««««.  3 

1. CONTEXT E-COMMERCE MARKETS   «.«««««««««««««««...  4 

2. TRENDS    «««««««««««««««««««««««««««««...  6 
2.1 Online maUkeWSlaceV    «««««««««««««««««««..  6 
2.2 Online Sa\menW VRlXWiRnV    ««««««««««««««.«««.  7 
2.3 E-fXlfilmenW    ««««««««««««««««««««.«««..  8 
2.4 CXVWRmeU e[SeUience    «««««««««««««««.«««« 10 

2.4.1 AUWificial InWelligence (AI)    «««««««««.««««. 10 
2.4.2 PeUVRnali]aWiRn    «««««««««««««.««««. 10 
2.4.3 FXll VeUYice VRlXWiRnV    ««««««««««««««« 12 

2.5 DigiWal SlaWfRUm VWUaWeg\    ««««««««««««««««««. 12 
2.6 CRUSRUaWe UeVSRnVibiliW\    ««««««««««««««««««. 12 
2.7 LaVW mile    ««««««««««««««««««««««««« 14 

3. OPPORTUNITIES    ««««««««««««««««««««««««««. 15 
3.1 Online maUkeWSlaceV    «««««««««««««««««««« 15 
3.2 Online Sa\menW VRlXWiRnV    «««««««««««««««««« 16 
3.3 E-fXlfilmenW    ««««««««««««««««««««««««. 17 
3.4 FXll VeUYice VRlXWiRnV    «««««««««««««««««««« 17 
3.5 LaVW mile    «««««««««««««««««««««««««. 18 

4. WHAT¶S NEXT    ««««««..«««««««««««««««««««««. 20 
4.1 E-cRmmeUce eYenWV    ««««««««««««««««««««. 20 
4.2 SXggeVWiRnV fRU fXUWheU UeVeaUch    ««««««««««««««« 20 

GLOSSARY    ««««..««««««««««««««««««««««««.. 22 

RESOURCES    ««««...«««««««««««««««««««««««.. 24b

2 



INTRODUCTION 

The e-cRmmeUce maUkeW iV cRnWinXRXVl\ deYelRSing and VhRZV eYeU\ \eaU VWead\ gURZWh UaWeV. The 
Sandemic in Whe \eaU 2020 acceleUaWed WhiV VignificanWl\. While gRYeUnmenWV Rbliged bUick and mRUWaU 
VWRUeV WR clRVe, cRnVXmeUV in eVSeciall\ faVW gURZing e-cRmmeUce maUkeWV like IWal\ ZeUe fRUced WR bX\ 
Rnline. 

The NeWheUlandV ZaV Rne Rf Whe fiUVW EXURSean cRXnWUieV WhaW embUaced Whe e-cRmmeUce maUkeW eaUl\ 
Rn. ThiV adYanWage Rf µeaUl\ adaSWeUV¶ iV VWill YiVible WRda\ aV Whe cRXnWU\ haV Rne Rf Whe higheVW Rnline 
cXVWRmeU SeneWUaWiRn UaWeV in EXURSe. IWal\ iV caWegRUi]ed aV a deYelRSing Rnline maUkeW aV SUiceV aUe nRW 
VWabili]ed and gURZWh UaWeV aUe high.  

ThiV UeVeaUch Zill SUeVenW VSecific RSSRUWXniWieV fRU DXWch cRmSanieV WR e[Sand WheiU bXVineVVeV WR IWal\. 
The DXWch embaVV\ and cRnVXlaWe in IWal\ aVked Rne Rf Whe WRS maUkeW e[SeUWV in Whe field, 
BXVineVVe[SanViRn.iW WR cRndXcW iW.  

In chaSWeU Rne Ze lRRk aW Whe deYelRSmenWV Rf Whe ZRUldZide and EXURSean e-cRmmeUce maUkeWV. 
FRllRZed b\ Whe DXWch and IWalian maUkeWV in SaUWicXlaU, inclXding WheiU mRVW nRWable gURZWh UaWeV SeU 
VecWRU. ImSRUWanW Rnline e-cRmmeUce WUendV Zill be diVcXVVed in chaSWeU WZR. HeUe Ze Zill alVR highlighW 
YaUiRXV inWeUYieZV ZiWh WRS Sla\eUV in Whe field. SSecific RSSRUWXniWieV WhaW la\ RSen fRU DXWch cRmSanieV 
Zill be e[Slained and Slaced in a SWOT-anal\ViV in chaSWeU WhUee. ThiV SUeliminaU\ UeVeaUch Zill be 
cRmSleWed ZiWh inWeUeVWing e-cRmmeUce eYenWV in Whe neaU fXWXUe and VXggeVWiRnV fRU fXUWheU UeVeaUch. 
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1. CONTEXT E-COMMERCE MARKETSb
 
In WhiV chaSWeU Ze Zill haYe a lRRk aW Whe WXUnRYeU Rf Whe ZRUldZide and EXURSean e-cRmmeUce maUkeWV 
fiUVW and When ]RRm in Rn Whe DXWch and IWalian maUkeWV and WheiU mRVW imSRUWanW VecWRUV Rnline.  

The e-cRmmeUce ZRUld haV becRme a VeUiRXV SaUW Rf VRcieW\ and iV changing inWR a demand dUiYen Rnline 
maUkeW1. SaleV UaWeV aUe VWill high and acceleUaWed fXUWheU in Whe \eaU 2020. 
EYen Whe mRVW UelXcWanW Sh\Vical inWeUnaWiRnal VWRUeV e[Sanded WheiU bXVineVVeV Rnline. InWeUnaWiRnal UeWail 
chain VWRUeV aUe clRVing a big SaUW Rf WheiU Sh\Vical VWRUeV and inYeVW heaYil\ in WheiU Rnline maUkeWV. AW Whe 
Vame Wime VSeciali]ed Rnline UeWaileUV aUe RSening WheiU fiUVW bUick and mRUWaU VWRUeV afWeU \eaUV Rf mainl\ 
Rnline SUeVence 2. 

The WXUnRYeU Rf Whe ZRUldZide e-cRmmeUce maUkeW in 2020 iV eVWimaWed aW ¼ 2.582 billiRn. ThiV iV an 
incUeaVe Rf 16% cRmSaUed WR 2019. The VWURngeVW gURZWh cRnWinenWV aUe NRUWh AmeUica and EXURSe ZiWh 
bRWh 18% gURZWh, fRllRZed b\ AVia ZiWh 16%.  

ZRRming in Rn EXURSe Ze Vee WhaW Whe UniWed KingdRm, GeUman\ and FUance aUe Whe biggeVW 
e-cRmmeUce maUkeWV. IWal\ and SSain aUe Whe faVWeVW gURZing cRXnWUieV. The beVW Velling Rnline maUkeW
VecWRUV in EXURSe aUe: clRWhing, elecWURnic gRRdV and bRRkV.3

The EXURSean XniRn SURWecWV Rnline cRnVXmeU UighWV ZiWh Whe legiVlaWiRn Rf µDiVWance Selling¶. 4 5 6 ThiV laZ 
SURWecWV cRnVXmeUV againVW hidden cRVWV, SUe-WickeW bR[eV and inWURdXceV a 14-da\ UighW WR UeWXUn and a 2-
VWeS Sa\menW YeUificaWiRn (SCA). MRUeRYeU Whe EU VWimXlaWeV Rnline cRmSeWiWiRn aV mXch aV SRVVible.

A WRWal Rf 90% Rf all EXURSean e-cRmmeUce cRnVXmeUV aUe ViWXaWed in a UadiXV Rf 1000 km fURm Whe 
NeWheUlandV. ThiV makeV iW Rne Rf Whe cRXnWUieV ZiWh Whe beVW lRgiVWic SRViWiRnV in EXURSe. In chaSWeU 2.3 E-
fXlfillmenW, Ze Zill diYe inWR Whe meaning Rf WhiV lRcaWiRn fRU ZaUehRXVing and fXlfilmenW Rf Rnline RUdeUV. 
The gURZWh Rf Whe DXWch e-cRmmeUce maUkeW iV in line ZiWh Whe ZRUldZide and EXURSean WUend. In 2019
Whe Rnline VSending in Whe NeWheUlandV ZaV ¼ 25,7 billiRn. ThiV iV an incUeaVe Rf 8% cRmSaUed WR 2018.7 

The DXWch SRSXlaWiRn embUaced and adRSWed Whe Rnline e-cRmmeUce ZRUld YeU\ eaUl\ Rn. The maUkeW
SeneWUaWiRn iV YeU\ high and cRnVXmeUV Rf all ageV aUe acWiYe Rnline.

The e-cRmmeUce maUkeW in IWal\ iV an e[amSle Rf an emeUging maUkeW, eVSeciall\ Zhen iW cRmeV WR Whe 
ValeV Rf SURdXcWV Rnline. ChaUacWeUiVWicV Rf emeUging maUkeWV aUe WhaW Whe\ aUe nRW fXll\ deYelRSed, haYe 
high gURZWh UaWeV and WhaW ValeV SUiceV Rf VeUYiceV and SURdXcWV aUe Whe mRVW deciViYe facWRU WR bX\. IWal\ 
iV Rne Rf Whe faVWeVW gURZing Rnline maUkeWV Rf EXURSe ZiWh an aYeUage gURZWh beWZeen 10% and 19% in 

1 NeWcRmm cRnVRU]iR (OcWRbeU 2020). RHVHaUFK FRQVXPHU bHKaYLRXU LQ 2020. PUeVenWaWiRn R. LiVcia - NeWcRmm FaiU 
2 PRliWecnicR MilanR & OVVeUYaWRUi.neW (OcWRbeU 2020): EFRPPHUFH B2C: La FKLaYH SHU ULSaUWLUH. PUeVenWaWiRn UeVeaUch UeVXlWV 
3 PRliWecnicR MilanR & OVVeUYaWRUi.neW (OcWRbeU 2020): EFRPPHUFH B2C: La FKLaYH SHU ULSaUWLUH. PUeVenWaWiRn UeVeaUch UeVXlWV 
4 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
5 NX.nl (OcWRbeU 2020). EU VWHOW OLMVW RS RP PaFKW YaQ JURWH WHFKbHGULMYHQ LQ WH SHUNHQ. AUWicle 
6 YRXU EXURSe (2020). E-FRPPHUFH, GLVWaQFH aQG RII-SUHPLVHV VHOOLQJ. ReSRUW 
7 ThXiVZinkel.RUg (JXl\ 2019). NedeUlandVe e-cRmmeUcemaUkW VWeYenW af RS jaaURm]eW Yan 25,7 miljaUd in 2019. AUWicle 

4 



Whe \eaUV 2015 Will 2019 8 9. The Rnline IWalian maUkeW cRnViVWV mainl\ Rf Whe Vale Rf SURdXcWV and in a 
VmalleU Za\ Rf Whe Velling and RffeUing Rf VeUYiceV.10  11 

G5APHIC QUANTITY OF THE ITALIAN ONLINE CUSTOMERS 

(SRXUce: GRRgle IWalia, SUeVenWaWiRn S. ZXcca aW NeWcRmm FaiU - OcWRbeU 2020) 

The mRVW imSRUWanW VegmenWV Rf Whe e-cRmmeUce maUkeWV in IWal\ beWZeen 2017 and 2018 ZeUe 
µLeiVXUe¶ (41,3%), µTRXUiVm¶ (28%) fRllRZed b\ SURdXcW ValeV Rn µOnline maUkeWSlaceV¶ (14,5%). The 
maUkeW 
SeneWUaWiRn iV a biW lRZeU cRmSaUed WR RWheU EXURSean Rnline maUkeWV, \eW WheVe nXmbeUV aUe incUeaVing 
UaSidl\ and dXUing Whe \eaU 2020 RYeU WZR milliRn neZ IWalian cXVWRmeUV enWeUed Whe Rnline maUkeW aV 
Veen in a UecenW VWXd\ b\ McKinVe\12  13 . 

8 CaValeggiR AVVRciaWi (ASUil 2019). E-FRPPHUFH LQ IWaO\ 2019. ReSRUW 
9 PRliWecnicR & OVVeUYaWRUi (OcWRbeU 2020). E-FRPPHUFH PaUNHW IWaO\ 2020. PUeVenWaWiRn V. PRnWiggia - NeWcRmm FaiU 
10 SWaWiVWa (OcWRbeU 2020). E-FRPPHUFH LQ IWaO\. ReSRUW, S.11 
11 OVVeUYaWRUiR (JanXaU\ 2019) IO PHUFaWR GHOOa ORJLVWLFa FRQWR WHU]L LQ IWaOLa: QXPHUL H WUHQG. AUWicle 
12 CaValeggiR AVVRciaWi (ASUil 2019). E-FRPPHUFH LQ IWaO\ 2019. ReSRUW 
13 GRRgle IWalia (OcWRbeU 2020). CRQVXPHU bHKaYLRXU RQOLQH LQ 2020. PUeVenWaWiRn S. ZXcca - NeWcRmm FaiU 
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2. TRENDS

ThiV chaSWeU Zill diVcXVV Whe mRVW inWeUeVWing WUendV WhaW Whe e-cRmmeUce maUkeW iV RffeUing. We Zill lRRk 
mRUe in deWail aW Whe DXWch and IWalian Rnline maUkeWV. We haYe diYided Whe chaSWeUV inWR Whe mRVW 
nRWable VecWRUV; Online maUkeWSlaceV, DigiWal Sa\menW VRlXWiRnV, E-fXlfilmenW, CXVWRmeU e[SeUience, 
DigiWal SlaWfRUm VWUaWeg\, CRUSRUaWe UeVSRnVibiliW\ and LaVW-mile deliYeUieV. 

2.1 ONLINE MARKETPLACES 

The XVe Rf Rnline maUkeWSlaceV haV incUeaVed UaSidl\ ZRUldZide dXe WR Whe Zide RffeU, VafeW\ and 
cRnYenience, lRZ SUiceV and RfWen fUee VhiSSing. WRUld Sla\eUV VXch aV eBa\, ZalandR, Ama]Rn and 
Alie[SUeVV aUe dRminaWing Whe inWeUnaWiRnal maUkeW. HRZeYeU in Whe NeWheUlandV Whe biggeVW Rnline 
maUkeWSlaceV aUe lRcal cRmSanieV VXch aV BRl.cRm, CRRlblXe, WehkamS and AlbeUW Heijn Online. 14  

G5APHIC MARKET SHARES OF ONLINE MARKETPLACES 

(SRXUce: E-cRmmeUce maUkeW UeVeaUch PRliWecnicR UniYeUViW\ MilanR - OcWRbeU 2020) 

In IWal\ 98% Rf all e-cRmmeUce XVeUV haYe RUdeUed aW leaVW eYeU\ nRZ and When aW an Rnline maUkeWSlace 
ZiWhin Whe laVW mRnWh. The mRVW VignificanW maUkeWSlaceV in IWal\ aUe Ama]Rn (38% Rf Whe maUkeW VhaUe), 
eBa\ (19%), FacebRRk maUkeWSlace (12%) and RWheU VmalleU maUkeWSlaceV (31% WRgeWheU) fRU e[amSle 
Alibaba, ZalandR, ePUice and Tmall.15 

b b

14 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
15 PRliWecnicR MilanR & OVVeUYaWRUi.neW (OcWRbeU 2020): EFRPPHUFH B2C: La FKLaYH SHU ULSaUWLUH. PUeVenWaWiRn UeVeaUch UeVXlWV 
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2.2 ONLINE PAYMENT SOLUTIONSb 

WRUldZide neZ digiWal Sa\menW ZalleWV aUiVe Rn Whe maUkeW and aUe adRSWed b\ Whe Rnline cRnVXmeU. 
E[amSleV aUe: ASSle Pa\, GRRgle WalleW, SamVXng Pa\, CU\SWRcXUUenc\, Tikkie (DXWch) and SaWiVSa\ 
(IWalian). IW iV fXndamenWal fRU Whe cRnVXmeU e[SeUience WR RffeU XVeU-fUiendl\ and a YaUiRXV Uange Rf 
Sa\menW RSWiRnV.16  AliSa\ alUead\ inWURdXced face UecRgniWiRn fRU Rnline Sa\menWV, Whe µInWeUneW Rf ThingV¶ 
iV cRnnecWing deYiceV like VmaUWZaWcheV ZiWh VmaUWShRneV and GRRgle aVViVWanW can be XVed WR UechaUge 
\RXU ShRne cUediWV, WR name jXVW a feZ Rf Whe man\ neZ SRVVibiliWieV. TheVe deYelRSmenWV Zill cRnWinXe 
and Sa\menW meWhRdV Zill becRme mRUe cRnVXmeU fUiendl\.17 

DXe WR Whe eaUl\ adRSWiRn Rf Whe e-cRmmeUce ZRUld in Whe NeWheUlandV, DXWch cRmSanieV needed WR find a 
fiWWing VRlXWiRn fRU Whe Rnline Sa\menWV, Veeing WhaW inWeUnaWiRnall\ WheUe ZaV liWWle RffeU. SeYeUal 
cRmSanieV VWaUWed RffeUing Rnline Sa\menW gaWeZa\ VRlXWiRnV WhaW WRda\ aUe YeU\ Zell deYelRSed and 
haYe a high  
fRcXV Rn cXVWRmeU e[SeUience. BeVideV Whe VeYeUal Sa\menW gaWeZa\ SURYideUV WheUe iV mainl\ Rne mRVW 
SRSXlaU Vingle Sa\menW meWhRd aW WhiV mRmenW, namel\; iDeal. iDeal iV an Rnline Sa\menW VRlXWiRn WhaW 
RffeUV a diUecW bank WUanVfeU fURm Rne Vide WR anRWheU. DXUing Whe Pandemic in 2020 WheiU maUkeW VhaUe 
incUeaVed eYen mRUe fURm 59% WR a VWXnning 68% Rf Whe WRWal DXWch maUkeW.18 

The RffeU Rf Rnline Sa\menW gaWeZa\ VRlXWiRnV iV YeU\ limiWed in IWal\. SWUiSe iV Rne Rf Whe inWeUnaWiRnal 
SURYideUV WhaW haV a VignificanW maUkeW VhaUe in IWal\. AlVR Pa\Sal iV YeU\ SRSXlaU and Ne[i.iW haV jXVW 
enWeUed Whe Rnline maUkeW in IWal\. In 2019 mRUe Whan half Rf all IWalian e-cRmmeUce clienWV (55%) XVed 
Pa\Pal aV Whe SUefeUed Sa\menW meWhRd and 29% Rf Whe Rnline cRnVXmeUV XVed SWUiSe.cRm.19  20 

In IWal\ Rnline cXVWRmeUV haYe Whe adYanWage dXe WR Whe EXURSean legiVlaWiRn WhaW Whe\ cRXld geW a UefXnd 
in caVe Rf a UeWXUned RUdeU. While in bUick and mRUWaU VWRUeV Whe\ RfWen geW a cRXSRn.21 

Ɣ êThe key for online payment methids is ease of use, preferable payments in just one click. 
S. DE LOLLIS (INTERNATIONAL BRAND DIRECTOR) SATISPAY 
INTERVIEWb

AccRUding WR Whe IWalian VWaUW-XS Vingle Sa\menW VRlXWiRn SaWiVSa\ cXVWRmeUV SUefeU eaV\ WR XVe digiWal 
Sa\menW VRlXWiRnV. SaWiVSa\ iV Rne Rf Whe feZ lRcal Vingle Sa\menW VRlXWiRnV in IWal\ WhaW can be XVed Rn- 
and Rffline. The\ aUe gURZing UaSidl\ and e[Sanded inWeUnaWiRnall\ WR GeUman\ and LX[embRXUg. When 
an Rnline VWRUe RffeUV Whe SUefeUUed Sa\menW VRlXWiRn WR a cXVWRmeU, Whe likelihRRd Rf a VXcceVVfXl 
SXUchaVe Zill incUeaVe VignificanWl\.22  23  In IWal\ µSa\-laWeU¶¶ and Sa\menW in diffeUenW mileVWRneV aUe geWWing 
mRUe SRSXlaU UecenWl\. CUediW CaUdV and caVh Sa\menWV aW Whe mRmenW Rf deliYeU\ aUe decUeaVing in 
SRSXlaUiW\.24 

16 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
17 CaValeggiR AVVRciaWi (2020). E-FRPPHUFH LQ IWaO\ 2020 (B2C). ReSRUW S37 
18 EmeUce.nl (JXl\ 2020). CRURQa UaaNW RRN H-FRPPHUFH NHGHUOaQG: RP]HW GaaOW PHW 4 SURFHQW. AUWicle 
19 SWaWiVWa (OcWRbeU 2020). E-FRPPHUFH LQ IWaO\. ReSRUW, S.28 
20 CaValeggiR AVVRciaWi (Ma\ 2020). E-FRPPHUFH LQ IWaO\ 2020. ReSRUW, S.38 
21 YRXU EXURSe (2020). E-FRPPHUFH, GLVWaQFH aQG RII-SUHPLVHV VHOOLQJ. ReSRUW 
22 SaWiVSa\ (NRYembeU 2020). IQWHUYLHZ SWHIaQR GH LROOLV - LQWHUQaWLRQaO bUaQG GLUHFWRU. InWeUYieZ 
23 NeWcRmm cRnVRU]iR (OcWRbeU 2020). RHVHaUFK FRQVXPHU bHKaYLRXU LQ 2020. PUeVenWaWiRn R. LiVcia - NeWcRmm FaiU 
24 HXman HighZa\ (OcWRbeU 2020). RHVHaUFK NHW RHWaLO. PUeVenWaWiRn R. LiVcia - NeWcRmm FaiU 
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2.3 E-FULFILMENTb

DiUecWl\ cRnnecWed ZiWh Whe e-cRmmeUce maUkeW iV Whe Sh\Vical fRXndaWiRn Rf e-fXlfilmenW ZiWh Whe 
ZaUehRXVe acWiYiWieV, SURceVV Rf VhiSSing, handling Rf UeWXUnV and cXVWRmeU VeUYice.  

CURVV bRUdeU Rnline ValeV Zill be a fXndamenWal SaUW Rf e-cRmmeUce. In 2018, a gRRd 23% Rf all EU 
E-cRmmeUce SXUchaVeV ZeUe cURVV-bRUdeU. FRllRZing WhiV WUend, Ze can e[SecW WhaW in 2022 almRVW 50%
Rf all EXURSean e-cRmmeUce SXUchaVeV Zill be cURVV bRUdeU. The main UeaVRn WR bX\ in anRWheU cRXnWU\ iV
WR SXUchaVe SURdXcWV aW a lRZeU SUice.25

AnRWheU imSRUWanW WUend ZiWhin e-fXlfillmenW iV WhaW Rnline cXVWRmeUV giYe gUeaW YalXe WR faVW deliYeU\ Rf 
WheiU Rnline RUdeUV. In 2019 Whe majRUiW\ SaUW Rf EU e-cRmmeUce cRnVXmeUV e[SecW WheiU Rnline RUdeU WR 
aUUiYe beWZeen 3 WR 5 da\V.26  In Whe NeWheUlandV cXVWRmeUV e[SecW WheiU RUdeUV WR aUUiYe eYen faVWeU. 
MRUeRYeU, cXVWRmeUV like WR fRllRZ Whe SURceVV Rf WheiU RUdeU, WUack Whe VhiSSing and haYe an e[SecWed 
deliYeU\ daWe. MRUe infR abRXW Whe RSSRUWXniWieV Rf WUacking RUdeUV and Whe µLaVW Mile¶ deliYeU\ in SaUagUaSh 
2.7. 

In 2018 Whe NeWheUlandV VcRUed RXWVWandingl\ gRRd Rn e-cRmmeUce lRgiVWicV, accRUding WR E-cRmmeUce 
EXURSe, and ZaV Uanked Whe fRXUWh in RYeUall EXURSe.27  The NeWheUlandV haV Rne Rf Whe mRVW ideal 
geRgUaShical lRcaWiRnV fRU e-cRmmeUce deliYeUieV. WiWhin a UadiXV Rf 1000 km Whe NeWheUlandV can deliYeU 
in Whe UniWed KingdRm, GeUman\, FUance and VeYeUal RWheU EXURSean cRXnWUieV and VR VeUYe RYeU 244 
milliRn cXVWRmeUV, WhiV iV 90% Rf all Whe EXURSean e-cRmmeUce ValeV. In addiWiRn, Whe NeWheUlandV haV a 
hXge WUade hiVWRU\ and VWable SRliWical climaWe WhaW VWimXlaWe WUade, a gRRd infUaVWUXcWXUe and Wa[aWiRn 
adYanWageV fRU inWeUnaWiRnal cRmSanieV.28 

Ɣ êINTERNATIONAL E-COMMERCE PLAYERS CHOOSE THE NETHERLANDS TOb
PLACE THEIR LOGISTIC WAREHOUSES.ëb

J DE ROOIJ (SR. MANAGER SUPPLY CHAIN SOLUTIONS) NDLb

In Whe VRXWh Rf Whe NeWheUlandV inWeUnaWiRnal Rnline maUkeW leadeUV Slaced WheiU e-fXlfilmenW bXVineVV dXe 
WR eaUlieU named adYanWageV. E[amSleV Rf WheVe Sla\eUV aUe H&M, HP, Dell, DecaWhlRn, PXma, BRl.cRm, 
NeVSUeVVR, FeUUaUi, ZRRSlXV, CRRlblXe, Unicef, Michael KRUV and AbeUcURmbie & FiWch.29  All WheVe 
cRmSanieV handle WheiU RZn lRgiVWicV RU ZRUk WRgeWheU ZiWh VSecialiVW e-fXlfilmenW cRmSanieV in Whe 
NeWheUlandV.  

MRVW e-cRmmeUce cXVWRmeUV aUe lRcaWed in Whe nRUWh Rf IWal\. MRUe SUeciVel\ 54% Rf Whe WRWal diVWUibXWiRn 
WakeV Slace in Whe nRUWh, 25% in Whe middle and 21% in Whe VRXWh and Rn Whe iVlandV.30  ThiV iV mainl\ dXe 
WR Whe ecRnRmic diffeUenceV in Whe UegiRnV and alVR Whe SRSXlaWiRn denViW\, becaXVe mRVW SeRSle liYe in 
Whe nRUWheUn SaUW Rf IWal\. A gRRd e[amSle iV WhaW Whe biggeVW Rnline meUchanW Ama]Rn.iW haV lRcaWed 5 Rf 

25 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
26 NeWcRmm cRnVRU]iR (OcWRbeU 2020). RHVHaUFK FRQVXPHU bHKaYLRXU LQ 2020. PUeVenWaWiRn R. LiVcia - NeWcRmm FaiU 
27 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
28 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
29 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
30 PRliWecnicR MilanR & OVVeUYaWRUi.neW (OcWRbeU 2020): EFRPPHUFH B2C: La FKLaYH SHU ULSaUWLUH. PUeVenWaWiRn UeVeaUch UeVXlWV 
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WheiU 6 IWalian naWiRnal hXbV in Whe nRUWh.31 

Ɣ êROBOTIZATION IS THE FUTURE FOR E-FULFILMENT AND COURIERS.ëb

M. BAGLI (CCO AND BOARD MEMBER) NEXIVE INTERVIEWb

E[amSleV Rf e-fXlfilmenW cRmSanieV acWiYe in IWal\ aUe XPO LRgiVWicV, Ama]Rn.iW FBA (FXlfilmenW b\ 
Ama]Rn), PVS SeUYiceV IWalia, AXWRWUaVSRUWi DelledRnne and FaURVSed. The\ RffeU ZaUehRXVing, RUdeU 
fXlfillmenW, UeWXUnV and cXVWRmeU VeUYice.  

In IWal\ Whe mRVW VignificanW cRXUieUV aUe The IWalian PRVW (PRVWe IWaliane), Ama]Rn, and BaUWRlini (BRT).32 
Of all deliYeUieV 88,4% iV deliYeUed aW hRme RU in Whe Rffice and 11,6% iV deliYeUed aW a Sick-XS SRinW.33  

G5A3HIC E-COMMERCE WAREHOUSING 

(SRXUce: E-cRmmeUce maUkeW UeVeaUch CaValeggiR AVVRciaWi - Ma\ 2020) 

OYeU half Rf Whe IWalian e-cRmmeUce cRmSanieV haYe WheiU RZn VWRck ZiWhin WheiU cRmSan\, 15% haV iW in 
an e[WeUnal SaUWneU fRU e-fXlfilmenW, 14% iV ZRUking ZiWh Whe dURS-VhiSSing meWhRd and 11% haV RWheU 
VRlXWiRnV.34  The SURceVV Rf handling and VhiSSing e-cRmmeUce SURdXcWV can be mRUe effecWiYe and 
cXVWRmeU RUienWaWed if Rnline meUchanWV XVe an e-fXlfilmenW SaUWneU. 

b b

31 CRUcRm (OcWRbeU 2020). LRJLVWLFa XOWLPR PLJOLR: IaWWRUH FULWLFR GL VXFFHVVR GHOO¶HCRPPHUFH. AUWicle 
32 CaValeggiR AVVRciaWi (Ma\ 2020). E-FRPPHUFH LQ IWaO\ 2020. ReSRUW, S.37 
33 HXman HighZa\ (OcWRbeU 2020). RHVHaUFK NHW RHWaLO. PUeVenWaWiRn R. LiVcia - NeWcRmm FaiU 
34 CaValeggiR AVVRciaWi (Ma\ 2020). E-FRPPHUFH LQ IWaO\ 2020. ReSRUW, S.36 
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2.4 CUSTOMER EXPERIENCEb

CXVWRmeU e[SeUience iV an immenVe WRSic WR cRYeU in a Vingle UeSRUW. AW Whe Vame Wime iW iV an imSRUWanW 
aVSecW ZheUe Rnline meUchanWV can VWill make a big diffeUence. A gUeaW cXVWRmeU e[SeUience VWUaWeg\ iV 
YiWal WR Whe VaWiVfacWiRn and lR\alW\ Rf a cRmSan\'V cXVWRmeU baVe. We Zill fRcXV Rn Whe WhUee mRVW 
imSRUWanW WUendV in Whe e-cRmmeUce maUkeW, namel\; aUWificial inWelligence (AI), cXVWRmeU SeUVRnali]aWiRn 
and fXll VeUYice VRlXWiRnV. 

2.4.1 ARTIFICIAL INTELLIGENCE (AI) 

Online WechnRlRg\ Zill Sla\ a mXch mRUe imSRUWanW URle in Whe neaU fXWXUe. AUWificial inWelligence (AI) makeV 
iW SRVVible fRU machineV WR SeUfRUm hXman-like WakV, adjXVW WR neZ inSXWV and leaUn fURm e[SeUience. 
E[amSleV fRU e-cRmmeUce aUe; YRice VhRSSing, digiWal aVViVWance, YiUWXal UealiW\, SeUVRnali]ed (email) 
maUkeWing, adYanced VeaUch machineV and chaW URbRWV.35  In Whe UniWed SWaWeV and Whe NeWheUlandV WhiV 
WUend iV alUead\ RngRing, IWal\ iV lagging behind.  

DXUing Whe \eaU 2020 Sh\Vical UeWail VhRSV ZeUe RfWen Rbliged WR clRVe dXUing lRckdRZn. TR haYe a mRUe 
diUecW and SeUVRnal cRnWacW ZiWh Whe cXVWRmeUV, meUchanWV VWaUWed WR Vell WheiU SURdXcWV WhURXgh VRcial 
media, liYe VWUeaming, chaW, ShRne and RWheU Rnline channelV. ThiV e[Wended mRmenW Rf SeUVRnal cRnWacW 
ZaV highl\ aSSUeciaWed b\ Whe final cRnVXmeU and imSURYed Whe cXVWRmeU e[SeUience.36  ThiV WUend Zill 
cRnWinXe and AI can VXSSRUW and Vcale WhiV SURceVV. 

AUWificial inWelligence can alVR VXSSRUW Whe SURceVV Rf a SeUVRnali]ed Rnline VhRSSing. In Whe ne[W 
SaUagUaSh Ze Zill diVcXVV SeUVRnali]aWiRn WR Whe leYel Rf an indiYidXal cXVWRmeU ZiWh helS Rf WechnRlRg\. 

2.4.2 PERSONALIZATIONb

Of all Whe IWalian Rnline meUchanWV, 73% haYe VWaUWed ZiWh Whe Rmni channel VWUaWeg\, alWhRXgh Whe majRUiW\ 
Rf Whem haYe nRW imSlemenWed WhiV VWUaWeg\ WR Whe fXlleVW.37  ThiV iV UemaUkable aV 92% Rf Whe IWalian Rnline 
cXVWRmeUV indicaWed WhaW Whe\ XVe VeYeUal channelV Rnline befRUe Whe\ SXUchaVe a SURdXcW, WheUefRUe Whe 
RffeU Rf Whe Rnline meUchanWV iV lagging behind.38 Man\ e-cRmmeUce XVeUV (86%) in IWal\ Whink WhaW a 
SeUVRnali]ed ZebViWe can lead WR beWWeU cRnVXmeU e[SeUience and ValeV. AUWificial InWelligence (AI) and 
Machine LeaUning aUe Whe beVW Za\V fRU Rnline UeWaileUV WR Ueach WheVe gRalV.39  HRZeYeU, Rnl\ a YeU\ Vmall 
gURXS Rf Rnline meUchanWV in IWal\ iV XVing WheVe WRRlV.40 

Ɣ êBIG INTERNATIONAL RETAILERS HAVE FULLY IMPLEMENTED OMNIb
CHANNEL STRATEGIES. ITALIAN COMPANIES ARE LAGGING BEHIND.ëb

M. BAGLI (CCO AND BOARD MEMBER) NEXIVE INTERVIEWb

35 EcRmmeUce FRXndaWiRn (2019). EFRPPHUFH UHSRVW: TKH NHWKHUOaQGV 2019. ReSRUW 
36 EmeUce.nl (AXgXVW 2020). DH FRURQaFULVLV KHHIW H-FRPPHUFH YRRUJRHG YHUaQGHUG, HQ KRH. AUWicle 
37 L¶OUpal GURXS IWalia (OcWRbeU 2020). GabULHOH VLVHQWLQ - BUaQG MaQaJHU PURIHVVLRQaO LLQH. InWeUYieZ 
38 CaValeggiR AVVRciaWi (Ma\ 2020). E-FRPPHUFH LQ IWaO\ 2020. ReSRUW, S.26 
39 EcRmmeUce FRXndaWiRn (2019). EFRPPHUFH UHSRVW: TKH NHWKHUOaQGV 2019. ReSRUW 
40 CaValeggiR AVVRciaWi (Ma\ 2020). E-FRPPHUFH LQ IWaO\ 2020. ReSRUW, S.26 
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FRU e[amSle L¶OUpal haV an Rmni channel ValeV VWUaWeg\. BeVideV Velling WheiU SURdXcWV Rn WheiU RZn 
ZebVhRS, Whe\ alVR Vell WhURXgh Whe mRVW imSRUWanW Rnline maUkeWSlaceV (VXch aV Ama]Rn, DRXglaV, 
SeShRUa). In addiWiRn Whe\ Vell WheiU SURdXcWV WhURXgh inflXenceUV Rn VRcial media. SaleV b\ VRcial 
cRmmeUce iV gURZing eYeU\ \eaU and iV e[SecWed WR be a YeU\ imSRUWanW channel in Whe fXWXUe. AnRWheU 
e[amSle Rf AI in VRcial cRmmeUce iV Whe neZ innRYaWiRn fURm L¶OUeal Zhich enableV cXVWRmeUV WR WeVW 
WheiU SURdXcWV Rnline b\ XVing an aYaWaU.41 

Ɣ êTHE ONLINE MARKET HAS NO SEGMENTS ANYMORE, EVERY CUSTOMER ISb
UNIQUE.ëb

K. WESTRA (CORPORATE STRATEGY & BUSINESS INNOVATION EXPERT) INTERVIEWb

JXVW fiYe WR Wen \eaUV agR DXWch Rnline meUchanWV fRcXVed Rn Rmni-channel VWUaWegieV and XVing diffeUenW 
cXVWRmeU VegmenWV ZaV WheiU main fRcXV. NRZada\V cXVWRmeUV aUe aSSURached ZiWh a Rne-b\-Rne 
meWhRd Rf cXVWRmeU SeUVRnali]aWiRn. ThiV iV baVed Rn deWailed daWa anal\WicV, fRUmeU SXUchaVeV, lRcaWiRn, 
Wime VSenW Rn ceUWain SageV and SUefeUenceV. IW iV SURYen WhaW cXVWRmeUV aUe VSending mRUe Wime Rn a 
ZebViWe Zhen SeUVRnali]aWiRn aSSlieV and RYeU 90% Rf Whe Rnline maUkeWeeUV Whink SeUVRnali]aWiRn Zill be 
Whe VWandaUd fRU Whe fXWXUe WR RSWimi]e Whe cXVWRmeU e[SeUience.42  TheUe Zill be nR diffeUence beWZeen Rn- 
and Rffline acWiYiWieV, nRZ cXVWRmeU e[SeUience iV Whe ke\ WR VXcceVV. 43  44  45 

Ɣ êE-COMMERCE IS THE NEW NAME OF THE GAME.ëb

G. VISENTIN (BRAND MANAGER PROFESSIONAL LINE) LèOREAL ITALY INTERVIEWb

L¶OUeal ZRUldZide ZanWV WR WUanVfRUm WheiU maUkeW VWUaWeg\ WR 50% in Sh\Vical VWRUeV and 50% Rnline. AW 
leaVW 50% Rf Whe ValeV VhRXld be geneUaWed Rnline and eTXall\ imSRUWanW; e-cRmmeUce VhRXld VXSSRUW 
and VWimXlaWe bUick and mRUWaU VWRUeV. B\ dRing VR Whe Rn- and Rffline ZRUld iV becRming Rne maUkeW, 
WheUe VhRXld be nR diffeUence an\mRUe fRU Whe cXVWRmeU ZheUe and hRZ Whe\ SXUchaVe Whe SURdXcWV.46 

A gRRd e[amSle Rf SeUVRnali]aWiRn iV NeWfli[: Whe hRmeSage Rf Whe cXVWRmeU iV UegXlaUl\ XSdaWed baVed 
Rn fRUmeU inWeUeVW Rf mRYieV, VeUieV and dRcXmenWaUieV and alVR Whe VXggeVWed YideRV Zill change. ThiV 
VWUaWeg\ can alVR be XVed fRU mRUe diUecW e-cRmmeUce SageV aV Whe\ aUe cRnVideUing \RXU fRUmeU 
SXUchaVeV, lRcaWiRn, VeaVRn, age, gendeU, Wime VSenW Rn SageV and geneUal inWeUeVW. BaVed Rn WhiV Whe\ 
Zill VXggeVW \RX WR YieZ ceUWain SURdXcWV RU add ceUWain SURdXcWV WR \RXU baVkeW WhaW aUe cRUUelaWed baVed 
Rn \RXU SURfile. 

41 L¶OUpal GURXS IWalia (OcWRbeU 2020). GabULHOH VLVHQWLQ - BUaQG MaQaJHU PURIHVVLRQaO LLQH. InWeUYieZ 
42 NedeUland DiVWUibXWie Land (HIDC)(JXne 2019). EXURSHaQ SXSSO\ CKaLQ OYHUYLHZ E-FRPPHUFH. ReSRUW 
43 NeWcRmm cRnVRU]iR (OcWRbeU 2020). RHVHaUFK FRQVXPHU bHKaYLRXU LQ 2020. PUeVenWaWiRn R. LiVcia - NeWcRmm FaiU 
44 EcRmmeUce FRXndaWiRn (2019). EFRPPHUFH UHSRVW: TKH NHWKHUOaQGV 2019. ReSRUW 
45 KaUVW WeVWUa - CRUSRUaWe VWUaWeg\ & bXVineVV innRYaWiRn e[SeUW (NRYembeU 2020). InWeUYieZ 
46 L¶OUpal GURXS IWalia (OcWRbeU 2020). GabULHOH VLVHQWLQ - BUaQG MaQaJHU PURIHVVLRQaO LLQH. InWeUYieZ 
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2.4.3 FULL SERVICE SOLUTIONSb

A fXll VeUYice VWUaWeg\ SURYideV Whe cXVWRmeU ZiWh a WRWal Sackage Rf all Whe cRnnecWed VeUYiceV Zhen Whe\ 
bX\ a ceUWain SURdXcW RU VeUYice. IW giYeV SUacWical VRlXWiRnV and makeV VXUe Whe cXVWRmeU iV Rnl\ dealing 
ZiWh Rne cRmSan\ inVWead Rf man\. IW can be a biW e[SenViYe bXW iW iV Whe mRVW efficienW VRlXWiRn fRU Whe 
cRnVXmeU. A fXll VeUYice VWUaWeg\ fRcXVeV Rn a cRmSleWe cXVWRmeU e[SeUience.  

One e[amSle Rf a fXll VeUYice VRlXWiRn iV CRRlblXe. The\ RffeU a fXll VeUYice VRlXWiRn WhaW WakeV caUe Rf Whe 
deliYeU\ Rf Whe SURdXcW and inVWallaWiRn Rf Whe neZ SURdXcW aV Zell aV Rf Whe UeWUieYal Rf Whe Rld Rne. 
AnRWheU e[amSle iV ShRSif\; WheiU VeUYiceV inclXde SURfeVViRnal WemSlaWeV, hRVWing, SXUchaVe Rf dRmainV, 
cRnnecWiRn ZiWh VXSSlieUV and Uead\ WR XVe Rnline Sa\menW gaWeZa\V. WiWh WhiV VeUYice WheiU cXVWRmeUV 
can fRcXV Rn WheiU main bXVineVV acWiYiWieV. Man\ bXVineVVeV haYe XVed WheiU VeUYiceV Zhich UeVXlWed in a 
gURZWh Rf ShRSif\, eVSeciall\ dXUing Whe lRckdRZnV in 2020.47 

2.5 DIGITAL PLATFORM STRATEGYb

Online meUchanWV, Vmall and big alike, ZanW WR bURaden WheiU bXVineVV mRdel aV Whe maUkeW iV geWWing 
maWXUe and ValeV maUginV aUe dURSSing. ThaW iV Zh\ Whe\ aUe VeaUching fRU cXVWRmeU VeUYice fRcXVed 
VWUaWegieV VXch aV Whe digiWal SlaWfRUm VWUaWeg\. ThiV iV an Rnline enYiURnmenW WhaW cRnnecWV diffeUenW 
gURXSV Rf SeRSle and cRmSanieV and b\ leWWing Whem inWeUacW ZiWh each RWheU addV YalXe WR Whe cXVWRmeU 
e[SeUience. The enYiURnmenW iV mRVWl\ bXilW aURXnd a VSecific WaVk RU fXncWiRn and iV Whe main meeWing 
Slace ZiWhin Whe indXVWU\. E[amSleV Rf ZRUld knRZn digiWal SlaWfRUm VWUaWegieV aUe cRmSanieV aV Ama]Rn, 
eBa\, UbeU and AiUbnb.48 

Ɣ êEVEN BIG AND WELL-ESTABLISHED CORPORATE ORGANISATIONS AREb
TRYING TO APPLY THE DIGITAL PLATFORM STRATEGY.ëb

K. WESTRA (CORPORATE STRATEGY & BUSINESS INNOVATION EXPERT) INTERVIEW

DXWch cRmSanieV aSSl\ WhiV VWUaWeg\ alVR Rn a mRUe lRcal leYel. FRU e[amSle dXUing imSRUWanW life 
changing mRmenWV. SXch aV geWWing maUUied, bX\ing a hRXVe, geWWing SUegnanW RU Whe SaVVing Rf a famil\ 
membeU. DXUing WhiV SURceVV VeYeUal bXVineVVeV cRmbine WheiU VeUYiceV Rn Rne SlaWfRUm WR RSWimi]e Whe 
diffeUenW needV Rf Whe cXVWRmeU and fRcXV Rn WheiU jRXUne\ and e[SeUience.49 

2.6 CORPORATE RESPONSIBILITYb 

Of all ZRUldZide e-cRmmeUce cRnVXmeUV fRXU RXW Rf fiYe iV Waking inWR cRnVideUaWiRn WheiU cRUSRUaWe 
UeVSRnVibiliW\. ThiV bXVineVV mRdel helSV a cRmSan\ WR be VRciall\ accRXnWable. The Rnline cRnVXmeU 
ZanWV WR UelaWe ZiWh cRmSanieV WhaW haYe WheiU Vame YalXeV. RemaUkable iV WhaW 75% Rf WheVe cXVWRmeUV 
Zill acWXall\ check if cRmSanieV aUe fXlfilling WheiU SURmiVeV.50 

47 EmeUce.nl (AXgXVW 2020). DH FRURQaFULVLV KHHIW H-FRPPHUFH YRRUJRHG YHUaQGHUG, HQ KRH. AUWicle 
48 MIT ManagemenW SchRRl (JXne 2017). POaWIRUP VWUaWHJ\, H[SOaLQHG. AUWicle. 
49 KaUVW WeVWUa - CRUSRUaWe VWUaWeg\ & bXVineVV innRYaWiRn e[SeUW (NRYembeU 2020). InWeUYieZ 
50 GfK.cRm (AXgXVW 2020). HRZ WR SRViWiRn \RXU bUand fRU VXcceVV dXUing COVID-19. ReSRUW 
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In Whe NeWheUlandV eWhical cRmmeUce Zill becRme mRUe imSRUWanW in Whe VhRUW fXWXUe. Online cXVWRmeUV 
ZanW WR feel gRRd abRXW Whe SURdXcW Whe\ jXVW bRXghW. PURdXcW infRUmaWiRn, Whe Sackaging maWeUial, Whe 
diVWance Whe SURdXcW haV WR WUaYel, VXVWainabiliW\ and Whe VRcial UeVSRnVibiliW\ Rf Whe Rnline meUchanW Zill be 
imSRUWanW WR bXild a WUXVWed bUand UelaWiRnVhiS ZiWh Whe cXVWRmeUV.51 

In 2018 man\ IWalian e-cRnVXmeUV (86%) indicaWed WhaW Whe\ aUe ZRUUied abRXW VXVWainabiliW\ and 79% 
SUefeUV VXVWainable SackageV fRU WheiU e-cRmmeUce RUdeUV. InWeUeVWingl\, Rnl\ 21% iV Zilling WR Sa\ e[WUa 
fRU VXVWainable Sackaging.52 

UnWil UecenWl\ cRUSRUaWe UeVSRnVibiliWieV, VXch aV VXVWainabiliW\, ZaV nRW a YeU\ big SRinW Rf fRcXV fRU Rnline 
meUchanWV. HRZeYeU VRme inWeUnaWiRnal cRmSanieV haYe VWaUWed ZRUking WR be mRUe VXVWainable in Whe 
laVW WZR \eaUV aV Rnline cXVWRmeUV YalXe WhiV YeU\ mXch. FRU e[amSle Whe\ ZRUk ZiWh Uec\cled Sacking 
maWeUialV and Uec\cled SURdXcWV Zhich iV SaUW Rf Whe WUend Rf SUe-RZned SURdXcWV. AnRWheU e[amSle iV WR 
aVk cXVWRmeUV fRU a VXVWainabiliW\ fee VXch aV XVing an elecWUic caU fRU deliYeU\ RU dela\ed bic\cle deliYeU\ 
RU b\ XVing a SickXS SRinW. AlUead\ VRme imSRUWanW Rnline cRUSRUaWiRnV VXch aV YRR[, Ama]Rn, SeShRUa, 
and DHL aUe ZRUking Rn imSlemenWing cRUSRUaWe UeVSRnVibiliW\. 

Ɣ êWE WANT TO HAVE ZERO EMISSIONS BY THE YEAR 2050.ëb

M. BLOK (VP NL/IT), O. JANSEN (HEAD CROSS-BORDER E-COMMERCE) AND M. ADAMOb
(E-COMMERCE STRATEGY MANAGER) DHL EXPRESS INTERVIEWb

DHL E[SUeVV haV VWaUWed ZRUking ZiWh elecWUic caUV, Whe\ aUe WeVWing bic\cle deliYeUieV fRU Whe laVW mileV 
and Whe\ VWUiYe WR haYe ]eUR emiVViRnV b\ Whe \eaU 2050 fRU Whe cRmSleWe RUganiVaWiRn. DHL ZanWV WR be 
Whe fiUVW and Whe mRVW imSRUWanW VecWRU benchmaUk fRU a VXVWainable fXWXUe Rf Whe WUanVSRUW VecWRU.53 

Ɣ êCORPORATE RESPONSIBILITY IS OUR CORE BUSINESS.ëb
A. COPINI (CREATIVE DIRECTOR) SAVE THE DUCK INTERVIEWb

TheUe iV mXch URRm fRU imSURYemenW fRU Rnline IWalian meUchanWV WR fRcXV Rn WheiU cRUSRUaWe 
UeVSRnVibiliW\. TheUe aUe a feZ e[ceSWiRnV, VXch aV Whe VWaUW-XS CRUWilia and SaYe Whe DXck. CRUWilia 
deliYeUV Rnline lRcal, fUeVh and naWXUal gURceUieV WR WheiU IWalian cXVWRmeUV. The IWalian clRWhing 
manXfacWXUeU SaYe Whe DXck cUeaWeV animal fUee SXffeU jackeWV and Rne clRWhing line iV eYen 100% made 
Rf Uec\cled maWeUialV.54 

AW WhiV mRmenW man\ Rnline meUchanWV aUe VWill figXUing RXW hRZ WR imSlemenW WhiV VWUaWeg\ inWR WheiU 
bXVineVVeV. E[amSleV Rf WheVe SRVVibiliWieV aUe XVing gUeen eneUg\ fRU ZaUehRXVing, Uec\cling Rf 
maWeUialV, CO2 neXWUal deliYeU\, Whe XVe Rf biRdegUadable SURdXcWV, Uec\cled Sackaging and VSRnVRUing 
gUeen and VXVWainable lRcal SURjecWV. 

51 EcRmmeUce FRXndaWiRn (2019). EFRPPHUFH UHSRVW: TKH NHWKHUOaQGV 2019. ReSRUW 
52 CaValeggiR AVVRciaWi (ASUil 2019). E-FRPPHUFH LQ IWaO\ 2019. ReSRUW 
53 DHL E[SUeVV (NRYembeU 2020) IQWHUYLHZ ZLWK 3 NH\-KROGHUV ZLWKLQ WKH RUJaQLVaWLRQ LQ TKH NHWKHUOaQGV aQG IWaO\. InWeUYieZ 
54 SaYe Whe DXck (NRYembeU 2020). AQaLV CRSLQL - CUHaWLYH bUaQG FRQVXOWaQW. InWeUYieZ 
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2.7 LAST MILE 

The laVW mile iV RfWen called µWhe laVW Vmile¶, becaXVe iW iV Whe laVW SaUW Rf Whe VhiSSing SURceVV fURm Whe 
ZaUehRXVe WR Whe final cXVWRmeU. IW iV Rne Rf Whe YeU\ feZ cRnWacW mRmenWV ZiWh Whe final cXVWRmeU, 
aXWRmaWicall\ WhiV iV a cUXcial mRmenW WR make a final and gRRd imSUeVViRn. 

Ɣ êYOU HAVE ONLY ONE OPPORTUNITY TO MAKE AN OPTIMAL IMPRESSION.ëb

M. BLOK (VP NL/IT), O. JANSEN (HEAD CROSS-BORDER E-COMMERCE) AND M. ADAMOb

(E-COMMERCE STRATEGY MANAGER) DHL EXPRESS INTERVIEW

InfRUming Whe cXVWRmeU abRXW Whe laVW mile iV fXndamenWal aV EXURSean cRnVXmeUV, inclXding IWalian 
cXVWRmeUV, aUe becRming mRUe demanding. The cXVWRmeU e[SeUience Zill be highl\ UaWed Zhen \RX aUe 
able WR deliYeU Whe Sackage aW Whe fiUVW aWWemSW.55  56 

An inWeUeVWing VWaUW-XS cRmSan\ in IWal\ WhaW VSeciali]eV in laVW-mile deliYeU\ iV Milkman. TheiU VeUYice iV 
XVed b\ ZaUa, Ikea, NeVSUeVVR and RWheUV. The\ infRUm Whe cXVWRmeU cRnWinXRXVl\ abRXW Whe final deliYeU\ 
SURceVV b\ e-mail RU SMS and RffeU SRVVibiliWieV Rf laVW minXWe changeV. 

SXVWainable deliYeU\ meWhRdV aUe becRming mRUe imSRUWanW. In Whe NeWheUlandV WZR RXW Rf fiYe cRnVXmeUV 
aUe Zilling WR ZaiW fRU Whe deliYeU\ if iW iV dRne in an enYiURnmenWall\ fUiendl\ Za\.57  All RYeU EXURSe 
cRmSanieV haYe Slanned RU VWaUWed imSlemenWing VXVWainable deliYeU\ VRlXWiRnV VXch aV elecWUic caUV and 
bic\cle cRXUieUV. 

NeZ indeSendenW bic\cle cRXUieU cRmSanieV haYe enWeUed Whe maUkeW in EXURSe and diVUXSWed Whe cRXUieU 
deliYeU\ maUkeW RccXSied b\ cRmSanieV VXch aV DPD, DHL, FedE[, UPS and RWheUV. E[amSleV Rf WheVe 
bic\cle cRXUieUV aUe: GlRYR, UbeU, JXVWEaW and FRRdRUa WhaW RffeU ciW\ deliYeUieV Rf Vmall RUdeUV.58 

The demand fRU VhiSSing VRfWZaUe iV incUeaVing b\ Vmall and mediXm Vi]ed e-cRmmeUce cRmSanieV 
(SME) aV mRUe cRmSanieV aUe VWaUWing WheiU e-cRmmeUce acWiYiWieV59 . ThiV VRfWZaUe RffeUV diffeUenW 
ecRnRmical RSWiRnV WR VhiS WheiU SURdXcWV ZiWh YaUiRXV cRXUieUV. E[amSleV Rf WheVe in IWal\ aUe ShiSS\ PUR 
and Packlink. 

The ZRUld Rf laVW-mile deliYeUieV iV adaSWing WR Whe eYeU changing cXVWRmeU demandV and laWeVW 
WechnRlRgieV. DeliYeU\ RSWiRnV b\ Velf-dUiYing elecWUic caUV and dURneV Zill VRRn be UealiW\. The EXURSean 
legiVlaWiRn and WechnRlRg\ bUanch RUganiVaWiRnV mXVW ZRUk clRVel\ WRgeWheU WR make WheVe neZ 
innRYaWiRnV SaUW Rf Whe e-cRmmeUce fXWXUe.60  61 

55 DHL E[SUeVV (NRYembeU 2020) IQWHUYLHZ ZLWK 3 NH\-KROGHUV ZLWKLQ WKH RUJaQLVaWLRQ LQ TKH NHWKHUOaQGV aQG IWaO\. InWeUYieZ 
56 LRgiVWicaneZV.iW (SeSWembeU 2020). LRJLVWLFa XOWLPR PLJOLR: IaWWRUH FULWLFR GL VXFFHVVR GHOO¶HCRPPHUFH. AUWicle 
57 ShRSSing TRmRUURZ (SeSWembeU 2020). TKH IXWXUH RI VKRSSLQJ aFFRUGLQJ WR FRQVXPHUV. ReSRUW 
58 CaValeggiR AVVRciaWi (Ma\ 2020). E-FRPPHUFH LQ IWaO\ 2020. ReSRUW, S.37 
59 PRliWecnicR MilanR & OVVeUYaWRUi.neW (OcWRbeU 2020): EFRPPHUFH B2C: La FKLaYH SHU ULSaUWLUH. PUeVenWaWiRn UeVeaUch UeVXlWV 
60 EcRnRm\maga]ine.iW (NRY 2020). L¶XOWLPR PLJOLR VL aWWUH]]a SHU Oa ORJLVWLFa GHO IXWXUR. AUWicle 
61 TUaVSRUWi-iWalia.cRm (OcWRbeU 2020). LRJLVWLFa: APa]RQ SUHVHQWa LO VXR SULPR YHLFROR HOHWWULFR SHU OH FRQVHJQH GHOO¶XOWLPR PLJOLR. 
AUWicle 
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3. OPPORTUNITIES

TheUe aUe man\ gUeaW RSSRUWXniWieV fRU DXWch cRmSanieV in IWal\. In WhiV chaSWeU Ze Zill anal\]e Whe 
afRUemenWiRned WUendV WhaW RffeU RSSRUWXniWieV fRU DXWch cRmSanieV and make VXggeVWiRnV Rn hRZ Whe\ 
can enWeU Whe IWalian e-cRmmeUce maUkeW beVW. AlVR Ze Zill menWiRn VSecific cRmSanieV WhaW aUe acWiYe in 
IWal\ SeU VecWRU and ZiWh all WhiV infRUmaWiRn Ze Zill finall\ cRndXcW in a SWOT-anal\ViV diYided SeU WUend. 

3.1 ONLINE MARKETPLACES 

IW iV YeU\ aSSealing fRU IWalian Rnline cRnVXmeUV WR make XVe Rf Rnline maUkeWSlaceV dXe WR WheiU eaVe Rf 
XVe, bURad RffeU, WUXVWable VeUYiceV and lRZ RU fUee VhiSSing. IW can be a gUeaW RSSRUWXniW\ fRU DXWch SME 
Rnline cRmSanieV WR enWeU Whe IWalian maUkeW b\ RffeUing WheiU SURdXcWV Rn an e[iVWing SlaWfRUm, VXch aV 
eBa\.iW RU Ama]Rn.iW. The adYanWageV aUe Whe lRZ enWU\ SUiceV, laUge Uange Rf SRWenWial cXVWRmeUV and 
liWWle WR nR SURdXcW WUanVlaWiRnV needed. 

AV a VecRnd RSSRUWXniW\, iW iV SRVVible fRU DXWch leading Rnline maUkeWSlaceV WR e[Sand WR IWal\ and RffeU 
WheiU VeUYiceV and WR cUeaWe mRUe lRcal VRlXWiRnV. In Whe NeWheUlandV WheUe aUe VeYeUal lRcal maUkeWSlaceV 
dRminaWing Whe maUkeW dXe WR WheiU lRcal RUienWaWed VeUYiceV and high TXaliW\ cXVWRmeU VeUYice. The\ can 
e[Sand WheiU bXVineVV VXcceVVfXll\ cURVV bRUdeU WR IWal\.b
b
b
6:O7  ONLINE MARKETPLACES OPPORTUNITIESb

HeUe aUe Whe UeVXlWV Rf Whe WZR VSecific RSSRUWXniWieV WhaW Ze Vee fRU DXWch Rnline maUkeWSlaceV and 
meUchanWV SUeVenWed in a SWOT anal\ViV 
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3.2 ONLINE PAYMENT SOLUTIONS 

TheUe aUe Rnl\ a feZ Rnline Sa\menW gaWeZa\ SURYideUV acWiYe in IWal\. Ne[i.iW (IT), SWUiSe (USA) and 
Pa\Pal (USA) aUe e[amSleV Rf Whe mRVW imSRUWanW cRmSanieV cXUUenWl\ acWiYe in IWal\. Since Whe maUkeW iV 
VWill gURZing UaSidl\ and lagging behind cRmSaUed WR Whe NRUWh EXURSean maUkeWV, WheUe aUe man\ 
RSSRUWXniWieV fRU DXWch gaWeZa\ SURYideUV. The\ can RffeU mRUe lRcal VRlXWiRnV adaSWed WR aSSeal WR Whe 
IWalian cXVWRmeUV aV dRne befRUe in Whe NeWheUlandV. The IWalian cXVWRmeUV haYe a VWURng SUefeUence WR 
XVe WUXVWed and Zell knRZn Rnline cRmSanieV and WR haYe a SRVVibiliW\ WR eaVil\ cRnWacW Whe cRmSanieV b\ 
ShRne, email RU chaW. 

We Vee man\ RSSRUWXniWieV fRU Vingle Rnline Sa\menW VRlXWiRnV in IWal\. The nXmbeU Rf Rnline Sa\menWV iV 
gURZing YeU\ faVW eYeU\ \eaU and cXVWRmeUV aUe lRRking fRU WheiU SUefeUUed and eaV\ WR XVe Sa\menW 
RSWiRn. DigiWal ZalleWV and Sa\-laWeU VRlXWiRnV aUe VRme e[amSleV Rf UealiVWic RSSRUWXniWieV in IWal\.  
In bRWh fieldV DXWch cRmSanieV alUead\ haYe YeU\ VWURng VRlXWiRnV Zhich can be imSlemenWed YeU\ Zell in 
IWal\. The \RXngeU geneUaWiRn Rf IWalianV iV lRRking fRU eaVe Rf XVe b\ XVing Whe digiWal Sa\menW ZalleWV. 
The IWalianV ZiWh a lRZeU bXdgeW RU ZhR aUe VXVSiciRXV Rf Rnline cRmSanieV Zill be aWWUacWed WR Whe RSWiRn 
Rf Sa\-laWeU. Pa\-laWeU VRlXWiRnV Zill be alVR YeU\ inWeUeVWing cXlWXUal ZiVe aV IWalianV SUefeU WR Vee Whe 
SURdXcW aW hRme befRUe Whe\ bX\ iW. 

b

6:O7  ONLINE PAYMENT SOLUTION OPPORTUNITIES 

HeUe aUe Whe UeVXlWV Rf Whe VSecific RSSRUWXniWieV WhaW Ze Vee fRU DXWch Rnline SURYideUV Rf Sa\menW 
VRlXWiRn gaWeZa\V and Vingle Sa\menW VRlXWiRnV in a SWOT-anal\ViV 
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3.3 E-FULFILMENT 

MRVW Rf Whe IWalian meUchanWV handle WheiU RZn ZaUehRXVeV fRU WheiU Rnline bXVineVV. The\ can Vcale-XS 
eaVil\ and RffeU mRUe VeUYiceV WR WheiU cXVWRmeUV VXch aV laWeU cXW-Rff WimeV, XVe Rf diffeUenW cRXUieUV, be 
RSeUaWiYe mRUe da\V a \eaU and XVe Whe mRUe deYelRSed WaUehRXVe ManagemenW SRlXWiRnV (WMS) 
VRfWZaUe b\ XVing e[WeUnal e-fXlfilmenW SaUWneUV. DXWch cRmSanieV aUe mXch e[SeUienced Zhen iW cRmeV 
WR e-fXlfilmenW and can VXSSRUW IWalian meUchanWV ZiWh WheiU ZaUehRXVing, VhiSSing SURceVV, handling Rf 
UeWXUnV and cXVWRmeU VeUYice. 

We can Vee WhUee VSecific RSSRUWXniWieV fRU DXWch cRmSanieV, VXch aV: WR RffeU and imSlemenW adYanced 
WMS VRfWZaUe, WR e[Sand WheiU Sh\Vical lRcaWiRn and VeUYiceV WR IWal\ and WR RffeU IWalian meUchanWV WR 
Slace WheiU VWRck in Whe NeWheUlandV fRU an efficienW diVWUibXWiRn WR EXURSe. 

6:O7  E-FULFILMENT OPPORTUNITIES 

LRRking mRUe clRVel\ aW WheVe WhUee RSSRUWXniWieV, Ze cRme WR Whe fRllRZing SWOT-anal\ViV 

3.4 FULL SERVICE SOLUTIONS 

SRlXWiRnV WhaW RffeU a fXll Rnline VeUYice aUe geWWing mRUe and mRUe SRSXlaU. The gRal Rf WhiV VWUaWeg\ iV WR 
RffeU Whe cXVWRmeU a fXll VeUYice, giYing e[WUa benefiWV beVideV Whe SXUchaVe Rnl\. RecenWl\ WheUe aUe eYen 
mRUe RSSRUWXniWieV fRU DXWch Rnline cRmSanieV Vince Whe Sandemic SXVhed a lRW Rf IWalian cRmSanieV WR 
gR Rnline. 
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TheUe aUe VeYeUal inWeUnaWiRnal Sla\eUV WhaW aUe alUead\ acWiYe in IWal\, VXch aV ShRSif\, EcZid and Wi[. 
The\ haYe a gRRd RffeU ZiWh nice WemSlaWeV, gRRd SlXg-in VRfWZaUe RSWiRnV and aUe cXVWRmeU fUiendl\. 
TheUe aUe VWill SlenW\ Rf RSSRUWXniWieV lefW, becaXVe DXWch cRmSanieV can meeW Whe TXaliW\ Rf WheVe Sla\eUV 
Rn Whe maUkeW and eYen e[ceed WhiV. The\ haYe e[SeUience ZiWh adaSWing WR lRcal demandV and haYe a 
mRUe EXURSean VW\le Rf deVign. LaVW bXW nRW leaVW, Whe nXmbeU Rf Rnline meUchanWV in IWal\ iV gURZing faVW 
and Whe UeTXeVW fRU fXll VeUYice ZebViWeV iV gURZing. 

We Vee RSSRUWXniWieV fRU RWheU fXll VeUYice Rnline cRmSanieV beVide ZebViWe baVed Rnl\. QXiWe a lRW DXWch 
cRmSanieV aUe Zell adYanced in WhiV and Whe lRcal RffeU in IWal\ iV lagging behind. 

6:O7  OPPORTUNITIES FOR FULL SERVICE SOLUTIONS 

HeUe aUe Whe mRVW VSecific RSSRUWXniWieV fRU DXWch cRmSanieV WhaW RffeU fXll VeUYice VRlXWiRn in a 
SWOT-anal\ViV 

3.5 LAST MILE 

WiWhin Whe laVW mile Ze Vee VeYeUal VSecific RSSRUWXniWieV fRU DXWch cRmSanieV. One RSSRUWXniW\ iV ZiWhin 
Whe ciW\ lRgiVWicV; bic\cle cRXUieUV. The RWheU WZR aUe ZiWhin Whe VhiSSing VRfWZaUe VRlXWiRnV. 

TheUe aUe alUead\ VeYeUal bic\cle deliYeU\ cRXUieU cRmSanieV in IWalian ciWieV VXch aV GlRYR, UUban Bike 
MeVVengeU, EcRSRn\, PRn\ZeUR and \eW WheUe aUe gUeaW RSSRUWXniWieV fRU DXWch bic\cle cRXUieUV in IWal\. 
Man\ DXWch cRmSanieV haYe lRWV Rf e[SeUience ZiWh bic\cle deliYeUieV RYeU Whe \eaUV and knRZ hRZ WR 
imSlemenW WheVe VeUYiceV mRVW efficienWl\. 
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WiWhin Whe VhiSSing VRfWZaUe Ze Vee WZR VSecific RSSRUWXniWieV, SUice cRmSaUiVRn VhiSSing VRfWZaUe and 
cRXUieU efficienc\ URXWe VRfWZaUe.  
We Vee RSSRUWXniWieV fRU DXWch cRmSanieV VSecialiVWV in SUice cRmSaUiVRn VhiSSing VRfWZaUe. TheVe 
cRmSaUiVRn VRfWZaUe SlaWfRUmV RffeU diffeUenW cRXUieUV ZiWh diffeUenW VeUYiceV and SUiceV fRU Whe Vame 
VhiSmenW. The Rnline meUchanW can chRRVe Whe beVW VeUYice and SUice fRU WheiU SURdXcW VhiSSing. IWalian 
Rnline meUchanWV can cRnnecW WheiU e-cRmmeUce VWRUe ZiWh WhiV VRfWZaUe VR Whe VhiSSing can be cUeaWed 
aXWRmaWicall\. DXWch cRmSanieV haYe \eaUV Rf e[SeUience dealing ZiWh cRXUieUV and cXVWRmeU VeUYice. 

The VecRnd RSSRUWXniW\ lieV ZiWhin URXWe VRfWZaUe. DXWch cRmSanieV haYe YeU\ Zell deYelRSed and 
efficienW laVW-mile cRXUieU URXWe VRfWZaUe aYailable WR SURgUam Whe mRVW RSWimal URXWe fRU eYeU\ Vingle 
dUiYeU. TR fRllRZ a VSecific URXWe RU VeTXence Rf deliYeUieV and Sick-XSV, eYeU\ indiYidXal dUiYeU can 
SeUfRUm mRUe efficienWl\ and cRXUieU cRmSanieV Zill VaYe Wime VignificanWl\. 

6:O7  LAST MILE OPPORTUNITIES 

HeUe aUe Whe WhUee VSecific RSSRUWXniWieV in a SWOT anal\ViV
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4. WHATèS NEXTb
b
EYeU\ \eaU WheUe aUe inWeUeVWing eYenWV RUgani]ed b\ VWakehRldeUV ZiWhin Whe IWalian maUkeW. In 4.1 WheVe 
eYenWV Zill be liVWed, inclXding a Vmall deVcUiSWiRn ZiWh a URL link fRU mRUe infRUmaWiRn. We Zill clRVe ZiWh 
VXggeVWiRnV fRU fXWXUe UeVeaUch.  

4.1 E-COMMERCE EVENTS 

The fRllRZing annXal eYenWV Zill be held in IWal\. 

Ɣ 1E7C200 F2580 
NaWiRnal faiU RUgani]ed b\ CRnVRU]iR NeWcRmm aW Milan. ThiV eYenW aWWUacWV RYeU 15.000 
e-cRmmeUce UelaWed cRmSan\ SaUWiciSanWV and haV SUeVenWaWiRnV Rf UeVeaUch, e[SeUW VSeakeUV,
URXnd Wable diVcXVViRnV, 200+ bXVineVV VWandV and mXch mRUe. DXch cRmSanieV SaUWiciSaWe in
WhiV faiU RU can RSen a VWand Rn WhiV eYenW WR eVWabliVh YalXable cRnWacWV ZiWhin Whe IWalian
e-cRmmeUce maUkeW. MRUe infRUmaWiRn: ZZZ.neWcRmmfRUXm.iW/eng

Ɣ EC200E5CEDA< 
InWeUnaWiRnal faiU ZiWh Whe fRcXV Rn innRYaWiRn, WUendV and SaUWneUVhiSV ZiWhin Whe e-cRmmeUce 
ZRUld. LaVW eYenW had 5 km2 cRnfeUence VSace, 155 VSeakeUV and RYeU 5000 SaUWiciSanWV. The faiU 
iV RUgani]ed in Milan RU TXUin. MRUe infRUmaWiRn: ZZZ.ecRmmeUceda\.iW 

Ɣ EC200E5CE H8B 
E-cRmmeUce faiU in SaleUnR, Whe VRXWh Rf IWal\. The laVW ediWiRn had RYeU 4000 SaUWiciSanWV and
120 VWandV Rf e-cRmmeUce cRmSanieV. The fRcXV Rf WhiV eYenW iV innRYaWiRn, WUendV, edXcaWiRn
and making cRnnecWiRnV. FRU mRUe infRUmaWiRn: ZZZ.ecRmmeUcehXb.iW

Ɣ 0A5KE7 5E6EA5CH B< 32LI7EC1IC2 81I9E56I7< 
AnnXal e-cRmmeUce maUkeW UeVeaUch cRndXcWed b\ Whe PRliWecnicR XniYeUViW\ Milan ZiWh Whe laWeVW 
nXmbeUV, WUendV and deWailV in IWal\ and ZRUldZide. MRUe infRUmaWiRn: 
ZZZ.RVVeUYaWRUi.neW/en/hRme 

4.2 SUGGESTION FOR FURTHER RESEARCH 

Man\ TXeVWiRnV aUiVe Zhen VWXd\ing Whe e-cRmmeUce maUkeW in IWal\ ZiWh heU RngRing gURZWh and 
inWeUeVWing WUendV. 

Ɣ E;7E16I9E 0A5KE7 5E6EA5CH 
Of all WheVe VSecific RSSRUWXniWieV mRUe UeVeaUch iV needed WR claUif\ Whe mRVW imSRUWanW Sla\eUV 
ZiWhin WheVe VecWRUV and YalidaWe Whe RSWiRnV WR e[Sand WheiU bXVineVV WR IWal\.  
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Ɣ E-F8LFIL0E17 62L87I216 
Wh\ dR mRVW IWalian Rnline meUchanWV ZRUk fURm WheiU RZn indRRU ZaUehRXVe inVWead Rf XVing an 
e[WeUnal e-fXlfillmenW ZaUehRXVe SaUWneU? IV WhiV UelaWed WR Whe difficXlW\ Rf finding SRWenWial 
SaUWneUV, aUe Whe meUchanWV nRW infRUmed abRXW Whe benefiWV, iV Whe cXUUenW RffeU Rn Whe maUkeW 
cRming XS VhRUW WR Whe cXUUenW UeTXeVWV RU aUe WheUe RWheU UeaVRnV fRU WhiV miVmaWch? 

Ɣ C86720E5 6E59ICE A1D AI 
AI and machine leaUning aUe hRW WRSicV. HRZ can WhiV beVW be imSlemenWed fRU Whe RSWimal 
cXVWRmeU e[SeUience? MRUe UeVeaUch iV needed WR inYeVWigaWe WhiV XScRming maUkeW mRUe 
SURfRXndl\, claUif\ Whe mRVW imSRUWanW Sla\eUV and lRRk fRU RSSRUWXniWieV fRU DXWch cRmSanieV. 

Ɣ C25325A7E 5E63216IBILI7< (I1CL8DI1G 6867AI1ABILI7<) 
The VXbjecW iV becRming mRUe imSRUWanW eYeU\ \eaU. Online cXVWRmeUV ZRXld like WR feel 
cRnnecWed ZiWh Whe bUandV and cRmSanieV Whe\ SXUchaVe fURm. MRUe UeVeaUch iV needed WR Vee 
hRZ Whe\ ZRXld like WR feel cRnnecWed. WRXld Whe\ like WR be inYRlYed? DR Whe\ ZanW WR dRnaWe WR 
Whe SURjecWV, Sa\ an e[WUa fee RU iV Uec\cled Sackaging maWeUial enRXgh WR µfeel cRnnecWed¶?  

Ɣ LA67 0ILE DELI9E5< 
TheUe aUe VWill VRme RSen TXeVWiRnV VXch aV: HRZ WR beVW RffeU gUeen and faVW laVW mile deliYeU\ 
RSWiRnV fRU UXUal SlaceV in IWal\? WhaW aUe Whe laWeVW deYelRSmenWV ZiWh innRYaWiYe deliYeU\ 
VRlXWiRnV VXch aV Velf-dUiYing elecWUic caU deliYeU\ and dURne deliYeU\ fRU Whe fXWXUe and can DXWch 
cRmSanieV be a SaUW Rf WhiV? 

Ɣ B2B E-C200E5CE 
TheUe iV liWWle knRZn abRXW Whe B2B e-cRmmeUce maUkeW and iW iV lagging behind cRmSaUed WR Whe 
B2C e-cRmmeUce. EVWimaWiRnV aUe WhaW WhiV bXVineVV iV dRXble Whe Vi]e Rf Whe B2C e-cRmmeUce. 
WhaW aUe Whe RSSRUWXniWieV fRU DXWch meUchanWV in Whe B2B e-cRmmeUce in IWal\? 
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GLOSSARYb

b
A57IFICIAL I17ELLIGE1CE (AI) 
The cRnceSW Rf VRfWZaUe VRlXWiRnV WhaW aUe caSable Rf e[ecXWing WaVkV WhaW W\Sicall\ UeTXiUe hXman inWelligence and 
leaUn b\ dRing VR.  

C25325A7E 5E63216IBILI7< 
ThiV iV a bXVineVV mRdel WhaW helSV a cRmSan\ be VRciall\ accRXnWable WR iWVelf, iWV VWakehRldeUV and Whe SXblic. The 
gRal iV WR be VXVWainable and inclXViYe. 

C50 62F7:A5E 
CXVWRmeU RelaWiRnVhiS ManagemenW VRfWZaUe iV mRVW Rf Whe Wime Whe RUganiVaWiRnal VRfWZaUe Rf a bXVineVV WR ZRUk 
mRUe efficienWl\. MaUkeWing, cXVWRmeU infRUmaWiRn and RUdeUV aUe mRVWl\ managed fURm Whe CRM VRfWZaUe. 

DIGI7AL I1FL8E1CE56 
A digiWal inflXenceU iV VRmeRne ZiWh a VRcial media fRllRZing ZhR encRXUageV fanV and fRllRZeUV WR Wake acWiRn. 

DIGI7AL 3LA7F250 675A7EG< 
ThiV iV an Rnline enYiURnmenW WhaW cRnnecWV diffeUenW gURXSV Rf SeRSle and cRmSanieV. 

E-C200E5CE 0A5KE7
SWandV fRU elecWURnic cRmmeUce, WhiV iV a mRdel WhaW leWV fiUmV and indiYidXalV bX\ and Vell WhingV RYeU Whe inWeUneW.

E-F8LFIL0E17
The cRmSleWe SURceVV Rf VWRck managemenW Rf Whe SURdXcWV in Whe ZaUehRXVe, SURceVVing RUdeUV, VhiSSing WR Whe
cXVWRmeU, RSWiRnal cXVWRmeU VeUYice and handling Whe UeWXUnV Rf Whe Rnline RUdeUV.

I17E51E7 2F 7HI1G6 (IR7) 
ThiV iV Whe neWZRUk Rf Sh\Vical RbjecWV (WhingV) WhaW aUe embedded ZiWh WechnRlRgieV WR cRnnecW and e[change daWa 
ZiWh RWheU deYiceV and V\VWemV RYeU Whe InWeUneW. 

LA67 0ILE DELI9E5< 
The laVW mile deliYeU\ iV defined aV Whe mRYemenW Rf gRRdV fURm a WUanVSRUWaWiRn hXb WR Whe final deliYeU\ deVWinaWiRn, 
Whe cXVWRmeU WhaW RUdeUed Whe VeUYice RU SURdXcW. 

21LI1E 0A5KE73LACE6 
TheVe aUe e-cRmmeUce ZebViWeV ZheUe SURdXcWV and/RU VeUYiceV aUe RffeUed and SXUchaVed b\ mXlWiSle WhiUd SaUWieV. 

21LI1E 0E5CHA176 
PUiYaWe RU SURfeVViRnal SeUVRnV RU cRmSanieV WhaW RffeU WheiU VeUYiceV RU SURdXcWV Rnline fRU Vale. 

21LI1E 3A<0E17 62L87I216 
The Sa\menW WUanVacWiRn beWZeen Whe cXVWRmeU and Whe Rnline meUchanWV in e[change fRU Whe VeUYice RU SURdXcW. 

3A<0E17 GA7E:A< 3529IDE56
CRmSanieV WhaW SURYide meUchanWV diffeUenW Rnline Sa\menW VRlXWiRnV fRU Whe final cXVWRmeU Rn Rne cenWUal SlaWfRUm.

3E5621ALI=A7I21 21LI1E
WebViWe SeUVRnali]aWiRn iV Whe SURceVV Rf cUeaWing XniTXe cRnWenW fRU eYeU\ Rnline YiViWRU baVed Rn Whe inWeUeVW and
chaUacWeUiVWicV Rf Whe YiViWRU.

201I CHA11EL 675A7EG< 
ThiV iV an Rnline maUkeWing VWUaWeg\ fRU Velling Rnline WhURXgh diffeUenW channelV. FRU e[amSle Whe nRUmal 
e-cRmmeUce ZebViWe, Rnline maUkeWSlaceV, VRcial media and/RU inflXenceUV.

6I1GLE 3A<0E17 62L87I216 
One indiYidXal Sa\menW meWhRd WhaW Whe final cXVWRmeU can XVe WR Sa\ fRU WheiU SXUchaVeV Rnline. 
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6867AI1ABILI7< 
IW iV fRcXVed Rn meeWing Whe needV Rf Whe SUeVenW ZiWhRXW cRmSURmiVing Whe abiliW\ Rf fXWXUe geneUaWiRnV WR meeW WheiU 
needV. The cRnceSW iV cRmSRVed Rf WhUee SillaUV: ecRnRmic, enYiURnmenWal, and VRcial, RU SURfiWV, SlaneW, and SeRSle. 
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FRQVHJQH GHOO¶XOWLPR PLJOLR. AUWicle 
InWeUYieZ S. de LRlliV (InWeUnaWiRnal bUand diUecWRU) Rf SaWiVSa\. The\ aUe an IWalian cRmSan\ WhaW RffeUV a digiWal ZalleW 

Vingle Sa\menW VRlXWiRn fRU WheiU cXVWRmeUV inclXding e-cRmmeUce bXVineVVeV. 

InWeUYieZ J. de RRRij (SU. ManageU SXSSl\ Chain SRlXWiRnV) Rf NedeUland DiVWUibXWie Land (NDL). The\ aUe a 

Vemi-SURfiW RUganiVaWiRn WR VWimXlaWe DXWch lRgiVWic VRlXWiRnV ZRUldZide inclXding e-cRmmeUce. 
InWeUYieZ M. Bagli (CCO and bRaUd membeU) Rf Ne[iYe. The\ aUe an IWalian SRVW and cRXUieU cRmSan\. The\ RffeU 

Sackage deliYeUieV fRU e-cRmmeUce cRmSanieV. 

InWeUYieZ K. WeVWUa (CRUSRUaWe VWUaWeg\ & bXVineVV innRYaWiRn e[SeUW). He VSeciali]eV in VWUaWeg\ and innRYaWiRn fRU 
cRUSRUaWiRnV ZiWh \eaUV Rf e[SeUience in Whe biggeVW cRnVXlWanc\ and banking fiUmV in Whe NeWheUlandV. 
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InWeUYieZ G. ViVenWin (BUand manageU SURfeVViRnal line) Rf L¶OUeal. L¶OUeal RffeUV WheiU cRVmeWicV and beaXW\ caUe 
SURdXcWV in IWal\ and ZRUldZide in WheiU RZn VWRUeV, WhURXgh fUanchiVeUV and e-cRmmeUce. 

InWeUYieZ A. CRSini (CUeaWiYe diUecWRU) Rf SaYe Whe DXck. The\ aUe an IWalian VXVWainable clRWhing bUand WhaW 

manXfacWXUeV VXVWainable and Uec\cled SXffeU jackeWV ZRUldZide. 
InWeUYieZ M. BlRk (VP NL/IT), O. JanVen (Head cURVV-bRUdeU e-cRmmeUce) and M. AdamR (E-cRmmeUce VWUaWeg\ 

manageU.) Rf DHL E[SUeVV. InWeUnaWiRnal VhiSSing cRmSan\ Rf gRRdV inclXding e-cRmmeUce SackageV. 
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